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This booklet is for people using energy in 

England, Scotland and Wales.  Unless we say 

so, the information can be used for all three 

countries.  The booklet was written by Ofgem, 

Citizens Advice and Citizens Advice Scotland.  

It is a guide to help you get the best deal from 

the company that you buy energy from.   

 

It also has information about the help that you can 

get from energy companies and the government.  

You can use this help if you find it difficult to pay 

your energy bills. 

 

The information in this booklet is right as of 

September 2017. 
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2. Where to go for help if you 

are finding it difficult to pay 

your energy bills or services  

 

How you can get extra free services 
 

The Priority Services Register is a list that some 

people can get on to make sure they get access 

to heating if something goes wrong.  If you are 

on this list you can get extra services for free if 

you: 

 

 Are at an age where you can get a pension 

 Are a disabled person  

 Are chronically sick, this means an illness 

that keeps coming and going 

 Find it hard to see or hear 

 Need this service for other reasons 
It is there to give extra support for people that 

need it most. 
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To get on the Priority Services Register you just 

need to get in touch with your energy company.  

You can find out how to get in touch with them by 

looking at your bill.  You can ask the company to 

pass on information about you, especially if you 

need your energy for medical reasons. 

 

If you have a different company for your gas and 

electricity, you need to get in touch with both.  If 

you change company you will need to do this 

again to get the service with the new company. 

 

Priority Service customers can get the following 

services from their energy company:  

 
Better access to your meter 

If you have a prepayment meter and cannot 

access it, you can ask for it to be moved or 

changed to a credit meter, this is a meter where 

you pay for what you have used the next month.  

In some cases, companies may ask you to pay 

for this. 

 

Where you cannot access your electricity or gas 

meter, you can arrange for the company to come 

and read this and tell you what the reading is. 
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Passwords 

Companies can agree a password that their 

staff use when they visit your home.  This is so 

that you know they are from the energy 

company.   

 

Bill nominee, this means sending your bill 

to someone else that you choose at another 

address  

Companies can get your bills sent to a friend, 

family or a carer so that they can deal with the 

payment.  They must agree for this to happen. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



7 
 

We will let you know when your energy will 

be cut off and we will give you support if this 

happens 

Energy companies know that some customers 

are more at risk than others when gas or 

electricity gets cut off.  People may be using the 

energy to: 

 

 Use medical equipment and equipment for 

getting around 

 Store medicines 

 Stay warm 

 

If you use your energy for these things then tell 

the company that brings you energy.  If they 

know about you, they will make a special effort 

to let you know if gas or electricity will be cut off 

for any reason in your area. 

 

If you are not old enough to get a pension, 

disabled or do not have a chronic sickness but 

you feel you need one of the services above 

you should still call your energy company to 

talk about this.  They may be able to help you. 
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Services for customers who find it difficult to hear 

or see 

Companies can give you large print, Braille and 

talking bills.  They must also make sure that you 

can make complaints and answer questions 

from these customers. 

 

To make sure you can get these extra 

services, get in touch with you energy 

company.  Remember that if you have two 

different companies for gas and electricity, you 

will need to get in touch with both. 

 

Free gas safety check 

This check is to make sure that all of the things 

that use gas in your home are safe and are not 

giving out dangerous gases like carbon 

monoxide.  You can get a free check each year 

from your energy company if you get benefits 

and: 

 

 Live alone and are at the age where you 

could get a pension, are disabled or have a 

chronic sickness 
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 Are at the age where you could get a 

pension, are disabled or have a chronic 

sickness and live with others who are at 

the age where they could get a pension, 

are disabled or have a chronic sickness or 

are under 18 

 

 Have a child under the age of five living in 

the  house 

 

If you are renting a home: 

 Your landlord must get a gas safety check 

each year 

 

If your bill is very high, get in touch with 

your gas or electricity company so that they 

can do a reading or you can give your own 

reading.  A very high bill might be because 

the meter was not read correctly.  It can 

also happen because bills before were an 

estimate and then the high bill is the real 

amount.   

 

 

 

Estimate: this means an amount that isn’t the exact 

amount but is a good guess using past information.   
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Energy companies will work with you if you are 

finding it difficult to pay your bills.  Always get 

in touch with them as soon as you can to find 

out how they can help. 

 

Managing your energy bills 

With some companies you can get other help.  

For example: 

 Money off your energy bill, for example to 

Warm Home Discount 

 

 Checks to make sure you are getting all of the 

benefits that you can get 

 

 Trust funds which give money for things like 

getting rid of debt or buying new energy 

efficient things, this means things that use 

less energy to work.  Get in touch with you 

energy company to see if they can help.   

 

You can also try getting in touch with Charis 

Grants or Auriga Services as they run the 

trust funds of many companies.  For more 

information go to: 

www.charisgrants.com and 

www.aurigaservices.co.uk 

 

http://www.charisgrants.com/
http://www.aurigaservices.co.uk/
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Paying back debt 

If you owe your energy company money, they 

must give a payment plan that you can afford.  

They must look at your situation and how you 

can pay.  For example, you could pay what 

you owe by: 

 

 Cash or cheque 

 Direct debit 

 Using a payment card 

 Using a prepayment meter  

 The Fuel Direct scheme, this is when the 

money for energy bills is taken straight from 

your benefits and is paid to the energy 

company 

 

 

 

 

Making sure your energy doesn’t get cut off 

If you let your energy bills get bigger and 

bigger, there is a risk that your energy 

company will cut you off.  Most energy 

companies will set up a prepayment meter 

instead of cutting you off.  However, if you are 

told that you will be cut off there are very 

strong rules about whether this is allowed. 

Scheme: this is a plan to make a change or make 

something better. 
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You cannot be cut off in the six months 

between October and March if you are at an 

age where you can get a pension and live 

alone or live with other people who are at an 

age where they can get a pension or are under 

18. 

 

If you have a person who is at the age where 

they can get a pension living with you, you 

should tell your energy company as they must 

take steps not to cut off your energy.  There 

are the same rules if there is someone who 

has a chronic sickness or who is disabled living 

in your home. 

 

The main energy companies – British Gas, 

SSE, E.ON, npower, EDF Energy and Scottish 

Power – have all said that if someone living in a 

home is any of the above then they will not cut 

off gas or electricity from these customers at 

risk at any time of the year.  You may be seen 

as at risk for reasons such as your age, health, 

disability or financial situation. 
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You cannot be cut off if: 

 You have a debt relief order, this means that 

your debt gets taken away because you 

have little money, do not own a home and 

would not be able to pay the debt back.  

This is like going bankrupt, but it is when 

you have a smaller amount of debt, up to 

£20,000 and do not have any more than 

£1,000.  The debt relief order must cover 

energy debts for you not to be cut off. 

 

 

 

 

 

 

 

 

If you live in Scotland and have a debt 

payment plan and energy bills are a part of 

this then get in touch with your debt advisor 

for advice.  Wherever you live, you could still 

get cut off if you build up new energy debts. 

 

 

 

Debt: this is money that you owe 

Going bankrupt: this is when you owe a lot of money 

and do not own a house anything that you can use to 

pay the money back.  When you go bankrupt all of your 

debts get taken away as you have no way of paying 

them back. 
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 You have been made bankrupt and the energy 

bill comes under the time before you went 

bankrupt 

 

 Your debt is owed to the company you were 

with before this one 

 

 The debt is not for the gas and electricity you 

have used but for some other service or thing 

that you have bought from your company 

 

 You have  a real issue or problem or argument 

going on with the energy company 

 

You can get help if the company has said they 

will cut you off or if you have actually been cut off.  

You can find out more by calling: 

 

 03454 04 05 06 for English language 

 03454 04 05 05 for Welsh language 

 For textphone dial 18001 followed by one of 

the two phone numbers above 
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Or visit your local Citizens Advice, you can find 

your nearest at: 

 www.citizensadvice.org.uk/about-us/howwe-provide-

advice/advice/ (in England and Wales) 

 Or www.cas.org.uk/bureaux (in Scotland) 

 

Help in winter 
You may be able to get help with energy costs 

with a Winter Fuel Payment or Cold Weather 

Payment. 

 

The Winter Fuel Payment is a payment you 

can get each year to help with costs of keeping 

warm in the winter.  Payments can be between 

£100 and £300 which the government decides 

by looking at your situation.   

 

Everyone who is at the age where they can get 

a pension or is older can get this help.  If you 

think that you might be able to get this help and 

are not getting it, you can call the Winter Fuel 

Payment helpline on 03459 15 15 15 or find out 

more by going to the website below: 

https://www.gov.uk/winter-fuel-payment 

 

 

http://www.citizensadvice.org.uk/about-us/howwe-provide-advice/advice/
http://www.citizensadvice.org.uk/about-us/howwe-provide-advice/advice/
http://www.cas.org.uk/bureaux
https://www.gov.uk/winter-fuel-payment
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Cold Weather Payments help homes in areas 

that have gone through very cold weather.  The 

Department for Work and Pensions will pay £25 

for each 7 day amount of time between the 

beginning of November and the end of March 

when average local temperatures are zero 

degrees Celsius or lower.  This must be over 7 

days in a row.   

 

To get this you must get certain benefits and be 

at an age where you can get a pension or be 

disabled or have a child under 5 years old.  To 

find out more get in touch with Citizens Advice 

or go to: 

https://www.gov.uk/cold-weather-payment 

 

Check if your last company owes you 

money 
When you move to a different energy company 

or move house, your energy company should 

pay you back any money that they owe you.  

This is money that you have already paid for 

energy that you did not end up using. 

 

 

 

https://www.gov.uk/cold-weather-payment
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When you close your account, the company must 

send you a statement which will tell you if they 

owe you money or if you owe them money.  Some 

companies do not always do this, so it is good to 

get in touch to see if they owe you money. 

 

To find out if the company you had before owes 

you money there is now a ‘My Energy Credit’ 

helpline 0370 737 7770 or go to 

www.myenergycredit.com 

 

Dealing with problems with your energy 

company 
If you think that your company has done 

something wrong you should first tell them about 

the problem and ask them to put it right.  You can 

find information about how to get in touch with 

them on your bill or energy statement. 

 

If the problem is not dealt with quickly enough, 

you should make a complaint to your company.  

Information about where to send this will be on 

your bill or statement.   

 

 

 

http://www.myenergycredit.com/
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If you need help making your complaint you 

can get in touch with Citizens Advice on: 

 

 03454 04 05 06 for English language 

 03454 04 05 05 for Welsh language 

 For textphone dial 18001 followed by one of 

the two phone numbers above 

 

Your company should deal with the complaint or 

send you a ‘deadlock letter’, this is a letter 

saying that there is not more that they can do.  If 

you get a deadlock letter or you have been 

waiting for the complaint to be dealt with for 

more than 8 weeks, you can take your complaint 

to the independent Energy Ombudsman.  

 

 

 

 

 

 

 

They will make a decision which the company 

must then agree to.  You can call them on 

0330 440 1624 or go to their website at: 

www.ombudsman-services.org/energy 

  

Independent Energy Ombudsman: this is a 

government organisation that a person can make a 

complaint to.  This organisation is used when a person 

thinks that an organisation or company has done 

something in an unfair way or given a bad service. 

 

 

http://www.ombudsman-services.org/energy
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Remember, if you have not has a deadlock 

letter and it is less than 8 weeks since you 

made the complaint, the Ombudsman cannot 

do anything about the complaint yet. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



20 
 

3. How to save money and use less 

energy in your home 

 

Where to find help 

 
Warm Home Discount scheme: this means you get 

money of your bill so that you can keep your house 

warm in cold weather 

Electricity companies that are taking part take 

£140 off your electricity bill.  You will get this 

money taken off your bill if on 9
th
 July 2017 all of 

the following is true: 

 

 Your electricity company was part of the Warm 

Home Discount scheme 

 Your name or your partner’s name was on the 

bill 

 You were getting the guarantee credit part of 

the pension credit, this is money that you get to 

top up the amount of money coming in when 

you are at the age when you can get your 

pension 
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You may also be able to get the Warm Home 

Discount if you have a low amount of money 

coming in each month or if you get other 

benefits. 

 

To see if you can get this, call your electricity 

company or go to: 

 

 https://www.citizensadvice.org.uk/consumer/energy/

energy-supply/ 

 www.gov.uk/the-warm-home-discount-scheme/what-

youll-get  

 

Schemes to make better use of energy 

and save money 
There are government schemes that can help 

you save money by bringing down the amount 

of energy you waste in your home.  The main 

schemes are: 

 

Energy Companies Obligation 
This scheme gives money to people on certain 

benefits across Great Britain for them to make 

changes to their homes which make them use 

energy in a better way.   

https://www.citizensadvice.org.uk/consumer/energy/energy-supply/
https://www.citizensadvice.org.uk/consumer/energy/energy-supply/
http://www.gov.uk/the-warm-home-discount-scheme/what-youll-get
http://www.gov.uk/the-warm-home-discount-scheme/what-youll-get
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For example, putting in better boilers and better 

insulation, this is what goes into the walls to make 

sure that heat stays in and cold stays out.  Some 

people not on certain benefits may still get money 

off for insulation.  This scheme is run by the energy 

companies who each have different rules for the 

help they give. 

 

This is the biggest pot of money for help with 

heating and insulation, but there are also some 

other pots of money at a local level. 

 

Find out more in England and Wales by calling 

the Energy Saving Advice Service for advice and 

to see if you can get help on 0300 123 1234.  

Your local Citizens Advice might also be able to 

help.  Find out more in Scotland by calling Home 

Energy Scotland on 0808 808 2282. 

 

Nest – Wales only 
Nest is the Welsh Government’s scheme to help 

people in Wales bring down their energy bills.  

Nest can help you save energy, make your home 

use energy in a better way, check whether you 

can get benefits and give you advice on money 

management.   
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You could also get free things done in your home 

so that it uses energy in a better way if: 

 

 You get benefits that are given to you because 

of how much money you have coming in, these 

can be called means-tested benefits, such as 

child tax credit 

 You live in a home that you own or rent 

 Your home is rated E, F or G for the way it uses 

energy.  These are usually older, bigger homes. 

For more information get in touch with Nest on 

0808 808 2244 or go to their website at: 

www.nestwales.org.uk 

 

Home Energy Efficiency Programme 

Scotland – Scotland only 
This is the Scottish Government’s scheme to help 

people bring down their energy bills and make 

their homes use energy in a better way.   

 

 

 

 

 

 

 

http://www.nestwales.org.uk/
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The schemes that come under this are: 

 

Area Based Schemes      

These schemes are local to your area and are 

run by local authorities.  They are there to give 

help to people that do not have enough money 

to pay for energy; this can be called fuel 

poverty.  These schemes are paid for in part by 

the Scottish Government and in part through 

the Energy Companies Obligation.    

 

Things that can be done using this money are 

getting better insulation and putting in heating 

systems.  To find out if your house could use 

this support please call 0808 808 2282. 

 

Warmer Homes Scotland 

This is there to help people at risk, to make their 

homes warmer and nice to live in by doing a 

number of energy saving things.  The Scottish 

Government gives support to people who own 

their homes or who are renting that find it difficult 

to heat their homes.  They must have lived in 

their home for 12 months, as well as other 

things.   
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For more information about this scheme and to 

check if you can use it, please get in touch with 

Home Energy Scotland on 0808 808 2282 and an 

energy advisor will be happy to help. 

 

The house will be checked, this can be called a 

survey.  Using the information from this survey they 

will decide what support they can give you.  If you 

have had support from the Government like this 

before, you can still apply for Warmer Homes Scotland.   

 

They will offer a number of things such as insulation 

and changes to the heating.  In most cases the 

Scottish Government will pay for this. 

 

In some cases customers will need to pay some 

money towards the changes made.  This is if the 

changes are more expensive such as solid wall 

insulation.   

 

If you rent, then the landlord, who is the owner of 

the place that you live in will be told about the 

changes.  They will be told about what the 

Scottish Government will pay for and what the 

landlord may have to pay for.  The landlord must 

say that they are happy for the changes to be 

made before any of the changes are made.   
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Home Energy Scotland Loan 

This loan helps people to make savings on their 

energy and money savings.  With this loan the 

person does not have to pay interest, interest is 

the extra money that you pay for being able to 

borrow the money.  It is paid for by the Scottish 

Government and people can apply now.   

 

People who own homes can get a loan of up to 

£32,500 for each home in Scotland.  This can 

cover up to £17,500 to put in a renewable 

energy system, this is energy that comes from 

things like the sun, wind or water.  For a short 

amount of time people can also get cash grants 

to do this. 

  

Only Home Energy Scotland can get the 

application form sent to you.  You must get in 

touch with Home Energy Scotland yourself to get 

advice about your home.  This is so that you can 

make the best decision for you.  Other people, 

for example people fitting heaters or letting 

agents who rent out houses, cannot apply for 

you.  Work must not start until you get a loan 

offer in writing. 
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All applications will go through credit checks, 

this is a check to see how much money you owe 

and whether you have paid back loans in the 

past.  They will also check if you have the 

money to be able to pay back any loan.   

 

People who get the loan offer and then go on to 

get the money will need to pay an extra 1.5% of 

the total loan for admin.  This can be no more 

than £150 for each application.  People in 

Scotland who live in a house, own a house and 

some landlords can apply for this money. 

 

Landlords can apply for up to 3 houses which 

must have one or more people living there or 

they must have people there within 30 days of 

when the loan was paid. The loan is only for 

landlords who work on their own and are not part 

of a business.  Businesses that own and rent out 

houses cannot get funding under this scheme 

but may be able to get support under the Small 

and Medium Enterprise Loan Scheme. 

    

 

 

 

Small and Medium Enterprise: these are small and 

medium businesses. 
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Loans must be used to make buildings that are 

already being used as homes, better.  New 

buildings that are being built by people can also 

get support but only for putting in place systems 

that use renewable energy. 

 

Tips for saving energy 
There are many things you can do to cut your 

energy bills and make sure that your house 

uses energy in a better way. 

 

You can speak to your energy company or for 

independent advice get in touch with the 

Energy Saving Trust (England and Wales) on 

0300 123 1234 or Home Energy Scotland on 

0808 808 2282.  Or go to:  

www.gov.uk/energy-grants-calculator 

 

 

  

 

 

 

 

 

 

 

Independent advice:  this means advice that is there 

to help you make the best decision for you.  The people 

who give you advice do not have links with energy 

companies and will give you all the information you 

need to make a decision. 

 

 

http://www.gov.uk/energy-grants-calculator
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Top tips for saving energy: 
1. If you have a timer on your heating, set it to 

come on only when you need it.  For example 

set it to start 30 minutes before you get up in 

the morning and to switch off 30 minutes 

before you leave or go to bed 

 

2. If you have a hot water tank, set it to 60 

degrees Celsius or 140 degrees Fahrenheit.  

You will find the thermostat, which is what 

sets the temperature between a quarter and 

third of the way up to hot water tank 

 

3. Close your curtains when the sun is going 

down, to stop the heat getting out through the 

windows.  Check if you can feel cold air 

around the windows and doors.  Sometimes 

you can block the cold air coming in and the 

warm air going out 

 

4. Always turn the light off when you leave a 

room 

 

5. Don’t leave things turned on standby and 

remember not to leave laptops and mobile 

phones on charge when they do not need to 

be 
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6. When you are doing the washing, try to fill 

up the machine, tumble dryer or dishwasher.  

One full load uses less energy than two half 

loads 

 

7. Try to make sure that you only boil as much 

water as you need 

 

8. A dripping hot water tap can waste enough 

energy in a week to half fill a bath with hot 

water. Fix leaking taps and make sure they 

are turned off 

 

9. Think about getting a smart meter and  

in-home display, this gives you more 

information about the energy that you use.  

Your energy company will ask you if you want 

one.  This will help you see how much energy 

you are using and how you may be able to 

save energy and money.  The government 

wants all houses to have a smart meter by 

2020  
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10. Do a home energy check to find out about 

savings of up to £250 a year on energy bills.  

Visit the Energy Savings Trust home energy 

check at: 

 www.energysavingtrust.org.uk/domestic/home-

energy-check in England and Wales  

 www.energysavingtrust.org.uk/domestic/homee

nergy-check-scotland  in Scotland.  

 

Use this check to get a full report with 

information about the energy you use in 

your home and the savings you could make 

 

Getting the best deal and dealing with a 

big bill – John’s Story 
 

Names in this story have been changed. 

 

John is 61 years old and he works full time.  He 

lives with his wife in a 3 bedroom house.  They 

have a mortgage, this means they used a loan 

to buy their house and they pay the loan every 

month.   

 

 

http://www.energysavingtrust.org.uk/domestic/home-energy-check
http://www.energysavingtrust.org.uk/domestic/home-energy-check
http://www.energysavingtrust.org.uk/domestic/homeenergy-check-scotland
http://www.energysavingtrust.org.uk/domestic/homeenergy-check-scotland
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John and his wife have been paying £114 each 

month for their gas and electricity.  It was a bit 

higher last winter.  John got a bill in the New Year 

for £873 and the company also asked to bring the 

amount they pay each month up to £224. 

 

John told the company that his use of gas and 

electricity has not gone up lately and he didn’t 

understand how the bill could be so high.   

 

He had paid an extra £200 over the last months 

so he was in credit; this means that the company 

owes him money.  All of a sudden with this bill he 

was now in debt.  John went to his local Citizens 

Advice to try and get to the bottom of the issue. 

 

When John spoke to the energy company about 

the bill, he was told that his energy use was 

normal for the size of the house he was living in.  

He was told that the bill was correct.   

 

Citizens Advice supported John to look into this 

and they told the energy company to hold off on 

any action until the issue was dealt with.  After a 

lot of communication the company realised they 

had made a mistake and said they would send 

John a new bill.   
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John got a new bill which was £1,200 less than 

before.  John was now in credit of £300, this 

means that the energy company owes John 

£300.  The local Citizens Advice helped John to 

change company, which meant another saving 

of £330.   

 

John managed to save £1,530 from the two 

meetings with his local Citizens Advice and part 

of the Energy Best Deal extra project.  He was 

very happy with this. 

 

The local Citizens Advice Energy Champion had 

a follow up call with John 4 weeks later.  John 

was very happy with everything that had been 

done.   

 

He said that before his Energy Best Deal extra 

meetings, he didn’t know what could be done to 

make his situation better.  This has now changed 

and he felt much more confident about dealing 

with this sort of issue in the future. 
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Energy companies 

contact numbers 
 

Affect 

Website: affectenergy.com 

Customer Service: 0330 606 2672 

 

Avro  

Website: avroenergy.co.uk 

Customer Service: 0800 680 0795 or 0330 088 5754 

 

Bristol Energy 

Website: bristol-energy.co.uk 

Customer Service: 0808 281 2222 

 

 

British Gas (including customers of Scottish Gas) 

Website: britishgas.co.uk 

Customer Service: 0800 048 0202 

Cheaper from mobile: 0330 100 0303 prepay 

Warm Home Discount: 0800 072 8625 credit, 0800 294 

8604 prepay 
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Better Energy (gas only) 

Website: betterenergy.org.uk 

Customer Service: 0115 846 0438* 

Warm Home Discount: Not part of the scheme 

 

Bulb 

Website: bulb.co.uk 

Customer Service: 300 303 0635 

 

Cardiff Energy Supply Ltd (CESL) 

Website: cesl.me 

Customer Service: 0292 132 1191 

 

Co-operative Energy 

Website: operativeenergy .coop 

Customer Service: 0800 954 0693 

Cheaper from mobile: 01926 516152 

Warm Home Discount: 0800 954 0693 
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daligas (gas only) 

Website: daligas.co.uk 

Customer Service: 0800 111 4568 

Warm Home Discount: Not part of the scheme 

 

Ebico 

Website: ebico.org.uk 

Customer Service: 0800 028 6699 

Warm Home Discount: 0800 300 111 

 

E  

Website: e-uk.com 

Customer Service: 0333 103 9575 

 

Economy Energy 

Website: economyenergy.co.uk 

Customer Service: 0333 103 9053 

Warm Home Discount: Not part of the scheme 
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Ecotricity 

Website: ecotricity.co.uk 

Customer Service: 0800 030 2302 

Cheaper from mobile: 01453 761482 

Warm Home Discount: Not part of the scheme 

 

EDF Energy (also customers of Seeboard and 

SWEB) 

Website: edfenergy.com 

Customer Service: 0800 096 9966 

Cheaper from mobile: 0113 820 7117 

Warm Home Discount: 0808 101 4130 

 

Extra Energy 

Website: extraenergy.com 

Customer Service: 0800 953 4744 

Cheaper from mobile: 0330 303 4774 

Warm Home Discount: Not part of the scheme 

 

E.ON  

Website: eonenergy.com 

Customer Service: 0345 059 9905* 

Warm Home Discount: 0345 052 0000* 
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First Utility  

Website: first-utility.com 

Customer Service: 0192 632 0700* 

Warm Home Discount: 0800 138 3342 

 

Flow  

Website: flowenergy.uk.com/ 

Customer Service: 0800 092 0202 

 

Future  

Website: future-energy.com 

Customer Service: 0800 158 5451 

 

GB Energy  

Website: gbenergysupply.co.uk/ 

Customer Service: 0800 644 4451 

 

Gnergy  

Website: gnergy.co.uk  

Customer Service: 0125 249 4141 
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Go Effortless 

Website: goeffortless.co.uk 

Customer Service: 03333 444109, 

contact@goeffortless. co.uk 

Cheaper from mobile: 0330 303 4774 

Warm Home Discount: 0800 138 3342 

 

Good Energy 

Website: goodenergy.co.uk 

Customer Service: 0800 254 0000 

Cheaper from mobile: 01249 766090 

Warm Home Discount: Not part of the scheme 

 

Green Energy 

Website: greenenergy.uk.com 

Customer Service: 0800 783 8851 

Cheaper from mobile: 01920 486 156 

Warm Home Discount: Not part of the scheme 
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Green Star 

Website: mygreenstarenergy.uk.com 

Customer Service: 0800 012 4510 

Cheaper from mobile: 033 0088 1619 

Warm Home Discount: Not part of the scheme 

  

Iresa 

Website: iresa.co.uk/ 

Customer Service: 0115 727 0982 

Cheaper from mobile: 08004 337 812 

 

Isupply energy 

Website: isupplyenergy.co.uk/ 

Customer Service: 0330 202 0298 

 

Solarplicity Asset Limited (electricity only) 

Website: solarplicity.com 

Customer Service: 0333 0044666 

Cheaper from mobile:0203 582 3667 or 0330 124 1500 

Warm Home Discount: Not part of the scheme 
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M&S Energy (in association with SSE) 

Website: mandsenergy.com 

Customer Service: 0345 078 3208 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 300 111 

 

National Gas 

Website: nationalgas.org.uk 

Customer Service: 0303 031 1200 

Cheaper from mobile: 01905 380 201 

 

npower  

Website: npower.com 

Customer Service: 0800 316 9952 

Cheaper from mobile:0330 100 8632 or 0330 100 8625 

Warm Home Discount: 0800 980 5525 

 

Octopus 

Website: octopus.energy 

Customer Service: 0330 808 1080 

Cheaper from mobile: 0808 164 1088 
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Our power 

Website: our-power.co.uk 

Customer Service: 0808 168 4534 

 

OVO Energy 

Website: ovoenergy.com 

Customer Service: 0800 599 9440 or 08004 086 610 

Cheaper from mobile: 01179 303 100 

Warm Home Discount: Not part of the scheme 

 

Places for People 

Website: pfpenergy.co.uk/ 

Customer Service: 01772 395 777 

 

Robin hood  

Website: robinhoodenergy.co.uk 

Customer Service: 0800 030 4567 
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Sainsbury’s Energy (in association with British 

Gas) 

Website: sainsburysenergy .com 

Customer Service: 0800 316 0316 or 0800 107 1879* 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 077 3827 

 

Scottish Power (including Manweb) 

Website: scottishpower.co.uk 

Customer Service: 0800 027 0072 

Cheaper from mobile: 0345 270 0700 

Warm Home Discount: 0800 027 0072 

 

SO  

Website: so.energy  

Customer Service: 0330 111 5050 

 

Spark Energy 

Website: sparkenergy.co.uk 

Customer Service: 0345 034 7474* 

Warm Home Discount: Not part of the scheme 
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SSE  

Website: sse.co.uk 

Customer Service: 03450 262 658 or 0345 026 7036* 

Cheaper from mobile: 0345 071 9710 

Warm Home Discount: 0800 300 111 

 

SSE Atlantic 

Website: atlantic.co.uk 

Customer Service: 0345 026 0657 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 300 111 

 

SSE Scottish Hydro 

Website: hydro.co.uk 

Customer Service: 0345 026 0655 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 300 111 
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SSE Southern Electric 

Website: southern-electric.co.uk 

Customer Service: 03450 260 654 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 300 111 

 

SSE SWALEC 

Website: swalec.co.uk 

Customer Service: 03450 260 656 

Cheaper from mobile: Not available 

Warm Home Discount: 0800 300 111 

 

Utilita 

Website: utilita.co.uk 

Customer Service: 0345 207 2000 

Cheaper from mobile: 01962 397 097 

Warm Home Discount: Not part of the scheme 

 

Utility Warehouse (owned by Telecom Plus) 

Website: utilitywarehouse. co.uk 

Customer Service: 0333 777 3212 

Cheaper from mobile: Not available 
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Zog Energy (gas only) 

Website: zogenergy.com 

Customer Service: 0330 440 1624 

Cheaper from mobile: Not available 

Warm Home Discount: Not part of the scheme 

 

* Numbers starting with 01 or 02 usually cost up 

to 9p per minute if you call from a landline; calls 

from mobiles cost between 8p and 40p per 

minute.   

 

Most companies have call packages that give 

free calls at certain times of the day. Numbers 

starting with 03 cost no more than calls to 01 or 

02 numbers. Calls to 03 numbers from landlines 

and mobiles are part of free call packages. 
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Other useful contact numbers 

 

All over the UK  

Citizens Advice consumer service 

 03454 04 05 06 for English language 

 03454 04 05 05 for Welsh language 

 For textphone dial 18001 followed by one of 

the two phone numbers above 

 

Winter Fuel Payments helpline 03459 15 15 15 

 

Energy Saving Advice Service 0300 123 1234 

 

There are also lots of useful fact sheets about 

making your home warmer and saving money on 

your energy bills on these websites:  

Centre for Sustainable Energy: www.cse.org.uk  

National Energy Action: www.nea.org.uk  

 

Scotland  

Home Energy Scotland 0808 808 2282 

 

Wales  

Nest 0808 808 2244 

http://www.cse.org.uk/
http://www.nea.org.uk/
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Although we have taken care to make sure that 

the information is full and correct, Citizens 

Advice takes no responsibility.  The person using 

this information must agree that this information 

may change and they will not be told.   

 

In line with the law, Citizens Advice does not take 

responsibility for any claim, loss or damages that 

come out of information in this document and the 

way that it is understood.   

 

Copyright © 2017 Citizens Advice. All rights 

reserved. Any reproduction of part or all of this 

information in any form is not allowed except 

when there is written permission of Citizens 

Advice. All photos posed by models. 

 

Citizens Advice is an operating name of the 

National Association of Citizens Advice 

Bureaux, Charity registration number 279057. 

VAT number 726020276. Company Limited by 

Guarantee. Registered number 1436945 

England. Registered office: Citizens Advice, 3rd 

Floor North, 200 Aldersgate Street, London, 

EC1A 4HD. 
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Energy Best Deal is a consumer campaign run 

by Citizens Advice and its partners in England, 

Scotland and Wales. It offers household 

energy consumers and frontline advice 

workers (both paid and volunteers) the chance 

to go to an information session on getting a 

better deal on their energy bills. Ofgem has 

supported the campaign since its launch in 

2008. 

 

The 2017/18 Energy Best Deal campaign is 

funded by EDF Energy; First Utility; 

ScottishPower; SSE; Utility Warehouse. 

citizensadvice.org.uk ofgem.gov.uk 

 


