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Notice of Rights Guaranteed Standards of Performance (GSoP)

Introduction

This guide sets out the guaranteed standards of performance of your Gas Transporter company, which
owns the gas pipes by which gas is supplied to your premises. Gas Transporters are not responsible for
meter reading or billing — your supplier does this.

Where Last Mile Gas (LMG) is your Gas Transporter, Last Mile Asset Management (LMAM) are responsible
for ensuring compliance with these requirements. In this document LMAM is referred to as “we" and “us”.

Ofgem, the industry regulator, sets the guaranteed standards. If we, (LMAM) fail to meet these standards,
you, being a domestic customer or non-domestic customer, are entitled to receive a payment. We can
either make payments via your gas supplier or directly to you.

Sometimes the guaranteed standards may not apply due to events beyond our control, such as the
actions of third parties, being unable to gain access to premises or our own equipment or being unable
to identify the customers affected by supply interruptions. If any of these exemptions are invoked, we will
need to demonstrate that we had taken all reasonable steps to prevent the exceptional circumstances
occurring and to prevent failure of the relevant standard.

The Gas (Standards of Performance) Regulations 2005 (as amended) detail circumstances where these
Guaranteed Standards may not apply.

a) Where you inform us that you do not want us to take any further action.
b) Where you agree that any action we have taken (or promise to take) before payment meets the
requirements of this standard.
c) You have failed to provide us with information necessary to meet a standard by not providing
information to the address, email address or by telephone number specified to you by us.
d) It was not reasonably practicable for us to meet the standard due to:
1.  Severe weather conditions.
2. Industrial action by our employees or contractors.
3. The actions of a 3™ party.
4. We are unable to gain access to the relevant premises.
5. The effects of an event which emergency regulations have been made under Part 2 of the
Civils Contingencies Act 2004.
6. Other exceptional circumstances beyond our control.
7. Reasons of Safety.
e) Where the complaint was frivolous or vexatious.

If we invoke any of the exemptions laid out in the regulations, we are required to demonstrate that we
have taken all reasonable steps to prevent failure.
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GUARANTEED STANDARDS
GSOP 1: Supply restoration

We will restore your gas supply within 24 hours following unplanned interruptions to your premises.

Payment for failure to meet standards

LMAM description Domestic Non-domestic

Resume supply of gas within 24 hours. Payment
is for subsequent periods of 24 hours where
supply is not restored.

This will not apply where the fault occurred £75 £120
because of an act or default on the part of the
customer, or where the event caused the loss of
supply to more than 30, 000 customers

GSOP 2: Reinstatement of customer premises

Following the completion of work by us to a service pipe and any associated work to a distribution main
where the pipe or main lies under or within the premises of a customer, we are required to reinstate
those premises within 5 working days. For customers listed on the Priority Services Register (PSR), if we
initiate and undertake excavation work, we will reinstate your premises within 3 working days of
completion.

Payment for failure to meet standards

LMAM description

Domestic Non-domestic
Reinstatement of the customers premises,
following completion of works initiated by us, to
be carried out in 5 working days. Payment is for
each 5 working day period reinstatement is not
complete.
£120 £240

Reinstatement on properties belong to PSR
customers will be carried out in 3 days. Payment
is for each 3-day period reinstatement is not
complete. Customer must have been a registered
PSR customer for more than 30 days prior to the
start of the event.
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GSOP 3: Heating and cooking facilities for priority domestic customer

If you are registered on your supplier's Priority Service Register (PSR) and your gas supply is interrupted,
you will be provided with alternative heating and cooking facilities.

LMAM description Payment for failure to meet standards

a) Ifthe interruption affects less than 250
customers, we will provide heating and
cooking alternatives within 4 hours.

b) If the interruption affects 250 or more
customer, we will provide heating and
cooking alternatives within 8 hours.
Where the interruption lasts longer than
48 hours we will provide

Access to a hot meal every 24 hours. £60

Access to hot water every 24 hours where
customers are medically dependant on
showering and water dependant for
medical reasons.

(Note: The period from 22:00pm - 06:00am is
excluded)

Payment is for each complete 24-hour period
until provisions are in place.

Maximum payment of £600
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GSOP 4: Provision of standard quotations (<275 kwh per hour)

We are required to provide a standard quotation within 4 working days of receiving a request from a
customer for a quotation for a new connection, alteration to an existing connection or a disconnection

up to 2 bar.

LMAM description

Payment for failure to meet standards

We will issue a standard quotation in 4 working
days for a new connection, alteration to an
existing connection or a disconnection up to 2bar.
Payment is an initial payment then a further
payment of the same per day that the failure
continues to a maximum of £625 or the value of
the contract whichever is the lowest.

£25

GSOP 5: Provision of a non-standard quotation (275 kwh per hour)

We are required to provide a non-standard quotation within 11 working days of receiving a request from
a customer for a quotation for a new connection, alteration to an existing connection or a disconnection

up to 2 bar.

LMAM description

Payment for failure to meet standards

We will issue a non-standard quotation in 11
working days for a new connection, alteration to
an existing connection or a disconnection up to
2bar. Payment is an initial payment then a further
payment of the same per day that the failure
continues to a maximum of £625 or the value of
the contract whichever is the lowest.

£25
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GSOP 6: Provision of a non-standard quotation (>275 kwh per hour)

We are required to provide a non-standard quotation within 21 working days of receiving a request from
a customer for a quotation for a new connection, alteration to an existing connection or a disconnection
up to 2 bar.

LMAM description Payment for failure to meet standards

We will issue a non-standard quotation in 21
working days for new connection, alteration to an
existing connection or a disconnection exceeding
275 kwh per hour. Payment is an initial payment £50
then a further payment of the same per day that
the failure continues to a maximum of £1250 or
the value of the contract whichever is the lowest.

NOTE For failures under GSOP 4, GSOP 5 and GSOP 6, these standards do not apply where the
information you provided to us was incorrect or incomplete or where consents are required from
third parties.

GSOP 7: Challenges to the accuracy of quotations

We must refund any overcharge that has been paid by customers who receive and challenge (under the
relevant GT's accuracy review scheme) inaccurate quotations for a new connection or the alteration of
an existing connection. You will also be subject to payments under GSOP 4, GSOP 5 and GSOP 6 until
you receive a new quotation.

LMAM description Payment for failure to meet standards

Where a customer challenges a quotation
produced by us, if our quote is found to be
inaccurate you will be refunded the overpayment
and issued with a new quotation.

Refund any overcharge.
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GSOP 8: Responses to land enquiries

We must respond to a land enquiry in respect of a new connection or the alteration of an existing

connection within 5 working days.

LMAM description

Payment for failure to meet standards

We will respond to a land enquiry within 5
working days Payment is an initial payment then
a further payment of the same per day that the
failure continues will be due to a cap of

£570 per customer (for connections < 275 kWh
per hour)

£1140 per customer (for connections > 275 kWh
per hour)

£95

GSOP 9: Provision of the dates for the substantial completion of work (<275kWh

per hour)

Within 17 working days of receipt of acceptance of a quotation for a new connection or the alteration of
an existing connection, we must provide customers with dates for the commencement and substantial

completion of the work.

LMAM description

Payment for failure to meet standards

When we receive an acceptance for a quotation
for a new supply or alteration, we must provide
the customer with dates for both
commencement and substantial completion of
the works within 17 working days. Payment is an
initial payment then a further payment of the
same per day that the failure continues to a
maximum of £585 or the value of the contract
whichever is the lowest.

£45
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GSOP 10: Provision of the dates for the substantial completion of work (>275kWh
per hour)

Within 20 working days of receipt of acceptance of a quotation for a new connection or the alteration of
an existing connection, we must provide customers with dates for the commencement and substantial
completion of the work.

LMAM description Payment for failure to meet standards

When we receive an acceptance for a quotation
for a new supply or alteration, we must provide
the customer with dates for both
commencement and substantial completion of
the works. Payment is an initial payment then a
further payment of the same per day that the
failure continues to a maximum of £1235 or the
value of the contract whichever is the lowest.

£95

GSOP 11: Substantial completion of work on the agreed date
We are required to substantially complete connections on the date agreed with the customer.

A job is deemed to be substantially complete when the connection to the premises has been installed,
commissioned, and left safe.

Compensation Cap on compensation
Contract sum payment due payments

Upt d including £1,000
P toand including £l, Up to the lesser of £475

£45 per day or the contract sum

Over £1,000 but not ding £4,000
ver ut not exceeding Lesser of £240 or 5% of Up to 50% of contract

contract sum sum

Over £4,000 but not exceeding £20,000 o
£240 per day Up to 50% of contract

sum
Over £20,000 but not exceeding £50,000
£240 per day Capped at £12,000
Over £50,000 but not exceeding £100,000
£360 per day Capped at £21,600

*Payments are due in respect of the initial failure and each additional full working day on which the
failure continues.

NOTE for GSOP 9, GSOP 10 and GSOP 11 these standards do not apply when you have specifically
asked us to delay the works.
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GSOP 12: Payments to customers under these Guaranteed Standards

We must make any payment due to a customer under any of the Guaranteed Standards mentioned in
this document within 10 working days.

We can comply with this requirement by making the payment to the relevant shipper, provided that it
does so in compliance with the terms of standard condition 20 of the GT licence.

LMAM description Payment for failure to meet standards

We must pay any payments under these
standards within 10 working days. £50

NOTE For failures under GSOP 1, GSOP 2, GSOP 3, GSOP 12, GSOP 13 and GSOP 14 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 GSOP 4 — GSOP 11 the payment(s) will be made directly to you.

GSOP 12: Payments to customers under these GSOPs onward transmission

When we receive payments from other GTs, to be passed on to customers in respect of a failure under
GSOP 1, we must pass this payment on to the customer within 10 working days. We can comply with this
requirement by making the payment to the relevant shipper, provided that it does so in compliance
with the terms of standard condition 20 of the GT licence.

LMAM description Payment for failure to meet standards

We must pay any payments under these
standards within 10 working days. £50

GSOP 13: Notice of planned interruptions

Where we intend to carry out planned maintenance or replacement work to our pipe-line system that
will cause an interruption to the supply of customers premises, we must give each affected customer no

less than 7 working days notice.

Payment for failure to meet standards

LMAM description
Domestic Non-Domestic

Any works we carry out to our pipe-line system
which interrupts your supply, we will notify you £50 £120
stating the need for the interruption, not less

than 7 working days before the start of our works.

COM-G-001 GSOP - Notice of Rights (Gas)

N lastmile

Page 8 of 10




N

GSOP 14: Responding to Complaints

When we receive a written complaint or a verbal complaint to a specified customer service telephone
number, we shall provide a substantive response within 5 working days.

If a visit to your premises or additional information from a 3™ party is required to enable resolution of the
complaint, we will issue an initial written response within 10 working days of receiving your complaint to
explain the situation.

LMAM description Payment for failure to meet standards

If we receive a written or verbal complaint and we
do not need to visit your premises or make
enquiries of persons other than officers,
employees, or agents of our company, we will
provide a substantive response within 5 workings £50
days from when it was received. Failure to so do
will entitle you to a payment of £50 and a further
£50 for each working day until the response is
provided up to a maximum of £250.

Where a site visit or 3rd party enquiry are
required to provide a response, you will receive an
initial response within 5 working days of the
complaint being received and a substantive £50
response within 10 working days from the date
the complaint was received. Failure against either
of these requirements will entitle you to a
compensation payment of £50 and a further £50
for each working day until the response is
provided up to a maximum of £250.
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Complaints

If you have a complaint about any aspect of our service, you can find our Complaints Handling
Procedure on our website: COM-EG-001G-Last-Mile-Complaints-Handling-Procedure.pdf (lastmile-
uk.com). Alternatively, you can request a copy and speak with the Complaints Team via email at
complaints@lastmile-uk.com.

If we are unable to resolve the matter with you and you are a domestic or small business customer and
you are making a complaint in that capacity in respect of services we have provided, you can refer it to
the Ombudsman Services: Energy. This is a free and independent dispute-resolution service.

Ombudsman Services: Energy is able to offer free independent advice and will look at your complaint
but will expect you to let us try to sort it out first. You can telephone the Ombudsman Services: Energy
on 0330 440 1624. You can find further information on the Ombudsman Service's website:
www.ombudsman-services.org/energy.

Disputes

If you are unable to resolve a dispute with us about whether you should receive a payment, you may
refer the case to the Office of Gas and Electricity Markets (Ofgem), the independent regulator for the gas
industry, to request a formal decision.

In line with Section 33A (5) of the Gas Act 1989 (as amended by the Utilities Act 2000), any guaranteed
standard payments you receive will not prejudice your entitlement to any other remedy or action that
may be open to you because of your distributor’s failure to meet the relevant standard.

Contacting Us

For further information about any of the guaranteed standards, or if you would like to request a service
from us, please telephone us on 03300 587 440 or alternatively email us at info@lastmile-uk.com.

Please note if you ring or email us outside normal working hours, we will treat your enquiry as having
been received at the start of business on the next working day.

Where we have indicated willingness to accept requests by telephone for estimates and quotations,
such requests are covered by these guaranteed standards.

Performance Information

Performance against these guaranteed standards, including the levels of compensation paid out, is
published from time to time by the National Association of Citizens Advice Bureaux and Association of
Citizens Advice Scotland at www.citizensadvice.org.uk.
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