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Key Findings
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Improvements In
Progress

SGEfGNEGEOC:IiGENi[N:CiOoGWrNWOgiGYOYMN:YEN:Ci
GYgjfOYMNpGN:WOMYN[jfNcfO[fOIOGgNpPOiINNr[jfNYGGI
[fM:YOgGENINfGGNpP[fVgN[cgNOYN jYGN:YEN jWrNeeeeN
gcGCO,C:WWrN[YN[jfN [EGN :Y:MGfN:YEN YejOfrN-GfoC
GYQgjfGNINGgGNgGfoOCGgNXGGiIiNINGNYGGEgN[LNI[jfNj¢
WGOoOGWN[LNgGfoOCGNc[ggOBWG?

jTOYMNINGNp[fVgN[cg«Nc:fiOCOc:YigNEOgCjggGENGgifC
OXcf[oGXGYi«N:YENIiNGOfNoOgO[YNL[fNINGNLjijfGaN N
cfO[fOIOgOYMNgGfoOCGNL[jYE:iO[Y:WN:gcGCigNBG L[
NOMNWOMNIGENINGN [EGN :Y:MGfNgGfoOCGN:gN: NVGrN
OXcf[oOYM2aN YNC[Ylf gi«Nc:fiOCOc: YlngGfGNW fMGWIEN :’
LiYCIO[YOYMNI[LNiIiNGN YejOfrN-GfoOCGg?2N ke

.OYCGRNiNGRp[fVgN[cg«NpGEoGRC[WW:BIf: |GENpO|NNngpOCGch DEGfgRi[RX:

GYN: YCGXGYlg«NOYL[fXGENBrN EEOIO[Y WNLGGEB: CVNLf[XN[JfN j WNgjf‘eGrm,’
NGNL[WW[pOYl\/lNgGCIO[YN[jIWOYGgNINGNOYOIO |OoGgNJYEGfp f[ggNC[fGN-
W QRN

SN R ¢

| ~ % iy 5 A A L% b -~
oy L3 A o R X 3


https://www.retailenergycode.co.uk/

© recco Your Voices Heard: Insights from our REC Services Annual Satisfaction Survey

REC Code Manager Service
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REC Code Manager Service

1. Stakeholder Engagement

You said... We are...

/[INO:WJGNINGNGE[figN[LNINGN!cGf:iQ[YJWN | 1 Dhdding more resources to the OAM team.
Managers (OAMSs) but expressed concern that the

current resources are spread thin across REC Parties.
5GNpOWWNGYgjfGNiN:iNfGg[jfCGgNMf[pNi[Nlgjcc[fiN,
A GiNX[fGN[LNINGXN%! g¥%«NiNGrN:fGN:Nf&l:WN:ggQiTiNN|yGfod N NMNCWWKBGIN[LNOYiGf:CiO[YgNpPOIiINN!
MI[ENTGW:iO[YgNOCcCNpOiINNXrN! «NiNGrN:fGNoGlfrN:ccf[:CN:BWGN:YEN

~

Wp:rgNiNGFGNIi[NNGWcNXGNpNGYN NYGGENg[XIGNgjcelfiaC
/£ [fGRCf[:CiO0GRNC[Yi:CiNL[fRNX:5GfgRiN:iROlXc:EiRj |-/ YG E B BN TINGNGEOCOGCYCTNILNINGN, - N-GT
jfN, N! NX:Y:MGgNi[[NX:YrN-jccWOGfgNOYWNXr P'N:YENg[N

OgNi[[NINOYWrNgifGICNGE?23C

You want to see improvements in the speed and

quality of Service Desk responses and escalations. ccf[cfO:iGN- RNL:giGfa

A-cGGEN[LNfGgc[YgGN:YENfGg[WjiO[YNANp®GEO ; A\ Y XBGfN[LN
iNOYMgNiIiNOgNrG:fNiN:iNN:oGNi: VGYN:NW[YMNiPXG 5 Feavig RecgdanvacpsrN weekly updates.
'YENG:CNNiOXGNiIiNGNEGW:rNN:gNX:EGNiNOJY M ¢ PL[FTNINGN-jccWOGTfaC

S5GEWWNBGNIifO:WWOYMNO:fO[jgNOXcf[oGXE@YigNi[NiN
'Y:MGfNBjWWGiIiOY2N,GCGYiWr«NiNGNBjWWEBiOYNN:gl
fG:EGfgNI[NG:gOWIrN:CCGggNOYL[fX:iO[YNfGWGo:YiNi
GYGIfMrNX:fvGiaN

You want clearer communications tailored to your
business interests.
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REC Code Manager Service

2. Change & Release Management

You said... We are...

|dentifying suitable stakeholder engagement

You want additional opportunities to contribute to the e
opportunities.

development of REC Change Proposals.

N N _ o o YNeeee« NpGNOYIf[EJ]CGENINGN, N ggjGN f[jlc Nt SeNFNESGOW0i:iGN
A£.NGN N:YMGN)f[CGggNYGGEgNI[N,YEN:Np:dN[L|NN: fd@ﬁp&fﬂﬂ@@d@ﬁ@gfmq\wgl\l[vm fO[jgNOggjGg2N.NOgNN:gNfGCGOOoGEN
GqcGfiOgGNI[NEGOoGW[cNNOMNNej:WOirNg[WjiO[lYgNp@8iNlid NfGITDCRYMEBECENRNLF[XNgi: VGN[WEGfgaN jffGYiWr«NpGEfGN
i[NINGN[WENcf[CGggGgN[LNGYEWGggNXGGi®YM|gN: YcE[M/w[/f\BCPfYM)WWmJ@W[%GWrNpOuNNuNGN [EGN|:Y:MGfNi[NC[YgOEGfNN][p
PGNC:YNGo[WoGNiNOgNMIf[jcNLjfiNG f®

The REC Change Process is too slow and lacks the
necessary SME support to develop robust solutions.

Introducing a new Change Process following an end-

e ¢N[LNfGgc[YEGYigRp:YiNBGSGINGeoCGYCINOY NiNGPN: PRE R cgogan
7[jNg:OE-N/A jgiNX:VGNiINGNcf[CGggNgWOCMVGfaN5GEfGNMGSOYMNI[NiNGNc[OYiN N N
PNGfGNINGfGEgN:NNjMGNB:CVW[M«NXG:YOYMN [ X 6 NFGEXIMIN§CWEEPGENINGN, N N:YMGN)f[CC

POWWRgOiIRINGIGRL[fNrG:fg«NpNOCNRNpGRNpEfcRgjce[¥8HERIGIEERNMVYEONM&®IIGCININ:iINpGFGNNQYE(
p:rNLf[XNpOiNNiNGN, 2C IINEGWOOGINCN: YMGNGE€OCOGYiWraN YNeesf o'«

i[NOYoGgiNOYNINGNCN:YMGNiG:X2N.NGN [E|GN
iN:iNINGFTGNOgNINGNYGCGgg:frNXGYi[fOYM4Nif:
gN:fOYMNBGipGGYN- gN:YEN N:YMGN Y:Wrgig?

NGNYGpNcf[CGggNGYgjfGgNiN:iN:Ncf[BWGX|NOg
iN:iNiNGN [EGN :Y:MGfNC:YNOEGYiOLrNiNGNGq
Ef:pYNLf[XNpOiINOYN[fNLf[XNpOEGfNOYEjgiff2

2
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REC Code Manager Service

3. Technology Enablement

You said... We are...

Continuing with our User Experience (UX) project.
The REC Digital Services need further improvement.

SGEWWNC[WW B[f:iGNpOiNNgi:VGN[WEGfgNi|[NOXcf[oG
" -Gf /6 QYN---‘- *’aN5GNpOWWNL[CjgN[YNGYN:Y

-“(;Np:NYiN RUTR - GE ~~ . & . ~_|~ d/\ﬂﬁ% cf %Dgglﬁ/:\llO[;{N Cfl[ggNiNGN, Y[fi:WN:Y
c[fi:WRc:fioCjW:fWrNOYijoiooGNi[NjgGaRN iR C[ ]

L[fX:i«NW[[VN:YENLGGWNOgYEiINMfG:iaN iN: 'iN NC:YEiNgGGN
N N i ig N N N : _(éongBngt[lgf\uWe[:_fgﬁEC Digital Services.

NSRWNEFEN VRGN WNINRN/9GIN qcGfOGYCENCcfUGCIT

c: MEREMNIGENNWIRNRCWNCN: WWGYMGgN:C{[ggNiNGN
-GfoOCG2N. NGfGL[fG«NpGEoGNGgl BWOgNGEN:N [EGNR

jgGf¢e LTOGYEWTrNi[[WaC
cf[UGCiN:YEN: N-| VGN[WEGfN EoOg[er f[]C |[ch[oOE

£ VGgR:NW[YMRNIiOXGRi[NY:ooM:iGgaN :YVY[ifjgGlNiN&RENi 5.9 ERHEY Hd MKﬁNngoOCGN[MO[YgNB gGEN[YR
iN:WWaR iEgR:NXrgiGfrNi[NXGaC GgcGfOGYCGQgN: Y NWG:fYOYMgNI[NE:iG?2

Implementing a programme of continous

: . . improvement for ERIN.
The introduction of ERIN has made navigating the REC

easier, but it should continue to be developed. , . . . L
S5GEfGNCW:YYOYMNLJIijJFGNGYN:YCGXGYigNi[

.<:Zz
O =
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REC Code Manager Service

4. Performance Assurance

We are...

You said...

/[JNp:YINBGSGINC[XX]YOC:IO[YN:YENJ[NN: | f GiNproving the standard and frequency of our
say in the direction and decisions of the Performance communications.

Assurance Framework.
£ [fGNfGMjW:fNC[Yi:Ci«NUjgiNi[Ni[jCNNB:gG|Nf:ilNGfdIfN YW WEERNOXcf[oOYMRNINGN, N-GfoOCG
C[YI:CIOYMNjgNpNGYNg[XGINOYMNN:gYEiINM[YGN f@NNiISN NIfGIN lgiGi¢ NG FIOEGNBGSGFN)GFL[fX:YC
C[Yi:CiINp[JWENCcCfGOoGYiNjgNLf[XNE[OYMNIiINOJYMgN ONOCWIBEECYWREOFGCINXGGIiOYMgNBGipGGYN,

pPOINNiINGN, N)[fi:w2a
You want improved guidance and training.
Refocussing the quarterly Performance Assurance

EIYEGfgi:YEOYMRNfGejOfGXGYigNL[fNEO€eGfdYiNC]! ) GYFPRVPERAERBRAer interests and concerns.
NGWcLjWaN EXNY[pNiNf[pYNOYNINGNc[iNpOiINNGoGtIlYGNGWgG«N:YENY]IiN
GoGfriNOYMN:ccWOGgNIi[NXGaC 5GEWWN:Wg[NBGNGYN:YCOYMNI[jfNMjOE:YCQNX:
EOfGCIiWrNpOiINNgi:VGN[WEGfgNiINf[[MNNiNG \

You want to see improvement to the theft Performance ) NYGpgWGSGIN:YENCNGCV,O0Yg®

Assurance processes. 5 S N N
-GSOYMNjcR:YN YEjgifrNp[fVOYMRNMT[jENi[

Metering Operations improvements.

You want REC Performance Assurance to help improve

the quality of data under the REC. _ . . : :
Undertaking data cleanse activity with REC Parties using

You want the Performance Assurance team to consider
Suppliers’ concerns when producing the Supplier Annual
rating.

'YNGEOCOGYiNgcfoYiNcf[CGggN:YERNE|ofcEING
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Electricity Enquiry Services
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Electricity Enquiry Services

You said... We are...

Annual consumption data from the EES would be a Providing annual consumption data as part of the Market-
BGYG,CO:WN:EEOiO[Y2aN 50EGN :WL¢ [[fWIN-GSWGXGYiNcf[Mf:XKG?2

[iINNjgGfgN[LNiNGN[YWOYGNCc[fi:WN:YENIiNGN) NpOWW
Having the ability to search using the UPRN would be data.
BGYG,CO:W?a _ _ o
Progressing a REC Change Proposal which will include the
UPRN into the EES.

Y CVMIT[jYEN
[YIOY]OYMNI[NjcE:iGNiNGN -NgcGCO,L:iO[YNIi[N
BGSGINMjOE:YCGN:YENgjcc[fi®

You would like Import and Export MPANS to be linked YNoGfgO[YNe2Za"N[LNINGN -NpGEoGNOYIf[EJEGEN:YNC
in the same way that Primary and Secondary MPANs Gg:XcWGgNL[fNG:CNN ) N,GWE?2
are.

Encouraging industry to use the MPAN association section
Resolve the latency issues that are being experienced in the EES Portal.

with the API.

.NGNLjYCiO[Y:WOirNp:gNOXcWGXGYIiGENi[NWOYVNOXc
OYN jYGNeeee2N/gGfgNC:YNY[pNOOGpPN:YNE ) [N gg[CO:i
iNGN -N)[fi:W«N:YENINGNCI[ffGgc[YEOYMNE:ilNOiGXgN
iNGN ) 2N YEjgifrNOgNGqcGCIiGENIiI[Nc[cjW:iGNiIiNGgGNE
XOMf:iO[YNiIi[N -NBGMOYg?2

Continuing to improve the APIs ability to handle large data
requests.

5GEoGN:CNOGOGEN:N""¢NEGCfG:gGNOYNiINGN:0Gf:MGN
November 2023.
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Gas Enquiry Services

You said... We are...

You want improved response rates on your updates. Replatiorming the GES Service.

/E-i:BOWOIirN [LN gGfoOCGRN N:gN OXcfloGERN|BjiN wW: ?&WCW?NQW@OB%VW@QQWOYMNPO'NNG[QGfOGN YE

c:fiOCjW:fWrNEjfOYMNYOMNiWrNE:i:NjcE:iGdaC CWIIL[fXNINGN -«NX:VOYMNOINX[fGNf[BjgiN:YE
CW:iL[fXNPOWWNEGWOOGINOXcf[oGENfGgc[YgG

' YENfGgOWOGYCG?

You want improved access via the Portal, in particular

for TPIs. Actively seeking to address latency issues.

W([pN.) N:CCGggNoO:Nc[fi:WN:gNpGWWN|JgNqO: N5)G NABR[G Y N EY B R XNEW[GBWYWGONIGY: YCGNGE[flg«
~pGNf
cCW:IiL[fXNINGNCjffGYiN -NgGfoOCG?

You wanted the GES to deliver more data via the API. Planning to engage directly with service users to

understand emerging needs.

£ .NGN -NgrgiGXNYGGEgNI[NEGWOOGfNX[fGNE:{:NGghkQgp®WwWWIbNOG M sGRYL K NIiNGNGo[WjiO[YN[L

OiINN:gNBGGYNcf[oGYNpOINOYN[jfNBjgOYGg|gNi

LICigN[LN[jJfNGYM:MGXGYigNOYNees'.o’2

NY[iRN:jiN[fOJGE-GWOMOBWGNi| :cGggumchcu[@.xwg@No[wjxegN YENX:VOYMRNcf[MfGdgN][

GNWEEMERGRENEG NP RIEWNEOgCjggO[YgRNpdiNK
:CejOgOiO[YNINGNBGSGININGNGQqcGfOGYCGNL[{NiN BREGtd [ XERE jijfGNE:i:NYGGEgN:YENpOWWNIGY gy
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YGFMIN.NGLiIN.OC¢!€EN-GfoOCGN1L .. 1-0
.NGN ..!-N* YGfMIrN.NGLiN.OCcC¢!€N-Gf QgN
:EXOYOginGENBrrN foxlcagi[gcefg«Np% Tﬁﬁf?ﬁ?«m

i YEGfNIiNGNcjBWOC¢{L:COYMN-i:rN YGfMrN-:LGNBf:YE2N
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p:TGYGQggN[LNINGNiOc¢[€ENgGfoOCG [ LGir«N
YEN[€GFNMJjOE:YCGN:YENOYL[fX:iO XZ[fﬁ
fGM:fEOYMNGYGfMrNiNGLINOggjGg?® gNg GfoOCGN

L:COWOi:iGgN: Y[YrX[JngGc[flOYMN[LNGYGGf FRRGEERS IGNﬁl:lgN\(/BGNEYN(iS[fNI\/IIC:riNGI|§I|iGN|_(?NOf
OYCOEGYigN+ "«N+"NE:rgR:NrG:fRo0:NicYWEENEY g PR

Z+«NpOiINNZNBGOYMNGQqi
[YWOYGNCN YYGWgaN fOXGgl[cchgNC[Yoﬁj‘ggNgU NENz *NBGOYMNGQifGXGWr

|Oc¢[€gNOY|[Nch[f|gN YENEOglfOleGgNllﬂ@I\NQ&I@ Z'NfGgc[YgGg«NpOiNNiNG

GYGfMrNgjccWOGfgN:YENYGip[fVNc: flOGgRH'_\'EfJIQ’f_ng jf\NDYMN'N iININGNgGfoOCGN

action. O);(c(;‘[oG INGNc:giNZ«NX[YiINgN[fNgi:
g:XG?

JcNjYIiOWNe+ZgiN :fCNNeee'«N fOXGgi[ccGfgNN:gN
BGGYNfGgc[YgOBWGNL[fN[oGfgGGO NNiNBIg%GiOYMN
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-:LGNBf:YE2N,GCGYiWr«N, [NC[YEjCIiGEN[MfGgc[YEGYigNf:iGENINGOfN:BOWOIrNil
C[XCG|O|OOGch[CJfGXGYlch[CGggN|[NEOIﬂ‘GSCN|QNLNX iO[YNcf[oOEGENOO:NiNGNgGf
cc[OYiN:NX:fVGIOYMN:MGYCrNgi: ﬂOYMNz[gNmLNZ'
cfOW«Neeoea, [N:OXgNi[NWG0oGf:MGNiNGN
:CC[XCWOgNXGYigN[LN . J-N:YENiINGN-i:rN YGfMrN
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YGfFMrN.NGLiIiN.Oc¢ '!'€N-GfoOCGN?1?! .. 1-0

We are...

Running a 12-month pilot programme to improve
collaboration with internal and external stakeholders.

You would like information on how the ETTOS can help
industry parties to address suspected energy thetft.

/E)I[0OEGNOYL[N[YRN[pNiNGR ..1-RgGfoOoCERNCIYRNEWIROXBEGFNrRcsNoGdN:YEN fOXGgi[ccGfg§OYOiO:iG
i[NEGZWNpOiNNgngGCiGENiNGLiQa Zo¢ X[YINNCOWI[INCT[Mf:XXGNpPNOCNNOYIf[EJEGEN:N Gi
YM:MGXGYiN :Y:MGfaN.NOgNf[WGN:OXgNi[N[f:0gGN:p:
YGfMrN-:LGNXGgg:MGg«Ni[NEGIiGIFNGYGIfMrMiNGLiN:Y

You would like more training and engagement to ensure IN[gGRNpPOINNOYL[fX:iO[YNi[Nc:ggN[YRpN:iNiNGrNVYI[p:

a more comprehensive approach.

Actively exploring further opportunities for training

- - - | ) | N | t
7[iN p:YiR X[fGN GEGCiIO0GN X[YOI[fOYMRN LK i j A9 gngggemen
that ETTOS campaigns are having.

~

fOXGgi[ccGfgNCcf[OOEGNIGMjW:fNif:OYOYMNL[fNINGOf
PN[Ncf[CGggNiOc¢[€EgNI[NGYgjfGNiINGrNc[gglEggNOYE]
NGrNC:YN:Wg[NNGWcN-jccWOGfgNif:OYNINGOfNC[Yi:
LNr[jN:fGNOYiGfGQ[iGE N W Gl iGtidduced

YGfMrN.NGLiN [fjiXgNW:giNrG:fNi[NjcE:iGNOJYEjgifrN:Y
VGrNi[cOCgNfGW:iOYMNI[N[jfN YGIMIrN.NGLiN,GEjCiO]

We’'re collaborating with the Code Manager to
analyse investigation and reporting processes for tip-

[€9°
.NOgNOYCWJEGgNiINGNYjXBGfNC[Y,fXGEN:gNOYgi:YCC(
N N:YMGN)f[c[g:WNpOWWNBGNgjBXOSGENIi[NCW:fOLTr
, N):fiOGgNi[NOYoGgiOM:iGN:YENfGc[fiN[YNINGgGNiC

GEGCIO0oGNX[YOI[fOYMNOYNiINGNLjijfGa
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GiGFOYMN gN N-GfoOCGN?! - -o

.NGN GinOYMN-GfoOCGNC[YEjCigNVA\J\[’ﬁéL%N LEOigN
[ILNXGIiGfFOYMN):fiOGgNi[NC[YgOQgiG |[fN
"YENjcN[WENC[XcWO:YCGNpOiNNiNGN [Yg[WOE:iGEN
GiGfFOYMN [EGN[LN)f:CiOCGN? | [)OaN
.NOgNGYC[Xc:ggGgN:JEOIOYMN :gN N6 6/10
ejOCXGYIN Y MGng YEN GiGfN Ygi:W Gf(ggN:[YEGYlngGfGN gVGENI[Nf:iGNIiNGOfE
1 :gN gN YEN g°«N WGCifOCOirN g«N g:i0gL:CiO[YNpOiINN GiGfOYMN gN KN-GfoOsiss =
ji[X:iIGEN GiGfN,G:EOYMN- GfOOCGNCf[OOéld\lf@fé%psoelg%NN%ﬁﬂé%gfv?uﬁgg’vél\';aﬁgg
. YEN-X:fiN GiGfOYMN-GfoOCGN)f[cOEGfgNjE oOCG«NpGNfGC[MYOgGNlN RINGIGNO

GYQgjfGN:ENGfGYCGNI[NfGMjW:i[frNgi:YE:f ch[oGXGYlaN NOgNpOWWRBGRN:NVGrRcf
OYNQQ.‘.

e 10%
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GiGFOYMN gN N-GfoOCGN?t - -o

You said... We are...

Completing a review of CoMCop under REC Change
Proposal R0152.

You want a streamlined audit questionnaire, eliminating
redundant and duplicate questions.

E£-OXcWOLIrN:YENgN[fiGYNINGRN:jEOiNejGgi[Y Y] OfGNTWN T §d PGS G236 pNgRNY CWJEGGNTGCIO
fGWGOo:YiNi[NiINGN:CiOo0OiOGgNcGfL[fXGENBFNINGN & ¥WERPB&GO yAMMNERD FAERE: 1O[Y«N:YENGYN:YCOYM
:XBOMj[jgN[BWOM:iO[Yg2N.NOgN[YM[OYMNfGoO
E£-Gec:f:iGNM:gN:YENGWGCIifOCN[BWOM:iO[Y@Ni[NX:\dROWMES W NBrWENJBREWGTIN
gGc:f:iGNOYgi:WWGINLf[XNX:0YiGY:YCGaC
Working with the metering auditor to streamline the
audit process.

7[iNp:YINgjEOCOGYiN:Eo:YCGENY[IiOQGNLI[fN:|™Jiga

/£ EGej:iGNY[iOCGN[LNIiNGN:jEOigN:YENMGYOYMNI

$§N@§h\§’ NN ERANEGGINLIININGNG]BgG

BGipGGYN :jEOigaN gGGXgNiNGfGN:fGNOYC[lVgdgiG VPREY 3 NYREEBRBGRITGNINGNgCNGEJWEE Ny

JEOIiIgC

W
fOIrN[YNc[iGYiIiO:WWrN
ONOgNcW:YYGENL[fN
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Next Steps

5GN:fGNC[XXOSGENiI[NVGGcOYMNgi:VGN[WEGfgN
OYL[fXGEN:B[jiN[jfNcf[MfGggNOYN:CNOGoOYMN
[ifNgif:iGMOCNCfO[fOirN[LNE GWOoGfOYMN-GfoOCGN
qCGWWGYCGEN:YEN[jfNC[YiOY|j[jgNOXcf[oGXGYiN
G=€[f|gN Cf[ggN[JngGfoOCGgNL[fN---‘-- a
-i:fiIOYMNLF[XN jWrNeee'« NpGNpOWWRNCf[oOEGN
fGMjW:fNjcE:iGgNiNf[JMNN[jfNYGpNej:fiGfWrN
fGc[fiOYMNCrCcwG?

~

-i:rNjcE: |GENBrNgJBngOBOYMN|[N[ FNX[YiINWTR

YGpgWGSGf«NE YQOEGN, [«EN[fNBrNL[WW[pOYMNiINGK
pGGVWrN [EGN :Y:MGfN jWwGiOYa @recco
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