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@ENERGY

1 Introduction

G2 Energy IDNO Limited {Company Registration Number 09633506} Is in the process of acquiring an
Independent Distribution Network Operators {IDNO} License to enabie them to operate electricity
distribution networks across the United Kingdom. One of the requirements for obtaining an IDNO License

is to state how the Licensee will meet the requirements of Standard License Co

Safety and Security of Supply Enquiry Service.

2 Standard License Condition 8

Standard License Condition 8 is shown here for reference.

Standard canditions of the Electriclly Distribulion Licence — 23 Juse 1015

Condition B. Safety and Security of Suppiles Enquiry Service

Licensoe's obligation

81

The heeaser must;
{2} establish, or procure the exrablishmens of and

(b} subsequently operate mod mamtam, or procwre 1be subsequent operation
and mamtenance of

#n euqary sernice. 1o be known es the Safery and Secuniy of Supphies Enquury
Service, btmahyluypenmhnhepwpuummmpwnz

Purpose of the service

t B

Themmofﬂ:ch&nudirmuyof&wphn&mm:fﬂmmbh
Y pesson 1o secerve reports and offer nformation, guadance, or advace about any
matter or wexdent thas:

(a}  affects or s likely 10 affect the mumtensnce of the secunty, nadabiuity
end qualny of service of the hcensee's Distibuhon System. of

(b)  anses from or m connection with the operation of, or othersuse relates to,
wm‘-mlenlemudmunrmml
akegtion. or is kikely to casne danger o requare urgeat atteanon.

Operation of the asrvics

L ]

The Safety and Secunty of Supphies Enquury Senvice musi:
{0}  beprovided wathour charge by the licenser to the user a1 the pomt of use;

) mmlhlllumnudmam[whﬂh«mdehukpm. o
Wating. or m person) are processed m a promupt and efficrent manner: and

()  bepvminble to recerve and process telephoue repocts and enquaries ai all
times o every day of cach year

Requirement for statement

14

835

mn:uuemnimmlﬂnhfutumlmmﬁbylhhm
that sets out, m plan aod mtellipble Innguage. detnils of the Safety and Secunty
of Supplies Enquary Service.

The heentses muat:

(8)  publishihat stement on 2nd make ¢ resdily sccesxible from s Webrate
(if 1t has one)

43

Consolldamed condition: are not fartual Futilic Register docmmpnts and 1hould nos be relled on

ndition 8 in providing a
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Standard conditions of the Eleciricity Distribution Licence — 23 June 2015

{®b) when nsked to do so by 8 Domestic Customer who 1s bhind, partally
sighted, deaf. or heaning-impnired, provide the statentents in a manner or
a format that ss suatable for that customer s special communication
needs,

{c)  when asked to do 50, provide to a person whose first language is not
English such assistance or advice as will ennble that person to
understand the contents of the statements; and

(d)  give a copy of the statement on request and free of charge to any person

86  The statement prepared under paragraph 8.5 may, at the Licensee’s choice, be
included tn a single document with any or all of the statements referred to 1n
standard condition 9 (Arrangements for access to premises) and standard
condition 10 (Special services and complrints procedure)

Amendment of statement

87  The licensee must give the Authonty a Nolice of any amendments that it proposes

to make to the statement in force under paragraph 8 4 and must not make such
amendments until esther:

(3)  aperiod of one month from the date of that Notice has ended: or

(b}  the licensee has obiained the Authority's npproval to the amendments
before the end of that period.

Change of address and telephone number

The licensee must tnke steps to nform each Authonsed Electnicity Operator that
uses the Safety and Security of Supplies Enquiry Service of any change to the
address or telephone number of that service as soon as is practicable but mn any
event before that change becomes effective

Prohibition of discrimination

89

In establishing, operanng, and muntainmg the Safety and Security of Supphes
Enquiry Service, the licensee must not discriminate between any person or class

or classes of persons.

44

Consolidated conditions are not formal Pablic Register documents and should not be relied on
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3 The Statement

G2 Energy IDNO Limited owns, operates and maintains electriclty networks throughout the UK that
provides a supply of electricity to domestic, commercial and industrial customers, through a connection
to our network of cables and substations.

We are an independent licensed electricity distribution business able to work in all geographical areas of
England, Scotland and Wales.

This statement Is produced in accordance with Standard License Condition 8, Safety and Security of
Supply Service, of G2 Energy IDNO Limited’s electricity distribution license which has to be approved by
the Gas and Electricity Markets Authority (Ofgem).

it describes the enquiry service that has been made available to any person for the purpose of receiving
reports and offering information, guidance or advice about any matter or incident that:

Affects or is likely to affect the maintenance of the security, availability and quality of service of the
licensee’s distribution system; or

Arises from or in connection with the operation of, or otherwise relates to, the licensee’s distribution
system and which causes danger or requires urgent attention or is likely to cause danger.

G2 Energy IDNO Ltd provides an emergency service in accordance with the above paragraph which is
continuously staffed and can be contacted by anyone 24 hours a day, 365 days a year. The service is free
at the point of use and all reports and enquiries will be processed in an efficlent manner.

Reports made by post or in person should be restricted to events of a non-urgent nature.

G2 Energy IDNO Ltd will deal with all enquiries strictly on their merits and will not discriminate in the
provision of the service or use the contact to promote any electricity supply business.

For any special service requirements domestic customers who are blind, partially sighted, deaf or hearing
impalred) you may call, write or email G2 Energy IDNO Ltd using the contact details stated below.

Your correspondence will then be given in a sultable format and returned in an efficient manner.
Assistance will also be given to help understand the contents of the statement to a person whaose first
language is not English. This statement is free of charge to any person upon request.

G2 Enscgy [OND Limied Page 5 of 9
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The G2 Energy IDNO Ltd Safety and Security of Supply Enquiry Service can be contacted:

ENERGY

By telephone on: 0330055 3986
By post or In person during the | G2 Energy IDNO Limited
normal working day at: Olney Office Park

25 Osier Way

Olney

Buckinghamshire

MK46 5FP
By emall: enquiries@g2energy.co uk
By Fax: 01234 241 312

if any electricity supplier chooses to provide its customers with an address or telephone number for
reporting of such matters which differ from those given in this statement, the supplier will be responsible
for ensuring that full details of all reports are passed promptly to G2 Energy IDNO Ltd.

Call agents are trained to provide non-technical advice for the avoidance of danger from the distribution
system and from loss of supply. They have the necessary skills in communication and customer contact,
but may be assisted by other technical staff. if technical advice or assistance is required the enquiry will
be passed to an appropriate specialist.

The reporting arrangements set out above will be made available to other utilities, local autharities and
emergency services operating in the areas of our network. Appropriate lialson arrangements with these
and other representative bodles are in place and are reviewed from time to time to ensure that effective
communications are maintained.

If we have to change the address or telephone number of the service we will take steps to inform each
authorised electricity operator (e.g. electricity suppliers and distribution network operators) which use
the service before the change becomes effective.

A copy of this statement will be made available free of charge to any person who asks for it.

November 2015
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4 Publication of Service

4.1 Publication
G2 Energy IDNO Limited will publish the G2 Energy IDNO Ltd Safety and Security of Supply Enquiry Service
contact details on their web site at all times following the award of the Distribution Licence.

4.2 Notices

The Safety and Security of Supply Enquiry Service contact details will be posted in prominent positions on
all G2 Energy IDNO Ltd substation bulldings and compounds containing high voltage equipment, These
notlces will be inspected periodically and maintained / replaced to ensure legibility at all times.

4.3 Customer Notification

All customers connected to a G2 Energy IDNO Ltd distribution network, will be notified in writing, at least
annually, of the Safety and Security of Supply Enquiry Service contact details. This service may be
provided via the Electricity Supplier via the electricity bill. Where it is not, G2 Energy IDNO Ltd, will write
to the Customer directly.

4.4 Utility and Emergency Services Notification
G2 Energy IDNO Ltd wiil advise in writing to all utility and emergency services providers operating In the
areas where G2 Energy IDNO Ltd have operational equipment and ensure efficlent liaison Is established.

5 Systems and Process

G2 Energy IDNO Ltd operates a 24/7 Emergency cali centre available on free phone 0330 055 3986, A
separate Utilities and Emergency Services number will be issued to these agencies to ensure contact is
possible from these services.

Muttiple lines available for Incoming calls and normal call agent numbers can be increased to meet
demand during the working day.

Out of hours, Call agents will be able to invoke an escalation process that will increase call agent numbers
as necessary. This may involve opening the main office after normal hours where necessary.

Where all lines are busy, the Customer will be played a regularly updated Telephone Network Message
detailing any known faults on the G2 Energy IDNO Network and be offered to leave a message and
request a call back.

Call agents utilise an enquiry logging systems which will be used to record the details of all enquiries
made to the Safety and Security of Supply Enquiry Service. The system allows for the recording of the
contact detalls of the person reporting an incident or making an enquiry as well as the details and
locatlon of the specific case / incident.

All calls will be recorded and stored with the enquiry record.

Where an enquiry cannot be answered by the Call Agent, these will be prioritised in accordance with
urgency and passed through to the most appropriate person within G2 Energy IDNO Ltd,
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Where an urgent Incident occurs after normal working hours, the detalls will be passed through to the
closest avallable Standby Engineer, to the incident, who will deal with the case.

Operational field staff will keep the call centre updated with progress throughout the incldent. Progress
reports will be sent in line with the following:

* Engineer notified ETA xx:xx

s Engineer on site xx:xx

* Estimated time of restoration x:xc
* Supplies restored xx:xx

The Call centre will update the Incident notes with the specific information received to enable the best
available information to be passed to Customers or Services contacting the Call Centre.

6 Resources

6.1 Periods of operation
The Safety and Security of Supply Enquiry Service will be manned 24 hours a day, 365 days a year,

6.2 Call Agents

Call agents will be trained to deal with enquiries effectively and efficiently. The call taking enquiring
system provides call agents with predetermined scripts to enable them to ask the right questions for each
type of incident. Where they are unable to deal with a specific enquiry, these will be referred to the most
appropriate member of staff within G2 Energy IDNO Ltd.

6.3 Emergency Escalation

Where an incident affects a wide area or a large number of customers result in high volumes of calls, the
Call Agents will have the ability to invoke an Escalation Process resulting in an increased number of calf
agents being utilised and may result in the opening of the main office after normal hours.

6.4 Field Staff

G2 Energy IDNO Ltd operational and authorised field staff will be deployed across the country in areas
near to where we operate our networks. Where direct resources are limited we will procure the services
of sultably qualified, experienced and authorised resources in the locality of our networks.

7 Priority Services Register

We will hold and maintain a Priority Services Register. This is a list of customers who would feel
particularly vulnerable during a power cut and we will provide them with extra support if needed.

All Customers connected to our networks will be offered to Join the register that are:

* Customers who are dependent on medical equipment;
* Customers who are chronically ill;
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e Customers with a disability;

+ Customers who are visually impaired or blind;

« Customers who are hearing impaired or deaf;

¢ Elderly customers;

» A nursing or residential home;

« Customers with young babies in household.

On joining the register customers will be:

 Registered on our system so that they can be identified on our network;
 Provided with a priority phane number that can be called 24 hours a day to report an incident or
obtain regular updates until your power is back on.

The register will be maintained on a regular basis to ensure that the data does not become out of date.
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