Factsheet 1  September 2015

Help with heating costs
About this factsheet
This factsheet provides information about how to make your home energy
efficient and about financial assistance that may be available to help you pay
fuel bills and install energy efficiency measures. It also tells you how to
choose an energy provider and what to do if you have a complaint against
them.
The information given in this factsheet is applicable in England. Different rules
may apply in Wales, Northern Ireland and Scotland. Readers in these nations
should contact their respective national Age UK organisation for information
specific to where they live (see section 12).
For details of how to order other Age UK factsheets and information
materials, go to section 12.
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1 Recent developments
 In July 2015, the Department of Energy & Climate (DECC) announced that

government funding for Green Deal loans was to end. Existing plans and
approved applications will not be affected, but the scheme is now closed for
new applications. DECC also announced that there will be no future
releases of the Green Deal Home Improvement Fund; the current release is
scheduled to close on 30 September 2015, but may end earlier if funds run
out before then. Again, DECC have confirmed that existing applications and
vouchers will not be affected. If you have a voucher, you must make sure
that you make a claim before its expiration date. See section 4.1 for more
information.
 Regulations1 have been made with a view to improving the energy

efficiency of private rented properties. From 1 April 2016, an assured or
regulated tenant of a private landlord will have a right to serve a notice on
the landlord requesting consent for certain energy efficiency improvements
being carried out. The landlord (and any superior landlord whose consent is
also required) must not refuse consent unreasonably, unless they are
proposing to make other energy efficiency improvements instead or works
must be carried out at the property under an improvement notice.
However, this only applies if the improvements can be delivered free of
charge under the Energy Company Obligation scheme (ECO - see section
4.2) or financed by a grant, or if the tenant is proposing to pay for the works
themselves (with or without help from ECO or another source). A tenant
who feels that their landlord has unreasonably refused consent or
otherwise failed to comply with the Regulations will be able to apply to the
First-Tier Tribunal, who may order the improvements to be made. However,
you should always consider your security of tenure and how easily you can
be evicted before taking action. See Age UK’s Factsheet 68, Tenants’ rights
- security of tenure, for more information.

1 The Energy Efficiency (Private Rented Property) (England and Wales) Regulations 2015
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 The Office of Gas and Electricity Markets (Ofgem), which regulates the gas

and electricity markets in Great Britain, is proposing to make changes to
the Priority Services Register scheme (see section 6.1). Ofgem is
proposing a move to a “a needs-based eligibility model”, under which
energy companies would proactively identify vulnerable customers and
offer them services that are tailored to their specific needs wherever
practicable. There would still be a minimum set of services that companies
must offer, including certain services relating to safety that all customers
over a certain age would be entitled to receive; however, Ofgem is
proposing to raise the eligibility threshold for this ‘core’ group to 75 and
over. It has highlighted that “customers of pensionable age but who are
under 75 years and need a PSR service [would] continue to be identified
under the new needs-based requirements”. These proposals have been
consulted on and Ofgem intends to publish its final decision by December
2015. Whatever changes are made will be implemented from March 2016.

2 Introduction
There may be a number of ways in which you can make your home warmer
and reduce your energy bills. Broadly, you can:
 Ensure that you are on the most cost-effective tariff(s) for you and are

managing your account(s) in the cheapest way possible
 Improve your home’s energy efficiency
 Check that you are receiving all the financial help that you are entitled to.

This factsheet aims to give you the information that you need to start
exploring these options. However, you may wish to speak to an adviser if you
are unsure about your rights or want a full benefits check carried out. If you
are hoping to save money by switching energy tariff or supplier, please note
that Age UK produces a dedicated factsheet on this topic, Factsheet 82,
Switching energy supplier. Accordingly, the information given on switching
energy supplier in section 3 below is introductory and you should look at
Factsheet 82 if you want to find out more. For details of how to order other
Age UK factsheets and information materials, go to section 12.
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3 Switching tariff, payment method or supplier
You may be able to save money on your bills by changing your energy tariff
or supplier. Your bills should include a ‘Could you pay less?’ section, giving a
personal projection of how much you are likely to spend on gas and/or
electricity over the next 12 months and information on how you might benefit
from switching to another tariff with the same supplier.
You can also shop around for a better deal with another supplier; DECC has
estimated that customers could save £200 or more by doing this. Unless you
are looking to change the type of meter that you have, for example by
switching from a prepayment to a credit meter, no physical changes will need
to be made to your property. You should not be disconnected. All that
changes is the company that supplies your gas and electricity and sends you
your bills.
You may also be able to save money by changing the way that you pay for
your gas and electricity, managing your account online or having both your
electricity and gas supplied by the same supplier (‘dual fuel’). Direct debit is
usually the cheapest way to pay for energy, but it is worth regularly checking
the amount you are being debited to ensure that this roughly matches the
average monthly payments that you would need to make to cover the energy
you use. Prepayment meters that you charge up at a local shop can be a
useful way to track the amount you spend on energy, but they can be also the
most expensive payment method.
If you currently pay for energy with a prepayment meter, you should consider
whether it would be cheaper for you to have a credit meter installed and pay
a quarterly bill or by direct debit. Some suppliers will do this for free, but you
may have to meet certain requirements such as passing an account review
and/or credit check. As a condition of their licences, gas and electricity
suppliers must make alternative payment arrangements for customers if it is
“no longer safe and reasonably practicable” for them to use a prepayment
meter.
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Important: If you switch energy supplier, you might find that you lose your
entitlement to a Warm Home Discount. Not all suppliers participate in the
scheme and, for the ones that do, eligibility criteria can vary if you are not in a
‘core’ group of recipients identified by the Department for Work and Pensions.
You should discuss this with a new supplier before you switch and carefully
consider whether you would still be better off switching if it meant that you
would not receive a discount. More information is given in section 5.4.

4 Energy efficiency2
You can make your home warmer and reduce your fuel bills by improving
your home’s insulation, making sure your heating system is efficient, and
making a few simple changes to the way you use your heating, lighting and
appliances.
Insulating wall and loft spaces can significantly reduce heat loss in your home
and save up to £160 a year on fuel bills. Walls are responsible for around a
third of the heat lost in most homes and an un-insulated loft for around a
quarter of the heat lost. Insulating hot water tanks and pipes will cut down on
the amount you spend to heat your hot water. Draught proofing is a cheap
and cost-effective way to reduce your heating bills and, if possible, insulating
your floor and fitting high-efficiency double glazing will make sure you have a
home that is easier and cheaper to heat.
If your boiler is over 10 years old, you may want to think about changing it to
make it more energy efficient. Replacing an old D rated boiler with an A rated
boiler with a full set of heating controls could save around £160 a year. You
should also make sure you have proper heating controls, and that you
understand how to use them, so that you’re only heating the parts of your
home you want to heat, and only when you want to heat them. Always use a
Gas Safe registered installer (see section 9) if you’re having any work carried
out on a gas heating system, and ask the installer for help in setting the
controls if you need it.

2 All savings below are given for a typical gas heated 3 Bedroom Semi-Detached home, paying
4.21p/kWh for gas.
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You can also fit energy saving light bulbs and turn appliances off when you
don’t need them rather than leaving them on stand-by. Turn controls down if
they are set too high. This applies to lights, appliances and heating, but don’t
turn your heating down so low that you get cold – you need to keep
warm to stay healthy.
You might consider installing a timer on your central heating system so that
you can set the heating and hot water to come on only when you need it.
If you are replacing old appliances, such as fridges, freezers and washing
machines check the Energy Efficiency Label of the appliance to make sure it
has an A+ or higher rating. Energy companies will give general advice on the
best way to use appliances and how the effectiveness of your heating system
might be improved. You can also get advice from the Energy Saving Advice
Service (see section 11).

4.1 The Green Deal
The Green Deal is an energy efficiency initiative that received government
funding until July 2015. Green Deal providers offered long-term loans to pay
for energy efficiency measures, repaid through a charge added to the
household electricity bills. The Green Deal loan was attached to the property,
not to the person. This means that if you move into a property with a Green
Deal Finance Plan in place, the obligation for repaying the loan will be
transferred to you.
Although the scheme is currently closed for applications, DECC have
confirmed that the withdrawal of government funding will not affect the
repayment of existing loans: “bill payers in properties with Green Deal Plans
will still need to repay the loans and this money will continue to be collected
via their electricity bill”3. The Green Deal Finance Company, which
administered the scheme, has stated that approved installations will still go
ahead and all eligible applications that were on its systems by 3.30pm on 23
July 2015 will be financed4. If you put in an application and are concerned
about its status, you should contact your Green Deal Provider.

3 https://decc.blog.gov.uk/2015/07/23/changes-to-green-home-improvement-policiesannounced-today/
4 http://www.tgdfc.org/
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If you are currently repaying a Green Deal loan or are thinking of moving to a
property with a Green Deal Finance Plan in place, you should bear in mind
that it is possible for the loan repayments to exceed the savings on your bills.
Although applications for Green Deal loans were assessed according to the
‘Golden Rule’ principle that the improvements should ‘pay for themselves’, i.e.
that the bill savings should at least equal the loan repayments, assessments
were based on average energy use. This means that forecasted savings may
differ from actual future savings, e.g. if your usage changes or if a household
with different energy habits moves into the property. If you are, for example,
a single person living in a 3 bedroom property, the loan may not be met by a
reduction in your energy bill.
Landlords and sellers must provide prospective tenants or buyers with a copy
of the property’s Energy Performance Certificate, which will say if any Green
Deal improvements have been made and how much you would need to
repay. If you are looking to move into a Green Deal property and are
concerned about the impact of the repayments on your ability to pay your
bills, seek specialist advice (see section 11).
If you are responsible for repaying a Green Deal loan, a fixed rate of interest
will be charged. You should be able to repay your loan early if you choose to,
although your Green Deal Provider may charge you a fee for this.
Important: You can be cut off for non-payment of your energy bills even if
you are only behind on your loan repayments. You should seek advice
immediately if you are threatened with disconnection (see section 7).
All complaints regarding your Green Deal should be directed to your Green
Deal Provider. If you are not satisfied with the outcome of your complaint and
it is finance-related, the government advice is that you should contact the
Ombudsman Services (see section 11). However, if your complaint relates to
a Green Deal Installer or a Green Deal Assessor, you should contact their
certification body. You can find out the relevant certification body by
contacting the Energy Saving Advice Service in England and Wales or Home
Energy Scotland. See https://www.gov.uk/complain-green-deal for further
details (also see section 11).
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Note: The Green Deal Home Improvement Fund, which ran alongside the
Green Deal, will close for applications on 30 September 2015 (or earlier if the
funds run out). There may still be time for you to claim up to £1,250 to fund or
help towards the cost of energy-saving improvements, including cavity-wall
insulation and double or triple glazing. If the scheme is still open, contact a
Green Deal Assessor as soon as possible, or go straight to a Provider or an
Installer if you have an EPC certificate that is less than two years old (see the
entry on DECC in section 11). They should tell you whether you are eligible
and give you a quote for the cost of the works, which you can use to apply for
a voucher before the works begin.

4.2 The Energy Company Obligation
The Energy Company Obligation (ECO) is a domestic energy efficiency
programme. Under ECO, the larger energy companies are set targets for
achieving reductions in energy usage by making homes more energy
efficient. You may be eligible for help with energy efficiency measures if you
are living in a low-income household or in a specific area. There is also help
available for ‘hard-to-treat’ properties, i.e. homes with hard-to-treat cavity
walls or older properties with solid walls. If you are eligible, you can receive
help from any energy supplier – they do not have to supply your energy.
Although government funding for the Green Deal has now ended, DECC
have confirmed that the ECO scheme will continue to run until 31 March
2015. They have stated that they intend to work with the Department for
Communities and Local Government, the building industry and consumer
groups to develop a new “value-for-money” energy efficiency policy and that
the future of ECO will be part of these discussions.
DECC have also made a number of changes to the scheme for the 20152017 obligation period, which include introducing funding for the repair or
replacement of a broken electric storage heaters and requiring a one-year
installation warranty to be included with the delivery of all new boiler and
electric storage heater replacements.
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There are three distinct obligations:
The Home Heating Cost Obligation (Affordable Warmth Scheme)
Under the Affordable Warmth Scheme, low-income and vulnerable owneroccupiers and private tenants can receive help with all or part of the cost of
heating-related improvements, including loft or cavity wall insulation and
boiler repairs or replacements. The eligibility criteria specify households that
are in receipt of means-tested benefits and include an older person, a child or
someone with a disability. Both elements of Pension Credit (Guarantee Credit
or Savings Credit) are qualifying benefits. If you are living in social housing,
you may be able to get help under the Carbon Saving Communities
Obligation (see below).
The Carbon Saving Communities Obligation
Under this obligation, customers living in low-income areas are provided with
insulation measures and connected to district heating systems. In 2014, the
percentage of areas in which customers are eligible for help was expanded to
the most deprived 25%. Suppliers are also required to carry out a percentage
of improvements under this obligation to properties in the most deprived rural
areas and for customers in receipt of certain means-tested benefits in rural
areas.
The Carbon Emissions Reduction Obligation
This obligation focuses on ‘hard to treat’ homes, e.g. homes with solid wall
insulation and hard-to-treat cavity wall insulation. If your home qualifies for
one of these measures, you may be entitled to other ‘secondary’ measures as
a result. You do not have to be getting any benefits to qualify.
To find out if you may be eligible, and to apply for help, contact the Energy
Saving Advice Service on 0300 123 1234.
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4.3 Help from your local authority (council)
Local authorities have a general power to help improve living conditions in
their areas, which can be in the form of a grant, loan, materials or any other
type of assistance. In order to exercise this power, a local authority must have
a policy on the assistance that it provides. If your local authority has such a
policy, you can inspect it free of charge at their main office at reasonable
times of day or ask for a copy to be posted to you (you may have to pay for
this).
Your local Home Improvement Agency (HIA) may also be able to provide
information and advice around energy efficiency. To find out whether there is
an HIA in your area, contact your local Age UK, your local council’s housing
department or Foundations, the national co-ordinating body for home
improvement agencies (see section 11).
Further details about the assistance available for housing improvements and
repairs are explained in Age UK’s Factsheet 13, Funding repairs,
improvement and adaptations and (for tenants) in Age UK’s Factsheet 67,
Tenants’ rights – repairs.

5 Financial help
5.1 Budgeting Loans
If you receive Pension Credit, Income Support, income-based Jobseeker’s
Allowance or income-related Employment and Support Allowance, you might
be able to get a Budgeting Loan from the Social Fund. Universal Credit
claimants can apply for a Budgeting Advance instead.
Budgeting Loans are for people who have been receiving benefits for more
than 6 months. They are interest free but have to be paid back and are
designed to help with intermittent expenses which are difficult to budget for,
e.g. the cost of installing a pre-payment meter or connection charges when
moving home.
You should apply to your local Jobcentre Plus office for a Social Fund
payment. It is often a good idea to get advice about which type of payment to
apply for, and completing the application form.
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Note: Budgeting Loans are being phased out and will eventually be replaced
by Budgeting Advances.
For more information about the Social Fund see Age UK‘s Factsheet 49, The
Social Fund.

5.2 Cold Weather Payments
The 2015-16 Cold Weather Payment Scheme will start on 1 November 2015.
You are entitled to a Cold Weather Payment for any week when:
 the average temperature in your area has been, or is expected to be, 0°

Celsius or below for seven consecutive days; and
 you have been awarded Income Support, income-related Employment and

Support Allowance or income-based Jobseeker’s Allowance for at least one
day during the period of cold weather and you are getting a disability
premium or you are responsible for a child under five; or
 you are receiving Pension Credit or Universal Credit; and
 you are not in a care home; and
 you are not subject to immigration control.

You do not need to make a claim as payments are made automatically into
your bank or building society account. Cold Weather Payments are £25 for
each seven day period of very cold weather between 1 November and 31
March. Cold Weather Payments do not affect your other benefits.

5.3 Winter Fuel Payments
Winter Fuel Payments are yearly, one-off payments of between £100 and
£300 paid to eligible pensioner households to help with the cost of fuel. They
are not linked to temperature so are different to Cold Weather Payments.

Factsheet 1  September 2015
Help with heating costs

12 of 29

They are paid if you have reached the minimum State Pension age for
women during the qualifying week (the week beginning with the third Monday
in September). For the winter of 2015-16, you qualify if you were born before
5 January 1953 (please note this date changes every year) and you will be
living in the UK throughout the qualifying week (for 2015-16 the qualifying
week is 21 – 25 September 2015). There are no income or savings limits and
the payments are not taxable.
You do not get a Winter Fuel Payment if, during the qualifying week:
 you are a care home resident receiving Pension Credit, income-based

Jobseeker’s Allowance (JSA), or income-related Employment and Support
Allowance (ESA), or
 you are a prisoner, or
 you have been in hospital receiving free treatment for more than 52 weeks,

or
 you are subject to immigration control.

You usually have to be living in Great Britain in the qualifying week, but if you
are a UK citizen who is living in a European Economic Area state or
Switzerland, you may now be able to make a claim for the Winter Fuel
Payment from your country of residence. To be successful, you will have to
show a link to the UK social security system – for example by receiving a UK
State Pension.
The amount of Winter Fuel Payment
The amount of Winter Fuel Payment that you receive depends on your
circumstances during the qualifying week. If you meet the qualifying
conditions for a Winter Fuel Payment and you or your partner do not get
Pension Credit, income-related ESA or income-based JSA, your Winter Fuel
Payment for the winter of 2015-16 should be:
 £200 if you are the only person in the household entitled to a payment and

you are aged under 80
 £300 if you are the only person in the household entitled to a payment and

you are aged 80 or over
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 £100 if you share a household with one or more people entitled to a

payment and you are aged under 80
 £200 if you are 80 or over and you share a household with one or more

people entitled to a payment all aged under 80
 £150 if you are 80 or over and share a household with one or more people

entitled to a payment all aged 80 or over
 £100 if you are aged under 80 or £150 if you are aged 80 or over and you

have been living in a care home for 13 weeks or more at the end of the
qualifying week.
If you or your partner receives Pension Credit, income related ESA or
income-based JSA, your Winter Fuel Payment for the winter of 2015-16
should be:
 £200 if you are a single person aged under 80, regardless of who else lives

in your household
 £300 if you are a single person aged 80 or over, regardless of who else

lives in your household
 A single payment of £200 for you and your partner if you are both aged

under 80, regardless of who else lives in your household
 A single payment of £300 for you and your partner if you are both aged 80

or over, regardless of who else lives in your household.
If you are one of a couple, the Winter Fuel Payment will be paid to the person
who claims the PC, income-related ESA or income-based JSA.
When and how to claim
You will receive a letter telling you how much you will get and an estimated
payment date. Most payments are made automatically into a bank or building
society account in November or December (normally before Christmas). If
you are receiving Pension Credit, a State Pension or certain other benefits, or
if you received a payment last winter, you should not need to claim, as
payments are normally made automatically before Christmas. Otherwise you
must make a claim before 31 March 2016.
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People aren’t paid in order of surname or address so partners etc. may get
them at different times.
It is not usually possible to claim for previous years, but if you were entitled to
and did not receive, Winter Fuel Payments for the years 1997-8, 1998-9 and
1999-2000, there are some circumstances when you may still be able to
make a claim.
You can call the Winter Fuel Payment helpline on 08459 15 15 15 or
textphone 0345 606 0285. Claim forms are also available on the gov.uk
website at www.gov.uk/winter-fuel-payment/overview.

5.4 The Warm Home Discount
If you are in receipt of certain means-tested benefits, including the Guarantee
Element of Pension Credit, you may be entitled to a one-off discount of £140
on the cost of your electricity during the winter months. This is known as the
Warm Home Discount. There are two groups of Warm Home Discount
recipients: the ‘core’ group and the ‘broader’ group.
The Core Group
If you are eligible for the core group, you should be automatically identified by
the Department for Work and Pensions (DWP) in a data-matching exercise
that takes place with participating suppliers. Eligibility depends on what your
circumstances were on a specific date, known as the qualifying date. For
2015, this was 12 July. The DWP look back at your circumstances on that
date and you will qualify for the core group if the following applied:
 your electricity supplier was part of the scheme
 your name (or your partner’s) was on the bill
 you were getting the Guarantee Credit element of Pension Credit (even if

you get Savings Credit as well).5

5 This includes people who were entitled to Guarantee Credit on the qualifying date and in
receipt of it by the time of the data-matching exercise.
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Customers who may be eligible for the core group of the Warm Home
Discount scheme for 2015-16 should start to get letters from the DWP in the
autumn. If you get one of these letters, you should ensure that you read it
carefully, as you may need to provide the DWP with additional information
and do so by a specific deadline. If you have switched supplier since 12 July
2015 but met the core group criteria on the qualifying date, your old supplier
will be responsible for making the payment, usually by sending a cheque
through the post.
If you believe you meet the eligibility criteria for the core group and have not
received a letter from the DWP by 24 December 2015, you should telephone
the Warm Home Discount Scheme Helpline on 0345 603 9439 to check your
eligibility. You should do so as soon as possible, as the DWP may be unable
to accept a claim after 29 January 2016.
The Broader Group
If you did not meet the core group criteria on the qualifying date, you may still
be eligible for a discount under your supplier’s broader group rules. You will
have to apply directly to your supplier for a broader group discount. Contact
them for information on their rules and how to apply.
Each supplier sets their own broader group rules, but this year the
government has said that they must include certain standard criteria,
including a criterion for people in receipt of Pension Credit. This means that is
less likely that you will qualify under one supplier’s broader group criteria but
not another’s, so it may be easier for you to switch supplier without losing
your entitlement to a discount. However, this is not guaranteed, as suppliers
are able to set additional rules outside of the new standard criteria.
Furthermore, broader group funds are cash limited and a new supplier may
refuse to accept your application if you switch towards the end of the financial
year.
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Important: Not all suppliers participate in the Warm Home Discount scheme.
This means that you will not be eligible for the core group if you were with a
non-participating supplier on the 12 July 2015 and should apply for a broader
group discount if you have now switched to a participating supplier. If your
broader group application has been accepted by your current supplier and
you are thinking about switching, check whether you would be likely to qualify
under a new supplier’s broader group rules and that they are still accepting
applications. For more information, see Age UK’s Factsheet 82, Switching
energy supplier.
If you qualify for a discount and your current supplier is responsible for
making the payment, it will be applied to your electricity account at some
point between September and March. If you use a prepayment meter, you will
probably be given a top-up voucher. Payment of a Warm Home Discount will
not affect your entitlement to a Winter Fuel Payment or Cold Weather
Payment.

5.5 Energy charitable trusts
Some energy suppliers have set up charitable trusts to help their customers
pay off debts if they are in financial difficulties, with particular focus on fuel
poverty. In some circumstances they may also give grants towards other
essential payments. Contact your provider to see if you can get help and
information on how to apply, or call the Citizens Advice consumer helpline
(see section 11).

6 Additional help
6.1 Priority Services Register
All gas and electricity suppliers are required as part of their licence conditions
to give priority services on request and without charge to people of
pensionable age, people with disabilities and the chronically sick.
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These services are:
 a meter-reading service on a quarterly basis if no one in the household is

able to read the meter themselves
 providing special controls and adapters if you have difficulty using your gas

and/or electricity appliances or reading your meter
 moving the meter, free of charge, to a more convenient position if you are

disabled and find it difficult to access or read your gas/electricity
prepayment meter
 sending a bill to a nominated third party for payment
 providing a unique password for you to confirm the identity of an electricity

or gas employee calling at your home
 providing information, including meter reading and bills, in a format suitable

for you if you are visually or hearing impaired and arranging suitable
facilities to enable you to make complaints or enquiries (eg, many
companies provide Braille and talking bills)
 priority service in getting your gas supply restored or providing necessary

arrangements for temporary heating and cooking facilities, provided that all
adults living in your home are eligible for the priority service
 if you rely on electricity to power medical equipment at home, advance

notice if your electricity supply will be interrupted for planned work.
For more information, contact your supplier or get advice from the Citizens
Advice consumer service (see section 11). If you have different suppliers for
your gas and electricity, you will need to contact both of them.
Note: Ofgem is proposing to make a number of changes to the Priority
Services Register scheme from March 2016. This would involve moving away
from standard eligibility criteria and towards a “needs-based model”, with
certain core safety-related services retained for people aged 75 and over.
See section 1 for more information.
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6.2 Saving money on heating oil bills
If you use oil to heat your home, you can save money on your heating bills by
getting together with other users in your area to form a ‘club’ and negotiating
with oil suppliers to get the best price on offer. You save money as your club
places one, bulk order and the supplier only needs to make one trip to your
area to make a delivery. Savings can amount to at least ten per cent a year
on individual heating bills.
For a club to work there needs to be a minimum number of local households
who want to join and someone who is willing to manage the negotiations.
Citizens Advice has information about setting up an oil club or how to join one
(see section 11).

7 Disconnection
It is very unusual to be disconnected if you fall behind with your energy bills
as all energy suppliers have to follow certain rules on how they should treat
customers who are having difficulty paying their bills.
You should contact your energy company immediately if you are threatened
with disconnection because you cannot pay your bills. You might be able to
agree payment arrangements for your arrears, or, if you have not been able
to manage a payment arrangement, you might be offered a pre-payment
meter (if safe and practical) as an alternative to disconnection.
The Citizens Advice website has more information and a template letter to
help you request a reduction to your repayments if you cannot afford what
they are asking you to pay. The Home Heat Helpline can help you to ensure
that, if you are in one of the groups of people who should get extra protection
from disconnection, you are not at risk of being cut off (see section 11).

7.1 Codes of practice
Both gas and electricity suppliers are obliged to publish codes of practice on
their policies for dealing with customers in arrears and when they will or will
not disconnect. They cannot disconnect you without first sending you a
disconnection notice and must give you at least 7 days’ notice in writing
before they disconnect you.
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Some suppliers will not disconnect certain groups of people at particular
times of the year. Other circumstances in which they might agree not to
disconnect include:
 If you agree and keep to a payment plan
 Where all the people in the household are of pensionable age they will not

disconnect between 1 October and 31 March unless it is clear that you
have sufficient money to pay
 If you suffer from long-term ill health or are disabled
 If you switched suppliers and the debt is owed to a previous supplier, the

previous supplier is not allowed to disconnect after the transfer took place
 If your debt is not for the used gas or electricity but for other products you

bought from the supplier (e.g. a new boiler)
 If you have been made bankrupt and your debt was accumulated before

the date of the bankruptcy order.
The codes of practice may also advise you of when a disconnection can be
delayed if you take action. For example, if you are over retirement age,
disabled or sick, it may be possible to delay disconnection, typically for 14 or
21 days, if you inform the fuel company that you are contacting the social
security office or the Social Services department for help.

7.2 Fuel direct
If you have a fuel debt and are receiving Pension Credit, Income Support,
income-related Employment and Support Allowance or income-based
Jobseeker’s Allowance, you may be able to avoid disconnection or get
reconnected by going on ‘fuel direct’. This means that some of your benefit is
paid direct to your energy company rather than you. Contact your Jobcentre
Plus for advice, or your pension centre if you are on Pension Credit.
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8 Problems with an energy provider or a landlord
If you have a complaint about your energy supplier, you should use its
complaints procedure in the first instance. If your complaint remains
unresolved within the period of time specified by the complaints procedure or
you cannot reach agreement with your supplier (you should ask them to
confirm this in writing if you have been speaking to them over the telephone),
then you can take your complaint to the Ombudsman Services: Energy (see
section 11).
If you need further advice, contact the Citizens Advice consumer helpline,
which can advise you how best to pursue your complaint (see section 11).
Some tenants pay their landlord for their electricity and gas. There is a
maximum price that landlords can charge tenants, called the Maximum
Resale Price. You should speak to an adviser if you think you are being
charged to much - contact the Citizens Advice consumer helpline for more
information (see section 11).

9 Gas and electricity safety
Electricity
Call the emergency number provided by your supplier if there is a power cut
or you suspect you have a problem with the external wiring. If you have a
problem with the wiring inside your home or any of your electrical appliances,
you will need to contact a qualified electrician to deal with it.
Gas
If you suspect you have a gas leak you should immediately phone the
National Grid Gas Emergency Service 0800 111 999 (free call, 24 hours a
day) and report it. An engineer will attend a gas leak free of charge. If the
leak is inside your house, the engineer will make the situation safe, either
disconnecting the dangerous appliance or, where necessary, disconnecting
the whole gas supply.
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You will then have to arrange for someone who is registered under the Gas
Safe scheme to come and do the necessary work. You must not reconnect
the appliance or gas supply until the work has been done. You can find
details of engineers who are registered with the Gas Safe Register in your
Yellow Pages or Thompson Local Directory, or on the website
www.gassaferegister.co.uk or by calling the Gas Safe Register on 0800 408
5500 (free call).
If you are a tenant and the faulty appliance is owned by your landlord, get in
touch with them as quickly as possible so that they can organise the
necessary repairs. For most tenants, your landlord will be legally required to
arrange for any gas appliances they provide to be checked annually for
safety. They must keep a record of these checks, which you can ask to see. If
you own any gas appliances in a rented property, it is your responsibility to
get these checked.
If you own your own home or have a lease with a fixed term of more than
seven years, you may qualify for a free annual safety check. These are
provided for people who are receiving means-tested benefits and are over
pension age, living with a disability and long-term health condition, living with
children, or living in a property which has not had a check for 12 months. The
check consists of a basic examination; it is not a substitute for regular
servicing. If you have mobile heaters that use liquefied petroleum gas you
should also have these serviced regularly.

10 Smart meters
The Government wants every home to have their old gas and electricity
meters replaced by smart meters by the end of 2020. The general rollout was
scheduled to start in 2015, with most suppliers beginning a full-scale rollout in
2016.
A smart meter measures the total energy used in the same way as a
traditional meter, but it will also tell you when you have used it and how much
it costs in pounds and pence. It has a communication capability, which
allows this data to be displayed on a device inside your home and read
remotely by your energy supplier. An in-home display (IHD) unit will be fitted
with the smart meter, which will provide up-to-date, real-time information on
your energy use. You will also be able to compare your current and past use.
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There are two main advantages of having a smart meter:
 Your smart meter can be read by your energy provider remotely so nobody

has to visit your home to read it
 Your bill will be more accurate as it will be based on the exact energy you

use, not on an estimate
If a smart meter is installed as part of the general rollout, you will not have to
pay for it upfront. The installation costs will be recovered through your energy
bills in the same way that we now pay for and maintain our present meters.
Note: Be aware that smart meters will make it possible to disconnect
customers ‘remotely’ without visiting their home. Ofgem has produced new
rules for energy suppliers so that they have to take all reasonable steps to
find out if anyone in the household is vulnerable before disconnecting them
and treat disconnections as a last resort. See section 7 for information about
disconnection and make sure that you have joined your supplier(s) Priority
Services scheme if you are eligible (see section 6.1).
See Ofgem’s website for more information on smart meters and Age UK’s
Factsheet 82, Switching energy supplier, for information on how switching
energy supplier might affect your smart meter if you have one.
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11 Useful organisations
Citizens Advice Bureau (CAB)
National network of advice centres offering free, confidential, independent
advice, face to face or by telephone.
In Wales there is a national phone advice service on 0344 477 2020. It is
available in some parts of England on 0344 411 1444. In Scotland, there is a
national phone advice service on 0808 800 9060.
To find details of your nearest CAB check your phone book, or in:
England or Wales, go to www.citizensadvice.org.uk
Northern Ireland, go to www.citizensadvice.co.uk
Scotland, go to www.cas.org.uk
Visit www.adviceguide.org.uk for online information
Department for Work and Pensions (DWP)
DWP administers pensions and benefits for older people through the Pension
Service (see below). For details of your local office check in the telephone
book under Pension Service, social security office, or ask at your local library
or advice centre.
Department of Energy and Climate Change (DECC)
DECC published a series of guides on the Green Deal that can be
downloaded from their website. They should also be able to provide you with
a list of Green Deal Providers, Installers and Assessors operating in your
area.
3 Whitehall Place, London, SW1A 2AW
Tel: 0300 060 4000
Website: www.gov.uk/government/organisations/department-of-energyclimate-change
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Energy Ombudsman
Independent body set up to resolve disputes between consumers and their
energy suppliers. Before you take your complaint to the ombudsman you
have to complain to your supplier first by following their complaints
procedure. The service is free to consumers.
PO Box 966, Warrington, WA4 9DF
Tel: 0300 440 1624
Website: www.energy-ombudsman.org.uk
Energy Saving Advice Service
Energy Saving Advice Service advises consumers on energy efficiency
schemes including the Green Deal. The line is delivered by the Energy
Saving Trust, which provides information on energy efficiency grants and
schemes that may be available in the area. The advice provided is free but
calls are charged at standard rate.
Tel: 0300 123 1234
Website: www.energysavingtrust.org.uk
Financial Ombudsman Services
FOS is an independent expert in settling complaints between consumers and
businesses providing financial services.
The Financial Ombudsman Service, Exchange Tower,
London E14 9SR
Consumer helpline on 0300 123 9123 or 0800 023 4567
Email: complaint.info@financial-ombudsman.org.uk
Website: www.financial-ombudsman.org.uk/
Foundations
The national co-ordinating body for home improvement agencies.
The Old Co-op Building11 Railway Street, Glossop, Derbyshire, SK13 7AG
Tel: 0300 124 0315
Email: info@foundations.uk.com
Website: www.foundations.uk.com
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Gas Safe Register
PO Box 6804, Basingstoke, RG24 4NB
Tel: 0800 408 5500
Email: enquiries@gassaferegister.co.uk
Website: www.gassaferegister.co.uk
Home Heat
Provides advice to vulnerable customers on keeping warm and reducing
energy costs that includes advice on payment methods, available grants and
benefits.
Tel: 0800 33 66 99
Website: www.homeheathelpline.org.uk
The Pension Service
For details of state pensions‚ including forecasts and how to claim your
pension.
Tel: 0800 731 7898
Textphone: 0800 731 7339
Website: https://www.gov.uk/contact-pension-service
Social Services
Your local social services department may be able to help in a number of
ways. If you are disconnected, it may be able to lend you heating, cooking
and lighting appliances. It may arrange for you to have short-stay daytime or
full-time care at a day centre or a care home if you are without heat and light
at home.
Your local social services department can be contacted through your county
council, Metropolitan or London borough, or unitary authority.

Factsheet 1  September 2015
Help with heating costs

26 of 29

12 Further information from Age UK
Age UK Information Materials
Age UK publishes a large number of free Information Guides and Factsheets
on a range of subjects including money and benefits, health, social care,
consumer issues, end of life, legal, employment and equality issues.
Whether you need information for yourself, a relative or a client our
information guides will help you find the answers you are looking for and
useful organisations who may be able to help. You can order as many copies
of guides as you need and organisations can place bulk orders.
Our factsheets provide detailed information if you are an adviser or you have
a specific problem.
Age UK Advice
Visit the Age UK website, www.ageuk.org.uk, or call Age UK Advice free on
0800 169 65 65 if you would like:
 further information about our full range of information products
 to order copies of any of our information materials
 to request information in large print and audio
 expert advice if you cannot find the information you need in this factsheet
 contact details for your nearest local Age UK

Factsheet 1  September 2015
Help with heating costs

27 of 29

Age UK
Age UK is the new force combining Age Concern and Help the Aged. We
provide advice and information for people in later life through our,
publications, online or by calling Age UK Advice.
Age UK Advice: 0800 169 65 65
Website: www.ageuk.org.uk
In Wales, contact:
Age Cymru: 0800 022 3444
Website: www.agecymru.org.uk
In Scotland, contact Age Scotland
by calling Silver Line Scotland: 0800 470 8090
(This line is provided jointly by Silver Line Scotland and Age Scotland.)
Website: www.agescotland.org.uk
In Northern Ireland, contact:
Age NI: 0808 808 7575
Website: www.ageni.org.uk
Support our work
Age UK is the largest provider of services to older people in the UK after the
NHS. We make a difference to the lives of thousands of older people through
local resources such as our befriending schemes, day centres and lunch
clubs; by distributing free information materials; and taking calls at Age UK
Advice on 0800 169 65 65.
If you would like to support our work by making a donation please call
Supporter Services on 0800 169 87 87 (8.30 am–5.30 pm) or visit
www.ageuk.org.uk/donate
Legal statement
Age UK is a charitable company limited by guarantee and registered in
England and Wales (registered charity number 1128267 and registered
company number 6825798). The registered address is Tavis House, 1-6
Tavistock Square, London, WD1H 9NA. Age UK and its subsidiary
companies and charities form the Age UK Group, dedicated to improving later
life.
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Disclaimer and copyright information
This factsheet has been prepared by Age UK and contains general advice
only which we hope will be of use to you. Nothing in this factsheet should be
construed as the giving of specific advice and it should not be relied on as a
basis for any decision or action. Neither Age UK nor any of its subsidiary
companies or charities accepts any liability arising from its use. We aim to
ensure the information is as up to date and accurate as possible, but please
be warned that certain areas are subject to change from time to time. Please
note that the inclusion of named agencies, websites, companies, products,
services or publications in this factsheet does not constitute a
recommendation or endorsement by Age UK or any of its subsidiary
companies or charities.
Every effort has been made to ensure that the information contained in this
factsheet is correct. However, things do change, so it is always a good idea
to seek expert advice on your personal situation.
© Age UK. All rights reserved.
This factsheet may be reproduced in whole or in part in unaltered form by
local Age UK’s with due acknowledgement to Age UK. No other reproduction
in any form is permitted without written permission from Age UK.
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