Cooling Off

Begin cooling
off process

Customer

.
=
a
a

5
@»
E=J
=
=
"
o

1. Decides to cancel

contract

2. Notify contract
cancellation

3. Validate contract
cancellation

Recelved withi
| Zoocling off period

Na

‘Can switch be
withdrawn?

No

»

5. Remain with Supplier
A on current
contractual terms

4. Advise customer of
options

10. Advise customer of
contract cancellation
and next steps

12. Send switch

request withdrawal

6. Agree new
contractual terms with
supplier of choice

Agrea new Return to
contractual previous

tarms supplier on equivalent

contractual terms

9. Receive notification

and assess next steps

11. Cancel contract and
apply deemed
contractual terms

19. Notify customer
that 30 day grace
period is over

Customer still
supplied?

18. Update tariff to

From Erroneous
Transfer

standrad variable

Customer no
longer supplied

8. Return to Supplier A

L4

To 1.1 Complete pre
contract acti

Registration Agent

13. Determine if switch
can be withdrawn

gate closure?

14. Reject withdrawal

request and notify

Supplier B of rejection

16. Send notifications
that switch is now 4

RUticizay From 16 - Send
] notifications that
switch is now
withdrawn

17. Process withdrawal

quest and update
records

O

Switching request
withdrawn

| request pr
and recerds updated




Objections

Losing Supplier

¥
H
3
£
5
§

Network Operator

Mator Comms Provider  Supplier Agents

Custornes informed of raisect
chjeckon and ressen

ucti
ecelved

witch

h
ed

Fram 1.2 - Check debt
vl vt ke

1344 Validats
Registration Request

Return from Veiate
registrstion romucet

Gaining Supplin to anaiyse rejnction
reasons). resolue any lssues and re.
gt request

o 1.1 Coplata pra-
cantrsctactwites

teyistration request

[ ——

s 4

@aining Supplior ro-submits
Fegleiration requast

To 1.1 Complete pree

14131 Upda

1.4.1.3.2 Rocss

details and end

date

1.4.1.3.5 Procoss a
Update record:

01421 Miain meter
eeading istory

To 1,433 Dotormine.
euatamar mater

nd

1.3.4.1 Ditermine the
tomer type

PI::> To 1.4 Excate Swich

h date

4338 P
‘update records

.@ Rasorts upaated

9 Gainin
spplier

g and
agents

143340 Process and

Recards updated

update ro




Appointments

Losing Supplier

Registration Agent

Network Operator

Supplier Agents

Meter Comms Provider

Contractual terms.
not agreed

1.1.1.3 Agree

contractual terms and
provide name,
contact/payment
details, MPXN, stc.

‘Customer chooses not to re-
submit the necessary data

1.2.5.2 Identify

preferred agents

1.2.5.3 Inform supplier

of the preferred agents

Return from - Make request for
debt assignment protocol

1.2.7.1 Make request for
debt assignment
protocol

Procead wih debl
assigrmant

1.2.2.4 Assess potential
for debt assignment
protocol

1.1.1.11 Improve
quality/accuracy of
ote based on
additional information

Propaymant
meter?

1.1.1.2 Provide revised
quote and offer
contractual terms

Return from - Danat

o ! process win
Assess potential for et
Prepayment debt assignment sasgnment

protocol

1.2.5.10 Decide on the

agents to be selected

Cusiomer

e
proflarnd agent

Ganing Suppler
salact agent

1.2.5.1 Select supplier
agents (inclu Gas
Shipper)

1.2.5.3 Specify whether

1.2.5.2 Determine if
multiple registrations
are being submitted

To 1.3 Register
Switch

1.2.6.1 Submit

registration request
with preferred switch
late

From E m!uous transfer

process




Stand Still

Validating
registration
request Electricity | Gas. Gas
T ey S, 1.3.1.3 Supplier ID 1.3.1.10 Agent selection 1.3.1.11 Stand still S'lfjl'i’sr‘/’;::fa':r 1.3.1.5 Validate 1.3.1.6 Related MPAN 1.3.1.4 Green deal S‘f""re:':“:?r::‘ 1.3.1.8 Validate Shipper
e validation validation validation PP PP proposed switch date Validation validation ppier ag o network

sanction status Shipper

To 1.3 - Register Switch

Registration Agent




