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Making life a little easier for customers who need extra help We’re very aware of our responsibilities towards our more vulnerable customers. Supporting those most in need is crucial to making a difference during these difficult economic times. Through working with charities, our partners and employees, we support those who need help most. Helping vulnerable households This booklet gives an overview of the support available to our energy customers who are most in need. If you would like to register for any of the services offered in this booklet, please call us on 0800 072 8625 (0800 294 8604 if you are a Pay As You Go Energy™ customer). If you have a textphone, call 18001 0800 072 8626.



Keeping you supplied



Who we can help We offer extra support to our energy customers who are either: • aged 60 or over; or • disabled or living with a chronic illness; or • receiving means-tested benefits (benefits that depend on your income) and a child under the age of five lives in your home.



We aim to identify vulnerable customers so we can make sure their energy supply is not interrupted. And we’ll never knowingly disconnect a vulnerable customer. So please tell us if anyone in your home relies on electrical medical equipment, such as dialysis or breathing support machine. We can then give you notice if we need to interrupt your electricity supply. If your gas supply is going to be disrupted we may be able to arrange for your gas network operator (the company that brings the gas to your home) to offer you other arrangements for heating and cooking.



Knock, knock – get a secure password and know who’s outside your door If you’re concerned about opening the door to strangers, but have an appointment for someone from British Gas to call, our password security system can help. All you have to do is choose a memorable word, and let us know what it is by calling us on 0800 072 8625 (0800 294 8604 if you are a Pay As You Go Energy™ customer). We’ll then arrange for anyone visiting you on our behalf to use this password when they come to your home. Also, all our employees and people working for us will show you an identity card when they visit. Sometimes, meter readers or operators may call unexpectedly. If you have any concerns, please call us to check that the person outside your door is who they say they are. People acting for us are more than happy for you to check and will not be offended, or go away, while you do. So please stay safe, and call if you’re not sure.



Moving your meter – to make things easier for you It’s important that you can read your meter easily. So if you have a physical condition that makes it difficult for you to reach your meter, we may be able to move it to somewhere better.



Meter-reading services We may be able to provide a service to read your meter every three months (if nobody living in your home can read the meter). To register for this service please call 0800 072 8625.



To give us your gas or electricity meter reading: •  phone us on 0800 107 0224; •  visit our website at britishgas.co.uk; or •  write to us at: British Gas PO Box 4805 Worthing BN11 9QW.



Stay safe – get a free gas-safety check Under normal circumstances, gas is a safe fuel. But it can be dangerous if you have a faulty appliance or a gas leak. For your peace of mind, we offer free gas-safety checks to certain vulnerable groups. The box opposite shows who qualifies for this. What the check covers We’ll look at your gas supply and appliances and make sure that they’re safe to use. We’ll also carry out a detailed check of all free-standing gas fires, appliances and fittings. But please remember, you should still have your gas appliances serviced regularly. This helps keep them safe and working efficiently as they get older.



Am I eligible for a free gas-safety check? You can receive a free gas-safety check every year if you have not had a gas-safety check in your household in the last 12 months, a landlord is not responsible for carrying out a gas-safety check and any of the following apply. •  Everyone who lives in your home: – is over 60; or – is disabled; or – everyone you live with is under 18. • You receive means-tested benefits (benefits that depend on your income) and a child under the age of five lives in your home. Call us on 0800 072 8625.



Discount scheme to help with your energy bills The Warm Home Discount Scheme is a five-year programme that is running from April 2011 to March 2016 to help low-income and vulnerable households with energy costs. It is a programme run by the Government and energy suppliers to give customers a one-off payment towards their electricity bill. Customers that may be eligible include the elderly, those living in low-income households, and those living with long-term illnesses. If you would like to speak to us about the Warm Home Discount Scheme, please call 0800 072 8625 (0800 294 8604 if you are a Pay As You Go Energy™ customer). If you have a textphone, call 18001 0800 072 8626.



Expert advice on benefits you might be missing out on We can help you identify state benefits that might be available to you. We can give you a free benefit assessment and let you know which agencies may be able to give you further help.



If you need someone else to receive your bills, just let us know If you join our Nominee Scheme we can send your bills to a neighbour, friend or relative who has agreed to receive them for you. This can be useful if you will be away from home for a while (for example, if you will be in hospital for a long time).



Financial support and advice – for customers struggling to cope with their bills If you are having financial difficulties, you should contact an independent agency which can help, such as Citizens Advice and National Debtline. If you are having difficulties paying our bills, our payment team may be able to help. Just call them free on 0800 048 0404 (18001 0800 072 8626 if you use a textphone). We may be able to: •  arrange for you to pay what you owe in instalments; •  switch you to a more suitable tariff or payment method, such as direct debit; •  fit a pay-as-you-go meter; •  collect a weekly amount direct from your state benefits (under the Fuel Direct scheme); •  give advice on how to reduce the amount of energy you use; and •  let you know about the support available through the British Gas Energy Trust.



We can help you use less energy Making sure your home is energy efficient is essential to saving money in your home. We offer an Energy Savers Report. This also includes an Energy Planner that shows how you can save energy. To find out more, visit britishgas.co.uk/ee or call us free on 0800 072 8629. (We may record and monitor calls for customer-care purposes.)



Access to specialist energy-efficiency advice and products For more information about improving energy efficiency in your home, call our Energy Efficiency Advice Line on 0800 072 8629 or visit britishgas.co.uk/ee



Other places you can get help



Working with British Gas Energy Trust The British Gas Energy Trust is an independent charity that gives grants to help households with energy debts. The trust can also give support with ‘further assistance payments’ for things such as appliances, boiler repairs or replacements, funeral expenses and other household debts. To find out more, visit britishgasenergytrust.org.uk or call the British Gas Energy Trust direct on 01733 421 060. This phone line is available 24 hours a day and you will be able to follow steps to ask for an application form.



Working in Partnership with Shelter Shelter is a charity that works to reduce the distress caused by bad housing and inadequate living conditions. Shelter provides free, confidential advice to people with all kinds of housing problems. For more information, visit shelter.org.uk/advice or call on 0808 800 4444.



Home Heat Helpline If you’re worried about paying your heating bills, or need some easy-to-understand advice on how to save energy, the Home Heat Helpline is available to lend a hand. It is run by the Energy UK and is funded by British Gas and other major energy suppliers.



Did you know about this quick money saver? If we supply both gas and electricity to your home, we will give you a Dual Fuel discount that will be taken off your bill.



Home Heat Helpline: 0800 336 699 Lines are open between 9am and 8pm Monday to Friday, and between 10am and 2pm on Saturdays.



Benefits Enquiry Line The Benefits Enquiry Line gives disabled people and carers advice and information on available benefits. Benefits Enquiry Line: 0800 882 200 Textphone: 0800 243 355 Lines are open between 8.30am and 6.30pm Monday to Friday, and between 9am and 1pm on Saturdays.



Citizens Advice Please see The Phone Book for details of your nearest citizens advice bureau, or visit citizensadvice.org.uk.



National Debtline The National Debtline is a free, confidential and independent phone service. National Debtline: 0808 808 4000 Lines are open between 9am and 9pm Monday to Friday, and between 9am and 1pm on Saturdays.



Accessibility for all – get the information you need in the way you want it • If you have difficulty reading your gas and electricity bills or letters, call us on 0800 072 8625 (0800 294 8604 if you are a Pay As You Go Energy™ customer). We can send them to you in large print, in Braille, or as an audio version. Or, if you’d prefer, one of our team can call you to update you on your latest bill with our ‘Talking Bill’ service. •  If you’re hard of hearing or have speech problems and use a textphone, you can call us on 18001 0800 072 8626. •  If you would like to speak to us in a language other than English, tell us when you call and we’ll arrange for an interpreter to help.



How to contact us Phone: 0800 072 8625 (0800 294 8604 if you are a Pay As You Go Energy™ customer) General enquiries: 0800 048 0202 Energy Efficiency Advice Line: 0800 072 8629



Emergency numbers Gas leaks Phone: 0800 111 999 Textphone: 18001 0800 371 787



Power cuts Phone your local electricity distributor. You’ll find their number in The Phone Book, or on the back of your electricity bill.



Other information leaflets that may help you To get copies of any of the following leaflets, phone 0800 048 0202. Or you can download them from the website at britishgas.co.uk • Lots of ways to pay • We’re listening – how we handle your energy complaints • Bright ideas – helping you save energy and money • Pay As You Go Energy™ – all you need to know about our pay as you go meters • High standards – what you can expect from our sales team



If you have a complaint We’re committed to giving you the highest-quality service. If you’re unhappy with the service we’ve provided, and would like to make a complaint, our ‘We’re Listening’ complaints handling leaflet gives you all the information you need to know. To see a copy, go to britishgas.co.uk/codesofpractice or call us on 0800 048 0202 and we will send you a copy free of charge.



MI301 29018074



The information in this leaflet was correct at time of going to print in August 2013. *Calls to 0800 numbers are free from BT landlines. Other phone service providers may charge for these calls. Calls may be monitored and recorded for quality-control purposes. If you use a textphone, call 18001 0800 072 8626. Shelter is a registered charity in England and Wales (263710) and in Scotland (SC002327).



British Gas is the trading name of British Gas Trading Limited. Registered in England and Wales No. 3078711. Registered Office: Millstream, Maidenhead Road, Windsor SL4 5GD britishgas.co.uk
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