
Manage Off-Supply NMIs (except VIC Small Customers)
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Start

Start

Informs site off-
supply

Informs site off-
supply

Receives call and 
acknolwledges

Receives MFN 
transaction as a 

daily report

Is it a main 
switch issue?

Has DB been 
contacted?

No

Contact DB as first 
point of contact for 

faults & 
emergencies

Yes

End

DB visits the site

YesNo

Liaise with BoH to 
raise an immediate 

CR 6301

Liaise with 
intelliHub to visit 
the site within 24 

hours

Immediately issue 
notice to intelliHub 

to visit the site 
within 24 hours

If “Supply On” 
flag says “NO”

Raise 6301 effective 
today

Acknowledges issue 
notification and 

visits site

Performs relevant 
job and respond as 
per SO (within 24 
hours if urgent)

End

Notifies Simply 
Energy and 

Customer about the 
outcome

Customer back on 
supply

Action 1

Are all 
appliances 
affected?

Advise customer to 
refer to electrician 

as it’s not a DB issue
No

End

Yes

Any safety 
issues around 

the meter?

If Yes, take Action 1

If Yes/No, take 
 Action 2

Contact DB once 
safety is resolved 

for the meter to be 
bypassed

Customer back on 
supply

Take correction 
action as per re-en 

script

Warm transfer to 
Customer Advocacy 
(escalation point) to 
provide resolution

Action 2

Raise relevant 
Service Order(s)

No

Or have you been 
issued with a 
defect notice?

Was a de-en 
organised by SE 

for this NMI?

Yes


	Off-supply Management.vsdx
	Page-1


