
Restoring your elect ric it y supply during severe weat her
If you are without  power during severe weather due to a fault  
in the dist ribut ion system, it  will be restored within a 
prescribed t imescale, dependent  upon the size of the event : 
The length of t ime that  applies depends on the size of the 
event  and varies from at  least  24 hours without  supply to 
more than 48 hours. Where these periods apply, if the 
elect ricity dist ribut ion company fails you will receive £90. For 
every addit ional 6- hour period that  your supply is off you can 
claim £45. The maximum payment  is £2,235. These 
payment s will be made as soon as is reasonably pract ical.

Rot a Disconnect ions
On very rare occasions there may be supply shortages in your 
locality and your elect ricity supply may need to be 
interrupted on a rota basis in order to share the available load. 
We aim to minimise the amount  of t ime that  your supply 
would be affected in such cases. We will, at  any rate, ensure 
that  there is a total of no more than 24 hours without  
elect ricity during the period covered by a rota disconnect ion 
event . If we fail, we will arrange for you to receive £195 as a 
business customer.

Planned elect ric it y supply interrupt ion
If your elect ricity supply is interrupted for planned work you 
will get  at  least  2 days? not ice. If you don?t , or the work is 
carried out  on a different  day, you can claim £80. You must  
c laim it  wit hin one mont h.

Mult iple supply interrupt ions
If your supply is interrupted for 4 or more periods, for a 
period of 3 hours each t ime, during a 12- mont h period from 
1st  April in any year, you can claim £10 0. You must  c laim 
wit hin 3 mont hs of t he end of t he 12- mont h period. You 
must  provide the address of the premises affected and the 
dates of the elect ricity supply failures.

Volt age enquiries
If you tell your local dist ribut ion company about  a problem 
with your supply voltage they must  make an appointment  to 
visit  you within 7 working days or explain the problem in 
writ ing within 5 working days. Should you call after 4pm on a 
working day, they will t reat  the enquiry as being received the 
following day. If they fail, they will arrange for you to receive a 
£40  payment .

Making and keeping appoint ment s
When your local elect ricity dist ribut ion company needs to 
visit  your property you will be offered a t imed appointment  in 
the morning or afternoon or within a 2- hour t ime band. If 
they fail to make or keep an appointment  you will receive £40.

Compensat ion payment s
If your local dist ribut ion company fails to meet  any of the 
guaranteed standards they will make a payment  either direct ly 
to you or to your elect ricity supplier within 10  working days of 
becoming aware of the failure. If not , you will receive a further 
£40. The except ion to this is the ?restoring your elect ricity 
supply during severe weather? standard whereby payment  will 
be issued as soon as is reasonably pract ical.

In t he event  of a c laim needing to be made please
cont act  your local dist ribut ion company (number printed
on your invoice).

Cont act ing us
We maintain a call centre based in the United Kingdom which 
is staffed by our highly t rained advisors 6 days a week. We 
aim to answer all calls prompt ly and to deal with your enquiry 
immediately. Simply dial 0 344 815 0 50 6 to phone us or you 
can contact  us via our webform at : 
www.uw.co.uk/cont act - us.

St andards of service 
We are required to tell you about  the standards that  relate to 
your local gas t ransporters and/or elect ricity dist ribut ion 
company. These standards cover supply interrupt ions, 
maintenance work etc.

We hope you find t he following helpful. 
It  covers import ant  informat ion about  t he gas 
and elect ric it y supply service we provide to 
you and t he levels of service provided by your 
gas and elect ric it y net work operators.

Our energy  st andards of  serv ice 
for  business cust omers

Service fuse failure
If your main fuse fails and you have reported it  to your local 
dist ribut ion company between 7am ? 7pm Monday to Friday 
they will visit  you within 3 hours. If you report  it  between 9am ? 
5pm at  weekends or on Bank Holidays they will visit  within 4 
hours. If you not ify them outside these t imes, they will t reat  
your call as if it?s received at  the start  of the next  day. If they fail 
any of these commitments, you will receive £40  from them.

Restoring your elect ric it y supply during normal weat her
If there is a fault  with the dist ribut ion system and you are 
without  power during normal weather condit ions, it  will be 
restored within 12 hours of the local elect ricity dist ribut ion 
company becoming aware of the problem. If the local 
elect ricity dist ribut ion company fails to do this, they will 
arrange for you to receive £195. For every addit ional 12- hour 
period that  your supply is off you can claim a further £45.

Supply restorat ion during normal weat her where t he 
incident  affect s 50 0 0  customers or more
If your elect ricity supply fails during normal weather condit ions 
because of a single incident  on the dist ribut ion system 
affect ing 5,000  premises or more, the local elect ricity 
dist ribut ion company will restore it  within 24 hours of first  
becoming aware of the problem. If they fail to do this, they will 
arrange for you to receive £195 as a business customer. You will 
also receive a further payment  of £45 for each addit ional 12-  
hour period t hat  you are off supply up to a maximum of 
£40 0.

Guaranteed standards provided  by 
your elect ricit y dist ribut ion company

* Excl usi ons appl y t o al l  st andar ds.  For  exampl e,  you 
ar en?t  ent i t l ed t o r ecei ve compensat i on i f  t he r el evant  
company i s pr event ed f r om meet i ng a Guar ant eed St andar d by 
sever e weat her ,  i ndust r i al  act i on or  a t hi r d par t y?s 
act i on,  or  i f  you mi ss,  post pone or  cancel  an agr eed 
appoi nt ment .



 after t he init ial 5 working day period.

New connect ions and alterat ions ? quot at ions
If you request  a standard quotat ion from your GT for a new 
connect ion or an alterat ion to an exist ing connect ion up to 
and including a rate of flow of 275 kWh, the GT will issue it  
within 4 working days. 
A non- standard quotat ion will be issued within 11 working days 
(or 21 working days for connect ions over 275 kWh).  If they 
don?t , you will receive a payment  of £25 plus £25 (for 
connect ions up to and including flow of 275 kWh) 
succeeding working day up to t he quot at ion sum or £640.  
For connect ions over 275 kWh, it s £50  plus £50  for every 
working day up to t he quot at ion sum of £1,275, whichever is 
lowest . If a quote is found to be inaccurate in accordance 
with GT's published accuracy scheme, you'll be paid the 
payment  levels above above based on the connect ion.

New connect ions and alterat ions ? set t ing work dates 
Once you accept  a quote your GT will contact  you to offer a 
work date within 17 working days (or 20  working days for 
connect ions over 275 kWh). If they don?t  you?ll receive £50  
plus £50  for every working day unt il you receive a date, up 
to £640  (or £100  plus £100  for every working day unt il you 
receive a date up to £1,275 for connect ions over 275 kWh) 
whichever is lowest .

Compensat ion payment s
If a failure payment  is automat ically due, we or your GT will 
send this to you within 10  working days. If not  you?ll receive a 
further £50.

New connect ions and alterat ions ? complet ion dates 
Your GT will complete the work within the agreed work dates. 
If they don?t  you?ll receive the following payments based on 
the quoted cost  of the work:

Our energy  st andards of  serv ice 
for  business cust omers

Guaranteed standards of  performance 
provided by your gas t ransporter

Answering telephone calls
Telephone calls to the Nat ional Gas Emergency Service 
(which operates 24 hours a day), the general enquiry line and 
the meter point  reference number helpline (during the hours 
which they operate) shall be answered within 30  seconds of 
the call being connected.

Not ify ing customers of planned supply interrupt ions
For planned interrupt ions to the gas supply the Gas 
Transporter (GT) will provide not ice to each customer at  least  
7 working days in advance. If you inform the GT within 3 
months of a failure to do this, you will receive a payment  of 
£130  from the GT.

Responding to complaint s
Where a GT receives a complaint  in writ ing or over 
the phone, the GT will respond substant ively to your 
complaint  within 5 working days of receiving your complaint . 
If a visit  to your premises or addit ional informat ion from a 3rd 
party is required to enable resolut ion of your complaint , the 
GT will issue an init ial writ ten response within 10  working 
days of receiving your complaint  to explain this situat ion. If 
the GT fails you will receive a payment  of £50  plus £50  for 
each period of 5 working days t hereafter up to £255.

Responding to gas emergencies
Where a GT receives a report  of a gas escape or other gas 
emergency, including a significant  escape of carbon 
monoxide or other hazardous situat ions, it  shall at tend as 
quickly as possible within the following t imescales:
1. All uncontrolled escapes/gas emergencies wit hin 1 hour.
2. All controlled escapes/gas emergencies wit hin 2 hours.

Restoring your gas supply
If your annual gas consumpt ion does not  exceed 73,200  kWh 
and you are without  gas for more than 24 hours you will 
receive £130. For every addit ional 24 hours that  your gas 
supply is not  available you will receive£130.

Reinst at ing your premises
If your GT carries out  work at  your property, it  will be put  
back to its original state within 5 working days. If it  is not , 
you will receive £255.If the work is not  completed you will 
receive a further £255 for each period of 5 working days 
after t he init ial 5 working day period.

New connect ions and alterat ions -  response to land 
enquiries
On receipt  of a land enquiry about  a new connect ion or 
alterat ion your GT will respond within 5 working days. If they 
don?t  you?ll receive £10 0  for every working day unt il t hey 
respond up to a tot al of £640  for connect ions up to and 
including 275 kWh and £1,275 for connect ions exceeding 275 
kWh.

QUOTED COST PENALTY CAP

Up to and 
including £1K £50 £510

Up to and 
including £4K £255 5% of t he 

cont ract  sum

Up to and 
including £20 K £255 50 % of t he 

cont ract  sum

Up to and 
including £50 K £255 £12,755

Up to and 
including £10 0 K £385 £22,955

Pl ease not e,  payment s f r om your  GT ar e made di r ect l y t o 
you or ,  at  t i mes,  t o Ut i l i t y  War ehouse,  who wi l l  t hen pass 
t hi s payment  t o you as our  cust omer .



OVERALL STANDARDS 
PROVI DED BY YOUR 
GAS TRANSPORTER ? 
2023 /  2024 

TARGET EAST OF 
ENGLAND LONDON NORTH 

WEST
WEST 

MI DLANDS SCOTLAND SOUTHERN WALES
AND WEST NORTHERN

Answering emergency 
telephone calls wit hin 
30  seconds

90% 93% 93% 93% 93% 93% 93% 93% 93%

ATTEND UNCONTROLLED ESCAPES WI THI N 1 HOUR

At tend uncont rolled 
escapes wit hin 1 hour 97% 99. 49% 94. 62% 99. 62% 99. 72% 99. 50% 98. 76% 99. 14% 99. 95%

At tend uncont rolled 
escapes wit hin 2 hour 97% 99. 82% 99. 65% 99. 84% 99. 84% 99. 86% 98. 50% 99. 81% 100%

Our energy  st andards of  serv ice 
for  business cust omers

* Excl usi ons appl y t o al l  st andar ds.  For  exampl e,  you ar en?t  ent i t l ed t o r ecei ve compensat i on i f  t he r el evant  company i s pr event ed f r om meet i ng 
 a Guar ant eed St andar d by sever e weat her ,  i ndust r i al  act i on or  a t hi r d par t y?s act i on,  or  i f  you mi ss,  post pone or  cancel  an agr eed appoi nt ment .



I f  you devel op any of  t he f ol l owi ng 
unexpl ai ned sympt oms ? dr owsi ness,  
headaches,  chest  pai ns,  sudden gi ddi ness 
when st andi ng up,  s i ckness,  di ar r hoea and 
st omach pai ns ? swi t ch of f  your  appl i ances 
and see a doct or  at  once.

Elect ricit y Plus Supply Ltd 
disclosure label 

Our  el ect r i c i t y f uel  mi x suppl i ed bet ween 1 Apr i l  2025 t o 
31 Mar ch 2026.

As per  Of gem r equi r ement ,  t hese number s have been r ounded 
and so t hey may not  add up t o 100%.

THE ELECTRI CI TY SUPPLI ED 
HAS BEEN SOURCED FROM 
THE FOLLOWI NG FUELS

UW FUEL MI X

Coal 11%

Gas 65%

Nuclear 7%

Renewable 11%

Ot her 5%

Tot al 100%

ENVI RONMENTAL I MPACT

CO2 emissions 
(weighted average) - 395. 67g

per  kWh

Radioact ive waste - 0. 006g 
per  kWh

Gas t ransporter 
contact  numbers

CADENT

0800  389 5555
www.cadent gas.com

SGN

0800  912 1700
www.sgn.co.uk

NORTHERN GAS NETWORKS

0800  040  7766
www.nort herngasnet works.co.uk

WALES & WEST UTI LI TI ES

0800  912 2999
www.wwut ilit ies.co.uk

ESoS_Busi ness_0924

How can it  be prevented? 
- Ensure your gas appliances are regularly checked

for safety and serviced by a qualified Gas Safe
registered engineer.

- If an appliance is unsafe and condemned for
your safety, you should contact  a Gas Safe
registered engineer to repair or replace it .

- Ensure your home is correct ly vent ilated ?
never block vents or flues.

- Make sure all chimneys and flues are regularly
swept  and kept  clear and clean.

- You can buy a carbon monoxide detector from
some supermarkets and hardware stores. If you buy a 
detector, look for one which complies with EN50291, but  
never rely ent irely on these devices.

What  are t he danger signs?
- Gas flames that  burn orange or yellow instead

of blue.
- Sooty stains on or just  above appliances.
- Solid fuel appliances that  burn slowly or go out .
- Carbon monoxide somet imes makes people

feel ill ? but  this is not  always the case.

Carbon monoxide is an odourless, invisible gas t hat  can be 
given off by any appliance which burns a fossil fuel such as 
gas, coal, or oil. It  can enter your home if your appliance is 
fault y or t he room is not  correct ly vent ilated, or t he chimney 
or gas flue is blocked. Carbon monoxide is a dangerous gas 
which prevent s t he flow of oxygen t hrough your blood 
st ream. This can have seriously poisonous effect s which can 
prove fat al. As it  is a colourless gas and has no t aste or smell, 
it  is very diff icult  t o detect .

W hat  is carbon monoxide?

Our energy  st andards of  serv ice 
for  business cust omers
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