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1 Foreword 

Provision of electricity by means other than the normal operation of the distribution system and where 
unavoidable the interruption of the electricity supply, are requirements for execution of work on the electricity 
distribution system. 

Notification to customers about a planned interruption of electricity supply is required under Regulation 12 of 
the Electricity (Standards of Performance) Regulations 2015. The required period of notice shall be as 
described in Schedule 2 part 1 of the Electricity Standards of Performance regulations 2015, under Regulation 
12 parts 4,5 & 6.  

Managing alternative means of continuity and managing planned interruptions of electricity supply are 
therefore essential and critical business processes. 

2 Scope 

This Code of Practice describes the policy, rules, guidance and procedures for the management of the planned 
interruption of supply where alternative means of continuity are not practicable. 

The purpose of this Code of Practice is to ensure compliance with all the Electricity Standards of performance 
that are relevant to these processes. 

This Code of Practice is to be applied by all persons, irrespective of employer, who plan work that will disrupt 
the normal means of electricity supply to customers connected to the electricity system of Electricity North 
West Limited, hereinafter referred to as Electricity North West. 

3 Definitions 

The following definitions are used within this document.  Other terms and definitions used in this Code of 
Practice are as defined by the Distribution Electricity Safety Rules and Codes of Practice. 

Carding Section The part of Data Management, Hartington Road, responsible for producing 
carding packs. 

CCC/Jeopardy Customer Contact Centre and Escalation Team. 

HUB Network Management Hub, Linley House. 

HV A voltage exceeding 1000 volts. 

Interruption Organiser Suitably authorised person responsible for the organisation and success of 
the planned interruption of supply. 

LV A voltage not exceeding 1000 volts. 

NAFIRS National Fault and Interruption Reporting Scheme. 
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Person carrying out the 
switching 

The authorised or senior authorised person who carries out the switching 
which executes the planned interruption of supply. 

 PSI WORKBOOK Planned 
Supply Interruption Control 
sheet 

Excel workbook comprising of embedded control sheet, checklist, 
generator calculator, customer list, ‘warn off’ and general support 
information. This workbook to be used to progress the proposed 
interruption from planning to execution.  

Carding Pack  Produced documents and records including Outage control sheet, 
schematic/geographic diagrams, polygon data, customer lists and 
associated processed documents in preparation of a planned supply 
interruption. All documents are embedded within the PSI Workbook 

Pro-active check Certain mandatory checks associated with system switching which must be 
carried out prior to commencement of work. 

TMS Trouble Management System. 

Welfare Team Team in CCC to deliver support for vulnerable customers. 

Outage control sheet  Planning engineers document to record all requirements of the PSI 
including date, times, location, system voltage, customer impacted. This is 
provided to the Carding Section to produce the carding pack. The Outage 
control sheet is also edited by the Carding section  as part of the carding 
pack production to show approvals and overall customer numbers 
impacted.  

MPAN Meter point administration number also known as Supply Number or S 
Number 

CRMS  Control Room Management System – to be succeeded by NMS  

NMS Network Management System  

Planned Supply Interruption 
Process 

A supplementary business process document to aid in planning of 
interruptions. Devised and updated by Customer Directorate 
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4 Policy 

4.1 Continuity 

Work on the electricity distribution system must be carried out with minimum disruption to customers' 
electricity supply.  This requires that where possible all work shall be planned and executed in a manner which 
fully utilises one of the following methods before disconnection of supplies is considered: 

(a) Switched alternative supplies. 

(b) Approved live working techniques (in compliance with the Distribution Electricity Safety Rules, Policies 
and Codes of Practice, being mindful of the requirements to comply with Regulation 14 of The 
Electricity at Work Regulations 1989). 

(c) Use of mobile generators in accordance with current policy. 

(d) Preliminary work with the system live to establish back feed or generator connection. 

(e) With consideration of guidance within the Planned supply interruptions customer guide (Planned 
supply Policy) 

4.2 Justification 

Work which is planned to cause an interruption to a customer’s electricity supply must be fully justified as 
essential and unavoidable.  Alternative means of maintaining continuity must be shown to be impractical or 
uneconomic in the circumstances governing the work. 

The work must be planned to minimise the number and length of interruptions and the number of customers 
affected. 

4.3 Co-ordination 

Work which is planned to cause an interruption must be combined with work by other sections, where 
practicable. 

Interruption Organisers should pro activity co-ordinate works across known programme synergies, e.g. Tree 
cutting & OHL Capital Maintenance to minimise customer outages.    

The Outage Engineer shall carry out the co-ordination role and they shall prioritise the work against other 
planned work requiring an interruption.  They will require whatever advanced notice becomes necessary to 
manage interruptions within the requirements of the Electricity (standards of Performance) Regulations. 

4.4 Execution 

All those who are involved in the execution of a planned supply interruption must be fully conversant with the 
procedure for ‘notification and execution’ (refer to Section 7).  Those who deliver notification must be trained 
in its use and authorised to that effect. 

The HUB must be provided with the Outage Control Sheet at least 2 working days before the outage is due to 
take place.  This information will enable the HUB to: 
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(a) Update TMS/CRMS/NMS. 

(b) Input correct details to NAFIRS. 

4.5 Pro-active Check 

The person carrying out the switching must check that the extent of the actual disconnection corresponds to 
the notified area.   

4.6 Failure Escalation Prevention 

All those who are responsible for the execution of a planned supply interruption must be fully conversant with 
the procedure for reported failure to notify (refer to Section 9.2).  

The person carrying out the switching must have (on site) a duplicate copy of the Carding plan, which includes 
customers immediately outside the notified area, in order that ‘failure to notify’ can be quickly assessed and 
that an explanation and an apology can be offered immediately. 

Immediately on realisation by either the person carrying out the switching or the interruption organiser that 
a failure has occurred, the HUB and the Carding Section must be notified of the possible extent of the failure 
and the HUB will contact the Jeopardy Team in the CCC. 

The Carding Section has responsibility to carry out permanent amendment of data records to correct ‘failure 
to notify’ events for future planned supply interruptions 

5 Responsibilities 

5.1 Interruption Organiser 

Interruption Organiser is responsible for: 

(a) Ensuring compliance with the planning and justification criteria. 

(b) Managing alternative means of continuity. 

(c)  Ensure all necessary resources, plant, land access and any other necessary planning to complete the 
works are in place before any requests are made. 

(d) Ensuring that all involved in the execution of a planned supply interruption are fully conversant with 
the procedure for ‘notification and execution’. 

(e) Quality of information and instructions given to Data Management for preparation of Carding Pack. 

(f) Keeping the Hub informed at all stage – before started, 2 hours before estimated time of restoration, 
on restoration  

(g) Ensuring that the person switching understands the requirement for pro-active check and escalation 
limitation actions. 

(h) Organisation, in the event of a ‘failure to notify’, of the resolving of customer problems.  This may 
include the supply of generators.  It is not the responsibility of HUB to arrange generators. 
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(j) The wellbeing of any vulnerable customers which may be identified on address list, in the pack 
(Sensitive Code) See Appendix B.  

5.2 The Person Carrying out with Switching 

The person carrying out the switching is responsible for carrying out the pro-active checks and any escalation 
limitation actions required. 

5.3 Carding Section 

The Carding Section is responsible for: 

(a) Preparation of the Carding Pack to the instructions and satisfaction of the Interruption Organiser.  The 
plans should be marked up and letters produced in accordance with the Data Management internal 
guidelines as amended from time to time. 

(b) Updating GIS/CRMS/NMS as a result of feedback from the Interruption Organiser or any other relevant 
information source. 

(c) Update “WarnOff” to include any new unmanned sites or customers who request notification via 
email. 

(d) Carry out permanent amendment of data records to correct ‘failure to notify’ events for future planned 
supply interruptions. 

5.4 Customer Contact Centre 

Customer Contact Centre is responsible for: 

(a) Arranging any necessary pro-active failure, goodwill or ex gratia payments following a “failure to 
notify”. 

(b) Reports to OFGEM of any Guaranteed Standards Failures due to a failure to notify. 

CCC/Jeopardy are responsible for: 

(c) Providing a contact point for telephone queries from customers on behalf of the Interruption Organiser 
about a proposed, cancelled, in progress or completed interruption.  The overall responsibility for 
dealing with customers lies with CCC/Jeopardy and they must handle all escalated calls. 

(d) Welfare Team 

 Help with the management of vulnerable customers during the planning & execution stage of the PSI. 

5.5 Managers 

Managers are responsible for: 

(a) Training of all the staff they employ, including Contractors, as part of this process. 
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(b) Investigation of ‘failure to notify’, cancellation of interruption or customer complaint associated with 
an interruption. (Responsibility for these investigations will normally lie with the Manager of the work 
unit responsible for the work requiring the supply interruption.) 

(c) Approval all PSI ensuring the comply with all policy. 

6 Planning and Approval 

This section addresses the sequence of actions necessary to complete the Planned Supply Interruption Control 
Sheet (refer to Appendix A). 

6.1 Justifying and Planning the Supply Interruption 

Before deciding upon an interruption, all possible alternatives must have been considered (refer to Section 
4.1 (a) to (d)), including the option of not doing the work at all. 

Once the decision has been reached that an interruption to electricity supplies is necessary, the work must be 
fully justified as essential and unavoidable. 

The work must be planned to minimise the number and length of interruptions and the number of customers 
affected. 

The Interruption Organiser shall: 

(a) Leave the TMS number box blank, so that the Carding Section can assign a TMS number to the 
interruption. 

(b) Complete the PSI workbook and send via email the excel sheet including network diagram through to 
the Carding Section in Preston.  

6.2 Assessment of Number of Customers Affected 

The Carding Section must ascertain accurate numbers of customers who will be affected by the interruption 
(including those where the supply is planned to be maintained by generator(s)).  The number of customers 
affected by an interruption must be a count of the MPANS that will be interrupted.  In order to achieve the 
accuracy required these customer numbers must be sourced from MPANS/GIS. 

7 Seasonal Rules that Apply to Planned Supply Interruptions 

7.1 Summer Banding (1st March to 30th November) 

Where possible, supply interruptions shall be planned for the summer season so that customers have the 
benefit of more daylight and warmer temperatures.  The standard planned supply interruption should be no 
greater than 8 hours, between 9.00am and 5pm. 

Any variations require Area SLT approval (or their nominated Deputy)  

7.2 Winter Banding (1st December to 28th February) 

When it is necessary to plan supply interruptions for the winter season: 
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• The hours of darkness shall be avoided. 

• The standard planned supply interruption should be no greater than 6.5 hours, between 9.00am and 
3.30pm. 

• Where possible, the commencement time for the PSI shall be 9.00am. 

• No planned supply interruptions are permitted on ANY Friday in December.  

• Each customer shall be subjected to no more than one planned supply interruption during the winter 
banding.  

• Any variations require Area SLT Approval (or their nominated Deputy) 

7.3 Prolonged Cold Spells 

The prolonged periods and monitored though the Hub vis the weather alerts (i.e. Met Office, DTN) and are 
the team responsible for triggering calls with the associated operational and customer SLT  

• Temperatures below (<2 Degrees) 
o Contact Centre to share vulnerable customer lists with the Engineer for awareness / action 

in line with CoP 
o Contact Centre to proactively contact vulnerable customers to check if any support is 

required (including a singular day)  
 

• Temperatures below <0 Degrees 
o Contact Centre to share vulnerable customer lists with the Engineer for awareness / action 

in line with CoP 
o Agree additional comms (letter / phone call) 

▪ More detail around why the works need to be done  
 

• Prolonged temperatures of <0 Degrees supported with a Met Office weather warning / detail from 
DTN 

o Day 10 - Hub trigger a PSI Weather call including Ops SLT, Ops and Customer ELT, Data 
Management, Contact Centre  

o Day 10 -  On receipt of the weather call the Contact Centre to share vulnerable customer 
lists with the Engineer & Area Managers for awareness  

o Day 9 – Ops SLT review PSI’s sent on the invite and complete matrix for discussion on the call  
o Day 8 – Call takes place to review the PSI and proposed actions to be taken and agree date 

for next call for any changes / risk to the plan 
o Day 8 – Day 3 – All work on actions agreed on the call 
o Day 2 – Call takes place – review the weather forecast for any changes (better / worse) are 

the actions agree still appropriate.  
o Day 0 – Works take place with all actions in place  

 

Example of the matrix  

Dec 24 
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PSI Number  Total 

Customer 

Numbers 

Total PSR  Total High Able to 

Generate / 

Back feed  

On Site 

Support – 

Food Vans, 

MAC Vehicle, 

Welfare   

Additional 

Comms  

       

 

7.4 Additional Rule for the Christmas Holiday Period 

 

Planned supply interruptions during this period shall only proceed if ALL customer impacted have agreed to 
be shutdown. 

Area SLT approval is required for any outage in this period 

8 Procedure for Notification and Execution of a Planned Electricity 
Supply Interruption 

This section addresses the sequence of actions necessary to complete the PSI workbook (refer to Appendix A). 

8.1 Preparation of the Carding Pack 

The Interruption Organiser shall prepare information for the Carding Pack (it is the responsibility of the 
Interruption Organiser preparing this information for the Carding Pack to ensure that information/drawings 
are up to date). 

(a) Prepare an HV operational diagram and an LV diagram, circling the substations/cables and the open 
points involved in the proposed planned interruption. 

 (b) Ensure that Carding Section staff have all the information and sufficient time they need for preparation 
of the Carding Pack, this is a minimum of 21 days. 

(c) Complete the PSI workbook initial sheet which will populate the PSI control sheet, to complete the 
check list and indicate that he/she is attaching the diagrams in the relevant tab on the initial sheet and 
include generator information if applicable. 

(d) Ensure all relevant levels of authorisation are obtained before sending carding pack. 

(e) Complete all appropriate sections of the Workbook, then send it with the diagrams imbedded to the 
Carding Section at Preston via email. 

On receipt of the above information pack, Carding Section staff shall: 

NOTE: that the Christmas holiday period extends to the first normal working day after 1st January. 
 

 

Dec 24 
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(e) Confirm there is sufficient time to produce the Carding Pack and allow the delivery within the preferred 
ten, mandatory two days warning period. 

(f) Record all relevant details of the planned supply interruption in the Database.  Populate TMS with the 
interruption details. 

(g) Create a Carding Pack by utilisation of the Workbook for the planned supply interruption. The pack 
must include a geographic plan of the area(s) affected by the supply interruption, a list of addresses 
produced using MPANS and OS maps, the warning cards and any relevant details of unmanned sites in 
the locality.  Copies of the Workbook are emailed to Outage Planning and one included in the pack for 
use by the Switching Engineer.  Retain copy for reference.  

(h) Enter the numbers of those definitely affected and those who may be affected in the appropriate boxes 
on the control sheet in the Workbook. 

(j) Ratify check by completing name of preparer and date boxes in the appropriate section of the Planned 
Supply Interruption Control Sheet embedded in the Workbook. 

(k) Dispatch via email the Carding Pack Workbook to Interruption Organiser and on request discuss the 
contents and limitations of the pack. 

(m) Where appropriate, send out warning notices to the owners of unmanned sites via email or telephone. 

(n) Prepare cards (Appendix C) for posting.  

8.2 Check and Approval of Carding Pack and Confirmation of Delivery 

On receipt of the Carding Pack, the Interruption Organiser shall: 

• Review the pack for accuracy and return the Carding Pack back to the Carding Section if any 
inaccuracies found. 

8.3 Communications with the Hub/Customer Contact Centre during the 
Interruption (Including Escalation Prevention) 

The person carrying out the switching shall verify the following pro-active checks (should any of these checks 
prove negative the operator must act to prevent escalation before issuing documents or proceeding with the 
work): 

(a) Verify the operating conditions of the system on the day of the planned interruption. (In conjunction 
with the control engineer.) 

(b) Verify that actual area corresponds to notified area immediately the switching is concluded. 

The person carrying out the switching shall then: 

(c) Ensure that those carrying out the work are clear regarding restoration times. 

(d) After restoration of the interruption, notify Hub of actual off and on times. 

On the day of the planned interruption Hub shall: 
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(e) Input the number of customers affected and the times of the planned interruption. 

(f) Input the restoration time in the ETR field. 

(g) Update TMS throughout the day as required. 

(h) On completion of the shutdown, close down TMS without NAFIRS.   

(j) The HUB input the LV NAFIRS information either on an ongoing basis or at the end of every month. 

On the day of the interruption the Hub shall: 

(k) Keep a record of interruption and restoration times in accordance with operational policy 

(m) Input the HV NAFIRS information either on an ongoing basis or at the end of every month.  

8.4 Data Management Update 

Carding Section staff shall: 

(a) When informed by the relevant parties, update/amend GIS and MPANS to reflect any errors found on 
network. 

(b) Store the duplicate Carding Pack either digitally or paper based for a minimum of three months.  

9 Cancellation, Failures and Complaints 

9.1 Cancellation of Notified Supply Interruption 

Cancellation must not be treated lightly, customers will have made consequential arrangements and 
cancellation may well lead to an OFGEM complaint and / or compensation claim, especially from business 
customers. 

Customers must be notified by Customer Contact Centre about the cancellation as soon as the decision is 
made and at the latest on the day that the interruption was notified to take place. 

Hub/CCC/Jeopardy must be kept fully informed.  Customer Contact Centre and Carding Section must be 
informed immediately during normal working hours or at the start of the next working day if the cancellation 
takes place outside normal working hours. 

The carding section will record any cancellations informed of and will produce cancellation or postponement 
cards for any PSI to take place if given more than 48 hours notice of the PSI date. If adequate notice is not 
received Jeopardy will be informed to notify customer via other means.  

9.2 Failure to Notify Customers about a Planned Supply Interruption 

It is likely that information on failures to warn customers about a planned supply interruption will be received, 
either direct from the customer or via Customer Contact Centre as a no supply call. 

Where the Dispatcher who receives a ‘no supply’ call believes it to be associated with a planned supply 
interruption, they shall check with the person who is responsible for the planned supply interruption to 
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determine whether a warning notice has been delivered to the property. The address list will be checked, and 
customer will be informed if letter was sent, or if the Carding plan is clearly marked (i.e. the address is ticked) 
then the customer shall be informed of the findings. (This applies for jobs which were hand carded.) 

The person carrying out the switching will be informed of the suspected failure/s as soon as switching is 
completed (pro-active check – refer to Section 8.3 (a) and (b)).  They must decide whether to proceed or cancel 
on the basis of damage limitation. This decision must be approved by a member of the Senior Leadership 
Team. 

9.3 Duration Failure (Interruption Period Outside Times Given to Customer) 

Consideration shall be given to the person carrying out the switching (or someone else on site) visiting the 
customers affected to offer an explanation and apology. Where customer numbers are manageable this shall 
be carried out by the field team carrying out the interruption.  

Where appropriate, the Line Manager shall undertake an investigation into the failure.  Where a customer 
requests an ex-gratia payment, the Interruption Organiser or their Line Manager must arrange for the payment 
with Customer Contact Centre. 

9.4 Complaints 

All complaints shall be handled by CCC/Jeopardy. 

10 Jointly Agreed Supply Interruptions with Single Customers 

A modified outline procedure may be followed if the interruption involves only one customer and is being 
arranged by joint agreement either at Electricity North West’s or the customer’s request: 

Should records be found to be incorrect by the interruption organiser, it will be his/her responsibility to inform 
Data Management and ensure correction. 

11 Performance Reporting 

Three failure modes of performance are recorded: 

(a) Failure to comply with the procedure. 

(b) Failure of a Standard of Performance. 

(c) Escalation to an OFGEM complaint. 

Reports are produced in accordance with the Electricity North West Network Restoration Centre ISO 9001 
Procedures Manual (QP10 Guaranteed Standards Recording Procedure). 
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Appendix A – Workbook  

(Including detail of embedded Planned interruption control sheet and check list)  
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PSI CHECKLIST Please input the relevant PSI information  into the RED boxes 

                  

Owner     WLT Approver   SLT Approver   

   
                  

Location                 

 

  

Checks Yes/No/% Details - including contact details 

Weather conditions 
reviewed 

Yes   

% of  PSR customers  5.00% 5 x     PSR customers 

Generation required No   

Large 
commercial/sensitive 

customers  
0.00% 0 

x large commercial/sensitive 
customers 

SME customers 
requiring 30 days 

notice 
YES 10 x    SME customers 

Special events/time of 
year 

No   

Total No of customers 
on PSI  

  100 

Land access/consents 
agreed? 

Yes   

Yes   
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Resources/plant/tools 
& materials booked 

Site pre-visit & checks 
completed 

Yes   

Network configuration 
checked 

Yes   

                  

Date of PSI         Date of form completion 

28/04/2021         21/05/2021 
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Appendix B – Vulnerability Categories 
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Appendix C – Planned Supply Interruption Cards 

C1  Tree Cutting 
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C2    Maintenance 
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C3    Postponed 
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Appendix D – Planned Supply Interruption Process 
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Prolonged Cold Periods 

The prolonged periods and monitored though the Hub vis the weather alerts (i.e. Met Office, DTN) and are 
the team responsible for triggering calls with the associated operational and customer SLT  

• Temperatures below (<2 Degrees) 
o Contact Centre to share vulnerable customer lists with the Engineer for awareness / action 

in line with CoP 
o Contact Centre to proactively contact vulnerable customers to check if any support is 

required (including a singular day)  

• Temperatures below <0 Degrees 
o Contact Centre to share vulnerable customer lists with the Engineer for awareness / action 

in line with CoP 
o Agree additional comms (letter / phone call) 

▪ More detail around why the works need to be done  

• Prolonged temperatures of <0 Degrees supported with a Met Office weather warning / detail from 
DTN 

o Day 10 - Hub trigger a PSI Weather call including Ops SLT, Ops and Customer ELT, Data 
Management, Contact Centre  

o Day 10 - On receipt of the weather call the Contact Centre to share vulnerable customer lists 
with the Engineer & Area Managers for awareness.  

o Day 9 – Ops SLT review PSI’s sent on the invite and complete matrix for discussion on the call  
o Day 8 – Call takes place to review the PSI and proposed actions to be taken and agree date 

for next call for any changes / risk to the plan 
o Day 8 – Day 3 – All work on actions agreed on the call. 
o Day 2 – Call takes place – review the weather forecast for any changes (better / worse) are 

the actions agree still appropriate.  
o Day 0 – Works take place with all actions in place  

 

Example of the matrix  

 

PSI Number  Total 

Customer 

Numbers 

Total PSR  Total High Able to 

Generate / 

Back feed  

On Site 

Support – 

Food Vans, 

MAC Vehicle, 

Welfare   

Additional 

Comms  

       

 

Dec 24 
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