

















Where the GT has agreed a substantial completion date
for a new connection or an alteration to an existing
connection it will meet that date. However, this does not
necessarily mean that gas will be available for use inside
the premises as the fitting of a meter, which will enable
the flow of gas, must be arranged by you and your
chosen gas supplier.

If the GT fails, you will receive a payment related to the
value of the contract and a payment for each working
day thereafter up to a maximum level. Your contract
will be allocated to one category of the table below
and payments will be made in line with that category
up to relevant cap.

GS11. Substantial completion by
agreed date

Contract Value Payment Ca

Up to &incl. £1k £20 The lesser of £200 or the contract sum
Up to &incl. £4k Lesser of £100 or 2.5% of contract sum 25% of the contract sum

Up to &incl. £20k £100 25% of the contract sum

Up to & incl. £50k £100 £5k

Up to & incl. £100k £150 £9k

Note: for GS9, GS10 & GS11 these standards do not apply where you have specifically asked your GT to delay the work.
PAYMENTS

Guaranteed Standard Standard Description Compensation for failure

Where a GT has failed any of the above Guaranteed

Standards or the Connections Guaranteed Standards If the GT fails you will receive a payment of £20
they will write to inform you (or your supplier) and make | in addition to any payments made under

the payment within 20 working days of compensation the other Guaranteed Standards.

becoming due.

GS12. Notification and payments under
the Guaranteed Standards.

For failures under GS1, GS2, GS3 and GS12 payment(s) will be made either directly to you or via your gas supplier who is obliged to
forward this payment to you. For failures under GS4-GS11 the payment(s) will be made directly to you.

GUARANTEED STANDARD EXCLUSIONS

Ofgem has agreed a set of circumstances for when the Guaranteed Standards may not apply; these are known as exclusions.
They include events beyond the GTs' control such as severe weather, industrial action, damage caused by the customer, actions by
third parties or not being able to gain access to premises as well as legislative constraints, labour disputes and reasons of safety.
If any of these exclusions apply, the GT will need to demonstrate that all reasonable steps had been taken to meet the standard.
Further information on exclusions is available on request.

LICENCE STANDARDS (LS)

GTs are required to meet Licence Standards on an annual basis.

0 = Annual
Licence Condition Target
Standard Special Condition D10 — Quality Telephone calls to the National Gas Emergency Service (which operates 24 hours a day), the
of Service Standards. Paragraph 2(f) — general enquiry line and the meter point reference number helpline (during the hours which they 90%
Responding to telephone calls operate) shall be answered within 30 seconds of the call being connected.

Where a GT receives a report of a gas escape or other gas emergency, including a significant escape
of carbon monoxide or other hazardous situations, it shall attend as quickly as possible within the
following timescales:

(a) All uncontrolled escapes/gas emergencies within 1 hour. a) 97%
(b) All controlled escapes/gas emergencies within 2 hours. b) 97%

Standard Special Condition D10 — Quality of
service standards.

Paragraph 2(g) — Responding to

gas emergencies

% Performanance achieved against Licence Standards in 2009/10

Network area owned 2(f) Telephone 2(g) 2(g)
by Gas Transporter Responseto  Response to .
R?I.si'::e Uncontrolled  Controlled (Comti: [Pkl
Escapes Escapes
National Grid
East of England 91.90 9712 98.14
Customer Support Team
London 9190 9741 9737 | National Grid, Lakeside House, The Lakes, Northampton, NN& 7HD
North West/West Midlands 9190 96.98 97.69 Tel: 0845 070 0203 www.nationalgrid.com/uk
West Midlands 91.90 98.24 98.80




Scotia Gas Networks

Scotland 91.90 97.78 98.66 Scotia Gas Networks
Inveralmond House, 200 Dunkeld Road, Perth, PH1 3AQ
Tel: 0845 070 1432 (Scotland) 0845 070 1431 (Southern)

Southern 91.90 97.77 99.06 www.sgn.co.uk
Customer Services

Wales & West Utilities 91.90 97.63 99.12 Wales & West Utilities, Wales & West House, Spooner Close, Celtic
Springs Coedkernew, Newport, NP10 8FZ. wwwwwautilities.co.uk
Northern Gas Networks

Northern Gas Networks 91.90 97.01 97.99 1100 Century Way, Thorpe Park Business Park, Colton, Leeds

West Yorkshire, LS15 8TU. www.northerngasnetworks.co.uk

OTHER SERVICES PROVIDED FOR GAS CUSTOMERS

Each GT provides various services for vulnerable customers; must comply with certain requirements when visiting customer premises;
and must have in place a procedure for dealing with any complaints made by customers. These services are described in a statement(s)
produced by each company. These statements are available free of charge and can be downloaded from the GTs’ websites.

Contact details for each company are shown in the table above. For all enquiries please contact your GT.

The National Gas Emergency Service operates 365 days a year, 24 hours a day.
Smell Gas? Call free on 0800 111 999 (MINICOM 0800 371787)

Other Information

Information on paying your energy bill, energy efficiency, visiting your property, Careline, prepayment meters, gas safety and complaint
handling are available on our website - you'll find our website addresses at the end of this document. Or you can write to: SSE, PO Box
7506, Perth PH1 3QR and tell us which publication you would like to receive. Your electricity network operator or gas pipeline operator
will also have codes of practice. Please contact them if you require a list of these publications.

Priority Service Register. If you are over 60, chronically sick or disabled, we have a priority service register that gives you extra services
for free. Call 0800 622 838 for more information.

Consumer Direct. If you have any concerns about any of the standards mentioned in this leaflet please contact us. If you have a
dispute with us or your network or gas pipeline operator that you feel cannot be resolved, you can contact Consumer Direct but please
contact us first. You'll find the number on our websites.

Any questions?
CARELINE - 8am-8pm Mon-Fri, 8am-2pm Sat GAS EMERGENCIES

Call 0800 622 838 @ Call 0800 111 999 @
GAS AND ELECTRICITY GENERAL ENQUIRIES ELECTRICAL EMERGENCIES
Please call the number on your bill. Please call the number on your bill.

SSE Generation Mix
Relates to electricity supplied in the period April 2010 to March 2011

Electricity supplied has been Electricity supplied by SSE Average for GB (for comparison)

sourced from the following fuels: % of total % of total

Coal 29% 28.9% B
Natural Gas 59% 44.2% e
Nuclear % 17.3% e
Renewable 10% 7.9% g
Other 1% 1.7% <
Total 100% 100% g

SSE Radioactive waste calculations 0.00008378g per kWh Carbon. SSE CO2 505g/kWh.
Environmental Impact: For information on the environmental impact of your electricity supply visit www.sse.com or write to SSE, PO Box 7506, Perth PH1 3QR

SSE, Southern Electric, SWALEC, Scottish Hydro and Atlantic are all trading names of SSE Energy Supply Limited Registered in England & Wales
No. 03757502 and Southern Electric Gas Limited Registered in England & Wales No. 02716495, both members of the SSE Group. The Registered
Office of SSE Energy Supply Limited and Southern Electric Gas Limited is 55 Vastern Road Reading Berkshire RG1 8BU.
www.sse.co.uk www.southern-electric.co.uk www.swalec.co.uk www.hydro.co.uk www.atlantic.co.uk



