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PREFACE

7KH�1DWXUDO�*DV�&XVWRPHU�6HUYLFH�&RGH��$*�����������LV�D�QDWLRQDO�&RGH
RI�3UDFWLFH�GHYHORSHG�E\�WKH�$XVWUDOLDQ�*DV�$VVRFLDWLRQ��$*$��WKURXJK�LWV
1DWXUDO�*DV�&XVWRPHU�6HUYLFH�&RGH�3URMHFW�*URXS�

7KH�LQWHQWLRQ�RI�WKLV�&RGH�LV�WR�SURYLGH�HVVHQWLDO�UHTXLUHPHQWV�DQG�EDVLF
VWDQGDUGV�IRU�DGRSWLRQ�LQ�WKH�$XVWUDOLDQ�JDV�LQGXVWU\�DQG�WR�SURPRWH
QDWLRQDO�VWDQGDUGV�IRU�JDV�FXVWRPHU�VHUYLFHV�

7KLV�&RGH�KDV�EHHQ�SUHSDUHG�WR�

• KLJKOLJKW�WKH�FRPPLWPHQW�RI�FRPSDQLHV�LQ�WKH�JDV�LQGXVWU\�WR
VWDQGDUGV�DQG�SURFHGXUHV�IRU�FXVWRPHU�VHUYLFHV�

• VXSSRUW�WKH�FRQWLQXHG�HQYLURQPHQW�RI�FR�UHJXODWLRQ�LQ�WKH�JDV�LQGXVWU\
�FRPELQLQJ�HOHPHQWV�RI�LQGXVWU\�VHOI�UHJXODWLRQ�ZLWK�JRYHUQPHQW�DQG
VWDWXWRU\�UHJXODWRU\�RYHUVLJKW���DQG

• SURYLGH�FOHDU�SURFHVVHV�IRU�LPSRUWDQW�UHODWLRQVKLSV�EHWZHHQ�JDV
VXSSOLHUV�DQG�WKHLU�FXVWRPHUV�LQFOXGLQJ�ELOOLQJ��FRQQHFWLRQ�DQG
SD\PHQWV�

7KLV�GRFXPHQW�FRQWDLQV�WKH�1DWXUDO�*DV�&XVWRPHU�6HUYLFH�&RGH��DQG�VHWV
PLQLPXP�FRQGLWLRQV�XQGHU�ZKLFK�D�JDV�VXSSOLHU�PD\�VXSSO\�DQG�VHOO
UHWLFXODWHG�QDWXUDO�JDV�WR�D�FXVWRPHU�DQG�D�GLVWULEXWRU�PD\�WUDQVSRUW
QDWXUDO�JDV�IRU�GHOLYHU\�WR�D�FXVWRPHU�

7KH�&RGH�LV�DYDLODEOH�IRU�LQVSHFWLRQ�RQ�WKH�$*$�:HE�VLWH�ORFDWHG�DW
ZZZ�JDV�DVQ�DX�

7KH�&RGH�DOVR�UHTXLUHV�HDFK�JDV�VXSSOLHU�WR�SUHSDUH�D�1$785$/�*$6
&86720(5�&+$57(5�ZKLFK�LQIRUPV�WKH�FRQVXPHU�RI�WKH�UHOHYDQW
UHTXLUHPHQWV�XQGHU�WKH�&RGH�

7KH�&RGH�ZLOO�EH�VXEMHFW�WR�DQQXDO�UHYLHZ�E\�WKH�$VVRFLDWLRQ��6XJJHVWLRQ
IRU�LPSURYHPHQWV�RU�DPHQGPHQWV�VKRXOG�EH�VHQW�WR�

7KH�6HFUHWDU\
$*�����&RGH�&RPPLWWHH
&�R�7KH�$XVWUDOLDQ�*DV�$VVRFLDWLRQ
32�%R[����
+,*+(77��9,&������
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SECTION 1

SCOPE, CUSTOMER CHARTER, CODE OPERATIONS
AND DEFINITIONS

1.1 SCOPE OF THE CODE

����� 7KH�1DWXUDO�*DV�&XVWRPHU�6HUYLFHV�&RGH��$*������LV�D�QDWLRQDO
FRGH�RI�SUDFWLFH�UHODWLQJ�WR�VWDQGDUGV�DQG�SURFHGXUHV�RI�FXVWRPHU
VHUYLFHV�LQ�WKH�JDV�GLVWULEXWLRQ�VHFWRU�

7KLV�&RGH�VHWV�PLQLPXP�FRQGLWLRQV�XQGHU�ZKLFK�D�VXSSOLHU�PD\
VXSSO\�DQG�VHOO�UHWLFXODWHG�QDWXUDO�JDV�WR�D�FXVWRPHU�DQG�D
GLVWULEXWRU�PD\�WUDQVSRUW�QDWXUDO�JDV�IRU�VXSSO\�WR�D�FXVWRPHU�

����� �L� (DFK�VXSSOLHU�DQG�GLVWULEXWRU�ZKLFK�LV�D�PHPEHU�RI�$*$�RU
UHTXLUHG�XQGHU�UHJXODWRU\�UHTXLUHPHQWV�WR�FRPSO\�ZLWK
WKLV�&RGH�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR�FRPSO\�ZLWK�WKH
SURYLVLRQV�RI�WKH�&RGH�DV�VRRQ�DV�SRVVLEOH�DQG�LQ�DQ\�HYHQW
ZLWKLQ����PRQWKV�RI�WKH�GDWH�RQ�ZKLFK�WKLV�&RGH�LV�DGRSWHG
E\�$*$�

�LL� :KHUH�D�VXSSOLHU�RU�GLVWULEXWRU�LV�XQDEOH�WR�FRPSO\�ZLWK
DQ\�SURYLVLRQ�RI�WKH�&RGH�ZLWKLQ�WKH�WLPH�SHULRG�VSHFLILHG�LQ
VXE�VHFWLRQ��L���WKDW�VXSSOLHU�RU�GLVWULEXWRU�PD\�VHHN�D
GHURJDWLRQ�IURP�WKH�&RGH�E\�ZULWWHQ�DSSOLFDWLRQ�WR�WKH�%RDUG
RI�$*$��ZKLFK�PD\�LQ�LWV�GLVFUHWLRQ�DSSURYH�VXFK�GHURJDWLRQ�

����� 7KLV�&RGH�PD\�DOVR�EH�DGRSWHG�DV�WKH�FXVWRPHU�VHUYLFH�FRGH�RI
SUDFWLFH�IRU�RWKHU�IRUPV�RI�JDV�GHOLYHUHG�WKURXJK�UHWLFXODWLRQ
LQFOXGLQJ�

�D� WRZQ�JDV�

�E� OLTXHILHG�SHWUROHXP�JDV��/3*��

�F� WHPSHUHG�OLTXHILHG�SHWUROHXP�JDV��7/3*��

�G� ELR�PDVV�JDV��DQG

�H� V\QWKHWLF�QDWXUDO�JDV

:KHUH�WKH�&RGH�LV�DGRSWHG�IRU�WKH�VXSSO\�DQG�VDOH�RI�RQH�RI�WKHVH
RWKHU�IRUPV�RI�UHWLFXODWHG�JDV��DQ\�UHIHUHQFH�WR�QDWXUDO�JDV�LQ�WKLV
&RGH�VKDOO�EH�LQWHUSUHWHG�DV�D�UHIHUHQFH�WR�WKH�RWKHU�IRUPV�RI�JDV
DV�RXWOLQHG�DERYH�

1.2 NATURAL GAS CUSTOMER CHARTER

����� $�VXSSOLHU�DGRSWLQJ�WKLV�&RGH�VKDOO�SUHSDUH�D�1DWXUDO�*DV
&XVWRPHU�&KDUWHU�DQG�RU�D�VWDQGDUG�IRUP�FRQWUDFW�ZKLFK
VXPPDULVHV�WKLV�&RGH��D�FRS\�RI�ZKLFK�&RGH�FDQ�EH�REWDLQHG�RQ
UHTXHVW�XQGHU�FODXVH��������DQG�DQ\�JUHDWHU�EHQHILW�ZKLFK�D
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VXSSOLHU�SURYLGHV�WR�D�FXVWRPHU��DQG�LQFOXGHV�D�UHIHUHQFH�WR�WKH
$XWKRULW\�RU�$XWKRULWLHV�UHOHYDQW�IRU�WKDW�VXSSOLHU�



Natural Gas Customer Service Code
11

7KH�1DWXUDO�*DV�&XVWRPHU�&KDUWHU�DQG�RU�VWDQGDUG�IRUP�FRQWUDFW
VKDOO�EH�LQ�SODLQ�ODQJXDJH�DQG�LQ�D�IRUPDW�HDVLO\�XQGHUVWRRG�E\
FXVWRPHUV�

(DFK�VXSSOLHU�VKDOO�VHQG�RQH�FRS\�RI�WKH�1DWXUDO�*DV�&XVWRPHU
&KDUWHU��IUHH�RI�FKDUJH��WR�HDFK�VXSSO\�DGGUHVV�

1.3 CODE OPERATIONS

1.3.1 Obtaining a copy of this Code

8SRQ�D�UHTXHVW�IURP�D�FXVWRPHU��D�VXSSOLHU�VKDOO�VHQG�WR�WKH
FXVWRPHU�D�FRS\�RI�WKLV�&RGH���7KH�VXSSOLHU�PD\�LPSRVH�D
UHDVRQDEOH�FKDUJH�WR�FRYHU�WKH�FRVW�RI�SULQWLQJ�DQG�SRVWDJH�IRU
FRPSO\LQJ�ZLWK�WKH�FXVWRPHUªV�UHTXHVW��$Q\�FXVWRPHU�PD\
LQVSHFW�D�FRS\�RI�WKH�&RGH�LQ�QRUPDO�DQG�ODUJH�SULQW�IUHH�RI�FKDUJH
DW�WKH�RIILFHV�RI�WKH�VXSSOLHU�

1.3.2 Code Amendment

������� 7KLV�&RGH�PD\�EH�DPHQGHG�DW�DQ\�WLPH�E\�WKH�$XVWUDOLDQ�*DV
$VVRFLDWLRQ���$Q�RXWOLQH�RI�WKH�&RGH�UHYLHZ�DQG�DPHQGPHQW
SURFHVV�LV�SURYLGHG�LQ�$SSHQGL[�&���7KH�$*$�FRPPLWWHH
UHVSRQVLEOH�IRU�UHYLHZLQJ�DQG�DPHQGLQJ�WKH�&RGH�VKDOO�LQFOXGH�D
UHSUHVHQWDWLYH�IURP�D�QDWLRQDO�FRQVXPHU�JURXS�

������� &KDQJHV�WR�DQ\�RI�WKH�GRFXPHQWV�UHIHUUHG�WR�LQ�$SSHQGL[�$�WR�WKLV
&RGH�PD\�DOVR�FDXVH�WKLV�&RGH�WR�EH�DPHQGHG���:KHUH�WKH
GRFXPHQWV�LQFRUSRUDWH�UHJXODWRU\�UHTXLUHPHQWV�DQG�RWKHU
LQGXVWU\�FRGHV��QRWLFH�RI�FKDQJH�LV�QRW�UHTXLUHG�

1.3.3 Variation to be by written agreement

7KH�WHUPV�RI�WKLV�&RGH�PD\�EH�YDULHG�E\�ZULWWHQ�DJUHHPHQW
EHWZHHQ�D�FXVWRPHU�DQG�D�VXSSOLHU��$Q\�YDULDWLRQ��KRZHYHU�
VKDOO�QRW�UHGXFH�WKH�ULJKWV�RU�LQFUHDVH�WKH�REOLJDWLRQV�RI�D
FXVWRPHU�ZLWKRXW�JLYLQJ�VRPH�FRUUHVSRQGLQJ�EHQHILW��ZKHWKHU
ILQDQFLDO�RU�RWKHUZLVH�

1.3.4 Code Amendment — Notification to customers

([FHSW�ZKHUH�D�VXSSOLHUªV�1DWXUDO�*DV�&XVWRPHU�&KDUWHU�FRQIHUV
D�EHQHILW�XSRQ�D�FXVWRPHU�HTXDO�WR�RU�JUHDWHU�WKDQ�WKH�EHQHILWV�RI
WKH�DPHQGPHQW�WR�WKLV�&RGH��D�VXSSOLHU�VKDOO�LQIRUP�D�FXVWRPHU
RI�DQ\�DPHQGPHQW�WR�WKLV�&RGH�ZKLFK�DIIHFWV�WKH�FXVWRPHUªV
ULJKWV�RU�REOLJDWLRQV�DV�VRRQ�DV�UHDVRQDEO\�SUDFWLFDEOH�DIWHU�WKH
DPHQGPHQW�LV�PDGH���8QOHVV�WKH�DPHQGPHQW�WR�WKLV�FRGH�LV�WR
LQFRUSRUDWH�UHJXODWRU\�UHTXLUHPHQWV��WKH�DPHQGPHQW�ZLOO�QRW
WDNH�HIIHFW�XQWLO�WKH�VXSSOLHU�JLYHV�QRWLFH�RI�WKH�DPHQGPHQW�LQ�WKH
*RYHUQPHQW�*D]HWWH��DQG�HLWKHU�D�QHZVSDSHU�RU�D�QRWLFH�WR�HDFK
FXVWRPHU�
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1.3.5 Rights after Termination of Supply

7HUPLQDWLRQ�RI�WKH�VXSSO\�RI�JDV�WR�D�FXVWRPHUªV�VXSSO\�DGGUHVV
GRHV�QRW�DIIHFW�ULJKWV�RU�REOLJDWLRQV�LQFXUUHG�SULRU�WR�WKH�GDWH�RI
WHUPLQDWLRQ���,Q�SDUWLFXODU��WKH�FXVWRPHU�FRQWLQXHV�WR�KDYH�DFFHVV
WR�FRPSODLQWV�DQG�GLVSXWH�UHVROXWLRQ�LQ�DFFRUGDQFH�ZLWK�6HFWLRQ���

1.3.6 Regulatory requirements

������� 7KH�UHODWLRQVKLS�EHWZHHQ�D�FXVWRPHU�DQG�D�VXSSOLHU�FDQ�EH
DIIHFWHG�E\�UHJXODWRU\�UHTXLUHPHQWV���%RWK�D�VXSSOLHU�DQG�D
FXVWRPHU�VKDOO�FRPSO\�ZLWK�UHJXODWRU\�UHTXLUHPHQWV�UHODWLQJ�WR
WKH�VXSSO\�RI�QDWXUDO�JDV�WR�D�FXVWRPHUªV�VXSSO\�DGGUHVV���$�OLVW
RI�WKH�UHOHYDQW�UHJXODWRU\�UHTXLUHPHQWV�DSSHDUV�LQ�$SSHQGL[�$�

������� ,Q�WKH�UHODWLRQVKLS�EHWZHHQ�WKH�VXSSOLHU�DQG�WKH�FXVWRPHU��WKH
IROORZLQJ�RUGHU�RI�KLHUDUFK\�DSSOLHV�

³ UHJXODWRU\�UHTXLUHPHQWV�

³ 1DWXUDO�*DV�&XVWRPHU�6HUYLFH�&RGH�

³ 6WDQGDUG�)RUP�&RQWUDFW��LI�DQ\��

³ 1DWXUDO�*DV�&XVWRPHU�&KDUWHU�

1.3.7 Obligations of a Supplier that does not operate the Distribution System

:KHUH��EHFDXVH�D�VXSSOLHU�LV�QRW�WKH�RZQHU�RU�RSHUDWRU�RI�WKH
GLVWULEXWLRQ�V\VWHP��WKH�VXSSOLHU�LV�XQDEOH�WR�IXOILO�DQ�REOLJDWLRQ
XQGHU�WKLV�&RGH��WKH�VXSSOLHU�VKDOO�VHHN�WR�KDYH�WKH�RZQHU�RU
RWKHU�SHUVRQ�UHVSRQVLEOH�IRU�WKH�GLVWULEXWLRQ�V\VWHP�IXOILO�WKH
REOLJDWLRQ�SXUVXDQW�WR�WKH�DJUHHPHQW��DUUDQJHPHQW�RU
XQGHUWDNLQJ�E\�ZKLFK�WKH�VXSSOLHU�XVHV�WKH�GLVWULEXWLRQ�V\VWHP�

1.3.8 Obligations of a Tenant

,Q�DQ\�DJUHHPHQW�EHWZHHQ�D�VXSSOLHU�DQG�D�FXVWRPHU�ZKHUH�WKH
FXVWRPHU�LV�QRW�WKH�RZQHU�RI�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV��WKH
VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�VHHN�WR�KDYH�WKH�RZQHU�RU
RWKHU�SHUVRQ�UHVSRQVLEOH�IRU�WKH�VXSSO\�DGGUHVV�IXOILO�DQ\
REOLJDWLRQ�RI�WKH�FXVWRPHU�XQGHU�WKLV�&RGH��XQGHU�WKH�DJUHHPHQW
RU�DUUDQJHPHQW�E\�ZKLFK�WKH�FXVWRPHU�RFFXSLHV�WKH�VXSSO\
DGGUHVV�

1.3.9 Contacts for Further Information

)RU�IXUWKHU�LQIRUPDWLRQ�DERXW�WKLV�&RGH��WKH�&XVWRPHU�&KDUWHU�
FXVWRPHUV�VKRXOG�FRQWDFW�WKHLU�VXSSOLHU���&RQWDFW�DGGUHVVHV
DSSHDU�LQ�$SSHQGL[�%�



Natural Gas Customer Service Code
13

1.4 DEFINITIONS

)RU�WKH�SXUSRVHV�RI�WKLV�&RGH�WKH�IROORZLQJ�GHILQLWLRQV�DSSO\�XQOHVV
WKH�FRQWH[W�UHTXLUHV�RWKHUZLVH�

����� DFFHSWDEOH
LGHQWLILFDWLR
Q
VXSSO\

PHDQV�LQ�WKH�FRQWH[W�RI�D�VXSSOLHU�UHTXLULQJ
SURRI�RI�LGHQWLW\�LQ�UHODWLRQ�WR�FRQQHFWLRQ�RI�

�D� WR�D�UHVLGHQWLDO�FXVWRPHU��RQH�RU�PRUH�RI
WKH�IROORZLQJ��D�GULYHU
V�OLFHQFH��D�FXUUHQW
SDVVSRUW�RU�RWKHU�IRUP�RI�SKRWRJUDSKLF
LGHQWLILFDWLRQ��D�SHQVLRQ�FDUG��D
'HSDUWPHQW�RI�6RFLDO�6HFXULW\�(QWLWOHPHQW
&DUG�RU�D�ELUWK�FHUWLILFDWH�RU�RWKHU
GRFXPHQW�DV�DJUHHG�E\�VXSSOLHU�

�E� WR�D�EXVLQHVV�FXVWRPHU�ZKLFK�LV�D�VROH
WUDGHU�RU�D�SDUWQHUVKLS��RQH�RU�PRUH�RI�WKH
IRUPV�RI�LGHQWLILFDWLRQ�UHIHUUHG�WR�LQ��D�
DERYH�ZLWK�UHVSHFW�WR�DOO�RI�WKH�LQGLYLGXDOV
WKDW�FRQGXFW�WKH�EXVLQHVV��RU

�F� WR�D�EXVLQHVV�FXVWRPHU�ZKLFK�LV�D
FRPSDQ\��WKH�FRPSDQ\
V�$XVWUDOLDQ
&RPSDQ\�1XPEHU�

����� $XWKRULW\ PHDQV�WKH�DXWKRULW\�KDYLQJ�VWDWXWRU\��OHJDO�
MXULVGLFWLRQ�UHVSRQVLEOH�XQGHU�UHOHYDQW
UHJXODWRU\�UHTXLUHPHQWV�IRU�WKH�UHJXODWLRQ�RI
QDWXUDO�JDV�VXSSO\��VXSSOLHUV�DQG�GLVWULEXWLRQ
V\VWHPV�

����� EDQN PHDQV�D�VDYLQJV�RU�WUDGLQJ�EDQN�RU�RWKHU
UHFRJQLVHG�ILQDQFLDO�LQVWLWXWLRQ�VXFK�DV�D
EXLOGLQJ�VRFLHW\�RU�D�FUHGLW�XQLRQ�RU�D�FUHGLW�FDUG
LVVXHU�

����� ELOOLQJ�F\FOH PHDQV�WKH�UHJXODU�UHFXUUHQW�SHULRG�LQ�ZKLFK�D
FXVWRPHU�UHFHLYHV�D�ELOO�IURP�WKH�FXVWRPHUªV
VXSSOLHU�

����� EXVLQHVV
FXVWRPHU

PHDQV�D�FXVWRPHU�ZKR�LV�QRW�D�UHVLGHQWLDO
FXVWRPHU�

����� EXVLQHVV�GD\ PHDQV�D�GD\�RWKHU�WKDQ�D�6DWXUGD\��D�6XQGD\�RU
D�SXEOLF�KROLGD\�

����� FRQQHFWLRQ PHDQV�WKH�MRLQLQJ�RI�D�QDWXUDO�JDV
LQVWDOODWLRQ�WR�WKH�VXSSOLHUªV�GLVWULEXWLRQ
V\VWHP�WR�DOORZ�WKH�IORZ�RI�JDV�IURP�WKH
GLVWULEXWLRQ�V\VWHP�WR�D�QDWXUDO�JDV
LQVWDOODWLRQ�
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����� FXVWRPHU PHDQV�D�SHUVRQ�

�D� RWKHU�WKDQ�D�VXSSOLHU��ZKR�EX\V�RU
SURSRVHV�WR�EX\�QDWXUDO�JDV�IURP�D
VXSSOLHU�DQG�ZKRVH�QDPH�DSSHDUV�RQ�WKH
QDWXUDO�JDV�ELOO�LVVXHG�E\�WKH�VXSSOLHU��DQG

�E� VXSSOLHG�XQGHU�D�SULFLQJ�RUGHU��RU

�F� VXSSOLHG�DV�D�IUDQFKLVH�FXVWRPHU�H[FOXGLQJ
D�FRQWUDFW�IUDQFKLVH�FXVWRPHU�ZKHUH�WKRVH
WHUPV�DUH�GHILQHG�XQGHU�DQ\�UHJXODWRU\
UHTXLUHPHQWV�DSSOLFDEOH�WR�WKH�VXSSOLHU
VXSSO\LQJ�WKH�FXVWRPHU��RU

�G� LQ�UHVSHFW�RI�DQ\�REOLJDWLRQ�RQ�WKH
VXSSOLHU��RU�ULJKW�RI�WKH�FXVWRPHU��WR
LQIRUPDWLRQ�UHJDUGLQJ�JDV�VXSSO\�RU�WR
GLVSXWH�UHVROXWLRQ��LQ�DGGLWLRQ�WR�WKRVH
SHUVRQV�UHIHUUHG�WR�LQ�FODXVHV��D��WR��F��RI
WKLV�FODXVH��UHVLGLQJ�DW�WKH�FXVWRPHUªV
VXSSO\�DGGUHVV�

����� GDWH�RI
UHFHLSW

PHDQV��LQ�UHODWLRQ�WR�WKH�UHFHLSW�E\�D�FXVWRPHU
RI�D�QRWLFH��LQFOXGLQJ�D�GLVFRQQHFWLRQ�ZDUQLQJ�
JLYHQ�E\�D�VXSSOLHU�

�D� LQ�WKH�FDVH�ZKHUH�WKH�VXSSOLHU�KDQGV�WKH
QRWLFH�WR�WKH�FXVWRPHU��WKH�GDWH�WKH
VXSSOLHU�GRHV�VR�

�E� LQ�WKH�FDVH�ZKHUH�WKH�VXSSOLHU�OHDYHV�WKH
QRWLFH�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�
WKH�GDWH�WKH�VXSSOLHU�GRHV�VR��DQG

�F� LQ�WKH�FDVH�ZKHUH�WKH�VXSSOLHU�JLYHV�WKH
QRWLFH�E\�SRVW��D�GDWH���EXVLQHVV�GD\V�DIWHU
WKH�GDWH�WKH�VXSSOLHU�SRVWHG�WKH�QRWLFH�

������ GLVWULEXWLRQ
VWDQGDUGV

PHDQV�WKH�UHOHYDQW�UHJXODWRU\�UHTXLUHPHQWV
�LQFOXGLQJ�LQGXVWU\�EDVHG�FRGHV�DQG

VWDQGDUGV�VXFK�DV�$*������*DV�'LVWULEXWLRQ
&RGH��WR�UHJXODWH�

�D� WKH�VXSSO\�RI�QDWXUDO�JDV�WR�RU�IURP�D
VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP��DQG

�E� WKH�ZD\�LQ�ZKLFK�D�FXVWRPHUªV�QDWXUDO
JDV�LQVWDOODWLRQ�DIIHFWV�WKH�GLVWULEXWLRQ
V\VWHP�WR�ZKLFK�LW�LV�FRQQHFWHG�

������ GLVWULEXWLRQ
V\VWHP

PHDQV�D�QHWZRUN�RI�SLSHV��PHWHUV�DQG�FRQWUROV
ZKLFK�WKH�VXSSOLHU�XVHV�WR�VXSSO\�QDWXUDO�JDV
RU�D�GLVWULEXWRU�XVHV�WR�WUDQVSRUW�QDWXUDO�JDV
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IRU�VXSSO\�WR�FXVWRPHUV�

������ GLVWULEXWRU PHDQV�WKH�HQWLW\�WKDW�KDV�WKH�FDUH�DQG�FRQWURO�RI
WKH�GLVWULEXWLRQ�V\VWHP�WKURXJK�ZKLFK�QDWXUDO
JDV�LV�WUDQVSRUWHG�IRU�VXSSO\�WR�FXVWRPHUV�

������ HPHUJHQF\ PHDQV�DQ�HPHUJHQF\�GXH�WR�WKH�DFWXDO�RU
LPPLQHQW�RFFXUUHQFH�RI�DQ�HYHQW�ZKLFK�LQ�DQ\
ZD\�HQGDQJHUV�RU�WKUHDWHQV�WR�HQGDQJHU�WKH
VDIHW\�RU�KHDOWK�RI�DQ\�SHUVRQ�RU�ZKLFK�GHVWUR\V
RU�GDPDJHV��RU�WKUHDWHQV�WR�GHVWUR\�RU�GDPDJH�
DQ\�SURSHUW\�

������ JDV�LQVWDOOHU PHDQV�D�SHUVRQ�OLFHQVHG�RU�DXWKRULVHG�XQGHU
UHOHYDQW�UHJXODWRU\�UHTXLUHPHQWV�WR�LQVWDOO�
UHSDLU��DOWHU�RU�PDNH�DQ\�DGGLWLRQ�WR�D�QDWXUDO
JDV�LQVWDOODWLRQ�RU�WR�DQ\�SDUW�RI�D�QDWXUDO
JDV�LQVWDOODWLRQ�

������ KHDWLQJ
YDOXH

XQLWV�RI�HQHUJ\�FRQWDLQHG�LQ�RQH�FXELF�PHWUH�RI
JDV�

������ PHWHU PHDQV�DQ�LQVWUXPHQW�WKDW�PHDVXUHV�WKH�TXDQWLW\
RI�JDV�SDVVLQJ�WKURXJK�LW�DQG�LQFOXGHV�DVVRFLDWHG
HTXLSPHQW�DWWDFKHG�WR�WKH�LQVWUXPHQW�WR�ILOWHU�
FRQWURO�RU�UHJXODWH�WKH�IORZ�RI�JDV�

������ PHWHULQJ PHDQV�WKH�UHOHYDQW�UHJXODWRU\�UHTXLUHPHQWV
VWDQGDUGV�ZKLFK�

D� UHJXODWH�WKH�EDVLV�IRU�WKH�LQVWDOODWLRQ�RI
QHZ�PHWHULQJ�HTXLSPHQW�DQG�WKH�RSHUDWLRQ
DQG�PDLQWHQDQFH�RI�QHZ�DQG�H[LVWLQJ
PHWHULQJ�HTXLSPHQW�DW�D�FXVWRPHU
V
VXSSO\�DGGUHVV�

E� HVWDEOLVK�ULJKWV�DQG�REOLJDWLRQV�ZLWK
UHVSHFW�WR�PHWHUHG�GDWD��DQG

F� LQFOXGHV�UHOHYDQW�RU�SUHVFULEHG�LQGXVWU\
FRGHV�RU�VWDQGDUGV�

������ QDWXUDO�JDV
LQVWDOODWLRQ

PHDQV�DQ\�QDWXUDO�JDV�HTXLSPHQW�DW�D
FXVWRPHUªV�VXSSO\�DGGUHVV�WKDW�LV�QRW�SDUW�RI�D
VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP�

������ SRLQW�RI
VXSSO\

PHDQV�WKH�SRLQW�ZKHUH�WKH�QDWXUDO�JDV�OHDYHV�WKH
VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP�ZKHWKHU�RU�QRW
WKH�QDWXUDO�JDV�SDVVHV�WKURXJK�IDFLOLWLHV�RZQHG
RU�RSHUDWHG�E\�DQ\�RWKHU�SHUVRQ�DIWHU�OHDYLQJ
WKDW�SRLQW�EHIRUH�EHLQJ�VXSSOLHG�WR�WKH�FXVWRPHU
�IRU�H[DPSOH�WKH�PHWHU�RXWOHW�ZKHUH�WKH�PHWHU�LV
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WKH�ODVW�SDUW�RI�WKH�GLVWULEXWLRQ�V\VWHP��

������ SULFLQJ
RUGHU

PHDQV�WKH�RUGHU�LVVXHG�XQGHU�UHOHYDQW
UHJXODWRU\�UHTXLUHPHQWV�HVWDEOLVKLQJ�D�SULFLQJ
PHFKDQLVP�DFFRUGLQJ�WR�ZKLFK�FKDUJHV�IRU
QDWXUDO�JDV�VXSSOLHG�WR�FXVWRPHUV�DUH�WR�EH
IL[HG�
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������ UHDGLQJ PHDQV�

�D� ILJXUHV�RU�RWKHU�LQIRUPDWLRQ�VKRZQ�RQ�D
PHWHU�UHJLVWHU�RU�LQVWUXPHQW�HLWKHU�UHDG�RU
FROOHFWHG�GLUHFWO\�RU�WUDQVPLWWHG�RU
WUDQVIRUPHG�E\�HOHFWURQLF��UDGLR�
PLFURZDYH��VRQLF�RU�RWKHU�PHDQV��RU

�E� WKH�SURFHVV�RI�FROOHFWLQJ�ILJXUHV�RU�RWKHU
LQIRUPDWLRQ�IURP�D�PHWHU�HLWKHU�GLUHFWO\�RU
WKURXJK�EHLQJ�WUDQVPLWWHG�RU�WUDQVIRUPHG
E\�HOHFWURQLF��UDGLR��PLFURZDYH��VRQLF�RU
RWKHU�PHDQV�

������ UHDVRQDEOH
DVVXUDQFH

PHDQV��LQ�UHODWLRQ�WR�D�FXVWRPHUªV�RIIHU�WR�SD\��D
IDLU�DQG�UHDVRQDEOH�H[SHFWDWLRQ��EDVHG�RQ�DOO�WKH
FLUFXPVWDQFHV�OHDGLQJ�WR��DQG�ZKLFK�DUH
DQWLFLSDWHG�WR�IROORZ��WKH�RIIHU��WKDW�WKH
FXVWRPHU�ZLOO�PHHW�WKH�WHUPV�RI�WKH�RIIHU�

������ UHIXQGDEOH
DGYDQFH

PHDQV�DQ�DPRXQW�RI�PRQH\�RU�RWKHU
DUUDQJHPHQW�DFFHSWDEOH�WR�WKH�VXSSOLHU�DV
VHFXULW\�DJDLQVW�D�FXVWRPHU��GHIDXOWLQJ�RQ
SD\PHQW�RI�D�ELOO�

������ UHJXODWRU\
UHTXLUHPHQW
V

PHDQV�DQ\�&RPPRQZHDOWK��6WDWH�RU�ORFDO
JRYHUQPHQW�OHJLVODWLRQ�LQFOXGLQJ�DFWV�RI
SDUOLDPHQW��UHJXODWLRQV��E\�ODZV�RU�RWKHU�VXE�
RUGLQDWH�OHJLVODWLRQ��MXGLFLDO��DGPLQLVWUDWLYH�RU
UHJXODWRU\�GHFUHHV��RU�DQ\�PDQGDWRU\�DSSURYDOV
DQG�JXLGHOLQHV��LQFOXGLQJ�LQGXVWU\�VWDQGDUGV�DQG
RU�DGPLQLVWUDWLYH�LQWHUSUHWDWLRQV�RI�WKHP�

������ UHVLGHQWLDO
FXVWRPHU

PHDQV�D�FXVWRPHU�ZKR�DFTXLUHV�QDWXUDO�JDV�IRU
XVH�LQ�GRPHVWLF�SUHPLVHV�

������ VHUYLFH�DQG
LQVWDOODWLRQ
UXOHV

PHDQV�WKH�UHJXODWRU\�UHTXLUHPHQWV�UHOHYDQW�WR
WKH�LQVWDOODWLRQ�DQG�VHUYLFLQJ�RI�D�QDWXUDO�JDV
LQVWDOODWLRQ��WKLV�LQFOXGHV�$*�����*DV
,QVWDOODWLRQ�&RGH�DQG�$*�����&RGH�IRU
&RPPHUFLDO�DQG�,QGXVWULDO�*DV�)LUHG
$SSOLDQFHV��

������ VXSSOLHU PHDQV�D�SHUVRQ�ZKR�KROGV�WKH�UHOHYDQW�6WDWH�RU
7HUULWRU\�DXWKRULVDWLRQV�DQG�RU�OLFHQFHV�WR
VXSSO\�RU�UHWDLO�QDWXUDO�JDV�WR�RWKHU�SHUVRQV
�UHIHUUHG�WR�LQ�VRPH�MXULVGLFWLRQV�DV�D�UHWDLOHU��

������ VXSSO\ LQ�UHODWLRQ�WR�QDWXUDO�JDV��PHDQV�WKH�GHOLYHU\�RI
QDWXUDO�JDV�DQG�UHODWHG�VHUYLFHV�
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������ VXSSO\
DGGUHVV

PHDQV�WKH�DGGUHVV�DW�ZKLFK�D�VXSSOLHU�KDV
VXSSOLHG��VXSSOLHV�RU�PD\�VXSSO\�QDWXUDO�JDV�WR
D�FXVWRPHU�

1.5 INTERPRETATION

������ ,Q�GHFLGLQJ�ZKHWKHU�D�VXSSOLHU�KDV�XVHG�LWV�EHVW�HQGHDYRXUV�
UHJDUG�VKDOO�EH�KDG�WR�UHOHYDQW�FRGHV��JRRG�QDWXUDO�JDV�LQGXVWU\
SUDFWLFH�DV�GHILQHG�LQ�WKH�GLVWULEXWLRQ�VWDQGDUGV��WKH
SHUIRUPDQFH�RI�RWKHU�VXSSOLHUV�DQG�WR�LQWHU�6WDWH�DQG
LQWHUQDWLRQDO�EHQFKPDUNV�

����� 7KH�&RGH�UHFRJQLVHV�WKDW�LQ�VRPH�MXULVGLFWLRQV�WKH�DFWLYLWLHV�RI
VXSSOLHUV�DQG�GLVWULEXWRUV�ZLOO�QRUPDOO\�EH�FDUULHG�RXW�E\
VHSDUDWH�OHJDO�HQWLWLHV���+RZHYHU��LQ�VRPH�MXULVGLFWLRQV��WKHVH
DFWLYLWLHV�ZLOO�EH�FDUULHG�RXW�E\�D�VLQJOH�OHJDO�HQWLW\���,Q�WKLV�&RGH�
DQ\�REOLJDWLRQ�LQ�UHODWLRQ�WR�D�GLVWULEXWLRQ�V\VWHP�ZLOO�EH�DQ
REOLJDWLRQ�RQ�WKH�HQWLW\�KDYLQJ�WKH�FDUH�DQG�FRQWURO�RI�WKDW
GLVWULEXWLRQ�V\VWHP��ZKHWKHU�WKDW�LV�WKH�VXSSOLHU�RU�WKH
GLVWULEXWRU�

����� 7R�DYRLG�GRXEW��DQ\�UHTXLUHPHQW�RI�WKLV�&RGH�ZKLFK�SURYLGHV�WKDW
D�VXSSOLHU�PD\�WDNH�DFWLRQ�RU�GR�RU�UHIUDLQ�IURP�GRLQJ�DQ\�WKLQJ
PHDQV�WKDW�WKH�VXSSOLHU�KDV�WKH�GLVFUHWLRQ�WR�GR�VR��EXW�LV�QRW
UHTXLUHG�WR�GR�VR�

������ ,Q�WKLV�&RGH��XQOHVV�WKH�FRQWH[W�RWKHUZLVH�UHTXLUHV�

�D� KHDGLQJV�DUH�IRU�FRQYHQLHQFH�RQO\�DQG�GR�QRW�DIIHFW�WKH
LQWHUSUHWDWLRQ�RI�WKLV�&RGH�

�E� ZRUGV�LPSRUWLQJ�WKH�VLQJXODU�LQFOXGH�WKH�SOXUDO�DQG�YLFH
YHUVD�

�F� ZRUGV�LPSRUWLQJ�D�JHQGHU�LQFOXGH�DQ\�JHQGHU�

�G� DQ�H[SUHVVLRQ�LPSRUWLQJ�D�QDWXUDO�SHUVRQ�LQFOXGHV�DQ\
FRPSDQ\��SDUWQHUVKLS��WUXVW��MRLQW�YHQWXUH��DVVRFLDWLRQ�
FRUSRUDWLRQ�RU�RWKHU�ERG\�FRUSRUDWH�DQG�DQ\�JRYHUQPHQWDO
DJHQF\�

�H� D�UHIHUHQFH�WR�D�FODXVH��VFKHGXOH��DSSHQGL[�RU�VHFWLRQ�LV�WR�D
FODXVH��VFKHGXOH��DSSHQGL[�RU�VHFWLRQ�RI�WKLV�&RGH�

�I� D�UHIHUHQFH�WR�WHUPV�RI�DQ�RIIHU�RU�DJUHHPHQW�LV�WR�DOO�WHUPV�
FRQGLWLRQV�DQG�SURYLVLRQV�RI�WKH�RIIHU�RU�DJUHHPHQW�

�J� D�UHIHUHQFH�WR�DQ\�VWDWXWH��UHJXODWLRQ��SURFODPDWLRQ��RUGHU�LQ
FRXQFLO��RUGLQDQFH��E\�ODZ�RU�UXOH��LQFOXGHV�DOO�VWDWXWHV�
UHJXODWLRQV��SURFODPDWLRQV��RUGHUV�LQ�FRXQFLO��RUGLQDQFHV�E\�
ODZV�RU�UXOH�YDU\LQJ��FRQVROLGDWLQJ��UH�HQDFWLQJ��H[WHQGLQJ�RU
UHSODFLQJ�WKHP�DQG�D�UHIHUHQFH�WR�D�VWDWXWH�LQFOXGHV�DOO
UHJXODWLRQV��SURFODPDWLRQV��RUGHUV�LQ�FRXQFLO��RUGLQDQFHV��E\�
ODZV�RU�UXOHV�LVVXHG�XQGHU�WKDW�VWDWXWH�
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�K� D�UHIHUHQFH�WR�D�GRFXPHQW�RU�D�SURYLVLRQ�RI�D�GRFXPHQW
LQFOXGHV�DQ�DPHQGPHQW�RU�VXSSOHPHQW�WR��RU�UHSODFHPHQW�RU
QRYDWLRQ�RI��WKDW�GRFXPHQW�RU�WKDW�SURYLVLRQ�RI�WKDW
GRFXPHQW�

�L� D�UHIHUHQFH�WR�D�SHUVRQ�LQFOXGHV�WKDW�SHUVRQ·V�H[HFXWRUV�
DGPLQLVWUDWRUV��VXFFHVVRUV��VXEVWLWXWHV��LQFOXGLQJ��ZLWKRXW
OLPLWDWLRQ��SHUVRQV�WDNLQJ�E\�QRYDWLRQ��DQG�SHUPLWWHG
DVVLJQV�

�M� D�UHIHUHQFH�WR�D�VXSSOLHU�LQFOXGHV�D�VXSSOLHUªV�RIILFHUV�
HPSOR\HHV��FRQWUDFWRUV��DJHQWV�RU�RWKHU�UHSUHVHQWDWLYHV�

�N� D�UHIHUHQFH�WR�EL�PRQWKO\�PHDQV�HYHU\�WZR�PRQWKV�

�O� ZKHQ�LWDOLFLVHG��RWKHU�SDUWV�RI�VSHHFK�DQG�JUDPPDWLFDO�IRUPV
RI�D�ZRUG�RU�SKUDVH�GHILQHG�LQ�WKLV�&RGH�KDYH�D�FRUUHVSRQGLQJ
PHDQLQJ�

�P� D�SHULRG�RI�WLPH�ZKLFK�

�L� GDWHV�IURP�D�JLYHQ�GD\�RU�WKH�GD\�RI�DQ�DFW�RU�HYHQW�LV�WR
EH�FDOFXODWHG�H[FOXVLYH�RI�WKDW�GD\��RU

�LL� FRPPHQFHV�RQ�D�JLYHQ�GD\�RU�WKH�GD\�RI�DQ�DFW�RU�HYHQW�LV
WR�EH�FDOFXODWHG�LQFOXVLYH�RI�WKDW�GD\��DQG

�Q� DQ�HYHQW�ZKLFK�LV�UHTXLUHG�XQGHU�WKLV�&RGH�WR�RFFXU�RQ�RU�E\�D
VWLSXODWHG�GD\�ZKLFK�LV�QRW�D�EXVLQHVV�GD\�PD\�RFFXU�RQ�RU
E\�WKH�QH[W�EXVLQHVV�GD\�
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SECTION 2

INFORMATION AND COMMUNICATION

2.1 INFORMATION PROVISION

2.1.1 Limitations on the Obligations of a Supplier

7KH�REOLJDWLRQV�RI�D�VXSSOLHU�XQGHU�WKLV�&RGH�DUH��WR�WKH�H[WHQW
VXFK�LQIRUPDWLRQ�LV�UHOHYDQW�WR�WKDW�REOLJDWLRQ��VXEMHFW�WR�WKH
FXVWRPHU�SURYLGLQJ�WKH�IROORZLQJ�LQIRUPDWLRQ�DV�VRRQ�DV�SRVVLEOH
DIWHU�WKH�UHOHYDQW�RFFXUUHQFH�

�D� FKDQJH�LQ�UHVSRQVLELOLW\�IRU�WKH�SD\PHQW�RI�WKH�VXSSOLHUªV
ELOO�

�E� FKDQJH�WR�WKH�FXVWRPHUªV�FRQWDFW�GHWDLOV�

�F� FKDQJH�WR�WKH�PDMRU�QDWXUDO�JDV�XVDJH�SXUSRVH�RI�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�

�G� FKDQJH�DIIHFWLQJ�DFFHVV�WR�PHWHULQJ�HTXLSPHQW�

�H� SURSRVHG�FKDQJH�WR�WKH�FXVWRPHUªV�QDWXUDO�JDV
LQVWDOODWLRQ�ZKLFK�PD\�DIIHFW�WKH�TXDOLW\�RU�VDIHW\�RI�WKH
VXSSO\�RI�QDWXUDO�JDV�WR�WKH�FXVWRPHU�RU�DQ\�RWKHU�SHUVRQ�
RU

�I� JDV�OHDN�RU�RWKHU�SUREOHP�ZLWK�WKH�VXSSOLHUªV�GLVWULEXWLRQ
V\VWHP�

$QG�LQ�DQ\�DJUHHPHQW�EHWZHHQ�WKH�VXSSOLHU�DQG�WKH�FXVWRPHU�
WKH�VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�FRPSO\�ZLWK�WKHVH
LQIRUPDWLRQ�UHTXLUHPHQWV�

2.1.2 Obligations of a Supplier

������� $�VXSSOLHU�VKDOO�SURYLGH�FXVWRPHUV�ZLWK�D�IUHH�RI�FKDUJH�FRS\�RI
WKH�VXSSOLHUªV�1DWXUDO�*DV�&XVWRPHU�&KDUWHU�DQG��RQ�RU�EHIRUH
WKH�GDWH�RI�WKH�ILUVW�ELOO��LQIRUPDWLRQ�RQ�

�D� WKH�W\SH�DQG�IUHTXHQF\�RI�ELOOV�WKH�FXVWRPHU�ZLOO�UHFHLYH�

�E� SD\PHQW�RSWLRQV�DYDLODEOH�WR�WKH�FXVWRPHU�

�F� JRYHUQPHQW�HQHUJ\�DVVLVWDQFH�VFKHPHV�DQG�FRQFHVVLRQV�

�G� KRZ�WR�PDNH�D�FRPSODLQW�WR��RU�HQTXLU\�RI��WKH�VXSSOLHU�

�H� WKH�VXSSOLHUªV����KRXU����GD\V�D�ZHHN�HPHUJHQF\�OLQH�

�I� WKH�VXSSOLHUªV�ODQJXDJH�WUDQVODWLRQ�RU�GLVDELOLW\�VHUYLFHV�

�J� WKH�FXVWRPHUªV�TXDOLW\�RI�VXSSO\�REOLJDWLRQV��DQG

�K� FRPSODLQWV�DQG�GLVSXWH�UHVROXWLRQ�SURFHVVHV�
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�������� $�VXSSOLHU��VKDOO��RQ�UHTXHVW�E\�D�FXVWRPHU��SURYLGH�WKH
FXVWRPHU�RU�WKH�FXVWRPHUªV�JDV�LQVWDOOHU�ZLWK�UHDVRQDEOH
LQIRUPDWLRQ�RQ�

�D� WKH�VXSSOLHUªV�WDULIIV��LQFOXGLQJ�DQ\�DOWHUQDWLYH�WDULIIV
ZKLFK�PD\�EH�DYDLODEOH�WR�WKDW�FXVWRPHU��DQG

�E� WKH�VXSSOLHUªV�UHTXLUHPHQWV�LQ�UHODWLRQ�WR�WKH�FXVWRPHUªV
SURSRVHG�QHZ�QDWXUDO�JDV�LQVWDOODWLRQ��RU�FKDQJHV�WR�WKH
FXVWRPHUªV�H[LVWLQJ�QDWXUDO�JDV�LQVWDOODWLRQ��LQFOXGLQJ
DGYLFH�DERXW�VXSSO\�H[WHQVLRQV�

������� 7KH�LQIRUPDWLRQ�VKDOO�EH�

�D� SURYLGHG�WR�D�FXVWRPHU�IUHH�RI�FKDUJH�ZLWKLQ���EXVLQHVV
GD\V�RI�WKH�FXVWRPHUªV�UHTXHVW��DQG

�E� LI�WKH�FXVWRPHU�UHTXHVWV�LW��SURYLGHG�LQ�ZULWLQJ�

������� $�VXSSOLHU�VKDOO�DGYLVH�HDFK�FXVWRPHU�HLWKHU�DW�WKH�WLPH�RI�D
UHTXHVW�E\�D�FXVWRPHU�IRU�D�FRQQHFWLRQ��RU�DW�WKH�WLPH�RI�UHQGHULQJ
WKH�LQLWLDO�ELOO�WR�WKH�FXVWRPHU��RI�DQ\�DOWHUQDWLYH�WDULIIV�ZKLFK�DUH
DYDLODEOH�WR�WKDW�FXVWRPHU�

2.2 ADVICE ON THE USE OF NATURAL GAS

$�VXSSOLHU�VKDOO�SURYLGH�WR�D�FXVWRPHU�RQ�UHTXHVW�DQG�IUHH�RI
FKDUJH�

�D� DGYLFH�DQG�LQIRUPDWLRQ�WR�D�FXVWRPHU�RQ�WKH�PRVW�FRVW
HIIHFWLYH�ZD\�WR�XWLOLVH�QDWXUDO�JDV��LQFOXGLQJ�UHIHUULQJ�D
FXVWRPHU�WR�D�UHOHYDQW�LQIRUPDWLRQ�VRXUFH��

�E� DGYLFH�RQ�KRZ��DQG�DW�ZKDW�HVWLPDWHG�FRVW��D�FXVWRPHU�PD\
DUUDQJH�IRU�DQ�HQHUJ\�DXGLW�RI�WKH�FXVWRPHUªV�VXSSO\
DGGUHVV��DQG

�F� DGYLFH�RQ�WKH�W\SLFDO�UXQQLQJ�FRVWV�RI�PDMRU�GRPHVWLF
DSSOLDQFHV�

2.3 SPECIAL INFORMATION NEEDS

2.3.1 Language and large print needs

������� $�VXSSOLHU�VKDOO�

�D� SURYLGH�DFFHVV�WR�PXOWL�OLQJXDO�VHUYLFHV�WR�PHHW�WKH
UHDVRQDEOH�QHHGV�RI�LWV�FXVWRPHUV��DQG

�E� SURYLGH��RQ�UHTXHVW�E\�D�FXVWRPHU��ODUJH�SULQW�YHUVLRQV�RI�

�L� WKLV�&RGH��DW�D�UHDVRQDEOH�FKDUJH�WR�UHFRYHU�WKH�FRVW�RI
SULQWLQJ�DQG�SRVWDJH��DQG

�LL� WKH�VXSSOLHUªV�1DWXUDO�*DV�&XVWRPHU�&KDUWHU��IUHH�RI
FKDUJH�
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2.4 PRIVACY AND CONFIDENTIALITY

����� $�VXSSOLHU

�L� VKDOO�NHHS�FXVWRPHU�LQIRUPDWLRQ�FRQILGHQWLDO�

�LL� VKDOO�RQO\�XVH�FXVWRPHU�LQIRUPDWLRQ�IRU�SXUSRVHV�UHODWHG�WR�D
EXVLQHVV�RSHUDWHG�E\�WKH�VXSSOLHU��SURYLGHG�WKDW�WKH
VXSSOLHU�VKDOO�QRW�EH�HQWLWOHG�WR�VHOO�WKH�LQIRUPDWLRQ�WR�WKLUG
SDUWLHV�DV�SDUW�RI�VXFK�EXVLQHVV��DQG

�LLL� VKDOO�QRW�SDVV�FXVWRPHU�LQIRUPDWLRQ�WR�DQRWKHU�SDUW\�XQOHVV�

�D� WKH�VXSSOLHU�LV�UHTXLUHG�E\�ODZ�WR�GLVFORVH�RU�XVH�WKH
LQIRUPDWLRQ��RU

�E� WKH�FXVWRPHU�JLYHV�WKH�VXSSOLHU�H[SOLFLW�FRQVHQW�

2.5 COMPLAINTS AND DISPUTE RESOLUTION

2.5.1 Obligations on a supplier

$�VXSSOLHU�VKDOO�

�D� PDQDJH�D�FRPSODLQW�PDGH�WR�LW�E\�D�FXVWRPHU�LQ�DFFRUGDQFH
ZLWK�WKH�$XVWUDOLDQ�6WDQGDUG�RQ�&RPSODLQWV�+DQGOLQJ��$6
�����������

�E� SXEOLVK�LQIRUPDWLRQ�ZKLFK�ZLOO�DVVLVW�LWV�FXVWRPHUV�LQ
XWLOLVLQJ�LWV�FRPSODLQWV�KDQGOLQJ�SURFHVV��DQG

�F� ZKHQ�UHTXHVWHG�E\�D�FXVWRPHU��SURYLGH�WKH�FXVWRPHU�ZLWK
LQIRUPDWLRQ�DERXW

�L� WKH�VXSSOLHUªV�FRPSODLQWV�KDQGOLQJ�SURFHVV��DQG

�LL� H[WHUQDO�GLVSXWH�UHVROXWLRQ�ERGLHV�

2.5.2 Rights of a customer

$�FXVWRPHU�PD\�

�D� PDNH�D�FRPSODLQW�WR�D�VXSSOLHU�DERXW�WKH�VXSSOLHUªV�DFWV�RU
RPLVVLRQV�

�E� ZKHUH�WKH�FXVWRPHU�LV�QRW�VDWLVILHG�ZLWK�WKH�VXSSOLHUªV
UHVSRQVH�WR�WKH�FRPSODLQW��UDLVH�WKH�FRPSODLQW�WR�D�KLJKHU
OHYHO�ZLWKLQ�WKH�VXSSOLHUªV�PDQDJHPHQW�VWUXFWXUH��DQG

�F� ZKHUH��DIWHU�UDLVLQJ�WKH�FRPSODLQWV�WR�D�KLJKHU�OHYHO��WKH
FXVWRPHU�LV�QRW�VDWLVILHG�ZLWK�WKH�VXSSOLHUªV�UHVSRQVH��UHIHU
WKH�FRPSODLQW�WR�WKH�H[WHUQDO�GLVSXWH�UHVROXWLRQ�ERG\��DV
DSSURSULDWH�
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SECTION 3

GAS CONNECTION AND SUPPLY STANDARDS

3.1 CONNECTION OF A CUSTOMER TO GAS SUPPLY —
SUPPLIERS OR DISTRIBUTORS

3.1.1 Supply and metering equipment

$�VXSSOLHU�RU�GLVWULEXWRU�VKDOO��LQ�DFFRUGDQFH�ZLWK�WKH
GLVWULEXWLRQ�VWDQGDUGV�

�D� SURYLGH��LQVWDOO�DQG�PDLQWDLQ�HTXLSPHQW�IRU�WKH�VXSSO\�RI
QDWXUDO�JDV�XS�WR�WKH�SRLQW�RI�VXSSO\��DQG

�E� SURYLGH��LQVWDOO�DQG�PDLQWDLQ�PHWHULQJ�DQG�QHFHVVDU\
DQFLOODU\�HTXLSPHQW�DW�D�ORFDWLRQ�DW�WKH�VXSSO\�DGGUHVV
VXLWDEOH�WR�WKH�VXSSOLHU��JLYLQJ�GXH�FRQVLGHUDWLRQ�WR�WKH
FXVWRPHUªV�ZLVKHV�

3.1.2 Existing connections

������� 6XEMHFW�WR�

�D� DGHTXDWH�VXSSO\�EHLQJ�DYDLODEOH�DW�WKH�UHTXLUHG�YROXPH�DQG
SUHVVXUH�DW�WKH�ERXQGDU\�RI�WKH�VXSSO\�DGGUHVV�

�E� WKH�QDWXUDO�JDV�LQVWDOODWLRQ�DW�WKH�VXSSO\�DGGUHVV
FRPSO\LQJ�ZLWK�UHJXODWRU\�UHTXLUHPHQWV��DQG

�F� WKH�PHWHU�DW�WKH�VXSSO\�DGGUHVV�EHLQJ�DYDLODEOH�IRU�XVH�E\
WKH�VXSSOLHU�ZKHUH�QHFHVVDU\

D�VXSSOLHU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR�FRQQHFW�WKH�FXVWRPHU
DW�D�VXSSO\�DGGUHVV�SUHYLRXVO\�VXSSOLHG�E\�DQ\�VXSSOLHU�ZLWKLQ
RQH�EXVLQHVV�GD\�RU�ZLWKLQ�D�SHULRG�DJUHHG�ZLWK�WKH�FXVWRPHU�

������� 7KH�REOLJDWLRQ�RI�WKH�VXSSOLHU�WR�FRQQHFW�WKH�FXVWRPHU�ZLWKLQ�RQH
EXVLQHVV�GD\�LV�VXEMHFW�WR�WKH�FXVWRPHU�FRPSO\LQJ�ZLWK�WKH
IROORZLQJ�UHTXLUHPHQWV�

�D� WKH�FXVWRPHU�PDNLQJ�DSSOLFDWLRQ��LQ�SHUVRQ��E\�WHOHSKRQH�RU
LQ�ZULWLQJ��DQG�SURYLGH�DFFHSWDEOH�LGHQWLILFDWLRQ�DV
UHTXLUHG�E\�WKH�VXSSOLHU�

�E� LI�UHTXLULQJ�FRQQHFWLRQ�ZLWKLQ�RQH�EXVLQHVV�GD\��WKH
FXVWRPHU�PDNLQJ�WKH�DSSOLFDWLRQ�E\��SP�RQ�WKH�SUHYLRXV
EXVLQHVV�GD\�

�F� WKH�FXVWRPHU�DJUHHLQJ�WR�SD\�WKH�VXSSOLHU�DOO�UHOHYDQW�IHHV
DQG�FKDUJHV�

�G� WKH�FXVWRPHU�SURYLGLQJ�FRQWDFW�GHWDLOV�IRU�ELOOLQJ�SXUSRVHV�

�H� LI�WKH�UHTXHVW�LV�PDGH�LQ�UHVSHFW�RI�D�UHQWDO�SURSHUW\��WKH
FXVWRPHU�SURYLGLQJ�FRQWDFW�GHWDLOV�IRU�WKH�SURSHUW\�RZQHU�RU
WKH�RZQHU
V�DJHQW�
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�I� LI�UHTXLUHG�E\�WKH�VXSSOLHU��WKH�FXVWRPHU�VDWLVI\LQJ�WKH
VXSSOLHU�WKDW�QHFHVVDU\�VDIH��FRQYHQLHQW�DQG�XQKLQGHUHG
DFFHVV�WR�WKH�VXSSO\�DGGUHVV��WKH�PHWHU�DQG�WKH�QDWXUDO
JDV�LQVWDOODWLRQ�LV�DYDLODEOH�

�J� LI�UHTXLUHG�E\�WKH�VXSSOLHU��WKH�FXVWRPHU�SURYLGLQJ�WKH
VXSSOLHU�ZLWK�LQIRUPDWLRQ�RQ�WKH�QXPEHU�DQG�W\SHV�RI
DSSOLDQFHV�LQVWDOOHG��QXPEHU�RI�KRXVHKROG�RFFXSDQWV�DQG
DQWLFLSDWHG�XVDJH�RI�DSSOLDQFHV�

�K� LI�UHTXLUHG�E\�WKH�VXSSOLHU�XQGHU�WKLV�&RGH��WKH�FXVWRPHU
SURYLGLQJ�D�UHIXQGDEOH�DGYDQFH��EDQN�JXDUDQWHH�RU
HQWHULQJ�LQWR�D�SD\PHQW�DUUDQJHPHQW��DQG

�L� WKH�FXVWRPHU�QRW�KDYLQJ�DQ�RXWVWDQGLQJ�GHEW�UHODWLQJ�WR�WKH
VXSSO\�RI�QDWXUDO�JDV�RU�DQ\�RWKHU�IRUP�RI�JDV�VXSSOLHG�E\
WKDW�VXSSOLHU�WR�WKDW�FXVWRPHU�DW�D�SUHYLRXV�VXSSO\
DGGUHVV��RWKHU�WKDQ�D�GHEW�WKH�VXEMHFW�RI�D�GLVSXWH��RU�IRU
ZKLFK�UHSD\PHQW�DUUDQJHPHQWV�KDYH�EHHQ�PDGH��

������� 7KH�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�FRQQHFW�WKH�FXVWRPHUªV�VXSSO\
DGGUHVV�RQO\�LQ�DFFRUGDQFH�ZLWK�WKH�GLVWULEXWLRQ�VWDQGDUGV�

3.1.3 New gas connections

������� 6XEMHFW�WR�

�D� DGHTXDWH�VXSSO\�EHLQJ�DYDLODEOH�DW�WKH�UHTXLUHG�YROXPH�DQG
SUHVVXUH�DW�WKH�ERXQGDU\�RI�D�QHZ�VXSSO\�DGGUHVV��DQG

�E� WKH�QDWXUDO�JDV�LQVWDOODWLRQ�DW�WKH�VXSSO\�DGGUHVV
FRPSO\LQJ�ZLWK�UHJXODWRU\�UHTXLUHPHQWV

D�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR�PDNH
VXSSO\�DYDLODEOH�DW�D�QHZ�VXSSO\�DGGUHVV�RQ�WKH�GDWH�DJUHHG
ZLWK�WKH�FXVWRPHU�RU��ZKHUH�QR�GDWH�LV�DJUHHG�ZLWK�WKH�FXVWRPHU�
WKH�VXSSOLHU�VKDOO�FRQQHFW�WKH�QHZ�VXSSO\�DGGUHVV�ZLWKLQ���
EXVLQHVV�GD\V�IURP�WKH�GDWH�RI�DSSOLFDWLRQ�

������� 7KH�REOLJDWLRQ�RI�WKH�VXSSOLHU�WR�FRQQHFW�WKH�VXSSO\�DGGUHVV
XQGHU�FODXVH���������LV�VXEMHFW�WR�WKH�FXVWRPHU�FRPSO\LQJ�ZLWK�WKH
IROORZLQJ�UHTXLUHPHQWV�

�D� WKH�FXVWRPHU�VKDOO�PDNH�DSSOLFDWLRQ��LQ�SHUVRQ��E\�WHOHSKRQH
RU�LQ�ZULWLQJ��DQG�SURYLGH�DFFHSWDEOH�LGHQWLILFDWLRQ�DV
UHTXLUHG�E\�WKH�VXSSOLHU�

�E� LI�UHTXLUHG�E\�WKH�VXSSOLHU��WKH�FXVWRPHU�VKDOO�HQVXUH�WKDW
WKH�QRWLFHV�RI�LQVWDOODWLRQ�RU�FRPSOHWLRQ�RI�QDWXUDO�JDV
LQVWDOODWLRQ�ZRUN�IURP�D�JDV�LQVWDOOHU�DUH�SURYLGHG�WR�WKH
VXSSOLHU�

�F� LI�UHTXLUHG�E\�WKH�VXSSOLHU��WKH�FXVWRPHU�VKDOO�VDWLVI\�WKH
VXSSOLHU�WKDW�QHFHVVDU\�VDIH��FRQYHQLHQW�DQG�XQKLQGHUHG
DFFHVV�WR�WKH�VXSSO\�DGGUHVV��WKH�PHWHU�DQG�WKH�QDWXUDO
JDV�LQVWDOODWLRQ�LV�DYDLODEOH�
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�G� LI�WKH�UHTXHVW�LV�PDGH�LQ�UHVSHFW�RI�D�UHQWDO�SURSHUW\��WKH
FXVWRPHU�SURYLGLQJ�FRQWDFW�GHWDLOV�IRU�WKH�SURSHUW\�RZQHU�RU
WKH�RZQHU
V�DJHQW�

�H� LI�UHTXLUHG�E\�WKH�VXSSOLHU��WKH�FXVWRPHU�VKDOO�SURYLGH�WKH
VXSSOLHU�ZLWK�HVWLPDWHG�QDWXUDO�JDV�ORDG�LQIRUPDWLRQ�IRU�WKH
FXVWRPHUªV�SURSRVHG�XVH�DW�WKH�VXSSO\�DGGUHVV�

�I� WKH�FXVWRPHU�VKDOO�DJUHH�WR�SD\�WKH�VXSSOLHU�DOO�UHOHYDQW
IHHV�DQG�FKDUJHV�

�J� WKH�FXVWRPHU�VKDOO�SURYLGH�FRQWDFW�GHWDLOV�IRU�ELOOLQJ
SXUSRVHV�

�K� LI�UHTXLUHG�E\�WKH�VXSSOLHU�XQGHU�WKLV�&RGH��WKH�FXVWRPHU
VKDOO�SURYLGH�D�UHIXQGDEOH�DGYDQFH��EDQN�JXDUDQWHH��RU
HQWHU�LQWR�D�SD\PHQW�DUUDQJHPHQW��DQG

�L� WKH�FXVWRPHU�VKDOO�QRW�KDYH�DQ�RXWVWDQGLQJ�GHEW�UHODWLQJ�WR
WKH�VXSSO\�RI�QDWXUDO�JDV�RU�DQ\�RWKHU�IRUP�RI�JDV�VXSSOLHG
E\�WKDW�VXSSOLHU�WR�WKDW�FXVWRPHU�DW�D�SUHYLRXV�VXSSO\
DGGUHVV��RWKHU�WKDQ�D�GHEW�WKH�VXEMHFW�RI�D�GLVSXWH��RU�IRU
ZKLFK�UHSD\PHQW�DUUDQJHPHQWV�KDYH�EHHQ�PDGH��

$QG�LQ�DQ\�DJUHHPHQW�EHWZHHQ�WKH�VXSSOLHU�DQG�WKH�FXVWRPHU�
WKH�VXSSOLHU�PD\�LPSRVH�WKHVH�REOLJDWLRQV�RQ�WKH�FXVWRPHU�

3.1.4 Utilisation of supply

$Q\�REOLJDWLRQ�RI�WKH�VXSSOLHU�XQGHU�WKLV�&RGH�LV�VXEMHFW�WR�WKH
FXVWRPHU�FRPSO\LQJ�ZLWK�WKH�IROORZLQJ�UHTXLUHPHQWV�

�D� WKH�FXVWRPHU�VKDOO�QRW�DOORZ�QDWXUDO�JDV�VXSSOLHG�E\�D
VXSSOLHU�WR�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�WR�EH�XVHG�DW
DQRWKHU�VXSSO\�DGGUHVV�

�E� WKH�FXVWRPHU�VKDOO�QRW�WDNH�DW�WKH�FXVWRPHUªV�VXSSO\
DGGUHVV��QDWXUDO�JDV�VXSSOLHG�WR�DQRWKHU�VXSSO\�DGGUHVV�

�F� WKH�FXVWRPHU�VKDOO�QRW�VXSSO\�QDWXUDO�JDV�WR�DQ\�RWKHU
SHUVRQ�XQOHVV�SHUPLWWHG�E\�UHJXODWRU\�UHTXLUHPHQWV�RU
DJUHHG�E\�WKH�VXSSOLHU�

�G� WKH�FXVWRPHU�VKDOO�QRW�WDPSHU�ZLWK��RU�SHUPLW�WDPSHULQJ
ZLWK��WKH�PHWHU�RU�DVVRFLDWHG�HTXLSPHQW�

�H� WKH�FXVWRPHU�VKDOO�QRW�E\SDVV��RU�DOORZ�QDWXUDO�JDV�VXSSOLHG
WR�WKH�VXSSO\�DGGUHVV�WR�E\SDVV�WKH�PHWHU�

�I� WKH�FXVWRPHU�VKDOO�QRW�DOORZ�QDWXUDO�JDV�VXSSOLHG�XQGHU�D
UHVLGHQWLDO�WDULII�WR�EH�XVHG�IRU�QRQ�UHVLGHQWLDO�SXUSRVHV�RWKHU
WKDQ�KRPH�RIILFHV��RU

�J� WKH�FXVWRPHU�VKDOO�QRW�DOORZ�QDWXUDO�JDV�VXSSOLHG�XQGHU�D
VSHFLILF�SXUSRVH�WDULII�WR�EH�XVHG�IRU�DQRWKHU�SXUSRVH�
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3.1.5 Illegal utilisation

������� :KHUH�D�FXVWRPHU�KDV�REWDLQHG�VXSSO\�RWKHUZLVH�WKDQ�DV
SHUPLWWHG�E\�WKLV�&RGH��WKH�VXSSOLHU�PD\�

�D� WDNH�DFWLRQ�LQ�DFFRUGDQFH�ZLWK�6HFWLRQ�����WR�GLVFRQQHFW
VXSSO\�WR�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�

�E� HVWLPDWH�WKH�XVDJH�IRU�ZKLFK�WKH�FXVWRPHU�KDV�QRW�SDLG��DQG

�F� WDNH�GHEW�UHFRYHU\�DFWLRQ�IRU�WKH�XQSDLG�DPRXQW�SOXV�DQ\
GLVFRQQHFWLRQ�FRVWV�DQG�OHJDO�UHDVRQDEOH�FRVWV�
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������� :KHUH�D�FXVWRPHUªV�DFWLRQ�LQ�REWDLQLQJ�VXSSO\�RWKHUZLVH�WKDQ�DV
SHUPLWWHG�E\�WKLV�&RGH�UHVXOWV�LQ�GDPDJH�WR�WKH�VXSSOLHUªV
HTXLSPHQW��WKH�FXVWRPHU�PD\�EH�OLDEOH�IRU�UHSDLU�RU�UHSODFHPHQW
FRVWV�DQG�WKH�VXSSOLHU�PD\�WDNH�DFWLRQ�WR�UHFRYHU�VXFK�FRVWV�DV
ZHOO�DV�UHDVRQDEOH�LQYHVWLJDWLRQ�FRVWV��FRVWV�RI�GLVFRQQHFWLRQ�DQG
OHJDO�FRVWV�

3.2 QUALITY OF GAS SUPPLY

3.2.1 Distribution standards — suppliers or distributors

$�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�XVH�EHVW�HQGHDYRXUV�WR�SURYLGH
VXSSO\�LQ�DFFRUGDQFH�ZLWK�WKH�GLVWULEXWLRQ�VWDQGDUGV�

3.2.2 Compensation

1RWKLQJ�LQ�WKLV�&RGH�VKDOO�OLPLW�WKH�ULJKWV�RI�WKH�FXVWRPHU�WR
FRPSHQVDWLRQ�IRU�GDPDJH�WR�WKH�FXVWRPHU�RU�WKH�FXVWRPHUªV
SURSHUW\�FDXVHG�E\�WKH�IDXOW�RI�WKH�VXSSOLHU�

3.2.3 Right to information by a customer

:KHUH�D�FXVWRPHU�UHTXHVWV��WKH�FXVWRPHUªV�VXSSOLHU�VKDOO
SURYLGH��ZLWKLQ����EXVLQHVV�GD\V��DQ�H[SODQDWLRQ�IRU�DQ\�FKDQJH
LQ�WKH�TXDOLW\�RI�WKH�VXSSO\�RI�LWV�QDWXUDO�JDV�RXWVLGH�WKH�DOORZHG
OLPLWV�VSHFLILHG�E\�WKH�GLVWULEXWLRQ�VWDQGDUGV�

3.2.4 Limitations on the obligations of suppliers and distributors
concerning quality of gas supply

������� 7KH�REOLJDWLRQV�RI�WKH�VXSSOLHU�DQG�GLVWULEXWRU�LQ�UHODWLRQ�WR
TXDOLW\�RI�VXSSO\�DUH�OLPLWHG�WR�WKH�H[WHQW�WKDW�

�D� WKH�GLVWULEXWLRQ�QHWZRUN��RU

�E� WKH�TXDOLW\�RI�VXSSO\�WR�RWKHU�FXVWRPHUV�

LV�DGYHUVHO\�DIIHFWHG�E\�D�FXVWRPHUªV�DFWLRQV�RU�HTXLSPHQW�

������� $�VXSSOLHU�VKDOO��RQ�UHTXHVW�E\�D�FXVWRPHU��SURYLGH�D�FXVWRPHU
ZLWK�D�FRS\�RI�WKH�GLVWULEXWLRQ�VWDQGDUGV���$�VXSSOLHU�PD\
LPSRVH�D�UHDVRQDEOH�FKDUJH�WR�UHFRYHU�WKH�FRVWV�RI�SULQWLQJ�DQG
SRVWDJH�IRU�SURYLGLQJ�D�FXVWRPHU�ZLWK�D�FRS\�RI�WKH�GLVWULEXWLRQ
VWDQGDUGV�

3.3 SAFETY OF SUPPLY

3.3.1 Obligations of a supplier or a distributor

$�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�

�D� XVH�EHVW�HQGHDYRXUV�WR�HQVXUH�WKH�GLVWULEXWLRQ�V\VWHP�LV
VDIH�DQG�PHHWV�UHJXODWRU\�UHTXLUHPHQWV�

�E� DW�WKH�UHTXHVW�RI�D�FXVWRPHU��SURYLGH�WR�WKH�FXVWRPHU�DGYLFH
³
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�L� RQ�WKH�IDFLOLWLHV�UHTXLUHG�WR�SURWHFW�WKH�VXSSOLHUªV
HTXLSPHQW��DQG

�LL� RQ�WKH�FXVWRPHUªV�XVH�RI�VXSSO\�VR�WKDW�LW�GRHV�QRW
LQWHUIHUH�ZLWK�WKH�GLVWULEXWLRQ�V\VWHP�RI�WKH�VXSSOLHU
RU�GLVWULEXWRU�RU�ZLWK�VXSSO\�WR�DQ\�RWKHU�QDWXUDO
JDV�LQVWDOODWLRQ�

3.3.2 Limitations on the obligations of a supplier

������� $�VXSSOLHU�LQ�DQ\�DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\�UHTXLUH�WKH
FXVWRPHU�WR�FRPSO\�ZLWK�WKH�IROORZLQJ�UHTXLUHPHQWV�

�D� WKH�FXVWRPHU�VKDOO�PDLQWDLQ�WKH�QDWXUDO�JDV�LQVWDOODWLRQ
DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�LQ�D�VDIH�FRQGLWLRQ�

�E� WKH�FXVWRPHU�VKDOO�SURWHFW�WKH�VXSSOLHUªV�RU�GLVWULEXWRUªV
HTXLSPHQW�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�IURP�GDPDJH
DQG�LQWHUIHUHQFH�

�F� WKH�FXVWRPHU�VKDOO�SURYLGH�VDIH��FRQYHQLHQW�DQG�XQKLQGHUHG
DFFHVV�WR�WKH�VXSSO\�DGGUHVV�WR�HQDEOH�ZRUN�RQ�WKH
GLVWULEXWLRQ�V\VWHP�WR�EH�FDUULHG�RXW�

�G� WKH�FXVWRPHU�VKDOO�QRW�DOORZ�D�SHUVRQ��RWKHU�WKDQ�D�SHUVRQ
ZKR�LV��WR�WKH�EHVW�RI�WKH�FXVWRPHUªV�NQRZOHGJH��D�JDV
LQVWDOOHU�WR�SHUIRUP�DQ\�ZRUN�RQ�WKH�QDWXUDO�JDV
LQVWDOODWLRQ�

�H� WKH�FXVWRPHU�VKDOO�QRW�XVH�WKH�QDWXUDO�JDV�VXSSO\�LQ�D
PDQQHU�WKDW�WKH�FXVWRPHU�RXJKW�UHDVRQDEO\�WR�EH�DZDUH
PD\�

�L� LQWHUIHUH�ZLWK�WKH�VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP�RU
ZLWK�VXSSO\�WR�DQ\�RWKHU�QDWXUDO�JDV�LQVWDOODWLRQ��RU

�LL� FDXVH�GDPDJH�RU�LQWHUIHUHQFH�WR�DQ\�WKLUG�SDUW\��RU

�I� WKH�FXVWRPHU�VKDOO�QRW�LQWHUIHUH��RU�NQRZLQJO\�DOORZ
LQWHUIHUHQFH��ZLWK�WKH�VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP�RU�DQ\
PHWHULQJ�HTXLSPHQW�DW�WKH�VXSSO\�DGGUHVV��H[FHSW�DV�PD\
EH�SHUPLWWHG�E\�ODZ�

3.4 RELIABILITY OF GAS SUPPLY

3.4.1 Obligations of a supplier or a distributor

6XEMHFW�WR�WKLV�6HFWLRQ��D�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�XVH�LWV
EHVW�HQGHDYRXUV�WR�SURYLGH�D�UHOLDEOH�VXSSO\�WR�D�FXVWRPHU�LQ
DFFRUGDQFH�ZLWK�WKH�GLVWULEXWLRQ�VWDQGDUGV�

3.4.2 Right to interrupt supply by a supplier or a distributor

6XEMHFW�WR�WKH�ULJKWV�UHODWLQJ�WR�LQWHUUXSWLRQ�RI�VXSSO\�VHW�RXW�LQ
WKLV�6HFWLRQ�DQG�6HFWLRQ����D�VXSSOLHU�RU�GLVWULEXWRU�PD\
LQWHUUXSW�VXSSO\�IRU�PDLQWHQDQFH�RU�UHSDLU��IRU�LQVWDOODWLRQ�RI�D
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QHZ�VXSSO\�WR�DQRWKHU�FXVWRPHU��LQ�DQ�HPHUJHQF\��RU�IRU�KHDOWK
RU�VDIHW\�UHDVRQV�

3.4.3 Unplanned interruptions

,Q�WKH�FDVH�RI�DQ�XQSODQQHG�LQWHUUXSWLRQ��WKH�VXSSOLHU�VKDOO
SURYLGH�D����KRXU�WHOHSKRQH�QXPEHU�WR�HQDEOH�FXVWRPHUV�WR
DVFHUWDLQ�GHWDLOV��DQG�WKH�H[SHFWHG�GXUDWLRQ��RI�WKH�LQWHUUXSWLRQ�

3.4.4 Right to information by a Customer

$�VXSSOLHU�VKDOO��DW�WKH�UHTXHVW�RI�D�FXVWRPHU��SURYLGH�DQ
H[SODQDWLRQ�IRU�DQ\�XQSODQQHG�PDLQWHQDQFH�DQG�RU�LQWHUUXSWLRQ�WR
VXSSO\�WR�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�DQG��LI�WKH�FXVWRPHU
UHTXHVWV�WKDW�WKH�H[SODQDWLRQ�EH�LQ�ZULWLQJ��LW�VKDOO�EH�JLYHQ�LQ
ZULWLQJ�ZLWKLQ����EXVLQHVV�GD\V�RI�WKH�UHTXHVW�RU�ZKHUH�WKH
VXSSOLHU�GRHV�QRW�RZQ�RU�RSHUDWH�WKH�GLVWULEXWLRQ�V\VWHP��ZLWKLQ
��EXVLQHVV�GD\V�RI�REWDLQLQJ�DQ�H[SODQDWLRQ�IRU�WKH�LQWHUUXSWLRQ
IURP�WKH�GLVWULEXWRU���7KH�VXSSOLHU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV
WR�REWDLQ�VXFK�H[SODQDWLRQ�LQ�D�WLPHO\�PDQQHU�

3.5 ACCESS TO SUPPLY ADDRESS

3.5.1 Obligations which may be imposed on a Customer

������� 7KH�VXSSOLHU�LQ�DQ\�DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\�UHTXLUH�WKH
FXVWRPHU�WR�DOORZ�D�VXSSOLHU�RU�GLVWULEXWRU�DQG�LWV�HTXLSPHQW�
VDIH��FRQYHQLHQW�DQG�XQKLQGHUHG�DFFHVV�WR�WKH�FXVWRPHUªV�VXSSO\
DGGUHVV�IRU�WKH�IROORZLQJ�SXUSRVHV�

�D� WR�UHDG�WKH�PHWHU�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�

�E� WR�FRQQHFW�RU�GLVFRQQHFW�VXSSO\�

�F� WR�LQVSHFW�RU�WHVW�WKH�QDWXUDO�JDV�LQVWDOODWLRQ�DW�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�

�G� WR�XQGHUWDNH�LQVSHFWLRQ��UHSDLUV��WHVWLQJ��RU�PDLQWHQDQFH�RI
WKH�VXSSOLHUªV�GLVWULEXWLRQ�V\VWHP

DQG�WKH�REOLJDWLRQV�RI�WKH�VXSSOLHU�UHJDUGLQJ�DFFHVV�XQGHU�FODXVH
������DUH�VXEMHFW�WR�WKH�FXVWRPHU�SURYLGLQJ�VXFK�DFFHVV�UHTXLUHG
E\�WKH�VXSSOLHU�

������� 7KH�VXSSOLHU�LQ�DQ\�DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\��ZKHUH�D
FXVWRPHUªV�VXSSO\�DGGUHVV�FRQWDLQV�D�KD]DUG��UHTXLUH�WKH
FXVWRPHU�WR�SURYLGH�WKH�VXSSOLHU�RU�GLVWULEXWRU�VHHNLQJ�DFFHVV
WR�WKH�VXSSO\�DGGUHVV�XQGHU�FODXVH���������ZLWK�SURWHFWLRQ
DJDLQVW�WKH�KD]DUG��LQFOXGLQJ�DQ\�QHFHVVDU\�SURWHFWLYH�FORWKLQJ�

3.5.2 Obligations on a Supplier or a Distributor

������� �L� ([FHSW�LQ�WKH�FDVH�RI�DQ�HPHUJHQF\��VXVSHFWHG�LOOHJDO�XVH��RU
URXWLQH�PHWHU�UHSODFHPHQWV��RU�WKH�FXVWRPHU�FRQVHQWLQJ�WR�D
VKRUWHU�WLPH��D�VXSSOLHU�RU�GLVWULEXWRU�LQWHQGLQJ�WR
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XQGHUWDNH�LQVSHFWLRQV��UHSDLUV��WHVWLQJ�RU�PDLQWHQDQFH�RI�WKH
GLVWULEXWLRQ�V\VWHP�DW�WKH�VXSSO\�DGGUHVV��VKDOO�JLYH�WKH
FXVWRPHU�DW�WKDW�VXSSO\�DGGUHVV�QRWLFH�RI�LWV�LQWHQWLRQ�

�LL� :KHUH�WKH�QRWLFH�UHODWHV�WR�SODQQHG�PDLQWHQDQFH�ZRUN�EHLQJ
FDUULHG�RXW�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV��RU�WR�SODQQHG
PDLQWHQDQFH�RQ�WKH�GLVWULEXWLRQ�V\VWHP��WKH�QRWLFH�SHULRG
VKDOO�EH���GD\V��RU�VXFK�ORQJHU�SHULRG�DV�VSHFLILHG�E\
UHJXODWRU\�UHTXLUHPHQWV�

�LLL� :KHUH�WKH�QRWLFH�UHODWHV�WR�DQ\�ZRUN�RWKHU�WKDQ�WKDW
VSHFLILHG�LQ�VXE�FODXVH��LL���WKH�QRWLFH�SHULRG�VKDOO�EH�DW�OHDVW
���KRXUV�RU�VXFK�ORQJHU�SHULRG�DV�VSHFLILHG�E\�UHJXODWRU\
UHTXLUHPHQWV�

������� $�VXSSOLHUªV�RU�GLVWULEXWRUªV�UHSUHVHQWDWLYH�VHHNLQJ�DFFHVV�WR�D
FXVWRPHUªV��VXSSO\�DGGUHVV�XQGHU�FODXVH���������VKDOO�

�D� ZHDU�LQ�D�YLVLEOH�PDQQHU�DQG�LQ�DFFRUGDQFH�ZLWK�WKH
VXSSOLHUªV�RU�GLVWULEXWRUªV�UHTXLUHPHQWV��RIILFLDO
LGHQWLILFDWLRQ��HJ��WKH�VXSSOLHUªV�RU�GLVWULEXWRUªV�QDPH�WDJ
ZLWK�SKRWR���RU

�E� FDUU\�VXFK�LGHQWLILFDWLRQ�DQG�VKRZ�LW�WR�DQ\�FXVWRPHU
SUHVHQW�DW�WKH�VXSSO\�DGGUHVV�

3.6 METERS

3.6.1 Metering Standards — Suppliers and Distributors

������� $�VXSSOLHU�DQG�D�GLVWULEXWRU�VKDOO�FRPSO\�ZLWK�WKH�UHOHYDQW�RU
SUHVFULEHG�PHWHULQJ�VWDQGDUGV�DQG�WKH�VHUYLFH�DQG
LQVWDOODWLRQ�UXOHV�

�������� $�VXSSOLHU�VKDOO�RQ�UHTXHVW�E\�D�FXVWRPHU�VHQG�WR�WKH�FXVWRPHU
D�FRS\�RI�WKH�UHOHYDQW�FRGHV�RU�VWDQGDUGV��7KH�VXSSOLHU�PD\
LPSRVH�D�UHDVRQDEOH�FKDUJH��IRU�FRPSO\LQJ�ZLWK�WKH�FXVWRPHUªV
UHTXHVW�

3.6.2 Meter testing

�L� :KHUH�WKH�FXVWRPHU�SD\V�D�WHVWLQJ�FKDUJH��D�FXVWRPHUªV
PHWHU�PD\�EH�WHVWHG�IRU�DFFXUDF\�E\�DQ�DXWKRULVHG
ERG\�SHUVRQ�DFFRUGLQJ�WR�UHOHYDQW�UHJXODWRU\�UHTXLUHPHQWV�

�LL� :KHUH�WKH�VXSSOLHU�FDUULHV�RXW�WKH�WHVW�RQ�WKH�PHWHU��WKH
VXSSOLHU�VKDOO�FDUU\�RXW�WKH�WHVW�ZLWKLQ����EXVLQHVV�GD\V�RI
WKH�GDWH�RI�WKH�UHTXHVW�IRU�WHVWLQJ�IURP�WKH�FXVWRPHU�

�LLL� :KHUH�WKH�VXSSOLHU�FDUULHV�RXW�WKH�WHVW�RQ�WKH�PHWHU�DW�WKH
VXSSO\�DGGUHVV��WKH�FXVWRPHU�VKDOO�EH�HQWLWOHG�WR�EH�SUHVHQW
DW�VXFK�WHVW�DQG�WKH�VXSSOLHU�VKDOO�JLYH�WKH�FXVWRPHU�DW
OHDVW���GD\V�QRWLFH�RI�WKH�GDWH�RQ�ZKLFK�WKH�WHVW�ZLOO�EH
FDUULHG�RXW�
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�LY� 7KH�FXVWRPHU�VKDOO�EH�HQWLWOHG�WR�UHFHLYH�D�FRS\�RI�WKH�WHVW
UHVXOWV�

�Y� ,I�WKH�PHWHU�LV�IRXQG�WR�IDYRXU�WKH�VXSSOLHU�E\�PRUH�WKDQ
DOORZDEOH�LQ�WKH�UHOHYDQW�PHWHULQJ�VWDQGDUGV��WKH�VXSSOLHU
VKDOO�DV�VRRQ�DV�SUDFWLFDEOH�UHIXQG�WKH�WHVWLQJ�FKDUJH�DQG
PDNH�D�FRUUHFWLRQ�WR�DQ\�ELOO�LQ�DFFRUGDQFH�ZLWK�WKLV�&RGH�
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SECTION 4

TARIFFS, BILLING AND FINANCIAL TRANSACTIONS

4.1 TARIFFS AND CHARGES

4.1.1 Maximum tariffs and charges

$�VXSSOLHU�PXVW�REVHUYH�DQG�FKDUJH�LQ�DFFRUGDQFH�ZLWK�DQ\
SULFLQJ�RUGHU��EXW�D�VXSSOLHU�PD\�FKDUJH�D�FXVWRPHU�OHVV�WKDQ
DQ\�PD[LPXP�FKDUJH�VSHFLILHG�LQ�DQ\�SULFLQJ�RUGHU�LI�DEOH�WR�GR
VR�XQGHU�WKH�UHJXODWRU\�UHTXLUHPHQWV�

4.1.2 Notice of tariffs

������� $�VXSSOLHU�VKDOO�JLYH�QRWLFH�RI�LWV�WDULIIV�XSRQ�ZKLFK�LW�VXSSOLHV�RU
VHOOV�QDWXUDO�JDV�LQ�WKH�*RYHUQPHQW�*D]HWWH��QHZVSDSHU��D�QRWLFH
WR�HDFK�FXVWRPHU�RU�DV�DJUHHG�ZLWK�WKH�$XWKRULW\�

��������$�VXSSOLHU�VKDOO�RQ�UHTXHVW�E\�D�FXVWRPHU�VHQG�WR�WKH�FXVWRPHU
IUHH�RI�FKDUJH�D�FRS\�RI�LWV�WDULIIV�

4.1.3 Variations

������� $�VXSSOLHU�VKDOO�JLYH�QRWLFH�RI�DQ\�YDULDWLRQ�WR�LWV�WDULIIV�LQ�WKH
*RYHUQPHQW�*D]HWWH��QHZVSDSHU�SXEOLF�QRWLFHV��D�QRWLFH�WR�HDFK
FXVWRPHU�RU�DV�DJUHHG�ZLWK�WKH�$XWKRULW\�

������� ,Q�DGGLWLRQ�WR�QRWLFH�XQGHU�FODXVH����������D�VXSSOLHU�VKDOO�JLYH
QRWLFH�WR�HDFK�RI�LWV�FXVWRPHUV�DIIHFWHG�E\�D�YDULDWLRQ�LQ�LWV�WDULIIV
DV�VRRQ�DV�SUDFWLFDEOH�DIWHU�WKH�YDULDWLRQ�LV�JD]HWWHG�RU�SXEOLVKHG
DQG��LQ�DQ\�HYHQW��QR�ODWHU�WKDQ�WKH�QH[W�ELOO�LQ�D�FXVWRPHUªV
ELOOLQJ�F\FOH�

4.1.4 Alternative tariffs or tariff options

������� :KHUH�D�VXSSOLHU�RIIHUV�DOWHUQDWLYH�WDULIIV�RU�WDULII�RSWLRQV��D
VXSSOLHU�VKDOO�DOORZ�D�FXVWRPHU�WR�WUDQVIHU�IURP�RQH�WDULII�WR
DQRWKHU�ZKHUH�WKH�FXVWRPHU�FRPSOLHV�ZLWK�WKH�SURFHGXUHV�LQ�WKLV
FODXVH�������DQG�PHHWV�WKH�FRQGLWLRQV�RI�WKH�DOWHUQDWLYH�WDULIIV�

������� $�FXVWRPHU�ZLVKLQJ�WR�WUDQVIHU�IURP�RQH�WDULII�WR�DQRWKHU�VKDOO
PDNH�DQ�DSSOLFDWLRQ�WR�WKH�VXSSOLHU���7KH�VXSSOLHU�VKDOO�SURFHVV
WKH�DSSOLFDWLRQ�DQG�DGYLVH�WKH�FXVWRPHU�ZLWKLQ���EXVLQHVV�GD\V�

������� :KHUH�D�FXVWRPHUªV�WUDQVIHU�IURP�RQH�WDULII�WR�DQRWKHU�LQYROYHV
LQVWDOODWLRQ�RI�QHZ�PHWHULQJ�HTXLSPHQW��WKH�VXSSOLHU�VKDOO�PDNH
DQ�RIIHU�WR�VXSSO\�DW�WKH�QHZ�WDULII�ZLWKLQ����EXVLQHVV�GD\V�RI�WKH
VXSSOLHUªV�DSSURYDO�RI�WKH�FXVWRPHUªV�DSSOLFDWLRQ�RU�UHFHLSW�RI�DOO
LQIRUPDWLRQ�LW�UHDVRQDEO\�UHTXLUHV�WR�PDNH�WKH�RIIHU�
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��������:KHUH�D�FXVWRPHU�WUDQVIHUV�IURP�RQH�WDULII�WR�DQRWKHU��WKH
HIIHFWLYH�GDWH�RI�WKH�WUDQVIHU�ZLOO�EH

�D� WKH�GDWH�RI�WKH�SUHYLRXV�PHWHU�UHDGLQJ�RU�HVWLPDWH�DW�WKH�ROG
WDULII��RU

�E� ZKHUH�WKH�WUDQVIHU�UHTXLUHV�D�FKDQJH�WR�WKH�PHWHU�DW�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV��WKH�GDWH�WKH�PHWHU�FKDQJH�LV
FRPSOHWHG�

������� :KHUH�D�FXVWRPHU�WUDQVIHUV�IURP�RQH�WDULII�WR�DQRWKHU��WKH
VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�UHPDLQ�RQ�WKH�QHZ�WDULII
IRU�WKH�PLQLPXP�SHULRG�VSHFLILHG�LQ�WKH�FRQGLWLRQV�RI�WKH�QHZ
WDULII��XQOHVV�RWKHUZLVH�DJUHHG�ZLWK�WKH�VXSSOLHU�

������� :KHUH�D�VXSSOLHUªV�WDULII�LV�FRQGLWLRQDO�XSRQ�WKH�QDWXUH�RI�WKH
FXVWRPHUªV�XVH�DW�WKH�VXSSO\�DGGUHVV�DQG�WKHUH�LV�D�FKDQJH�LQ
WKH�FXVWRPHUªV�XVH�DW�WKH�VXSSO\�DGGUHVV��WKH�VXSSOLHU�LV
HQWLWOHG�WR�EH�LQIRUPHG�RI�WKDW�FKDQJH�DQG�WKH�VXSSOLHU�LQ�DQ\
DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�LQIRUP
WKH�VXSSOLHU�DFFRUGLQJO\�

������� :KHUH�D�FXVWRPHU�LQIRUPV�D�VXSSOLHU�RI�D�FKDQJH�LQ�XVH�RI�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�ZLWKLQ�D�UHDVRQDEOH�SHULRG�RI�VXFK
FKDQJH��WKH�VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�WUDQVIHU�WR�D
WDULII�DSSOLFDEOH�WR�WKH�FXVWRPHUªV�XVH�DW�WKH�VXSSO\�DGGUHVV�

������� ,I�D�FXVWRPHU�IDLOV�WR�JLYH�UHDVRQDEOH�QRWLFH�RI�D�FKDQJH�LQ�WKH�XVH
RI�JDV�DW�WKH�VXSSO\�DGGUHVV��WKH�VXSSOLHU�PD\�WUDQVIHU�WKH
FXVWRPHU�WR�WKH�DSSURSULDWH�WDULII�UHWURVSHFWLYHO\�WR�WKH�GDWH�RQ
ZKLFK�WKH�FKDQJH�RFFXUUHG��XS�WR�D�PD[LPXP�SHULRG�RI����PRQWKV
IURP�WKH�GDWH�RQ�ZKLFK�WKH�VXSSOLHU�EHFDPH�DZDUH�RI�WKH�FKDQJH
RI�XVH��DQG�PD\�FKDUJH�WKH�FXVWRPHU�IRU�DQ\�DPRXQW
XQGHUFKDUJHG�LQ�UHVSHFW�RI�WKDW�DSSURSULDWH�WDULII�LQ�WKH�QH[W�ELOO
LVVXHG�WR�WKH�FXVWRPHU�

4.2 BILLS

4.2.1 When bills are issued

$�VXSSOLHU�VKDOO�LVVXH�D�ELOO�DW�OHDVW�HYHU\�WKUHH�PRQWKV�WR�D
FXVWRPHU�H[FHSW�ZKHUH�WKH�FXVWRPHU�

�D� KDV�DJUHHG�WR�D�ORQJHU�ELOOLQJ�SHULRG��RU

�E� KDV�D�SUHSD\PHQW�PHWHU�LQVWDOOHG�DW�WKH�FXVWRPHUªV�VXSSO\
DGGUHVV�

4.2.2 How bills are issued

$�VXSSOLHU�VKDOO�LVVXH�D�ELOO�WR�

�D� WKH�FXVWRPHU�DW�WKH�DGGUHVV�QRPLQDWHG�E\�WKH�FXVWRPHU��RU
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�E� ZKHUH�WKH�FXVWRPHU�KDV�PDGH�D�ZULWWHQ�UHTXHVW�RI�WKH
VXSSOLHU�WR�GR�VR��WKH�FXVWRPHUªV�DJHQW�DW�WKH�DGGUHVV
VSHFLILHG�LQ�WKH�UHTXHVW��RU

�F� D�SHUVRQ�DXWKRULVHG�WR�DFW�RQ�EHKDOI�RI�WKH�FXVWRPHU�DW�WKH
DGGUHVV�VSHFLILHG�E\�WKH�SHUVRQ�

4.2.3 Contents of a bill

������� 7KH�VXSSOLHU�VKDOO�VHSDUDWHO\�LWHPLVH�WKH�IROORZLQJ�FKDUJHV�RQ
DQ\�ELOO�LVVXHG�E\�LW�

�D� DQ\�VHUYLFH�WR�SURSHUW\�FKDUJH��DQG

�E� DQ\�QDWXUDO�JDV�XVDJH�FKDUJH��DQG

�F� DQ\�RWKHU�FKDUJH�LQ�FRQQHFWLRQ�ZLWK�WKH�VXSSO\�RI�QDWXUDO
JDV��VXFK�DV�D�UHFRQQHFWLRQ�IHH�RU�D�FKDUJH�IRU�VHUYLFHV
SURYLGHG��HLWKHU�DW�WKH�UHTXHVW�RI�WKH�FXVWRPHU�RU�GXH�WR�WKH
IDLOXUH�RI�D�FXVWRPHU�WR�SHUIRUP�DQ�REOLJDWLRQ�XQGHU�WKLV
FRGH�

������� :KHUH�D�VXSSOLHU�SURYLGHV�JRRGV�RU�VHUYLFHV�DGGLWLRQDO�WR�WKRVH
UHIHUUHG�WR�LQ�FODXVH����������WKH�VXSSOLHU�PD\�ELOO�WKRVH�JRRGV�RU
VHUYLFHV�VHSDUDWHO\���:KHUH�D�VXSSOLHU�FKRRVHV�QRW�WR�ELOO
VHSDUDWHO\��XQOHVV�WKH�FXVWRPHU�DQG�VXSSOLHU�KDYH�DJUHHG�WR
GLIIHUHQW�WHUPV�DQG�FRQGLWLRQV��WKH�VXSSOLHU�VKDOO�

�D� LQFOXGH�WKH�FKDUJHV�IRU�VXFK�JRRGV�DQG�VHUYLFHV�DV�VHSDUDWH
LWHPV�LQ�LWV�ELOOV��DQG

�E� DSSO\�SD\PHQWV�UHFHLYHG�IURP�D�FXVWRPHU�DV�GLUHFWHG�E\�WKH
FXVWRPHU��DQG

�F� ZKHUH�D�FXVWRPHU�GRHV�QRW�GLUHFW�KRZ�WKH�SD\PHQW�LV�WR�EH
DOORFDWHG��WKH�VXSSOLHU�VKDOO�DSSO\�WKH�SD\PHQW�WR�WKH�LWHPV
UHIHUUHG�WR�LQ�FODXVH���������EHIRUH�DSSO\LQJ�DQ\�SRUWLRQ�RI�LW
WR�WKH�DGGLWLRQDO�JRRGV�RU�VHUYLFHV�

������� $�VXSSOLHU�VKDOO�LQFOXGH�WKH�IROORZLQJ�SDUWLFXODUV�RQ�HDFK�ELOO�LQ�D
FXVWRPHUªV�ELOOLQJ�F\FOH�DQG�PD\�LQFOXGH�DQ\�DGGLWLRQDO
SDUWLFXODUV�RQ�D�ELOO�

�D� WKH�GDWHV�RI�WKH�SUHYLRXV�DQG�FXUUHQW�PHWHU�UHDGLQJV�RU
HVWLPDWHV�

�E� WKH�SUHYLRXV�DQG�WKH�FXUUHQW�PHWHU�UHDGLQJV�RU�HVWLPDWHV�

�F� FRQVXPSWLRQ��RU�HVWLPDWHG�FRQVXPSWLRQ�

�G� WKH�UHOHYDQW�WDULII�RU�WDULIIV�

�H� WKH�PHWHU�RU�SURSHUW\�QXPEHU�

�I� WKH�DPRXQW�GXH�

�J� WKH�SD\�E\�GDWH�

�K� D�VXPPDU\�RI�WKH�SD\PHQW�PHWKRGV�DQG�LQVWDOPHQW�SD\PHQW
RSWLRQV�VHW�RXW�LQ�6HFWLRQ�����
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�L� WKH�WHOHSKRQH�QXPEHU�IRU�ELOOLQJ�DQG�SD\PHQW�HQTXLULHV�

�M� D����KRXU�FRQWDFW�WHOHSKRQH�QXPEHU�IRU�IDXOWV�DQG
HPHUJHQFLHV�

�N� WKH�VXSSO\�DGGUHVV�DQG�DQ\�UHOHYDQW�PDLOLQJ�DGGUHVV�

�O� WKH�FXVWRPHUªV�QDPH�DQG�DFFRXQW�QXPEHU�

�P� WKH�DPRXQW�RI�DUUHDUV�RU�FUHGLW�

�Q� WKH�DPRXQW�RI�DQ\�RWKHU�FKDUJH�DQG�GHWDLOV�RI�WKH�VHUYLFH
SURYLGHG�

�R� RQ�UHVLGHQWLDO�FXVWRPHUªV�ELOOV�RQO\��D�UHIHUHQFH�WR�DQ\
VXSSOLHUªV�FRQFHVVLRQV�DYDLODEOH�WR�WKDW�FXVWRPHU�GXULQJ�WKH
UHOHYDQW�SHULRG�DQG�DQ\�*RYHUQPHQW�FRQFHVVLRQV�WKDW�PD\�EH
DYDLODEOH�

�S� WKH�DYDLODELOLW\��XSRQ�SD\PHQW�RI�D�FKDUJH��RI�DQ�$XWKRULW\
DSSURYHG�PHWHU�DFFXUDF\�WHVW�DQG�WKH�UHIXQG�RI�WKH�WHVWLQJ
FKDUJH�LI�WKH�PHWHU�LV�IRXQG�WR�IDYRXU�WKH�VXSSOLHU�E\�PRUH
WKDQ�DOORZDEOH�LQ�WKH�UHOHYDQW�GLVWULEXWLRQ�VWDQGDUGV��DQG

�T� WKH�DYDLODELOLW\�RI�LQWHUSUHWHU�VHUYLFHV

�U� D�WHOHSKRQH�QXPEHU�WR�FRQWDFW�LI�WKH�FXVWRPHU�LV
H[SHULHQFLQJ�ILQDQFLDO�GLIILFXOWLHV�

������� :KHUH�D�FXVWRPHU�UHTXHVWV�DQG�WKH�GDWD�LV�DYDLODEOH��D�VXSSOLHU
VKDOO�SURYLGH�WR�WKH�FXVWRPHU�IUHH�RI�FKDUJH�WKH�FXVWRPHUªV
KLVWRULFDO�ELOOLQJ�GDWD�IRU�WKH�SUHYLRXV�WZR�\HDUV���:KHUH�WKH
FXVWRPHU�UHTXHVWV�KLVWRULFDO�ELOOLQJ�GDWD�EH\RQG�WKH�SUHYLRXV�WZR
\HDUV��WKH�VXSSOLHU�PD\�LPSRVH�D�UHDVRQDEOH�FKDUJH�IRU�SURYLGLQJ
WKH�GDWD�WR�UHFRYHU�WKH�GLUHFW�FRVWV�RI�SURYLGLQJ�WKH�LQIRUPDWLRQ�

4.2.4 The basis of a bill

������� ([FHSW�ZKHUH�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�LV�VXEMHFW�WR�DQ
XQPHWHUHG�WDULII�RU�D�SUHSD\PHQW�PHWHU�LV�LQVWDOOHG�DW�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�DQG�VXEMHFW�WR�WKH�DELOLW\�WR�XVH�D
FXVWRPHU�UHDGLQJ�XQGHU�FODXVH���������DQG�WKH�LQDELOLW\�WR�UHDG
XQGHU�FODXVH����������D�VXSSOLHU�VKDOO�

�D� EDVH�D�FXVWRPHUªV�ELOO�RQ�D�UHDGLQJ�RI�WKH�PHWHU�DW�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV��DQG

�E� UHDG�WKH�PHWHU�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�DV
IUHTXHQWO\�DV�LV�UHTXLUHG�WR�PHHW�LWV�REOLJDWLRQ�XQGHU�WKLV
6HFWLRQ�DQG��LQ�DQ\�HYHQW��DW�OHDVW�RQFH�LQ�DQ\����PRQWKV�

������� 7R�FRPSO\�ZLWK�WKH�UHTXLUHPHQW�RI�FODXVH���������WR�UHDG�WKH�PHWHU
DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�DW�OHDVW�RQFH�LQ�HYHU\���
PRQWKV��WKH�VXSSOLHU�PD\��DW�LWV�GLVFUHWLRQ��DFFHSW�D�FXVWRPHUªV
UHDGLQJ�DV�LWV�RZQ�UHDGLQJ��7KH�VXSSOLHU�VKDOO�QRW�PDNH�DQ\
DGMXVWPHQW�WR�WKH�ELOO�IRU�WKH�ELOOLQJ�F\FOH�EDVHG�XSRQ�WKLV
FXVWRPHU�UHDGLQJ�ZKHUH�WKH�VXSSOLHU�VXEVHTXHQWO\�UHDGV�WKH
PHWHU�DQG�ILQGV�DQ�HUURU�LQ�WKH�FXVWRPHUªV�IDYRXU�
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������� :KHUH�D�VXSSOLHU�LV�XQDEOH�WR�EDVH�D�ELOO�RQ�D�UHDGLQJ�RI�WKH
PHWHU�DW�D�FXVWRPHUªV�VXSSO\�DGGUHVV�EHFDXVH�

�D� DFFHVV�LV�GHQLHG�DV�D�UHVXOW�RI�DFWLRQ�E\�WKH�FXVWRPHU��D�WKLUG
SDUW\��ZHDWKHU�FRQGLWLRQV��DQ�LQGXVWULDO�GLVSXWH�RU�RWKHU
UHDVRQV�EH\RQG�WKH�VXSSOLHUªV�FRQWURO�

�E� WKH�FXVWRPHU�LV�YDFDWLQJ�WKH�VXSSO\�DGGUHVV�DQG�UHTXLUHV�D
ILQDO�DFFRXQW�LPPHGLDWHO\�

�F� DFFHVV�LV�GHQLHG�IRU�VDIHW\�UHDVRQV�

�G� WKH�PHWHU�RU�DQFLOODU\�HTXLSPHQW�KDV�UHFRUGHG�XVDJH
LQFRUUHFWO\��RU

�H� WKH�PHWHU�KDV�EHHQ�WDPSHUHG�ZLWK�RU�E\SDVVHG�

WKH�VXSSOLHU�PD\�SURYLGH�WKH�FXVWRPHU�ZLWK�DQ�HVWLPDWHG�ELOO
EDVHG�RQ�

�L� WKH�FXVWRPHU·V�UHDGLQJ�RI�WKH�PHWHU��RU

�LL� WKH�FXVWRPHUªV�SULRU�ELOOLQJ�KLVWRU\��RU

�LLL� ZKHUH�WKH�FXVWRPHU�GRHV�QRW�KDYH�D�SULRU�ELOOLQJ�KLVWRU\��WKH
DYHUDJH�XVDJH�RI�QDWXUDO�JDV�DW�WKH�UHOHYDQW�WDULII��RU�WKH
DYHUDJH�XVDJH�IRU�WKH�W\SH�RI�QDWXUDO�JDV�LQVWDOODWLRQ�RU
WKH�DYHUDJH�XVDJH�DW�WKH�VXSSO\�DGGUHVV�

������� :KHUH��EHFDXVH�RI�FLUFXPVWDQFHV�UHIHUUHG�WR�LQ�FODXVH����������D��
�F���D�VXSSOLHU�KDV�SURYLGHG�D�FXVWRPHU�ZLWK�DQ�HVWLPDWHG�ELOO�
DQG�WKH�VXSSOLHU�LV�VXEVHTXHQWO\�DEOH�WR�UHDG�WKH�PHWHU��WKH
VXSSOLHU�VKDOO�DGMXVW�WKH�HVWLPDWHG�ELOO�LQ�DFFRUGDQFH�ZLWK�WKH
PHWHU�UHDGLQJ�XQOHVV�WKH�HVWLPDWHG�ELOO�ZDV�XVHG�WR�ILQDOLVH�WKH
FXVWRPHUªV�DFFRXQW�

������� :KHUH�D�FXVWRPHU�KDV�GHQLHG�DFFHVV�WR�D�VXSSOLHU�IRU�WKH
SXUSRVHV�RI�UHDGLQJ�D�PHWHU�DW�WKH�FXVWRPHUªV�VXSSO\�DGGUHVV
DQG�VXEVHTXHQWO\�UHTXHVWV�WKH�VXSSOLHU�WR�UHSODFH�DQ�HVWLPDWHG
ELOO�ZLWK�D�ELOO�EDVHG�RQ�D�UHDGLQJ�RI�WKH�PHWHU��SURYLGHG�WKH
FXVWRPHU�DOORZV�DFFHVV�WR�WKH�PHWHU��WKH�VXSSOLHU�VKDOO�FRPSO\
ZLWK�WKH�UHTXHVW�DQG�PD\�LPSRVH�D�UHDVRQDEOH�FKDUJH�IRU�GRLQJ�VR�

4.2.5 Undercharging

������� :KHUH�D�VXSSOLHU�KDV�XQGHUFKDUJHG�D�FXVWRPHU�DV�D�UHVXOW�RI�WKH
VXSSOLHUªV�HUURU�LQFOXGLQJ�ZKHUH�D�PHWHU�LV�IRXQG�WR�EH�GHIHFWLYH�
LW�PD\�UHFRYHU�IURP�WKH�FXVWRPHU�WKH�DPRXQW�XQGHUFKDUJHG�

������� $�PHWHU�LV�GHIHFWLYH�LI�DQ�$XWKRULW\�DSSURYHG�PHWHU�DFFXUDF\�WHVW
ILQGV�WKDW�WKH�PHWHU�LV�IDLOLQJ�WR�UHJLVWHU�RU�IDYRXUV�WKH�FXVWRPHU
E\�PRUH�WKDQ�DOORZDEOH�LQ�WKH�UHOHYDQW�PHWHULQJ�VWDQGDUGV�

��������:KHUH�D�VXSSOLHU�SURSRVHV�WR�H[HUFLVH�LWV�ULJKW�WR�UHFRYHU�DQ
DPRXQW�XQGHUFKDUJHG�DV�D�UHVXOW�RI�LWV�HUURU��WKH�VXSSOLHU�VKDOO�
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�D� OLPLW�WKH�DPRXQW�WR�EH�UHFRYHUHG�IURP�UHVLGHQWLDO
FXVWRPHUV�WR�WKH�DPRXQW�XQGHUFKDUJHG�LQ�WKH����PRQWKV
SULRU�WR�WKH�FXVWRPHUªV�ODVW�ELOO�

�E� OLVW�WKH�DPRXQW�WR�EH�UHFRYHUHG�DV�D�VHSDUDWH�LWHP�LQ�D�VSHFLDO
ELOO�RU�LQ�WKH�QH[W�ELOO�LQ�WKH�FXVWRPHUªV�ELOOLQJ�F\FOH
WRJHWKHU�ZLWK�DQ�H[SODQDWLRQ�RI�WKH�DPRXQW�

�F� QRW�FKDUJH�WKH�FXVWRPHU�LQWHUHVW�RQ�WKH�DPRXQW��DQG

�G� LI�WKH�FXVWRPHU�UHTXHVWV�LW��DOORZ�WKH�FXVWRPHU�WLPH�WR�SD\
WKH�DPRXQW� XQGHUFKDUJHG�LQ�DJUHHG�LQVWDOPHQWV��XS�WR�D
SHULRG�HTXDO�WR�WKH�SHULRG�LQ�ZKLFK�WKH�XQGHUFKDUJLQJ
RFFXUUHG�XS�WR�D�PD[LPXP�RI����PRQWKV�

������� :KHUH�D�VXSSOLHU�KDV�XQGHUFKDUJHG�D�FXVWRPHU�DV�D�UHVXOW�RI
IUDXG��RU�XVH�RI�QDWXUDO�JDV�RWKHUZLVH�WKDQ�LQ�DFFRUGDQFH�ZLWK�WKLV
&RGH��WKH�VXSSOLHU�PD\�WDNH�DFWLRQ�LQ�DFFRUGDQFH�ZLWK�FODXVH
������RI�WKLV�&RGH�

4.2.6 Overcharging

��������:KHUH�D�FXVWRPHU�KDV�EHHQ�RYHUFKDUJHG�DV�D�UHVXOW�RI�WKH
VXSSOLHUªV�HUURU�LQFOXGLQJ�ZKHUH�D�PHWHU�WHVWHG�LQ�DFFRUGDQFH
ZLWK�FODXVH�����LV�IRXQG�WR�EH�GHIHFWLYH��WKH�VXSSOLHU�VKDOO�

�D� LQIRUP�WKH�FXVWRPHU�RI�WKH�RYHUFKDUJLQJ�ZLWKLQ����EXVLQHVV
GD\V�RI�WKH�VXSSOLHU�EHFRPLQJ�DZDUH�RI�WKH�HUURU�

�E� UHIXQG�DQ\�FKDUJH�WR�WKH�FXVWRPHU�IRU�WHVWLQJ�D�PHWHU�IRXQG
WR�EH�GHIHFWLYH��DQG

�F� VHHN�IURP�WKH�FXVWRPHU�LQVWUXFWLRQV�RQ�ZKHWKHU�WKH�DPRXQW
RI�RYHUFKDUJH�DQG�DQ\�UHIXQG�LV�WR�EH�SDLG�WR

�L� WKH�FUHGLW�RI�WKH�FXVWRPHUªV�DFFRXQW�

�LL� WKH�FXVWRPHU��RU

�LLL� RQ�WKH�FXVWRPHUªV�ZULWWHQ�LQVWUXFWLRQV��WR�DQRWKHU
SHUVRQ

DQG�SD\�WKH�DPRXQW�LQ�DFFRUGDQFH�ZLWK�WKH�FXVWRPHUªV
LQVWUXFWLRQV�

������� $�PHWHU�LV�GHIHFWLYH�LI�D�WHVW�IRU�DFFXUDF\�DSSURYHG�E\�WKH
$XWKRULW\�ILQGV�WKDW�WKH�PHWHU�IDYRXUV�WKH�VXSSOLHU�E\�PRUH
WKDQ�DOORZDEOH�LQ�WKH�UHOHYDQW�PHWHULQJ�VWDQGDUGV�

������� :KHUH�WKH�RYHUFKDUJLQJ�LV�D�UHVXOW�RI�D�GHIHFWLYH�PHWHU��WKH�SHULRG
IRU�ZKLFK�WKH�PHWHU�KDV�EHHQ�GHIHFWLYH�ZLOO�EH�GHWHUPLQHG�E\�WKH
VXSSOLHU�EXW�ZLOO�QRW�EH�JUHDWHU�WKDQ����PRQWKV�

������� 1R�LQWHUHVW�VKDOO�DFFUXH�WR�D�FUHGLW�RU�UHIXQG�UHIHUUHG�WR�LQ�FODXVH
��������
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4.2.7 Shortened billing cycle

������� $�VXSSOLHU�PD\�RIIHU�D�VKRUWHQHG�ELOOLQJ�F\FOH�WR�

�D� FXVWRPHUV�ZKR�DUH�H[SHULHQFLQJ�GLIILFXOWLHV�LQ�SD\LQJ�ELOOV
E\�WKH�SD\�E\�GDWHV��DQG

�E� WR�FXVWRPHUV�JHQHUDOO\

DQG�PD\�FKDUJH�D�IHH�IRU�WKH�VKRUWHQHG�ELOOLQJ�F\FOH�ZKHUH�WKH
SHULRGLFDO�SD\PHQW�PDGH�E\�WKH�FXVWRPHU�LV�OHVV�WKDQ�WKH�DJUHHG
DPRXQW�

������� :KHUH�D�FXVWRPHU�PRYHV�WR�D�VKRUWHQHG�ELOOLQJ�F\FOH�RU�IURP�D
VKRUWHQHG�ELOOLQJ�F\FOH��WR�D�VWDQGDUG�ELOOLQJ�F\FOH��WKH�VXSSOLHU
PXVW�UHFDOFXODWH�WKH�DPRXQW�RI�DQ\�UHIXQGDEOH�DGYDQFH�LQ
DFFRUGDQFH�ZLWK�FODXVH�����

4.2.8 Period outside usual billing cycle

:KHUH�D�FXVWRPHUªV�ELOO�FRYHUV�D�SHULRG�RWKHU�WKDQ�WKH
FXVWRPHUªV�XVXDO�ELOOLQJ�F\FOH��WKH�VXSSOLHU�VKDOO�DGMXVW�DQ\
VHUYLFH�WR�SURSHUW\�FKDUJH�DQG�DQ\�QDWXUDO�JDV�XVDJH�FDOFXODWLRQ
RQ�D�SUR�UDWD�EDVLV�

4.2.9 Tariff changes during billing period

:KHUH�D�FXVWRPHUªV�WDULII�LV�FKDQJHG�RU�D�FXVWRPHUªV�WDULII�UDWH
FKDQJHV�GXULQJ�D�ELOOLQJ�SHULRG��WKH�VXSSOLHU�VKDOO�FDOFXODWH�WKH
FXVWRPHUªV�ELOO�RQ�WKH�EDVLV�RI�SUR�UDWD�DSSOLFDWLRQ�RI�HDFK�WDULII�WR
LWV�UHVSHFWLYH�SHULRG�

4.2.10 Calculation of Consumption

�D� $�VXSSOLHU�PD\�FDOFXODWH�HQHUJ\�FRQVXPSWLRQ�E\�WKH
PHDVXUHPHQW�RI�YROXPH��FXELF�PHWUHV��DQG�DSSO\LQJ�WKH
KHDWLQJ�YDOXH�WR�UHSUHVHQW�WKH�ELOO�LQ�HQHUJ\�XQLWV��H�J�
PHJDMRXOHV��NLORZDWW�KRXUV��

�E� $�VXSSOLHU�PD\�FDOFXODWH�FRQVXPSWLRQ�WKURXJK�WKH
PHDVXUHPHQW�RI�JDV�IURP�D�PDVWHU�PHWHU�DQG�XWLOLVH�RWKHU
PHDVXUHPHQW�GHYLFHV�WR�FDOFXODWH�ELOOV�IRU�LQGLYLGXDO�XVDJH�RI
D�SURGXFW�

4.3. PAYMENTS

4.3.1 When payment is due

������� 7KH�VXSSOLHU�LQ�DQ\�DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\�UHTXLUH�WKH
FXVWRPHU�WR�SD\�D�ELOO�E\�WKH�SD\�E\�GDWH�VSHFLILHG�LQ�WKH�ELOO�

�������� 8QOHVV�RWKHUZLVH�VSHFLILHG�E\�WKH�VXSSOLHU��WKH�GDWH�RI�GLVSDWFK
VKDOO�EH�WKH�GDWH�RI�WKH�ELOO�
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������� 7KH�SD\�E\�GDWH�VSHFLILHG�LQ�WKH�ELOO�VKDOO�QRW�EH�OHVV�WKDQ����GD\V
IURP�WKH�GDWH�RI�GLVSDWFK�RI�WKH�ELOO�H[FHSW�ZKHUH�D�OHVVHU�SHULRG�LV
VSHFLILHG�IRU�D�FXVWRPHU�RQ�D�VKRUWHQHG�ELOOLQJ�F\FOH�LQ
DFFRUGDQFH�ZLWK�FODXVH�������RU�DV�DJUHHG�EHWZHHQ�WKH�VXSSOLHU
DQG�WKH�EXVLQHVV�FXVWRPHU�

4.3.2 Methods of making payment

������� $�VXSSOLHU�VKDOO�RIIHU�WKH�IROORZLQJ�SD\PHQW�PHWKRGV�DQG�PD\
RIIHU�DGGLWLRQDO�PHWKRGV�

�D� LQ�SHUVRQ�DW�D�QHWZRUN�RI�DJHQFLHV�RU�SD\PHQW�RXWOHWV�

�E� E\�PDLO�

������� :KHUH�D�FXVWRPHU�LV�WR�EH�DEVHQW�IRU�D�ORQJ�SHULRG��HJ����RQ�D
KROLGD\�RU�GXH�WR�DQ�LOOQHVV��DQG�LV�XQDEOH�WR�DUUDQJH�SD\PHQW�E\
RQH�RI�WKH�DERYH�PHWKRGV��WKH�VXSSOLHU�VKDOO�DOVR�RIIHU�

�D� SD\PHQW�LQ�DGYDQFH�IDFLOLWLHV��DQG

�E� UHGLUHFWLRQ�RI�WKH�FXVWRPHUªV�ELOO�DV�UHTXHVWHG�E\�WKH
FXVWRPHU�

4.3.3 Information on concessions, rebates or grants

������� $�VXSSOLHU�VKDOO��RQ�UHTXHVW�E\�D�UHVLGHQWLDO�FXVWRPHU��SURYLGH
IUHH�RI�FKDUJH��LQIRUPDWLRQ�RQ�DQ\�FRQFHVVLRQV��UHEDWHV�RU�JUDQWV
DQG�WKH�HOLJLELOLW\�UHTXLUHPHQWV�IRU�VXFK�FRQFHVVLRQV��UHEDWHV�RU
JUDQWV�

4.3.4 Payment by instalments

�������� $�VXSSOLHU�VKDOO�RIIHU�WKH�IROORZLQJ�SD\PHQW�RSWLRQV�WR�D
UHVLGHQWLDO�FXVWRPHU�

�D� DQ�LQVWDOPHQW�SODQ�XQGHU�ZKLFK�D�FXVWRPHU�PD\�PDNH
SD\PHQWV�LQ�DGYDQFH�WRZDUGV�WKH�QH[W�ELOO�LQ�WKH�FXVWRPHUªV
ELOOLQJ�F\FOH��DQG

�E� DQ�LQVWDOPHQW�SODQ�XQGHU�ZKLFK�WKH�FXVWRPHU�PD\�SD\
DUUHDUV��LQFOXGLQJ�DQ\�GLVFRQQHFWLRQ�RU�UHFRQQHFWLRQ�FKDUJHV�
DQG�FRQWLQXLQJ�XVDJH�

$�VXSSOLHU�PD\�RIIHU�WKHVH�LQVWDOPHQW�SODQV�RU�RWKHU�SD\PHQW
RSWLRQV�WR�EXVLQHVV�FXVWRPHUV�RU�WR�FXVWRPHUV�JHQHUDOO\�

������� $�VXSSOLHU�PD\�RIIHU�D�FXVWRPHU�WKH�RSWLRQ�RI�SD\LQJ�E\
LQVWDOPHQWV�LI�WKH�FXVWRPHU�LV�LQ�DUUHDUV�RU�DV�DQ�DOWHUQDWLYH�WR
WKH�FXVWRPHU�SD\LQJ�D�UHIXQGDEOH�DGYDQFH�

������� $�VXSSOLHU�LV�QRW�UHTXLUHG�WR�RIIHU�D�FXVWRPHU�DQ�LQVWDOPHQW�SODQ
LI�WKH�FXVWRPHU�KDV��LQ�WKH�SUHYLRXV����PRQWKV��KDG�DQ�LQVWDOPHQW
SODQ�FDQFHOOHG�GXH�WR�QRQ�SD\PHQW��,Q�VXFK�D�FDVH��WKH�VXSSOLHU�LV
UHTXLUHG�WR�RIIHU�DQRWKHU�LQVWDOPHQW�SODQ�RQO\�LI�WKH�FXVWRPHU
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SURYLGHV�UHDVRQDEOH�DVVXUDQFH�WR�WKH�VXSSOLHU�WKDW�WKH
FXVWRPHU�ZLOO�FRPSO\�ZLWK�WKH�SODQ�

������� $�VXSSOLHU�RIIHULQJ�DQ�LQVWDOPHQW�SODQ�VKDOO��ZKHUH�UHOHYDQW�WR
WKH�W\SH�RI�LQVWDOPHQW�SODQ�DQG�LQ�FRQVXOWDWLRQ�ZLWK�WKH
FXVWRPHU�

�D� GHWHUPLQH�WKH�SHULRG�RI�WKH�SODQ�DQG�FDOFXODWLQJ�WKH�DPRXQW
RI�WKH�LQVWDOPHQWV��WDNH�LQWR�DFFRXQW�LQIRUPDWLRQ�IURP�WKH
FXVWRPHU�DERXW�WKH�FXVWRPHUªV�XVDJH�QHHGV�DQG�FDSDFLW\�WR
SD\�LQFOXGLQJ�WKH�FDSDFLW\�WR�SD\�DQ\�RXWVWDQGLQJ�EDODQFH�DW
WKH�HQG�RI�WKH�LQVWDOPHQW�SODQ�

�E� VSHFLI\�WKH�SHULRG�RI�WKH�SODQ�

�F� VSHFLI\�WKH�QXPEHU�RI�LQVWDOPHQWV�

�G� VSHFLI\�WKH�DPRXQW�RI�WKH�LQVWDOPHQWV�ZKLFK�ZLOO�SD\�WKH
FXVWRPHUªV�DUUHDUV��LI�DQ\��DQG�HVWLPDWHG�XVDJH�GXULQJ�WKH
SHULRG�RI�WKH�SODQ�

�H� VWDWH�KRZ�WKH�DPRXQW�RI�WKH�LQVWDOPHQWV�LV�FDOFXODWHG�

�I� VWDWH�WKDW�GXH�WR�VHDVRQDO�IOXFWXDWLRQV�LQ�WKH�FXVWRPHUªV
XVDJH��SD\LQJ�E\�LQVWDOPHQWV�PD\�UHVXOW�LQ�WKH�FXVWRPHU
EHLQJ�LQ�FUHGLW�RU�GHELW�GXULQJ�WKH�SHULRG�RI�WKH�SODQ�

�J� PRQLWRU�WKH�FXVWRPHUªV�XVDJH�ZKLOH�RQ�WKH�SODQ�

�K� KDYH�LQ�SODFH�IDLU�DQG�UHDVRQDEOH�SURFHGXUHV�WR�DGGUHVV
SD\PHQW�GLIILFXOWLHV�D�FXVWRPHU�PD\�IDFH�ZKLOH�RQ�WKH�SODQ�

�L� PDNH�SURYLVLRQ�IRU�UH�FDOFXODWLRQ�RI�WKH�DPRXQW�RI�WKH
LQVWDOPHQW�ZKHUH�WKH�GLIIHUHQFH�EHWZHHQ�WKH�FXVWRPHUªV
HVWLPDWHG�XVDJH�DQG�DFWXDO�XVDJH�PD\�UHVXOW�LQ�WKH
FXVWRPHU�EHLQJ�VLJQLILFDQWO\�LQ�FUHGLW�RU�GHELW�DW�WKH�HQG�RI
WKH�SHULRG�RI�WKH�SODQ��DQG

�M� SURYLGH�WKH�FXVWRPHU�ZLWK�RSWLRQV�IRU�EDODQFLQJ�WKH�SODQ
WRZDUGV�WKH�HQG�RI�LWV�SHULRG��IRU�H[DPSOH��D�UHIXQG�RI�FUHGLWV
DFFUXHG�RU�D�RQH�RII�H[WUD�SD\PHQW�WR�UHGUHVV�DQ\�VKRUWIDOO�

4.3.5 Payment difficulties

������� :KHUH�D�UHVLGHQWLDO�FXVWRPHU�LQGLFDWHV�WR�D�VXSSOLHU�WKDW�WKH
FXVWRPHU�LV�H[SHULHQFLQJ�GLIILFXOWLHV�LQ�SD\LQJ�D�ELOO�RU�UHTXLUHV
SD\PHQW�DVVLVWDQFH��WKH�VXSSOLHU�VKDOO�RIIHU�WKH�IROORZLQJ�RSWLRQV�

�D� LQVWDOPHQW�SODQ�RSWLRQV�

�E� WKH�ULJKW�WR�KDYH�D�ELOO�UHGLUHFWHG�WR�D�WKLUG�SHUVRQ�

�F� LQIRUPDWLRQ�DERXW��DQG�UHIHUUDO�WR��*RYHUQPHQW�DVVLVWDQFH
SURJUDPV��DQG

�G� LQIRUPDWLRQ�RQ�LQGHSHQGHQW�ILQDQFLDO�FRXQVHOOLQJ�VHUYLFHV�

������� $�VXSSOLHU�PD\�RIIHU�DGGLWLRQDO�SD\PHQW�RSWLRQV��DGYLFH�
DVVLVWDQFH�RU�LQIRUPDWLRQ�WR�FXVWRPHUV�JHQHUDOO\�
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4.3.6 Prepayment meters

������� $�VXSSOLHU�PD\�RIIHU�WR�LQVWDOO�D�SUHSD\PHQW�PHWHU�DW�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�

������� $�VXSSOLHU�RIIHULQJ�D�SUHSD\PHQW�PHWHU�VKDOO�DGYLVH�WKH
FXVWRPHU�RI�

�D� WKH�EDVLV�RI�FDOFXODWLQJ�WKH�FKDUJHV�LQFOXGLQJ�WKH�QDWXUDO�JDV
XVDJH�FKDUJH��WKH�VHUYLFH�WR�SURSHUW\�FKDUJH��LI�DQ\��DQG�DQ\
RWKHU�FKDUJHV�

�E� WKH�IRUP�DQG�FRQWHQW�RI�DQ\�UHFHLSW�RU�VWDWHPHQW�WKDW�ZLOO�EH
LVVXHG�E\�WKH�VXSSOLHU�ZKHQ�SD\PHQW�LV�PDGH�E\�WKH
FXVWRPHU�RU�PRQH\�FROOHFWHG�IURP�WKH�SUHSD\PHQW�PHWHU�
DQG

�F� LQIRUPDWLRQ�VXIILFLHQW�WR�DOORZ�WKH�FXVWRPHU�WR�FRPSDUH�WKH
FRVW�RI�VXSSO\�E\�WKLV�PHWKRG�DQG�VXSSO\�RQ�DOWHUQDWLYH
WDULIIV�

������� $�VXSSOLHU�VKDOO�LQFOXGH�WKH�IROORZLQJ�SDUWLFXODUV�RQ�DQ\�UHFHLSW
RU�VWDWHPHQW�GHOLYHUHG�WR�WKH�FXVWRPHU�ZLWK�D�SUHSD\PHQW�PHWHU
ZKHQ�SD\PHQW�LV�PDGH�E\�WKH�FXVWRPHU�RU�PRQH\�FROOHFWHG�IURP
WKH�SUHSD\PHQW�PHWHU�

�D� WKH�DPRXQW�FROOHFWHG�IURP�WKH�SUHSD\PHQW�PHWHU�RU�SDLG�E\
WKH�FXVWRPHU

�E� WKH�FKDUJHV�IRU�WKH�VXSSO\�RI�JDV

�F� DQ\�RWKHU�FKDUJHV

�G� WKH�EDODQFH��LI�DQ\��LQ�IDYRXU�RI�WKH�VXSSOLHU�RU�FXVWRPHU

�H� WKH�DYDLODELOLW\��XSRQ�SD\PHQW�RI�D�FKDUJH��RI�DQ�$XWKRULW\
DSSURYHG�DFFXUDF\�WHVW�IRU�PHWHUV�DQG�WKH�UHIXQG�RI�WKH
WHVWLQJ�FKDUJH�LI�WKH�PHWHU�LV�IRXQG�WR�IDYRXU�WKH�VXSSOLHU�E\
PRUH�WKDQ�DOORZDEOH�LQ�WKH�UHOHYDQW�PHWHULQJ�VWDQGDUGV�
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4.3.7 Direct debit

��������:KHUH�D�VXSSOLHU�RIIHUV�WKH�RSWLRQ�RI�SD\PHQW�GLUHFWO\�IURP�DQ
DFFRXQW�ZLWK�D�EDQN��ZKHWKHU�RU�QRW�E\�LQVWDOPHQWV���WKH
VXSSOLHU�VKDOO�RIIHU�WHUPV�FRQVLVWHQW�ZLWK�WKH�&RGH�RI�%DQNLQJ
3UDFWLFH�DQG�WKH�(OHFWURQLF�)XQGV�7UDQVIHU�&RGH�RI�&RQGXFW��DQG
VKDOO�DJUHH�ZLWK�WKH�FXVWRPHU�WKH�DPRXQW��ZKLFK�PD\�LQFOXGH�WKH
IXOO�ELOO�RU�DQ�DJUHHG�LQVWDOPHQW��DQG�IUHTXHQF\�RI�WKRVH�SD\PHQWV
�GLUHFW�GHELWV���7KH�VXSSOLHU�PD\�QRW�DOWHU�WKH�DPRXQW�RU
IUHTXHQF\�ZLWKRXW�WKH�FXVWRPHUªV�DJUHHPHQW�

4.3.8 Review of a bill

������� $�VXSSOLHU�VKDOO�UHYLHZ�D�FXVWRPHUªV�ELOO�DW�WKH�FXVWRPHUªV
UHTXHVW�

�������� 7KH�VXSSOLHU�LV�QRW�REOLJHG�WR�UHYLHZ�WKH�ELOO�XQOHVV�WKH�FXVWRPHU
DJUHHV�WR�SD\�

�D� WKDW�SRUWLRQ�RI�WKH�ELOO�XQGHU�UHYLHZ�WKDW�WKH�FXVWRPHU�DQG
WKH�VXSSOLHU�DJUHH�LV�QRW�LQ�GLVSXWH��RU

�E� DQ�DPRXQW�HTXDO�WR�WKH�DYHUDJH�DPRXQW�RI�WKH�FXVWRPHUªV
ELOO�LQ�WKH�SUHYLRXV�\HDU����PRQWKV��RU

�F� DQ�DPRXQW�HTXDO�WR�WKH�DPRXQW�RI�WKH�FXVWRPHUªV�ELOOV�LQ�WKH
FRUUHVSRQGLQJ�SHULRG�LQ�WKH�SUHYLRXV�\HDU����PRQWKV��DQG

�G� DQ\�IXWXUH�ELOOV�

��������:KHUH��DIWHU�FRQGXFWLQJ�D�UHYLHZ�RI�D�ELOO�DQG�RU�D�FKHFN�RI
UHDGLQJV�DQG�RU�DQ�H[DPLQDWLRQ�RI�D�PHWHU��D�VXSSOLHU�LV
VDWLVILHG�WKDW�WKH�ELOO�LV�

�D� FRUUHFW��D�FXVWRPHU�PD\�UHTXHVW�WKH�VXSSOLHU�WR�FRQGXFW�DQ
$XWKRULW\�DSSURYHG�PHWHU�DFFXUDF\�WHVW�LQ�DFFRUGDQFH�ZLWK
WKH�PHWHULQJ�VWDQGDUGV���,I�WKH�PHWHU�LV�IRXQG�WR�FRPSO\
ZLWK�WKH�PHWHULQJ�VWDQGDUGV��WKH�FXVWRPHU�VKDOO�SD\�DOO
FRVWV�DVVRFLDWHG�ZLWK�WKH�WHVW�DQG�SD\�WKH�DPRXQW�RI�WKH�ELOO�

�E� LQFRUUHFW��WKH�VXSSOLHU�VKDOO�PDNH�D�FRUUHFWLRQ�LQ�DFFRUGDQFH
ZLWK�FODXVH�������RU�������

4.3.9 Charges for dishonoured payments

:KHUH�D�FXVWRPHU�SD\V�D�VXSSOLHUªV�ELOO�E\�FKHTXH��E\�D�GLUHFW
GHELW�IURP�DQ�DFFRXQW�ZLWK�D�EDQN�RU�E\�FUHGLW�FDUG�DQG�WKH
SD\PHQW�LV�GLVKRQRXUHG�RU�UHYHUVHG�E\�WKH�FXVWRPHUªV�EDQN
UHVXOWLQJ�LQ�WKH�VXSSOLHU�LQFXUULQJ�D�EDQN�IHH��WKH�VXSSOLHU�PD\
UHFRYHU�WKH�EDQN�IHH�IURP�WKH�FXVWRPHU�

4.3.10 Vacating a supply address: Obligations on the Customer

�������� 7KH�VXSSOLHU�LQ�DQ\�DJUHHPHQW�ZLWK�D�FXVWRPHU�PD\
UHTXLUH�WKH�FXVWRPHU�WR�JLYH�WKH�VXSSOLHU�DW�OHDVW���EXVLQHVV
GD\V�QRWLFH�RI�WKH�GDWH�RQ�ZKLFK�WKH�FXVWRPHU�LQWHQGV�WR�YDFDWH
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WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�DQG�D�IRUZDUGLQJ�DGGUHVV�WR
ZKLFK�D�ILQDO�ELOO�PD\�EH�VHQW�
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�������� :KHUH�D�FXVWRPHU�JLYHV�QRWLFH�RI�YDFDWLQJ�D�VXSSO\
DGGUHVV��WKH�VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�UHPDLQ
UHVSRQVLEOH�IRU�SD\LQJ�IRU�QDWXUDO�JDV�VXSSOLHG�WR�WKH�VXSSO\
DGGUHVV�DQG�RWKHUZLVH�UHPDLQ�UHVSRQVLEOH�WR�WKH�VXSSOLHU�LQ
UHVSHFW�RI�WKH�VXSSO\�WR�WKH�GDWH�QRWLILHG�XQGHU�FODXVH���������
XQOHVV�WKH�FXVWRPHU�FDQ�GHPRQVWUDWH�WR�WKH�VXSSOLHU�WKDW�WKH\
ZHUH�IRUFHG�WR�YDFDWH�WKH�VXSSO\�DGGUHVV�HDUOLHU��HJ�DQ�HYLFWLRQ��

�������� ,I�D�FXVWRPHU�GRHV�QRW�JLYH�QRWLFH�LQ�DFFRUGDQFH�ZLWK�FODXVH
����������WKH�VXSSOLHU�PD\�UHTXLUH�WKH�FXVWRPHU�WR�UHPDLQ
UHVSRQVLEOH�IRU�SD\LQJ�IRU�QDWXUDO�JDV�VXSSOLHG�WR�WKH�VXSSO\
DGGUHVV�DQG�RWKHUZLVH�UHPDLQ�UHVSRQVLEOH�WR�WKH�VXSSOLHU�LQ
UHVSHFW�RI�WKH�VXSSO\�XQWLO���EXVLQHVV�GD\V�QRWLFH�LV�JLYHQ��RU
XQWLO�D�QHZ�FXVWRPHU�FRPPHQFHV�WR�WDNH�VXSSO\�DW�WKH�VXSSO\
DGGUHVV��ZKLFKHYHU�RFFXUV�ILUVW�

4.4 REFUNDABLE ADVANCES AND SECURITY

4.4.1 Refundable advances

������� 6XEMHFW�WR�WKLV�FODXVH�D�VXSSOLHU�PD\�UHTXLUH�D�FXVWRPHU�WR
SURYLGH�D�UHIXQGDEOH�DGYDQFH�EHIRUH�FRQQHFWLRQ�WR�VXSSO\�RU
FRQWLQXDWLRQ�RI�VXSSO\�

�������� 7KH�DPRXQW�RI�D�UHIXQGDEOH�DGYDQFH�VKDOO�EH�

�D� WKH�SXEOLVKHG�UHIXQGDEOH�DGYDQFH�XQLIRUPO\�UHTXLUHG�IURP
HYHU\�FXVWRPHU�RQ�D�SDUWLFXODU�WDULII��RU

�E� ZKHUH�QR�SXEOLVKHG�UHIXQGDEOH�DGYDQFH�H[LVWV�

�L� IRU�D�FXVWRPHU�ZKR�LV�RQ�D�TXDUWHUO\�RU�EL�PRQWKO\
ELOOLQJ�F\FOH��QR�JUHDWHU�WKDQ�����WLPHV�WKH�DYHUDJH
TXDUWHUO\�RU�EL�PRQWKO\�ELOO�IRU�WKDW�FODVV�RI�FXVWRPHU�
RU

�LL� IRU�D�FXVWRPHU�ZKR�LV�RQ�D�PRQWKO\�ELOOLQJ�F\FOH��QR
JUHDWHU�WKDQ�����WLPHV�WKH�DYHUDJH�PRQWKO\�ELOO��WKH
DPRXQW�WR�EH�FDOFXODWHG�ZLWK�UHIHUHQFH�WR�WKH
FRQVXPSWLRQ�RI�VLPLODU�FXVWRPHUV�RU�EXVLQHVV�W\SHV�

4.4.2 Residential customers

�������� $�VXSSOLHU�VKDOO�QRW�UHTXLUH�D�UHVLGHQWLDO�FXVWRPHU�WR�SURYLGH�D
UHIXQGDEOH�DGYDQFH�EHIRUH�FRQQHFWLRQ�WR�VXSSO\�XQOHVV�

�D� WKH�FXVWRPHU�

�L� LV�RQ�D�WDULII�WKDW�UHTXLUHV�D�SXEOLVKHG�UHIXQGDEOH
DGYDQFH�IURP�HYHU\�FXVWRPHU�RQ�WKDW�SDUWLFXODU�WDULII�
RU

�LL� KDV�OHIW�D�SUHYLRXV�VXSSO\�DGGUHVV�ZLWKRXW�VHWWOLQJ�DQ
RXWVWDQGLQJ�QDWXUDO�JDV�XVDJH�GHEW��WKH�GHEW�UHPDLQV
RXWVWDQGLQJ�DQG�WKH�FXVWRPHU�UHIXVHV�WR�PDNH�DQ
DUUDQJHPHQW�WR�SD\�LW��RU
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�LLL� LV�D�QHZ�FXVWRPHU�DQG�KDV�UHIXVHG�WR�SURGXFH
DFFHSWDEOH�LGHQWLILFDWLRQ��RU
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�LY� KDV�EHHQ�IRXQG�ZLWKLQ�WKH�SUHYLRXV���\HDUV�WR�KDYH�D
VXSSO\�RI�QDWXUDO�JDV�DW�HLWKHU�WKH�FXVWRPHUªV�FXUUHQW
RU�DQ\�SUHYLRXV�VXSSO\�DGGUHVV�RWKHUZLVH�WKDQ�LQ
DFFRUGDQFH�ZLWK�WKLV�&RGH��RU�LQ�EUHDFK�RI�DQ\
UHJXODWRU\�UHTXLUHPHQW�

RU

�E� WKH�FXVWRPHU�LV�

�L� D�QHZ�FXVWRPHU�ZKR�GRHV�QRW�KDYH�D�VDWLVIDFWRU\
HVWDEOLVKHG�QDWXUDO�JDV�DFFRXQW�SD\PHQW�UHFRUG�LQ�WKH
VDPH�QDPH�DW�DQRWKHU�VXSSO\�DGGUHVV��RU

�LL� D�QHZ�FXVWRPHU�DQG�GRHV�QRW�KDYH�DQ�DFFHSWDEOH�FUHGLW
UHIHUHQFH�

DQG�KDV�UHIXVHG��RU�IDLOHG�WR�DJUHH�WR��DQ�LQVWDOPHQW�SODQ
RU�RWKHU�SD\PHQW�RSWLRQ�RIIHUHG�E\�WKH�VXSSOLHU�LQ
DFFRUGDQFH�ZLWK�FODXVHV�������DQG�������

������� $�VXSSOLHU�VKDOO�QRW�UHTXLUH�DQ�H[LVWLQJ�UHVLGHQWLDO�FXVWRPHU�WR
SURYLGH�D�UHIXQGDEOH�DGYDQFH�EHIRUH�FRQWLQXLQJ�VXSSO\�XQOHVV�

�D� WKH�FXVWRPHU�KDV�EHHQ�IRXQG�ZLWKLQ�WKH�SUHYLRXV���\HDUV�WR
KDYH�D�VXSSO\�RI�QDWXUDO�JDV�DW�HLWKHU�WKH�FXVWRPHUªV
FXUUHQW�RU�DQ\�SUHYLRXV�VXSSO\�DGGUHVV�RWKHUZLVH�WKDQ�LQ
DFFRUGDQFH�ZLWK�WKLV�&RGH��RU�LQ�EUHDFK�RI�DQ\�UHJXODWRU\
UHTXLUHPHQW�

RU

�E� WKH�FXVWRPHU�GRHV�QRW�KDYH�D�VDWLVIDFWRU\�QDWXUDO�JDV
DFFRXQW�SD\PHQW�KLVWRU\��DQG�KDV�UHIXVHG��RU�IDLOHG�WR�DJUHH
WR��DQ�LQVWDOPHQW�SODQ�RU�RWKHU�SD\PHQW�RSWLRQ�RIIHUHG�E\�WKH
VXSSOLHU�LQ�DFFRUGDQFH�ZLWK�FODXVHV�������DQG�������

4.4.3 Business customers

�������� $�VXSSOLHU�VKDOO�QRW�UHTXLUH�D�EXVLQHVV�FXVWRPHU�WR�SURYLGH�D
UHIXQGDEOH�DGYDQFH�EHIRUH�FRQQHFWLRQ�WR�VXSSO\�RU�FRQWLQXDWLRQ
RI�VXSSO\�XQOHVV�

�D� D�SXEOLVKHG�UHIXQGDEOH�DGYDQFH�LV�UHTXLUHG�IURP�HYHU\
EXVLQHVV�FXVWRPHU�RQ�D�SDUWLFXODU�WDULII��RU

�E� WKH�EXVLQHVV�FXVWRPHU�LV�D�QHZ�EXVLQHVV�ZKLFK�GRHV�QRW
KDYH�D�VDWLVIDFWRU\�HVWDEOLVKHG�QDWXUDO�JDV�DFFRXQW�SD\PHQW
UHFRUG�LQ�WKH�VDPH�QDPH�DW�DQRWKHU�VXSSO\�DGGUHVV��RU

�F� WKH�EXVLQHVV�GRHV�QRW�KDYH�D�VDWLVIDFWRU\�FUHGLW�UDWLQJ��RU

�G� WKH�EXVLQHVV�GRHV�QRW�KDYH�D�VDWLVIDFWRU\�QDWXUDO�JDV�DFFRXQW
SD\PHQW�KLVWRU\��RU

�H� WKH�FXVWRPHU�KDV�OHIW�D�SUHYLRXV�VXSSO\�DGGUHVV�ZLWKRXW
VHWWOLQJ�DQ�RXWVWDQGLQJ�QDWXUDO�JDV�XVDJH�GHEW��WKH�GHEW
UHPDLQV�RXWVWDQGLQJ�DQG�WKH�FXVWRPHU�UHIXVHV�WR�PDNH�DQ
DUUDQJHPHQW�WR�SD\�LW��RU
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�I� WKH�FXVWRPHU�LV�D�QHZ�FXVWRPHU�DQG�KDV�UHIXVHG�WR�SURGXFH
DFFHSWDEOH�LGHQWLILFDWLRQ�

������� $�VXSSOLHU�PD\�LQFUHDVH�D�EXVLQHVV�FXVWRPHUªV�H[LVWLQJ
UHIXQGDEOH�DGYDQFH��LQ�DFFRUGDQFH�ZLWK�FODXVH����������ZKHUH�LW
LV�LQVXIILFLHQW�WR�VHFXUH�WKH�FXVWRPHUªV�FXUUHQW�QDWXUDO�JDV�XVDJH�

������� $�VXSSOLHU�PD\�DFFHSW�D�EDQN�JXDUDQWHH�DV�DQ�DOWHUQDWLYH�WR�DQ\
UHIXQGDEOH�DGYDQFH�LW�KDV�UHTXLUHG�D�EXVLQHVV�FXVWRPHU�WR
SD\�

4.4.4 Interest on refundable advances

������� :KHUH�UHTXLUHG�E\�UHJXODWRU\�UHTXLUHPHQWV�RU�WKH�$XWKRULW\�
WKH�VXSSOLHU�VKDOO�SD\�WR�WKH�FXVWRPHU�LQWHUHVW�RQ�WKH
UHIXQGDEOH�DGYDQFH�DW�D�UDWH�DQG�RQ�WHUPV�DQG�FRQGLWLRQV�DV
DSSURYHG�E\�WKH�$XWKRULW\�

������� $�VXSSOLHU�PD\�SD\�WKH�FXVWRPHU�LQWHUHVW�RQ�WKH�UHIXQGDEOH
DGYDQFH�DGGLWLRQDO�WR�WKDW�UHTXLUHG�LQ�DFFRUGDQFH�ZLWK�FODXVH
��������

4.4.5 Return of refundable advances

��������:KHUH�D�FXVWRPHU�KDV�EHHQ�UHTXLUHG�E\�D�VXSSOLHU�WR�SD\�D
UHIXQGDEOH�DGYDQFH�DQG�WKH�VXSSOLHU�GRHV�QRW�UHTXLUH�D
UHIXQGDEOH�DGYDQFH�IURP�DOO�FXVWRPHUV�RQ�WKH�VDPH�WDULII��WKH
VXSSOLHU�VKDOO��ZLWKLQ����EXVLQHVV�GD\V�RI�D�FXVWRPHU
FRPSOHWLQJ�WZR�\HDU·V�RI�SD\PHQW�RI�WKH�FXVWRPHUªV�ELOOLQJ�F\FOH
E\�WKH�SD\�E\�GDWHV�RQ�WKH�LQLWLDO�ELOOV��LQIRUP�WKH�FXVWRPHU�RI�WKH
DPRXQW�RI�WKH�UHIXQGDEOH�DGYDQFH�DQG�DQ\�LQWHUHVW�SD\DEOH�LQ
DFFRUGDQFH�ZLWK�FODXVH��������DQG�FUHGLW�WKH�FXVWRPHUªV�DFFRXQW�
XQOHVV�RWKHUZLVH�LQVWUXFWHG�E\�WKH�FXVWRPHU�

��������:KHUH�D�FXVWRPHU�KDV�

�D� EHHQ�UHTXLUHG�E\�D�VXSSOLHU�WR�SD\�D�UHIXQGDEOH�DGYDQFH�
DQG

�E� UHTXHVWHG�WKDW�D�VXSSOLHU�FHDVH�VXSSO\LQJ�WKH�FXVWRPHUªV
VXSSO\�DGGUHVV�

WKH�VXSSOLHU�VKDOO��ZLWKLQ����EXVLQHVV�GD\V�RI�WKH�FXVWRPHU
FHDVLQJ�WR�WDNH�VXSSO\��LQIRUP�WKH�FXVWRPHU�RI�WKH�DPRXQW��LI
DQ\��RI�WKH�UHIXQGDEOH�DGYDQFH�DQG�DFFUXHG�LQWHUHVW��LI�DQ\��RQ
WKH�UHIXQGDEOH�DGYDQFH�WKDW�LV�DYDLODEOH�IRU�GLVEXUVHPHQW�DIWHU
SD\PHQW�RI�DQ\�RXWVWDQGLQJ�DPRXQW�GXH�WR�WKH�VXSSOLHU��DQG
FUHGLW�WKH�FXVWRPHUªV�DFFRXQW�DW�DQRWKHU�VXSSO\�DGGUHVV�ZLWKLQ
WKH�VXSSOLHUªV�DUHD�XQOHVV�RWKHUZLVH�LQVWUXFWHG�E\�WKH�FXVWRPHU�

������� :KHUH�D�VXSSOLHU�KDV�DFFHSWHG�D�EDQN�JXDUDQWHH�IURP�D
EXVLQHVV�FXVWRPHU�LQ�OLHX�RI�D�UHIXQGDEOH�DGYDQFH�DQG�WKH
VXSSOLHU�GRHV�QRW�UHTXLUH�D�UHIXQGDEOH�DGYDQFH�IURP�DOO
EXVLQHVV�FXVWRPHUV�RQ�D�SDUWLFXODU�WDULII��WKH�VXSSOLHU�VKDOO�
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ZLWKLQ����EXVLQHVV�GD\V�RI�WKH�FXVWRPHU�FRPSOHWLQJ�WZR�\HDU
V
SD\PHQW�RI�WKH�FXVWRPHUªV�ELOOLQJ�F\FOH�E\�WKH�SD\�E\�GDWHV�RQ
WKH�LQLWLDO�ELOOV��LQIRUP�WKH�FXVWRPHU�WKDW�WKH�EDQN�JXDUDQWHH�LV
QR�ORQJHU�UHTXLUHG�DQG�UHWXUQ�WKH�JXDUDQWHH�WR�WKH�FXVWRPHU�

4.4.6 Use of a refundable advance

������� $�VXSSOLHU�PD\�XVH�D�FXVWRPHUªV�UHIXQGDEOH�DGYDQFH�DQG
LQWHUHVW��LI�DQ\��ZKLFK�KDV�DFFUXHG�WR�LW�WR�RIIVHW�DQ\�DPRXQW�RZHG
E\�D�FXVWRPHU�WR�WKH�VXSSOLHU�

�D� LI�WKH�FXVWRPHU�IDLOV�WR�SD\�D�ELOO�UHVXOWLQJ�LQ�GLVFRQQHFWLRQ
RI�WKH�VXSSO\�DGGUHVV�

�E� LI�WKH�FXVWRPHU�GHIDXOWV�RQ�D�ILQDO�ELOO�

�F� LI�WKH�FXVWRPHU�GHIDXOWV�RQ�D�ELOO�DQG�FRPHV�WR�DQ�DJUHHPHQW
ZLWK�WKH�VXSSOLHU�UHJDUGLQJ�WKH�UHIXQGDEOH�DGYDQFH�WR
DYRLG�SRVVLEOH�GLVFRQQHFWLRQ��RU

�G� DW�WKH�UHTXHVW�RI�D�FXVWRPHU�ZKR�LV�YDFDWLQJ�WKH�VXSSO\
DGGUHVV�RU�UHTXHVWLQJ�GLVFRQQHFWLRQ�RI�VXSSO\�WR�WKH�VXSSO\
DGGUHVV�

��������:KHUH�D�VXSSOLHU�XVHV�D�UHIXQGDEOH�DGYDQFH�LQ�DFFRUGDQFH�ZLWK
FODXVH����������WKH�VXSSOLHU�VKDOO�SURYLGH�WR�WKH�FXVWRPHU�DQ
DFFRXQW�RI�LWV�XVH�RI�WKH�UHIXQGDEOH�DGYDQFH�DQG�SD\�WKH�EDODQFH
�LI�DQ\��RI�WKH�UHIXQGDEOH�DGYDQFH�WR�WKH�FXVWRPHU�ZLWKLQ���
EXVLQHVV�GD\V�
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SECTION 5

SUPPLY DISCONNECTION AND RECONNECTION

5.1 SUPPLY DISCONNECTION

5.1.1 Disconnection for unpaid bills

�������� 6XEMHFW�WR�WKLV�6HFWLRQ�D�VXSSOLHU�PD\�GLVFRQQHFW�VXSSO\�WR�D
FXVWRPHUªV�VXSSO\�DGGUHVV��RU�PD\�QRWLI\�WKH�GLVWULEXWRU�WKDW�LW
QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV��LI�D
FXVWRPHU�KDV�QRW�

�D� SDLG��RU

�E� DJUHHG�WR�DQ�RIIHU�RI�DQ�LQVWDOPHQW�SODQ�RU�RWKHU�SD\PHQW
RSWLRQ�WR�SD\��RU

�F� DGKHUHG�WR�WKH�FXVWRPHUªV�REOLJDWLRQV�WR�PDNH�SD\PHQWV�LQ
DFFRUGDQFH�ZLWK�DQ�DJUHHG�SD\PHQW�SODQ�UHODWLQJ�WR�

WKH�VHUYLFH�WR�SURSHUW\�FKDUJH��QDWXUDO�JDV�XVDJH�FKDUJH�RU�RWKHU
FKDUJH�RI�WKH�NLQG�DOORZDEOH�XQGHU�WKLV�&RGH��RWKHU�WKDQ�D�FKDUJH
LQ�UHVSHFW�RI�WKH�VDOH�RU�LQVWDOODWLRQ�RI�DSSOLDQFHV��LQFXUUHG�DW�WKH
FXUUHQW�RU�DQ\�SUHYLRXV�VXSSO\�DGGUHVV�

:KHUH�D�VXSSOLHU�QRWLILHV�WKH�GLVWULEXWRU�WKDW�LW�QR�ORQJHU
VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�LQ�DFFRUGDQFH
ZLWK�WKLV�FODXVH��WKH�GLVWULEXWRU�PD\�GLVFRQQHFW�WKH�VXSSO\
DGGUHVV�ZLWKRXW�IXUWKHU�QRWLFH�WR�WKH�VXSSOLHUªV�FXVWRPHU�

������� :KHUH�D�UHVLGHQWLDO�FXVWRPHU��EHFDXVH�RI�D�ODFN�RI�VXIILFLHQW
LQFRPH�RU�RWKHU�PHDQV�RQ�WKH�SDUW�RI�WKDW�FXVWRPHU��LV�XQDEOH�WR
SD\�D�VXSSOLHUªV�VHUYLFH�WR�SURSHUW\�FKDUJH�RU�QDWXUDO�JDV�XVDJH
FKDUJH�RU�RWKHU�FKDUJH�RI�WKH�NLQG�DOORZDEOH�XQGHU�WKLV�&RGH��WKH
VXSSOLHU�VKDOO�QRW�GLVFRQQHFW�WKH�VXSSO\�WR�WKH�FXVWRPHUªV
VXSSO\�DGGUHVV�RU�QRWLI\�WKH�GLVWULEXWRU�WKDW�LW�QR�ORQJHU
VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�XQWLO�

�D� WKH�VXSSOLHU�KDV�

�L� RIIHUHG�WKH�FXVWRPHU�DOWHUQDWLYH�SD\PHQW�RSWLRQV�RI�WKH
NLQG�UHIHUUHG�WR�LQ�WKLV�&RGH�

�LL� JLYHQ�WKH�FXVWRPHU�LQIRUPDWLRQ�RQ�JRYHUQPHQW�IXQGHG
FRQFHVVLRQV�DV�RXWOLQHG�LQ�WKLV�&RGH�

�LLL� XVHG�LWV�EHVW�HQGHDYRXUV�WR�FRQWDFW�WKH�FXVWRPHU
SHUVRQDOO\��RU�E\�OHWWHUJUDP��IDFVLPLOH�RU�PDLO��RU�E\
WHOHSKRQH��DQG

�LY� JLYHQ�WKH�FXVWRPHU��E\�ZD\�RI�D�ZULWWHQ�GLVFRQQHFWLRQ
ZDUQLQJ����EXVLQHVV�GD\V�QRWLFH�RI�LWV�LQWHQWLRQ�WR
GLVFRQQHFW�RU�FHDVH�VXSSO\LQJ�JDV�WR�WKH�FXVWRPHU��WKH��
GD\V�VKDOO�EH�FRXQWHG�IURP�WKH�GDWH�RI�UHFHLSW�RI�WKH
GLVFRQQHFWLRQ�ZDUQLQJ��
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�E� WKH�FXVWRPHU�KDV�

�L� UHIXVHG�RU�IDLOHG�WR�DFFHSW�WKH�RIIHU�ZLWKLQ�WKH�WLPH
VSHFLILHG�E\�WKH�VXSSOLHU��RU

�LL� DFFHSWHG�WKH�RIIHU��EXW�KDV�UHIXVHG�RU�IDLOHG�WR�WDNH�DQ\
UHDVRQDEOH�DFWLRQ�WRZDUGV�VHWWOLQJ�WKH�GHEW�ZLWKLQ�WKH
WLPH�VSHFLILHG�E\�WKH�VXSSOLHU�

�������� $�VXSSOLHU�VKDOO�QRW�GLVFRQQHFW�WKH�VXSSO\�WR�D�EXVLQHVV
FXVWRPHUªV�VXSSO\�DGGUHVV�RU�QRWLI\�WKH�GLVWULEXWRU�WKDW�LW�QR
ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�XQOHVV

�D� WKH�VXSSOLHU�KDV�

�L� XVHG�LWV�EHVW�HQGHDYRXUV�WR�FRQWDFW�WKH�FXVWRPHU
SHUVRQDOO\��RU�E\�OHWWHUJUDP��IDFVLPLOH�RU�PDLO��RU�E\
WHOHSKRQH�

�LL� RIIHUHG�WKH�FXVWRPHU�DQ�H[WHQVLRQ�RI�WLPH�WR�SD\�EH\RQG
WKH�RULJLQDO�SD\�E\�GDWH�RQ�WHUPV�DQG�FRQGLWLRQV��ZKLFK
PD\�LQFOXGH�LQWHUHVW�DW�D�UDWH�DSSURYHG�E\�WKH
$XWKRULW\���DQG

�LLL� JLYHQ�WKH�FXVWRPHU��E\�ZD\�RI�D�ZULWWHQ�GLVFRQQHFWLRQ
ZDUQLQJ����EXVLQHVV�GD\V�QRWLFH�RI�LWV�LQWHQWLRQ�WR
GLVFRQQHFW�RU�FHDVH�VXSSO\LQJ�JDV�WR�WKH�FXVWRPHU��WKH��
GD\V�VKDOO�EH�FRXQWHG�IURP�WKH�GDWH�RI�UHFHLSW�RI�WKH
GLVFRQQHFWLRQ�ZDUQLQJ��

DQG

�E� WKH�FXVWRPHU�KDV�

�L� UHIXVHG�RU�IDLOHG�WR�DFFHSW�WKH�RIIHU�ZLWKLQ�D�WLPH��QRW
OHVV�WKDQ���EXVLQHVV�GD\V��VSHFLILHG�E\�WKH�VXSSOLHU��RU

�LL� DFFHSWHG�WKH�RIIHU��EXW�KDV�UHIXVHG�RU�IDLOHG�WR�WDNH�DQ\
UHDVRQDEOH�DFWLRQ�WRZDUGV�VHWWOLQJ�WKH�GHEW�ZLWKLQ�D
WLPH��QRW�OHVV�WKDQ���EXVLQHVV�GD\V��VSHFLILHG�E\�WKH
VXSSOLHU�

5.1.2 Disconnection for denying access to the meter

������� :KHUH�D�FXVWRPHU�IDLOV�WR�SURYLGH�DFFHVV�WR�WKH�VXSSO\�DGGUHVV
DV�FRQWHPSODWHG�E\�WKLV�&RGH�RU�D�VXSSOLHU�LV�GHQLHG�DFFHVV�WR�WKH
FXVWRPHUªV�VXSSO\�DGGUHVV�IRU�WKH�SXUSRVHV�RI�UHDGLQJ�WKH
PHWHU�IRU�WKH�SXUSRVHV�RI�LVVXLQJ���FRQVHFXWLYH�ELOOV�LQ�WKH
FXVWRPHUªV�ELOOLQJ�F\FOH��WKH�VXSSOLHU�PD\�GLVFRQQHFW�VXSSO\�WR
WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�RU�PD\�QRWLI\�WKH�GLVWULEXWRU
WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�

�������� $�VXSSOLHU�VKDOO�QRW�H[HUFLVH�LWV�ULJKW�WR�GLVFRQQHFW�RU�QRWLI\�WKH
GLVWULEXWRU�WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D
VXSSO\�DGGUHVV��XQOHVV�WKH�VXSSOLHU�KDV�
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�D� JLYHQ�WR�WKH�FXVWRPHU�DQ�RSSRUWXQLW\�WR�RIIHU�UHDVRQDEOH
DOWHUQDWLYH�DFFHVV�DUUDQJHPHQWV�

�E� RQ�HDFK�RI�WKH�RFFDVLRQV�LW�ZDV�GHQLHG�DFFHVV��JLYHQ�WR�WKH
FXVWRPHU�ZULWWHQ�QRWLFH�UHTXHVWLQJ�DFFHVV�WR�WKH�PHWHU�DW
WKH�VXSSO\�DGGUHVV�

�F� XVHG�LWV�EHVW�HQGHDYRXUV�WR�FRQWDFW�WKH�FXVWRPHU�SHUVRQDOO\�
RU�E\�OHWWHUJUDP��IDFVLPLOH�RU�PDLO��RU�E\�WHOHSKRQH��DQG

�G� JLYHQ�WKH�FXVWRPHU��E\�ZD\�RI�D�ZULWWHQ�GLVFRQQHFWLRQ
ZDUQLQJ����EXVLQHVV�GD\V�QRWLFH�RI�LWV�LQWHQWLRQ�WR�GLVFRQQHFW
WKH�FXVWRPHU��WKH���GD\V�VKDOO�EH�FRXQWHG�IURP�WKH�GDWH�RI
UHFHLSW�RI�WKH�GLVFRQQHFWLRQ�ZDUQLQJ��

5.1.3 Disconnection for emergencies — suppliers or distributors

������� 1RWZLWKVWDQGLQJ�DQ\�RWKHU�FODXVH�LQ�WKLV�6HFWLRQ��D�VXSSOLHU�RU
GLVWULEXWRU�PD\�GLVFRQQHFW�RU�LQWHUUXSW�VXSSO\�WR�D�FXVWRPHUªV
VXSSO\�DGGUHVV�LQ�WKH�FDVH�RI�DQ�HPHUJHQF\�

��������:KHUH�D�VXSSOLHU�RU�GLVWULEXWRU�H[HUFLVHV�LWV�GLVFRQQHFWLRQ�ULJKW
XQGHU�FODXVH����������HLWKHU�WKH�VXSSOLHU�RU�GLVWULEXWRU��EXW�QRW
ERWK��VKDOO�

�D�� SURYLGH��E\�ZD\�RI�LWV����KRXU�HPHUJHQF\�OLQH��LQIRUPDWLRQ
RQ�WKH�QDWXUH�RI�WKH�HPHUJHQF\�DQG�DQ�HVWLPDWH�RI�WKH�WLPH
ZKHQ�VXSSO\�ZLOO�EH�UHVWRUHG��DQG

�E� XVH�LWV�EHVW�HQGHDYRXUV�WR�UHFRQQHFW�RU�VHFXUH�UHFRQQHFWLRQ�DW
WKH�FXVWRPHUªV�VXSSO\�DGGUHVV�DV�VRRQ�DV�SRVVLEOH�

5.1.4 Disconnection for health and safety reasons — suppliers or
distributors

������� 1RWZLWKVWDQGLQJ�DQ\�RWKHU�FODXVH�LQ�WKLV�VHFWLRQ��D�VXSSOLHU�RU
GLVWULEXWRU�PD\�GLVFRQQHFW�RU�LQWHUUXSW�VXSSO\�WR�D�FXVWRPHU·V
VXSSO\�DGGUHVV�IRU�UHDVRQV�RI�KHDOWK�RU�VDIHW\�

�������� ([FHSW�LQ�WKH�FDVH�RI�DQ�HPHUJHQF\��RU�ZKHUH�WKHUH�LV�D�QHHG�WR
UHGXFH�WKH�ULVN�RI�ILUH�RU�ZKHUH�UHOHYDQW�UHJXODWRU\
UHTXLUHPHQWV�UHTXLUH�LW��D�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�QRW
GLVFRQQHFW�D�FXVWRPHUªV�VXSSO\�DGGUHVV�IRU�D�KHDOWK�RU�VDIHW\
UHDVRQ�XQOHVV�WKH�VXSSOLHU�RU�GLVWULEXWRU�KDV�

�D� JLYHQ�WKH�FXVWRPHU�ZULWWHQ�QRWLFH�RI�WKH�UHDVRQ�

�E� ZKHUH�WKH�FXVWRPHU�LV�DEOH�WR�GR�VR��DOORZHG�WKH�FXVWRPHU��
EXVLQHVV�GD\V�WR�UHPRYH�WKH�UHDVRQ��WKH���GD\V�VKDOO�EH
FRXQWHG�IURP�WKH�GDWH�RI�UHFHLSW�RI�WKH�QRWLFH���DQG

�F� DW�WKH�H[SLUDWLRQ�RI�WKRVH���EXVLQHVV�GD\V�JLYHQ�WKH
FXVWRPHU��E\�ZD\�RI�D�ZULWWHQ�GLVFRQQHFWLRQ�ZDUQLQJ�
DQRWKHU���EXVLQHVV�GD\V
�QRWLFH�RI�LWV�LQWHQWLRQ�WR�GLVFRQQHFW
WKH�FXVWRPHU��WKH���GD\V�VKDOO�EH�FRXQWHG�IURP�WKH�GDWH�RI
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UHFHLSW�RI�WKH�QRWLFH��RU�LQ�WKH�FDVH�RI�D�VXSSOLHU��QRWLI\�WKH
GLVWULEXWRU�WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D
VXSSO\�DGGUHVV�RQ�WKH�EDVLV�RI�KHDOWK�DQG�VDIHW\�UHDVRQV�

5.1.5 Disconnection for planned maintenance — suppliers or distributors

�������� $�VXSSOLHU�RU�GLVWULEXWRU�PD\�GLVFRQQHFW�RU�LQWHUUXSW�VXSSO\�WR
D�FXVWRPHUªV�VXSSO\�DGGUHVV�IRU�WKH�SXUSRVHV�RI�SODQQHG
PDLQWHQDQFH�RQ��RU�DXJPHQWDWLRQ�WR��WKH�GLVWULEXWLRQ�V\VWHP�

�������� $�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�QRW�H[HUFLVH�LWV�ULJKW�WR�GLVFRQQHFW
IRU�WKH�SXUSRVHV�RI�SODQQHG�PDLQWHQDQFH�RQ��RU�DXJPHQWDWLRQ�WR�
WKH�GLVWULEXWLRQ�V\VWHP�XQOHVV�WKH�VXSSOLHU�RU�GLVWULEXWRU�KDV
XVHG�LWV�EHVW�HQGHDYRXUV�WR�JLYH�WKH�FXVWRPHU�QRWLFH�RI�LWV
LQWHQWLRQ�WR�GLVFRQQHFW���7KH�QRWLFH�SHULRG�VKDOO�EH�DW�OHDVW���GD\V
RU�VXFK�RWKHU�SHULRG�DV�VSHFLILHG�E\�UHJXODWRU\�UHTXLUHPHQWV�

������� $�VXSSOLHU�RU�GLVWULEXWRU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR
PLQLPLVH�LQWHUUXSWLRQV�WR�VXSSO\�RFFDVLRQHG�E\�SODQQHG
PDLQWHQDQFH�RU�DXJPHQWDWLRQ�DQG�UHVWRUH�VXSSO\�DV�VRRQ�DV
SUDFWLFDEOH�

5.1.6 Disconnection for unauthorised utilisation — suppliers or distributors

1RWZLWKVWDQGLQJ�DQ\�RWKHU�FODXVH�LQ�WKLV�6HFWLRQ��D�VXSSOLHU�RU
GLVWULEXWRU�PD\�GLVFRQQHFW�VXSSO\�WR�D�FXVWRPHUªV�VXSSO\
DGGUHVV�LPPHGLDWHO\�ZKHUH�WKH�FXVWRPHU�KDV�REWDLQHG�WKH
VXSSO\�RI�QDWXUDO�JDV�DW�WKH�VXSSO\�DGGUHVV�RWKHUZLVH�WKDQ�LQ
DFFRUGDQFH�ZLWK�WKLV�&RGH�RU�LQ�EUHDFK�RI�DQ\�UHJXODWRU\
UHTXLUHPHQW�

5.1.7 Disconnection for refusal to pay refundable advances

������� $�VXSSOLHU�PD\�GLVFRQQHFW�VXSSO\�WR�D�FXVWRPHUªV�VXSSO\
DGGUHVV�RU�QRWLI\�WKH�GLVWULEXWRU�WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV�WR
D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV��ZKHUH�WKH�FXVWRPHU�UHIXVHV�WR
SD\�D�UHIXQGDEOH�DGYDQFH�RU�SURYLGH�D�EDQN�JXDUDQWHH�ZKLFK�D
VXSSOLHU�UHTXLUHV�LQ�DFFRUGDQFH�ZLWK�WKLV�&RGH�

�������� $�VXSSOLHU�VKDOO�QRW�H[HUFLVH�LWV�ULJKW�WR�GLVFRQQHFW�RU�QRWLI\�WKH
GLVWULEXWRU�WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D
VXSSO\�DGGUHVV��IRU�IDLOXUH�WR�SD\�D�UHIXQGDEOH�DGYDQFH�RU
SURYLGH�D�EDQN�JXDUDQWHH�XQOHVV�WKH�VXSSOLHU�KDV�JLYHQ�WKH
FXVWRPHU�QRW�OHVV�WKDQ���EXVLQHVV�GD\V�ZULWWHQ�QRWLFH�RI�LWV
LQWHQWLRQ�WR�GLVFRQQHFW�RU�JLYH�QRWLFH�WR�WKH�GLVWULEXWRU��WKH�GD\V
VKDOO�EH�FRXQWHG�IURP�WKH�GDWH�RI�UHFHLSW�RI�WKH�QRWLFH��

5.1.8 When a supplier shall not disconnect

�������� $�VXSSOLHU�VKDOO�QRW�GLVFRQQHFW�VXSSO\�WR�D�FXVWRPHUªV�VXSSO\
DGGUHVV�RU��QRWLI\�WKH�GLVWULEXWRU�WKDW�LW�QR�ORQJHU�VXSSOLHV�JDV
WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�
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�D� IRU�QRQ�SD\PHQW�RI�D�ELOO�ZKHUH�WKH�DPRXQW�RXWVWDQGLQJ�LV
OHVV�WKDQ�DQ�DYHUDJH�ELOO�RYHU�WKH�SDVW����PRQWKV�DQG�WKH
FXVWRPHU�KDV��LQ�DFFRUGDQFH�ZLWK�WKLV�&RGH��DJUHHG�ZLWK�WKH
VXSSOLHU�WR�UHSD\�WKH�DPRXQW�

�E� ZKHUH�WKH�FXVWRPHU�KDV�PDGH�D�FRPSODLQW��GLUHFWO\�UHODWHG
WR�WKH�UHDVRQ�IRU�WKH�SURSRVHG�GLVFRQQHFWLRQ��WR�DQ� H[WHUQDO
GLVSXWH�UHVROXWLRQ�ERG\�DQG�WKH�FRPSODLQW�UHPDLQV
XQUHVROYHG�

�F� ZKHUH�WKH�FXVWRPHU�KDV�PDGH�DQ�DSSOLFDWLRQ�IRU�D
JRYHUQPHQW�FRQFHVVLRQ�RU�JUDQW�DQG�WKH�DSSOLFDWLRQ�KDV�QRW
EHHQ�GHFLGHG�

�G� ZKHUH�WKH�FXVWRPHU�KDV�IDLOHG�WR�SD\�DQ�DPRXQW�RQ�D�ELOO
ZKLFK�GRHV�QRW�UHODWH�WR�WKH�VHUYLFH�WR�SURSHUW\�FKDUJH��WKH
QDWXUDO�JDV�XVDJH�FKDUJH�RU�RWKHU�FKDUJH�RI�WKH�FRQWHPSODWHG
E\�WKLV�&RGH�

�H� DIWHU���SP�RQ�D�ZHHNGD\��RU

�I� RQ�D�)ULGD\��RQ�D�ZHHNHQG��RQ�D�SXEOLF�KROLGD\�RU�RQ�WKH�GD\
EHIRUH�D�SXEOLF�KROLGD\�H[FHSW�LQ�WKH�FDVH�RI�D�SODQQHG
LQWHUUXSWLRQ�

5.1.9 Right of a Customer to request disconnection

$�VXSSOLHU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR�GLVFRQQHFW�VXSSO\�WR�D
FXVWRPHUªV�VXSSO\�DGGUHVV�DQG�ILQDOLVH�WKH�FXVWRPHUªV�DFFRXQWV
LQ�DFFRUGDQFH�ZLWK�WKH�FXVWRPHUªV�UHTXHVW�

5.2 RECONNECTION AFTER DISCONNECTION

5.2.1 Supplier and Customer obligations

��������:KHUH�D�VXSSOLHU�KDV�H[HUFLVHG�LWV�ULJKW�WR�GLVFRQQHFW�VXSSO\�WR�D
FXVWRPHUªV�VXSSO\�DGGUHVV�RU�KDV�QRWLILHG�WKH�GLVWULEXWRU�WKDW
LW�QR�ORQJHU�VXSSOLHV�JDV�WR�D�FXVWRPHU�DW�D�VXSSO\�DGGUHVV�

�D� IRU�QRQ�SD\PHQW�RI�D�ELOO�DQG�WKH�FXVWRPHU�KDV�SDLG�RU
DJUHHG�WR�DFFHSW�DQ�RIIHU�RI�DQ�LQVWDOPHQW�SODQ��RU�RWKHU
SD\PHQW�RSWLRQ�

�E� EHFDXVH�LW�ZDV�GHQLHG�DFFHVV�WR�WKH�PHWHU�DQG�WKH�FXVWRPHU
SURYLGHV�DFFHVV�WR�WKH�PHWHU�

�F� IRU�D�KHDOWK�RU�VDIHW\�UHDVRQ�DQG�WKH�FXVWRPHU�KDV�UHPRYHG
WKH�UHDVRQ�

�G� IRU�REWDLQLQJ�VXSSO\�RWKHUZLVH�WKDQ�LQ�DFFRUGDQFH�ZLWK�WKLV
&RGH�DQG�WKH�FXVWRPHU�KDV�FHDVHG�WR�VR�REWDLQ�VXSSO\�DQG
KDV�SDLG��RU�PDGH�DQ�DUUDQJHPHQW�WR�SD\��IRU�WKH�VXSSO\�VR
REWDLQHG��DQG

�H� EHFDXVH�WKH�FXVWRPHU�KDG�UHIXVHG�WR�SD\�D�UHIXQGDEOH
DGYDQFH�RU�SURYLGH�D�EDQN�JXDUDQWHH�DQG�KDV�VXEVHTXHQWO\
GRQH�VR�
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WKH�VXSSOLHU�VKDOO�UHFRQQHFW�RU�FDXVH�WKH�GLVWULEXWRU�WR�UHFRQQHFW
WKH�FXVWRPHUªV�VXSSO\��VXEMHFW�WR�

�L� 6HFWLRQ���RI�WKLV�&RGH�

�LL� WKH�FXVWRPHU�PDNLQJ�D�UHTXHVW�IRU�UHFRQQHFWLRQ��DQG

�LLL� SD\LQJ�WKH�VXSSOLHUªV�UHDVRQDEOH�UHFRQQHFWLRQ�IHH�

5.2.2 Time and response for reconnection

��������:KHUH�D�VXSSOLHU�LV�XQGHU�DQ�REOLJDWLRQ�WR�UHFRQQHFW�D�FXVWRPHU
DQG�WKH�FXVWRPHU�PDNHV�D�UHTXHVW�IRU�UHFRQQHFWLRQ�EHIRUH���SP
RQ�D�EXVLQHVV�GD\��WKH�VXSSOLHU�VKDOO�XVH�LWV�EHVW�HQGHDYRXUV�WR
PDNH�WKH�UHFRQQHFWLRQ�RU�FDXVH�WKH�GLVWULEXWRU�WR�PDNH�WKH
UHFRQQHFWLRQ�RQ�WKH�GD\�RI�WKH�UHTXHVW�

��������:KHUH�D�VXSSOLHU�LV�XQGHU�DQ�REOLJDWLRQ�WR�UHFRQQHFW�D�FXVWRPHU
DQG�WKH�FXVWRPHU�PDNHV�D�UHTXHVW�IRU�UHFRQQHFWLRQ�DIWHU���SP�RQ
D�EXVLQHVV�GD\��WKH�VXSSOLHU�VKDOO�PDNH�WKH�UHFRQQHFWLRQ�RU
FDXVH�WKH�GLVWULEXWRU�WR�PDNH�WKH�UHFRQQHFWLRQ�DV�VRRQ�DV
SRVVLEOH�RQ�WKH�QH[W�EXVLQHVV�GD\�
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��������:KHUH�D�VXSSOLHU�LV�XQGHU�DQ�REOLJDWLRQ�WR�UHFRQQHFW�D�FXVWRPHU
DQG�WKH�FXVWRPHU�PDNHV�D�UHTXHVW�IRU�UHFRQQHFWLRQ�DIWHU���SP�RQ
D�EXVLQHVV�GD\�DQG�EHIRUH�WKH�FORVH�RI�QRUPDO�EXVLQHVV�DQG�SD\V
WKH�VXSSOLHUªV�DIWHU�KRXUV�UHFRQQHFWLRQ�FKDUJH��WKH�VXSSOLHU�VKDOO
PDNH�WKH�UHFRQQHFWLRQ�RU�FDXVH�WKH�GLVWULEXWRU�WR�PDNH�WKH
UHFRQQHFWLRQ�RQ�WKH�GD\�UHTXHVWHG�E\�WKH�FXVWRPHU�

������� :KHUH�D�VXSSOLHU�QRWLILHV�D�GLVWULEXWRU�RI�D�UHTXHVW�IRU
UHFRQQHFWLRQ�ZLWKLQ�D�UHDVRQDEOH�WLPH�RI�WKH�VXSSOLHU�UHFHLYLQJ
WKH�UHTXHVW�IRU�UHFRQQHFWLRQ�IURP�WKH�FXVWRPHU��WKH�GLVWULEXWRU
VKDOO�UHFRQQHFW�WKH�FXVWRPHU�LQ�DFFRUGDQFH�ZLWK�WKH�WLPH�SHULRGV
VSHFLILHG�LQ�WKLV�FODXVH�������
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$33(1',;�$

$&76��5(*8/$7,216��25'(56�,1�&281&,/�$1'
5(/$7('�27+(5�5(/(9$17�&2'(6�$1'�58/(6

$�FXVWRPHU�DQG�D�VXSSOLHU�PD\�DOVR�EH�ERXQG�E\�WKH�UHOHYDQW�SURYLVLRQV�LQ
WKH�IROORZLQJ�$FWV��UHJXODWLRQV��2UGHUV�LQ�&RXQFLO�DQG�UHODWHG�UXOHV�DQG
FRGHV��

6RXWK�$XVWUDOLD

7KH�*DV�$FW�����
5HJXODWLRQV�XQGHU�WKH�*DV�$FW�����
*DV�5HWDLOHUV�/LFHQFH
*DV�'LVWULEXWRU·V�/LFHQFH
7KH�7UDGH�3UDFWLFHV�$FW�����
7KH�)DLU�7UDGLQJ�$FW�����
7KH�5HWDLO�6KRS�/HDVHV�$FW�����
7KH�5HVLGHQWLDO�7HQDQF\�$FW�����

9LFWRULD

*DV�,QGXVWU\�$FW�����
�� 2UGHUV�LQ�&RXQFLO

��� *DV�7DULII�2UGHU
��� *DV�7KLUG�3DUW\�$FFHVV�&RGH
��� 0DUNHW�DQG�6\VWHP�2SHUDWLRQ�5XOHV

�� /LFHQFHV��LVVXHG�E\�25*�
��� *DV�'LVWULEXWRUV
UHTXLUHV�FRPSOLDQFH�ZLWK�

����� 'LVWULEXWLRQ�6\VWHP�&RGH
����� 5HOHYDQW�SURYLVLRQV�RI�WKH�&XVWRPHU�6HUYLFH�&RGH
����� *DV�7DULII�2UGHU

��� *DV�5HWDLOHUV
UHTXLUHV�FRPSOLDQFH�ZLWK

����� &XVWRPHU�6HUYLFH�&RGH
����� *DV�7DULII�2UGHU

:HVWHUQ�$XVWUDOLD

(QHUJ\�&RUSRUDWLRQV��3RZHUV��$FW�����
*DV�6WDQGDUGV�$FW�����
*DV�&RUSRUDWLRQV�$FW�����
(QHUJ\�&RRUGLQDWLRQ�$FW�����
*DV�8QGHUWDNLQJV�$FW�����
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4XHHQVODQG

*DV�$FW�������������DQG�5HJXODWLRQV
:RUNSODFH�+HDOWK�DQG�6DIHW\�$FW������DQG�5HJXODWLRQV

1HZ�6RXWK�:DOHV

*DV�6XSSO\�$FW�����
*DV�6XSSO\��*HQHUDO��5HJXODWLRQ�����
*DV�6XSSO\��*DV�0HWHUV��5HJXODWLRQ�����
*DV�6XSSO\��6DIHW\�DQG�2SHUDWLQJ�3ODQV��5HJXODWLRQ�����
*DV�6XSSO\��6DYLQJV�DQG�7UDQVLWLRQDO��5HJXODWLRQ�����
*DV�6XSSO\��&XVWRPHU�3URWHFWLRQ��5HJXODWLRQ�����
7KLUG�3DUW\�$FFHVV�&RGH�IRU�1DWXUDO�*DV�1HWZRUNV�LQ�16:
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$33(1',;��%

&217$&7�$''5(66(6

6287+�$8675$/,$

%RUDO�(QHUJ\�6RXWK�$XVWUDOLD
���:D\PRXWK�6WUHHW
$GHODLGH��6$������

32�%R[�����
$GHODLGH��6$������
7HOHSKRQH���������������
)DFVLPLOH���������������

9,&725,$

,NRQ�(QHUJ\
/HYHO����,%0�&HQWUH
���&LW\�5RDG
6RXWKEDQN��9LFWRULD������

*32�%R[���%
0HOERXUQH��9LFWRULD������
7HOHSKRQH���������������
)DFVLPLOH���������������

(QHUJ\���
����)OLQGHUV�6WUHHW
0HOERXUQH��9LFWRULD������

*32�%R[����&
0HOERXUQH��9LFWRULD������
7HOHSKRQH���������������
)DFVLPLOH���������������

.LQHWLN�(QHUJ\
/HYHO�����(DVW�7RZHU
���&LW\�5RDG
6RXWKEDQN��9LFWRULD������

*32�%R[����)
0HOERXUQH��9LFWRULD������
7HOHSKRQH���������������
)DFVLPLOH���������������

:(67(51�$8675$/,$

$OLQWD*DV
�WK�)ORRU�4XDGUDQW�%XLOGLQJ
��:LOOLDP�6WUHHW
3HUWK��:$������

*32�%R[�:����
3HUWK��:$������
7HOHSKRQH���������������
)DFVLPLOH���������������
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48((16/$1'

$OOJDV�(QHUJ\�/WG
����/RJDQ�5RDG
:RROORRQJDEED��4/'������

32�%R[����
:RROORRQJDEED��4/'������
7HOHSKRQH���������������
)DFVLPLOH���������������

%RUDO�(QHUJ\�4XHHQVODQG
-RKQ�2[OH\�&HQWUH
����&RURQDWLRQ�'ULYH
0LOWRQ��4/'������

*32�%R[����
%ULVEDQH�4/'������
7HOHSKRQH���������������
)DFVLPLOH���������������

1(:�6287+�:$/(6

7KH�$XVWUDOLDQ�*DV�/LJKW�&RPSDQ\
&QU�3DFLILF�+LJKZD\�DQG�:DONHU�6WUHHW
1RUWK�6\GQH\��16:������

32�%R[����
1RUWK�6\GQH\��16:������
7HOHSKRQH���������������
)DFVLPLOH���������������

$8675$/,$1�&$3,7$/
7(55,725<

7KH�$XVWUDOLDQ�*DV�/LJKW�&RPSDQ\
����*ODGVWRQH�6WUHHW
)\VKZLFN��$&7������

32�%R[����
)\VKZLFN��$&7������
7HOHSKRQH���������������
)DFVLPLOH���������������
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Appendix C

Code Amendment Procedures

The Code will be subject to annual review and will be kept up to date through the
issue of amendments or new editions. Suggestions for amendments to the Code should
be sent to:

The Secretary
AG 755 Code Committee
c/- The Australian Gas Association
PO Box 171
HIGHETT  VIC  3190

NOYES

AGA Code Committee
meets annually

AGA Code Committee
reviews the Code and

any comments received
by the Secretary

Changes required to the
Code?

Code Committee drafts
proposed amendments

No further action
required

Draft amendments circulated
to consumer groups,

regulators, government and
other interested parties for

comment

Comments reviewed by the
Code Committee and

incorporated into Code

Revised version of Natural
Gas Customer Services

Code released


