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DCUSA DCP 038 Consultation Responses – Collated Comments
	Q29: What volume of complaints are made regarding de-energisations/re-energisations?

 

 

	Don’t know

	N/a

	?

	Unknown improvements

	ECA receives numerous complaints from both members and members of the

public.

	As a provider of de-energisation/energisation process, not aware of any.

	The electrical contracting business has recently had to review it processes as the volume of complaints received as a result of the delays and issues about de-energisations was significant, 15 -20% of all complaints received about electrical installations was attributable to this problem. We now will not commit to carrying out the electrical installation work until a fixed appointment to get the system de-energised has been agreed between the customer and their supplier. 

This not only causes extreme inconvenience to the customer, it also causes the business to lose work. We believe as a result of contractors bypassing the system and de-energising the systems themselves. 

On the heating installation business, the volumes are low but everyone 

causes a problem for the completion of the installation to the customer. Approximately 12 complaints per work are received on this issue. 

One of the main problems is that a customer does not understand that problem is not down to the electrician, they do not appreciate that the unacceptable delays are out of our control. 



	We have very few complaints about our actual process.

	We receive no complaints regarding de-energisation/re-energisations.

	No historical information available for us to report on.

	None

	1-2%

	Meter Operator Perspective

Our complaints team have not received any official complaints regarding de-energisations/re-energisations. 



	HSE’s Electrical Inspectors have received many informal and some formal complaints about the difficulties of undertaking safe working practices when working in such circumstances because of the difficulties in arranging a de-energisation. Common features of these complaints are that the system frustrates, is excessively time consuming and fraught with the caller usually being passed from call centre to call centre.



	Not known as MOP

	5% of our membership who call into technical helpline.



	Our Complaints team have not received any official complaints regarding de-energisations/re-energisations. 



	Complaints disappear into a black hole. The suppliers consider they are doing things correct but in the real world there are many problems that get brushed under the table and the contractor bears all the inconvenience and anxiety



	Unfortunately we do not report specifically on energisation complaints.



	Complaints would generally come via the Supplier network and a meter operator would not hear about it.




