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2.0 Metering 
Services 

Archived August 
2023 

Slight wording update to introduction section. 

3.0 Metering 
Services 

Archived March 2024 Updated to include the requirement for the LP notifying SW 
within 2 hours of an AE carrying out a TDISC, per the Ops code. 
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2024 

Updated to remove PDISC section, revised existing TIDSC 
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Introduction 
 

Licensed Providers (LPs) may use an Accredited Entity (AE – also known as a Utility Connection 
Provider or UCP) to carry out Disconnections per Process 34B of the Scottish Water (SW) Operational 
Code, provided they are suitably accredited to do so via the  Water Industry Registration Scheme 
(WIRS) and listed on the Lloyd’s Register - https://www.lrqa.com/en/utilities/water-industry-
registration-scheme-wirs-wirsae/search   

Scottish Water requires to have a signed agreement in place with an AE before they can carry out 
disconnection activities.  Additionally, the Licensed Provider wishing to use an AE requires to have 
the appropriate wording within their Wholesale Services Agreement.  If the Licensed Providers 
Wholesale Services Agreement doesn’t have the appropriate wording, then the Licensed Provider 
should contact their Account Manager and Scottish Water will work with WICS and the Licensed 
Provider to implement a Wholesale Services (Modification) Agreement.  The modification permits a 
Licensed Provider to undertake disconnection activities via an AE, in place of Scottish Water.  

The AE registration and temporary disconnections process flows are below. 

  

https://www.lrqa.com/en/utilities/water-industry-registration-scheme-wirs-wirsae/search
https://www.lrqa.com/en/utilities/water-industry-registration-scheme-wirs-wirsae/search
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Registration Process for Accredited Entities 

LP notifies Account 
Manager of intention to 

use an AE

LP/AE details passed to 
Metering Services (MS)

MS sends Template of 
Agreement to AE for 

signing & 
countersignature (by SW 

Director)

MS checks whether AE 
meet Lloyds register/EUSR 

requirements?

Yes No

MS confirms to 
Account Manager of 

accreditation 
requirements

LP follows TDISC/PDISC 
process as applicable

MS sends Code of Practice and 
Disconnections documents to AE to 

familiarise themselves with

Shadowing session meets 
SW requirements?

Annual review session 
(shadowing/EUSR checks) 

completed

NoYes

MS has AE added to LP 
Portal to select when 

raising LP Disconnection 
case

MS arranges shadowing 
of Disconnections by AE 

(via WSD)

Shadowing rearranged 
after discussion with AE 

of requirements
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Temporary Disconnections Using an AE 
 

 

Approval

LP raises 
‘Disconnection 

request’ through LP 
Portal at least two 

(2) BDs prior to 
planned 

disconnection

Needs More Info

Rejection

Relevant info 
added to case

LP instructs 
Accredited 

Entity to 
proceed with 
disconnection

LP raises ‘Submission of 
completed disconnection job 

details’ through LP Portal – within 
one (1) BD of completion and 

referencing approved 
Disconnection Request case # and 

attaching all relevant 
disconnection evidence.

LP no longer 
requires 

disconnection

LP raises ‘Cancellation of existing 
disconnection request’ through LP 

Portal

CMA 
Notified 
within 
two (2) 

BDs

Case is closed 
as requested 

and LP notified

Case is 
rejected and 
LP notified

W
ith

in
 tw

o 
(2

) B
Ds

LP makes SW aware   
within two (2) 
hours of the AE 
completing the 

temporary 
disconnection

Accredited 
Entity 

disconnects 
supply, 

following Field 
Process

Temporary Disconnections must not be carried 
out:  

• after 3pm on a weekday
• after 12 noon on a Friday
• on a weekend 
• public holiday or business day immediately 

before a public holiday



6 
 

Temporary Disconnections – Field Process 

Survey Disconnection

Engage with customer as to 
the nature of the visit

Ensure safe working area 
as per NRSWA

If applicable, check meter 
details and location against 

paperwork

Confirm control is operable

Carry out and confirm 
isolation of intended 

supply (and not a shared 
supply)

Reinstate supply

Engage with customer as to 
the nature of the visit

Ensure safe working area 
as per NRSWA

If applicable, check meter 
details and location against 

paperwork

Confirm control is operable

Carry out and confirm 
isolation of intended 

supply (and not a shared 
supply)

Contact WSD for Ops Log 
number

Foam and tag meter/
control - foam should be 
used on external meters 

only

Return completed survey

Return completed 
paperwork (including Ops 

Log number)

Carry out risk 
assessment

Provide customer with any 
applicable paperwork 

Carry out risk 
assessment

Provide customer with 
appropriate disconnection 

paperwork
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Reconnections Using an AE 
 

The Licensed Provider shall notify Scottish Water of the reconnection by an Accredited Entity by 
raising a ‘LP reconnection’ case to Scottish Water via the LP Portal within one (1) Business Day of the 
reconnection having been made. 

Scottish Water shall notify the Central Market Agency of the change in connection status and other 
information required within one (1) Business Day of its receipt of Licensed Provider's notification 
under Step 1, in accordance with the Market Code. 
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Reconnections – Field Process 

Carry out risk assessment

Due to time passed since disconnection, 
are there any concerns with the quality of 

supply or backflow prevention?

Yes No

Reinstate and flush 
supply

Ensure safe working area 
as per NRSWA

If applicable, check meter 
details and location 
against paperwork

Identify isolated control 
(which should still be 
tagged - only external 

meters will be foamed)

DO NOT REINSTATE 
SUPPLY - contact 

SW for further 
direction

Is customer present on site for 
appointment?

No Yes

DO NOT REINSTATE SUPPLY - 
customer must be present at site at 

the time of visit; taps could have 
been left open/there may be a burst. 

Return with a confirmed 
appointment and customer on site

Engage with customer as 
to the nature of the visit

NB: Flush time depends on 
how long supply has been 
disconnected; the longer it's 
been off, the longer the flush 
should be. Recommended to 
flush for a minimum of 10 
minutes if supply has been 
off for 3-6 months, longer 
flush thereafter to get all old 
water out of pipes. 
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