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DCUSA DCP 038 Consultation Responses – Collated Comments
	Q10:  How do you deal with requests for de-energisations/re-energisations?



	1st call centre, (other party calls back on withheld number).

	Do not get any

 

	We do them ourselves we have tried in vain on numerous occasions to contact the meter operators and we can spend up to two hours on the phone being told to ring different departments, when we use the services of meter operators we usually ask for new seals which they normally furnish us with and then we re-install the seals ourselves



	Call centres use scripts and training material

	Where we are approached we would normally refer the customer or agent to the appropriate supplier

	Direct individuals to the untility supplier.  Not very successful

	We do it ourselves if the safety of the job requires it



	Contact Hydro call-center and advise them of address

	Procedure setup between Scottish Power IQA (contractor)

	Often members will try to find the details and contact the distributor

normally with little success, many hours on the telephone and delays for

their customers.

Some members may do them themselves having contacted the distributor,

and been given the instruction to proceed with the work and are provided

with new seals to fit upon completion.

	(As supplier) Book an appointment with the Meter Operator.

	Advise it must be arranged through the supplier

	All requests are directed to our energisation team who deal with them on an individual basis.

	In light of our response to question 9 Any customer or their agent requesting a change of energisation status would be referred to their supplier as the responsible party.  Requests from suppliers for de-energisations/re-energisations via industry processes result in a job being raised.

	No historical information available for us to report on.  However we would follow our work instructions and determine the validity of the request, and consider such things as:  does the customer have special needs that we should be aware of? What is the location of the meter?  Is there a specified date for de-energisation?  We would then advise the appropriate engineer of the request and schedule accordingly.



	Contact local shipper for advice.

	Electrical upgrade team handle all such work

	Meter Operator Perspective

As a MOP we receive requests for de-energisation/re-energisation work from the Supplier via:

a) Dataflows

 Where the Supplier has sent a request via a dataflow, receipt of this dataflow will automatically book an appointment within MOP systems    

b) Telephone Calls

Where we receive a telephone call to request that the work be undertaken, the operative taking the call will book an appointment at the time of the call, and will update our systems accordingly

c) Receipt of completed Spreadsheet in an agreed format

In some situations we also receive requests to undertake de-energisation/re-energisation work via receipt of an agreed spreadsheet template.  The required appointments will be booked, and our systems updated accordingly, as the spreadsheet is worked. 

In addition to the above, on occasions we also receive requests to undertake de-energisation work from Debt Collection Agencies.

	Contact supplier direct

	MOP receive dataflows from suppliers

	Lack of systems and procedures from the distributors and suppliers forces us to make our own arrangements to disconnect supply. We do not work live.



	We advise our members to request isolation from the DNO

	Supplier perspective

If a customer phones npower with a de-energisation/re-energisation query, the call will either be passed to the applicable MOP Call Centre for their progression, or the call centre operative will book the job directly, which will trigger the sending of the applicable dataflows to the MOP for their action, with the action being taken being dependent upon the customer type/geographical location.   

Meter Operator Perspective

As a MOP we receive requests for de-energisation/re-energisation work from the Supplier via:

d) Dataflows

 Where the Supplier has sent a request via a dataflow, receipt of this dataflow will automatically book an appointment within MOP systems    

e) Telephone Calls

Where we receive a telephone call to request that the work be undertaken, the operative taking the call will book an appointment at the time of the call, and will update our systems accordingly

f) Receipt of completed Spreadsheet in an agreed format

In some situations we also receive requests to undertake de-energisation/re-energisation work via receipt of an agreed spreadsheet template.  The required appointments will be booked, and our systems updated accordingly, as the spreadsheet is worked. 



	Major inconvenience and normally never goes to plan. Refer to 400 dwellings above – utter nightmare to sort out. On this occasion 400 DP switches were fitted, to be connected prior to changing consumer units. Lead time caused a continuous backlog of about a month, returning to properties, making special arrangements and totally unnecessary



	Supplier - All requests are handled via our call centre.

MOP - All requests follow processes & timescales set out in contracts with supplier. In the I&C sector de-energisations and re-energisations are subject to separate quotations

	Send appointment flows to the respective MOPs

	Third party specific

	If required we would fit an isolator switch to allow future work within property – charge to customer

	Requests are passed via a central Contact Centre to local Network Teams who liaise with customer/electrician and attend
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