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Virtual WAN Device – Consumer journeys 

 

 

 

  

Installation of Virtual WAN Device 

Supplier offers consumer 
who has previously 
enquired about or booked 
a smart meter installation 
but installation was not 
attempted due to No-
WAN. 

For PPM consumers only: 

Supplier to assess consumer’s suitability 
for VWD in prepayment mode, 
considering whether it is safe and 
reasonably practical for the consumer 
(particularly in the case of those who 
frequently self disconnect), due to the 
additional steps required to get back on 
supply.  

Supplier must also inform consumer of 
implications of self disconnection and 
provide clear and accessible 
instructions for how to get back on 
supply, ensuring consumer has the right 
means to do so (e.g. access to app, 
proximity to PayZone retailer, access to 
email). 

Supplier offers consumer 
in No-WAN premises who 
has not been engaged on 
smart meters before and 
does not have a smart 
meter. 

Supplier/consumer to 
organise a VW smart 
meter installation. 

Installer performs 
installation and supports 
consumer to connect 
VWD to internet – clearly 
stating the consequences 
of disconnection from the 
internet. 

PPM only: Installer 
explains and provides 
guidance to consumer on 
how to top up their smart 
meter following 
disconnection from 
electricity supply or the 
internet. 

Supplier to inform 
consumer of VWD 
solution, and gain consent 
to use consumer’s 
internet, including 
informing consumer of 
implications of 
disconnecting from the 
internet. 

There should be no up-
front charge to the VWD, 
unless the consumer 
seeks a VWD with 
enhanced functionality. 

Supplier to periodically 
remind consumer of to the 
use of their internet 
connection and the 
consequences of being 
disconnected from the 
internet (suggested this is 
at least annual). 

Supplier to inform 
consumer of VWD 
solution, and gain consent 
to use consumer’s 
internet, including 
informing consumer of 
implications of 
disconnecting from the 
internet. 

There should be no up-
front charge to the VWD, 
unless the consumer 
seeks a VWD with 
enhanced functionality. 

For PPM consumers only: 

Supplier to assess consumer’s suitability 
for VWD in prepayment mode, 
considering whether it is safe and 
reasonably practical for the consumer 
(particularly in the case of those who 
frequently self disconnect), due to the 
additional steps required to get back on 
supply.  

Supplier must also inform consumer of 
implications of self disconnection and 
provide clear and accessible 
instructions for how to get back on 
supply, ensuring consumer has the right 
means to do so (e.g. access to app, 
proximity to PayZone retailer, access to 
email). 

 

 

 

 

Consumer with smart 
meter not working due to 
No-WAN requests supplier 
fix their connection.* 

*If a consumer with a 
smart meter has 
previously been offered 
VWD solution but refused, 
and subsequently 
requests it within 12 
months, there is no 
obligation on the supplier 
to install and they may 
levy a reasonable charge 
for any additional site visit 
if they do. 

Supplier/consumer to 
organise VWD and VW 
CH installation for 
existing smart meter. 

Installer performs 
installation and supports 
consumer to connect 
VWD to internet – clearly 
stating the consequences 
of disconnection from the 
internet. 

PPM only: Installer 
explains and provides 
guidance to consumer on 
how to top up their smart 
meter following 
disconnection from 
electricity supply or the 
internet. 

Supplier to periodically 
remind consumer of to the 
use of their internet 
connection and the 
consequences of being 
disconnected from the 
internet (suggested this is 
at least annual). 
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Change of Supplier Change of Tenant/Occupant 
 

Disconnection from Internet 

Change of tenancy and change of supplier 

Consumers and suppliers will follow the Change of 
Tenant/Occupant process, followed by the Change of 
Supplier process. If the energy supplier fails to switch a 
smart meter operating in prepayment mode into credit 
mode ahead of any internet disconnection (and 
therefore disconnection to the DCC), the same supplier 
must remain supplying the premises until WAN 
connection is restored. This is to avoid situations where 
a smart meter in prepayment mode with no connection 
to the DCC runs out of credit and a change of supplier 
occurs. This will result in the new supplier not being able 
to supply consumers with a UTRN to top up, and the 
consumer will be without energy supply until DCC 
connection can be made. 

Consumer disconnects from internet. This could be due 
to a change of internet provider, change of internet 
password, failure to pay internet bill, internet outage, 
unplugging of router, etc. It is expected that the VWD 
interface will include a feature to inform consumers 
when their VWD is not connected. 

Consumer will lose connection to DCC, therefore access 
to accurate Time of Use tariffs, accurate information 
displayed on their IHD and automatic billing (consumer 
will have to provide manual readings), until internet is 
restored. While disconnected from their internet, 
consumers using smart meters in prepayment mode 
must use UTRN process to top up provided through 
supplier’s processes, such as phone app or PayZone. 

Given SM WAN coverage is not static and VWDs will be 
required to default to using SM WAN when available, 
smart service may resume even if a consumer’s VWD is 
disconnected from the internet. This should form part of 
the guidance suppliers provide consumers at time of 
install, in the instance of a change of occupancy, and 
during periodic reminders.  

Once broadband is resumed, it is expected that the VWD 
will automatically reconnect and smart services will be 
restored, without any additional action by the consumer. 

Consumer informs their supplier they are vacating the 
premises and there will be a change in occupancy. 

Supplier must inform new occupant of the use of VWD 
and gain consent, including informing consumer of 
implications of disconnecting from internet. Consumer 
will need to connect the VWD to their internet, once set 
up. 

If incoming occupant requests prepayment mode, 
Supplier must assess consumer’s suitability for VWD for 
a smart meter in prepayment mode. Supplier must also 
provide consumer with guidance on how to top up their 
smart meter following disconnection from electricity 
supply or broadband. 

Supplier should encourage the outgoing occupant to not 
remove the VWD.  If the VWD is removed, the supplier 
must provide a replacement for the incoming occupant.  

Supplier must ensure smart meter is in credit mode prior 
to any internet disconnection. If meter isn’t remotely 
switched to credit mode prior to internet disconnection, 
incoming occupant must use a UTRN to top up until 
broadband is reconnected. 

Current supplier must ensure meter is in credit mode 
prior to change of supplier, as required in the REC if 
there is a WAN connection.  

Current supplier must inform new supplier that premises 
uses VWD and new supplier picks up obligation to 
periodically remind the consumer of the use of their 
internet connection and the consequences of being 
disconnected from the internet (suggested that this is at 
least annual). 

New supplier begins supplying premises. There should 
be no disruption to consumer’s connection to DCC. It is 
proposed that VWDs will:  

• continue to operate on Change of Supplier 
• not be dependent on additional services (e.g. 

from the Manufacturer) 
• be unencumbered by any other functionality of 

the device.  

Consumer contacts new supplier to arrange the switch 
and new supplier contacts current supplier. 
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Self-disconnection (smart prepayment meters only) 

Suppliers are responsible for monitoring their 
consumers’ self-disconnection data on an ongoing 
basis, alongside monitoring vulnerability, and assess 
suitability for VWD periodically. 

Provision of battery powered PPMID 
will make the experience more 
consumer friendly. 

Consumers using a smart meter in 
prepayment mode who have 
disconnected from their broadband 
will need to follow this process 
anytime they want to top up their 
smart meter. 

Consumer’s electricity 
meter runs out of credit. 

Consumer is 
disconnected from supply, 
resulting in broadband 
being disconnected from 
supply, therefore 
connection to DCC is lost. 

Consumer requests and 
receives UTRN from 
supplier via app. 

Consumer requests and 
receives UTRN from 
supplier via PayZone. 

Consumer requests and 
receives UTRN from 
supplier via phone call. 

 

Consumer inputs UTRN 
into smart meter. 

Consumer inputs UTRN 
into battery-powered 
PPMID. 

Consumer must manually 
confirm restoring of 
connection on their smart 
meter or battery-powered 
PPMID. 


