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INTRODUCTION
[bookmark: _Toc185932633][bookmark: _Toc501784352]Background
During the Change of Supplier (CoS) process, the New Supplier is required to provide a Meter Reading within a defined window via their Shipper, to the Central Data Services Provider (CDSP) in accordance with Uniform Network Code (UNC) requirements.  Where the CDSP accepts that Meter Reading, this results in the CDSP sending both the Old Supplier and New Supplier, via their Shippers, notification of the Meter Reading to use for CoS settlement.  If the New Supplier is unable to obtain and provide an Actual Reading or the CDSP rejects the Meter Reading provided, then the CDSP shall issue an estimated CoS Meter Reading. 
[bookmark: _Toc185932634][bookmark: _Ref228338085]Purpose
This Schedule sets out the procedure for:
the agreement of a Meter Reading between Suppliers in the event that the CDSP is unable or not obligated to send an estimated Meter Reading; and
the resolution of a dispute where one or more of the Old Supplier, the New Supplier or the Customer subsequently disputes the notified Meter Reading (whether that is an Actual Reading or CDSP Estimated Opening Read)
The procedure is for use by Suppliers and is divided into six phases, however, it is recommended that the process is only taken through all six phases where absolutely necessary. 
[bookmark: _Toc501784353][bookmark: _Toc185932635]Scope & Objectives
This procedure applies to the agreement, post transfer, of the Meter Reading to apply at the point of a CoS (a CoS Meter Reading), and the resolution of disputed CoS Meter Readings, for Domestic Premises in the England and Wales and Scottish markets and covers the following scenarios:
Agreement of CoS Meter Readings:
(A) Old Supplier has not received a CoS Meter Reading within 15 Working Days of the New Supplier's Supply Start Date (SSD) and an estimated Meter Reading has not been generated by the CDSP.
(B) New Supplier has not received a CoS Meter Reading within 17 Working Days of its SSD and an estimated Meter Reading has not been generated by the CDSP.
Resolution of Disputed Meter Readings:
(C) Old Supplier disputes the CoS Meter Reading on receipt
(D) New Supplier disputes the CoS Meter Reading on receipt
(E) Customer disputes their final account from the Old Supplier
(F) New Supplier disputes the CoS Meter Reading on receipt of the first Meter Reading (including Customer Own Reads) received after SSD
(G) Customer disputes their opening account from the New Supplier
(H) New Supplier is prevented from loading an actual or agreed Meter Reading taken for the purposes of CoS due to the previous Meter Reading history.
The process complies with all the obligations in the Uniform Network Code relevant to CoS Meter Readings.
The procedure is based on the following principles:
(I) least inconvenience to the Customer and minimising Customer complaint; and
(J) production of a timely and accurate final account by the Old Supplier.
[bookmark: _Toc185932637][bookmark: _Toc501784355]Diagram Object Definitions
The following objects are used in the process diagrams: 
	Event

	
	Something which happens to trigger a procedure to be executed;

	Result

	
	A tangible output from a procedure;

	Mandatory Flow
	
	An unconditional flow of control between two procedures, an event and a procedure, or a procedure and a result;

	Optional Flow
	
	A conditional flow of control between two procedures, an event and a procedure, or a procedure and a result;

	
Exclusivity
	

	Only one of the optional flows crossed by the exclusivity symbol will be sent, depending on an internal condition in the procedure

	Procedure

	
	A discrete set of actions with at least one trigger, producing a result and/or transferring control to another procedure

	[image: ]Process Break
	
	A break in the flow of processing requiring a trigger to restart


[bookmark: _Toc185932638]
Status of the Procedure
The flow structure of the SAR is set out in the Supplier Data Flow Catalogue.
[bookmark: _Toc185932639][bookmark: _Toc501784356]Conditions precedent
The process of agreeing a CoS Meter Reading can be initiated where:
(K) A Change of Supplier has occurred; and
(L) No actual or estimated Meter Reading has been provided by the CDSP; and
(M) Twelve months have not passed since the SSD. Incidents greater than twelve months should be resolved by one to one agreements between Suppliers.
A dispute over the Meter Reading used on a CoS; can only be raised when:
(N) a CoS has occurred; and
(O) the CDSP has generated an estimated Meter Reading to be used on CoS which is considered to be significantly inaccurate by any party; or 
(P) the CoS Meter Reading is considered to be significantly inaccurate by any party; and
(Q) Twelve months have not passed since the SSD for the disputed CoS Meter Reading.  Disputes greater than twelve months should be resolved by one to one agreements between Suppliers.
[bookmark: _Toc185932640]Suppliers shall ensure appropriate validation and checks are carried out prior to submitting a Meter Reading.
Escalation Procedure
If, during this process, either Supplier does not receive a timely response to a communication they should follow the Escalation Process outlined in Appendix 3 (Escalation Summary).
Suppliers should provide contacts for each of the respective responsibility levels.
Dispute Resolution
A dispute commences on receipt of the SAR flow, based on the date the associated Supplier receives the initial flow.  Suppliers have 70 Working Days to resolve the dispute regardless of whether the 70 Working Days fall outside twelve months of SSD.
[bookmark: _Toc501784357][bookmark: _Toc185932641][bookmark: _Toc223857012][bookmark: _Toc223859425][bookmark: _Toc223859567][bookmark: _Toc223859705][bookmark: _Toc224103418]PROCEDURE
[bookmark: _Toc185932642][bookmark: _Toc501784359]Phase One – Determine Requirement 
Agreement of CoS Meter Reading
(R) An Old Supplier may attempt to agree a CoS Meter Reading where no actual or estimated CoS Meter Reading has been received from the CDSP 15 Working Days after SSD, and should take reasonable steps to initiate the process within 30 Working Days of SSD.
(S) A New Supplier may attempt to agree a CoS Meter Reading where no actual or estimated CoS Meter Reading has been received from the CDSP 17 Working Days after SSD, and should take reasonable steps to initiate the process within 30 Working Days of SSD.
Dispute of CoS Meter Reading
(T) A Supplier may raise a dispute itself or at the request of a Customer.
(U) A Supplier should take reasonable steps to raise a dispute within 5 Working Days of recognising that the CoS Meter Reading should be disputed pursuant to Section 1.2.
(V) Where the Customer is disputing the CoS Meter Reading used on either or both of its final or initial accounts, the Supplier(s) should endeavour to reach an agreement with the Customer without invoking this disputes process.
(W) The Supplier contacted by the Customer, or wishing to raise a dispute itself, (in either case, the Initiating Supplier) should consider the specific circumstances as detailed below: 
1.1.1.W.1 Where the difference between the Supplier’s view of consumption and that derived from the initial CoS Meter Reading is 1200 kWh or less, the Supplier shall not dispute the CoS Meter Reading unless the Customer specifically requests a new CoS Meter Reading but should attempt to resolve the dispute with an accommodation e.g. cash allowance to the Customer, thus retaining the initial Meter Reading used for the CoS Meter Reading.  No further action is then required.
1.1.1.W.2 Where the Customer is unwilling to accept an accommodation, or the difference between the Supplier’s view of consumption and that derived from the CoS Meter Reading is more than 1200 kWh, then the Initiating Supplier should initiate a dispute.
[bookmark: _Toc185932643]Phase Two – Initiate Process 
The Initiating Supplier shall send an Initial Request to the Associated Supplier as determined by Phase 1, in order to;
(X) agree a CoS Meter Reading where no actual or estimated CoS Meter Reading has been received from the CDSP; or
(Y) agree an alternative CoS Meter Reading if the CoS Meter Reading provided should be disputed.  
The Initiating Supplier shall send the Initial Request to the Associated Supplier. The flow shall optionally include those Meter Readings to be agreed or disputed and provide a proposed CoS Meter Reading for each absent or disputed Meter Reading. The identity of the Associated Supplier may be determined from the Transfer of Ownership File or from information provided by the Customer, or from the CDSP via their Shipper.  However, the Customer is not obliged to provide information pertaining to the identity of either their New Supplier or Old Supplier. 
[bookmark: _Toc501784360][bookmark: _Toc185932644]Phase Three – Contact between involved parties to agree CoS Meter Reading
If, during either the CoS Meter Reading or the Resolution of Disputed CoS Meter Readings process, either Supplier does not receive a timely response to a communication they should follow the Escalation Process outlined in Appendix 3 (Escalation Summary).
The Associated Supplier shall use reasonable endeavours to respond to the Initial Request within 5 Working Days of receipt.  If a response is not received to the Initial Request the Initiating Supplier should escalate the problem to the 1st point of escalation as defined in Appendix 3 (Escalation Summary).
If a response is still not received 10 Working Days after the Initial Request the Initiating Supplier should escalate the problem to the 2nd point of escalation as defined in Appendix 3 (Escalation Summary).
If a response is still not received 15* Working Days after the Initial Request the Initiating Supplier should escalate the problem to the final point of escalation as defined in Appendix 3 (Escalation Summary).
* Note: Where the New Supplier is obtaining an Actual Reading or a Meter Asset Manager query has been raised, resolution of the original SAR request may take longer than 15 Working Days to resolve.
When responding to the Initial Request, the Associated Supplier should consider the specific circumstances as detailed below: 
(Z) Where the difference between the Associated Supplier’s view of consumption and that derived from the Initiating Suppliers proposed CoS Meter Reading is 1200 kWh or less, the Associated Supplier shall attempt to resolve the dispute by accepting the proposed Meter Reading unless they specifically hold a Customer Own Read or Actual Reading taken during the Meter Reading Window. No further action is then required.
(AA) Where the Associated Supplier holds a valid Customer Own Read or Actual Reading, or the difference between the Associated Supplier’s view of consumption and that derived from the Initiating Suppliers proposed Meter Reading is more than 1200 kWh then the Associated Supplier shall respond with an alternative CoS Meter Reading.
Where the two Suppliers are able to agree a CoS Meter Reading, the Initiating Supplier shall go to Phase 4 of this procedure.
If the Associated Supplier does not agree with the proposed CoS Meter Reading, it may propose an alternative. If the Initiating Supplier does not agree with this subsequent proposal, it shall contact the Associated Supplier by telephone to agree a CoS Meter Reading or determine that another Meter Reading needs to be obtained (as per Appendix 1, step 3 and 4). This will avoid flows being passed back and forwards without resolution.  To facilitate the resolution of telephone agreed CoS Meter Readings, Suppliers must offer an effective telephone enquiry service to other Suppliers between the hours of  and 1pm to 5pm, UK time, on all Working Days. This is a minimum service provision, and does not prevent Suppliers from offering a telephone enquiry service at other times as well.
Where the Initiating Supplier, Associated Supplier and Customer cannot agree a mutually acceptable Meter Reading for the CoS Meter Reading, or no alternative CoS Meter Reading is available, the New Supplier shall ask the Customer to provide a Customer Own Reading (if not already done so) or instruct their Meter Reading Agent to obtain an Actual Reading. 
The request to the Meter Reading Agent shall contain explicit instructions detailing that the Meter Reading is required to settle a CoS Meter Reading dispute.
It is recommended that the New Supplier makes an appointment for the Meter Reading Agent with the Customer and these appointment details should be included in the request, unless the New Supplier and the Meter Reading Agent have made alternative contractual arrangements. The New Supplier shall use reasonable endeavours to ensure that the Meter Reading Agent obtains and returns a Meter Reading within 10 Working Days of request.
[bookmark: _Toc501784361][bookmark: _Toc185932645]Phase Four – Submission of Agreed CoS Meter Reading
The New Supplier (regardless of which Supplier initiated the process) will send the agreed CoS Meter Reading to the CDSP, via their Shipper, via the U01 (Unbundled Meter Reading (*UMR) flow defined in the UK Link Manual.
If the CDSP is satisfied that the Meter Reading is correct, they shall enter the Meter Reading into their systems. 
Where the Meter Reading fails validation and the CDSP is not satisfied that the Meter Reading is correct the CDSP shall inform the New Supplier, via their Shipper, in order that the New Supplier can review the Meter Reading. The New Supplier can attempt to agree another Meter Reading with the Old Supplier and Customer and submit it to the CDSP via their Shipper, as described in Phase 3.  Where the Suppliers and Customer cannot agree, the New Supplier will need to obtain an Actual Reading.  The New Supplier shall request a site visit to obtain an Actual Reading.  The request must detail that the Meter Reading is required to settle a CoS Meter Reading dispute. 
Once obtained, the Actual Reading can be used by the Suppliers to agree a CoS Meter Reading between Suppliers and Customer.
In the event that the Suppliers and Customer are satisfied with the SAR but the CDSP remains unsatisfied, the Suppliers will use the agreed Meter Reading regardless and the CDSP does not need to enter the Meter Reading into their systems.  
[bookmark: _Toc501784362][bookmark: _Toc185932646]Phase Five – Entry of Agreed Meter Reading to CDSP System 
If the CDSP is satisfied that the Meter Reading provided is correct they shall enter the replacement CoS Meter Reading into the Gas Transporter Database.
[bookmark: _Toc501784363][bookmark: _Toc185932647]Phase Six – Closure
It is expected that Suppliers will normally enter the agreed CoS Meter Reading to their billing systems to reconcile Customers' accounts.
The process will not be closed until the following criteria have been met:
(AB) both the New Supplier and Old Supplier have ‘opened’ and ‘finalised’ the Customer’s account details on the same CoS Meter Reading (or agreed otherwise); and
(AC) where appropriate, the Customer has received amended opening and/or final accounts.
If the CoS Meter Reading was disputed, where the Old Supplier presents the Customer with an amended final account based on the agreed replacement CoS Meter Reading, it is recommended that the Old Supplier provides an explanation of how the CoS Meter Reading has been determined to avoid the Customer querying the Meter Reading again.
1.2 Replacement of Meter Readings to Allow Acceptance of SAR
1.2.1 Where the CDSP notifies the New Supplier that a replacement CoS Meter Reading is prevented from loading in the Gas Transporter Database due to Meter Reading validation (including where the previous Meter Reading(s) prevents this replacement Meter Reading loading) replacement of such erroneous Meter Readings (to enable the acceptance of an agreed replacement CoS Meter Reading by the CDSP) should be resolved by bilateral agreement between Suppliers. 
1.2.2 Suppliers shall provide the Secretariat with a nominated contact point for resolving issues in accordance with paragraph 2.7.1.
FLOW
Communication 
All data flows, initiations and responses sent between Suppliers under this Schedule shall, be structured and communicated in accordance with the Supplier Data Flow Catalogue. 
The transfer mechanism for the exchange of the SAR flow is the Data Transfer Network (DTN). For DTN encoding rules, principle of transfer relationship, validation and file naming structure refer to the User File Design Specification.
[bookmark: _Toc501784364][bookmark: _Toc185932648][bookmark: _Toc223857013][bookmark: _Toc223859426][bookmark: _Toc223859568][bookmark: _Toc223859706][bookmark: _Toc224103419]

APPENDIX 1 - PROCESS DIAGRAMS
All the following terms are as defined in the Supplier Data Flow Catalogue.
1. [bookmark: _Toc501784365][bookmark: _Toc185932649][bookmark: CC]Communication Process
1.1 The transfer mechanism for the exchange of the SAR flow is the DTN. The process diagrams, set out below, describe the communication processes that are expected to be used within Phase 3 to seek agreement to a replacement/new CoS Meter Reading and are included for guidance.  
1.2 Negotiation and agreement of the replacement/new CoS Meter Reading is achieved by means of the ‘Proposed Read’ field and ‘Status/Response’ field (SAR). Although a status code may be syntactically correct, there must also be a logical progression throughout the communications between Suppliers. 
2. Status Code P – Proposed (see also Status Code P – Rejected)
2.1 This code can be used by the Initiating Supplier in the Initial Request for the following scenarios:
2.1.1 Where there is no actual or estimated CoS Meter Reading available. In this circumstance, the ‘Proposed Read’ field must be populated with a value of 0 (a single zero). 
2.1.2 Where a dispute over the initial CoS Meter Reading has just been raised, and the Initiating Supplier wishes for the Meter Reading in the ‘Proposed Read’ field to replace the CoS Meter Reading they have been sent by the CDSP, shown in the ‘Read’ field.  
2.2 Once the Initial Request has been sent to the Associated Supplier, the Initiating Supplier will await a response. (See figure 1) 
Figure 1 – Initiation of a Proposed Read
[image: ]		
2.3 Once initiated the Associated Supplier will receive this proposal and make a decision on how they will respond based on the value in the ‘Proposed Read’ field.
2.4 The Associated Supplier has five possibilities these are:
2.4.1 Negotiate: the Associated Supplier feels they have a more suitable CoS Meter Reading (see Status Code A – Alternative)
2.4.2 Accept: the Associated Supplier agrees with the ‘Proposed Read’ (see Status Code Y – Agreed). Please note that this code shall not be used when the Initiating Supplier has populated the ‘Proposed Read’ field with a value of 0 (a single 0) as this indicates that there is no actual or estimated CoS Meter Reading available. 
2.4.3 Request Read: the ‘Proposed Read’ is invalid and an Actual Reading should be obtained (see Status Code M)
2.4.4 Reject: the details contained within the record are incomplete or invalid (see Status Code P (Rejected)) and ‘Rejection Reason Indicator’ field is also updated with the relevant rejection code.
2.4.5 Raise Meter Asset Manager Query: the New Supplier can only use this where there is a mismatch between the details held by the New Supplier and Old Supplier and the CDSP or Meter Asset Manager.  The New Supplier will request the Meter Asset Manager to validate the site details across the period relevant to the disputed CoS Meter Reading to ensure all parties have consistent records. (see Status Code C)  
2.5 The Associated Supplier must provide one of these 5 responses for every new or replacement CoS Meter Reading included in an Initial Request received from the Initiating Supplier (see figure 2). Without a response the Initiating Supplier cannot take any further action, and will count any disputed CoS Meter Readings as outstanding with the Associated Supplier in their statistical reporting to the Authority. Further delays could result in the Associated Supplier receiving follow up messages from the Initiating Supplier.
Figure 2 – Responding to a Proposed Read
[image: ]
3. [bookmark: _Toc78868102][bookmark: _Toc84409566][bookmark: _Toc185932651][bookmark: _Toc501784367][bookmark: _Ref228338159]Status Code A – Alternative
3.1 This code can be used by the Associated Supplier in the response to the Initial Request. It indicates that the Associated Supplier considers that the Meter Reading they have provided in the ‘Proposed Read’ field is a more suitable new or replacement CoS Meter Reading than the Meter Reading that the Initiating Supplier suggested in the Initial Request (which will now be shown as the ‘Transporter Read’). 
3.2 On receipt of this code the Initiating Supplier has 3 options:
3.2.1 Negotiate: The Initiating Supplier must contact the Associated Supplier by telephone to resolve the dispute (see Status Code TP – Telephone Proposed and Status Code TY – Telephone Agreed)
3.2.2 Accept: the Initiating Supplier agrees with the ‘Proposed Read’ (see Status Code Y – Agreed)
3.2.3 Request Read: the ‘Proposed Read’ is invalid and an Actual Reading should be obtained (see Status Code M)
Figure 3 – Responding to an alternative Meter Reading
[image: ]
4. [bookmark: _Toc185932652]Status Code TP – Telephone Proposed and Status Code TY – Telephone Agreed
4.1 Where telephone communication is necessary, the Initiating Supplier will contact the Associated Supplier by phone to verbally agree a replacement CoS Meter Reading. The Meter Reading is then sent on the SAR flow, by the Initiating Supplier, using a Status/Response value of “TP” (Telephone Proposed). (See figure 3) In all instances where the Associated Supplier agrees that Meter Reading, the Associated Supplier returns the SAR flow using a Status/Response value of “TY” (Telephone Agreed). (See figure 4)
4.2 The Associated Supplier may reject the ’TY’ Meter Reading if the ‘TP’ Meter Reading received is different from that what was agreed via the telephone.
5. [bookmark: _Toc78868103][bookmark: _Toc84409567][bookmark: _Toc185932653]Status Code Y – Agreed 
5.1 These codes can be used in the second and any subsequent communication by either the Initiating Supplier or the Associated Supplier. They indicate that the Supplier accepts the new or replacement CoS Meter Reading provided by the other Supplier Status code TY should only be used in response to a status code of TP. In all other instances status code Y should be used. (See figure 4).
Figure 4 – Validation and closure of Agreed CoS Meter Reading
[image: ]
5.2 IMPORTANT: Before closing the dispute the Supplier should ensure that the Meter Reading to which the other Supplier has agreed, is the Meter Reading to which agreement was requested in the previous communication. Without this validation, there may be cases where Suppliers close to different Meter Readings causing problems with billing / metering, confusion to Customers and damage to the reputation of the CoS process. If the Meter Reading that has been agreed is not the Meter Reading to which agreement was requested in the last communication then, there must be an investigation into the security and robustness of communications between both Suppliers.  
6. Status Code M – Meter Reading proposed is unacceptable.  New Supplier is obtaining a further Meter Reading.
6.1 This code can be used in the second and any subsequent communication by either the Initiating Supplier or the Associated Supplier. It shall only be used where the Initiating Supplier, Associated Supplier and Customer either cannot agree a mutually acceptable Meter Reading or where no alternative Meter Reading is available yet a party believes the ‘Proposed Read’ to be incorrect. 
6.2 If sent by the New Supplier, the code indicates that the New Supplier is obtaining an Actual Reading and requires 20 Working Days extension before the Old Supplier sends a follow up.
6.3 If sent by the Old Supplier, the code indicates that the New Supplier should obtain an Actual Reading and again, a 20 Working Day extension will apply.
6.4 Once the New Supplier has obtained an Actual Reading, they shall contact the Old Supplier by telephone to verbally agree the CoS Meter Reading (see Status Code TP – Telephone Proposed and Status Code TY – Telephone Agreed). 

Figure 5 – Proposed Read rejected, Actual Reading required.
[image: ]
7. [bookmark: _Toc78868105][bookmark: _Toc84409569][bookmark: _Toc185932655]Status Code P – Rejected
7.1 This code can be used in the second and any subsequent communication by either the Initiating Supplier or the Associated Supplier.  It indicates that details contained within the record are incomplete or invalid and that these must be resolved before the record can be processed successfully. The Supplier should return the record unchanged apart from the ‘Rejection Reason’ indicator, which should be populated with the relevant rejection indicating what the problem is.  A list of valid rejection codes is contained in the Supplier Data Flow Catalogue. 
7.2 When rejecting using code 01 – unspecified error, the ‘Additional Comments’ field should always be populated. When rejecting using other rejection codes, the ‘Additional Information’ field should be populated as required. 
7.3 Please note that a rejection should only occur where the data contained within the record is incomplete or invalid in accordance with the Supplier Data Flow Catalogue. It is not appropriate for Suppliers to reject a record on the basis that they don’t agree with the ‘Proposed Read’. Where a Supplier doesn’t agree with a Meter Reading they should refer to the process detailed in Section 3 rather than rejecting the record. For example, failure to provide “backup reads” is not an appropriate rejection reason. 
7.4 Where the Initiating Supplier has raised an initial request as a result of a missing Meter Reading, the Associated Supplier may reject this if they have received a CoS Meter Reading from the CDSP.  The CoS Meter Reading should be included in the ‘Comments’ field of the SAR response to the Initiating Supplier.
Figure 6 – handling record rejections
[image: ]
8. [bookmark: _Toc185932656][bookmark: _Toc501784372]Handling Record Rejections
On receipt of a rejection the Supplier shall identify the cause of the problem, resolve, and resubmit the record with its original status code and information intact (where this was not the cause of the rejection) (see figure 7)
Figure 7 – Rejecting records
[image: ]
9. [bookmark: _Toc78868107][bookmark: _Toc84409571][bookmark: _Toc185932657]Status Code C – MAM Query Raised by New Supplier
9.1 This is only to be used by the New Supplier when they are the Associated Supplier.  The record initially sent contains inconsistent site details and there is doubt over the validity of the site details provided to the New Supplier by the CDSP or Meter Asset Manager when the New Supplier registered the site.  The New Supplier has therefore questioned the validity of the site details with the Meter Asset Manager.  The New Supplier requires 20 Working Days extension before the Initiating Supplier sends a follow up.
9.2 Once the New Supplier has resolved the query, they should contact the Old Supplier by telephone to verbally agree the CoS Meter Reading (see Status Code TP – Telephone Proposed and Status Code TY – Telephone Agreed).
[bookmark: _Toc501784373][bookmark: _Toc185932658][bookmark: _Toc223857014][bookmark: _Toc223859427][bookmark: _Toc223859569][bookmark: _Toc223859707]
APPENDIX 2 RECOMMENDED PHASE TIMINGS

	Action
	Phase
	Timing

	Send Initial Request 
	Phases 1(i) & 2 – Determine Requirement and Raise
	From 15 Working Days of SSD and with reasonable endeavours within 30 Working Days of SSD.

	
	Phases 1(ii) & 2 – Determine Requirement and Raise
	Within 5 Working Days of determining requirement.

	Respond to Initial Request
	Phase 3 - Contact between involved parties to agree replacement CoS Meter Reading
	Associated Supplier to respond within 5 Working Days of Initial Request.


	Dealing with the Associated Suppliers Response 

	Phase 3 - Contact between involved parties to agree replacement CoS Meter Reading
	Where appropriate, Initiating Supplier to respond within 5 Working Days 

	Obtain and return actual reading
	Phase 3 - Contact between involved parties to agree replacement CoS Meter Reading
	Within 10 Working Days of request

	Amending initial CoS Meter Reading
	Phase 4 - Amending the initial CoS Meter Reading
	ASAP

	Obtain and return actual reading
	Phase 4 - Amending the initial CoS Meter Reading
	Within 10 Working Days of request

	Replacement Meter Reading by CDSP
	Phase 5 - Withdrawing the initial CoS Meter Reading and replace with the agreed replacement CoS Meter Reading. Replacement of erroneous Meter Reading(s) preventing the loading of the agreed replacement CoS Meter Reading and notification to the New Supplier
	Within 5 Working Days of receipt of valid Meter Reading
Bilateral agreement between Suppliers

	Closure
	Phase 6
	Within 5 Working Days




APPENDIX 3 ESCALATION SUMMARY
1. Escalation Process
The table below summarises the escalation procedure that shall be taken when resolving any issues with missing and disputed CoS Meter Readings. All timings referred to in this table are in Workings Days. The escalation procedure shall be followed by both the Initiating Supplier and Associated Supplier in the event that a response is not received within the timescales detailed below. 
	Process
	Timescale (Working Days)
	Responsibility Level of Contact(s)

	Raise Request
	Day 0
	Operational Staff

	First escalation
	Day +5
	Supervisor/Manager of Operational Staff

	Second escalation
	Day +10
	Senior Manager responsible for SAR process 

	Final escalation
	Day +15
	Contract Manager


* Contract Manager shall ensure a response to the final follow up escalation is sent within 10 Working Days of receipt of final follow up.
1. Example 1:
1.1 Initiation is sent at Day 0
1.2 No response is received by Day + 5
1.3 Initiating Supplier would escalate at Day + 5 to the Supervisor/Manager of Operational Staff as they have received no response from the Associated Supplier
1.4 If no response received by Day + 10 then the Initiating Supplier would escalate to the Senior Manager responsible for SAR process 
1.5 No response by Day + 15 then the Initiating Supplier would escalate to the Contract Manager
2. Example 2: 
2.1 Initiation is sent at Day 0
2.2 The Associated Supplier responds with an alternative CoS Meter Reading at Day + 5
2.3 The Associated Supplier does not receive a response to their alternative CoS Meter Reading
2.4 Associated Supplier escalates at Day + 10 (D5+5) by escalating to the Supervisor/Manager of Operational Staff.as they have received no response from the Initiating Supplier
2.5 If no response received by Day + 15 (D5+10) then the Associated Supplier would escalate to the Senior Manager responsible for SAR process
2.6 No response by Day + 20 (D5+15), Associated Supplier would escalate to the Contract Manager 
3. Example 3: 
3.1 Initiation is sent at Day 0
3.2 The Associated Supplier responds with an alternative Meter Reading at Day + 4
3.3 The Initiating Supplier contacts the Associated Supplier by telephone and a CoS Meter Reading is agreed.
3.4 The Initiating Supplier sends a Telephone Proposed Reading at Day + 13
3.5 The Initiating Supplier does not receive a response to their Telephone Proposed Reading
3.6 Initiating Supplier escalates at Day +18 (D13+5) by escalating to the Supervisor/Manager of Operational Staff as they have received no response from the Associated Supplier
3.7 If no response received by Day + 23 (D13+10) then the Associated Supplier would escalate to the Senior Manager responsible for SAR process.
3.8 No response by Day + 28 (D13+15), Associated Supplier would escalate to the SPAA Contract Manager.
A full list of Supplier nominated escalation contacts can be found on the website www.spaa.co.uk
2. Escalation Summary
The first and second escalations shall be made by phone or via the Secure Data Exchange Portal. Final follow ups shall be made via the Secure Data Exchange Portal. 
Escalations should, at a minimum contain the following items:
· MPRN
· New Supplier Supply Start Date in format DDMMYYY
· Initial SAR Sent Date in format DDMMYYY
· Additional Comments
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