


SCHEDULE 8

Supply Point Administration Agreement

Not UsedCustomer Requested Objection Agreed Procedure

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.


	Version :
	1.5


	Status :
		Domestic Suppliers
	Mandatory

	I&C Suppliers
	N/A

	Large Transporters
	N/A

	Small Transporters
	N/A




	
Effective Date :
	
21 August 2020

	
	






		1


Change History:

	Version Number
	Status
	Date of Issue
	Reason for Change

	0.1
	For review
	
	Migration from Domestic Code of Practice to SPAA

	1.1
	
	2 November 2007
	Updated to reflect CP 07/086

	1.2
	Final 
	4 November 2011
	Updated to reflect CP 11/195

	1.3
	Final 
	7 November 2014
	Updated to reflect CP 14/275

	1.4
	Draft
	29 June 2018
	Updated to reflect CP 17/418

	1.5
	Final
	21 August 2020
	Updated to reflect SCP 485


1. 
Introduction
1.1 Background
Gas Supplier’s Standard Licence Condition 14 provides for Suppliers to use the facility of a ‘Co-Operative’ Objection where the Objection Deadline has not expired and the New Supplier has agreed that their Supply Point Confirmation was an erroneous registration. In circumstances where the Objection Deadline has expired, the SPAA Agreed Procedure for the Resolution of Erroneous Transfers as defined in Schedule 10 of the Agreement provides for procedures to return the Customer to the previous Supplier.
1.2 Purpose
This procedure provides for the raising of a Supply Point Objection by the Old Supplier, at the request of the Customer, where the Customer clearly states not to have entered into a contract with the New Supplier.  
1.3 [bookmark: _Ref228336104]Scope and Objectives
1.3.1 The objective of this SPAA Agreed Procedure is to set out the Customer expectations and the communication with Customers and Suppliers following a request from a Customer to raise an objection where the Customer clearly states not to have entered into a contract with the New Supplier. 
1.3.2 This scope of the procedure is limited to Customer Requested Objections occurring in the Domestic Gas Market of England, Wales and Scotland.
1.3.3 This procedure may only be initiated where the Objection Deadline, as defined in the Network Code, has not expired.  Where the Objection Deadline has expired, the SPAA Agreed Procedure for the Resolution of Erroneous Transfers as defined in Schedule 10 of the Agreement shall be utilised. 
1.3.4 The Customer Requested Objection process can only be used where the following reason is clearly outlined:
(A) The Customer states not to have entered into a contract with the New Supplier. 
(B) Any further information given by the Customer that is felt to be relevant may be outlined in the free-text field, in the S74 (Supplementary Information) Data Flow.
1.3.5 Note: If the Old Supplier believes that the Customer has been erroneously registered, but not within the remit of the reason given above, they may use the procedures set out in the SPAA Agreed Procedure for the Resolution of Erroneous Transfers as defined in Schedule 10 of the Agreement or request that the Customer contacts the New Supplier to initiate a Co-operative Objection, in order to resolve the Customer’s concerns.
[bookmark: _Toc28485410]
 

1.4 Status of the Procedure
This procedure has been developed to facilitate the requirements within the Gas Suppliers Licence, Standard Licence Condition 14 for initiating a Customer Requested Objection.
1.5 Conditions Precedent
1.5.1 This procedure shall only be applicable in relation to Supply Meter Points that relate to Customers at Domestic Premises.
1.5.2 It is not expected that the Customer will be aware of either the grounds for objection, the CoS process, or the potential for an objection to be raised. Responsibility for the correct application and administration of the process therefore resides with the Suppliers.
1.5.3 The Customer Requested Objection Process shall commence only where a Customer states not to have entered into a contract with the New Supplier and raising a Supply Point Objection is possible within the Objection Deadline.
1.5.4 Furthermore, the Notice of Objection for a Customer Requested Objection may not be withdrawn.
2. [bookmark: _Toc28485413][bookmark: _Toc223856982][bookmark: _Toc223859400][bookmark: _Toc223859537][bookmark: _Toc223859675][bookmark: _Toc224103394]The Procedure
2.1 Initial Customer Contact
2.1.1 The commencement of the Customer Requested Objection Process requires that the Customer notifies the Old Supplier of their concerns. Such contact by the Customer may be in response to previous contact from either:
(A) The New Supplier, notifying the Customer of the impending CoS; or
(B) The Old Supplier, notifying the Customer, upon receipt of the notice of a Supply Point Confirmation by another Supplier, of the CoS in progress. 
2.1.2 In either instance, the Customer may inform the Old Supplier that they do not wish to proceed with the CoS process. In this situation, several possibilities exist but the Customer Requested Objection shall only be used in cases identified in Section 1.3 and the Customer should be informed of the nature of the process and their authorisation obtained. 
2.2 Raising the Objection
2.2.1 Following the Customer’s authorisation, the Old Supplier shall raise an objection and identify the CRO in the free-text field using the code “02CRO” followed by the Supplier ID as an appropriate code for easy identification of a Customer Requested Objection.  In addition, Suppliers must provide relevant contact information within each organisation for dealing with CRO enquiries. 
2.2.2 The S40 (Objection to Withdrawal) Data Flow should be used along with the accompanying S74 (Supplementary Information) Data Flow. 
2.2.3 The Old Supplier must write to the Customer confirming the reason for raising the objection even though the objection is being raised at the Customer’s request.
2.3 The New Supplier’s Response
2.3.1 After the CDSP accepts the objection, the Objection Deadline shall apply.  Having been made aware of the Customer Requested Objection by the Old Supplier, the New Supplier shall then determine:
(A) Whether to make contact with the Old Supplier in order to query the basis of the Customer Requested Objection; or
(B) Whether to make contact with the Customer to query the basis of the Customer Requested Objection.
2.3.2 Once raised, it is not possible to remove a Customer Requested Objection.
2.3.3 Where the New Supplier receives notification of a Customer Requested Objection they shall ensure that another Supply Point Confirmation in respect of the relevant SMPRN for that Customer shall not be submitted unless the reason for the Customer Requested Objection has been resolved.
2.4 [bookmark: _Toc28485418]Retention of Information
2.4.1 Suppliers’ are required to maintain an adequate audit trail, for example, by recorded call or Customer signed correspondence and record of all such Customer contact and ensuing objections.
2.4.2 Where the Old Supplier has issued a Customer Requested Objection they shall:
(A) Keep evidence of the Customer’s request and reasons for the request for at least 12 months; and
(B) Inform the New Supplier that the objection has been raised at the Customer’s request and of the reason given by the Customer.
2.5 Where personal data relating to a Customer is exchanged between Suppliers for the purposes of procedure, this shall be sent via the Secure Data Exchange Portal.
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