SCHEDULE 30

Supply Point Administration Agreement

The Procedure For Resolution Of Duplicate Meter Points (RDM) For The Same Gas SupplyNot Used

This Schedule is no longer in use due to the implementation of the Consumer-Facing Switching and Billing Schedule following the Retail Code Consolidation Significant Code Review.
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[bookmark: _Toc499806522][bookmark: _Toc269375493]Introduction
[bookmark: _Toc499806523][bookmark: _Toc269375494]Background
It has been identified that there are several scenarios that can lead to the creation of a duplicate Meter Point and ultimately the dual billing of the end user. 
Although these scenarios have been evident for some time, it is now necessary to ensure a uniformed approach is taken to the resolution of these erroneous Meter Points by Suppliers to minimise the occurrence of multiple billing.
[bookmark: _Toc499806524][bookmark: _Toc269375495]Purpose	
The purpose of this Schedule is to formalise the procedures for dealing with situations where duplicate Meter Points have been created for a single supply. In particular when this results in a Customer being invoiced by more than one Supplier.  
This schedule will oblige Suppliers to adhere to these procedures which will ensure the duplicate situation is efficiently resolved for the Customer involved.
[bookmark: _Toc499806525][bookmark: _Toc269375496]Scope
The scope of the procedure is limited to duplicate erroneous Meter Points occurring for Domestic Premises in England, Scotland and Wales and covers the following situation:
· A Supplier suspects a duplicate Meter Point exists for an address in their supply, either by internal process or Customer enquiry.
The procedure may also be applied to the non-domestic market at Suppliers’ discretion.
Only the most commonly occurring scenarios have been documented.
[bookmark: _Toc499806526][bookmark: _Toc269375497]Conditions Precedent
This SPAA procedure is a Mandatory Schedule. All licensed Suppliers to the domestic gas market are required to comply with this Schedule under licence condition 30 of the Gas Suppliers Licence. 
The Suppliers will follow the same process (as closely as practicable) if more than two Suppliers are involved.
[bookmark: _Toc499806527][bookmark: _Toc269375499]Procedure
[bookmark: _Toc499806528][bookmark: _Toc269375500][bookmark: _Toc499806529]Overview
(i) Supplier/Customer suspects duplicate Meter Point and the Supplier investigates.
(ii) Affected Parties are informed and the Resolution of Duplicate Meter Points (“RDM”) procedure is followed to determine which Supplier has the valid Meter Point and is entitled to charge the Customer for gas consumed by the Customer at the property (the “Valid Supplier”). .
(iii) Supplier who is not the Valid Supplier (the “Duplicate Supplier”) will raise a Duplicate Query (“DUP query”) to remove Meter Point and recover necessary costs (where possible).
[bookmark: _Toc269375501][bookmark: _Toc499806530]Supplier suspects duplicate Meter Point and investigates
Where a Customer believes that they are being billed by multiple Suppliers for the same Premises, they may contact either Supplier involved.  
The contacted Supplier will then start an investigation to determine if the Meter Points being supplied are indeed duplicate Meter Points of the same gas supply. This Supplier may also initiate an investigation on their own behalf where daily activities highlight a potential duplicate. 
The Customer will need to be kept informed at all stages (see section 4).
[bookmark: _Ref286060246][bookmark: _Toc499806531]Erroneous duplicate – distinct supplies confirmed.
If following investigation, the Meter Points are not deemed to be duplicate Meter Points and are two separate properties or supplies, a data correction will need to be made in order to avoid future recurrences. These amendments should follow standard criteria:
· Meter Points should hold distinct address and asset data that clearly identifies them as separate supplies (in the event of multiple supplies, at a single dwelling, the asset data will be the distinct separator).
· Address data should be Post Code Address File (PAF) registered.
Crossed Meter issues should be dealt with accordingly. These will likely involve Erroneous Transfers (ET) where the procedure in Schedule 10 should be followed.
2.2.2 [bookmark: _Toc499806532]Recognised industry explanations for duplicate Meter Points held within DES
(A) Meter Points with a status of dead
(B) New services
(C) Small Transporters Network
(D) Liquid Petroleum Gas (LPG) development
(E) Address errors (specifically plot to postal addresses)
(F) Customer owned secondary meters (Not directly connected to a network)
(G) Unrecognised errors
Section 2.31 of the RDM procedure details the checks necessary to determine the Valid Supplier. 

[bookmark: _Toc264986208][bookmark: _Ref286060155][bookmark: _Toc499806533][bookmark: _Toc269375504]Affected Parties are informed and the RDM procedure is followed to determine the Supplier with the valid contract.
The Initiating Supplier shall make contact with the Associated Supplier, via the Secure Data Exchange Portal, to inform the Associated Supplier that the RDM procedure is being followed.  This contact must confirm when the RDM process commenced. Within 10 Working Days from the date of the initial contact, the Suppliers shall have completed the processes set out in section 2.3 (including sections 2.3.1, 2.3.2 and 2.3.3); and, where appropriate, the Duplicate Supplier will have raised a DUP query in accordance with section 2.4. 
Details of the Meter Point concerned and any suspected issues should be shared via the Secure Data Exchange Portal. The Associated Supplier should assist where possible in the investigations, providing all available information on the site, asset and Customer in accordance with Data Protection Legislation. 
The Associated Supplier should make clear if a Customer is being billed under the Meter Point they hold and if these bills are being paid. 
[bookmark: _Toc264986209][bookmark: _Ref286060174][bookmark: _Toc499806534][bookmark: _Toc269375505]Checks to be made
The following checks will determine if there is a duplicate Meter Point based on the explanations shown in section 2.2.2. 
The Initiating Supplier shall carry out the following checks: 
· Confirm the Customers preferred Supplier and if they have any contracts in place, specifically those with penalty clauses attached.
· Any Meter exchange information.
· Asset details.
· MAM/, identified from the Meter label.
· Location of the gas Meter.
· Current Actual Meter Reading.
· Has there been a new service installed or any changes to the service at the property.
· Confirmation of the known address and any ambiguous mailing addresses.
The following additional Customer checks shall (where relevant), be completed by the Initiating Supplier:
A. Meter Points with a status of dead
· Confirm the status of each Meter Point on DES.
· A status of dead may indicate historical activities by the network involving removal of supply.

B. New Services (inc demolished/rebuilt or refurbished properties)
· Contact the Customer and establish property history.
· Confirm with the previous Supplier (Address, Asset, Meter Readings, Customer Name, Meter Point Reference Number).
· Confirm with the CDSP how the Meter Point was loaded onto DES.
· Check council tax websites (http://www.voa.gov.uk/council_tax/) (http://www.saa.gov.uk/) (http://ratinglists.vao.gov.uk/) for evidence of ended or suspended payments.
· Check if the new service is on a Small Transporter network.

C. Small Transporters Network
· Check the Small Transporter MPRN ranges on the iGT UNC website (http://www.igt-unc.co.uk/).
· Confirm directly with the Small Transporter using available websites and Supplier contacts.
· Check DES.

D. LPG development
· Confirm if the site resides within LPG area. These developments can be confirmed by the CDSP.
· Contact the Customer to confirm the gas supplies to neighbouring properties.
· Check details of Customer billing.

E. Address errors
· Confirm with the CDSP if any address amendments have been carried out.
· Check PAF to see what address is held and if this matches either of the Meter Points in question.
· Refer to Customer; confirm any known mailing addresses for the site.

F. Customer owned secondary meters
The following collection of checks will assist in determining the presence of a secondary meter but should not be relied on individually.
· Contact the Customer/carry out site visit (confirm the following).
· Is the Meter a crimson colour?
· Is there a regulator/governor in place?
· Is the year of manufacture later than 2002? 
· Does the Meter Serial Number (MSN) follow recognised configuration rules? (confirm with manufacturer if unsure)
Additional checks
· Does the MSN relate to any other property on DES?
· Confirm address and asset details held by the MAM for both Meter Points.
· Carry out a site visit to confirm any uncertain details.

[bookmark: _Toc264986210][bookmark: _Ref286060180][bookmark: _Toc499806535][bookmark: _Toc269375506]Results of investigations/Action to be taken
Once the sufficient consideration has been given, the suspected duplicate situation should be clear.
In the event that two distinct supplies exist refer to section 2.2.1, otherwise, refer to section 2.3.3 to determine the Valid Supplier.
Normally, irrespective of the findings, in the event of a duplicate scenario the resolution of the duplicate Meter Point must favour the Supplier with the valid contract. This will have been confirmed by the Customer at the earliest opportunity. 
[bookmark: _Ref286060182][bookmark: _Ref286060269][bookmark: _Toc499806536][bookmark: _Toc269375507]Guidance action for recognised explanations
[bookmark: _Toc499806537]Although some of the scenarios in this section are not strictly duplicated Meter Points, the frequency with which they occur warranted specifying the process for resolution.
A. Meter Points with a status of dead
The Supplier to the live Meter Point is the Valid Supplier.
The dead Meter Point must be withdrawn from the portfolio of the Duplicate Supplier. The New Meter Point has been created out of necessity and would normally reside with the Supplier with the valid contract. See appendix 2.
The Duplicate Supplier with the dead Meter Point can use the Change of Supplier process to apply for the new Meter Point if necessary.  See section 4.

B. New services (Inc demolished/rebuilt or refurbished properties)
If a property has had a new service installed as a result of a refurbishment, conversion or a demolition/rebuild and the original Meter Point has been removed but is still held as live and on supply with a gas Supplier, then the Supplier to the old Meter Point must isolate and withdraw. See Appendix 2
The CDSP does not class this as a duplicate as the Meter Points relate to different supplies.  
The Supplier to the new Meter Point is the Valid Supplier to the property. The Duplicate Supplier with the dead Meter Point can use the Change of Supply Process to apply for the new Meter Point if necessary.

C. Small Transporters Network
If it is discovered that the supply to the site is on a Small Transporter Network, the Supplier with the Small Transporter Meter Point shall be deemed to be the Valid Supplier.
· The Meter Point with the Small Transporter is the valid gas supply to the property.
No duplicate can be raised as the Small Transporter is a new supply. The Meter Point held by the CDSP should have been isolated and withdrawn when the original supply was removed. The Duplicate Supplier to the now obsolete Meter Point must isolate and withdraw. See Appendix 2

· Meter Point was created after the Small Transporter Meter Point was established.
Once it has been established who the Supplier to the valid Meter Point is, the Duplicate Supplier should then precede with its obligations in section 2.4. If this is not in the ownership of the Supplier with the valid contract, then this Supplier must register the correct Meter Point. See section 4.  

D. LPG Development
If it is discovered that the supply to the site is an LPG supply, there is no Valid Supplier and the resolution cannot be dealt with as a DUP query. The Supplier(s) to the now obsolete Meter Point(s) must isolate and withdraw. See Appendix 2

E. Address errors (specifically plot to postal addresses)
When locating the correct Meter Point to confirm, Suppliers may be misled by the plot address held within DES for new developments. This may result in:
· The erroneous creation of a new Meter Point to facilitate the confirmation of supply.
· The confirmation of the Meter Point associated to the  provided by the Customer (which may or may not be the correct ).
When the UIP or Supplier involved in the new development updates the plot address details to the Post Office assigned address, the duplicate Meter Point in the initial scenario is more apparent. However this may not become evident until the Customer is billed by both Suppliers. On recognising this, the Initiating Supplier should start the RDM procedure. The Supplier who has entered into a contract with the Customer (with the Customer’s knowledge and agreement) for the supply of gas to the property is the Valid Supplier. The Duplicate Supplier will proceed with its obligations in section 2.4.
In order to resolve the latter issue, an ET will need to be actioned back to the new connection company. The procedure in Schedule 10 should be followed..
In the event of any Crossed Meter issues, these will be dealt with accordingly. 
F. Customer Owned Secondary Meters
In the event that the duplicate Meter Point involves a secondary Meter. The Supplier to the primary Meter is the Valid Supplier. The Duplicate Supplier should proceed with their obligations in section2.4. 

G.	Unrecognised errors
	Incorrect Address details held on DES. 
In the event that a duplicate Meter Point has been created as a result of incorrect or incomplete address details on DES, the Valid Supplier is the Supplier who has entered into a contract with the Customer (with the Customer’s knowledge and agreement) for the supply of gas to the property. The Duplicate Supplier will proceed with its obligations in 2.4.
	Duplicate Meter Point created for unknown reason.
In the event that a duplicate Meter Point has been created with no known reason, the Valid Supplier is the Supplier who has entered into a contract with the Customer (with the Customer’s knowledge and agreement) for the supply of gas to the property. The Duplicate Supplier will proceed with its obligations in section 2.4.

[bookmark: _Ref286060303][bookmark: _Ref286060425][bookmark: _Ref286060437][bookmark: _Ref286060445][bookmark: _Ref286060469][bookmark: _Toc499806538][bookmark: _Toc269375508]Supplier without a valid contract raises DUP query to remove Meter Point and recover necessary costs (where possible).
Once it has been established that duplicate Meter Points exist for a property and an agreement has been reached as to which gas Supplier does not hold a valid contract, the Supplier without the valid contact will:
· Within 15 Working Days of initial contact from the Initiating Supplier, confirm, in writing to the Valid Supplier that they are the Duplicate Supplier and as a result of the RDM procedure, will now arrange to withdraw.  Or that investigation into the query is still being actioned.
· If there is an on-going investigation, after a further 10 Working Days confirm to the Valid Supplier the status of the query. 
Once the DUP query has been investigated, the CDSP will advise the Supplier via a configuration change request, to remove any assets and withdraw from the supply. the CDSP will reconcile the Meter Point based on the provided information and correct all appropriate invoices. 
Once the DUP query has been actioned by the CDSP, the Meter Point details on DES will be set to extinct. 
If the configuration change request has been actioned within the specified timescales, the CDSP will process the data through the ‘invoicing 95’ system and create the invoice for the appropriate Shipper. This will be provided on the monthly release of Backup Documentation File (BCD) invoices, identified within the file by the adjustment Description "DUP [Month] [Year]".

[bookmark: _Toc499806539][bookmark: _Toc269375511]Escalation procedure
[bookmark: _Toc499806540][bookmark: _Toc269375512]Failure to reach agreement between Suppliers
If the Suppliers fail to reach an agreement on who is the Valid Supplier to withdraw, the case will need to be passed to the Contract Manager to liaise with their counterpart. 
[bookmark: _Toc499806541][bookmark: _Toc269375513]Agreed response time
Unless investigations are still being carried out subject to section 2.4, 15 Working Days should be allowed from the date (D) of the initial contact, for the Duplicate Supplier to raise the DUP query, and advise the Valid Supplier of this. The following table sets out the escalation process in the event the Duplicate Supplier fails to raise the DUP query within the appropriate time period:

	Process
	Timescale
	Responsibility Level

	Stage One escalation
	D + 15 working days
	Operational contact

	Second follow up
	D + 20 working days
	Supervisor/work manager

	Final follow up
	D + 30 working days
	Contract Manager


Secure Data Exchange Portal 
All escalations under this section 3 shall be communicated via the Secure Data Exchange Portal.
[bookmark: _Ref286060077][bookmark: _Ref286060117][bookmark: _Ref286060295][bookmark: _Ref286060395][bookmark: _Toc499806542][bookmark: _Toc269375514]Customer relationship 
It is essential that both during the investigation and once the investigation has been concluded that the Customer is kept informed of the relative timescales for resolution. 
(i)	If a Customer believes that they are being billed by more than one Supplier, then they can contact any of the gas Suppliers who are billing them.  The contacted Supplier will liaise with all other gas Suppliers to resolve the matter.
(ii)	An appropriately trained representative of the contacted Supplier shall explain to the Customer:
· What actions will be taken.
· When a resolution can reasonably be expected.
· That they will continue to pay the preferred gas Supplier for the energy consumed and where possible, how their billing arrangements with other Suppliers will be treated.
· How they will be kept informed of the progress towards resolution.
(iii) The Customer will be advised within 10 Working Days of their initial contact, the progress of their query.  
(iv) Both Suppliers should, where it is deemed appropriate, provide written confirmation to the Customer once the query has been resolved.  The query can only be classed as resolved, once the necessary updates with the CDSP have been made.
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APPENDIX 1 – Isolation and Withdrawal of Meter Point
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APPENDIX 2 - RDM Procedure
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