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Detailed Design Change Pack
Communication detail
	[bookmark: _Hlk204004886]Comm Reference:
	3509.1 - VO - KG

	Comm Title:
	XRN5994 – Emergency Contact Validation Service

	Comm Date:
	14/09/2026


Change Representation
	Action Required:
	For representation

	Close Out Date:
	28/09/26



Change Detail
	Xoserve reference Number:
	XRN5994

	Change Class:
	Functional Change, New Service

	*ChMC Constituency Impacted
	Shipper
DNO

	Change Owner:
	James Randle
uklink@xoserve.com 

	Background and Context:
	This change requires the CDSP to provide a new Emergency Contacts Validation Service on behalf of the DNs to improve the quality of, and confidence in, the EMR data held on CDSP systems. As part of this change there are two key objectives to be addressed:
· The CDSP to produce an initial dataset report for the ‘Top 250’ SMPs (by AQ) in each LDZ with an AQ above 732,000 kWh prior to the contact validation period. The CDSP will also produce and distribute monthly reports during the contact validation period and two Quarterly reports post the contact validation period.
· CDSP will also facilitate the conducting of a centralised call handling exercise on behalf of the DNs between a 4-month consecutive period to validate the data held on UK Link systems. The outcome of all the calls will be recorded and reported on a monthly basis to the respective DNs and Shippers.
This change is seen as a ’Proof of Concept’ exercise, and should this become an annual request, then it will be raised via a separate change request.




Change Impact Assessment Dashboard
	Functional:
	Reporting

	Non-Functional:
	

	Application:
	SAP BO

	User(s):
	Shippers, Distribution Networks, Call Handling Provider (CHP)

	Other:
	None



	Files

	File
	Parent Record
	Record
	Data Attribute
	Hierarchy or Format Agreed

	N/A
	N/A
	N/A
	N/A
	N/A


Change Design Description
	The Emergency Contact Validation service is a proposed ’Proof of Concept’ service to be undertaken to highlight and validate the accuracy of the contact details held against large Supply Meter Points (SMPs). The service can be broken down into 3 distinct processes: 

1. The Initial Dataset (‘Top 250’) Report
2. The Call Handling Service including Monthly Reports
3. The Quarterly Reports


1. The Initial Dataset Report
The CDSP will produce an initial dataset report for the ‘Top 250’ Supply Meter Points (SMPs), by AQ, in each LDZ, with an AQ above 732,000 kWh. This will be produced, issued and reviewed prior to the commencement of the contact validation period. 

This initial dataset report of the ‘Top 250’ SMPs will be issued to the DN contract managers at the start of the service. Each DN contract manager will receive a report that contains data of the LDZs that is managed by that DN. The report will be an MS Excel file and will be password protected before issuing, using the passwords defined in the Castle Code document. It will be sent to the email address held for each DN contract manager. 


The DNs can then review the report and identify any SMPs that they do not want contacted or validated as part of this service (exclusions). The DNs will then send the report, with the identified SMPs for exclusion, back to the CDSP. The CDSP will remove these SMPs from the dataset, along with further SMPs (starting from the lowest ranking remaining AQ) so that only the Top 200 SMPs by AQ, per LDZ, remain. This ‘Top 200’ report will be the basis of the emergency contact calling lists.

DNs will have 2 weeks to review and return the Initial ‘Top 250’ dataset reports to the CDSP at spa_reports@xoserve.co.uk. After this time, if no report is returned, only the lowest 50 SMPs by AQ will be removed by the CDSP prior to the start of the contact validation period.

Below is what the proposed initial dataset report structure will look like:

	Data Item
	Description
	Proposed Format

	Network Name
	Name of Network
	Text

	Address
	Site Name, Site Address, Site Post Code
	Text

	Shipper Short Code
	3-digit Shipper Identifier
	Text

	Meter Point Reference Number
	Unique Site Identifier
	Numeric

	Network Location Zone Ldz
	2-digit location identifier
	Text

	Manned 24 Hour Ind
	Set to Y if the Site is Manned 24 hours, otherwise [blank]
	Text (Y)

	Count of Contacts Required
	Numbers of Contacts Required to held against the Site, either 1, 2 or 3.
	Numeric

	Contact Number
	Contact Telephone number
	Text (+44 ..)

	Title
	Contact Title
	Text

	First Name
	Contant First Name
	Text

	Surname
	Contact Surname
	Text

	Job Title
	Contact Job Title
	Text

	AQ Roll
	Current Annual Quantity of Site
	Numeric

	AQ Rank
	The AQ rank of the site in respect to all sites in the LDZ. The largest AQ site will be 1, the site with the 250th largest AQ will be 250. 
	Numeric

	Remove from report
	A blank column provided for DNs to mark whether the Site should be removed from the report. 
	Text (Y)



Please note where multiple contacts are held against an SMP, there will be an individual line item for each contact in the report. 



2. The Call Handling Service (including Monthly Progress Reports)

Following the creation and finalisation of the initial dataset report containing the Top 200 SMPs by LDZ by AQ, this data will be sent securely to the Onshore, Call Handling Provider (CHP) so that the Call Handling Service may commence relating to the selected SMPs contacts. The Call Handling Service is anticipated to last for a period of 4 months. 

Call Handling Principles
· Up to 3 calls will be made to each contact where no response has been received in the prior call(s) made to that contact.
· Following the 3rd failed attempt, that contact will be marked as having failed validation.
· There will be a gap of 2 days between each call attempt where there has been no response.
· Where one registered number for an SMP has multiple registered EMR contacts, each EMR contact will either be called and/or confirmed.
· Where a site has multiple EMR contacts but only has one number registered, it is acceptable for that contact to confirm the additional EMR contacts if they are known. If they are unable to confirm, then these contacts will be marked as “Responder Name / Job Title Incorrect (but not Phone Number)”.
· Where there are individual numbers for multiple contacts on a site, then those will be called independently.  
· Using the ‘Top 200’ dataset, calls will be made to EMR contacts proportionally across LDZ. Calls will not be done in order of LDZ or Shipper. 


The Call Handling Script
The CHP will follow the proposed call script when calling the contacts in the ‘Top 200’ dataset, and capture responses in the report provided. See the proposed call script attached:




The flows of the proposed call script will mean that one of eight outcomes will be assigned to each contact. The following outcomes will be applied for each scenario described:


	Call Outcome
	Scenario Description

	Number Invalid
	The phone number provided for the contact is not an active number. 

	No Answer / Three Failed Attempts
	The contact has not answered the phone during an attempted call / After three call attempts, no answer has been received.

	Refused Validation
	The contact has answered the call but refuses to provide any details or confirmation either at the start of the process, or as the process continues.

	Wrong Party Contact
	The contact cannot confirm the address (or other details) of the SMP. 

	Responder Name / Job Title Incorrect
	The contact is not able to confirm that they are the expected contact.

	Unable to Trigger Isolation
	The contact is the correct contact for the SMP but is either not able, or no longer able, to cut off the Gas supply to that SMP.

	Responder Name / Job Title Incorrect (but not Phone number)
	Where multiple contacts exist with the same phone number, where contact 1 has already confirmed their details and ability to cut off the gas supply to the SMP (this outcome would be marked as ‘Contact Confirmed’ for Contact 1) but cannot confirm that Contact 2 can cut off the gas supply (this outcome would be recorded against Contact 2)

	Contact Confirmed
	The contact can confirm they are the person able to cut off the gas supply to that SMP and the held details are correct. 




Monthly Progress Reporting

Throughout the 4-month Call Handling Period, monthly updates on the progress and outcomes of the Call Handling Service will be provided via reporting to DNs and Shippers who have at least one SMP in their respective portfolio.  
Each monthly report will be password protected before issuing and will use the passwords defined in the Castle Code document for both DN and Shipper recipients. The report will be sent to the address held for each DN contract manager and Shipper representative on the 20th of the following month as to minimise impacts on current BAU reporting. For example, where calls were made during May, then the first monthly report would be issued on 20th June.
The reports will be sent from spa_reports@xoserve.co.uk as Excel files.

Below is what the monthly report structure, will look like:


	Data Item
	Description
	Proposed Format

	Network Name
	Name of Network
	Text

	Address
	Site Name, Site Address, Site Post Code
	Text

	Shipper Short Code
	3-digit Shipper Identifier
	Text

	Meter Point Reference Number
	Unique Site Identifier
	Numeric

	Network Location Zone Ldz
	2-digit location identifier
	Text

	Manned 24 Hour Ind
	Set to Y if the Site is Manned 24 hours, otherwise [blank]
	Text (Y)

	Count of Contacts Required
	Numbers of Contacts Required to held against the Site, either 1, 2 or 3.
	Numeric

	Contact Number
	Contact Telephone number
	Text (+44 ..)

	Title
	Contact Title
	Text

	First Name
	Contant First Name
	Text

	Surname
	Contact Surname
	Text

	Job Title
	Contact Job Title
	Text

	Overall Call Status
	Recorded outcome of the 1 to 3 call attempts made to contact
	Text

	Outcome of First Call Attempt
	Status of first call made to contact
	Text

	First Contact Date
	Date First Contact was attempted
	Date

	Outcome of Second Attempt (if app.)
	Status of second call made to contact
	Text

	Second Contact Date
	Date Second Contact was attempted
	Date

	Outcome of Third Attempt (if app.)
	Status of third call made to contact
	Text

	Third Contact Date
	Date Third Contact was attempted
	Date





3. The Quarterly Reports

Post the end of the Call Handling Service Period, the CDSP will produce and distribute two quarterly reports post the contact validation period. The Quarterly reports will only contain the SMPs contained in the ‘Top 200’ report (and hence the SMPs validated by the Call Handling Provider). The first of which will be issued 3 months after the end of the Call Handling Service Period, and the second will be issue 3 months after the first Quarterly Report. Each Quarterly report will be issued on the 10th of the respective month, to both DNs and Shippers who have at least one supply point meter present in the dataset and only for the SMPs in their portfolio.

Below is what the proposed Quarterly Report structure will look like:

	Data Item
	Description
	Proposed Format

	Network Name
	Name of Network
	Text

	Address
	Site Name, Site Address, Site Post Code
	Text

	Shipper Short Code
	3-digit Shipper Identifier
	Text

	Meter Point Reference Number
	Unique Site Identifier
	Numeric

	Network Location Zone Ldz
	2-digit location identifier
	Text

	Manned 24 Hour Ind
	Set to Y if the Site is Manned 24 hours, otherwise [blank]
	Text (Y)

	Count of Contacts Required
	Numbers of Contacts Required to held against the Site, either 1, 2 or 3.
	Numeric

	Contact Number
	Contact Telephone number
	Text (+44 ..)

	Title
	Contact Title
	Text

	First Name
	Contant First Name
	Text

	Surname
	Contact Surname
	Text

	Job Title
	Contact Job Title
	Text

	AQ Roll
	Current Annual Quantity of Site
	Numeric

	Contact Data Updated?
	Identifier to signal if the SMP has had its contact details updated since the start of the Emergency Contact Validation Service.
	Text (Y/N)

	EMR Effective Date
	Date of when the EMR details were last updated for that SMP
	Date (DD/MM/YYYY)

	Change of Shipper (For Network reports)
	Identifier to signal if the SMP has changed Shipper ownership since the start of the Emergency Contact Validation Service.
	Text (Y/N)



Each report will be password protected before issuing and will use the passwords defined in the Castle Code document for both DN and Shipper recipients. It will be sent to the email address held for each DN contract manager and Shipper representative. The report will be sent from spa_reports@xoserve.co.uk. The Emergency Contact Validation Service ‘Proof of Concept’ will end after the delivery of the second, and final, Quarterly report.


The CDSP will not be responsible for updating contact details as part of this service, the reporting will act as ‘For-Information only’ for the DNs and Shippers receiving the service.

Assumptions made as part of this ‘Proof of Concept’ service:
· IGTs and their SMPs and not in scope of this proposed service.
· The reports will contain only live SMPs i.e. not having a status of Dead or Extinct.
· The dataset will not contain NTS sites.
· Independent LDZs, such as Scottish Independent zones, will not be included as part of the dataset.
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Make the call


Is the number 
valid?


Yes


Is there an 
Answer?


Update the Data 
Capturing Form with 


“Number Invalid” and 
the date of the 
attempted call.


Yes No Answer


No comment / 
Refusal


Update the Data Capturing 
Form with “No Answer” and the 


date of the attempted call. 
Attempt another call at later 


date if this was the first or 
second call attempt. End of 


Process. If 3rd time then “Three 


Failed Attempts”


Update the Data 
Capturing Form with 
“Refused Validation” 


and the date of the 
call. End of Process.


“Good Morning/Afternoon, my name is __________, and I am calling 
on behalf of [Network Name]. Please be advised that calls may be 
recorded for audit purposes.


We are carrying out an exercise to test emergency procedures in the 
event of a gas supply emergency in your area. As part of this, 
[Network Name] requires us to confirm emergency contact details in 
the event of a Gas Supply emergency. Please note that this is an 
exercise and the actual gas supply will not be affected.


From the details that we hold can you please confirm that I am 
speaking to [relevant EC name] and can you also confirm the name/
address of the organisation you work on behalf of?”


Can they 
confirm?


“Ok, thank you for 
helping us today and 


please remember this is 
only an exercise and you 
do not need to take any 


action.”


No Yes


“Can you confirm that in the event of 
a gas emergency, you are the person, 


or one of the persons, that we can 
speak to, to turn off your gas supply, 
or start the process if required? Or 


contact the person that is able to?”


Update the Data 
Capturing Form with 
“Unable to trigger 


isolation” and the date of 


the call. End of Process.


No


No comment / 
Refusal


Update the Data 
Capturing Form with 
“Refused Validation” 


and the date of the 
call. End of Process.


Yes


Update the Data 
Capturing Form with 


“Contact Confirmed” and 
the date of the call, and 


continue process


Update the Data 
Capturing Form with 
“Responder Name / 


Job Title Incorrect” and 
the date of the call. 


End of Process.


Can they 
confirm?


Are there any further contacts recorded for 


the same site with the same number?


“Ok, thank you for helping us today and please 
remember this is only an exercise and you do 
not need to take any action.”


End


End End


End


End
Yes


No


“Ok, thank you for 
helping us today and 


please remember this is 
only an exercise and you 
do not need to take any 


action.”


End


“On our records, we can see there are 
additional Emergency contacts who are able 
to cut off the gas supply to your site, (or can 
contact the person) are you able to confirm 


their details for me?”


Can they 
confirm?


No


“Ok, thank you for 
helping us today and 


please remember this is 
only an exercise and you 
do not need to take any 


action.”


End


Yes


“Please can you confirm 
that we can also reach 
[Title] [First Name] 
[Surname]  (and Job Title) 
on this number in the 
event of a gas 
emergency?


Can they 
confirm?


No


Update the Data Capturing 
Form for extra contact(s) with 


“Responder name/job title 
incorrect (but not phone 


number)” and the date of the 


call. 


Yes


Update the Data Capturing 
Form for extra contact(s) with 
“Contact Confirmed” and the 


date of the call. 


“Ok, thank you for helping us today and 
please remember this is only an exercise 
and you do not need to take any action.”


End


More contacts 
on same 
number?


No


Yes


Is it the wrong 
address?


More contacts 
on same 
number?


Yes


Refuse


No


No


Yes


Update the Data 
Capturing Form with 


“Wrong Party Contact” 
and the date of the 
call. End of Process.


“Ok, thank you for 
helping us today and 


please remember this is 
only an exercise and you 
do not need to take any 


action.”


End


No
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