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1. NGN Accuracy Review Scheme

Paragraph 3 of Standard Special Condition D10 of the GT licence provides that the licensee shall
from time to time submit to the Authority, for its agreement an Accuracy Review Scheme. The
scheme is operated as follows:

A refund, where applicable, will be paid to customers where quotation amounts are agreed by
Northern Gas Networks Limited, or judged by an independent expert, to be inaccurate. Northern
Gas Networks Limited will only be liable for an accuracy claim where the original quotation is
inaccurate.

“Accurate” is defined for quotations as:

e Standard Quote =<275kWh per hour — the correct amount as specified in
Northern Gas Networks Limited connection charging statement issued in
accordance with standard condition 4B of its Licence.

e Non-Standard Quote =<275kWh per hour — within 5% or £150 (whichever is
greater) of the correct amount as calculated in accordance with Northern Gas
Networks Limited connection charging statement issued in accordance with
standard condition 4B of its Licence.

e Non-Standard Quote >275kWh per hour — within 5% or £300 (whichever is
greater) of the correct amount as calculated in accordance with Northern Gas
Networks Limited connection charging statement issued in accordance with
standard condition 4B of its Licence.

e  Connections activity not covered by the statutory instrument or standard special
condition D10 - within 5% or £300 (whichever is greater) of the correct amount
as calculated in accordance with Northern Gas Networks Limited connection
charging statement issued in accordance with standard condition 4B of its
Licence.

Successful claims will result in a reissued quotation to all parties who requested a quotation for the
same site where that quotation is identified as also being inaccurate. A re-quotation issued as a
result of a successful accuracy challenge will be defined as having a request received at the same
time as the original request that resulted in the inaccurate quotation.

In addition to the refund due under the accuracy scheme in accordance with Table 1 below, a
standards of service compensation payment may also be due in line with Table 2 below — these
will be based on the reissued new quotation contract sum not on the original inaccurate quotation.
The compensation cap for the issue of a quotation will apply to the sum of any compensation
payments made, against the original quotation and the re-quotation.
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Table 2 — Standards of Service Table of Payments
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2. Submission of Accuracy Claims

The procedure for the submission of a claim is as follows:

e These rules do not preclude the customer from accepting a quotation that is
subject to an accuracy challenge.

e Aclaim must be received in writing by Northern Gas Networks Limited within 60
days of the date of issue of the quotation or, if it is accepted, within 10 days of
the date of acceptance, with a statement of the reasons why the quotation is
thought to be excessive and an estimate of the excess, in accordance with the
section below titled “Claim Form”.

e A claim submitted to Northern Gas Networks Limited is requested to be
completed on the specified Northern Gas Networks Limited claim form, copies of
which have been circulated to customers. A copy can also be obtained from
Northern Gas Networks Limited web site - photocopies are acceptable.

° Northern Gas Networks Limited will ascertain whether a claim form is valid in
respect of timescale and customer / job details.

A claim form is not valid if:
e More than 60 days has elapsed from the quotation date or more than 10 days
from acceptance whichever is earlier.
e It refers to the make-up of a standard charge.
e ltis not fully completed.
e It refers to an indicative cost or budget indication.

e Non valid claim form - Northern Gas Networks Limited will respond by email,
where available, or by post recording the date of receipt and Northern Gas
Networks Limited claim reference.

e Valid claim form- Northern Gas Networks Limited will acknowledge receipt of
claims form, recording the date of receipt, date of proposed response and
Northern Gas Networks Limited claim reference.

e If, within 28 days after being submitted to Northern Gas Networks Limited the
claim has not been resolved it may be referred by either party to an independent
person acting as an expert and not as an arbiter, who may be nominated, in
default of agreement between parties, by the Authority on application of either
party, and whose costs shall be paid, in default of agreement between the parties,
as the Authority may direct.

e Arefund is not payable where the original quotation is deemed to be accurate.

3. Accuracy Payments

See Table 1 — Quotation Accuracy Table of Payments for applicable payments due to failure to
meet standards of quotation accuracy.

Table 2 will also apply for subsequent failure of standards regarding standard quotations
=<275kWh per hour and non standard quotations (under sections 4.2- 4.4 inclusive of the Business
Rules) where a re-quotation is issued against an inaccurate quotation that is captured within the



standards of service compensation criteria under the voluntary scheme (described in the Business
Rules) and the arrangements under the Statutory Instrument (as contained within section 5 or
section 6 of the Business Rules).

Table 2 will NOT apply for quotations issued to connections that are not covered by the Statutory
Instrument, as detailed in Section 7 of the Business Rules.

4. Exclusions from the Accuracy Review Scheme

Quotation errors arising from a failure by the customer to provide the Minimum Information
Requirements or any inaccuracies by the customer shall be excluded from claims under the
Scheme.

Northern Gas Networks Limited will not accept a claim for accuracy, where this is a challenge to
the construction of a standard price, as specified in the Charging Statement. However, where
Northern Gas Networks Limited has applied the wrong standard charge to a quotation, this will be
accepted as a valid claim under the scheme.

5. Statement of Engineering Assumptions

A statement will be provided with each response (except for standard charge quotations) indicating
any key assumptions that Northern Gas Networks Limited has made in the construction of the
response, including; length, surface condition, method of pipelaying, pipe diameters, pipe material
specification, any variable cost elements that cannot be accurately determined at the quotation
stage will also be identified.

The customer should inform Northern Gas Networks Limited where they become aware that one
or more assumptions may be incorrect.

6. Claim Form

For the purposes of the submission of Accuracy claims, Northern Gas Networks Limited will
produce the necessary forms for the submission of accuracy claims. The forms are designed to
secure a quick and efficient settlement of the issue and to assist in the Final Determination of
quotation errors and the resolution of disputes.

For a copy of the form, please visit:

https://www.northerngasnetworks.co.uk/document-library/




7. Contact information

Operational Contacts

For all General Connections enquiries please contact 0800 040 7766 or email:
gasconnections@northerngas.co.uk

Complaints

If there is a problem with the service you have received from NGN, please contact us in writing, by
e-mail or by telephone. It will be helpful, when contacting us, if you can provide any information
relating to your case (i.e. reference numbers so that we can deal with your complaint more quickly).

We will be better able to help you if you direct your complaint / query to contacts below.
A written complaint / query should be sent to:

Customer Service

Northern Gas Networks

1st Floor

1 Emperor Way

Doxford International Business Park
Sunderland

SR3 3XR

Telephone complaint: 0800 040 7766 (office hours)

E-mail complaint: customercare@northerngas.co.uk

Copies of our complaints procedure can be found on our website:

https://www.northerngasnetworks.co.uk/document-library/

In the first instance complaints should be raised with NGN at the above address. If the matter is
not resolved it should be referred to the Energy Ombudsman.

If the Ombudsman are able to help they will study your complaint, make a decision and let you
know what they have decided.

If the Ombudsman believes there may be a case to answer then NGN may be required to:

e provide an apology; or
e provide an explanation; or

e take corrective action; or
e if appropriate, pay compensation

Please note:

The Ombudsman is not able to help you unless you have gone through our complaints procedure
first.



The Energy Ombudsman can be contacted as follows:

Energy Ombudsman
PO Box 966
Warrington

WA4 9DF

Telephone: 0845 055 0760

Fax: 0845 055 0765
Email: enquiries@energy-ombudsman.org.uk
Website: www.energy-ombudsman.org.uk

If it ultimately proves necessary to refer the matter to Ofgem for a determination
correspondence should be addressed to:

The Chairman

The Gas and Electricity Markets Authority
Office of Gas and Electricity Markets

9 Millbank

London

SW1P 3GE

Address for enquiries relating to this statement

Any enquiries relating to this statement should be sent to the address given below.
Connections Commercial Manager

Northern Gas Networks

1100 Century Way

Thorpe Park

Leeds

LS15 8TU

Telephone: 0113 397 5463

Email: mconaboy@northerngas.co.uk




