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Introduction

This User Guide is designed to provide a clear understanding of The Contact Management Service.

The guide contains:-

= How to log on to the system and accessing the Contact Management Home Page
= Raising Contacts, managing the responses

= How to conduct searches

= File responses

There are a number of symbols throughout the User Guide, the symbols and their meaning are
included  below.

Information

Warning

Area of interest

Mouse click required

Keyboard entry required
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Log onto Contact
Management



2.1 Log onto the Contact Management system

The portal Login Page looks as follows....

ernet Explorer

&~ (Bl rmrioae ez ool 9] [#5][] [D tive search |E2E)

© Fle Edt  View Favortes Tools  Help

ik Favorites  © o ] Home B login ] Weh Slee aller - ] xoserve -G Project XO Industry Infa < Hoserve

| @Loan [ B (] dw - Page Safety v Tools~ @+

xoserve
|

LOGIN HELP

If you are experiencing difficulty accessing the senvice, please contact your Lacal Security Officer
for assistance. Should you be unsure who to contact within your organisation, please contact
] Xoserve at 0845 6000506 who will be able to assist you

UserID * [

Password* | ]

[0 1saree with the Terms of Use LOGIN

Eorgot Password?

erve Limited 2011 - All R

|
ered in England an

Step 1 — Enter your User ID

Step 2 — Enter your Password
Step 3 — Tick the box to agree to Terms of Use

Step 4 — Click Login

lows Internet Explorer,

=[] 1 iwpeiosnt oserve. corparg net 0 ] [#2 [ ] [2 L =[]
Ele Edi View Faworites Tools el
e Favortes | 3. ] Home ] Loain 2] el ice Gy ] soserve - @Praject XC Industry Infa « Kaserve
| @ Loain [ | v B L0 e v eage~- gafety - Tools- d@he

xoserve

LOGIN HELP

If you are experiencing difficulty accessing the service, please contact your Local Security Officer for
assistance. Should you be unsure who to contact within your organisation, please contact Xoserve at

User D~ DMSP ‘ 0845 6000506 who will be able to assist you.
Password*  [seee ]
& Lagree with the Terms of Use LOGIN

Forgot Password?

S Local intranst S v Hazsw v




2.2 Contact Management Service Page

The following Service Page will appear....

QO - g £ ¢ aene ] & v
File Edit View Favorites Tocls Help
-
xoserve F— -

n

Contact Management Access Control

© Copyright Xoserve Limited 2012 - ANl Rights Reserved

There are two services on this page:-
= Contact Management
= Access Controls

Click Contact Management and this will take you to Contact Management home page.

Qo o - & b ] & reme
File Edit View Favorites Tools Help
-
xoserve -

n

Contact Management Access Control

© Copyright Xoserve Limited 2012 - All Fights Fleserved
| 1




I 2.3 Contact Management Home Page

/= home - Windows Internet Fxplarer.

Ble Edt  wiew Favortes Tochs  Help
Close Window =~

xoserve

Contact Management

Contact Generator

L - DMQ 20001522 DMQ-20001495 ALWQ
Data Amend Service [~select- el Contact Us
DM2-20001870 ALWQ

DMQ-20001885 ALWQ
’ Invoicing Service | -select— = DMQ-20001622 ALWQ

DMQ-20001491 ALWQ

Contacts Queues

Search Options.
Contact Reference Number | | Find Advanced Search

Data Clarification

® Gopyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6025 43 o

Done ] Local ntranet Ga v W12 -

The Contact Management home page incorporates 5 different areas within the system, these are:

Zone 1

Contact Generator — This section is not applicable to you.

Zone 2

My Tasks — This section includes all tasks you have assigned to yourself

Zone 3

Recent Activity — This section details the last 10 actions you have performed. For example, closing a
Contact and responding to a Data Clarification (DC).

Zone 4

Contact Support — This area is made up of ‘Contact Us’ and ‘Contact Queues’. Contact Us details
useful contact details for some of the services that Xoserve provide. Contacts Queues takes you to an
area that lists outstanding Contacts for your organisation that require investigation.

Zone 5

Search Options — This section includes a variety of search facilities. Contact Reference Number
Search and Advanced Search will find Contacts raised in The Contact Management system. Data
Clarification search returns Contacts that are currently at DC stage of the process.



Section 3

Log a Contact



I 3.1 Log a Contact via Screen

Select the relevant Contact Code from Data Amend Service or Invoicing Service.

. ] (%2 (5] [ £ (e search
[
Vi Faverites i 8] Homa &) Login [
e Ll fii v B) L - page - safery - Taols - @
Close Window
xoserve

Contact Management

Contact Generator

My Tasks Recent Activity Contact Support

Contact Us
Data Amend Service —select - ~

Contacts Queues
Inveicing Service APE
AQQ
e Contacts Explained
File Upload DMR

Search Options

Advanced Search File Search
Data C c Change Archive

Contact Reference Number | ]

@ Gopyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Vales. Company No. 5046877. VAT Registration No. 851 6025 43

3 Local intranet - Summ -

The Contact form is presented to you. Enter the mandatory and relevant data. All mandatory data is
identified by *.

After entering some information, there may be a slight delay as The Contact Management system will
be validating data against our source systems. This will occur across a number of Contact Types.

EIEIX
Fle Ede vew Fav

ook Help

xoserve Close Cindan. &

Contact Management

>> Log ADD

Status: New My Queues Task
TYPE : ADD ORIGINATOR : BRITISHO2 GA EMAIL ADDRESS : BGas02@xoserve.com
ssc”: | BUS v TELEPHONE NO :

Mater Point Refarance Number * 1113475601 Confirmation Number * 186866537
Type of Site * ® Dpomestic © Industial Type of Service * @  single O Multi
CURRENT ADDRESS PROPOSED ADDRESS
Building Number/Name * 1 [ Building Number/Name * 2 [
Delivery Point Alias Delivery Point Alias
sub Building Name sub Building Name
Principal s Name ™ Homer Road Homer Road
Dey

Solihull Post Town * Solihull

[BoraLT ] Postcode * [BO13LT |

[ swapped Address -

o e

© Copyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited gistered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877 VAT Registration No_ 8561 60265 43

3 Local tranet “h - Rumw -

o The system will tell you real time if you have entered incorrect details into the form.

Close Window will take you to the Services Page. If you want to revert back to the Contact
A Management home page, click Cancel.

10



I 3.1 Log a Contact via Screen

Once a Contact has been logged successfully, the following message will appear. It will show....

= A Confirmation that the Contact has been logged successfully

= The Contact Reference Number

= The date and time of your submission

e Edt e o5 Tools  Help

xoserve

Contact Management

TYPE : ADD ORIGINATOR :  BRITISHO2 GA EMAIL ADDRESS : BGas02@xoserve.com
ssc*: | BUS I~ TELEPHONE NO :
Meter Point Reference Number 1113475601 Confirmation Number ™
Typa of Sita ~ ®  pomestic ©  Industrial Type of Service = ®  single S mMult
CURRENT ADDRESS PROPOSED ADDRESS
Building Number/Name * i Contact Logged Successfully :|2 [
Delivery Point Alias
Contact Reference Number: 20009799
Sub Building Name Logged Date /Time: Thu Aug 02 2012 10:37
Principal Street Name * Homer Road
Dependent Street
Dependent Locality
Post Town ™ Close Solhut |
Postcode * B913LT
O swapped Address -
Submit Cancel

Topso [

You may want to make a note of the Contact Reference Number, however you will see it appear in
‘Recent Activity’ on the Contact Management home page.

11



I 3.2 File Upload

This is a standard EFT template, the red fields highlight the mandatory data required for the Contact
type. You can select multiple Contact types per template. This example is highlighting the ADD
process.

B Microsoft Excel - Q EFT Template - V1.0 Xoserve - BUS.

5 File Edt View [nsert Format Tooks Data EFTExport ‘Window Help Type a question fo
N EERAAR TE AaR da e e aliias s all
L B A | F By g | Y Reply with Changes... Engvaewu.!
: frial - 10 -\M[ U |

= G| @y, y 2

Hi M e ADD

A B[ ¢ [ o [ e [ fF [ & [ H ] [0 ] K [t [T w T n
V1.0 Stakeholder | Stakehalder Darnestic vs Meter Point
Xoserve Slakeholder  Originator | Personnel's  Reference Industrial Contact Confirmalion | Reference  Weter Point
QMP D Code Mame Identifier UserlD  |Contact Code| TopSflag  Indicator Explanation Mumber Mumber Al
M T1][OM [T2000] [Ch) NG] | [oM] IN1O] [Ch] V12

M3 MWD M3 M TEO) O] T30 ) [r20) M T3 1011
434 BUS Mr Smith l+]

[se]se] [ en] =[]

=

=

=

=

o

=

=

=

=

=
=

Once the EFT template has been completed successfully and all mandatory information has been
entered Column A will change from red to green. You can then upload your template to the system
using the file upload shown on the Contact Management home page.

7~ home - Wind:

) [ s irmmol0801 xoserve.cormors et /7ty stem e et e saemant o 9] [#2][x] [2 Live searcn 2]
Bl Edt Vew Favortes Tools beb
lc Favorkes | i ] vome @] Login @] weh e ol v ) wossrve - Q Profect X Tndustry Info « Koserve
| @8 nome 1 B - B - 0 dgh - Bage- mefety- Took - @
Close Window

xoserve

contact Management

Contact Generator

My Tasks Recent Activity Contact Support

Data Amend Service | --select-- ~| Gontact Us
Contacts Queues
' Invoicing Service | —-select— ~|

Contacts Explained

| 9 oo moarie |

Search Options

EEEETenE T | Find 5 Advanced Search File Search

Data C c Change Archive

© Copyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London WC2N SEH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6(

Done % Localinranet Gav| HizEn -
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I 3.2 File Upload

The following screen will appear.

o The File Type will be showing as QMP, this is the format required to submit your file to Xoserve

7 File Uplaad Download - Windows Internet Explorer

Bl Edt  wWew Favortes Took  Help

xoserve

Contact Management

Contact Management== File Upload Queues

TYPE : ORIGINATOR : BRITISHO5 GASE EMAIL ADDRESS : BGas05@xoserve com
ssc: BUS TELEPHONE NO :

File Type amP v | Upload File Cancel

®C Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London . Registered in England and Wales. Company No. 5046877. VAT Registration No. 85 1
S Local intranet - muzmw -

Select file upload and the File Upload screen will appear....

/= File Upload Download - Windows Internet Explorer

Ble o View Favorkes  Jooks  belp

xoserve

Contact Management== _File Upload CQueues
TYPE : ORIGINATOR : BRITISHO5 GASE EMAIL ADDRESS : BGas0O5@xoserve.com
ssc: BUS TELEPHONE NO :
File Type QP v Upload File | Cancel
Upload File

Coome | |

Upload Cancel ‘ 

© Gopyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6025 43 &

Done 4 Local rtranet Ga- Mamw -

Select Browse and you will be taken to a relevant area where your files are saved. Select the file and
Open, this will appear in the box next to Browse.

13
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I 3.2 File Upload

7 File Upload D

ernet Explorer
Fle  Edt  View Tooks  Help

rites

xoserve

TYPE ORIGINATOR : BRITISHOS GASE EMAIL ADDRESS : BGas05@xoserve com
ssc: BUS TELEPHONE NO :
File Type Upload File Cancel
Upload File

op\S5C01 PN000001 Q[ Browse... ]

Upload Cancel

Office 1-3 Strand, London WC2N

Wpany No. 5046877 VAT F

Select Upload, and the file is submitted.

You will receive a message at this point stating whether the submission has successfully loaded or
rejected.

A successfully submitted file will show as follows....

File Upload Download - Win.

&5 = el ponsor

corpora.net
File Edit Wimw Favorites Toals Help
S Favorices

Sis P SAP BusinessObjects Infaview [
| @ File Upload Bownload

= [4][x] [
Jaested Sites = @) web s e = 42 Login
(I - &
Cloze Window
xioserve
Contact Management== File Uplaad
TYPE | ORIGINATOR : BRITISHO4 GASD

My Queues Tasis
EMAIL ADDRESS :
ssc. BUS
ane ]

BGas04@ oserve.com
TELEPHONE NO :
File Type: Upload Fila

BUS01 PNEE0019.QMP is uploaded Successfully

Done

14




3.2 File Upload

An unsuccessfully submitted file will show as follows....

CoFle  Edie

Header Record not provided

Close

There are a number of reasons why a file might reject. These are held under the Contacts Explained
Guide.




I 3.3 Top 50 Contact

When raising a Contact to Xoserve, you can select

‘Top 50'.

Contact raised is one of your priorities for the month.

= ADD - Windows

This would denote to Xoserve that the

Fle  Edt View Faw

xoserv

TYPE : ADD

Maeter Point Reference Number *

Type of Site *

CURRENT ADDRESS

Building Number/Name *
Delivery Point Alias
sub Building Name

Principal Street Name "

Post Town

Postcode

ORIGINATOR : BRITISHO2 GA

ssc*: | BUS v
1113475601
@  pomestic ©  Industrial
1]
Homer Road
Solihull
[B913LT |

Status: New

Close Window &

My Queues Task

EMAIL ADDRESS : BGas02@xoserve.com

Confirmation Number *

Type of Service *

PROPOSED ADDRESS

Building Number/Name *
Delivery Point Alias
sub Building Name

Principal Street Name *

Postcode *

TELEPHONE NO :

186866537
@  single (=]

Multi

2 ]|

Homer Road

[
Solihull
[B913LT |

[ swapped Address -

© Copyright Xoserve Limited 2011 - All Rights Reserved

Cancel

Xoserve Limited Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales Company No. 5046877 VAT Registration No 851 6025 43

J Local intranet.

i

your organisation’s remaining balance for the month.

= DUP - Windows Internet Explorer

Fle Edt Yew Favortes Tooks Help

Each organisation can raise a maximum of 50 ‘Top 50’ Contacts per month. You will see the
following message once it is submitted showing that it is a Top 50 Contact and will also show

xoserve

Log DUP

Status: New My Queues Task
TYPE: DUP ORIGINATOR :  BRITISHO2 GA EMAIL ADDRESS : BGas02@xoserve com
s5C*: TELEPHONE NO :
Classification of Site * [ukiour v CGonfirmation Number * 162800443
Meter Point Reference Number to Retain® 9178595705 Mater Point Reference Number to Remove * (9153205706
Type of Site © ® Domestic &  Industrial End User Contract * © ves ® nNo
Contact Logged Successfully
CemETE S T act Reference Number: 20003791
Logged Date/Time: Thu Aug 02 2012 08:51
vES your contact)
) wES
d: 1
Top 50 Priorities Remaining: 49
Top 50
Close

16




Section 4

Contacts Queue



I 4.1 Contact Queue Overview — User

When selecting Contacts Queue in the Contact Support section on the Contact Management home
page, you are taken to the Contact Queues and work outstanding. This will show as follows....

Windows Internet Fxplorer.

Bl Edt  wWew Favortes Took Help

xoserve
e

== BUS
BUS - WORK QUEUE

My Tasks Bl Contacts Queue SRENLETa T

Close Window =/

Contact code All hd S5C Al 4 Type All hd
Status VIEW NOT ALLOCATED
Refine

Actions Queue

SELEC CONTACT CRN-ID REQUEST DATE RESPONSE DATE ALLOCATED TO

=) Data Clarification IS0 20000740-DC1 BUS 08/05/2012 10.26.45 11/05/2012 00.00.00 Not Allocated

=] Data Clarification DupP 20001196-DC1 BUS 16/05/2012 10:11:37 Not Allocated

=) Data Clarification IS0 20001895-DC1 GUK 24/05/2012 14.12.15 30/05/2012 00.00.00 Not Allocated

Assign Ta Me

Exit

® Copyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877, VAT Registr &

The area is made up of three queues. This view illustrates that you have selected the Action Queue.

My Tasks

This table is linked to the My Tasks zone on the Contact Management home page. It provides
additional information in order to help you prioritise.

Contacts Queue

This is a queue that is visible to all Users. This queue includes all Contacts raised by your
organisation.

Action Queue

This is a general queue holding a number of Contacts that have been investigated by Xoserve and
require further attention from yourselves. The Contacts within this Queue may be the result of a
Contact raised by another Shipper.

o If you are seeking a specific Contact, the Actions Queue has filters to help identify this Contact.

18



I 4.2 Assigning a Contact - User

Actions Queue

The Contacts Queue details the Contacts currently outstanding with your organisation. The Contacts
within this Queue may be as a result of a Contact raised by another Shipper, e.g. Data Clarification or
Configuration Change request.

Assign a Contact

Step 1 — Find the Contact in the queue

Step 2 — Click the box in the ‘SELECT* Column. Once a tick is showing in the box,

Step 3 — Click Assign To Me.

Close Window =

xoserve

Contact Management

ion == BUS
BUS - WORK QUEUE

My Tasks B Contacts Queue SRFNEUETa T

Contact code Al ~ ssc Al ~ Type Al ~
Status VIEW NOT ALLOCATED

Actions Queue

SELECT CONTACT CRN-ID REQUESTDATE RESPONSE DATE ALLOCATED TO
= Data Clarification ISO 20000740-DCA BUS 08/05/2012 10:26:45 11/05/2012 00:00:00 Not Allocated
[m] Data Clarification DUP 2 1196-DC1 BUS 16/05/2012 10:11:37 Not Allocated
) Data Clarification ISO 20001895-DC1 GUK 24/05/2012 14:12:15 30/05/2012 00:00:00 Not Allocated

Assign To Me

Exit

® Copyright Xoserve Limited 2011 - All Rights Reserved
|
Xoserve Limited. Registered Office 1-3 Strand, London WC2N SEH. Registered in England and Wales. Company No. 77. VAT Registration No. 8! =

3 Local ntranet sa v Wizen -

This Contact will then be moved to your 'My Task’ queue and can be worked upon.

o When assigning a Contact, you can select one or multiple Contacts at a time.

19



4.3 Transferring Contacts - User

My Tasks

Transfer a Contact to the Action Queue

Step 1 — Find your Contact via the Contacts Queue
Step 2 — Click the box for this contact

Step 3 — Click Transfer to Queue.

o

Close Window |

Actions Queue

SELECT ELEMENT CONTACT CRN-ID S§SC REQUESTDATE RESPONSE by DATE LOGGED DATE ALLOCATED TO
=] Data Clarification | 1SO 20000740-DC1 BUS | 08/05/2012 14:26:39 11/05/2012 00.00.00 08/05/2012 10.26.45 BGAS04
Transfer To Queue

Exit

@© Gopyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London W¢ H. Registered in England and Wales. Company No. 5046877 VAT Registration No_ 851 6025 43

3 Local ntranet - mazsw -

This will then appear in the Action Queue and can be worked upon by another person.

o When transferring a Contact, you can select one or multiple Contacts at a time.

20



4.4 Contact Queue Overview — Supervisor

o

When selecting Contacts Queue in the Contact Support section on the Contact Management home
page you are taken to the Contacts Queue.

£ Users Wark Queue - Windows Internel Explorer

&~ (] 1110 /xpol00L. xoserve corporg. et 75771015 il e ool ool _contacts e o 8] [#2] (3] [ tive somrcn 2]
CHe Edt Yew Faverkes ook Hep

© o pavorkes | s 2] Home 2] Login ] Sl Calery ] xaserve - @ Projact YO Industry Info « Hoserve

| @ Users wrk Qunue [ S v B L0 o+ ages Salely - Teoks - e

xoserve

Work Allocati CRG
CRG - WORK QUEUE

Contacts Gueus User Work Gueue

ssc Al > Role AL - User D

Refine

USER ID FIRST NAME LASTNAME EMAIL ORG ROLE PHONE

No data available

Exit

© Copyright Xoserve Limited 2011 - All Rights Reserved
|

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877, VAT Registration No. 851 8025 43

Done <3 Local ntranct a v Wizw -

The area is made up of three queues. This view illustrates that you have selected the User Work
Queue.

Contacts Queue — This is a queue that is visible to all Users. This queue includes all Contacts raised
by your organisation.

Actions Queue — This is a general queue holding a number of Contacts that have been investigated
by Xoserve and require further attention from yourselves. The Contacts within this Queue may be
the result of a Contact raised by another Shipper

Users Work Queue — This queue lists the Users within the organisation and information relating to the
User. Once a team member is selected, the current work they have in their ‘My Tasks’ becomes
visible.

If you are seeking a specific Users Work Queue, enter the User ID into the field and this will bring
back the relevant User only.

21




I 4.5 Assigning a Contact - Supervisor

Actions Queue

A Supervisor can allocate a Contact to themselves or to another colleague within the organisation.
Contacts can be allocated from the Actions Queue.

Assigning a Contact

Step 1 — Find the Contact in the queue

Step 2 — Select the box for this Contact. Once a tick is visible in the box

Step 3 — Assign to a user by clicking ‘Allocate to User’.

Step 4 — A drop down menu will appear including all users in the organisation. Choose a user

Step 5 — Click Assign to the Above User; this Contact will then be moved into the User's My Task
gueue and can be worked upon.

2 A Jueue - Windows

&= ()1 o ora ek 787715y st
b Gt e ravenes Tods o

seue j5p B (2] [ x| [ Lve search 2]

i Favorkes | o @) Home @] Login @] et sie ol v ) oserve - Q Project X< Industry Tnfo « Koserve
| @ Actions cueus [ v B) [ & - Page- Safety - Took+ @A~
Close Window

xoserve

Contact Management

Waork All ion == CRG
CRG - WORK QUEUE

S| Actions Queue |— TR
Contact code [ An ~ ssc Al - Typa Al ~
status [ VIEW ALLOCATED LI VIEW NOT ALLOCATED

Refine

Actions Queue

SELECT  TYPE CONTACT  CRN-D SSC  REQUESTDATE RESPONSE DATE ALLOCATED TO
[=] Data Clarification DMQ 20000124-DC1 GLC | 16/04/2012 152852 02/05/2012 00.00:00 Not Allocated
Allocate To User [Users List ~|

Assign To Above User

Exit

©® Copyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WG2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Regisf

The drop down list will include yourself as a Supervisor. Allocation of a Contact will work exactly the
same, select the User ID and then Assign to Above User.

o Once a Contact has been assigned the Contact will also update in the chosen person’s Work Queue.

22



I 4.6 Transferring Contacts - Supervisor

As a Supervisor you have the ability to retrieve a Contact from a team member's My Tasks and place
into the Action Queue so another team member can work on the Contact.

Step 1 — Select Contacts Queues on the Contact Management home page
Step 2 — Select User's Work Queue

Step 3 — Select the relevant User

Step 4 — Click the box for the Contact you want to transfer

Step 5 — Select Transfer to Queue

le Bt vies

xoserve

Contact Management

Close Window  #

Work Allocation >> BUS

BGASO1 - WORK QUEUE

usertd BGAS01 First Name BGAS01 Last Name SHIPPER
organization BUS Role Not Available
SELECT ELEMENT CONTACT REQUESTED DATE RESPONSE DATE LOGGED DATE ALLOCATED TO
O Data Clarification IS0 20001998 | BUS | 28/05/2012 10:05:11 28/05/2012 09.05.24 BGAS01
=) Data Clarification DMa 20001373 | BUS | 16/08/2012 15.12.29 18/05/2012 14.25.47 BGAS01
[} Configuration Change TP 20000691 | ATL | 22/08/2012 14.06:04 24/08/2012 14.06.04 03/05/2012 15.15.58 BGAS01
=) Data Clarification DUP 20004181 | BUS | 24/08/2012 09:12:23 24/08/2012 09:12:23 14/08/2012 12.39.26 BGAS01

Transfer To Queue

Exit

@ Copyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WG H. Registered in England and Wales. Gompany No. 5046877. VAT Regisiration No.

Done % Localinranet Gav| HizEn -

This Contact will then appear in the Actions Queue ready for a team member to work on.

o When transferring a Contact, you can select one or multiple Contacts at a time.

23



Section 5

Correspondence



I 5.1 Receiving a Data Clarification Request

In response to your original Contact or a Contact raised by another Shipper, Xoserve may require
further information and will send a Data Clarification request.

Your Original Contact

The Data Clarification request will become visible in your My Tasks. It relates to the Contact you
have previously sent to Xoserve.

7= home - Windows Internet Explarer

Bl Bt vew Favortes

Tooks  Help

xoserve

Contact Management

Close Window =

Contact Generator My Tasks

150 20003802-DC1
Data Amend Service [-select.- =l

' Invoicing Service [—select- ~|

Contaets Explained
u File Upload Upload File

Recent Activity Contact Support

1S0-20003802 ALWEQ

Contact Us
1S0-20000740 ALWQ

ADD-20001269 CLRD Centact Queues

Search Options

Contact Reference Number Find Advanced Search File Search
Data Clarification Configuration Change Archive

© Copyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WGC2N 5EH. Registered in England and Wales. Company No. 5046877, VAT Registr:

The Data Clarification Request is a point-to-point communication between the Contact Originator and
the Contact Handler.

The format of the reference number consists of the Contact Type, the Contact Reference number, the
correspondence type (DC) and the count (1 or 2)

Please see page 27-29 for actioning the Data Clarification.
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I 5.1 Receiving a Data Clarification Request

Third Party Data Clarification Request

This will appear in the Contact Queue under the support section on the Contact Management home
page.

Select the Action Queue and the following will appear....

o You can refine your search by using combinations of search criteria.

Close Window =/

xoserve
L T

Work Allocation >= BUS
BUS - WORK QUEUE

My Tasks Actions Queue

Contact coda [an - ssc Al ~ Type Al -
status VIEW NOT ALLOGATED
Refine

Actions Queue

CONTACT CRN-ID sscC REQUESTDATE RESPONSE DATE ALLOCATED TO

[} Data Clarification PRS 20004148-DC2 BUS 13/08/2012 15:03:39 13/09/2012 11:30:05 Not Allocated

Assign To Me Exit

ight Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand C2N 5EH. Registered in England and Wale pany No. 5046877, VAT Regi

Step 1 — Select the box for the relevant Contact

Step 2 — Click Assign to me

Ble  Edt wew Faventes Inck  bel

Close Window 1~

xoserve

Contact Management

Work Allocation == BUS
BUS - WORK QUEUE

[SENEECReIAEY | Actions Queue

Contact code All ~| ssc Al ~ Type All ~|
status VIEW NOT ALLOCATED

Actions Queue

SELECT TYPE CONTACT CRN-ID SSC  REQUESTDATE RESPONSE DATE ALLOCATED TO
= Data Clarification PRS 20004148-DC2 BUS 13/08/2012 15:03:39 13/09/2012 11:30:05 Not Allacated

Assign To Me Exit

Xoserve Limited Registen L ed in England and Wales Gompany No_ 5046877 VAT Registr
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5.1 Receiving a Data Clarification Request

The Contact will become visible in your My Tasks.

/> home - Windows Internet Explorer

Edi Wew Favortes Iools Help

Elle

xoserve

Contact Management.

My Tasks

Contact Generator

. S o ‘ PRS 20004146-DC2 PRS-20004148 ALWQ Contact Us
ata Amen ervice --select-- b
N e 1S0-20001896 CLRD
150 20002236-DC2
DUP 20001105-CC1 ADeiocussisiciiG Contacts Queues
Invoicing Service [—select— v MNG-20003612 CRNG
150-20003609 SYAC Contacts Explained
E File Upload Upload File ADD-20001246 CLRD
DUP-20003603 CRNG
1S0-20003590 ALWQ

1SO-20001995 CLRD
1SO-20003579 CLRD

CIEEHETTITEET  ( Find Advanced Search File Search
Data Clartic aton Canfiguration Change Avcrive

&5 Local nranet Gh v Rz -

Done

When the DC is selected the message below will appear stating the DC number and when a response
is due by.

Hle Edt vew Favorkes Toos  Hop
Close Window  ~|

xoserve

Contact Managemaent

Contact Suppert

Contact Generator

PRS-20004148 ALWQ Coract Us
Data Amend Service “select-
L DUP 20001107-0C1 1S0-20001896 CLRD
i s e ADD-20003613 GRNG
2000 Contacts Queues
- st S0 B MNC-20003612 CRNG.
1S0-20003608 SVAC ey —
[ & RO Upload File ADD-20001246 CLRD
| U oue RN
PRS 20004148-DC2 Response by 13/09/2012 Q
‘The Data Clarification for the above Gontact Reference Number is o
due to expire in 3 days
o

Contact Reference Number [ oK B3 Fie search

E3 Data Clariication B ion Ch! e

VAT Registration No. 851 €

% Local ntranet Fa v Wiz -

|
stered in England and

Done

Click Ok and you will be taken into the Data Clarification form.
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Close Window

Ble Edt  view Favortes Took  Help

xoserve

Status: ALWQ ueues

EMATL ADDRESS : Steve Munn@xoserve com

ORIGINATOR : STEVE MUNN
TELEPHONE NO : 1216232698

Meter Point Reference Number 503226603 Confirmation Number
Meter Serial Number Datalogger Id (A1S)

Continue Cancel

e Limited 2011 - All Rights

red in England and W

Done

Click Continue and the details of the DC request will appear.

DC IDisan
identifier for the
original Contact.

nse Configuration - Windows Internet Explorer

Fle Edt Yiew Favorkes ook  Help
Close Window

=~

CRN 20004148 S8C BUS
SITE DETAILS
Building Number 2 Locality
Sub Building Name Post Town LONDON
Principal Street RIGGINDALE ROAD Postcode SW161QT
Dependent Street MAIN ROAD Delivery Point Alias
SUPPLY POINT DETAILS

a

xoserve

Contact Data G Status: ALWQ ueues
ORIGINATOR : STEVE MUNN EMAILL ADDRESS : Steve Munn@xoserve.com
TELEPHONE NO : 1216232598

ssc: BUS

20004148-DC2

DC I

Dispatch Date is the day
Xoserve sent it to you.

‘Request by’ will identify
the Xoserve Contact
Handler.

REQUEST

You can see the
original Contact by
clicking on this
hyperlink.

Due Date 13/09/201

Comments

vispatch Date 11/09/2012

| am unable to process your contact for the following reason
Site Details

Please provide the following infarmation in order for me to proceed
Please provide a suitable time for gaining access

Additional Information

Time given - no answer

Response by BRITISH GAS

Submit Cancel

% Local ntranet Fa v | Hi2E%

This is when the DC needs
to be responded by.

Done

o Up to two DC’s can be sent per Contact. These will show as DC1 and DC2 on the system.
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I 5.2 Responding to a Data Clarification Request

In the response section please provide us with the information we require in the free format comments
field and select submit to return to us.

o You can write up to 2000 characters in the Comments box.

guration - Windaws Internet Explorer.
Ele Edt  wWew Favortes Took Help

xoserve T
EITmTE

Contact Data

Status: ALWQ Queues
TYPE : PRS ORIGINATOR : STEVE MUNN EMAIL ADDRESS : Steve.Munn@xoserve.com
CRN : 20004148 ssc: BUS TELEPHONE NO : 1216232598
DC I 20004148-DC2
Dispatch Date 11/09/2012 Due Date 13/09/2012
| am unable to process your contact for the following reason Comments.

Stte Details Mr Smith. 0121 711 5489
Please provide the following information in order for me to proceed
Please provide a suitable time for gaining access

Additional Information

Time given - no answer

Request by UATSMO1 Response by _BRITISH GAS

Submit Cancel

© Copyright Xoserve Limited 2011 - All Rights Reserved

] fa v Wiz -

The DC will be directed back to the Contact Handler at Xoserve.

o Your name is populated in the ‘Response by’ field when you click Submit.

A Data Clarification Request effectively places your original Contact on hold; ‘the clock has stopped’.
Only when it is returned does the ‘clock start’ again.
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I 5.3 Auto closure of a Data Clarification Request

A Data Clarification will remain open for 20 business days. Each time the Contact is opened you are
prompted as to how many days are left on the DC before it is due to expire.

£ home - Windows Infernet Explorer

© Ele Edt Yew Favortes Tooks Help
Close Window i~

xoserve

Contact Generator
PRS-20004148 ALWQ et

ERS 20004148-DC2
DUP 20001107-CC1

Data Amend Service [~select-- =l
1SO-20001896 CLRD
1SO 20002236-DC2
e | DUP 20001105-CC1 ABDE00RETS BRI Contacts Queues
Invoicing Service —select— ~ MNG- 3612 CRNG
Lt el Contacts Explained
File Upload Upload File ADD-20001246 CLRD
DUP-20003603 CRNG
PRS 20004148-DC2 Response by 13/09/2012 I
The Data Clarification for the above Contact Refarence Number is RD
due to expire In a days
RD
Ok
B3 Eile Search

Contact Reference Number

E3 paac B c ion C —

Xoserve Limited. Registered Office 1-3 Strand, L

If you do not respond during the 20 days, the Contact will auto close on the system. For the Contact
to be resolved a new Contact will need to be raised including the information requested in the DC.

The maximum elapsed time for a Data Clarification stage is 20 business days. In this respect if a
second Data Clarification is sent at any point within this time then it will remain valid for the

remaining portion of the 20 days.

E.g. DC1 responded after 15 days since it was sent

DC2 sent on day 16 therefore 4 business days will remain

30



I 5.4 Receiving a Configuration Change Request

In response to your original Contact or a Contact raised by another Shipper, Xoserve will require prior
action by you before proceeding with the processing of the Contact. Xoserve also require an update
from yourself to say the action has been completed.

Your Original Contact

The Configuration Change request (CC) will become visible in your My Tasks. It relates to the
Contacts you have previously sent to Xoserve.

7> home - Windows Internet Explorer

Bl Edt  vew Favortes

Tools  Help

xoserve

Contact Management

Close Windaw &/

Contact Generator My Tasks Recent Activity Contact Support
RUP 20003796-CCl DUP-20003796 ALWQ
Data Amend Service | ..select.. - ‘ Contact Us

1S0-20003802 ALWQ

1S0-20000740 GLRD
- Inveicing Service | -select-- | ADD-20001269 GLRD

Contacts Explained
u File Upload Upload File

Contacts Queues

Search Options
contact Referance Number Find Advanced Search File Search

Data Clarification Configuration Change Archive

@ Copyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London . Registered in England and Wales. Company No. 5046877. VAT Registration No.

Done S Local ntranet sa x| Hizs% -

The Configuration Change Request is a point-to-point communication between the Contact Originator
and the Contact Handler

Please see page 33-35 for actioning the Configuration Change Request
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5.4 Receiving a Configuration Change Request

Third Party Configuration Change Request

This request will appear in the Contact Queue under the support section on the Contact Management
home page. Select the Actions Queue and the following will appear....

o You can refine your search by using combinations of search criteria.

C Rl gt Favortes  Tooks

Help

xoserve e

~

Work Allocation == BUS

BUS - WORK QUEUE

SELECT ELEMENT

CONTACT CRN-ID

REQUESTDATE RESPONSE by DATE LOGGED DATE ALLOCATED TO
() Configuration Change = DUP 20001105-CC1 | BUS | 06/09/2012 11:20:.07 10/09/2012 11:20:07 14/05/2012 12:45:22 BGAS03
[} Data Clarification ISO 20002236-DC2 | BUS | 07/09/2012 09:33.56 10/09/2012 09:33:56 29/05/2012 12:21.30 BGAS03
() Configuration Change = DUP 20001107-CC1 | BUS | 11/09/2012 06:42:14 13/09/2012 06:42:14 14/05/2012 12:45:31 BGAS03
Exit

% Local niranet

Ga v RN -

Step 1 — Select the box for the relevant Contact

Step 2 — Click Assign to me

ternet Fxplol

Ede  view Favortes Took  telp

xoserve s Wt %

Work Allocation == BUS
BUS - WORK QUEUE

My Tasks

SELECT
]
[m]

ELEMENT

CRN-ID
20001105-CC1
20002236-DC2

REQUEST DATE
06/09/2012 11.20.07
07/09/2012 09.33 56

RESPONSE by DATE
10/09/2012 11:20.07

Configuration Change
Data Clarification

LOGGED DATE
14/05/2012 12:45.22

ALLOCATED TO
BGAS03

10/09/2012 09:33:56 29/05/2012 12:21:30 BGAS03
Configuration Change 20001107-CC1 11/09/2012 06:42:14 13/09/2012 06:42:14 14/05/2012 12:45:31 BGAS03

Exit

rve Limited - All Rights Reserved
rve Limited. Re:

32




5.4 Receiving a Configuration Change Request

The Contact will become visible in your my Tasks.

7~ home - Windews Internet Explorer.

e Edi Help

xoserve

Contact Management

Yiew Favorites  Taols

Close Window A

Contact Generator

Recent Activity Contact Support

My Tasks

1SO 20002236-DC2 DUP-20001107 WPUD
Contact Us
. Data Amend Service [~select.- =) DUP 20001105-CC1 PRS-20004148 ALWQ
1S0-20001886 CLRD Ceontacts Queues
' Invoicing Service [—select— ~| ADD-20003613 CRNG
Ll e b el Contacts Explained
File Upload Upload File ISO-20003609 SVAC

ADD-20001246 CLRD
DUP-20003603 CRNG
1SO-20003680 ALWQ
1S0O-20001885 CLRD

Search Options

BB Dats Ciarfication B3 comowratonchange B acchive

Done &3 Localintranst va v mizn -

When the CC is selected the message below will appear stating the CC number and when a response
is due by.

Fle Edt Wiew Favorkes Took Help

xoserve

Contact Management

Contact Support

Contact Generator

SO 20002236-DC2 DUP-20001107 WPUD Contact Us
Data Amend Service: “select- | Z
" DUP 20001105-CC1 PRS-20004148 ALWQ
1S0-20001896 CLRD (e o e
- Invoicing Service ADD-20003613 CRNG
MNG-20003612 GRNG Ty S
B File Upload Upload File 150-20003609 SVAC
ADD. LRD
DUP 20001105-CC1 Response by 10/09/2012 RNG
The Gonfiguration change for the above Gontact Reference wa
Number Is due to expire in 0 days
RD
Ok

B3 Fie search

right Xoserve Limite All Rights Reserved

rve Limited. Registered Office 1-3 Strand, London 2N SEH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6025 43

cal inkranat S - Wi -

Done

Click Ok and you will be taken into the initial Contact raised.
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5.4 Receiving a Configuration Change Request

n Change Response = Internet Explorer

Ble Edt  view Favortes Took  Help

xoserve

Close Window

Contact C ion Change Status: WPUD Queues

TYPE: DUP ORIGINATOR : BRITISHO3 GASC EMAIL ADDRESS : BGas03@xoserve com
CRN: 200011056 ssc: BUS TELEPHONE NO :

SITE DETAILS

Building Name

Building Number 7 Locality
Sub Building Name GROUND FLAT Post Town GLASGOW
Principal Street SCARREL DRIVE Postcode GA50DW
Depondent Street Delivery Point Alias

SUPPLY POINT DETAILS

Meter Point Reference Number 1026862204 Confirmation Number

Meter Serial Number

Ganesl

pyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877 VAT Registration No

Done & Localintranet S - Wiz

Click Continue and the details of the CC request will appear....

7 Configuration Change Response Configuration - Windows Internet Explorer

Ble  Edt yew Favortes ook el

xoserve

CC ID is an identifier
for the original
Contact.

Contact < Change Stalus: WPUD Queues

CRN : 20001105

ssc: BUS TELEPHONE NO :

TYPE: DUP ‘ ORIGINATOR : BRITISHO3 GASC EMAIL ADDRESS : BGas03@xoserve.com

Dispatch Date is the
day Xoserve sent it to
you.

REQUEST
ue Date 10/09/2012

You can see the
original Contact by
clicking on this
hyperlink.

Following investigation | can canfirm that - © object ® Action Completed
The asset (meter/corrector) has been removed from site but is still showing as live on
UK Link Comments

Action Required

Please arrange for the meter/corrector to be removed from UK Link via the appropriate

RGMA flow

Please arrange for the meter asse to be attached to UK Link via the appropriate RGMA |
o

Information

‘Request by’ will
identify the Xoserve
Contact Handler.

Request by U Response By BRITISH GAS

Submit Cancel

Done 3 Local inranet G- iz -

o Up to two CC’s can be sent per Contact, these will show as CC1 and CC2 on the system.

A You will notice that you have the opportunity to Object to our request or tell us that you have
completed the Action. It is important that you select one of these two options.

34

This is when the CC needs
to be responded by.




I 5.5 Responding to a Configuration Change Request

Action Completed

Select the Action Completed Radio button. The comments box is available if you have further
comments but it is not mandatory. Once completed click Submit.

o You can write up to 2000 characters in the Comments box.

7 Configuration

anfiguration - Windaws Internet Explorer
Fle Edt Yiew Favortes Took Help

xoserve —
™

Contact Gi Change

Status: WPUD Queues
TYPE: DUP

ORIGINATOR : BRITISHO3 GASC
CRN: 20001106

EMAIL ADDRESS : BGas03@xoserve com

88C: BUS TELEPHONE NO :
cCm 20001105-CC1
Dispatch Data 06/09/2012 Dua Date 10/09/2012
Following investigation | can confirm that B © object ® Action Completed
‘The asset (meter/corrector) has been removed from site but is still showing as live on
o

Complete

Action Required
Flease arrange for the meter/correctar to be removed from UK Link via the appropriate
RGMA flow
Please arrange for the meter asset to be attached to UK Link via the appropriate RGMA 3

Additional Information
cc

Request by USER_XOS2 Response By BRITISH GAS

Submit Cancel

©C

might Xoserve Limited 2011 - All Rights Reserved
|
5EH. Registered in England and Wales. G

Xoserve Limited. Registered Office 1-3 Strand, London WC: pany No. 6046877 VAT Registration No.

S Local ntranet

Object

Select the Object Radio button. At this time the Comments box becomes mandatory, please update
this box with your reasons / comments and click select Submit.

£ Configuration Change Response Configuration - Windows Internet Explorer

Bl Edt  vew Favortes Lok s

xoserve ) |

Contact [ Change

Status: WPUD. Queues

ORIGINATOR : BRITISHOZ GASC

EMATL ADDRESS : BGas03@xoserve com
ss5C: BUS

TELEPHONE NO :

CRN: 20001105
cc  20001105-CC1

Dispatch Date 06/09/2012

TYPE: DUP ‘

Due Date 10/09/2012
Following investigation | can confirm that

i . E © object © Action Completed
The asset (meter/corrector) has been removed from site but is still showing as live on
UK Link Comments*
1 Objec
Action Required lect
Please arrange for the meter/corrector to be removed from UK Link via the appropriate
RGMA flow

Please arrange for the meter asset to be attached to UK Link via the appropriate RGMA
™

Additional Information

ce

Request by USER_XOS2 Response By BRITISH GAS

Cancel

Xoserve Limited. Registered Office 1-3 Stranc

The CC will be directed back to the Contact Handler at Xoserve.

Like a Data Clarification Request, the Configuration Change Request effectively places your original
Contact on hold; ‘the clock has stopped’. Only when it is returned does the ‘clock start’ again.
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I 5.6 Auto closure of a Configuration Change Request

o A Configuration Change will remain open for 40 business days. Each time the Contact is opened you
are prompted as to how many days are left on the CC before it is due to expire.

Fle Bt View Favorites

Tools  Help
Close Window &

xoserve

Contact Generator Recent Activity Contact Support
DUP-20001107 WPUD

Data Amend Service “select-- v Gonset Us
PRS-20004148 ALWQ

' Invoicing Service —select— .

1SO 20002236-DC2
DUP 20001105-CC1
1SC-20001896 CLRD Contacts Queues
ADD-20003613 CRNG
e e Contacts Explained

File Upload Upload File 1SO-20003609 SVAC
ADD LILRD
DUP 20001105-CC1 Response by 10/09/2012 ke

The Configuration change for the above Contact Reference o
Number is due to expire in 0 days
RD

E3 it searcn

ok

Contact Reference Number

E3 paac Bc el s

If you do not respond during the 40 days, the Contact will auto close on the system. For the Contact
to be resolved a new Contact will need to be raised with the requested action completed from the

CC.

a

E.g.

The maximum elapsed time for a Configuration Change stage is 40 business days. In this
respect if a second Configuration Change is sent at any point within this time then it will remain
valid for the remaining portion of the 40 days.

CC1 returned to Xoserve after 25 days since dispatch date

CC2 sent on day 25 therefore 15 business days will remain
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I 5.7 Receiving an RFI request (Theft of Gas only)

In response to your original Contact or a Contact raised by another Shipper or Network, where more
information is required regarding a Theft, a Request for Information (RFI) will be sent. These will
appear in the Contact queue under the support section on the Contact Management home page. Tick
the box next the relevant ToG contact, then click ‘Assign To Me’

/= Actions Queue - Windows Internet Explarer

File  Edt  Wiew Favorites  Tools  Help

xoOoserve

Close Window

Home== BUS
BUS - WORK QUEUE

Contacts Queus ERETSCw

Contact code TOG - ssc Al ~ Type | &n ~
Status View Mot Allocated
Acpicns g

< SELECT CONTACT SSC REQUEST DATE RESPONSE DATE ALLOCATED TO

| ToG 20170311 ) 12/02/2013 14:26:07 Mot Allocated

Assign To Me Exit

@ Copyright Xoserve Limited 2012 - All Rights Reserved
1
Company No. 5046877, VAT Registration No. 851 6025 43

serve Limited. Registered Office 1-3 Strand, London WGC2M SEH. Registered in England and Wales

The contact will appear in your ‘My Tasks’ area. Click on the CRN hyperlink.

7~ home - Windows Internet Explorer

Flle  Edit  Wiew  Favorites  Taols  Help

xoOoserve

Close Window

Contact SUpport

DUP-20170146 WPUD Contact Us
TOG-20170501 CLRD
TOG-20170496 RFIM Contacts Queues
TOG-20170487 CLRD
TOG-20170484 CLRD
MUR-20168352 CLRD
MUR-20167793 CLRD
TOG-20170471 RFIS

L-TOG 20170311

Data Amena Service [—selact- ~|
B oremo serice [=seiect- =
BN revpioaa upload Fite

MUR-20168444 CLRD

ﬂ File Download Download File
TOG-20170470 CLRD

Search Options

Contact Reference Number [ | Fina ) —— B Eie searcn

Data Clarificatian B3 configuration change B3 2chive

Contacts Explained

pyright Xoserve Limited 2012 - All Rights Resemned
1

Company Mo. 5046877, VAT Registration Mo, 851 6025 43

Xoserve Limited. Registered Office 1-3 Strand, Lond, C2M SEH. Registered in England and wWal

£

Done
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5.7 Receiving an RFI request (Theft of Gas only)

The following screen appears, detailing the RFI that requires your attention. To view the contact
itself, you can click ‘View Contact Details’.

¢= TOG - Windows Internet Explorer

Fle Edit WView Favorites Tools  Help

xoserve

Home== TOG-RFI Status: RFIS Queues

Close Window

TYPE : TOG ORIGINATOR : EMAIL ADDRESS :
CRN : 20170311 S5C: TELEPHONE NO :

View Contact Details

3 Name of Informant ]

Informant Phone Number 1
I Name of Engineer who attended ]
] Engineer Phone Number [

Estimated Calculation of Gas [kwh] [ | Is Photographic evidence available? ves No

TOG Investigation Outcome *
Type of Theft
TOG Start Date

TOG End Date

Meter Model | Have Police been informed? Yes Ne
Meter Make Police Officer's Name
Meter Reading Police Officer's Phene Number
Year of Manufacture Crime Reference Number
Police Station

Engineer's Report

Done
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5.8 Responding to an RFI request (Theft of Gas only)

In response to the Request for Information a TOG Investigation Outcome will need to be provided.
Dependent on the outcome of the investigation the system will require mandatory information before user can
submit the contact.

Valid TOG

Where a Theft has been investigated and proven against a Large or Small Supply Point. User will need to record
the following:

Type of Theft

Theft Start Date

Theft End Date

Estimated Calculation of Gas [kWh]

If Police have been informed and if they have, Police data provided

Engineers report

NB - Large Supply Points only will be Invoiced

Valid TOG-Not Pursuing

Where a Theft has been investigated and proven against a Large or Small Supply Point but is not pursued.

Invalid TOG

Where a Theft has been investigated and determined as Invalid TOG Contact raised.

Once all necessary information has been provided, click ‘Submit’ to send the RFI back to Xoserve

7~ TOG - Windows Internet Explorer

File  Edit  Wiew Favorkes Tools  Help

Close Wwindow

xoserve

Contact Management

Status: RFIS Queues

Home== TOG - RFI

TYPE : TOG ORIGINATOR : EMAIL ADDRESS :
CRM : 20170311 ssC TELEPHONE NO
iew Contact Detalls
TOG Investigation Outcomae * [vaild Tos &l Mame of Informant I ]
Type of Theft * —Select— Infarmant Phone Number —
Invalid TOG
TOG Start Date walld TOG-Mot Pursuin Mame of Engineer who attended [ |

TOG End Date * Enginesr Phone Number [ |

Estimated Calculation of Gas [kwhl * I= Photographic evidence availlable? O vezx & nNo

Meter Model Hawve Police been informed? * O ves & No
Police Officer’'s Name [
Folice Officer’s Phone Number [

[
[
Metar Make [
Moter Reading |

[

Yenor of Manufacture Crime Reference Number

Folice Station

Engineer's Report *

@ Copyright Xoserve Limited 2012 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WG2H SEH. Registered in England and Wales. Company Mo, 5046877, VAT Registration No. 851 6025 43

&

Done
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I 5.9 Auto closure of an RFI request (Theft of Gas only)

A Request for Information will remain open for 80 business days. If you do not respond within the 80
day period, the Contact will auto close on the system.

For the contact to be resolved a new contact will need to be raised including the information to
complete the RFI.

/= SearchViewForm - Windows Internet Explorer

Elle  Edit  ¥ew Favorites  Tools  Help

xXoOoserve

Close window

e ¥ T —
Home== TOG CRN 20158939 Status: CLRD Qususs
TYPE : TOG ORIGINATOR : EAMOMNMN DARCY EMAIL ADDRESS : Eamonn.Darcy@Nationalgrid.com
crn : 20188939 ssC: BUS TELEPHONE NO :
Contact Infarmation TOG Investigation
R i d E Job? es o
Meter Point Reference Number 8897388300 caumired Emergency 1o v "
, Job Number

Serial Number

THE FARM Twpe of Theft (Allegation) Tampered Meter Inde

Sub Building Name

Principal Street Name BUSHCOMBE LANE

Deper TOG Allegation Description

Dependent Locality
Post Town CHELTEMNHAM
Postcode GLSR2 3PN

With reference to vour contact, unfortunately | am unable to process vour request for the reason outlined below
The Contact has been closed as the expiry date has elapsed

rResolution Comments

Ok Challenge Resolution

@ Copyright Xoserve Limited 2012 - All Rights Reserved

Xosee Limited. Registered Office 1-3 Strand, London red In England and Wales. Company No. 5046877, VAT Registration Mo, 851 6025 43

Done =
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Section 6

Resolution of a
Contact



I 6.1 Contact Resolution

There are two outcomes to a Contact once it has been worked upon by Xoserve; Valid and Invalid.

Valid Resolution is when your Contact has been actioned as requested by Xoserve and Invalid
Resolution is when Xoserve have not been able to complete the Contact due to validation failures or

missing information.

Valid resolution of a Contact looks as follows including a standard top and tail message and the
confirmation as to how your Contact has been processed....

xoOoserve

Contact IS0 CRM

TYPE : 1SO
CRN : 20003802

Meter Point Reference Number
Type of site

Meter Serial Number

Building Number/Name *

Principal Street Name *

Site Contact Number

Contact Explanation

Resolution Comments

Status: GLRD My Queues Task Audit Trail
ORIGINATOR : BRITISHO4 GASD EMAIL ADDRESS : BGas04@x=osere co m
ssc: BUS TELEPHONE NO :
9308050106
Demestie Industrial Type of Sorvice Single Multi
3 15 the site Demolished/Refurbishad? * Yeu Mo
HOMER ROAD Is New Supply Installed? Yosu nNo
SOLIHULL Meter Point Status From Live
Ba1aLT Meter Point Status To Dead
Top 50

With referance to your comtact. | am plaased to inform you
that your request has been actioned
| have updatsd the meter point status on our source systems

Thank you for raizing this contact and | hops it is resolvad to
Voo sansfacton

Action History

Limited 2011 - All Rights

d in England and Wal

mpany Mo 6046877 VAT Registration Mo 851 6026 43

&3 Local intranet

This part of the resolution
message tells you the
outcome.

Invalid resolution of a Contact looks as follows including a standard opening paragraph and the

reason why the Contact was not upheld.

7= hilp: //xpol0601 . xoserve. corporg. nel: 787 7/QSystem/faces/cantactManagement. jsp - Windows Internet Exploren

Fle  Edi  View Favorkes Tools  Help

xoOoserve

Contact Management==

TYPE: SO
CrM: 20003792

Matar Point Reference Number
Type of Site
Meter Serial Number

Postcoda *
Site Col
Site Col

Contact Fxpla

Resolution Comments

Exit

Xoserve Limited. Registerad Office 1-3 Strand. London WC2N SEH

Bone

IS0 CRN 20003792

Status: GLRD My Gueues Task Auit Trail

EMAIL ADDRESS : BGas02@x0serva com
TELEPHONE NO =

ORIGINATOR : BRITISH02 GA
ssc: BUS

612676005
Domastic Industrial Type of Service single ruit

REGENCY LODGE 1= th /Rrefurbished? * Yes o

LINDEN GROVE Yeu o

WALTON OM THAMES Live

KT121EY Matar Point Status To Dead

Plaass sat the MPRIN 10 daad ‘

Top 50

Action Histary

ny Mo. 5046877 VAT Registration No. 851 6025 43

&4 Local intranst

This part tells you why your
Contact was not upheld.




Section 7

Search Facilities



I 7.1 Search Options

In order to find a Contact on the system there are a number of searches available.

Search options are located on the Contact Management home page.

/= home - Windows Internet Explorer,

e s
e e, e
Contacts Explained
B File Upload Upload File

Search Options.

Contact Reference Number [ | Find Advanced Search File Search
Data C [ef Change Archive

© Copyright Xeserve Limited 2011 - All Rights Reserved

Xosenve Limited. Registered Office 1-3 Strand, London WG2N 5EH. Registered in England and Wales. Company No. 5045877. VAT Registration No. 851 6025 43
J Local intranet

/22 Internet ...  ~ | D8 Documentd - . & B a | \fe 1147

77 start ¢ e @ ™ o B2 tcrosort ...~ [ [ Microsort publi..

There are six search options, these are:-

Basic Search — Pinpointing a Contact by Contact Reference Number

Advanced Search — Searching for a single or multiple Contacts using a combination of search filters

File Search — Locating a file submitted to Xoserve

Data Clarification Search — Searching for a Contact currently at DC status or has passed through the
DC status.

Configuration Change Search — Searching for a Contact currently at CC status or has passed through
the CC status.

Archive Search — Searching for a Contact raised on a previous Query Management system
ConQuest.
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7.2 Basic Search

To retrieve information on a specific Contact, enter your CRN number into the field and click Find.

e Edt wew

Favortes  Tools  telp

xoserve

Contact Management

Data Amend Service
File Upload

Contact Generator

RFA-20003896 CLRD

[~setect— | RFA-20003895 AWA
RFA-20003894 AWAJ

| —select- ~l| CDQ-20003893 AWAJ
©DQ-20003892 AWAJ

Upload File CDQ-20003891 AWAJ

1S0-20003871 ALWQ
ISO-20003870 ALWQ
1S0-20003869 ALWQ
1S0-20003868 ALWQ

Search Options

contact Reference Number

|20003802

Bc

Advanced Search

Change b

P | E3 oo c

e Limited. Regy

ered

ffice 1

My Tasks Reecent Activity Contaet Support

File Search

Contact Us

Contacts Queues

Contacts Explained

The following results will appear presenting the details of the Contact.

Pi/xpol0601 . xos:

d-Q0 ywQeR

Ble Edt  view Favortes Took  Help

xoserve

Meter Point Referance Number
Type of site

Meter Serial Number

CURRENT ADDRESS
Building Number/Name *
Principal Street Name *
Post Town =
Postcode *

ite Contact Name

Contact Number

Contact Explanation

Resolution Comments

Exit

Contact 15O CRN
TYPE : ISO
CRN: 20003802

Status: CLRD

ORIGINATOR : BRITISHO4 GASD EMAIL ADDRESS :
ssc: BUS TELEPHONE NO =

9308050106

Domestic Industrial Type of Sarvice

3 Is the site Demolished/Refurbished? *

HOMER ROAD Is New Supply Installed? *

SOLIHULL Mater Point Status From

BO13LT Mater Point Status To

With reference to your contact, | am pleased to inform you that
your request has been actioned

| have updated the meter point status on our source systems

Thank you for raising this contact and | hope it is resolved to
your satisfaction

My Queues Task
BGas04@xoserve com
Single  Multi
Yes | No
Yes © No
Live
Dead
Top 50

Challenge Resolution
~|

Done

3 Localinranet Gav| Wizn -

0 You can not edit this Contact; it is read only.
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I 7.3 Advanced Search

To retrieve information on Contacts, click Advanced Search.

¢= home - Windows Internet Explorer

© File Edt  View Favorites Tools  Help

xoserve

Contact Generator My Tasks Recent Activity Contact Support
Data Amend senvice Contact us

Contact Queues
Invoicing Sendce
E File Upload Upload File

Close Window

Contacts Explained

Contact Reference Number [ ] Find Advanced Search File Search
Data G ® Change Archive

Limited 2011 - All Righ

/e Limited. Registered Office 1

V- ®ioow -

s start & o &

You will be taken to this screen where you can search by various filters. The first filter is Contact
Filter, where you are required to select Contact Category and Contact Code, then click Search.

Ele  Edt View Favorites

xoserve

Took Help

ADVANCED SEARCH

CONTACT FILTERS

Gontact Category = sotect ] Gontact code® | select— 9]

Data Amend Service Reset [ Exit |
Invoicing Service

Limited 2011 - All Right:
|

Xoserve Limited. Registered Office 1-3 S h gistered in England and Wale

Done Gav mimw -
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I 7.3 Advanced Search

The following screen will appear and you can filter the search further by choosing data from either
Status Filters and Stakeholder Filters.

7~ Advanced Search - Windows Internet Explorer

Fle Edt Yiew Favorkes Jook Help

xoserve

ADVANCED SEARCH

CONTACT FILTERS

Gontact Category * Data Amend Service |~ Contact Code * 150 -
Priority © Topso © psc O an
You have STATUS FILTERS

selected S [GEn l B
CLRD © comtact status Date From — patera [
© an

Sos Days

STAKEHOLDER FILTERS

stakeholder Reference

ssc [“setect— ~ Logged By |

Mater Point Reference Number Postcode Confirmation Numbar

yright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WE2N 5EH. Registered in England and Wales. Company No. 5046877 VAT Registratio

Enter the necessary data, in the above example you have selected CLRD and click Search. The
following results will appear presenting the CRN’s relating to the search.

0 Did you notice that three radio buttons appeared in the Contact Filter section?

7~ Search Result - Windows Internet Explorer

arparg net 707 /05y st e acesipsaesladvance_search.en ] [*#2] (] [£2 tive search (2]

&= (] imonin
Ble  Edt wiew Favortes  Tools  Help
i Faverites | e @] Home @] Login B web Sice ol v ] soserve - Q Prasett X Industry Info & oserve
| @8 search Rsut [ M- B L B - Page- Sefety- Tadk- @~
Close Window

xoserve

SEARCH CRITERIA
CONTACT STATUS PRIORITY

CASE EVENT DESCRIPTION Modify Search New Search

Search Results

DOWNLOAD RESULT

Confirmation Logged Contact SoS Stakeholder Closed
Number Postcode Date Priority Handler Days Referenceld Date
20001540 1SO UB34NS 23/05/2012 23/05/2012 23/05/2012
20001541| 1SO YO112PR 23/06/2012) 23/05/2012 2310512012
20001516 1SO 16770210 GLC| B277XY CLRD| 30/05/2012| 22/05/2012| HI 6 CRG 30/05/2012
Exit

pyright Xoserve Limited 2011 - All Rights Reserved
|

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5048877. VAT Registr.

Select the relevant CRN you require and the Contact will appear showing the Contact details and the
resolution for the Contact.
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7.3 Advanced Search

Modify Search

On the results returned through Advanced search there is an option to Modify Search or conduct a

New Search.

Ele  Edi
U Favorites

diew Favorites  Tools  Help

| 8 search Resur

e &) Home &) Login ] Wb Sloe

S = ) xoserve -  Project

XC Industry Tnfa « oserve

9 [42] (%] [£ v

fhr B =

Page - Safety - Took - k-

xoserve

act Manage

SEARCH CRITERIA
CONTACT STATUS

CASE EVENT DESCRIPTION

Search Results

Contact

DOWNLOAD RESULT

Confirmation

Code Number

20001540 1SO 9144278407 GLC
20001541| 1SO 9184104510 GLC
20001516 1SO 16770210 GLC

PRIORITY

Logged
Postcode Date
UB34NS | CLRD| 23/05/2012
YO112PR| CLRD| 23/05/2012]
B277XY | CLRD| 30/05/2012

23/05/2012
23/05/2012

22/05/2012

Priority

Close Window

Modify Search

|| New Search

Contact SoS  Stakeholder Closed
Handler Days Referenceld Date
0 CRG 23/05/2012
0 CRG 23/05/2012
6 CRG 30/05/2012
Exit

Lone

S Local it

H125%

& -

Modify Search will take you back to the initial search you have entered. From here the search criteria

can be amended.

© Ele Edt Yew Favortes Toos Help

xoserve

ADVANCED SEARCH

CONTACT FILTERS

Contact Category *
Priority

STATUS FILTERS

Data Amend Service |+

© Topso © psc O an

Contact Code *

150

® case Event Description
© contact status
© an

sos Days

STAKEHOLDER FILTERS

ssc

Mater Point Referance Number

Done.

[cLrD

Al

[ E—

[“setect— ~

—

Date From

Logged By

Postcode

Date To

stakeholder Reference

Confirmation Numbar

[ Search

| Reset |

Exit

|
—

o Wz -
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I 7.3 Advanced Search

New Search

New Search takes you to the original search screen to complete a brand new search with new data.

7~ Advanced Search - Windows Internet Explorer

Fle Edt Yiew Favorkes Jook Help

xoserve
s

ADVANCED SEARCH

CONTACT FILTERS

Cantact Category * setect =) ContactCode® [ —select- 9]

Search | Reset [ Exit |

right Xoserve Limited 2011 - All Rights Reserved
|

Xoserve Limited Registered Office 1-3 Strand, Landon W EH._ Registered in England and Wi

You will need to repeat the selection step demonstrated on page 42. To pick a Contact Category and
the Contact Code you require.
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7.4 File Search

To retrieve information on files you have submitted to Xoserve, click on ‘File Search’.

= home - Windows Internet Explorer

© Fle Edit View Favortes Tools Help

xoserve

Contact Management

Contact Generator Recent Activity Contact Support

Close Window

Data Amend Service Contact Us
Contact Queues

Contacts Explained

File Upload Upload File

_ —

Contact Reference Number Find Advanced Search Eile Search /

Data Cl [ Change Archive

erve Limited 2011 - All R
|
ered in England and

The following screen will appear allowing specific information to be entered for the search.

The screen will detail the information of the last 10 QMP files submitted to Xoserve.

Fle Edt V

Tooks  Help

xoserve

Close Window  #|

FILE sEaRcH
File Name [ | ssc [l - Uploaded By [ |
Dpate From [ | @ pate To [ ] Input Channel [ ~|
File Status. [ accerten [ processing [F REJIECTED
Refine Exit
‘Search Results
Previous  [1-100f94 [w|  Next10
Date Uploaded _File Reference Number _ File Name. Input Channel Uploaded By
2010812012 616 BUSO1 PNO00100.GMP | WEB BUS | BGAS01 PROGESSING
20/08/2012 w17 BUSO1 PNO00100 GMP | EFT BUS | QMP_BATCH JOB | REJEGTED
2410812012 66 BUSO1 PNOB3501 GMP | WEB BUS | BGAS01 AGCERTED
24/08/2012 o7 BUSO1 PNO0DOST GMP | WER BUS | BGASO1 AGCEPTED
2410812012 872 BUS01 PNO93502GMP | WEB BUS | BGASO1 AGCEPTED
24/08/2012 665 BUS01 PNO37511.GMP | WEB BUS | BGASO1 AGCEPTED
2010812012 654 BUS01 PN586021.GMP | WEB BUS | BGAS04 AGCEPTED
16/08/2012 639 BUSO1 PNBB0028 GMP | WER BUS | BGAS01 REJEGTED
16/08/2012 836 BUS01.PNO000S9.GMP | WEB BUS | UATDEO1 PROCESSING
16/08/2012 635 BUS01 PNOB5801 GMP | WEB BUS | BGAS01 AGCERTED

Xoserve Limited. Reg

Done Gi v W i2mw -

o The initial screen will have all File status selected, depending on your search, these can be de-
selected as necessary.
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I 7.4 File Search

ACCEPTED: Means that each record has been through validation checks, however some of these
records may have failed those checks. You will be able to identify these if you open up the file.

PROCESSING: Denotes that the file format checks have passed validation and that the records
within the file are undergoing formatting and completeness checks.

REJECTED: This is a very rare occurrence and due to unforeseen circumstances you will need to
resend a file with a different file name.

0 You will only be able to see the status of the files that have been sent by your organisation.

7 Filo Soarch - Windows Intarnot Explorr

Fle Edt Yew Favortes Tools Help

xoserve
e

FILE SEARCH

Close Window =

File Name [ | ssc [ A ~ uploaded By [ |

Date From [ | & pate To [ | @ Input Channel | A ~|

e status ® acceeren O processivg 0 kesecren |

Refine Exit
Search Results.

Date Uploaded le Reference Number File Name Input Channel Uploaded By
24/08/2012 666 BUS01PN083501 QMP WEB BUS | BGASO1 ACCEPTED
24/08/2012 667 BUS01.PN000987 QMP WEB BUS | BGASO01 ACCEPTED
24/08/2012 672 BUS01PN093502 QMP WEB BUS | BGASO1 ACCEPTED
2410812012 665 BUS01.PN037511.QMP WEB BUS | BGASO1 ACCEPTED
20/08/2012 654 BUS01 PN586021 QMP WEB BUS | BGASO4 ACCEPTED
15/08/2012 635 BUS01 PNOG5801 QMP WEB BUS | BGASO1 ACCEPTED
14/08/2012 626 BUS01.PN444485 QMP WEB BUS | BGASO4 ACCEPTED
14/08/2012 627 BUS01 PNA44486 QMP WEB BUS | BGASO4 ACCEPTED
13/08/2012 515 BUS01.PNBE0019.QMP WEB BUS | BGAS04 ACCEPTED
13/08/2012 614 BUS01 PNB60016 QMP WEB BUS | BGASO4 ACCEPTED

® Copyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales Company No 5046877 VAT Registration No 861 6025 43 -

3 Local ntranet sa - Wizon -

For the criteria selected above in the above screen the results show all files at ‘Accepted’ status. The
following will appear.

A Any files that failed to load when sent via Web Upload will not appear here. An appropriate failure
message will have appeared at the time it was attempted to be sent.
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7.4 File Search

©ople Gl yew Favorkes ool el

xoserve

FILE SEARCH

Filo Name ssc [ ~| uploaded By

Dpate From pate To [ | [ Input Channel [ A ~|

Fila Status B accerten [ erocessive 0 resccren

Refine Exit
Search Results

Date Uploaded _ File Reference Number File Name input Channel Uploaded By  Status
24/08/2012 660 BUS01 PNOB3501.QMP WEB BUS | BGASO1 ACCEPTED
24/08/2012 667 BUS01.PNODOSE7.AMP WEB BUS | BGASO1 ACCEPTED
24/08/2012 672 BUS01 PNOS3502.QMP WEB BUS | BGASO1 ACCEPTED
24/08/2012 665 BUS01.PNO37511.0MP WEB BUS | BGASO1 ACCEPTED
20/08/2012 BUS01.PNSBE021.QMP WEB BUS | BGAS04 ACCEPTED
16/08/26 535 BUS01.PNOB5801 QMP wEB BUS | BGASO1 ACCERTED
1/08/2012 626 BUS01.PN444485 QMP wEB BUS | BGAS04 ACCEPTED
14/08/2012 627 BUS01 PN444486. QMP WEB BUS | BGAS04 ACCEPTED
13/08/2012 615 BUS01 PNBG0019 AMP WEB BUS | BGAS04 ACCERTED
13/08/2012 14 BUS01 PNB60016.QMP WEB BUS | BGAS04 ACCEPTED

ed 2011 - All Ri

ered in England and Wal y ~

Dane % Local intranet -] Wi -

Click on the File Reference Number and the recorded results become available for each CRN in the

/= SearchResull - Windows Internet Explorer
Pl Edt e Favorkes Taok bl
Close Window |
File FILE SEARCH
Reference E Contacts Logged On 2470872012
selected Status ACCEPTED Status Description ACCEPTED Modify Search New Search
search Rasults
By Contact Code [ - By Contact Status Accapted Refected Refine
CRN/Record ID MPRN Invoice Number Contact Code Short Code Logged By Status
9305270610 ACCEPTED
5083721501 ACCEPTED
9305270610 ACCEPTED
REJECTED
This number relates to REJECTED
the row that this record Qiﬁﬁs
features in your file. REJECTED
REJECTED
Exit

rand, London W Y ation No. 8!
Dore 3 Local intranet G- Mmizew -

To determine why records have been rejected, select the CRN / Record ID column. A pop up
message will display to show the reject code and reject reason.
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I 7.4 File Search

xoserve

FILE SEARCH

File Reference Number. 672 Contacts Logged On 24/08/2012
Status ACCEPTED Status Description ACCEPTED Modify Search New Search
By Contact Code All ] By Contact Status. [ accepted P rajacted Refine
Contacs Rejected
CRN/Record ID MPRN I Logged By Status
20004409 9305270610 CNQO0029 - Contact Code not provided BGAS01 ACCEPTED
20004410 5083721501 BGAS01 ACCEPTED
20004411 9305270610 BGASO1 ACCEPTED
3 REJECTED
a REJECTED
5 | REJECTED
8 ok REJECTED
7 REJECTED
8 \ REJECTED
Exit

pyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6026 43
3 Local inuranst - Wiz -

Click Ok and the screen behind comes back into full view.
To complete a search using a specific file name

Step 1 — Enter the File Name

Step 2 — Click Accepted, Processing or Rejected

Step 3 — Click Refine

The results returned are shown as follows....

Close Window  #|

FILE SEARCH

~| File Name [BUSO PNDOMSM ssc (A ~ Uploaded By [ ]
pate From [ I & pate To [ | & Input Channel | ~|
Flie Status ¥ accepten [ processinG [ REIECTED
Refine Exit

Search Results

Download Result

Date Uploaded File Reference Number File Name Input Channel SSC Uploaded By Status
14/05/2012 188 BUS01.PNOD0052.gmp WEB BUS | BGAS03 ACCEPTED

d 2011 - All Rights R

in England and W

Done ane Gax iz -
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7.4 File Search

Select the File Reference Number and the records within the file will appear.

To drill down further, click on a specific Contact.

C Rl Bt

xoserve
—=—rese

FILE SEARCH

ew  Favorkes  Teok  Help

File Reference Number 188 Contacts Logged On 14/05/2012
Status ACCEPTED Status Description ACCEPTED Modify Search New Search

Search Results

By Contact Code (Al ~ By Contact St Refine

[ accepted & Rejected

CRN/Record ID MPRN Invoice Number Contact Code Short Code Logged By Status
20001075 8854931401 DuP BUS BGas03 ACCEPTED
20001078 9220670505 DUP BUS BGas03 ACCEPTED
20001079 15582002 DUP BUS BGas03 ACCEPTED
20001085 2522240903 DUP BUS BGas03 ACCEPTED
20001086 2557035710 DUP BUS BGas03 ACCEPTED
20001087 3388615106 DuUP BUS BGas03 ACCEPTED
20001088 3327947808 bupP BUS BGas03 ACCEPTED
20001089 4238676007 DupP BUS BGas03 ACCEPTED
20001090 49484804 DurP BUS BGas03 ACCEPTED
20001092 8855265709 bupP BUS BGas03 ACCEPTED
Exit

e Limited 2011 - All Rights ed

ve Limited. Registered Office trand, Londen WG2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851

calntranct sa - masm -

The Accepted Contact will appear as follows....

7= SearchViewForm - Windows Internet Explorer,

Bl Bt view Favortes Took Help

xoserve

c=3 Status: My Queues Task
TYPE : DUP ORIGINATOR :  BRITISHO3 GASC EMAIL ADDRESS : BGas03@xoserve com
CRN: 20001075 ssc: BUS TELEPHONE NO :
Classification Of Site UKLDUP Confirmation Number 188978274
Meter Point Reference Number to Retain 9309215600 Meter Point Reference Number to Remove 8854931401

Type of Site Domestic Industrial End User Contract vas No

Contact Explanation
(Please provide supporting information to aid effective resolution of your contact)

Top 50

ok

Done. 3 Local intranct Fa v Wiz -
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I 7.5 Data Clarification Search

To complete a Data Clarification search, click on Data Clarification on the Contact Management home

page.

= home - Windows Internet Explorer

© Fle Edt View Favorites Tooks Help

[BEE]

xoserve

Contact Management

Contact Generator

Dats Amend Senice
B rwoicins sevice

File Upload Upload File

My Tasks Recent Activity Contact Support

Close Window

Contact Us

Contact Queues

Contacts Explained

Contact Reference Number | 1 [ Find
———
Data C c Change Archive

Advanced Search File Search

The following filters will appear to complete the search. Two levels of searching can be performed

here.

/= Data Clarific arch - Windows Infernet Explorer.

Fle Edt View Favortes Took Help

xoserve

Contact Management
DATA CLARIFICATION SEARCH

Contact Ref

CONTACT FILTERS
Contact Code | setect.- ~|

Case Event Description * | ~setect- ~|

STAKEHOLDER FILTERS

Close Window ~ »|

Date From [ Date To (B

s8C [ —select— ~|

Meter Point Reference Number

Post Code

m
4

Reset

Xoserve Limited. Registered Office 1-3 Strand, London Wi

ht Xoserve Limited 2011 - All Rights Reserved

H._Registered in England and Wales Company No_ 5046877 VAT Reg 3 el

This search button is for
the basic search.

Search can be completed via CRN or various Filters . CRN search will bring back the specific record.
Contact Filters will bring back single or multiple results. Stakeholders Filters are available to refine the

search further.
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7.5 Data Clarification Search

Basic Search

Step 1 — Enter your CRN into the Contact Reference Number field

Step 2 — Click Search.

hange Search - Windows Internet Fxplorer

Ede  wew Favertes ool Help

File

xoserve

Contact Managemaent

CONFIGURATION CHANGE SEARCH

Date From

Date To

Contact Reference Number * |20001068]
CONTACT FILTERS

Contact Code | ~select-- =
Case Event Description * | -setect--
STAKEHOLDER FILTERS

ssc [ @
Matar Point Raferanca Numbar

Post Code

E—

[ Exit |

% Local ntranet -

s -

Fle Edt View Favortes Took Help

xoserve

SEARCH CRITERIA

CONTACT STATUS

CASE EVENT DESCRIPTION

Search Results

Download Result

Contact

Code

20001996 I1ISO BUS| ADCF

Done

PRIORTTY

Logged Contact
Date Priority Handler
28/5/2012 HI

Medify Search New Search

Sos

Stakeholder Closed Requested
Days Reference Id Date Date
o BUS 28/5/2012

Exit

Gav Wmizew -

Select the CRN and the Data Clarification form will appear.
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7.5 Data Clarification Search

Filter Search Case event description allows you to search for a

DC outstanding with your organisation or a DC at
ADCT status which is a DC with a Third party

Step 1 — Enter your required information into the Contact Filters section Shipper.

Step 2 — Click Search

o Further search criteria are available in the Stakeholder Filters section

rch - Windows Internet Explorer

© Ele ot

xoserve
e

DATA CLARIFICATION SEARCH

Contact Reference Number * [ ] Search

CONTACT FILTERS

w  Favortes Teok Help

Contact Code | ~setect - ~|

Case Event Description [aocr - Date From [ Date To |
STAKEHOLDER FILTERS

ssc [ ~setect-- ~|

Moter Point Reforonce Number Post Code

[ search ] Reset

[ Exit |

pyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-2 Strand, London WC2N 5EH. Registered in England and Wales. Company No. 6046877 VAT Registration No. 851 60265 43 =)

Done & Localntranst sa - mazsn -

The result will be displayed as follows....

7~ Search Result - Windows Internet Explorer

Bl Edt  wew Favortes ook  Help

xoserve

SEARCH CRITERIA
CONTACT STATUS PRIORTTY

CASE EVENT DESCRIPTION ADCF Medify Search New Search

Search Results

Download Result

Contact Logged Contact SoS Stakeholder Closed  Requested  Response|
Code. Priority Handler Days  Reference Id Date Date Date|

20001996 SO BUS ADCF| 28/52012|  28/5/2012 HI 0 BUS 28/5/2012

20001998 1SO BUS| ADCF| 28/5/2012|  28/5/2012| HI [ BUS 28/5/2012]

20001999 1SO BUS| ADCF| 28/5/2012)  28/5/2012| HI [ BUS 28/5/2012]

Exit

Done . Lacal ntranet sa x| iz -

Select the CRN and the Data Clarification will appear.
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I 7.6 Configuration Change Search

To complete a Configuration Change search, click on Configuration Change on the Contact

Management home page.

/= home - Windows Internet Explorer

© File Edt  View Favarites Tools Help

EEX

xoserve

Contact Management

Contact Generator

Oata Amend service
File Upload Upload File

Recent Activity

Contact Reference Number | [ Find Advanced Search

File Search

Change | Archive

E3 pataci B c

Close Window

Contact Support

Contact Us

Contact Queues

Contacts Explained

{QSystem/Faces contactManagement. jsp

& Local intranet

7 start € o 8 O

The following filters will appear to complete the search.
here.

7 Configuration Change Search - Windows Internet Explorer

le Bt vies

Favor

ook Help

xoserve

Contact Management

CONFIGURATION CHANGE SEARCH

Close Window =/

Two types of searching can be performed

Contact Reference Number * I |

CONTACT FILTERS

This search button is for
the basic search.

yright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London

Registered in England and Wales. Company No. 5046877 VAT Regis

3 Localinranet

£ -

Contact Code | setect.- ~|
Gase Event Description © [ ~select-- | Date From [ O
STAKEHOLDER FILTERS
ssc [ ~select-- ~|
Moter Point Referonce Number Past Gode
[ search ] Reset | [ Exit |

Semn -

Search can be completed via CRN or various Filters . CRN search will bring back the specific record.
Contact Filter will bring back single or multiple results. Stakeholders Filters are available to refine the

search further.
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7.6 Configuration Change Search

Basic Search
Step 1 — Enter your CRN into the Contact Reference Number field

Step 2 — Click Search

Search - Windows Internet Explorer.

© Ele Edt Yew Favortes Tooks Help

xoserve

CONFIGURATION CHANGE SEARCH

Contact Reference Number ~ [z0001068| ]

CONTACT FILTERS

~ontact Code [ ~select-- ~|

nse Event Description * [“select-- < bate From [— [ E——

sTAKEHOLDER FILTERS

ssc [ ~-select-- ~|

Mater Point Reference Number Post Code

[ searen ] Reset | [ Exit |

erve Limited. R 77. VAT Regi
3 Local ntranct Ga v Wizsw -

Windows Internet Explorer.

Fle Edt Yiew Favorkes Jook Help

xoserve

SEARCH CRITERIA

CONTACT STATUS PRIORITY

CASE EVENT DESCRIPTION Modify Search New Search

Search Results

Download R

Contact Logged Contact So8 Stakeholder Closed  Requested  Responsel
Date e

Code Date Priority Handler Days Reference Id Date
20001068 DUP BUS| WPUD| 24/5/2012] 14/5/2012| LO 8 24/5/2012

Date

Exit

e Limited. R

bone % Local ntranet Fa v Wi%w -

Select the CRN and the Configuration Change will appear.
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7.6 Configuration Change Search

Filters Search

Case event description allows you to search for a CC

Step 1 — Enter the required information into the Contact Filters section outstanding with your organisation or a CC at WPUT
status which is a CC with a Third party Shipper.

Step 2 — Click Search

o Further Search Criteria are available in the Stakeholder Filters Section

hange Search - Windows Internet Explorer

Fle Edt View Favortes Took Help

xoserve

CONFIGURATION CHANGE SEARCH

Contact Reference Number * [ Search

CONTACT FILTERS

Contact Code | setect.- ~|
2
Gase Event Description * WPUD. < Date From Date To
STAKEHOLDER FILTERS
s8C [ —-select—- ~|
Moter Point Referonce Number Past Gode

[ search | [ Exit |

pyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London WC2N SEH. Registered in England and Wales. Company No. 6046877 VAT Registration No. 851 6025 43

& Localintranet s - iz -

The result will be displayed as follows....

Windaws Internet Explorer

Fle Edt View Favortes Took Help

xoserve

SEARCH CRITERIA

CONTACT STATUS PRIORTTY

Medify Search New Search

CASE EVENT DESCRIPTION wruD

Search Results

Contact Event Logged Contact Stakeholder Closed Requested
Code Priority Handler Reference Id Date Date
20001068 DUP BUS WPUD| 24/5/2012 14/5/2012| LO 8 241512012
20000742 DUP BUS| WPUD| 14/5/2012 8/5/2012) LO a 10/5/2012
20001233 DUP BUS| WPUD| 17/5/2012 16/5/2012| LO 1 171512012 21812012
zooo1030[ DUP BUS| WPUD| 17/5/2012 14/5/2012| LO 3 17/5/2012
DUP BUS| WPUD| 24/5/2012 211512012 LO 3 24/5/2012
DUP BUS| WPUD| 16/5/2012 18/4/2012| LO 19 16/5/2012

Exit

504 S
Done 83 Locatine G- iz -

Select the CRN and the Configuration Change will appear.
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I 7.7 Archive Search

Archive Search is available to search for any closed Contacts that were raised on the previous system

ConQuest. Click on Archive on the Contact Management home page.

[BEE]

= home - Windows Internet Explorer,

© File Edt View Favorites Tooks Help

Close Window

Recent Activity Contact Support
Contact Us
Contact Queues
Contacts Explained
e Opti

Contact Reference Number | ] [ Find | Advanced Search File Search

Data c Chane—| [ pvce

xoserve

Contact Management

Contact Generator

Data Amend Sevice
B rwoicino semrce

B File Upload Upioad File

A@a |z

The following filters will appear to complete the search....

The Category here is
the old grouping used
in ConQuest

7 Archive Search - Windows Internet Explorer.

Elo Edt vew Favortes Tools  Help
Close Window  #/|

xoserve

ARCHIVE SEARCH

Contact Ref

SONTACTEN TED

contact Category * [Ceeinci =

A search can be completed on a CRN or Contacts Filters. CRN search will bring back the specific

Contact Code ~ [ -select--

[ searcn | Reset Exit

syright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, London Wi

Contact. Contact Filters will bring back single or multiple results.
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I 7.7 Archive Search

Archive Search will allow you to locate a particular ‘closed’ Contact if you know the Contact Reference
Number.

Fle Edt View Favortes Took Help

Close Window ~ »|

xoserve

ARCHIVE SEARCH

Contact Rel

CONTACT FILTERS

Contact Category * | —select— ~|

act Code * [ ~select— ~]

[ search | Reset Exit

®© Co ht Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited Registered Office 1-3 Strand, London Wt H. Registered in England and Wales Company No 5046877 VAT Registral

If a Contact Filter Search is chosen, enter the Contact Category and the following extra filters will
appear to help refine the search.

7~ Archive Search - Wi net Explorer.

File  Edt  Yiew

xoserve

Close Window ~ ~/

Contact Managemaent

ARCHIVE SEARCH

Contact Refarence Number I ]

CONTACT FILTERS

Contact Category * | oPERATIONAL (¥
Contact Code * | -select—- =
STATUS FILTERS

Contact Status O vauw O mvaLm Date From &) bate To L]

STAKEHOLDER FILTERS

ssc |BUS >

Mater Point Referance Number | | Post Coda | |

e

m
2

© Copyright Xoserve Limited 2011 - All Rights Reserved

Xoserve Limited. Registered Office 1-3 Strand, Londen WG H. Registered in England and Wales. Gompany No. 50461

Once the data has been entered, click Search and the results of the Contact will appear.
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I 7.8 Download results

The Download Results facility is available on Advanced Search, File Search, Data Clarification and
Configuration Change.

2 Search Resull - Wi ornot Explorar

Fle Edb View F Tooks  Help

xoserve

Close Window =~

SEARCH CRITERIA

CONTACT STATUS PRIORITY
CASE EVENT DESCRIPTION CLRD Medify Search New Search

Search Results

I DOWNLOAD RESULT I Previous [1-100f 54 (% Next 10

Contact Confirmation Event Logged Contact SoS Stakeholder Closed
Code Number 88 Postcode Date Date Priority Handler Reference Id
20000630 DE723NB 02/05/2012  02/05/2012
20000632| 1SO CF356BN 02/05/2012| 02/05/2012
20000620| 1SO 5¢ BS2320D 02/05/2012| 02/05/2012

20000658 1SO B913LT 02/05/2012) 02/05/2012
2 62 1SO 603343010 B913LT 02/05/2012|  02/05/2012
20000628 ISO 1110808407 EH104EW, 02/05/2012  02/05/2012

20000635| 1ISO CF356BN 02/05/2012  02/05/2012
20000787 ISO BL36QL 08/05/2012| 08/05/2012
20000772| ISO 643256500 Ba11JS 08/05/2012  08/05/2012
20000764 ISO 924881100 TN174DE 08/05/2012) 08/05/2012

@© Gopyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited Registered Office 1-3 Strand, London WC2N 6EH. Registered in England and Wales Company No 5046877 VAT Registration No. 861 6025 43 ~

Done & Localintranet s - Wiz -

This allows the results returned to your search to be downloaded in .CSV format which can then be
opened up in Excel. Select Download Results, the message below will appear.

]

File Download

Do you want to open or zave this file?

j Mame: DatasmendmentSearchResult, csy
£ Type: Microsoft Office Excel Comma Separated Yalues Fil,..

From: xpol0&01.xoseryve.corporg.net

/[ Open ]H Save ]L Cancel .|

l@ “While fileg from the [ntermet can be uzeful, zome files can potentially

harm paur computer. |F pou do nat bust the zource, do nat open ar
zave thiz file. What's the righ?

Select Open and the details will appear in an Excel format and these can then be saved where
requested.
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Section 8

Previously
Submitted
Contacts



I 8.1 Raising a Previously Submitted Contact

If you do not agree with the resolution of your Contact then you have the ability to challenge it.

This feature can be found at the foot of the screen which displays the resolution comments provided
for your Contact.

7 hitp:/ixpol0 601 xoserve,corporg, net: 787 7/QSystemifaces/contactManagement. jsp - Windows Internet Explorer
© Bl Edt Yew Favortes Tods Holp

xoserve

Contact Managemen

Close Window ~

== SO CRN 20000658 Status: GLRD My Queues Task
TYPE: SO ORIGINATOR : BRITISHO1 GASA EMAIL 55 : xoserve QP com
CRN: 20000858 ssc: BUS TELEPHONE NO : 1211112222

Mater Point Referance Number 9199361910

Type of Site Domestic Industrial Type of Service single Multi

Meter Serial Number

CURRENT ADDRESS

Building Number /Name * 1 Is the site Demolished /Refurbished? * ves

No
Principal Strest Name ~ HOMER ROAD 15 New Supply Installed? = ves @ No
L Tor - SOIHULL s From Removed
Postcode B913LT v atus To Live
Sita Contact Name
Site Contact Number
Contact Explanation
Top 50

With reference to your contact, unfortunately | am unable to
process your request for the reason outlined below

Investigation has confirmed the service is live. No amendment
is required to our source systems
Resolution Comments

Exit Challenge Resalution

%3 Local ntranct Ta v Wiesw -

6 You are not able to edit any details on this screen.
o Data Amend Service — The response can be challenged within 12 business days

6 Invoicing Service — The response can be challenged within 7 business days if the Shipper
has withheld.

The response can be challenged within 18 months when the Shipper has
not withheld.
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8.1 Raising a Previously Submitted Contact

If the time period has elapsed beyond the window that you are able to challenge a resolved Contact,
the following message will appear.

Busnisess days for raising a PSC request h

| crose |




I 8.1 Raising a Previously Submitted Contact

If the Contact is within the correct timescales when clicking Challenge Resolution the following screen
will

appear....
Step 1 — Enter your comments

Step 2 — Click Challenge.

o5 Tools Lelp

xoserve

Contact Management

=> RAISE PSC Status. CLRD My Queues Task
TYPE: ISO ORIGINATOR : BRITISHO2 GA EMAIL ADDRESS : BGas02@xoserve.com
CRN : 20003792 ssc: BUS TELEFHONE NO :

View Contact Datails =

comments

1 wish to the contact resp« for the reason......”

The service has been removed, please investigate |

Request by BRITISHO2

Challenge Cancel

® Copyright Xoserve Limited 2011 - All Rights Reserved

|
Xoserve Limited. Registered Office 1-3 Strand, London WG2N 5EH. Registered in England and Wales. Company No. 5046877. VAT Registration No. 851 6025 43

. pore 3 tocel rtranet G- Wmizew -

Your Challenge must not contain detail that was omitted from your original Contact. Please raise a
further Contact if you have additional information.

o You can write up to 2000 characters in the Comments box.

The following message will appear confirming the Contact has been submitted and the new Contact
Reference Number for your request....

TR T e »
T Ve e e e e

e romtee | S Uve i @ o @ oG 5 Sty b e

TS n -k

xoserve

e B0 — T CA e e
b BTN e s B
e Pt @ mbanas b B —— €100 Foood
Ve o - P L] Irvanerariad Py ot Seron e W—— w—
D e
by Mo feene o . Vo
vt Myt W Ly Veu L
et e © A e
Potei w143 Dt
e mmtme ) e -y
ettt —
i 4§ sphmnetine ol B P
Ve na
VR e 8 e TRt bty | e b
P e L L e e
Vo M b € e TTad #ra v b e o r————
B T
b Coeaanente
e S raa g S
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I 8.2 Receiving a Previously Submitted Contact response

Once Xoserve has investigated your challenge, it could have two possible outcomes. Upheld or
Reject.

To view the action Xoserve have completed, find the CRN through search and the response will show
as follows with the relevant Resolution Comments for the PSC.

xpolD 601 . xoser!

6QyH - Windows Internet Explorer
&~ e ot o
© Eilm  Edit  Mew Favorites  Tools  Help

ve.corparg. ek /iy

| i Favorites | 4 i8] Home ] Lagin @] web Sice Gallery = @] xoserve - @ Project XO Industry Infa « Xoserve

[ @ retniiipeiosos morwva cormora.netirerTiRsvatemd . || - =

xoOserve

ISO CRN 20004129 Status| CLRD My Queues Task
TYPE : IS0 ORIGINATOR : BRITISHO2 GA EMATL ADDRESS : BGas02@xoserve.co m
©RN ;20004128 s5C: BUS TELEFHONE NO :

Meter Point Reference Number 612676005

Tvpe of Site Domestic Industrial Tvpe of Service single Multi

Meter Serial Number

REGENGY LODGE

Yes nNo
LINDEN GROVE Yes Mo
WALTOM OR THAMES Live
KT121EY Dead

Site Contact Name

Site Contact Number

Comtact Explanation The service has been remaoved, please Investigate

Top s0

With reference to your contact, unfortunately | am
unable to Process your request for the reason outlined

Resolution Comments The service is showing as live

nt Xoserve Lir - 4 T a

Xoserve Limiled. Registered Ofice 1-3 Strand, Lond, SEH_Registered and w ny No 5046877 VAT Registration No_ 851 025 43

Done -

The previously submitted Contact is subject to Query Management Standards of Service and is
treated as a high priority.
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