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Theft Issues Group Minutes  
20 February 2018 at 10:00
ElectraLink Offices, 3rd Floor, Northumberland House, 303-306 High Holborn, London, WC1V 7JZ
	Attendee
	Company 

	Marvin Clare [MC] 
	Opus Energy

	Rebecca Lowe [RL] 
	EDF Energy

	Piers Merritt [PM]	
	British Gas

	Paul Hart [PH]
	UK Power Networks

	Dave Ackers [DA]
	Xoserve

	Ian Main [IA]
	Scottish Power

	Laurie Walker [LW] (teleconference)
	ISupply

	Emma Hegarty [EH] (teleconference)
	SSE Supply

	[bookmark: _GoBack]Gerald Jago [GJ] (teleconference)
	npower

	Terry Carr [ TC] (teleconference)
	E. ON

	Tim Porter [TP] (teleconference)
	SSE Power Distribution

	Sarah McKenna [SM] (teleconference)
	Northern Powergrid

	In Attendance 
	

	Kate Grady[KG] (part meeting)
	Crimestoppers 

	Michelle Simpson [MS] 
	ElectraLink

	Alexandra Moore [AM]
	ElectraLink

	Fungai Madzivadondo [FM] (Chair)
	ElectraLink

	Sophie Stromback [SS] (Secretariat)
	ElectraLink





















	Apologies                                                               
	Company

	Julie Jeffreys 
	Spark Energy

	David Mitchell [DM] (teleconference)
	Southern Gas Network



	CLOSED SESSION



Meeting Administration
The group noted the introductions and apologies. 
Minutes and Actions
[bookmark: _Hlk498441496]The meeting minutes from 16 January 2018 were approved with minor amendments. ElectraLink took an action to amend the January meeting minutes and upload to the SPAA and DCUSA Websites. 
	ACTION: TIG _20180220/01:  ElectraLink to amend the January meeting minutes and upload to the SPAA and DCUSA Websites.  


On action TIG/20180116/10 PH presented the methodology for calculating multi reads. The group agreed that the calculator presented could be useful when populating the D19 dataflow. The group agreed that this should be made available as an additional guidance document to the Theft Assessment Calculator.  ElectraLink took an action to issue the document to SPAA and DCUSA Parties and upload to the SPAA and DCUSA guidance documents section.  
	[bookmark: _Hlk507522022]ACTION: TIG _20180220/02:  ElectraLink issue the multi-read calculator document to SPAA and DCUSA Parties and upload to the SPAA and DCUSA guidance documents section.  


It was noted that the consumption data will need to be updated annually. Members noted that Elexon updates the average annual consumption on an annual basis. The group advised for the Energy Savings Trust (EST) to provide the template in addition to the Gas and Electricity Theft Assessment calculators. The multi reads template data could be aligned to the Theft Assessment calculator yearly updates. ElectraLink took an action to check when the Elexon consumption data updates are made and also if the EST can get access to the Market Domain Data (MDD) held by Elexon.
	ACTION: TIG _20180220/03:  ElectraLink to check when the Elexon consumption data updates are made and also if the EST can get access to the Market Domain Data (MDD) held by Elexon.


ElectraLink posed the question whether The Energy Savings Trust should be asked if the calculator is a chargeable item. ElectraLink will pose this question to The Energy Savings Trust.
	ACTION: TIG _20180220/04:  ElectraLink to ask whether the Energy Savings Trust should be asked if the multi reads calculator is a chargeable item.   


Given the requirement for annual updates the TIG advised for the multi read calculator to be added to the TIG Activities Monitoring Log.
	ACTION: TIG _20180220/05:  ElectraLink to add are the multi read calculator to the TIG Activities Monitoring Log.


On action TIG/20180116/15 for ElectraLink to confirm TRAS Outcome data with Experian MS explained that Experian does not currently provide kWh data for all theft leads, this activity was only carried out for the purposes of the TRAS Performance Assurance report. MS is to request that Experian provide the kWh value for all theft leads. 
TIG Monitoring Log
The TIG noted the below Monitoring Activities Log items:
Northern Ireland ETTOS Reports – The Northern Ireland Consumer Council has confirmed that there is sufficient capability within the UKRPA for people to provide tip-offs. If this is to be progressed it would be based on ElectraLink working with Experian. It was noted that it is important to have consistency across GB and Northern Ireland. ElectraLink will progress this with Experian going forward. 
ElectraLink took an action to update the Monitoring Log. 
	ACTION: TIG _20180220/06: ElectraLink to update the TIG Monitoring Log 


[bookmark: _Hlk507523805]TIG Change Register
The TIG noted the Change Register updates.
Theft Code of Practise Schedules Draft CPs
The TIG reviewed and provided comments on the below proposed changes to the DCUSA and SPAA Theft Code of Practice schedules: 
· Category A Response Times within the DCUSA
· Update Category C - Likely Source of Information – Update wording in DCUSA. Add a Category C to the SPAA to refer to TRAS Qualified Outliers. 
· Change the DCUSA Schedule name to Theft of Electricity Code of Practice
· Add Best Practice to the Reporting of suspected theft is tower blocks/ high rise buildings
· Update the definition of Vulnerable Customer/Vulnerability in the SPAA – The group noted that the definition for Vulnerable Customer/Vulnerability did not read well within the draft SPAA CP and questioned whether the definition matched that within DCUSA and Ofgem. The TIG advised that ElectraLink check that the SPAA and DCUSA definition is aligned with Ofgem and update accordingly. It was agreed that the ‘Definition of Vulnerable Customer’ should be added to the TIG Monitoring Log for the TIG to monitor going forward. 
	[bookmark: _Hlk507526294]ACTION: TIG _20180220/07: ElectraLink to add the ‘Definition of Vulnerable Customer’ to the TIG Monitoring Log for the TIG to monitor going forward.   


ElectraLink to an action to update the draft SPAA and DCUSA CPs and circulate to the TIG for review. Given the proposed changes to investigation timelines the CPs will require Authority Consent. British Gas volunteered to raise the CPs.   
	ACTION: TIG _20180220/08: ElectraLink to update the draft SPAA and DCUSA CPs and circulate to the TIG for review.


SPAA and DCUSA Calculator Arrangements
The TIG noted the internal guidance document for managing the SPAA and DCUSA THEFT Assessment Calculator changes. It was agreed that the newly agreed multi read guidance should be added to the document. ElectraLink took an action to update the theft arrangements document with the agreed calculator arrangements. 
	ACTION: TIG _20180220/09: ElectraLink to update the theft arrangements document with the agreed calculator arrangements. 


Theft of Energy Code of Practice Review
The TIG further discussed the SPAA investigation timelines. Xoserve confirmed that a case can be extended longer than 80 Working Days (WD) if Xoserve contact the shipper late in the process this will then leave the case upon in wait for a response. Xoserve will attempt to contact the shipper at three separate points in time within the 80 Working Days.
Xoserve provided the group with a presentation surrounding Xoserve’s practices and timelines in regard to reports of suspected theft. There is an obligation to log both actual and suspected theft. Xoserve confirmed that they have a Hints and Tips document, but which would require updating if the group want more information. The group speculated as to why there may be an increase in reports of theft, this may be down to the introduction of UK Link, seasonal or the employment of the incentive scheme. 
A member queried whether zero was a valid amount of volume to report as theft as this is sometimes the value when theft is suspected to occur and is more common in regard to prepayment. Xoserve took an action to check if reports made to Xoserve are form prepayment meters.
	ACTION: TIG _20180220/10: Xoserve to check what volume of reports are from prepayment meters.


The data suggested that some shippers deem all their theft of gas as invalid. The group discussed whether an escalation process should be introduced to ensure Shipper follow the reporting process. An escalation process could be progressed by Xoserve having discussions with Ofgem. It was highlighted that a similar process on the DCUSA is not necessarily followed by some Suppliers. This applies to gas and electricity reporting processes. 
Supplier Contact Register for Gas and Electricity Theft
ElectraLink provided an update from the TSG where the Supplier Contact Register for Electricity Theft proposal had been presented. The TSG had queried whether the Supplier Contact Register for Electricity Theft was duplicating work since an Operational Contacts database already exists within SPAA and there is currently ongoing work to update the existing SPAA register. However, ElectraLink confirmed that no operational or escalation contact database is currently held on the DCUSA website. The group noted that although SPAA hold operational contacts, these may differ from the appropriate SPAA Theft contact within a party. The group were also in agreement that the contact provided could be either a named person or a general mailbox depending on the supplier.
ElectraLink provided the group with two options on how to progress. The TIG decided to go ahead with option 1 which read as follows:
Option 1: 
· A single, separate register for theft contacts to be held in the members area of the DCUSA website, containing company name, contact name (if applicable) and contact details (preferable both telephone and email). 
· For the SPAA website, ElectraLink will work closely with the SPAA team to coordinate on incorporating a separate theft contact box into the operational contact page that is currently in development. Links to these contact pages can then be included on the TRAS portal, to avoid duplication. 
· A new obligation included within the DCUSA document to ensure suppliers keep this contact list updated, also including an annual review carried out by the secretariat. An obligation to keep operational contacts up to date is already included in the SPAA, but can be updated to include a theft contact.”
ElectraLink took an action to develop the agreed Option 1 and bring to the March TIG meeting for consideration. The agreed solution will then be issued to the TSG. 
	[bookmark: _Hlk504490914]ACTION: TIG _20180220/11: ElectraLink to develop Option 1 and bring to the March TIG meeting for consideration. The agreed solution will then be issued to the TSG.


Draft ETTOS Escalation Process
The chair presented the process diagram to the group and highlighted that reporting timelines still need to be added. The group asked for the diagram to be updated with the outstanding numbers. 
The TIG discussed whether there should be an ETTOS response column added. ElectraLink confirmed that an update on this could be provided after speaking with Crimestoppers (CS).
Updated Theft Issues Group TOR
The chair confirmed that the TSG were happy with the updated TIG Terms Of Refence updated to allow membership of the Central Gas Data Service Provider (CDSP) – Xoserve to the TIG closed and open session meeting. The TIG noted the update.
AMR Theft Detection
The Chair will request further clarification and information from EON in terms of their request regarding AMR Theft Detection.
	[bookmark: _Hlk507528807]ACTION: TIG _20180220/12: ElectraLink to request clarification on the request from EON regarding AMR Theft Detection.


AUGE Request – SPAA Annual Theft Report (Anonymised)
The chair informed the TIG that the Allocation of Unidentified Gas (AUGE) have requested the 2017 SPAA Annual theft report data shared for the previous year. The TIG approved for the anonymised SPAA Annual Theft Report adapt to be shared with the AUGE.  
Any Other Business
There were no AOBs and the chair closed the Closed Session of the TIG meeting.
	OPEN SESSION




ETTOS Service Review
KG provided the below ETTOS updates: 
· Overview – An increase in contacts to the StayEnergySafe service both online and offline was evident in January. A significant increase came from the website, most referrals came through Facebook which has been attributed to the Christmas campaign. An internal Crimestoppers (CS) workshop was held in January to discuss potential promotional activities in 2018. CS will share a timeline and communications plan with the TIG and all Partner marketing contacts. 
· Gas safe contact – CS made contact with Gas Safe again and a further update will be provided at the March meeting. 
· Escalation processes including pending unmatched – CS have provided ElectraLink with details of escalation processes to deliver the tip-off service.
· Request for CS to contact Police and third parties – Within the first quarter of 2018 contact will be made by CS with relevant law enforcement agencies and other third parties to discuss the potential of extending the reach of the StayEnergySafe service. The communications plan for 2018 will further outline this.
· Pending unmatched reports – The latest report listing Distributors and Transporters with outstanding unmatched reports has been provided to ElectraLink by CS, this information will be part of the monthly reporting process going forward. This report contains data from when information has been received from the public and a supplier cannot be identified despite numerous attempts by the Call Agents. DNOs are then sent details for their internal checks in the aim to uncover more information that may help identify the supplier/partner. There have been 98 reports since November 2018, 31 of these reports have been redirected to the appropriate partner. 2 could still not be identified after the DNOs investigation. There are thereby 60 outstanding unmatched pending reports with 10 different DNOs. 
The TIG noted that some people may have responded directly to Suppliers. The group also queried whether there may be an issue with people not responding to the correct email address but sending reports to ETTOS. KG will confirm whether the current email can be updated with a line informing which email address should be used. 
	[bookmark: _Hlk507528863]ACTION: TIG _20180220/13: Crimestoppers to confirm if a line can be added to the email stating which email address should be used for reporting.


ElectraLink also queried whether an email response timescale should be added. ElectraLink took the action to create a proposed timeline and circulate to parties for feedback.
	[bookmark: _Hlk507528966]ACTION: TIG _20180220/14: ElectraLink to create an email response timescale to circulate to the group for feedback.


· Data retention – Due to pending GDPR changes the standard retention policy of 7 years for CS commercial clients is under discussion with CS lawyers. CS require a formal written request from the group to change the current data retention policy; CS confirmed that an email provided by ElectraLink would suffice. The group was also asked to note that to date records have not been deleted since the service went live in September 2016. CS will refrain from raising a CCN until these issues are settled. ElectraLink took an action to email Crimestoppers requesting updates to the ETTOS data retention policy. 
	ACTION: TIG _20180220/15: ElectraLink to email Crimestoppers requesting updates to the ETTOS data retention policy.


· KG noted that all KPI’s were met in January 2018, there was a slight dip in the KPI regarding calls being answered within 2 minutes however the scores remained high. ElectraLink proposed that the KPI’s set may need to be updated to reflect current practices better. MS proposed to create updated KPI’s to circulate to the group for further feedback.
	[bookmark: _Hlk507529160]ACTION: TIG _20180220/16: ElectraLink to create a proposed update for KPI’s and circulate to the TIG for feedback.


· ElectraLink reiterated that they would prefer to receive a graphical representation of the data held within Appendix 2 as well as the table already provided. 
ETTOS MI Report
ElectraLink explained that when carrying out the service report there was a number of smaller suppliers that were unaware of the specifics. There may be a significant number of potential theft that is not addressed as there appears to be discrepancies within the data. 
The group discussed that there is a low number of supplier outcome files compared to the number of leads provided by suppliers to CS. ElectraLink proposed that this be discussed further when outlining an audit scope. In the interim ElectraLink proposed to carry out tests on the data held within both reports.
The group discussed what steps should be taken to escalate a supplier who is not following up or reporting theft correctly. The group agreed that an audit would probably highlight the need for an escalation process and steps can be considered after an audit.
The TIG discussed whether there should be a timeline added to category B within the SPAA Schedule 33. An ETTOS best practice may be useful. ElectraLink and CS will discuss the best steps forward and scope in regard to an audit.
	ACTION: TIG _20180220/17: ElectraLink and Crimestoppers to discuss scope and the potential for an audit and review data held within both reports.


The TIG noted the following on the MI Report:
· The number of site visits increased in January which may be a result of the Christmas campaign. Similar trends could be seen in January 2017 however this January shows the highest online reports submitted in any one month since the service went live. 
· 446 contacts were produced this January, this was an increase from December 2017 but not as high as that in November 2017. 
· The highest level of telephone reporting was reached this January for any one month. There were 117 telephone reports and 134 online reports in January. Online reports continue to be more frequent than telephone reporting. 
· Electricity continues to be reported on more frequently than gas. Most of the reports come through the StayEnergySafe service.
· The tip-off numbers for January have risen and are similar to the numbers seen in November 2017. Electricity distributors has risen throughout the month while gas distributors have maintained a steady flow over the last few months.
· There were three calls which were answered after the two-minute target which thereby let to the drop in the KPI from 100% to 98.8% in January. 98.8% is still within the parameters as it exceeds 95%.
Any Other Business
No other business was raised, and the meeting was closed.
Date of Next Meeting
The next meeting of the TIG will be on 20 March 2018. The meeting location is The Clarke Room, ElectraLink Offices, 3rd Floor, Northumberland House, 303-306 High Holborn, London, WC1V 7JZ.
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