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	The Proposal

(Including reference to any Alternative)
The number of customers on iGT networks is progressively increasing and is fast approaching the 1 million mark. As the customer numbers increase inherently the data attributes associated with them increase and thus the probability of data discrepancies increases, leading to potential energywatch complaints and inaccurate Transportation Charges.

Users require a mechanism to query the data associated with these sites. iGTs operate varying query processes and the main differences are listed below.

1) Communication Methods

Across all iGTs there are various communication methods for queries with no consistent approach across all iGTs. The existing communication methods are website, email and telephone. 

2) Query Types

There is no standard set of query types nor can all query types relating to Transportation, Metering or invoices be raised with all iGTs

3) Timescales for Resolution

There is no agreed standard for responding to and resolving individual queries.

The Standards of Service operational guidelines document addresses the above issues. It provides a framework to monitor and report on Query performance (Shipper and iGT) and will inevitably improve the timeliness of query resolution - enabling shippers / suppliers to manage their customers’ expectations whilst enhancing the data quality within the industry and resulting in accurate Transportation Charges.

Over recent years the Gas Forum iGT Governance group have developed Standards of Service (SoS) operational guidelines that detail the query type, performance levels and a suggested method of communication to be utilised by Operators and Users. iGT001 sought to introduce the guideline as an ancillary document to the iGT UNC.

At the iGT UNC Modification Panel meeting of 20 June it was unanimously agreed that iGT001 should be referred to Development.

Variations – November 2007

Modification iGT001V was a variation to and replaced the original iGT001. This variation was the result of the Development Group, which reviewed and made a number of changes to the original SoS Document. The Group dissolved on 1st November, with general agreement that the SoS Document should proceed to Consultation.

Variation iGT001VV was raised to clarify that the Standards of Service operational guidelines document should be implemented as an ancillary document to the iGT UNC should Modification iGT008 be implemented. If not the Standards of Service operational guidelines document should be introduced as an Appendix to the iGT UNC. iGT001VV replaces iGT001V.
The iGT UNC Modification Panel held on 21 November unanimously agreed that iGT001VV should proceed to consultation and that legal text should be provided with the Draft Modification Report.

It is proposed that the operational contact information to be used for the iGT SoS guidelines be published on the iGT UNC website.
Update – February 2008

On 13 February 2008, the Authority directed that iGT008 (Ancillary Documents) be implemented. The legal text in this Final Modification Report reflects this decision. As iGT008 introduces a new clause 43, this Final Modification Report proposes a new clause 44 (was 43 in the Draft Modification Report).


	Suggested timescale for implementation
The Proposer recommends an implementation date of not earlier than six months pending Authority consent in accordance with clause 19.2 (c) of section L to the iGT UNC.



	Representations
Individual responses can be viewed here.
Respondee

Response to Consultation 
Response to DMR 
E.ON UK

Support

Support
RWE npower

Support

ScottishPower

Support

Support
SSE Energy Supply Ltd

Support

SSE Pipelines

Support

IPL QPL

Reject



	Facilitation of the relevant objectives

The implementation of this Modification Proposal will introduce the provision of a mechanism utilised by Operators and Users for managing, resolving and reporting on queries and will serve to improve data quality within the industry. As a result this will enhance the customer transfer process and ultimately the customer experience, which will further achieve the relative objectives of the Gas Transporters Standard Licence Condition 9 to secure effective competition between relevant shippers and between relevant suppliers. 

Additionally, this Modification Proposal will promote efficiency in the implementation and administration of the iGT Network Code by securing a standard that is applicable equally to all iGT’s.


	Implementation issues
None


	View of affected Operator(s) on whether or not the Proposal should be implemented
An Operator recognises the intention behind the proposal but does not consider that the modification achieves its aims in a clear and efficient manner. 
That Operator believes that the proposal is overly complicated and sets unrealistic deadlines furthermore, that Operator considers that it will be difficult to provide accurate reports on the different classes of enquiries raised. They would have preferred to discuss standards of service with the Users to ensure it reflected requirements of the iGT market and the issues therein, rather than adopt an amended format developed by the GDNs and Shippers. 

That Operator considers that it is unreasonable to require iGTs to consider enquiries received late in the working day as having been received on that day and that day counted as day 1 for reporting purposes. Enquiries received after 12 pm should be considered to be received on Day 0. In time, as the Operators’ systems become more sophisticated, it may be possible to count the days based on real time.
Another Operator supported the Modification Proposal.   



	Other information
None


	Panel Decision

The Panel agreed by majority to recommend the Modification for implementation, commenting that it promotes efficiency in the operation of the Pipeline System and increases Competition between Shippers and Suppliers. The Panel also commented that this modification is complemented by iGT002V (Portfolio Extract)
The Panel recommended an implementation date of not earlier than six months after Authority consent in accordance with clause 19.2 (c) of section L to the iGT UNC.


	Legal Text

iGT UNC Section K 

New Clause

44
Standards of Service
44.1 Both the Pipeline Operators and Pipeline Users will adhere to the principles and supporting business rules, in relation to standards of service for query management as set out in the iGT UNC Ancillary Document Pipeline Operator Standards of Service Query Management.

Add “Pipeline Operator Standards of Service Query Management” to Appendix K2.
The Pipeline Operator Standards of Service Query Management document will be published on the iGT UNC website.
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PIPELINE OPERATOR Standards of Service — Query Management
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PIPELINE OPERATOR Standards of Service — Query Management

1. INTRODUCTION

This document sets out the high level principles of operation for the management of queries.
The successful application of its approach is dependant on a series of defined
responsibilities.

It also sets out the principles of operation of a Standards of Service (SoS) regime for queries,

the scope of queries included in such a regime, together with details of the reporting and
calculation of performance.
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2 SCOPE AND DEFINITIONS

The SoS requires certain Planned Performance Levels (PPLs) to be achieved for the
resolution of Pipeline Operator queries..

2.1  Query Definitions

A substantiated challenge is a query which contains all mandatory information, and where
appropriate, additional optional and desirable information. It will detail what action the
Pipeline User has taken to conclude that the query should be raised and what action the
Pipeline User expects the Pipeline Operator to take.

The Query Type and Query Code within the query template will be determined by the
Pipeline Operator (see Appendix 7). The highlevel categories for queries will be:

e Operational Queries:
o Change of Supply; and/or
0 Asset; and/or
o Address

e Invoice Queries

2.1.1 Pipeline Operator Queries

An Operational Query is a reasoned and substantiated challenge by a Pipeline User as to
the validity of the following:

e Those Portfolio related data items in the Supply Point Register that have been
originated by the Pipeline Operator;

And/or

e Those data items provided or confirmed by the Pipeline User where they can
demonstrate that these have been misrepresented by the Pipeline Operator

And which is intended to require action from the Pipeline Operator to amend incorrect
and/or missing data and if necessary correct any related information which is derived from
that data.
An Invoice Query is defined within the iGT UNC. This will include:

e Those relevant related data items that have been originated by the Pipeline Operator.

And/or

e Those data items provided or confirmed by the Pipeline User where they can
demonstrate these may have been misrepresented by the Pipeline Operator

And/or
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e Any amounts, including adjustments, where the Pipeline User can demonstrate that
such charges have not been properly calculated in accordance with the Transportation
Statement or Metering Charges Statement.

And/or

e Those invoice documents, supporting data, remittance advices or payments where the
Pipeline User can demonstrate have not been received by the specified due date.

And which is intended to require action from the Pipeline Operator to amend incorrect and

or missing data and if necessary correct any related information, which is derived from that
data.
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2.2 Query Categories Excluded

Not applicable at the current time.
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3 PRINCIPLES OF OPERATION

For the SoS to operate for Query Management, there is a requirement for both the Pipeline
Operators and Pipeline Users to adhere to a set of principles and supporting business rules.
This section states the principles and rules which will apply to the SoS regime.

3.1  General — Query Submission & Receipt

Pipeline Operators can best resolve queries when they are clearly specified and contain the
necessary information for allocation to the service provider best suited to resolve them.

To help the Pipeline Operators provide an effective and efficient service, the following
principles have been identified that will apply to the SoS regime.

a) For the purposes of the SoS, queries will be “counted” at supply point or meter point
level for Operational queries, and at invoice item level for Invoice queries. Queries
will be counted by each query type. If there are different query types which relate to
the same MPRN, they will be counted seperately.

b) In good faith Pipeline Users should aim not to submit “double” queries and Pipeline
Operators will seek to identify instances of such submissions (a “double” query is
one which is duplicated or replicated).

c) Pipeline Users shall provide the appropriate mandatory information which the
Pipeline Operator’s require to properly resolve the query within the Query Initiation
QTI file, or equivalent, as defined in the relevant Pipeline Operator’s Network Code.
In order for the query to be accepted for measurement (within the SoS), Pipeline
Users will be required to provide a minimum set of mandatory data items in use at
that time. Where possible, Pipeline Users should also provide further optional and
desirable information i.e customer contact telephone number, to assist the resolution
of the query and specifically the Pipeline Users view of what constitutes resolution.

d) An initial handshake file (automated e-mail or equivalent), will be sent from the
Pipeline Operator to the Pipeline user, including a copy of the original query (if e-
mailed), to confirm receipt. The Pipeline Operator will respond thereafter, per
Section 3.2 (c), using the Query Response QTR file, or equivalent, as defined in the
relevant Pipeline Operator’s Network Code, either accepting or rejecting the query.
The response file will include the Query Type and Reference Number assigned by
the Pipeline Operator. If rejected, the rejection reason will be contained within the
QTR file, or equivalent, as defined in the relevant Pipeline Operator’s Network Code,
in line with the categories in Appendix 7.3. However at the discretion of a Pipeline
Operators, they may telephone a Pipeline User to resolve a particular issue rather
than rejecting it.

e) Measurement within the SoS will only apply to those queries issued to a Pipeline
Operator using the agreed mechanism. This template will be submitted electronically
via email, or other agreed method. As a contingency fax may be used.

f) Pipeline Users shall submit their queries in a balanced and a regular manner on a
reasonable endeavours basis, so as not to disrupt the Query Management process and
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in order to assist the Pipeline Operator to efficiently resolve queries. However, it
should be noted that invoice queries may occur in larger numbers during periods
when invoices are received.

g) Pipeline Operators will provide an appropriate and up-to-date contact point for query
submissions (according to query type if required), including telephone/fax numbers
and e-mail addresses, for each type of query included in the SoS regime. The contact
information will be stored centrally and can be located on the Pipeline Operator UNC
website, or will be provided by the Representative. The content will follow that
detailed in Appendix 7.4. It is the Pipeline Operator’s responsibility to ensure the
latest and most contact accurate information is provided and stored.

h) For queries requiring additional information in excess of that set out in 3.1(c),
Pipeline Operators will request the information. The query will be closed after 5
business days if no further information is provided, with notification of closure being
sent to the Pipeline User.

i) The start time will be the working day on which the query was received with a cut off
time of 16:00 hours unless this is a non business day, in which case, it will be the
immediate following business day.

J) A Pipeline Operator shall provide adequate information to enable efficient query
identification by the Pipeline User. As a minimum (where originally provided by the
Pipeline User) this shall include:

Meter Point Reference

Originator’s Name and contact details

Supply Start date

Pipeline User Name

Query Type and Reference Number

Invoice Number (for invoice queries only )

N.B For invoice queries both Pipeline Users and Pipeline Operators should refer to Part G
of the iIGT UNC in conjunction with this SoS Document.
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3.2 Query Investigation and Resolution

Successful achievement of the planned performance levels (PPLs) will depend on a
Pipeline Operator’s ability to investigate and resolve queries. There is a recognition that
in many cases there is a need for a joint and collaborative approach to the operational
resolution of queries. The following provide further details of the regime which will
support the previously stated principles.

a) The Pipeline Operators will endeavour to provide a reasonable resolution to all
accepted queries and a query may be deemed resolved if investigation demonstrates
that no corrective action is required.

b) The parties will make reasonable endeavours to resolve a query.

¢) Upon receipt of a query, the Pipeline Operator will have a further assessment period
of 2 business days in which to determine whether any additional information in
excess of that set out in 3.1(c) is required. Where further information is required, the
Pipeline Operator will request the information from the Pipeline User.

d) Pipeline Operators shall endeavour to respond to the Pipeline User in accordance
with the Performance Standards as defined in Section 6.

e) In some circumstances, there may be a need for the relevant Pipeline User(s) to
complete corrective actions or provide information before the query can be resolved.
In such cases the relevant Pipeline User(s) will take this action. The query will be
closed after 5 business days if no further information is provided to the Pipeline
Operator, with notification of closure being sent to the Pipeline User.

f) Should the Query be closed per 3.2 (e), the Pipeline User should endeavour to re-
raise the query.

g) In some circumstances, there may be a need for the Pipeline Operator to request
further information or corrective action from a 3™ party before the query can be
resolved. In such cases the relevant Pipeline Operator will take this action. It is
acknowledged that this may lengthen the time taken for query resolution and in such
instances the Pipeline Operator will notify the Pipeline User that the query has been
passed onto a 3" party in order to manage their customers expectations.

h) The resolution of queries will be communicated to the Pipeline User by the Pipeline
Operator electronically via the Query Final QTF file, or equivalent, as defined in the
relevant Pipeline Operator’s Network Code. Where there is an associated Pipeline
User, they will also receive this information.

i) Where queries raised do require amendment to Pipeline Operator data, the Pipeline

Operator will update the information on their systems within 2 business days of the
resolution QTF file, or equivalent being sent to the Pipeline User.
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4 PROJECTS

Projects agreed between Pipeline Users and the Pipeline Operators will be for a specific
query exercise, generally covering a single query category, and will typically relate to
complex and/or high volume events. Queries which are dealt with within a project
framework will not be included within the SoS regime.

5 BULK QUERIES

These are for queries where it is not suitable to use the query template, i.e. a normal query
(as defined in section 2) but a high volume. This will be on a bilateral arrangement between
individual Pipeline Users and Pipeline Operators.

6 PERFORMANCE STANDARDS

It is recognised that it is of most benefit to both Pipeline Operators and to Pipeline Users to
establish the performance standards achieved on a regular basis and promptly. This is best
achieved by reporting performance against a set timeframe and also to adopt an output based
calculation and reporting mechanism.

6.1  Performance Standards

Performance standards are measured on the total number of queries submitted.

(@) Pipeline Operators will endeavour to meet:

35% of queries resolved within 4 business days
90% of queries resolved within 10 business days
95% of queries resolved within 15 business days
100% of queries resolved within 40 business days

(b) In the case of meter asset queries where the 3 party role is performed by the Pipeline
Operator or their agent in the role of Meter Operator, required to carry out a site visit, the
Pipeline Operator will:

e Within 10 business days of the original query being received, use reasonable
endeavours to contact any affected customers to make arrangements to have access to
the relevant areas.

¢ Notify any associated Pipeline Users for associated customers/supply points involved
in the query of the issue and the proposed course of action.

e Aduvise all relevant Pipeline Users of the access arrangements proposed to affected
customers’ sites.

e In the event of an abortive site visit or a failure to attend the site by the Pipeline
Operator, advise the relevant suppliers within 24 hours and agree proposed course of
action so that the Pipeline User can respond to any customer contact.
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Where the number of invalid queries exceeds 25% of the total queries submitted by the
Pipeline User for 3 consecutive months, discussions will take place between the Pipeline
Operator and the Pipeline User in an attempt to resolve the matter. The Pipeline Operator
and Pipeline User will utilise the Escalation contacts (as detailed in Section 6.2) if required.
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6.2 Escalation Procedure

This escalation procedure may commence for queries that have not been resolved between
operational staff, within the prescribed timescales.

For the avoidance of doubt the Pipeline User should have taken all reasonable steps to ensure
all available avenues have been exhausted prior to raising the initial query. This will
include:

Pipeline Operator Query Systems; and/or
Portfolio Extract; and/or

Pipeline User Internal Systems; and
SCOGES

Level 1 Process

Should the query originator fail to gain a satisfactory resolution or response to their query at
D+15 they may escalate this to their supervisor/direct line manager. The supervisor/direct
line manager will then review the facts, to ensure due process has been followed, prior to
escalating to the appropriate Pipeline Operator contact.

Level 2 Process

If no satisfactory response is received at D+20 the query will be passed to the relevant
Senior Operational Manager. This will include:

e A definition of the query;
e Current status; and
o Details of the actions/contacts previously taken

The Senior Operational Manager will then contact their equivalent level contact within the
relevant Pipeline Operator to resolve the query.

Level 3 Process

Although it is envisaged that most queries will be resolved by the Level 2 process, if the
query does remain outstanding at D+30 the Senior Operational Manager will pass the details
to their iGT UNC Contract Manager (or equivalent) for further escalation to the equivalent
level within the Pipeline Operator. At this stage resolution may involve meetings between
the Pipeline User and Pipeline Operator.

Contact details for both iGT UNC Contract Managers and Pipeline Operators will be held on
the IGT UNC web-site, on a limited access page, or as provided by the Representative.
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The table below summarises the escalation procedure that should be taken when resolving
any Pipeline Operator Queries. All timings referred to in this table are Workings Days.

Escalation Process Timescale Responsibility Level of
Contact(s)

Level 1

Raise Initial Query Day 0 Operational Staff

First follow up Day + 15 Supervisor/Line Manager

Level 2

Second follow up Day + 20 Senior Operational Manager

Level 3

Final follow up Day + 30 iGT UNC Contract Manager
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6.3

to resolve any disputes.

Reporting Structure
It will be up to individual parties to monitor, to ensure the standards are being met. Where they are not being met, the impacted parties will try

Pipeline Operators will issue quarterly reports, broken down per month, to individual Pipeline Users.

The report(s) will contain information on:

Number of overall queries raised

Number of queries raised that were rejected at the point they were raised (as detailed in Appendix 7.3)
The number and percentage of accepted queries which were resolved in the 4, 10, 15, and 40 business day performance measures, split by

query code

The number and percentage of invalid queries in the 4, 10, 15, and 40 day performance measures, split by query code

The number and percentage of queries resolved / closed greater than the 40 day performance measure, split by query code

The number of queries closed after 5 business days as a result of the Pipeline User failing to respond to the Pipeline Operator’s request
for further information (timed out)

The structure of the reporting will be the following:

Month
And
Year

Query | Total
Code Queries
Received

Total
Rejected

Total
Timed
Out

4 Day Target 35%

Total Achieved
Resolved in| Performance
Standard %

10 Day Target 90%

Total Achieved
Resolved in | Performance
Standard %

15 Day Target 95%

Total Achieved
Resolved in | Performance
Standard %

40 Day Target 100%

Total Achieved
Resolved in | Performance
Standard %

> 40 Day Target

Total Total
Resolved | Outstanding
Outwith

Standard

A separate report following a similar structure for those queries passed to 3rd parties may also be provided.





7 APPENDIX
7.1  Query Codes
Asset Queries

Code Description
Any response to a query where meter
asset details were transposed from one

CMQ property to another Crossed Meter Query
Any response to a query where the
root cause was associated to a meter

EXQ exchange Meter Exchange Query
Any response to a query where meter
details were not previously recorded

FOU for a property on the IGT system. Found Meter Query
Any response querying receipt of
meter asset details via Meter Fit

MFR Report Meter Fit Report Query
Any response to a query relating to

DUP duplicate MPRNs Duplicate MPRN Query
Any response to a query relating to the

SSQ status of supply at a property Supply Status Query
Any response to a contact challenging
the meter asset details of a property as

AMD held on the IGT system Amendment to Asset details held on system
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Address Queries

Code Description

Any response to a
contact
challenging the
address/postcode
details of a site as
held on IGT
ADD system Address Amendments

Change of Supply Queries

Code Description

Any response to a
query requesting
SSD Supply Start Date |Supply Start Date

Any response to a
query requesting
SED Supply End Date |Supply End Date

Any response to a
query requesting
Meter Point
Reference Number
MPR of a Property MPRN Request

Any response to a
query requesting
Confirmation of
CSQ Current Supplier  |Confirm Current Supplier
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query requesting a
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Change of
Supplier Meter
TRQ Reading Transfer Read Query
Any response to a
query requesting
details of a
Previous Supplier
PSQ to a property Previous Supplier Query
Any response to a
query requesting
details of a
Proposed
Shipper/Supplier
1SQ to a Supply Point |Incoming Supplier Query
Any response to a
query requesting
details of Change
of Supplier history
SHI to a property Supply History
Invoice Queries
Code Description
Any response to a query in relation to the accuracy of an
ADJ Invoice Adjustment Adjustment Query
Any response to a query in relation to the way in which
CAL an invoice has been calculated Invoice Calculation Query
Any response to a query in relation to the data upon
DAQ which an invoice has been produced Data Query
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Any response to a query in relation to the timing of the
invoice document, remittance advices or payment due

ITQ dates Invoice Timing Query
"Other" to be used where resolution codes list not
OTH accurate "Other" Response Code

7.2  Query template

"iGT SoS Query
Templates Final Vers

7.3  Rejected Query Category Summary — At Point Query is Raised

Category | Explanation Reporting Include in
Category Invalid Report
1 No amendment required to Pipeline Invalid Yes
Operators System(s) following the Query,
e.g.
e Data already amended prior to
submission of the query/data held is
same as on query
e Contact previously resolved
2 No amendment required to Pipeline Invalid Yes

e.g.

Operators System(s) following the Query,

“Double” query already
open/received (The Pipeline
Operator will provide the established
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query reference number to the
Pipeline User)

3 Poorly Worded Queries, e.g. the query is Invalid Yes
incomprehensible and no determination of
the query can be determined or is
inappropriate, such as “Please investigate

gas leak”.

4 Data Already Provided/Available to Invalid Yes
Pipeline User, e.g. via Portfolio Extract

5 Rejected Query: Invalid Yes

e Incorrect Pipeline Operator
e Incorrect Pipeline User

7.4  Pipeline Operator Query Contact Details
An example of the contact information details which will be provided per Pipeline Operator. Separate contacts may be provided for Invoice
Queries. The contact information will be stored on a secure page on the iIGT UNC Website, or will be provided by the Representative.

PIPELINE E-mail address Telephone Fax Number
OPERATOR Number
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