DEALING WITH
ENERGY BILL DEBT

National Energy Action is the national charity, helping
you with your energy bills. This leaflet helps if you owe your
gas or electricity supplier money.
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YOU'RE NOT ALONE — HELP IS HERE

Energy debt is a serious problem for millions of households across the
UK. It's important to understand that anyone can fall into energy debt.
Though debt can be frightening, there is support available for you.
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GETTING FINANCIAL HELP

, it can be difficult
to know where to get help you can trust. The Money
Helper website has a list of free debt advice services that
may be able to help you.

r You
might be able to get help from a charitable trust or your
energy company to help you pay off the debt.

, a service that can alert you to possible grants
available, depending on your circumstances.

— millions of pounds go
unclaimed each year, so it is worth taking 10 minutes to
check.

WHAT ARE MY RIGHTS AS AN ENERGY CUSTOMER?

What if I can’t afford my energy bills?

e Talk to your supplier as soon as you can, and tell them

you're struggling

e Ask about an affordable payment arrangement

e Ask about what kind of payment method may work for you
For more information: https://www.ofgem.gov.uk/information-
consumers/energy-advice-households/getting-help-if-you-
cant-afford-your-energy-bills




WHAT RULES MUST MY SUPPLIER FOLLOW?

e They should get in touch with you if they notice you
falling behind - this can be via email, letter, or via phone
e They should try and understand your circumstances
e They must set any repayment plans based on what
you can afford
e They must make sure you understand the arrangement
e They should get in touch if you fall behind again
For more information, please see the Standard Licence Conditions
for energy suppliers. https://www.ofgem.gov.uk/publications/
introduction-supply-licences

RULES AROUND PREPAYMENT METERS

Ofgem rules protect customers in debt where a supplier wants to
install a prepayment meter.
If you or someone in your household is:

e Dependent on energy for medical equipment

e Over the age of 75 or under the age of five

e Dealing with physical or mental health conditions

e Facing any other difficulties in the home
Tell your supplier and they will check if a prepayment meter is
suitable for you. For more information: https://www.ofgem.
gov.uk/publications/new-rules-installing-involuntary-
prepayment-meters

NATIONAL ENERGY ACTION'S
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National Energy Action is the national fuel poverty charity,
helping everyone to have a warm, safe and healthy home.
Go to www.nea.org.uk
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