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1 Introduction

1.1 Purpose and scope

a. This B2B Procedure: Service Order Process (Procedure) is published by NTESMO in accordance with
clause S7A.1.3 of the NT NER, and specifies the Service Order communication and transaction data.

b. This Procedure has effect only for the purposes set out in the NT NER, and jurisdictional codes. The NT
NER and jurisdictional codes prevail over this Procedure to the extent of any inconsistency.

c. This Procedure defines standard process and transaction data requirements, which enables Participants
to request defined services (“Service Orders”) and to receive confirmation that the work will or will not
be undertaken (or attempted) and subsequently that the work has or has not been completed as
requested using a consistently understood process and transactions.

1.2  Definitions and interpretation

a. The Communications Guideline:
i. isincorporated into and forms part of this Procedure; and
ii. should be read with this Procedure.

b. Inthe event of any inconsistency between this Procedure and the NTESMO B2B Procedure: Technical
Delivery Specification for B2B Procedures, unless this Procedure provides otherwise, the relevant
NTESMO B2B Technical Procedure shall prevail to the extent of the inconsistency.

c. In some instances certain B2B communications can only be initiated by a nominated role in the NT NER
and therefore have been specified in this Procedure.

d. All times (related to the conduct of the work) refer to the local time for the Site (where the work
requested is to be carried out). Local time is inclusive of daylight-saving time changes.

The NT Procedures are based on the equivalent MSATS and B2B procedure documents from the National
Electricity Market (NEM). To maintain document alignment where a section or element of the NEM MSATS
and B2B procedures is not used in the NT procedures this has been replaced with the phrase ‘Not used in
the NT Procedures’ rather than that section or element be deleted from the NT Procedures.

1.3 Related documents

Table 1 Related Documents

Title Location

Communications Guideline www.ntesmo.com.au/library/procedures

B2B Procedure: Technical Delivery www.ntesmo.com.au/library/procedures
Specifications

B2B Procedure: One Way Notification www.ntesmo.com.au/library/procedures

B2B Procedure: Meter Data Process www.ntesmo.com.au/library/procedures
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Title Location

B2B Procedure: Customer and Site Details www.ntesmo.com.au/library/procedures
Notification Process

MDFF Specification NEM12, NEM13 www.ntesmo.com.au/library/procedures

B2B Guide www.ntesmo.com.au/library/procedures

1.4 Exclusions

a. This Procedure does not apply to:
i. requests for network augmentation;
ii. automated / electronic Service Order status requests;
iii. any updates to MSATS that may be required during any of these Service Order processes;

iv. the technical infrastructure and delivery mechanism allowing Participants to send and receive Service
Order transactions;

v. the reporting of faults and emergencies; or
vi. Market Settlement and Transfer Solution (MSATS).
Guidance Reference Notes

a. This document contains Guidance Notes that provides the reader with a reference point where an
obligation for services is provided in the NTEM.

i. A number of timing requirements that represent common industry practice have also been included.
These timings are not associated with the communication of B2B transactions, but have been
included as good industry practice and/or to support Participants in meeting obligations arising from
other instruments, but do not have a head of power and are not enforceable.

ii. Guidance Notes are indicated by the use of [Guidance Note #] at the commencement of the clause in
this procedure.

iii. The table below lists the document or documents for reference.

Table 2 Guidance Notes

A.l Reference A.2 Document Name

A3 [Guidance Note 1] A.4  Thisis an accepted or common industry practice that does not have a direct reference to a specific
legal or jurisdictional requirement.

A5 [Guidance Note 4] A.6  NT National Electricity Rule (NT NER)
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2 Business communication

2.1

Process overview

a. Table 3 describes each Service Order type and related subtypes to be used where the required type of
work at a connection point or metering point is known and covered by the available codes.

b. The use of ServiceOrderType and ServiceOrderSubType combination must be applied as identified in the

table below.

Table 3

Service Order Type

Service Order Sub Type

Service Order Types and Subtypes

Description

Description of use

Service Order Type Service Order Sub Type Description Description of use
Supply Service Works Allocate NMI The Initiator requests a NMI for  Used where the retailer wants the Site registered
a Site. in MSATS, with the retailer as the current FRMP (at
the time of NMI allocation).
Supply Service Works Tariff Change DNSP is requested to change This is used where the Initiator wishes to change
the Network Tariff. the tariff. Where a meter is required to be
reconfigured, a Metering Service Works — Meter
Reconfiguration SO should be raised.
Supply Service Works Supply Alteration DNSP is requested to alter the Examples of use:
supply. Increasing supply from 1 phase to 3 phase.
It does not include new supply  Rejocation of the service line not involving a
connections and supply change of NMI.
abolishment.
Supply Service Works Supply Abolishment This involves decommissioning For example, where a building is to be demolished,
a NMI. and a supply is no longer required or supply to the
In all jurisdictions other than NMI i§ no longer required at the customer’s
NSW and the ACT, the DNSPis ~ Premise.
requested to remove the Note: A De-energisation request is not required
service line/cable as supply is unless it is to occur prior to the supply
no longer required at the Site. abolishment.
Further information on
jurisdictional differences is
available in section 2.16.5.
Supply Service Works Establish Temporary DNSP is requested to arrangea  Where a customer wants to establish temporary
Supply new physical connection to a supply to a builder’s temporary supply pole at a
temporary connection point. construction Site.
Supply Service Works Establish Temporary in DNSP is requested to arrangea  Where a customer wants to establish temporary
Permanent new physical connection to a supply to a construction Site and when completed
temporary connection point will remain as the permanent supply.
that will convert to the
permanent location after
building construction.
Supply Service Works Establish Permanent DNSP is requested to arrangea  Where a customer wants to establish a new

Supply

new physical connection.

permanent supply at a connection point.

B2B Procedure
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Service Order Type

Service Order Sub Type

Description

Description of use

Supply Service Works

Supply Service Works

Supply Service Works

Supply Service Works

Temporary Isolation-
Scoping Request

Temporary Isolation

Temporary Isolation-Group
Supply

Temporary Isolation-One
In All In

The DNSP is requested to
determine all NMls requiring
interruption of supply at a
shared supply point and
coordinate a distributor
planned interruption.

DNSP is requested to
temporarily isolate
(disconnect) supply at a supply
point for a limited time, usually
just for the day.

DNSP is requested to
temporarily isolate
(disconnect) supply where
multiple NMis are connected
to a supply point, and the
Shared Fusing Meter
Replacement Procedure is not
applicable.

DNSP is requested to
temporarily isolate
(disconnect) supply to enable
the Shared Fusing Meter
Replacement Procedure

A metering party has advised that metering works
cannot proceed due to a shared supply point.

Where supply at a connection point requires
isolation for a limited time without the need for a
Re-energisation.

For example where a service line needs to be
dropped and reconnected within a short period of
time.

A separate De-energisation request (for supply
isolation or disconnection at pole top, pillar box or
pit) is not required.

Where supply isolation extends beyond 24 hours, a
follow up Re-energisation Service Order to the
DNSP is required to reconnect the supply.

E.g. needing to isolate supply to an apartment
block for a limited time, usually just for the day.

Where a retailer has received a MFIN with a value
of One In All In for the ReasonForNotice, the use
of this service order confirms the retailer's
participation in the distributor planned
interruption.

Re-energisation

After Disconnection For
Non-Payment

A re-energisation after
disconnection as part of a non-
payment process.

Re-energisation

Remote

Where the Initiator requires re-
energisation not requiring a
physical visit to the customer’s
premises.

Examples:
Customer is moving into a premises.

Customer has previously requested that supply be
temporarily de-energised and now wishes the
supply restored.

Re-energisation

Retrospective Move-in

When a move-in reading is
required for an already
Energised Site.

Re-energisation

New Reading Required

Where a Retailer wants a
reading taken, rather than a
deemed Meter Reading for a
manually read meter.

Re-energisation Physical Visit Where the Initiator requires
Re-energisation requiring a
physical visit to the customer’s
premises.

Re-energisation Move-in When an energisation and

reading is required.

B2B Procedure
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Service Order Type

Service Order Sub Type

Description

Description of use

Re-energisation

De-energisation

Recipient Discretion

Disconnect at Pillar-Box Pit
Or Pole-Top

The Recipient will re-energise
the Site in the most efficient
manner at the Recipient’s
discretion.

A physical disconnection of the
service mains at the
connection to the network.

Where standard practice applies.

De-energisation

De-energisation

De-energisation

De-energisation

Remove Fuse

Remote

Local Meter Disconnection

Recipient Discretion

The Initiator requires the
physical removal of the supply
fuse.

Where the Initiator requires
de-energisation not requiring a
physical visit to the customer’s
premises.

Attend Site and disconnect at
the meter, by either isolating
the meter point itself, opening
the contactors or removing
tails from the meter terminal.

The Recipient will de-energise
the Site in the most efficient
manner at the Recipient’s
discretion.

Where standard practice applies.

Special Read Check Read Where there is a reported Used to check the accuracy of the Meter Reading
error in the Meter Reading. only.
For example, used to obtain a Special Read (rather
than a scheduled read) arises where an out of
cycle reading is required.
Special Read Final Read The initiator requires a read Used when a reading is required for preparing a
from the meter(s) in order to final bill for the Customer.
finalise billing for the customer
at site.
Special Read <Blank> Where a Special Read Service E.g. used for transfers and move ins.

Order is raised and is not a
Check Read or Final Read, a
Special Read Service Order
with no Service Order Sub type
is permitted.

Metering Service Works

Exchange Meter

The Initiator requires an
exchange of one or more
meters.

Examples:

Change a single phase meter into a multi-phase
meter.

Meter Churn.
Metering Service Works  Install Meter The Initiator requires the
installation of one or more
meters.
Metering Service Works  Move Meter The Initiator requires the For example, to facilitate building works at a Site,

relocation of one or more
meters.

but not decommission the NMI.

Metering Service Works

Meter Reconfiguration

The Initiator requires the
reconfiguration or
reprogramming of the

Usually required when a Retailer needs to change
tariff. Examples include:

B2B Procedure
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Service Order Type

Service Order Sub Type

Description

Description of use

metering installation.

Changing the hours of application of different
registers (peak and off-peak).

Turn on/off off-peak registers.

Off-peak conversion (change from one off-peak
Controlled Load tariff to another).

Installation of solar.

Metering Service Works

Metering Service Works

Meter Investigation-
Inspect

Meter Investigation—Meter
Test

The Initiator requires an
investigation of a metering
installation.

The Initiator must provide
additional information in the
special instruction field where
a Service Order Sub Type of
Meter Investigation-Inspect or
'Meter Investigation-Test is
used.

Examples:
A need to investigate a can arise where:

A Customer raises a request with their Retailer to
investigate a meter fault; or

The Retailer has grounds to proceed with an
investigation.

A Customer believes there is a problem with the
metering installation.

A Retailer may request an investigation for
example, on the grounds of suspected
fraud/tampering or consistently abnormal meter
readings.

Metering Service Works

Remove Meter

The removal of one or more
meters is required.

Remove redundant meters.

A Remove Meter used to remove the last meter on
Site should be accompanied with a Supply
Abolishment sent to the DNSP.

Metering Service Works

Metering Service Works

Install Controlled Load

Install Meter Isolation
Device

The Initiator requires the
installation of Controlled Load
equipment.

The Initiator requires the
installation of a meter isolation
device only.

Installation of a controlled load. For example, hot
water, pool pump.

Metering Service Works

Change Timeswitch
settings

The Initiator requires a change
to timeswitch settings.

Example:

Change of timeswitch settings for daylight savings.

Metering Service Works

Reseal Device

Device seal missing and
requires replacement.

Miscellaneous

<Blank>

The Initiator requires a service
not covered by one of the
above Service Orders and the
use of this transaction is
covered by a bilateral
agreement.

A Service Order Sub Type is not
to be provided for
Miscellaneous Service Orders.

This Service Order type can only be used when a
bilateral agreement exists.
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2.1.1 Communication process diagram

a. Figure 1illustrates the high-level communication process flow for Service Orders.

Figure 1 Service Orders

If BusinessReceipt not received within expected If “rejected”, the Service
Start fimeframe, confim and resolve delivery problems Order Request stops and
and resend Service Order Request End is not actioned.
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work requested

If BusinessReceipt not received within expected If “rejected”, resolve issues and
timeframe, confirm and resolve delivery problems and resend a ServiceOrderResponse
resend ServiceOrderResponse (potentially amended)

2.2  General principles

A ServiceOrderRequest is raised by the Initiator.

[Guidance Note 1] A prospective Retailer is only permitted to send the following ServiceOrderRequest:

Supply Service Works with a ServiceOrderSubType of Allocate NMI, Establish Temporary Supply, Establish
Temporary in Permanent, Establish Permanent Supply;

Special Read (excluding ones with a ServiceOrderSubType of “Check Read”);
Re-energisation;

Metering Service Works ServiceOrderRequest, with a ServiceOrderSubType of Install Meter, Exchange
Meter;

Miscellaneous.

[Guidance Note 1] A previous Retailer for a NMI that is the subject of the ServiceOrderRequest is only
permitted to raise a Metering Service Works (with ServiceOrderSubType of Meter Investigation — Inspect
and Test), or Special Read (with ServiceOrderSubType of “Check Read”) ServiceOrderRequest.

If a DNSP is the MC for the NMI, then the Initiator must send any ServiceOrderRequest to the DNSP. If the
DNSP is not the MC for the NMI, then the Initiator must send any ServiceOrderRequest to the appropriate
Participant responsible for the required service.

If the Recipient rejects the ServiceOrderRequest, the Initiator may seek further clarification from the
Recipient or dispute the rejection. Where the Recipient has inappropriately rejected the
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ServiceOrderRequest, the Initiator must raise a replacement ServiceOrderRequest if they still require the
work to be done. Where the Initiator raises a replacement ServiceOrderRequest, the Initiator must:

Agree with the Recipient that the Initiator may issue a replacement ServiceOrderRequest with an
ActionType of “Replace”;

Use a new ServiceOrderID value;
Include the ServiceOrderID value of the rejected ServiceOrderRequest in the Speciallnstructions field; and

[Guidance Note 1] Where a ServiceOrderRequest requires a Site visit and the meter is a Type 6 meter, then
the requested work will always require the taking of a Meter Reading.

The Recipient must send a ServiceOrderResponse with details of the status of the requested work.

If the Recipient issues a ServiceOrderResponse with a ServiceOrderStatus of “Partially Completed” or “Not
Completed” and the Initiator:

Is satisfied with the outcome, send a BusinessAcceptance/Rejection of Accept;
Requires the work to be completed, raise a new ServiceOrderRequest (with a new ServiceOrderID);

Considers that incomplete or incorrect information has been provided in the ServiceOrderResponse, the
Initiator must send the Recipient a BusinessAcceptance/Rejection transaction of Reject.

The final step of the process is when the Initiator sends the Recipient a BusinessAcceptance/Rejection
transaction to the ServiceOrderResponse.

[Guidance Note 1] Appointments for Service Orders are only supported where the relevant parties have a
bilateral agreement.

Where required, the CustomersPreferredDateAndTime in the ServiceOrderRequest should be used to
confirm an Appointment as agreed between the Initiator and Recipient and must include an
AppointmentReference.

[Guidance Note 1] The Initiator must have agreement from the party nominated as the coordinating party
prior to raising the ServiceOrderRequest.

2.3  Not used in the NT procedures

SR NTESMO




2.4 Acknowledging receipt of the ServiceOrderRequest

a. Upon receipt of a ServiceOrderRequest, a Recipient must acknowledge receipt of the
ServiceOrderRequest using a BusinessReceipt. This indicates that the Service Order has been received
and is readable by the Recipient.

b. The Recipient must send a BusinessAcceptance/Rejection to the Initiator acknowledging whether the
ServiceOrderRequest has been validated by the Recipient and is understood and accepted by the
Recipient, or rejected.

c. A BusinessAcceptance/Rejection with a Business Event of ‘Accept’ indicates that the Recipient reasonably
believes it will be able to complete the work specified in the ServiceOrderRequest within the required
timeframe.

d. Reasons for a rejection or validation errors must be advised to the Initiator using the EventCodes detailed
in Table 17 BusinessAcceptance/Rejection.

e. Where the Initiator receives a BusinessAcceptance/Rejection transaction indicating that there were
validation errors, the Initiator should address any issues and, if necessary, submit a new
ServiceOrderRequest with a new ServiceOrderID. In this situation the Initiator must not issue a “Cancel”
ServiceOrderRequest to the Recipient for the original (invalid) ServiceOrderRequest.

f. Where the Initiator does not receive a BusinessAcceptance/Rejection from the Recipient, the Initiator
should investigate the failure of the delivery and notify the Recipient if the problem is deemed to lie with
the Recipient.

2.5 Service orders requiring customer consultation

In order to complete the work requested by the Initiator, there are some instances where the Recipient may
need to consult directly with the Customer. These situations tend to arise, for example, in De-
energisations/Re-energisations or temporary disconnections for large business/commercial/industrial
Customers.

Where the Initiator requests the Recipient to consult with the Customer to make arrangements for the
completion of the work requested, the Initiator must:

Use the value of “Yes” in CustomerConsultationRequired and must provide the reason for the need to
consult the Customer in Speciallnstructions of the ServiceOrderRequest.

Only use the value of “Yes” in CustomerConsultationRequired where the Initiator reasonably believes that
customer consultation is required for the successful completion of the requested work.

Have previously advised the Customer that the Service Order Recipient will contact the Customer.

Complete the ContactName and ContactTelephoneNumber fields in the ServiceOrderRequest.

[Guidance Note 1] The Recipient must use reasonable endeavours to consult with the Customer to make
arrangements for the completion of the work requested where the Initiator has provided a value of “Yes” in
CustomerConsultationRequired.

[Guidance Notel] In discussions between the Recipient and the Customer, the nature of the work requested
must not be changed without obtaining the consent of the Initiator. Where the nature of the work changes,
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the Recipient must advise the Initiator and reach agreement regarding the resolution of the change in the
scope of work (for example, the Initiator may need to cancel the original ServiceOrderRequest and issue a
new one).

2.6 Scheduled date and customer preferred date and
time

a. The following apply to the ScheduledDate and CustomerPreferredDateAndTime fields on a
ServiceOrderRequest:

i. Where only the ScheduledDate field is completed:
e The Initiator must not put a retrospective date in the ScheduledDate field.

e If aretrospective date is received in the ScheduledDate field, the Recipient must provide the
Initiator with a BusinessAcceptance/Rejection with a rejection message of ‘Invalid data. Details
provided in the Explanation.’

ii. Where both the ScheduledDate and CustomerPreferredDateAndTime fields are completed:
e The Initiator must not put a retrospective date in the ScheduledDate field.

e |[f aretrospective date is received in the ScheduledDate field the Recipient must provide the
Initiator with a BusinessAcceptance/Rejection with a rejection message of ‘Invalid data. Details
provided in the Explanation’

e The date specified by the Initiator in the ScheduledDate and CustomerPreferredDateAndTime
fields must be the same except as allowed in 2.6(c)(i)(B) and 2.6(c)(i)(C) in which case only the
CustomerPreferredDateAndTime can be retrospective.

e |If a retrospective CustomerPreferredDateAndTime is provided otherwise than in accordance with
2.6(c)(i)(B) or 2.6(c)(i)(C), the Recipient must reject the ServiceOrderRequest with a rejection
message of ‘Invalid data. Details provided in the Explanation!

b. [Guidance Note 1] The Recipient must use reasonable endeavours to complete the work requested
and accepted on or after the ScheduledDate included in the ServiceOrderRequest, and within the
Required Timeframe from this ScheduledDate or in the case of an appointment, agreed by the
Initiator and Recipient, on the ScheduledDate.

c. Where the CustomerPreferredDateAndTime is provided in accordance with 2.6.(a)(ii)
i. The CustomerPreferredDateAndTime should represent

e The Customer's preference, as agreed with the Initiator, which becomes the ScheduledDate for the
Service Order, or

e A date and time agreed between the Initiator and Recipient to support exceptional Service Order
requests (e.g. Re-energisation on a weekend with the ServiceOrderRequest sent the following
Monday). Such requests must include details of the agreement in the Speciallnstructions field and
have the same ServiceOrderID quoted by the Initiator to the Recipient by phone. In this instance,
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the CustomerPreferredDateAndTime is the date agreed by both parties for the work to be
completed; or

e Where a Customer advises the Initiator they have already moved into the Site and the Site is
energised (left energised or energised by the Customer), if the Initiator requires a move-in reading
the Initiator may raise a Re-energisation ServiceOrderRequest with a ServiceOrdersubType of
“Retrospective Move-in”, a CustomerPreferredDateAndTime that matches the move-in date, and a
prospective ScheduledDate.

[Guidance Note 1] The Recipient will provide a meter reading, undertaking field work if necessary.

ii. If the CustomerPreferredDateAndTime and ScheduledDate are not the same date, except as
permitted in 2.6(c)(i)(B) and 2.6(c)(i)(C), the Recipient must provide the Initiator with a
BusinessAcceptance/Rejection with a rejection message of ‘Invalid data. Details provided in the
Explanation’.

iii. If the CustomerPreferredDateAndTime is not reflected by the ServiceTime, the Recipient must provide
the Initiator with a BusinessAcceptance/Rejection with a rejection message of ‘Invalid data. Details
provided in the Explanation’

d. [Guidance Note 1] The ScheduledDate must not be more than 100 calendar days in the future.

2.7 Where work will not be completed within the
required timeframe

a. The term ‘Required Timeframe’ refers to the timeframes required for the completion of Service Order
activities. See Section 3.3.3 of this Procedure.

b. Subject to specific provisions detailed in 3.3.3, the Required Timeframe is deemed to start from the
ScheduledDate.

c. Where a Recipient and Customer agree an alternative timeframe (other than the Required Timeframe)
for the completion of requested work, this arrangement takes precedence over any ScheduledDate or
CustomerPreferredDateAndTime. The Recipient must inform the Initiator of the agreed alternative
timeframe by an appropriate message in the SpecialNotes field of the ServiceOrderResponse.

d. [Guidance Note 1] Where the Recipient is unable to complete the requested work within the Required
Timeframe (from the ScheduledDate), the Recipient should contact! the Initiator as soon as reasonably
practicable to negotiate a new date. This situation may arise:

i. When the Recipient first receives the ServiceOrderRequest and has an issue with the ScheduledDate
requested by the Initiator; or

ii. If unforeseen circumstances arise during the scheduling or completion of the work which may impact
on completion of the work within the Required Timeframe of the ScheduledDate.

1 The Initiator may choose to use email to confirm telephone arrangements
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e. [Guidance Notel] If the Recipient becomes aware of an inability to meet the Required Timeframe then,
prior to sending a BusinessAcceptance/Rejection, the Recipient should contact the Initiator to negotiate
an acceptable date and confirm any arrangements via the BusinessAcceptance/Rejection.

An example would be where the Recipient needs to make special arrangements for a large or complex
Site.

f. If the Recipient becomes aware of an inability to meet the Required Timeframe after sending a
BusinessAcceptance/Rejection:

i. [Guidance Note 1] The Recipient should contact the Initiator to negotiate an acceptable date and
confirm any arrangements via email; and

ii. The Initiator will either:

e Note the change and update their systems accordingly, leaving the ServiceOrderRequest
unchanged; or

e Wait until the Recipient sends a ServiceOrderResponse, then raise a new ServiceOrderRequest if
necessary.

iii. If the ServiceOrderStatus is ‘Partially Completed’ or ‘Not Completed’, the Initiator may issue a new
ServiceOrderRequest with amended details.

g. [Guidance Note 1] Where a CustomerPreferredDateAndTime has been agreed (with an
AppointmentReference) and the Appointment cannot be met, the Recipient should contact the Initiator
to negotiate an acceptable alternative date (i.e. a new CustomerPreferredDateAndTime).

i. [Guidance Note 1] In this instance, if the Initiator does not cancel and re-issue the
ServiceOrderRequest, the Initiator must confirm any revised Appointment details with the Recipient
by email.

2.8 Delivery priorities

a. High Priority’ ServiceOrderRequests are defined as same day or next day Re-
energisations or cancellations of same day Re-energisations or De-energisations.

2.9 Raising a ServiceOrderResponse

a. The Recipient must send a ServiceOrderResponse to the Initiator with details of the status of the work
specified in the ServiceOrderRequest using ServiceOrderStatus and ExceptionCode.

b. The Initiator must acknowledge receipt of the ServiceOrderResponse using a BusinessReceipt transaction.
This acknowledges that the ServiceOrderResponse has been received.

c. The Initiator must send a BusinessAcceptance/Rejection acknowledging whether the
ServiceOrderResponse has been validated and is understood and accepted by the Initiator.
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2.10 Use of status, exception and product codes in
ServiceOrderResponses

a. The ServiceOrderStatus reflects whether the work requested in a ServiceOrderRequest was:

i. Completed - If all aspects of the work requested are completed by the Recipient, the Recipient must
use the Code of “Completed” in the ServiceOrderStatus. In this case, an ExceptionCode is not required.

ii. Partially Completed - If the Recipient has completed the primary work (described by the
ServiceOrderType) but was unable to complete other associated activity, for example; obtain an Actual
meter Reading, the Recipient must complete the ServiceOrderStatus as “Partially Completed”. The
Recipient must use an ExceptionCode to indicate the reason the work could not be completed.

iii. Not Completed - If the primary work requested could not be completed, the Recipient must complete
the ServiceOrderStatus as “Not Completed” and the reason for the work being incomplete must be
indicated using an ExceptionCode.

b. The Recipient identifies any chargeable work by using one or more applicable ProductCodes.
c. Specific requirements apply to the use of the “Cost TBA” code as follows:

i. The ProductCode “Cost TBA” must not be used for Re-energisation, De-energisation and Special Read
ServiceOrderReguests; and

ii. The ProductCode “Cost TBA” must only be used when the Service Order Recipient needs to do further
investigation to determine what work was attempted or completed at the Site. This ProductCode
must not be used as a default.

d. Where the work done by the Recipient does not match what was requested in the ServiceOrderRequest,
the ProductCode must correspond to the actual work done, not what was requested. An example of this
situation is where the Recipient reconciles concurrent Requests for the same NMI (refer (a)).

2.11 Closing the service order process

a. The Service Order process ends when:

i. The Initiator has confirmed acceptance of the ServiceOrderResponse with a
BusinessAcceptance/Rejection indicating acceptance; or

ii. The Initiator has rejected the ServiceOrderResponse (with a negative BusinessAcceptance/Rejection).

2.12 Cancelling a ServiceOrderRequest

a. The Initiator cannot cancel a ServiceOrderRequest after a ServiceOrderResponse has been received.

b. To cancel a ServiceOrderRequest, the Initiator must send a ServiceOrderRequest with the ActionType set
to “Cancel” and must quote the ServiceOrderID of the ServiceOrderRequest to be cancelled.
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c. If the Initiator needs to cancel a Service Order urgently, this must be communicated to the Recipient as
soon as practicable. The Initiator must also send a "Cancel" ServiceOrderRequest on the same business
day, unless otherwise agreed with the Recipient. On receipt of a “Cancel” ServiceOrderRequest:

i. if the original ServiceOrderRequest has been delivered and a BusinessAcceptance/Rejection has not
been sent by the Recipient, the Recipient will:

e accept both ServiceOrderRequests; and

e send a ServiceOrderResponse to the original ServiceOrderRequest with a status of "Not
Completed" and an ExceptionCode of "Initiator Cancellation";

ii. if the original ServiceOrderRequest has been received and accepted by the Recipient:

o If the ServiceOrderRequest has been completed or the Recipient is unable to cancel the field work,
the Recipient will reject the “Cancel” ServiceOrderRequest with an EventCode indicating “Unable
to Cancel ServiceOrderRequest. Requested work has commenced or is completed”; or

e |[fthe ServiceOrderRequest has already been cancelled or the Recipient can cancel the field work,
the Recipient will accept the “Cancel” ServiceOrderRequest.

e Guidance Note 1] If the original ServiceOrderRequest has not been received as agreed between
parties by the Recipient, the Recipient must wait for 30 minutes (to allow time for the associated
“New” (or “Replace”) ServiceOrderRequest to arrive).

> Ifthe “New” (or “Replace”) ServiceOrderRequest arrives:

= Acceptthe “New” (or “Replace”) ServiceOrderRequest.

= Accept the “Cancel” ServiceOrderRequest.

= Provide a ServiceOrderResponse to the Service Order.

> If the “New” (or “Replace”) ServiceOrderRequest has not arrived:

= Reject the “Cancel” ServiceOrderRequest with an EventCode indicating “Unable to
Cancel, Original Request Not Received”.

iii. If the original (“New” or “Replace”) ServiceOrderRequest subsequently arrives, the Recipient will
reject the Request using an EventCode indicating “Previous Cancellation Already Processed”.

2.13 Updating a ServiceOrderRequest

a. To change a ServiceOrderRequest, the Initiator cancels the original ServiceOrderRequest and issues a new one.

2.14 Service paperwork

a. This Procedure does not remove the need for related paperwork for individual Service Order processes
(such as electrical work request or a notice of work request)2.

2 Refer to Section 6.1.8.2 of the B2B Guide for additional information on common industry practices.
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b. Where an individual Service Order process requires Service Paperwork, the following Service Order
Transaction fields must be completed depending upon jurisdictional requirements:

i. FormReference
ii. FormNumber
iii. SafetyCertificate
iv. SafetyCertificateMethodSent
v. MeteringSafetyCertificatelD
vi. MeteringSafetyCertificateMethodSent
c. Where Service Paperwork is required, the Initiator must ensure that:

i. If providing the Service Paperwork, the Service Paperwork number must be included in the
FormNumber or the SafetyCertificateld field of the Service Order, as appropriate;

ii. If the Service Paperwork is being sent separately, the ServiceOrderID must be clearly displayed on the
Service Paperwork;

iii. If Service Paperwork is to be provided directly to the Recipient by someone other than the Initiator,
the Service Paperwork number is not required in the ServiceOrderRequest; or

iv. When Service Paperwork is left on Site:

e The Initiator must include information on an al