Market Performance Committee
[bookmark: _GoBack]Defining the Approach to the Standards Review

A recommendation to the Panel from the Market Performance Committee

Background 

As part of the Market Performance Framework[footnoteRef:1] the Panel has the responsibility to conduct a review of the Market Performance Standards (MPS) and Operational Performance Standards (OPS) before the end of this calendar year.   [1:  As defined in CSD002 Market Performance Framework ] 


During the first year of market operation the standards regime is being run in shadow mode in which the standards are being monitored and reported upon but fines are not being levied for adverse performance. It should also be noted that, currently, there are a number of known defects that impact the accuracy of standards reporting and limit the availability of data to be used for analysis. However, this Initial Suspension Period, will end on 1 April 2018.

The Panel is tasked with performing a review that covers both the Market Performance Standards and the Operational Performance Standards. The requirement is to: 

· review the scope and level of the standards, and associated charging levels[footnoteRef:2], and to decide whether any should be amended or withdrawn, [2:  Currently there are no charges for poor performance in respect of the Operational Performance Standards but this should be reviewed] 

· establish whether any additional standards should be introduced,
· assess whether the current capping arrangements that may limit a Trading Party’s exposure to performance charges are appropriate or might need to be amended, 
· assess whether any performance charge payable by one Trading Party should be credited to another Trading Party.

The review must be concluded by the end of 2017 and shall include an appropriate level of consultation with the Trading Parties. It is also required that the Authority is invited to participate in the review process[footnoteRef:3]. If appropriate, the outcome should include a recommendation for a Change Proposal in respect of changes identified pursuant to the review. [3:  The Authority is an observer at MPC meetings and is involved in the process.  The Authority will also have the opportunity to formally respond to any consultation as part of the review process. ] 


The Panel has asked the Market Performance Committee (MPC) [footnoteRef:4]to consider how best to conduct this review. This note defines the MPC’s recommendation.  [4:  The MPC Terms of Reference can be found here and information about the committee and its members can be found here] 


Questions that must be considered
As defined in CSD 0002 (3.2.4 and 4.2.2), the scope of the review will include the following matters: 

With regards to standards:
· Whether any additional MPS or OPS should be introduced; 
· Whether any of the existing measures should be amended or removed; and
· Whether persistent underperformance against the OPS should trigger the Performance Resolution process.
With regards to charges:
· Whether Trading Parties should be required to commence payment of MPS charges immediately upon the conclusion of the Initial Suspension Period or at some alternative date; 
· Whether the levels of MPS Charges should remain as set out in CSD 0002 or be amended;
· Whether the level at which the MPS Charges are capped for each Trading Party is appropriate;
· Whether any MPS Charge payable by one Trading Party should be credited to another Trading Party; 
· Whether performance charges should be introduced and be applied in relation to any failure to meet the OPS; and 
· Whether in any circumstances any charge relating to a failure to meet an OPS payable by one Trading Party should be credited to another Trading Party.

These activities will be completed during the review of the performance standards.

Assessment Methodology	Comment by Katy Spackman: The document seems to be missing a section explaining how we will carry out our review.  I’ve taken the liberty to propose some words.
The MPC has discussed the approach to reviewing the MPS and proposed using the following assessment methodology:

Step 1:	Consider which questions need to be answered and decide on the timetable required for the review in order to be able to implement any proposed changes for April 2018
Step 2:	Determine what criteria will be used to assess each performance measure
Step 3:	Carry out an initial review of the performance measures (both MPS and OPS) within the MPC 
Step 4:	Develop a proposed set of changes following the initial MPC review, which will then be consulted upon with all Trading Parties, MOSL and the Authority
Step 5:	Consultation
Step 6:	Review Consultation responses and incorporate these into a final conclusion to the review
Step 7:	If required, draft a Change Proposal and any associated changes to the Code.

Current Position
To meet Step 1, the MPC considered that the core to this review is answering the questions set out in section 2.  A timeline is set out in section 6.

To provide a consistent baseline, the MPC have defined a number of criteria to use in making their assessments, which are set out in section 5 below.  This covers step 2 in the methodology.  The MPC have also defined a template to use for their assessment, which is provided at Appendix A to this document.

Criteria for Assessing Standards
The Market Performance Framework is premised on the fact that “the orderly operation of the market requires participants to perform their roles in line with common system, process, data and service standards” (CSD 0002, 1.1.1). 

Reflecting this objective, each of the questions as set out (above) will be answered forassessed against each standard by assessing each against thethe following  below criteria:
 
Areas judged to be of greatest market impact (CSD 0002, 1.1.3);
The extent to which the standards measure:
· Services impacting the customer;
· The accuracy of Wholesaler and Retailer settlement; 
· The efficiency of the switching process;  
· Enabling effective registration and deregistration; and/or 
· The quality of market data.

Discharge by Retailers and Wholesalers of their obligations
The extent to which:
· The MPS and OPS align to specific obligations and as such measure compliance.

Transparency of measures
The extent to which the following limit the ability of the measures to be concise, clearly expressed, well-structured and/or readily accessible:
· The number of the measures;
· The complexity of the measures, particularly in regard to measures where multiple timescales relate to the same measure; and/or
· The way in which the measures are articulated.

Mitigation and management of non-compliance through charging (CSD 0002, 1.1.1)
The extent to which:
· In principle, the market performance charges should reflect the value of the benefit forgone and/or the charges should apply consistently for all measures; and/or
· DThe data is available for the MPC committee to undertake analysis of the value of the disbenefit detriment caused by underperformance.


Timeline 
The Market Performance Framework sets out the following obligations in relation to the performance standards review:
· The scope of the review must be agreed bycompleted the Panel by the end of September 2017 at the latest;
· The review must be completed by the end of December 2017 at the latest;
· The review process must include an appropriate level of consultation with the Trading Parties and Ofwat will be invited to participate (CSD 0002, 3.2.8); and
· Any proposed change to the standard or charges resulting from the review must be progressed as a Change Proposal through the Change Process (CSD 0002, 3.2.9).

Considering the above-mentioned obligations, the MPC is recommending the timeline below. This timeline includes activities that have already been completed by the MPC.

	Completion Date
	Activity
	Completed by

	July MPC Meeting

26 July


	1. The Committee MPC conducted a high-level review of the performance standards, considering the criteria set out in this paper. The committee MPC determined which standards are fit for purpose and which require further review.
2. The CommitteeMPC  agreed the key principles to apply to the review of the MPS:
a. There should be no discrepancy between code mandated SLAs and the time at which a Trading Party fails the MPS; 
b. The MPS should be simplified, with a single standard being expressed with multiple charge levels; and 
c. Each performance charge should be driving the desired behaviour.
3. The committee MPC began a deep-dive review of the performance standards which are not considered fit for purpose. For MPC each standard which was reviewed in the meeting, the committee  MPC answered the questions set out in this paper (excluding the questions in relation to charging).
	MPC

	August MPC Meeting

24 August
	1. The Committee MPC towill finish its deep-dive review of the performance standards.
2. The Committee MPC towill complete a review of the standard charges to ensure they are fit for purpose and mitigate non-compliance. The committee MPC will answer the questions set out in this paper in relation to the standard charges. The Committee will only review charges for performance standards that have been considered fit for purpose.
	MPC

	September Panel Meeting

26 September

	1. The Panel towill review and agree this scope of the performance standard review (this document).
	Panel

	September MPC Meeting

27 September
	1. The Committee MPC towill consider the need for any additional performance standards and/or charges.
2. The Committee MPC towill review whether operational performance should trigger the performance resolution process.
3. The Committee MPC willto review its draft recommendation on the performance standards. The draft review will summarise the outcome of the activities conducted and in particular, it will provide answers to the questions set out in this paper. 
4. The draft review will be circulated for Panel review and for consultation with Trading Parties and Ofwat.
	MPC

	October Panel Meeting

31 October
	1. The Panel will revieware requested to and  provide comment on the draft recommendation on the performance standards
	Panel

	November (1) MPC Meeting

01 November
	1. The Committee MPC will consider and incorporate consultation responses from Trading Parties and Ofwat.
2. The Committee MPC will develop a plan for implementing incorporating recommended changes to performance standards and charges.
3. The Committee MPC will review whether the standard charges should and/or can be implemented upon the conclusion of the suspension period
	MPC

	November MPC Meeting

29 November
	1. The Committee MPC will compile the review of the performance standards, including the above activities, for Panel review.
2. The Committee MPC will compile a draft code change proposal for any changes recommended as part of the review.
	MPC

	December Panel Meeting

12 December
	1. Review and approve the review of the performance standards by the MPC.
2. Recommend a code change proposal for any changes that have been recommended as part of the review.
	Panel

	2018
	1. Approved changes to be implemented in the central system
	MOSL



Outputs of the performance standards review
Following its review of the performance standards, the Committee MPC will provide the following to the Panel a report on the outputs to the Panel for reviewof its review covering:
· An overview of the assessment process followed, and;
· The answers to each of the questions set out in section 2, taking into account the MPC views and the results of any industry wide consultation, and;
· A summary of any recommended changes to the Code, and;
· If any Code changes are proposed, a draft Change Proposal including a marked up copy of the relevant documents for any proposed Code changes, and;
· A summary of any industry wide consultation carried out and the responses to that consultation.
· A report from the Committee to the Panel on the outcome of its review, including a completed version of the template attached to Appendix A which answers the questions set out in this paper and assesses the standards against the criteria set out in this paper; and
· If the Committee intends on recommending any changes to the Code upon completing its review of the standards, a change marked version of each section of the Code as relevant; and
· A summary of consultation responses received on the above documents and a summary of any changes that have been made to reflect consultation responses.


Conclusion Recommendation

The standards review is prescribed in CSD 0002 and places considerable demands upon the Panel in a very short timescale. 

The MPC has been asked to support the review and the above indicates both progress to date, and a plan to deliver the review in line with the exacting requirements. 

The MPC recommendsasks the Panel to approve this paper as the scope for the review of the standards.

The MPC also asks the Panel for approval for it to: 
· complete its research and assessment, 
· develop the consultation document, 
· conduct the consultation,
· analyse feedback, 
· deliver a conclusions document by no later than the December Panel meeting; and
· if appropriate, develop a recommendation for a Change Proposal pursuant to the review.

An update on the progress of the MPC’s work in relation to the standards review will be provided at the Panel Meetings on October 31 and December 12.


Appendix A – Template Performance Standard Review
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Template for MPS and OPS Review.xlsx
Data Validation

		High		Yes

		Medium		No

		Low		NA

		None





ConnectionsRegistration



																		Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services impacting the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				A2- New Connection to the Wholesaler's Water Supply System for Domestic Purposes - Quotation		OPS A2a 		Wholesaler issues a quotation following Form A/02 and/or notice		28 BD		28 BD		NA		NA

				Comments

				A2 - New Connection to the Wholesaler's Water Supply System for Domestic Purposes - Inspection 		OPS A2b 		Wholesaler carries out inspections on a date notified to the retailer which is no later than 5 BD after notification from retailer		5 BD		5 BD		NA		NA

				Comments

				A2- New Connection to the Wholesaler's Water Supply System for Domestic Purposes - Connection		OPS A2c		Wholesaler makes new connection on a date agreed with retailer		Date agreed		Date agreed		NA		NA

				Comments

				 A3- New Connection to the Wholesaler's Water Supply System for Non-domestic Purposes - Quotation 		OPS A3a		Wholesaler issues a quotation following receipt of application form and/or request or completion of any pre-developed enquiry		28 BD		28 BD		NA		NA

				Comments

				 A3 -New Connection to the Wholesaler's Water Supply System for Non-domestic Purposes - Inspection		OPS A3b		Wholesaler carries out inspections on a date notified to the retailer which is no later than 5 BD after notification from retailer		5 BD		5 BD		NA		NA

				Comments

				 A4-New Connection with the Wholesaler's Sewerage System - Quotation		OPS A4a		Wholesaler issues a quotation following receipt of Form B and or notice		21 BD		21 BD		NA		NA

				Comments

				Submit Partial Registration Application/Rejection		MPS 1A		Retailer submits Partial Registration Application/Rejection (T103.R) following notification of a new SPID (T102.M)		10 BD		5 BD		Level 2= £25		MO Credited

				Comments

				Submit Partial Registration Application/Rejection		MPS 1B		Retailer submits Partial Registration Application/Rejection (T103.R) following notification of a new SPID (T102.M)		15 BD		5 BD		Level 3-Level 2 = £15		MO Credited

				Comments

				Submit Partial Registration Application/Rejection		MPS 1C		Retailer submits Partial Registration Application/Rejection (T103.R) following notification of a new SPID (T102.M)		40 BD 		5 BD		Level 2= £25		MO Credited

				Comments

				Submit Core Customer Data		MPS 1D		Retailer submits Core Customer Data (T132.R) following notification on connection complete (T107.M)		10 BD		NA		Level 2= £25		MO Credited

				Comments

				Submit Core Customer Data		MPS 1E		Retailer submits Core Customer Data (T132.R) following notification on connection complete (T107.M)		15BD		NA		Level 3-Level 2 = £15		MO Credited

				Comments

				Submit Core Customer Data		MPS 1F		Retailer submits Core Customer Data (T132.R) following MPS 1E or MPS 1F charge		40 BD 		NA		Level 2= £25		MO Credited

				Comments

				Submit Notification of Connection Complete		MPS 2A		Wholesaler submits notification of connection complete (T107.W) within 5 BD of the effective from date. This applies to new connections only.		5 BD		5 BD		Level 2= £25		MO Credited

				Comments

				Submit Notification of Connection Complete		MPS 2B		Wholesaler submits notification of connection complete (T107.W) within 9 BD of the effective from date. This applies to new connections only.		9 BD		5 BD		Level 3-Level 2 = £15		MO Credited

				Comments

				Submit Notification of Connection Complete		MPS 3A		Wholesaler submits notification of connection complete (T107.W) following a T102.M. This applies to gap sites and entry change of use.		15 BD		10 BD		Level 3= £40		MO Credited

				Comments

				SPID Registration Summary





Meter Installs etc.



																		Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services visible to the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				B1-Meter Installation		OPS B1a		Wholesaler carries out meter installation following receipt of Form B/01		22 BD		22 BD		NA		NA

				Comments

				B3- Meter Accuracy Test- Site Visit		OPS B3a		Wholesaler visits site following receipt of Form B/01		22 BD		22 BD		NA		NA

				Comments

				B3- Meter Accuracy Test- Completion		OPS B3b		Wholesaler completes test and notifies retailer and customer of results following removal of meter or performance of in situ test		20 BD		20 BD		NA		NA

				Comments

				B5- Repair or replacement of a faulty meter performance by the Wholesaler		OPS B5a		Wholesaler repairs or replaces faulty meter following receipt of Form B/01		22 BD		22 BD		NA		NA

				Comments

				Meter Installation etc.





Meter Reads



																				Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Sub-process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services visible to the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				Meter Read Submission (wholesaler)		Submission I,F,X,Y Reads		MPS 5A		Wholesaler submits T104.W/T105.W/T117.W  within 5 BD of meter read date. This applies for I,F,X,Y reads for potable, non-potable or sewerage treatment types.
For private water or TE, the T104.W/T105.W/T117.W  is submitted within 15 BD of meter read date.		5 BD


15BD for private		5 BD for I, F
2 BD for X,Y
5 BD of receipt of details for private		Level 2= £25		MO Credited

				Comments

				Meter Read Submission (wholesaler)		Submission I,F,X,Y Reads		MPS 5B		Wholesaler submits T104.W/T105.W/T117.W  within 13 BD of meter read date. This applies for I,F,X,Y reads for potable, non-potable or sewerage treatment types.
For private water or TE, the T104.W/T105.W/T117.W  is submitted within 23 BD of meter read date.		13 BD


23 BD for private		5 BD for I, F
2 BD for X,Y
5 BD of receipt of details for private		Level 3-Level 2 = £15		MO Credited

				Comments

				Meter Read Submission (wholesaler)		Submission Cyclic Reads		MPS 5C		Wholesaler submits T105.W within 13 BD of meter read date. This applies for C reads for potable, non-potable treatment types for non-market meters.		13 BD		5 BD		Level 1= £10		MO Credited

				Comments

				Meter Read Submission (wholesaler)		Submission Cyclic Reads		MPS 5D		Wholesaler submits T105.W within 60 BD of meter read date. This applies for C reads for potable, non-potable treatment types for non-market meters.		60 BD		5 BD		Level 2- Level 1= £15		MO Credited

				Comments

				Meter Read Submission (wholesaler)		Submission of meter read for twice-yearly meters		MPS 6A		Wholesaler submits T104.W/T105.W/T117.W within 160 BD of meter read date. This applies for all twice-yearly read meters except cross border meters.		160 BD		Max SLA for all read types 5 BD		(Business Days Late/160) rounded up to nearest whole number * Level 3		MO Credited: (Business Days Late/160) rounded up to nearest whole number * Level 2

Retail Credited: (Business Days Late/160) rounded up to nearest whole number * (Level 3-Level 2)

				Comments

				Meter Read Submission (wholesaler)		Submission of meter read for monthly meters		MPS 6B		Wholesaler submits T104.W/T105.W/T117.W within 40 BD of meter read date. This applies for all monthly read meters except cross border meters.		40 BD 		Max SLA for all read types 5 BD		(Business Days Late/40) rounded up to nearest whole number * Level 3		MO Credited: (Business Days Late/40) rounded up to nearest whole number * Level 2

Retail Credited: (Business Days Late/40) rounded up to nearest whole number * (Level 3-Level 2)

				Comments

				Meter Read Submission (retailer)		Submission of Transfer and Cyclic Reads		MPS 7A		Retailer submits T105.R within 10 BD of meter read date. This applies for transfer reads or cyclic reads by visual or remote method.		10 BD		5 BD for cyclic reads
2 BD for visual or remote transfer reads
5 BD for estimated transfer reads		Level 1= £10		MO Credited

				Comments

				Meter Read Submission (retailer)		Submission of Transfer and Cyclic Reads		MPS 7B		Retailer submits T105.R within 15 BD of meter read date. This applies for cyclic reads by customer method.		15 BD		5 BD for cyclic reads
2 BD for visual or remote transfer reads
5 BD for estimated transfer reads		Level 1= £10		MO Credited

				Comments

				Meter Read Submission (retailer)		Submission of Transfer and Cyclic Reads		MPS 7C		Retailer submits T105.R within 60 BD of meter read date. This applies for cyclic or transfer reads by all methods.		60 BD		5 BD for cyclic reads
2 BD for visual or remote transfer reads
5 BD for estimated transfer reads		Level 2- Level 1= £15		MO Credited

				Comments

				Taking a Meter Read (retailer)		Submission of Transfer Reads		MPS 7D		Retailer meter read date within a T105.W is within 5 BD of Registration Start Date within T108.R. This applies for all treatment types except cross border meters.		5 BD		2 BD to take read
2 BD to submit read		Level 2= £25		MO Credited

				Comments

				Taking a Meter Read (retailer)		Submission of Transfer Reads		MPS 7E		Retailer meter read date within a T105.W is within 10 BD of Registration Start Date within T108.R. This applies for all treatment types except cross border meters.		10 BD		2 BD to take read
2 BD to submit read		Level 3-Level 2 = £15		MO Credited

				Comments

				Taking a Meter Read (retailer)		Submission of meter read for twice-yearly meters		MPS 8A		Retailer meter read is submitted for a twice-yearly read meter within 160 BD of:
the last meter read date for that meter or 
the previous MPS 8A charge 
or the last registration start date
or Go Live		160 BD		140 BD		Level 3		MO Credited

				Comments

				Taking a Meter Read (retailer)		Submission of meter read for monthly meters		MPS 8B		Retailer meter read is submitted for a monthly read meter within 40 BD of:
the last meter read date for that meter or 
the previous MPS 8B charge 
or the last registration start date
or Go Live		40 BD 		25 BD		Level 3		MO Credited

				Comments

				Meter Reads Summary





Disconn and Reconn



																		Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services visible to the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				I1-Temporary Disconnection requested by the Retailer and performed by the Wholesaler in relation to Non-Household Customer non-payment 		OPS I1a		Wholesaler makes temporary disconnection following provision of report to retailer for standard disconnection.
Wholesaler makes temporary disconnection after retailer accepts quotation for non-standard disconnection		6 BD for standard disconnection

12 BD for non-standard disconnection		6 BD for standard disconnection

12 BD for non-standard disconnection		NA		NA

				Comments

				 I8-Reconnection requested by the Retailer and performed by the Wholesaler (before 3pm) 		OPS I8a		Wholesaler reconnects water services and/or sewerage services following request before 3pm on a BD		date of receipt (i.e. 0 BD)		date of receipt (i.e. 0 BD)		NA		NA

				Comments

				I8- Reconnection requested by the Retailer and performed by the Wholesaler (after 3pm) 		OPS I8b		Wholesaler reconnects water services and/or sewerage services following request after 3pm on a BD		1 BD		1 BD		NA		NA

				Comments

				Declare Disconnection/ Reconnection/ Deregistration		MPS 4A		Wholesaler declares Disconnection/Reconnection (T115.W) within 5 BD of the effective from date. This applies for temporary disconnections or reconnections.		5 BD		2 BD		Level 2= £25		MO Credited

				Comments

				Declare Disconnection/ Reconnection/ Deregistration		MPS 4B		Wholesaler declares Disconnection/Reconnection (T115.W) within 10 BD of the effective from date. This applies for temporary disconnections or reconnections.		10 BD		2 BD		Level 3-Level 2 = £15		MO Credited

				Comments

				Disconnections and Reconnections Summary





Complaints



																				Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Sub-process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services visible to the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				Monitoring, investigations, complaints and enquiries		F5-Non-Household Customer complaints - Response		OPS F5a		Wholesaler issues response to retailer following receipt of complaint		8 BD		8 BD		NA		NA

				Comments

				Monitoring, investigations, complaints and enquiries		 F5 -Non-Household Customer complaints – Reasons for not responding		OPS F5b		Wholesaler confirms why the complaint cannot be responded to following receipt of complaint		8 BD		8 BD		NA		NA

				Comments

				Complaints Summary





Communication between TPs



																				Does this process have a high, medium, or low impact on:										Other Considerations:						Modifications:

				Process		Sub-process		Standard		Description of Standard		SLA in Standard		SLA in Code		Charge		Charge allocation		Services visible to the customer		The accuracy of wholesaler and retailer settlement		The efficiency of the switching process		The ability for non-household customers to register or deregister		The quality of market data		Are the standard(s) aligned to the obligations in the code?		Are the standard(s) transparent?		Do the standard(s) mitigate and manage non-compliance through charging?		Should the standard(s) be amended or removed?		Should any additional MPS or OPS be introduced in relation to this standard?

				Allowances, assessment requests and incentive applications		H1-Application for an allowance		OPS H1a		Wholesaler advises retailer of any allowance due following receipt of Form H/01		20 BD		20 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		C1-Verification of meter details or meter supply arrangements (Retailer Requested) 		OPS C1a		Wholesaler notifies the retailer of the inspection findings following request		10 BD		10 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		C1- Verification of meter details or meter supply arrangements (Wholesaler Initiated)		OPS C1b		Wholesaler notifies the retailer of the inspection findings following site visit		5 BD		5 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		 C2-Gap Sites identified by the Wholesaler - Visit 		OPS C2a		Wholesaler visits a gap site following sending a letter to the NHH customer		22 BD		22 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		 C3-Gap Sites identified by the Retailer – verification, visit and meter installation 		OPS C3a		Wholesaler confirms information supplied with its records and undertakes a site visit following receipt of Form C/02		22 BD		22 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		 C4-Missing Service Components identified by the Retailer		OPS C4a		Wholesaler notifies retailer of findings following retailer's request		10 BD		10 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		 C4-Missing Service Components identified by the Wholesaler		OPS C4b		Wholesaler notifies retailer of findings following site visit		5 BD		5 BD		NA		NA

				Comments

				Confirmation and verification of supply arrangements		 C5-Deregistration of a Supply Point (including as a result of an Exit Change of Use) or removal of Service Components at the request of the Wholesaler - Notification		OPS C5a		Wholesaler notifies retailer or other wholesaler of intention to remove or deregister SPID 20 BD before doing so		20 BD		20 BD		NA		NA

				Comments

				Communications between TPs Summary






