
Smart meter roll out: 
engaging customers



Aim: Document an agreed approach to customer engagement during the NHH smart meter roll out which clearly 
sets out the role and responsibility of retailer and wholesaler, with the aim of achieving national consistency to 
handling the smart meter roll out.

Purpose: All parties recognise the importance of customer engagement as critical to leveraging the benefits of 
smart meters. Therefore a clear plan is required. In addition, we must ensure NHH customer experiences of the 
smart water meter roll out are positive and well managed or benefits will be diluted. 

Aim and purpose of group



Build on, not reconsider, the content of the strategy. 

It articulates that it is up to retailers and wholesalers to identify roles and responsibilities for customer engagement 
during the roll out of smart meters.

RWG is being used to develop a nationally consistent agreement.

Link to metering strategy



• A ‘task and finish’ approach 
• A written agreement around the roll out 
• A first draft by Jan 2025
• Consultation Jan/Feb
• Complete the task by April 2025. 

Proposed approach



Timeline

Oct
Launch

Nov Dec Jan Feb Mar
Finish

Develop a draft 
agreement at 
workshop

Consult the wider 
market on the 
proposed approach

Address aspects in 
need of further 
thought

Finalise and publish 
the recommended 
approach



Agree the purpose, aim and approach



Proposed:

Follow the customer journey for receiving a new meter, identifying essential communication points
Agree role of wholesaler and retailer in communicating the smart meter roll out to customers

Not in scope:

We will not revisit the national metering strategy
National alignment on any issue beyond customer communications
Access to smart meter data – we will assume that the recommendations of the national strategy are implemented

Additional points…?

Defining the scope



RWG groups commonly produce ‘best practice guides’…

Is this the output we should aim for?
What are the alternatives?

Voluntary > mandatory spectrum

Panel’s metering strategy was not compulsory but has improved consistency
A more voluntary agreement weakens the potential for reaching agreement and true national consistency
However, we can build on the strategy’s foundation and take the opportunity to reach an agreement now

Mandatory options? E.g. Code change proposals.

Defining the output
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