SCHEDULE 31
Supply Point Administration Agreement
Procedure for the resolution of Crossed MetersNot 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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1.       	Introduction

[bookmark: _Toc122146818][bookmark: _Toc501784352]1.1 	Background 
Where a Crossed Meter dispute is identified, it is important that Suppliers are able to investigate and resolve all the premises affected. With market competition and the introduction of RGMA, the investigation and resolution can be complicated where there may be several premises involved with separate Suppliers and Meter Asset Managers responsible for each site. This procedure provides a mechanism whereby Suppliers and their agents can implement a uniform approach to dealing with Crossed Meter disputes.

[bookmark: _Toc122146819]1.2	Purpose
The purpose of this Schedule is to ensure that Suppliers deal with Crossed Meter disputes in a uniform manner and that resolution is within indicative timescales.

[bookmark: _Toc122146820][bookmark: _Toc501784353]1.3	Scope 
The scope of this Schedule is limited to Crossed Meter events occurring in respect of Domestic Premises. 

1.4	Overview 

This Schedule is a Mandatory Schedule for Domestic Suppliers. All Domestic Suppliers are required to comply with this Schedule. 
Where a Crossed Meter is identified and two or more separate Suppliers are involved, the Suppliers shall resolve the situation by following the procedure detailed below.	

Example circumstances which may indicate Crossed Meter scenarios:
Customer says the Meter in their property has a different Meter Serial Number to the meter on their bill.
The customer questions their consumption. 
The Meter Reading Agent reports that meters may be crossed.
A third party informs of a possible Crossed Meter.
The MAP may report that the Supplier’s records are wrong.

2.0	Procedure

2.1	Supplier Contacts
For the purposes of dealing with Crossed Meter disputes Suppliers will provide telephone numbers and email addresses for their Crossed Meter points of contact in accordance with Schedule 24.
Suppliers will ensure when changes occur that any new information is provided to enable the contact list to be updated within 5 Working Days.

2.2	Process for resolving Crossed Meter disputes
When a Supplier discovers that it has been billing a customer to Meter Readings taken from another Customer’s Meter the Initiating Supplier shall:

Establish the identity of the Associated Supplier(s); and

Take reasonable steps to contact the Associated Supplier within two Working Days (or three Working Days if more than two Suppliers are involved) of establishing the Associated Supplier’s identity (via the Secure Data Exchange Portal or by telephone) to advise them that a suspected Crossed Meter situation has occurred  and to provide the information below (together with details of any other sites affected).

The information to be so provided in respect of the affected property(ies) shall include:
Address
Postcode
Meter Serial Number
Meter Point Reference Number
Access instructions
Meter location (if known)
Access details (if available)
MAM details
Smart Meter – Y/N 
SMSO ID if available and if applicable 

The Associated Supplier shall within two Working Days from being contacted by the Initiating Supplier acknowledge the suspected Crossed Meter via the Secure Data Exchange Portal.

The Associated Supplier shall take reasonable steps to investigate within five Working Days of the initial contact, the details provided and ascertain if they have any recorded details supporting/contradicting the details provided.  The Associated Supplier shall contact the Initiating Supplier via the Secure Data Exchange Portal or by telephone to share this information and the meter details the Associated Supplier has on record relating to the site and agree the next course of action - which may include a site visit by either/both Suppliers

If a site visit is required, the results of the visit shall be exchanged within 5 Working Days of receipt of the job complete notification from the Suppliers agent. If Suppliers have any relevant read history this should be sent at the same time. It is the responsibility of the current Supplier of affected metering points to ensure that the metering asset data is corrected


[bookmark: _Toc269375514]3.0	Customer Contact 
It is important that during the Crossed Meter investigation and once the investigation has been concluded that the Customer is kept informed of the relative timescales for resolution. 
An appropriately trained representative of the contacted Supplier shall explain to the Customer within 10 Working Days of the initial contact:
What actions will be taken?
When a resolution can reasonably be expected?
How they will be kept informed of the progress towards resolution.

Suppliers should, where it is deemed appropriate, provide written confirmation to the Customer once the query has been resolved. 

4.0	Escalation 
The table below summarises the escalation procedure that shall be taken when resolving any issues with a Crossed Meter query. All timings referred to in this table are in Workings Days. The escalation procedure shall be followed by both the Initiating Supplier and the Associated Supplier in the event that a response is not received within the timescales detailed below. 
The escalation process will not be followed if there is a site visit in progress or scheduled but not yet completed. All escalations relating to the table below shall be communicated via the Secure Data Exchange Portal. 

	Process
	Timescale
	Responsibility Level of Contact(s)

	Initial follow up
	Day +7
	Operational 

	Second follow up
	Day +15
	Operational Manager

	Final follow up
	Day +25
	Contract Manager





5.0	Supply Disconnected in Error
In the event that a Supply Point is disconnected in error and a Crossed Meter investigation is ongoing the Supplier initiating the disconnection should apply a non contentious policy. Every effort should be made to reconnect the Supply Point within 24 hours.



