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DCUSA DCP 038 Consultation Responses – Collated Comments
	Q11: Do call centres have dedicated teams/scripts for such enquiries?



	No

	Not that we are aware

	No

	Do not know

	Yes

	No

	Yes, SSE have engineering dept.

	Yes

Our domestic business also transfers calls to a dedicated team to deal with these enquiries

	No, it is generic

	NO

	No

	Evidently not. They are usually unhelpful to electricians and contractors

because they do not understand what is being asked of them.

	The Contact Centre is trained to respond to requests for de-energisations/re-energisations.

No website information.

	Generally enquiries go through to the general call centre’s, although staff are trained for such requests, in reality they are unsure on your requirements. If you are lucky and get through to an operative on the dedicated engineering team, they do understand and deal with the request better. 



	Yes our customer contact centres will direct all enquiries to our Energisation team.



	No as these enquiries do not form part of our remit

	Evidently not.

	ESPE has the requisite knowledge to process such requests, but cannot comment on the quality/knowledge of other industry participants.



	Meter Operator 
Call centre staff don’t have dedicated teams or scripts, but have been trained in the relevant procedures. 



	HSE cannot comment on all companies practices but it would appear that in some companies there aren’t dedicated teams or scripts for such enquiries as customers are frequently passed between energy companies with the distributor saying it’s the supplier’s responsibility and vice versa. 



	Answer by supplier

	Some Do, Eon,EDF,Npower business good, British Gas very poor



	No

	No, part of our Technical Helpline for dealing with our members queries on how to contact DNO’s regarding De-energisation 



	With the amount of confusion in the industry I would not have assumed so.

	Our call centre staff do not have dedicated teams or scripts for such enquiries, however all staff are trained in the relevant procedures. 



	Some do but some never have a clue what you’re talking about and do not understand the urgency



	Supplier - Yes the call centre agents follow a set script depending on the customer’s geographical location.



	Third party specific

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



	No but training ensures consistent approach
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