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1. Introduction

Purpose of this document

1.1 This document sets out the proposed arrangements for monitoring the non-domestic gas and electricity supplier’s performance under Licence Condition 25. 

Background 

1.2 Licence condition 25 requires gas and electricity licensees to produce a code of practice providing guidance to customers on the efficient use of gas and electricity. Ofgem has produced a guidance note for suppliers on meeting this requirement and has issued a model code which suppliers can adopt. 

1.3 Licence condition 26, Record and Report of Performance, requires licensees to keep a record of their operation of licence condition 25, and to report on their performance. The full text of licence condition 26 is given in annex 1. It also gives provision for Ofgem to monitor compliance with licence condition 25 and requires that, 

· Licensees keep a record of its general operations of licence condition 25, 

· Licensees shall publish a report to the Authority and energywatch at the end of the year on their compliance. This report must be free for anyone who requests it,

· Licensees provide more specific information if requested by the Authority. 

1.4 The requirement to submit accurate returns is an enforceable licence obligation. Companies that do not submit accurate returns within the timescales set out below may therefore be in breach of their licence and may be subject to appropriate action as determined by the Authority. The Authority is required to designate the form of reporting. This designation will be issued to suppliers with the final monitoring document. 

1.5 The monitoring of supplier’s codes of practice will focus upon the dissemination of the written codes and the supplier’s telephone information service. As the focus of these telephone lines is information rather than advice, the monitoring will focus upon quantitative information. 

1.6 Ofgem is not required to consult upon the monitoring requirements for this licence condition. However, we do welcome any comments you may have on these proposed requirements. Please send your comments to Kate Smith by the end of August 2002.  

2. Monitoring requirements 

2.1 The following table sets out the information required by Ofgem in order to monitor your progress in complying with licence condition 25 for non-domestic customers.  

	
	
	

	1. 
	State your non-domestic customer numbers.  
	

	2. 
	State the number of telephone calls received regarding non-domestic energy efficiency information and advice. 
	

	3. 
	State the number of telephone calls received where you have been able to provide further information to the customer. 
	

	4. 
	State the number of telephone calls received from: 


	Commercial customers
	

	
	
	Public sector customers
	

	
	
	Industrial customers
	

	5.
	Indicate the number of customers requesting information on the following: 
	

	
	Commercial / public sector customers 
	Lighting 
	

	
	
	Space and water heating 
	

	
	
	Hot water
	

	
	
	Office equipment 
	

	
	
	Other energy uses or technolgies
	

	
	
	Energy audit and survey 
	

	
	Industrial customers 
	Lighting 
	

	
	
	Heating and drying 
	

	
	
	Process use 
	

	
	
	Motors 
	

	
	
	Other energy uses or technolgies
	

	
	
	Energy audit and survey
	

	6.
	State the number of codes of practice which have been sent out to customers
	

	7.
	Provide information on the methods for promoting the telephone line and disseminating the code of practice.
	

	8.
	Provide details on how you have reviewed (and updated) your code of practice and telephone information line. 
	


The following provides further clarification on these requirements:

2.2 Licensees must state their number of non-domestic customers. This information will be used to put the number of telephone calls received and the number of codes sent out into context. This figure does not have to be published within your annual report. However, it should be related to the rest of the information published by stating the percentage of customers who have contacted the helpline or have been sent codes. 

2.3 Licensees must state the number of telephone calls they have received from non-domestic customers requesting energy efficiency information and advice. As this telephone line does not have to be a dedicated service, suppliers should only list those customers who have requested information and advice regarding non-domestic energy efficiency. 

2.4 Licensees must state the number of telephone calls received where they have been able to provide further information to the customer. Assisting customers can be in the form of sending out the code of practice, offering specific energy efficiency advice or identifying a suitable organisation for the customer to contact for information or advice.  

2.5 Licensees must state the number of telephone calls received from commercial, public sector or industrial customers. Public administration, health and education organisations are all considered public sector customers. 

2.6 Licensees must record the types of information commercial and public sector, and industrial customers are seeking. When receiving calls from customers, in addition to identifying whether they are commercial, public sector or industrial customers, suppliers must note the type of information or advice the customer is seeking. It will be essential for suppliers to identify the customer’s needs or concerns before offering further information. It is not necessary to complete this section if a customer just phones to request a code of practice. The categories of energy use differ for commercial/public sector customers compared with industrial customers, to reflect their different energy use. With regards to public sector/commercial customers, the ‘other’ category includes energy uses such as processes, cooling, air conditioning and CHP. Space and water heating includes queries relating to boiler plant. The energy uses listed in the table above can be related to the model code of practice.  

2.7 Licensees must state the number of codes of practice which have been sent out to customers. This includes those codes requested by customers as well as any mailed out to customers without an initial request.  

2.8 Licensees must state the methods employed for promoting and disseminating the code of practice to customers. Licence condition 27, Preparation, Review of and Compliance with Customer Service Codes, states that licensees should, at least once a year, draw the attention of its customers to the existence of the code and inform them of how they may receive a copy. You should state how you have advertised your code and advice line and how you have made it available to your customers, for example, by printing the number on all bills, putting it on your website or sending out information with certain bills. 

2.9 Provide details on how you have reviewed (and updated) your code of practice and telephone information line. Suppliers should review the information within their code and that offered on their telephone information line to ensure it is accurate and up to date. Suppliers should detail the steps they have taken to ensure that the information they provide remains current and correct. It should be noted that Ofgem must first approve any revision to the code. 

Annual reports 

2.10 Licence condition 26 requires suppliers to submit, after the end of each calendar year, a report on their performance to Ofgem and energywatch. This report must be published and sent free of charge to anyone requesting it. The report should be presented in a standard form designated by Ofgem to compile all of the information requested. 

2.11 The annual return to Ofgem and energywatch should be submitted by 28 January.  The return should be published by 28 February and available to anyone who requests it. Supplier’s annual reports should compile all the information for the previous year, including the steps taken to review and update the code.

2.12 There must be an accompanying note to Ofgem and energywatch with the annual return explaining what procedures have been used to verify the data as accurate, and confirming the arrangements being made for publication. 

Six-monthly reports

2.13 The licence condition also gives provision for Ofgem to request information on a supplier’s performance. In addition to the annual published report, Ofgem also requests that suppliers submit returns every six months to Ofgem and energywatch.  Returns should be submitted to Ofgem and energywatch no more than 28 days after the end of each six-month period (i.e. 28th July and 28th January). 

Format for reporting 

2.14 Suppliers must notify Ofgem and energywatch of a management level representative who is responsible for signing off the returns. Returns should be available in a hard copy and electronic format, in the standard form designated by Ofgem (i.e. the table above). An electronic monitoring pro forma will be available to suppliers once the final monitoring document is produced. 

2.15 Returns to Ofgem and energywatch must include actual figures.  However, published annual reports do not need to include commercially sensitive information such as customer numbers (see 2.2). Neither Ofgem nor energywatch will publish figures from which market share can be determined, without prior agreement with the supplier.

2.16 All items refer to non-domestic customers only. The monitoring return must be separate to that for your domestic licence conditions, if applicable. A supplier with both a gas and an electricity licence need only complete one return. 

2.17 The requirement to submit accurate returns is an enforceable licence obligation. Companies that do not submit accurate returns within the timescales set out may therefore be in breach of their licence and may be subject to appropriate action as determined by the Authority. 

Annex 1 Supply licence Condition 26, Record of and Report on Performance

Electricity supply licence condition 26

Gas suppliers licence condition 26

 1. The licenseexe "Licensee" shall keep a record of its general operation of the arrangements mentioned in standard conditionsxe "Conditions" 24, 25, 35, 36, 37, 38 and 39 of the electricity supply and gas suppliers licences and also in standard condition 37A of the gas suppliers licences and if Gas and Electricity Markets Authorityxe "Director" so directs in writing, of its operation of any particular cases specified, or of a description specified, by the Authority.

 2. The licensee shall, where a Domestic Supply Direction has been issued to the licensee, keep a statistical record of its performance in relation to the provision of electricity/gas supply services to its domestic customerxe "Domestic Customer"s.

 3. The licensee shall, from time to time as required by the Authority, provide to the Authority and to the Consumer Council such of the information contained in the records prepared in accordance with paragraphs 1 and 2 as the Authority may request in writing. 
 4. As soon as is reasonably practicable after the end of each calendar year, the licenseexe "Licensee" shall submit to the Authorityxe "Director" and the Consumer Councilxe "Relevant Consumers’ Committee" a report dealing with the matters mentioned in paragraphs 1 and 2 in relation to that year and shall:
(a) publish the report so submitted in such manner as will in the reasonable opinion of the licenseexe "Licensee" secure adequate publicity for it; and 
(b) send a copy of it free of charge to any person requesting one,
except that, in performing its obligations under sub-paragraphs (a) and (b), the licenseexe "Licensee" shall exclude from the report such information as appears to it to be necessary or expedient to ensure that, save where they consent, individual customerxe "Domestic Customer"s referred to therein cannot readily be identified.

 5. The report shall be presented, so far as is reasonably practicable, in a standard form designatedxe "designated" by the Authorityxe "Director" for the purposes of this condition generallyxe "Condition".
