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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards bodies
(ISO member bodies). The work of preparing International Standards is normally carried out through ISO
technical committees. Each member body interested in a subject for which a technical committee has been
established has the right to be represented on that committee. International organizations, governmental and
non-governmental, in liaison with ISO, also take part in the work. ISO collaborates closely with the International
Electrotechnical Commission (IEC) on all matters of electrotechnical standardization.

International Standards are drafted in accordance with the rules given in the ISO/IEC Directives, Part 2.

The main ta
adopted by
International

Attention is ¢
rights. ISO s

ISO 14452 w

the technical committees are circulated to the member bodies for voting. Publication
Standard requires approval by at least 75 % of the member bodies casting a vote.

hall not be held responsible for identifying any or all such patent rights.

as prepared by Project Committee ISO/PC 239, Network services billing.

5k of technical committees is to prepare International Standards. Draft International Stangflards

4s an

rawn to the possibility that some of the elements of this document may be the subject of datent
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Introduction

The purpose of this International Standard is to provide a market-based and market-sensitive way of dealing with
the concerns of customers about the billing practices of utility network service providers. Billing is a major source
of complaints to companies and industry ombudsmen. Problems experienced by customers include the following:

— Dbillshock (i.e. the negative reaction experienced by a customer upon receiving a bill that is higher than expected);

— bills are complicated and difficult to understand;

— pricing is not always clear;

—

—
—

Thes

—
!

ills are inaccurate;
ayment methods present difficulties for customers;

ills are overloaded with information, which adds to the confusion;

information about offers and guidance on switching supplier is unclear.

e problems arise because of:

oor pre-billing processes, including customer service, tariff and.data management, meter
rovision of information to customers on billing-related matters;

— (insatisfactory billing procedures and practices, leading to-delayed or inaccurate bills;

—

q

oorly presented bills and statements, which are uncléar for customers;

ineffective post-billing processes to deal with:

— disputes and enquiries;
— payment and debt collection;
— consumers in vulnerable circumstances;

— final bills for customers, ehanging supplier;

omplicated tariffs.

Clea

er bills will assistcustomers to verify the accuracy of billed charges and will increase customer

in their bills and thegir“supplier’s performance. Where alternative suppliers are available to the ¢

will also help custémers to choose the supplier that best meets their needs. Suppliers are likely td

fewel complaints, leading to lower operating costs, easier recovery of debts and higher levels
satisfactiofi;which will help them retain market share. Establishing a common International Stan

assi

eompanies that own utilities in more than one territory to reduce their costs, by adopting cg

reading and

inaccurate customer expectations, based on confusing advertising or promotional material and

5’ confidence
ustomer, this
benefit from
of customer
dard will also
mmon billing

processes and Q\chfnmc indifferent countries

This International Standard provides a tool for suppliers of utility services to ensure that their processes enable
customers to be provided with clearly comprehensible, accurate, timely and complete bills, and to have access
to sufficient billing-related information to enable them to verify the accuracy of billed charges. It is intended that
this International Standard:

a) defines the minimum requirements for the billing and payment collection processes;

b) prevents or reduces complaints, by addressing issues that have been the source of frequent complaints;

c) ensures that suppliers deal with customers on billing matters in an appropriate and consistent manner;

d) provides a fairer basis for an ongoing relationship between utility companies and customers;

e) provides benchmarks for the level of customer expectations;

© 18O
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f) allows for the implementation of smart metering technology and the provision of improved information
to customers;

g) offers scope for innovation in billing, which will enable suppliers to differentiate their services to customers
in a competitive market.

This International Standard is aimed at utility bills which include an element of metered or measured
consumption. Many of the key principles in this International Standard will, however, apply to all forms of billing,
and suppliers are therefore encouraged to adopt the requirements in this International Standard even if usage
is not metered or otherwise measured.

While the provisions of this International Standard are considered to be generally applicable globally, it is
recognized that many regional or national factors might require adaptations or exceptions in order o [meet
prevailing cultural, social, economic, regulatory and even climatic conditions.

vi © IS0 2012 — All rights reserved
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Network services billing — Requirements

1 Scope

This International Standard specifies the minimum requirements for billing of all consumption-based utility
network services to domestic customers. It covers the processes required to produce the bill and to deal with
issues that arise after the bill has been sent, as well as the content of the billing document or statement. This

Inter
deliv
charg

NOTH
comn

NOTH
entitlg

requiements, it is necessary for the supplier to obtain the authority of the registefed customer before dealin

consy

This
custg
or st
and t

NOTH
bills b

of copsumption (e.g. telephony or internet bills where-the tariff allows unlimited usage). It also applies

custo
in ad
adver
used

NOTH
cards
by thi

NOTH
theref

2

For the purposes of this document, the following terms and definitions apply.

Iahonal Standard Is applicable to utility network services that are unmetered, metered-a

ry or metered remotely (e.g. on the supplier’'s own premises), and it covers any unmetered, of|

es appearing on the same bill as metered or measured charges, as well as flat rate charge$

1 Utility network services include electricity supply, water, sanitation, gas supply, district
unications.

2 The requirements given in this International Standard are also applicable fo‘pther consumers v
d to use the service provided by the supplier, except where in order to comply with privacy or d

mer on billing matters.

International Standard does not cover pricing, except fory'a’ requirement to provide ir
mers. It is only applicable to billing for consumption-based.utility network services and it app
tements for utility network services where there is an origaing account relationship between
he supplier, regardless of the payment method used.

3 This includes bills for metered consumption, bills.\where a formula is used to estimate consumpf
ased on the number of persons per household or théssize of the house), or where a flat rate fee is charg

mers, where a bill or account from the supplieris necessary to enable the customer to reconcile th
ance with the cost of consumption, or whére-the customer expects to receive a bill based on point d
tising (e.g. mobile telephony and energy~metering) where codes, keys, electronic dongles or electr
o load and reload the service and to indicate what was purchased.

4 Services that are not billegd:fe.g. mobile telephony paid for by pre-purchased SIM (Subscriber Id
that are unmetered] and sepvices that are funded directly by the taxpayer without bills being issued a
5 International Standard.

5  Many of the key-principles in this International Standard also apply to all forms of billing, and
ore encouraged to.gdopt the relevant requirements in this International Standard for billing of other s4

[erms and definitions

the point of
unmeasured

b.

heating and

ho are legally
ata protection
g with another

formation to
ies to all bills
the customer

ion (e.g. water
ed regardless
0 prepayment
e amount paid
f sale or other
bnic cards are

entity Module)
re not covered

suppliers are
brvices.

21

acco

unt

supplier’s record of a customer’s bill and associated charges, and of billing arrangements with the customer for
the service(s) required, including customer information to assist with customer enquiries and credit assessment
and management

2.2
bill

invoice issued by a supplier to a customer in paper or electronic form, notifying charges due to be paid by the
customer for products and services purchased, requested, acquired or used by the customer

© 18O
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2.3

billing
function whe
EXAMPLE

calc

reby charges generated by a network accounting function are transformed into bills
The following processes are included within the billing function:

ulating, applying and setting out the charges incurred by a customer during the billing period;

amount to be paid by the customer or adjusted against prepayments made by the customer;

issu

ing and delivering the bill;

calculating, applying and setting out any debts or credits outstanding or discounts due, and calculating the net

the i

recg

24

billing accu
correctness

requested, s

ncremental debiting of a prepaid account based on the service utilized;

handling billing enquiries from the customer;

iving and acknowledging receipt of payments made by the customer.

racy

ubscribed, purchased, acquired or utilized, and in compliance withxthe supplier’s contract

published tafliffs and any discounts due

NOTE Fd

r a prepaid account, billing accuracy includes the incremental dehiting of the account for the service

based on the advertised rate.

25

billing address

address give

h by the customer to which the bill is provided

NOTE THe address is either a postal address or an electronic address.
2.6
billed charge

amount billeq

2.7

| by a supplier to a customer

billing complaint

expression g
supplier, abg

NOTE TH
copy or electr

2.8

f dissatisfaction or grievance by a customer, to which the customer expects a response fro
ut any aspect of the(eustomer’s bill or the supplier’s billing service

is includes complaints made verbally, by telephone or face to face, and complaints made in writing, b
bnically.

billing dispute

pursued, unr

esolved customer billing complaint

bf charges included in a bill to a customer, in terms of consistency withywhat the custome]

r has
ed or

used,

m the

hard

29
billing enqu

iry

request to a supplier by a customer for information about charges or other content on the supplier’s bill, or
about other aspects of the supplier’s billing service, relevant to that customer

210
billing optio

n

billing-related feature, usually at no charge, which a customer can choose

EXAMPLE

211
billing perio

Billing frequency.

d

period of time, typically a month or quarter, or the end dates to which charges are billed

© 1SO 2012 — All rights reserved
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212

billing product

enhanced billing-related offering, usually subject to a fee, to a customer or group of customers
213

billing timeliness

meeting of stipulated time-related performance standards associated with billing activities

214

calibration

expected and designed relationship in respect of prepayment meters, between energy or communication units
consumed-and pnymnnf made or debited

NOTH This includes any provision for debt recovery.

215

charge

tariff|or fee levied by a supplier for the provision of a product, service or transaction, or for

proddict or service

216
com

bined heat and power

system that uses waste heat from electricity production, in order to rovide hot water and spac
neighbouring buildings

217

communications

fixed|line and wireless telephony, including mobile and:Cell phones, satellite and cable televisi
serviges such as internet or multi-media entertainment

218

consumer

individual member of the general public, purehasing or using goods, property or services, for priv|
NOTH For network billing, this will be a.person other than the customer registered at that address wh
use the service provided by the suppliet.to the bill payer.

219

customer

persaon or entity legally respensible for payment, or a consumer legally entitled to use the service
the slipplier to the bill payer

NOTH To comply-with privacy or data protection requirements, the authority of the bill payer or regist
is reqpired before dealing with another consumer on billing matters.

2.20

custpmer vulnerability

custy

a third party

e heating for

on, and data

bte purposes

o is entitled to

b provided by

bred customer

bmer in vulnerable circumstances

temporary or permanent condition in which a customer is at greater than average risk of being put at a disadvantage
in accessing the service, dealing with the supplier, or seeking redress, and/or can have particular problems due
to unusually high need for the service, lack of suitable alternative services or severe financial difficulties

NOTE

This term is used rather than the term “vulnerable customers”, because the latter term implies that vulnerability

is a constant state and can be applied to set groups of people with certain characteristics, affecting all of their transactions
and interactions. In reality, vulnerability can affect any customer and cannot be applied to fixed, identifiable groups of
customers with certain characteristics or personal circumstances.

© 18O
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2.21

direct debit

standing order

automatic payment of a fixed or variable amount from the customer’s nominated financial institution account,
as agreed with the customer

NOTE This also includes regular fixed payments made by a standing order instruction given by customers to their bank.

2,22
discount
pricing offer resulting in a variation, in the customer’s favour, from a supplier’s tariff or fee

NOTE THese variations result from individual supplier/customer agreements, rebates as compensation forsg¢rvice
interruptions gr other incidents, or from wider market offerings.

2.23
district healing
heating systems that distribute steam or hot water through pipes to a number of buildings acfoss a distrigt

NOTE Heat is provided from a variety of sources, including geothermal, combined heat and power plants, wast¢ heat
from industry, [or purpose-built heating plants.

2.24
domestic cystomer
end user or ¢ustomer living in a domestic household supplied under a demestic contract or tariff, purchpsing
product for the customer’s private, personal or household use, and excluding any commercial activities

NOTE This is the person normally permitted to discuss service and.killing matters with the service provider.

2,25

electricity
supply of mains electricity to customers from the grid, including electricity generated or exported by the
customer andl fed back into the electricity grid

2.26
electronic bifill
bill utilizing an electronic medium

227
essential s¢rvice
supply of eleftricity, water, sanitation, gas and district heating

2.28

gas supply
supply of majns gas t6.customers through the transmission and distribution network

2.29
meter point{administration/reference number
unique reference number often used in gas and electricity allocated 1o the site supplied and regisiered, which
does not relate to any particular meter installed at a property

2.30
payment method
method used by the customer to pay for the service

EXAMPLES Prepaid; payment in arrears; direct debit.

2.31
prepayment
purchase of a code, key, dongle or dongle content required prior to service usage being made available

NOTE This is commonly known as “pay-as-you-go”.

4 © 1S0 2012 — All rights reserved
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2.32
product
good or service provided by the supplier

2.33
sanitation
provision of water and/or removal of waste water to or from sanitary appliances

2.34
statement
summary of information provided by a supplier recording items of debit and credit between itself and a customer

2.35
supplier
party|undertaking to supply a service or services for which periodic billing is made

2.36
supgly point identification number
unigye identifier of a specific location to which a service is supplied

2.37
tariff
fixed|or variable charge permitting calculation of the price to be levied by a supplier for the grovision of a
proddict or service during the period used

2.38
third|party
relevant organisation or individual other than the supplier{or customer

2.39
third|party charges
charges billed by a supplier, on behalf of another commercial entity, for goods and services proyided by that
otherfcommercial entity

2.40
water
watef used for water supply

2.41
working days
days [of the usual working*week, excluding official public holidays

3 Billing process

3.1 |Pre-billing process

3.1.1 Data standards

3.1.1.1 Processes shall be established covering the collection, validation, update, retention, privacy and
protection of all personal data that are obtained and used by the supplier or its agent for billing purposes,
including calculation of consumption, to ensure that:

a) the privacy and integrity of data held are maintained;

b) the information shown on bills is correct.

3.1.1.2 Where billing data are provided to the supplier by a third party (e.g. another supplier or a network
operator), processes shall be established to ensure their validity and accuracy. If the data are subsequently
retained by the supplier, then processes should also cover privacy and protection.

© 1S0O 2012 — All rights reserved 5
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3.1.1.3 Records of a customer’s bill and how the bill was arrived at, shall be retained for at least two years.
Those two-year billing records of former customers shall also be retained for at least one year after they have
left the supplier.

NOTE Any minimum period of time required by law is also relevant.

3.1.1.4 Changes to customer details shall be recorded in the supplier’s database within 10 working days of

the receipt of changes from the customer.

NOTE

Any minimum period of time required by law is also relevant.

3.11.5 Tar
against the t4
to address af

3.1.2 Mete

3.1.21
reading in or

Process
customsg

a)

b) perform

reading

informat]
of an ind

c)

d) a policy

providin

3.1.2.2 The¢se processes shall have clear audittrails and shall be audited internally on a regular basis.

3.1.23 Wh
procedure fo
the customer

3.1.24 |Ifrg
the requirem
meter readin

3.1.3 Othe

et performance levels shall be established for each element of the data standards and perforn
rgets shall be monitored and reported to senior management on a regular basis, with action
y failures. Where required, this information shall also be reported to the relevant sectaoral-regu

" readings

Her to calculate an accurate bill:

es shall be established, and made publicly available, to obtaify an actual meter reading
r's own reading on which to base each periodic bill;

collected by the supplier or its agent, and the extent to'which the targets have been achiey

on on the frequency of meter reading should be published where this activity is the respons
ependent third party (e.g. a network operator);

shall be devised and implemented to engage proactively to encourage and facilitate custo
J a reading, and to provide “out-of-hours” meter reading services where requested by a cust

ere the meter stops working)and it is necessary to estimate the consumption, the policy

If agreement cannot be réached, the billing disputes process should be used to resolve the i

mote or automaticfeading is used, but is unable to provide a reading which can be used for b
bnts in 3.1.2.9/@)'and 3.2.2.1 should be followed to obtain manual meter readings, using cusf
ps and estimated meter readings.

r consumer data

ance
aken
lator.

Unless remote or automatic meter reading is used, where it is neceéssary to obtain a meter

or a

bnce targets shall be established and published in respectief the accuracy and frequency of meter

ed;
ibility

mers
pmer.

and

calculating the estimated\.consumption should be disclosed and the estimate should be agreed with

sue.

illing,
omer

For charges

ctatingtonorn=metered consumption, where otherdataare used to calcutate usage; the data

as the basis for such charges shall be open for review.

used

EXAMPLE 1 The number of persons per household.
EXAMPLE 2  The size or value of the house or other relevant information used to calculate non-metered consumption.
EXAMPLE 3  For communications billing, the number of calls or minutes, the number of calls received and other

communicatio

n unit data.
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3.1.4 Definitions of products/services
For each product/service provided, customers shall be provided at the outset with clear details of the following:

a) the product or service that the customer should expect to receive, including any limitations on
continuity of supply;

b) terms and conditions;

c) prices and discounts relating to their product/service and bill, including any additional charges, time limit
for discounts and the formulae for calculation of non-metered charges (e.g. standing charges, per capita
charges, other fixed charges of a non-volumetric nature);

d) billing arrangements and options;
e) payment arrangements and options;
f)  @ny additional charges associated with specific billing or payment options;

g) any limitations relating to the product, such as any interruption of supply;, or any responsipilities of the
¢ustomer to notify the supplier of changes which may affect the provisioh,of the product;

h) any rebates, compensation and/or concessions related to service failures;
i)  ¢ommunication channels and contact information, including feremergencies;
j)  dispute resolution arrangements;

k) particular services or assistance available for customefs with specific needs.

3.1.5| Provision of additional information requested by customers

In regponse to a request from a customer, infarmation on billing and prices shall be provided without charge,
inclugling further information on individual items appearing on the bill in the current or two previous billing
periods. A charge shall not be levied ferthe provision of information required to resolve a bona fide billing
dispute in relation to the current or previous billing periods. Where a charge is levied, the fee sHall be limited
to thg reasonable cost of providing.that information and the customer shall be informed of the feq in advance.

3.1.6| Changes of a significant nature

Chanjges of a significant'nature shall be notified to individual customers prior to implementation, ahd confirmed
in the next bill after the change.

NOTH A significant change is any change which impacts on previously notified prices, rebates, concesdions, payment
terms|or the level of service provided

3.2 |Billing principles

3.2.1 Timeliness

3.2.1.1 Bills shall cover an agreed regular period and shall normally be sent within 15 working days of the end
of that period, unless one of the following applies:

a) there is a separate agreement with the customer;

b) additional information is included, such as usage analysis or other detail that is needed by the customer,
which requires extra processing time;

c) the bill is delayed while charges or consumption are validated, or other quality checks are completed.

3.21.2 The payment due date should be at least 10 days after the date on which the bill is issued.

© 1S0O 2012 — All rights reserved 7
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3.2.1.3 All charges, rebates or concessions relating to the current billing period shall be incorporated in the
current bill.

3.2.1.4 Charges relating to usage in a period of more than 12 months prior to the bill date, which have not
previously been billed, shall not be included in the bill if one of the following applies:

a) the supplier has received the necessary notifications but failed to set up a record on their billing systems;
b) the supplier has failed to set up or maintain accurate meter and metering data,

c) the supplier has failed to use valid readings or other data provided by the customer or data collector;

d) the supplier has failed to reassess regular payments within the previous 15 months, based on agdurate
informatjon available to them, or has failed to communicate the need for and use of a custemer’§y own
reading gt this time;

e) the supglier has failed to attempt to obtain a valid reading during the previous 15 months;

f)  the supdlier has failed to send a bill to the customer or to the billing address during the previous 12 mqgnths,
unless the express agreement with the individual customer allows for this.

3.2.1.5 Charges relating to a usage in a period of more than 12 months prior t6-the bill date may be included
in the bill where the following can be demonstrated:

— the custpmer has given permission to do so and the supplier has recorded that permission;
— the custpmer has used the supply, but has not made any attemptto contact the supplier or arrange payment;
— the custpmer is wilfully avoiding payment;

— the customer has not co-operated with attempts to-obtain meter readings or resolve billing enquiries
required| to facilitate accurate bill production.

3.2.1.6 Sulpsequent billing of charges for earlierperiods should be subject to dispute resolution with ultjmate
recourse to independent assessment if agreement is not reached.

3.21.7 Cusgtomers whose payment/method (e.g. direct debit or prepayment) requires statements, of who
have requested statements, shall receive them at agreed intervals (but not less than annually), togethef with
guidance on [how to check their aCetracy and how to notify any discrepancies.

3.2.1.8 Stdatements should be provided to gas and electricity customers with prepayment meters and to prgpaid
mobile telephone customers, who make payments in advance which are credited to their account, to epable
them to reconcile paymehts made with charges for usage. Statements are not required where the customer|does
not have an accountrelationship with the supplier (e.g. pay-as-you-go SIM cards for mobile telephones that are
not metered)|or Where the supply is provided in full at the time that the payment is made (e.g. bottled gas gr oil).

3.21.9 Where the charge to be billed does not vary from period to period and the customer elects to pay by
direct debit, or in the case of prepaid mobile telephone customers, the customer may be informed that a paper
bill will not be sent for each period, but that a bill will be provided upon request.

3.2.1.10 Incremental debits from a prepaid account normally occur in real time and it shall be made clear to
customers if this is not the case.

3.2.2 Accuracy and reconciliation

3.2.21 Where it is not possible for the bill to be calculated based on an actual meter reading and/or other
relevant data, a system shall be established, and a methodology made publicly available, designed to ensure
that estimated bills relate to foreseeable actual usage.

8 © 1S0 2012 — All rights reserved
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3.2.2.2 Estimated meter readings shall be clearly indicated on a bill by the word “estimated” or by a symbol
which can clearly be interpreted by the customer to mean an estimated reading (e.g. “E” in bold typeface),
displayed next to the meter reading. Successive estimated bills shall highlight the importance of customers
checking the estimate and providing their own reading.

3.2.2.3 Customers receiving estimated bills should be encouraged to provide their own reading to prevent
build up of debt or overpayments.

3.2.2.4 Processes shall be established to ensure that, where a customer’'s own reading is provided, a
replacement bill reflecting this reading is sent out within 10 working days if a replacement bill is requested by
the cpstomer—orifthe-rewreading-makesamatedaldifferencetothe amount billed Customer-sypplied meter
readings shall be indicated on the bill by the word “customer” or by a symbol which can clearly be interpreted by
the clistomer to mean the customer’s reading (e.g. “C” in bold typeface), displayed next to thie mejter reading.

3.2.2|5 Replacement bills may be issued whenever an amended reading is received:

3.2.2|6 Clear policies shall be established, and made publicly available, as to~what will happen|if there is an

overpayment or underpayment, including the following:

a) publishing a contact number for access to staff who have the ,cdapacity, the skill and thg authority to
Isolve the issue;
b) e procedures and conditions governing refund or credit, where overcharging has occurred, |ncorporating
& statement as to the period by which any such refund or-credit will be effected:
1+ inthe case of a refund, this period shall be not more than 10 working days from the date pf agreement
that a refund will be made;
4+ in the case of a credit, it shall appear on\the next bill or shall be credited to prepaid gccounts with
notice given to the customer;
c) the opportunity to pay the amount owing over a period at least equal to that in which any updercharging
ook place, unless the undercharge.has arisen because the customer was at fault for not allgwing access
o read the meter: where a customer’s circumstances affecting the ability to pay are made known to the
supplier, these shall be takeminto account when arranging the repayment period.
3.2.2|7 Where the supplier)or its agent is responsible for metering services, a documented policy shall be

estaflished to verify the ‘continued validity of the calibration of gas and electricity prepayment met

3.2.2
procedures shall\be established to identify where recalibration is required and to ensure that th

8 Where metering services are the responsibility of an independent third party (e.g. a netw

ers.

brk operator),
e third party

respands appropriately to requests for recalibration.

NOTH
accurl

Calibration is sometimes referred to as the “charging rate”. It is a different process from that gf ensuring the
cy-and reliability of a meter.

3.2.3 Bill validation process

3.2.3.1 Processes shall be established to allow the supplier to verify that bills are accurate, including any
information received from an agent.

3.2.3.2 Where a bill is significantly higher than previous bills for that customer, but the supplier is satisfied that
the bill is correct, a proactive attempt to contact the customer in advance shall be made to explain the problem or
a message shall be included with the bill asking the customer to contact the supplier to discuss the bill. In these
circumstances, the customer should be offered the opportunity to spread the payment over a longer period. If
the customer exceeds the previous bill limit, then the customer should be informed when this is identified.
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3.2.3.3 The supplier shall provide information to customers to enable them to verify that their bill is correct. This
information shall either be shown on the bill or be readily accessible by the customer and, where appropriate,
shall include access to details of itemized charges shown on the bill.

3.2.3.4 Customers shall have ready access to information on prices relevant to their service and/or bill.

3.2.3.5 Calculations shall be simple and unit costs for each usage band shall be explained. Standing charges
shall also be explained, showing the dates covered by the bill. Any conversions shall be explained in words and
by a numeric formula.

NOTE Canversions include units of volume to units of energy on gas bills; minutes and seconds o chargeable calls
on telephone bills, and bytes of data to chargeable units on communications bills

3.3 Billing document
3.3.1 Gengefral

3.3.1.1  The bill is the prime means for the supplier to receive payment and may als@be the main instryment
for customers to have information on their consumption and on the price they payk Design and layout of the bill
is a matter fgr each supplier, but a policy shall be established for researching cistomer experience to tegt the
layout of bill§ for comprehensibility and clarity, and compliance with the following general principles:

a) bills shall be accurate, transparent and comparable;
b) bills shall be readily understandable by customers;

c) plain and simple language should be used and this shouldbe verified through independent testing invaglving
disabled customers with a range of sensitive and cognitive impairments;

d) the presentation and format of bills shall be such«that the customer can easily comprehend the coptent,
with infofmation provided in a simplified and readable manner;

e) due regqrd shall be given to the layout, use-of colour, contrast, and the size and style of font to ensurg that
the inforfmation shown is clear to all customers;

NOTE Guidance on bill presentation s given in Annex A.

f)  customgr education shall be,encouraged with the inclusion of information on sustainability, environnjental
awarengss and responsible‘usage.

3.3.1.2 Infgrmation relevantto the currentbill, or any item of its content, shall be provided to customers if requgsted.

3.3.1.3 Tedghnicalterms used in the bill shall be explained.

3.3.1.4 \Whereipgossible bills should be printed on-both sides of the page and should not be more thah two
e R Lg 7 Lug P9
pages unless the level of detail requested by the customer requires additional pages.

3.3.1.5 Where a composite bill is supplied, there shall be a clear breakdown of the billing for each individual service.
Where the charge varies depending on time of use or category of service, the bill shall also contain a breakdown
of usage by each time period or category of service. Where the bill contains a credit or adjustment for the export or
generation of electricity by the customer, it shall include a breakdown of how the credit has been calculated.

3.3.1.6 Fundamental information shall be prominently and clearly set out on the bill. Where practical, it should
be shown on the principal page of the billing document. Further information shall be provided on subsequent
pages or, where appropriate, in other material provided to the customer (see 3.3.2).

NOTE Where bills are provided in a bilingual format, the amount of information shown on each page will be reduced.
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3.3.1.7 The bill shall signpost the customer to additional information on websites or other sources.

3.3.1.8 Bills should reflect national policy on disability and language, and should meet the specific needs of
disabled customers and those who have literacy difficulties, e.g. Braille, large print, or audio format bills.

3.3.1.9 Bills shall contain information about payment terms and options, especially for those having difficulties
with their payment.

3.3.1.10 Bills shall allow customers to compare competing offers by providing clear information on billing units
and prices, which will help customers to identify possible savings and switch supplier where appropriate.

3.3.111 Where the information is available, bills should indicate the consumption during theximmediate past
billing period and the consumption for the same period in the immediate previous year.

3.3.2[ Bill content

3.3.2/1 Table 1 shows the fundamental information which shall appear prominently/on the bill, as welllas the further
information which should also be shown in the billing document or, where appropriate, in other material pccessible by
the clistomer (e.g. in leaflets sent with the bill or by reference to information held on the supplier’s website).

Table 1 — Bill content

. . Further information (to appear on|subsequent
s Fundamental information (to appear on L .
Category . . : pages of the billing document qr in other
first page of bill where practical) - :
material accessible by the customer)

Supplier details — Supplier's name and telephone contact

details, including times to call and call’rates

— Supplier’'s website, e-mailiand/or postal .

address

— 24 h contact number for service

emergencies
Cusfomer details | — Customer’s nanie and billing address — Meter number(s) if the supply is netered at

— Name of‘any’nominated third party to the point of delivery

whom the-billis sent — Meter point administration/reference numbers

_ cuStomer account reference and §upp|y point identification numbgr (where

applicable)

— “Supply address (if different from the billing

address)

— Category of customer (e.g. domestic,

business)
Generalhijll — Billing period — Dates the meter readings were tTken (actual
detalls _ Rill icein date readings only)

. - — Contract period, or start and end dates
;stgméfl;egsgﬁﬁt(;fa?;fr:ig; from the of contract and the deadline for informing the
supplier if the customer wants to switch supplier

— Status of document (e.g. bill, statement,

provisional bill or final bill)

— Service to which the bill refers

© 1S0O 2012 — All rights reserved 1
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Table 1 (continued)

Category

Fundamental information (to appear on
first page of bill where practical)

Further information (to appear on subsequent
pages of the billing document or in other
material accessible by the customer)

Usage details

— Summary showing the total cost of each
service or commodity to which the bill relates
in the same format as the pricing information
previously provided, including any payment in
advance, applicable credits, discounts, and the
net amount payable by the customer

— Meter reading information for the end of the
current period and immediately preceding period
(for metered consumption of gas, electricity and
water only)

— Meter reading type and guidance if bill
is not based on actual reading (for metered

- r‘;UAt IIIUIIt;I;y IL.)I“ dIIIUUIIt (VV;IUIU ILJI“
requires payment in advance for some or all of
the service)

o 4 1 PR "l n 1
CUTTSUTTTPUUIm uryas, TicTuitity dairmfu wdatSt Ut )

— Description of the charges for which the
customer is billed

— Full itemized details of all call charges
(telephone only) in the same fofmat as the pricing
information previously provided, unless otherjwise
agreed with customer or,where full itemizatiop
would result in excessive-bill size

— Details of taxation/levy elements

%

— Network of.other third party prices (wher
charged separately)

— Breakdown of composite bills (e.g. local galls,
natiohalcalls, international calls, messages)

~~“Contact details for third party charges and
billing

Payment details

— Amount due for payment, including or
excluding the amount due from earlier bills-not
previously paid

— Payment due date and any late’payment
fee

— Whether the bill is based upon a supplier
estimate or actual reading

— Statement of terms for payment, including
payment address, instructions for e-payments,
details of locations for cash payments and other
forms of payment accepted

12
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Table 1 (continued)

Further information (to appear on subsequent
pages of the billing document or in other
material accessible by the customer)

Fundamental information (to appear on

Category first page of bill where practical)

Tariff details and
other charges

— Method of calculation/information on price,
e.g. breakdown of all fixed and variable charges
and methodology for determining units of usage

— The name of the tariff(s) according to
which the customer is charged for both
metered and non-metered consumption and a

reference to a clear price breakdown, e.g. the
base price of one energy unit per kilowatt-hour,
or number of calls, or units of communication
for each category

— Early exit penalties or surcharges (if

applicable)

— Any change of tariff or contract rate during
the billing period, and details of the amounts
covered by the bill both prior to and after any
price change

— All other charges and taxes, including
any one-off charges applicable to the bill, e.g.
connection charges or termination fees

Gen
mes

pral
bages

— Other tariff options
How to terminate the contract

Estimated dates for the next bill and/or
next statement

— Details 6f eode of practice cover

— Large-print message for those W
impairments, including information o
obtair’bills in alternative formats

= Information on services for peop|
disabilities or communication difficul
including sensory impairment or spe
impediments

— Contact details for third party bo
enable a complainant to obtain indep
external help, advice or redress whe
supplier cannot deal with a complain
satisfaction of the complainant

ng payments

ith visual
h how to

e with
ies,
pch

Hies to
endent,
h the

to the

— Procedure for notification of chapge of

customer details

— Energy mix of the individual cust
possible, and the total energy mix of
(electricity only), to show how it is ge|
how environmentally friendly it is

— Advice on energy or water savin
environmental tips, e.g. by providing
website or the number to call for a le

— Explanation of codes and abbre
the bill

bmer, if
the supplier
herated and

hs and other
a link to a
hflet

iations on

— The switching code (where relev

ant) needed

to switch supplier

3.3.2.2 The customer shall always be informed when there is a change to any of the further information listed
in Table 1. If the information is unchanged from the previous bill or notification, it is not necessary to provide the
information in full on each bill, providing the customer is advised where the information can be obtained (e.g. by
signposting them to the supplier’s website or giving a telephone number to call).

3.3.2.3 A comparability box should feature prominently on the bill and contain all the key information that
customers need to compare offers, including the following:

the supplier's name and their contact details (including their helpline and emergency number);
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the duration of the contract and the deadline for informing the supplier if the customer wants to switch to
another supplier;

the tariff name and a reference to a clear price breakdown for the customer’s tariff (e.g. the base price plus
the price of one energy unit under the tariff selected and all other charges and taxes);

the switching code (needed to switch suppliers).

3.3.3 Annual statement

3.3.3.1 An easily understandable annual statement should be provided to customers who receive bills from

their supplierfand who are still with that supplier when the annual statements are prepared.

NOTE THe annual statement consolidates the information shown on bills so that customers understandi\their usage

and are helpefl to make better decisions on consumption, services, tariffs and switching suppliers (whereyrelévant),

3.3.3.2 Th¢ information shown on the annual statement should provide a clear indication that thiq is a

reconciliation] bill or statement and should include the following:

a)

b)

f)

EXAMPLE 1 A comparison of usage for the current period with the corresponding period in previous year.
EXAMPLE 2 | A comparison with other users\(e.g. high, medium or low).

EXAMPLE 3 | A summary of historic usage in units of consumption and expenditure over the previous 12 months

g)
h)

i)

3.3.3.3 Where/appropriate, the statement should also include the following:

paymenis, including any debt payments made, and the final balance;

a summary of actual usage in the last 12 months, both in units of consumption and expenditure, inclpding
any rebates or concessions due to service interruptions or other incidénts;

projectefl costs for the next 12 months, assuming no change in usage;

clear infpormation on whether the regular (e.g. monthly) instalments need to be recalculated and, if sof how
to change the amount that is paid regularly in instalments;

clear signposting where estimates have been used to\ealculate consumption;

where apailable, information to help customers, understand their usage and charges in simple, eagy-to-
read formats (e.g. a bar chart).

the namg of the tariff used.by-the customer;
clear ang transparentprieing information, with details of any discount or premium that applies to the [tariff;

informatjon on othier tariffs or payment options that may reduce the costs for the customer, with details of
potentia| savings:

a) areminder that the customer can switch services, tariffs and supplier;

b) a summary of key information required by the customer to switch supplier and to compare tariffs with
other suppliers;

c) signposting to independent advice on switching and/or information on accredited price comparison services;

d) any contract terms that may affect a customer’s ability to switch;

e) areminder of energy efficiency help and social assistance programmes available for energy customers;

NOTE Social assistance programmes include information on any social tariffs that offer reduced prices to customers

experiencing financial hardship.

14
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information for energy customers regarding alternative tariffs for energy generated from renewable sources
and an estimate of emissions from current annual consumption of energy;

information on the full range of payment methods, including e-payments, payment by mobile phone and
cash payments;

customer-specific information, including any irregularities or variations in the consumption that need to be
brought to the notice of the customer, details of meter replacement during the year and any reported or
attempted thefts.

3.3.4 Format and delivery

3.3.4{1 The billing document shall be delivered to the customer in either paper format or, ashagfeed between
the slipplier and customer, in an appropriate alternative format (e.g. Braille, audio format, farge piint, e-billing).

This

requirement shall apply even where real time displays are in use.

3.3.4/2 Where e-billing is to be employed, it shall utilize generally accepted electronic business| formats with

software that can be readily accessed by customers, including by mobile phonges,

3.4

3.4.1| Billing disputes and enquiries

Post-billing processes

3.4.11 Documented processes (e.g. see ISO 10002) shall*\be established, and made publicly|available, to

deal

the clistomer.

vith customer billing complaints or enquiries. This sheuld include the target timescales for nesponding to

3.4.112 A choice of free or low-cost (e.g. standard local tariff) easy-to-access contact channels for use by
custgmers shall be offered and this should normally include a telephone number for billing complaints and
enqujries. If an electronic address is used instead of a telephone number, a postal address shall alsd be provided.

3.4.113 Any call charges to be incurred by the customer for enquiry calls to their supplier that arg in excess of

the standard local call tariff shall bevjustifiable and explained on the bill and other materials.

3.4.114 The bill shall contain clear information on the following:

a)
b)

<)

d)

& telephone numbenand/or postal address and/or e-mail address for complaints and enquirigs;
gervices forpeople with communication difficulties;

¢ontactdetails for third party bodies that can provide independent help and advice or that can resolve
¢outstanding disputes when the supplier cannot deal with a complaint to the satisfaction of the complainant;

instructions for customers to register changes such as the hilling address or the name af the person
responsible for bill payment.

3.4.1.5 Upon request, the customer shall be:

a)

b)

provided with any retained record of their billing and consumption history, to allow current balances
to be checked;

informed or provided with timely, accurate and current information about the supplier’s billing terms and
conditions, and on available billing products, services and options relevant to that customer.

3.41.6 All complaints received from customers shall be recorded and the customer shall be informed about the
supplier’'s complaint handling procedure and how to obtain a copy. This procedure should clearly include the following:
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a) acommitment to deal with problems fully within a reasonable time limit;
b) the redress that the customer may be offered;

c) advice on how the customer may pursue their complaint if they remain dissatisfied, including details of any
independent body that can provide advice or consider unresolved disputes.

3.4.2 Payment methods and processing

3.4.21 Payment options shall be clearly identified on the bill and on other relevant material, including when
any concessions or additional charges will apply. Where possible, a full range of payment options, including
debit or credif cards, mobile phone and online payment methods should be offered, as well as an option to make
small paymepts in cash at convenient payment points, or payments using cash substitutes such as stamfjs.

3.4.2.2 WHere direct debit is to be used, processes shall be established to:

a) provide fetails of the intended payment arrangement to the customer’s nominated financial institutioh in a
timely manner, so as to facilitate the transaction taking place either on, or as soon-as practicable aftgr, the
due date of payment;

b) ensure that paymentlevels are based on the best information available and are cléarly and accurately explained;

c) explain Why a credit balance built up by the customer is being retajned’and make publicly available the
formula for calculating the balance and payment levels required to:meet future consumption.

3.4.2.3 Adpcumented policy shall be established for adjusting thedevel of direct debit if, allowing for seagonal
variations, itlis clear from readings provided by the customer that the direct debit no longer reflects actjyial or
reasonably foreseeable usage. The policy shall indicate the cenditions under which adjustments are made.

3.4.2.4 For customer enquiry purposes, processes shall be established to:
a) note billpayments received in the relevant systém(s) within two working days of receipt of the payment;

b) update the account balance prior to generating the subsequent bill, if the customer’s payment is recgived
by the ppyment due date;

c) process|all other payments within'five working days of receipt.
3.4.2.5 WHere billing is delayed; customer payments on account shall be accepted.

3.4.2.6 A summary of payments made by the customer, including details of amounts and dates, shall be
provided on {he bill or'statement in order to allow bill payments to be verified by the customer.

3.4.3 Debt[cpllection and customers with difficulty in paying their bills

3.4.3.1 Aclear documented policy shall be established for dealing with instances of non-payment of bills. This
shall include provision of a reminder, a copy of the bill if requested, disconnection warning notices and, wherever
practical, direct contact with the customer, prior to any disconnection or restriction of supply.

3.4.3.2 Policies and procedures shall be established for the effective assistance of customers in temporary
or permanent financial hardship. These policies shall be clearly communicated to those customers who may
need to take advantage of them and shall include arrangements for referral of customers to appropriate external
counsellors or budget advisers, in order to provide assistance with the management of their finances.

3.4.3.3 Disconnection warning notices shall provide customers with details of the supplier’s dispute resolution
process and a free helpline number.
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