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DSC Change Proposal Document
Customers to fill out all of the information in the sections coloured   
Xoserve to fill out all of the information in the sections coloured 
A1: General Details
	Change Reference:
	5206

	Change Title:
	TPI/PCW Access

	Date Raised:
	08/07/2020

	Sponsor Representative Details:
	Organisation:
	ENGIE

	
	Name:
	David Madden

	
	Email:
	david.madden@engie.com

	
	Telephone:
	01132053157

	Xoserve Representative Details:
	Name:
	Simon Harris

	
	Email:
	simon.harris@xoserve.com

	
	Telephone:
	01212292642

	
	Business Owner:
	

	Change Status:
	|X|☐ Proposal
	|_|☐ With DSG
	|_|☐ Out for Review

	
	|_|☐ Voting
	|_|☐ Approved
	|_|☐ Rejected


A2: Impacted Parties
	Customer Class(es):
	|_|☐ Shipper
	|X|☐ Distribution Network Operator

	
	|_|☐ NG Transmission
	|_|☐ IGT

	
	|_|☐ All
	|X|☐ Other [Suppliers, End users.]

	Justification for Customer Class(es) selection
	Positive results with no direct impact as explained below.


A3: Proposer Requirements / Final (redlined) Change
	Problem Statement:

	It’s imperative that we improve the efficiency and accuracy of any supplier switch for the end customer, the supplier and ourselves. 
We currently contract over 3500 MPRN’s per year, which has a contractual consumption of over 2.6 TWh’s.

The central problem is the avoidable excess costs and delays for customers, suppliers and TPIs due to lack of visibility of the switching process 
Lack of transparency of the central data means that issues or objections with a transfer are often not noticed until too late which can result in transfer delays, customers paying penalties and /or out of contract rates or not getting the contract they signed up to. Suppliers lose out if they have purchased the energy and have to sell it back to the market or if there is a delay to their contract starting. To try and compensate for lack of transparency, NGP has to continually communicate with multiple suppliers and the end customers to try to find out if there are any problems and it’s often difficult to ascertain what is going on in a timely manner. This is a drawn out inefficient process that causes long delays in identifying objections and causes an admin burden on all parties as well as a poor customer experience. 

In many cases we rely on the end customers to provide us with information regarding meter transfers, a burden we would be able to reduce with direct access. This would be especially helpful to our many multi-site customers and provide a much better customer service and experience.

There are often cases where NGP are not notified of objections by suppliers until too late in the switching process which results further unnecessary urgent admin between NGP and the suppliers as NGP race to discover the issue and resolve it. This lack of visibility to objections increases the risk of a customer being on expensive out of contract rates. Access to XOSERVE would enable NGP to pro-actively check for objections independently without involving the suppliers or customers and would ensure a more accurate and more efficient process for all.
We have multiple examples of erroneous transfers which have gone undetected until after the transfer has happened. This again results in urgent admin needed between the suppliers and NGP and also causes further severe dissatisfaction from customers and excess cost.
The current transfer process is opaque and causes customer dissatisfaction and complaints with the switching process being perceived as difficult. This is something we want to address.
Suppliers are focusing on improving live rates and onboarding customers more efficiently but the time it takes for a new supplier to identify an objection, communicate this with us and then us to raise the query with the end customer is extensive. This process further delays the transfer for all parties and causes problems across the marketplace.
Access to XOSERVE will allow us to proactively monitor and manage our portfolio and reduce the above issues substantially. As an example, since gaining access to ECOES, we have seen an improvement in our on time electricity go live rates of over 40% since implementing our process of cross referencing ECOES directly instead of relying of third parties to provide us with information. This access has allowed us to substantially improve the electricity industry switching process. With access to XOSERVE we can do the same for the gas market and we’ll be able to support suppliers with onboarding acquisition meters and end users to experience a much more efficient and cost effective transfer process.
Cannot provide automated online cost comparison service without access to AQ’s. 
Our unique market leading cost comparison switching site Business Energy Quotes provides electricity quotes based on consumption derived from Electralinks thus avoiding customers having to find consumption data themselves. Customers are demanding we provide the same process for gas meters but we can’t do this without XOSERVE access. 
Accuracy of gas consumption estimates  
Without XOSERVE we rely on gas consumption data from past bills which is time consuming for the customer and NGP and may introduce inaccuracies due to human error.

	Change Description:
	To be granted access to non-domestic data via the DES and API.

	Proposed Release:
	ASAP

	Proposed Consultation Period:
	|X|☐ 10 Working Days
	|_|☐ 15 Working Days

	
	|_|☐ 20 Working Days
	|_|☐ Other [Specify here]


A4: Benefits and Justification
	Benefit Description:
	1. In a similar manner to the improvements we’ve made given access to ECOES, the ability to actively manage our gas portfolio via the transparency of using XOSERVE will greatly reduce the incidences of:
(i)                Switching delays, 
(ii)              Avoidable out of contract costs and / or penalties incurred by our customers, 
(iii)            Excess costs to suppliers if gas has to be sold back to the market or if a contract start date is delayed
       (iv)             Improved go live rates for suppliers
2. Streamlined and efficient communication of the switching process saving time for customers, suppliers and NGP as NGP reduce the need for labour intensive information gathering from customers and suppliers. 
3. Suppliers will see improved go live rates
4. Much improved customer satisfaction with regard to the switching process. Increased switching speed and accuracy and reduced level of complaints
5. Confirm MPRN AQ’s enabling us to provide our automated online commercial price comparison service (Business Energy Quotes) to gas or dual fuel customers and making switching easier and quicker and comparable to the enhanced service enjoyed by our electricity customers

6. Improvement in gas consumption accuracy for NGP and suppliers when securing acquisition contracts by having access to historic consumption data.
Experience of access to ECOES: 

The go live rate for our electricity supplies has been greatly improved by having ECOES access and has reduced customer issues immeasurably resulting in cost and efficiency savings for end users and suppliers.

We have particularly seen a dramatic increase of power meters on boarding on time since our ECOES access has been approved and implemented as part of our process. Customer complaints are also much reduced
We have been categorised as a low risk user by ECOES/GEMSERV after being subjected to their extensive compliance checks to ensure the safety of the data available via the platform. I trust this independent assessment goes some way to reassure you that we request this data understanding the magnitude of its sensitivity and our capability to meet any level of scrutiny you see fit. We work to IS)27001 data security standard. 
All data is handled with explicit customer consent amongst other checks and protocols, including but not limited to:
Screenshot ability is disabled for all ECOES approved users (except developers and directors).
Screen monitoring is set up in order to review how data is viewed by individuals.
Printing ability is disabled unless redirected via manager for ECOES approved users (except developers and directors).
ECOES users must ensure an in date letter of authority provided by the customer has been signed prior to data search.
Scanning is only available to authorised individuals.
Ban on personal devices.
Ban on any paper removal from the office.
All e-mail's, incoming and outgoing, are duplicated and archived for integrity and compliance purposes and tamper prevention as well as dip checks for appropriate use only.

	
	What, if any, are the tangible benefits of introducing this change?  What, if any, are the intangible benefits of introducing this change?

	Benefit Realisation:
	Immediately.

	
	When are the benefits of the change likely to be realised?

	Benefit Dependencies:
	Not Applicable

	
	Please detail any dependencies that would be outside the scope of the change, this could be reliance on another delivery, reliance on some other event that the projects has not got direct control of.


A5: Final Delivery Sub-Group (DSG) Recommendations – Removed (see Section C for DSG recommendations)
A6: Service Lines and Funding
	Service Line(s) Impacted - New or existing 
	[bookmark: _GoBack]Service Area 1: Manage supply point registration

	Level of Impact
	Major/ Minor/ Unclear/ None

	If None please give justification
	

	Impacts on UK Link Manual/ Data Permissions Matrix  
	

	Level of Impact
	Major/ Minor/ Unclear/ None

	If None please give justification 
	

	Funding Classes
:
	Customer Classes/ Funding
	Delivery of Change
	On-going Budget Amendment 

	
	|_|☐ Shipper
	XX %
	XX %

	
	|_|☐ National Grid Transmission
	XX %
	XX %

	
	|_|☐ Distribution Network Operator
	XX %
	XX %

	
	|_|☐ IGT
	XX %
	XX %

	
	|_|☐ Other <please specify>
	XX %
	XX %

	ROM or funding details:
	

	Funding Comments:
	


A7: ChMC Recommendation
	Change Status:
	|_|☐ Approve
	|_|☐ Reject
	|_|☐ Defer

	Industry Consultation:
	|_|☐ 10 Working Days
	|_|☐ 15 Working Days

	
	|_|☐ 20 Working Days
	|_|☐ Other [Specify Here]

	Expected date of receipt for responses (to Xoserve)
	XX/XX/XXXX



	DSC Consultation Issue:
	|_|☐ Yes
	|_|☐ No

	Date Issued:
	Click here to enter a date.

	Comms Ref(s):
	

	Number of Responses:
	



A8: DSC Voting Outcome
	Solution Voting:
	|_|☐ Shipper
	Please select.

	
	|_|☐ National Grid Transmission
	Please select.

	
	|_|☐ Distribution Network Operator
	Please select.

	
	|_|☐ IGT
	Please select.

	Meeting Date:
	Click here to enter a date.

	Release Date:
	Release: Feb / Jun / Nov XX or Adhoc DD/MM/YYYY or NA

	Overall Outcome:
	|_|☐ No
	|_|☐ Yes
	If [Yes] please specify <Release>



Please send the completed forms to: box.xoserve.portfoliooffice@xoserve.com 


Version Control
Document
	Version
	Status
	Date
	Author(s)
	Remarks

	
	
	
	
	


Template
	Version
	Status
	Date
	Author(s)
	Remarks

	3.0
	Superseded
	17/07/2018
	Emma Smith
	Template approved at ChMC on 11th July 2018

	4.0
	Superseded
	07/09/2018
	Emma Smith
	Minor wording amendments and additional customer group impact within Appendix 1

	5.0
	Superseded
	10/12/2018
	Heather Spensley
	Template moved to new Word template as part of Corporate Identity changes.

	6.0
	Approved
	12/12/2018
	Simon Harris
	Cosmetic changes made. Approved at ChMC on the 12th December 2018.

	6.1
	In Draft
	26/03/2019
	Richard Johnson/ Alison Cross
	The following minor changes were made:
· Inclusion of an All ‘Impacted Parties’ option in A2
· Justification section added to section A2
· Change Description replaced with Problem Statement in section A3
· Remove ‘X’ in Release information (sections A3, A5, A7, C1 and G8)
· Updated Service Line and UK Link impacts and funding section (A6) to include further detail
· Amended questions 3 and 4 in section B
· Added Service Line/UK link Assessment in section D
· Removed Section A5

	6.2
	For approval
	14/05/2019
	Alison Cross
	Following review at DSC Governance review group re-added Change Description text box

	7.0
	Approved
	13/06/2019
	Richard Johnson
	DSC Governance Review Group changes to the template approved at Change Management Committee on 12th June 2019
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