
Met er accuracy
If you advise us t hat  you believe your gas or elect ricit y 
met er reading is inaccurat e, we wil l complet e an init ial 
assessment  of t he met er t o det ermine if it  is operat ing 
correct ly, and t o prescribed t olerances wit hin 5 w ork ing 
days. We wil l t ake act ion t o det ermine t he cause of t he 
problem and ensure t hat  it  is operat ing correct ly w it hin 5 
w ork ing days. We wil l of fer t o conf irm t he det ails t o you in 
writ ing, including t he act ions t hat  we propose t o t ake wit hin 
5 w ork ing days. Please remember t hat  if we receive your 
not if icat ion out side normal working hours, t he 5 working day 
t imescale wil l run f rom t he st art  of t he next  day.

If we do not , we wil l pay you £40 w it hin 10 w ork ing days. 
If we fail t o make t he payment  wit hin 10 working days, 
we wil l pay you a furt her £40.

Appoint ment s
When we need t o visit  your home out side of a st andard 
met er reader visit , eit her at  your request  or t o carry out  
works in accordance wit h our obligat ions, you wil l be 
of fered a t imed appoint ment  w it hin a reasonable t ime.

We wil l not  rearrange t he appoint ment  if it  is less t han 
1 w ork ing day w it hout  your agreement . If possible, we wil l 
do our best  t o of fer an appoint ment  at  a t ime and dat e 
t hat  suit s you. If we are lat e or fail t o keep an appoint ment  
for work we do as your energy supplier, we wil l pay you 
£40 w it hin 10 w ork ing days. If we fail t o make t he payment  
wit hin 10 working days, we wil l pay you a furt her £40.

Prepayment  met ers
If your prepayment  met er is not  working correct ly and your 
supply is af fect ed by t his, please call us on 0333 777 0777. 
We wil l arrange for you t o be visit ed wit hin 3 hours on a 
working day bet ween 8am and 8pm or w it hin 4 hours on a 
weekend or Bank Holiday if you cont act  us bet ween 9am 
and 4pm. If it  is fault y, we wil l repair it  or if t his is not  
possible we wil l replace it .

If we receive your not if icat ion out side normal working 
hours, t he 3 or 4 hour t imescale wil l run f rom t he st art  of 
t he next  day. If we fail t o meet  eit her of t hese st andards, 
we?ll pay you compensat ion of £40 w it hin 10 w ork ing days. 
If we fail t o do t hat , we?ll make an addit ional payment  of 
£40  w it hin a f urt her 10 w ork ing days.

Reconnect ion
If we have disconnect ed your supply because you have not  
paid us for your gas or elect ricit y, we wil l do everyt hing 
possible t o reconnect  t he supply wit hin 24 hours fol lowing 
receipt  of payment  or an arrangement  t o make payment . If 
you make payment  out side of normal working hours, t he 24 
hours wil l st art  f rom t he fol lowing day. If we fail t o 
reconnect  you wit hin 24 hours we wil l pay you £40.

We wil l make all payment s t o you unless t here is a genuine 
disput e bet ween us as t o whet her you should receive 
t hem, and in accordance wit h t he provisions of t he 
Elect ricit y and Gas (St andards of Performance) (Suppliers) 
Regulat ions 2015. Payment s wil l t ypically be made as a 
credit  t o your energy account  or as a BACS or cheque for 
prepayment  met er cust omers.

Cont act ing us
We maint ain a call cent re based in t he Unit ed Kingdom 
which is st af fed by our highly t rained advisors 6 days a 
week. We aim t o answer all calls prompt ly and t o deal 
w it h your enquiry immediat ely. Simply dial 0333 777 0777 
t o phone us or you can cont act  us via our webform at : 
w w w.uw.co.uk / cont act - us.

Mak ing l if e easier 
If you consider yourself vulnerable, please let  us know 
as you may be eligible for ext ra services which relat e 
t o your access or safet y needs.

If you are a senior cit izen, disabled or chronically sick, 
you can apply t o join our Priorit y Services Regist er. 
We can provide you wit h a range of services t o make 
your l ife easier. For more informat ion, please visit  
w w w.uw.co.uk / help/ext ra- help.

Reducing your energy bil ls 
If you can reduce t he amount  of energy t hat  you consume 
t hen t he size of your bil ls w il l come down as well! We 
have an impart ial Energy Ef f iciency Helpline t hat  is t here 
t o provide pract ical advice on ways of reducing t he 
amount  of energy you consume wit hout  af fect ing your 
comfort  and convenience. You can call our Energy 
Ef f iciency Help l ine on 0333 003 5647.

Advice and Informat ion
Please visit  w w w.uw.co.uk / legal / energy- informat ion t o 
view any of our advice pages and informat ion about  
various aspect s of our services such as:
- Elect ricit y and Gas Emergencies
- When we need t o visit  your propert y
- Energy Ef f iciency Advice
- Complaint s
- Gas safet y checks
- Help wit h paying your energy bil ls
- Prepayment  met ers
- Priorit y Services Regist er
- Warm Home Discount  Scheme

St andards of  service 
Ut il it y Warehouse are responsible for t he st andards 
relat ing t o your met er and bil ls. We are also required t o 
t el l you about  t he st andards t hat  relat e t o your local gas 
t ransport ers and/or elect ricit y dist ribut ion company. 

We hope you f ind t he fol low ing helpful . 
It  covers import ant  informat ion about  t he 
gas and elect r icit y supply service w e provide 
t o you and t he levels of  service provided by 
your gas and elect r icit y net w ork operat ors.

Our energy standards of 
service for domestic 
customers

Guaranteed standards provided 
by Utility Warehouse as your 
energy supplier

https://uw.co.uk/help/extra-help
https://uw.co.uk/legal/energy-information


Reinst at ing your premises
If your GT carries out  work at  your propert y, it  w il l be 
put  back t o it s original st at e wit hin 5 w ork ing days, or 3 
w ork ing days if you are on t he Priorit y Services Regist er. 
If it  is not , you wil l receive £125. If t he work is not  
complet ed you wil l receive a furt her £125 for each period 
of  3 or 5 w ork ing days af t er t he init ial  3 or 5 w ork ing day 
per iod.

New  connect ions and alt erat ions ?  response t o land 
enquir ies 
On receipt  of a land enquiry about  a new connect ion
or alt erat ion your GT wil l respond wit hin 5 w ork ing days. 
If t hey don?t  you?ll receive £100 plus £100 for every 
w ork ing day unt il  t hey respond up t o a t ot al of  £620  per 
cust omer, for connect ions ?275kWh (or £1,235 for 
connect ions over 275kWh).

New  connect ions and alt erat ions ?  quot at ions
If you request  a st andard quot at ion f rom your GT for a 
new connect ion or an alt erat ion t o an exist ing connect ion 
up t o and including a rat e of f low of 275kWh, t he GT wil l 
issue it  w it hin 4 w ork ing days. A non- st andard quot at ion 
wil l be issued wit hin 11 w ork ing days. If t hey don?t  you wil l 
receive a payment  of  £25 plus £25 for each succeeding 
w ork ing day up t o t he quot at ion sum or £620, w hichever 
is low est .

New  connect ions and alt erat ions ?  set t ing w ork dat es 
Once you accept  a quot e your GT wil l cont act  you t o of fer 
a work dat e wit hin 17 w ork ing days (or 20 working days 
for connect ions over 275kWh). If t hey don?t  you?ll receive 
£50 plus £50 for every w ork ing day unt il  you receive a 
dat e, up t o £620  (or £100 plus £100 for every working day 
unt il you receive a dat e up t o £1,235 for connect ions over 
275kWh) whichever is lowest .

Compensat ion payment s
If a failure payment  is aut omat ically due, we or your GT 
wil l send t his t o you wit hin 10 w ork ing days. If not  you?ll 
receive a furt her £50.

New  connect ions and alt erat ions ?  complet ion dat es 
Your GT wil l complet e t he work wit hin t he agreed work 
dat es. If t hey don?t  you?ll receive t he fol lowing payment s 
based on t he quot ed cost  of t he work:

Please not e, payment s f rom your GT are made direct ly t o 
you or, at  t imes, t o Ut il it y Warehouse, w ho w il l  t hen pass 
t his payment  t o you as our cust omer.

Answ ering t elephone cal ls
Telephone calls t o t he Nat ional Gas Emergency Service 
(which operat es 24 hours a day), t he general enquiry l ine 
and t he met er point  reference number helpline (during
t he hours which t hey operat e) shall be answered wit hin 
30 seconds of t he call being connect ed.

Not if ying cust omers of  planned supply int errupt ions
For planned int errupt ions t o t he gas supply t he Gas 
Transport er (GT) wil l provide not ice t o each cust omer 
at  least  7 w ork ing days in advance. If you inform t he GT 
of a failure t o do t his w it hin 3 mont hs you wil l receive 
a payment  of £50  f rom t he GT.

Responding t o complaint s
Where a GT receives a complaint  in writ ing or over t he 
phone, t he GT wil l respond subst ant ively t o your 
complaint  w it hin 5 w ork ing days of receiving your 
complaint . If a visit  t o your premises or addit ional 
informat ion f rom a 3rd part y is required t o enable 
resolut ion of your complaint , t he GT wil l issue an init ial 
writt en response wit hin 10 w ork ing days of receiving your 
complaint  t o explain t his sit uat ion. If t he GT fails, you wil l 
receive a payment  of  £50 plus £50 for each period of  5 
w ork ing days t hereaf t er up t o £245.

Responding t o gas emergencies
Where a GT receives a report  of a gas escape or ot her gas 
emergency, including a signif icant  escape of carbon 
monoxide or ot her hazardous sit uat ions, it  shall att end 
as quickly as possible wit hin t he fol lowing t imescales: 
1. All uncont rolled escapes/gas emergencies

w it hin 1 hour.
2. All cont rolled escapes/gas emergencies 

w it hin 2 hours.

Rest or ing your gas supply
If you are wit hout  gas for more t han 24 hours you wil l 
receive £75. For every addit ional 24 hours t hat  your gas 
supply is not  available you wil l receive £75.

Prior it y cust omers 
If you are a member of our Priorit y Services Regist er
and your gas supply is int errupt ed, your GT wil l of fer
you wit h alt ernat ive heat ing and cooking facil it ies wit hin
4 hours, or w it hin 8 hours where more t han 250 
cust omers are af fect ed. Where t he int errupt ion af fect s 
250 or more cust omers and last s longer t han 48 hours, 
t he GT should of fer (aft er t he init ial 48 hours):
- Access t o a hot  meal every 24 hours t o all priorit y 

domest ic cust omers.
- Access t o hot  wat er every 24 hours where cust omers 

are medically dependent  on showering and wat er 
dependent  for medical reasons. (Not e: The period
f rom 10:00pm ? 6:00am is excluded). If t he GT fails you 
wil l receive a payment  of £60 and £60 for each 
complet e 24- hour period unt il t he provisions
are in place, up t o a maximum of £620.

Guaranteed standards of 
performance provided by your gas 
transporter

Quot ed cost Penalt y Cap

Up t o and 
including £1K £50 £495

Up t o and 
including £4K £245 50% of t he 

cont ract  sum

Up t o and 
including £20K £245 50% of t he 

cont ract  sum

Up t o and 
including £50K £245 £12,360

Up t o and 
including £100K £370 £22,250



Overal l  St andards 
provided by your 
Gas Transport er ?  
2024 /  2025 

Target
East  of  
England

London
Nort h 
West

West  
Midlands

Scot land Sout hern
Wales and 

West
Nort hern

Answ ering emergency 
t elephone cal ls w it hin 
30 seconds

90% 92% 92% 92% 92% 92% 92% 92% 92%

At t end uncont rol led escapes w it hin 1 hour

At t end uncont rol led 
escapes w it hin 1 hour

97% 98.91% 98.72% 98.86% 98.71% 99.46% 98.03% 99.26% 99.90%

At t end uncont rol led 
escapes w it hin 2 hour

97% 99.24% 98.54% 98.84% 99.03% 99.86% 98.5% 99.88% 99.99%

Planned elect r icit y supply int errupt ion
If your elect ricit y supply is int errupt ed for planned work 
you wil l get  at  least  2 days? not ice. If you don?t , or t he 
work is carried out  on a dif ferent  day, you can claim £40. 
You must  claim it  w it hin one mont h.

Rot a Disconnect ions
On very rare occasions t here may be supply short ages in 
your localit y and your elect ricit y supply may need t o be 
int errupt ed on a rot a basis in order t o share t he available 
load. We aim t o minimize t he amount  of t ime t hat  your 
supply would be af fect ed in such cases. We wil l , at  any 
rat e, ensure t hat  t here is a t ot al of no more t han 24 hours 
w it hout  elect ricit y during t he period covered by a rot a 
disconnect ion event . If you are wit hout  supply for a 
period before we commence rot a disconnect ions, t his 
would be covered by Regulat ions 5, 6 or 7 as appropriat e. 
If we fail , we wil l arrange for you t o receive £95.

Mult iple supply int errupt ions
If your supply is int errupt ed for 4 or more per iods, for a 
period of t hree hours each t ime, during a 12- mont h 
per iod f rom 1st  April  in any year, you can claim £95. You 
must  claim w it hin 3 mont hs of  t he end of  t he 12- mont h 
per iod. You must  provide t he address of t he premises 
af fect ed and t he dat es of t he elect ricit y supply failures.

Volt age enquir ies
If you t el l your local dist ribut ion company about  a 
problem wit h your supply volt age t hey must  make an 
appoint ment  t o visit  you wit hin 7 w ork ing days or explain 
t he problem in writ ing wit hin 5 w ork ing days. If t hey fail , 
t hey wil l arrange for you t o receive a £40 payment .

Mak ing and keeping appoint ment s
When your local elect ricit y dist ribut ion company needs t o 
visit  your home you wil l be of fered a t imed appoint ment  
in t he morning or aft ernoon or w it hin a 2 hour t ime band. 
If t hey fail t o make or keep an appoint ment  you wil l 
receive £40 .

Compensat ion payment s
If your local dist ribut ion company fails t o meet  any of t he 
guarant eed st andards t hey wil l make payment  eit her 
direct ly t o you or t o your elect ricit y supplier w it hin 10 
w ork ing days of becoming aware of t he failure. If not , you 
wil l receive a furt her £40. The except ion t o t his is t he 
?rest oring your elect ricit y supply during severe weat her? 
st andard whereby payment  wil l be issued as soon as is 
reasonably pract ical.

In t he event  of  mak ing a claim, please cont act  your local 
dist r ibut ion company (number pr int ed on your invoice).

Service f use failure
If your main fuse fails and you have report ed it  t o your 
local dist ribut ion company bet ween 7am ? 7pm Monday 
t o Friday t hey wil l visit  you wit hin 3 hours. If you report  it  
bet ween 9am ? 5pm at  weekends or on Bank Holidays 
t hey wil l visit  w it hin 4 hours. If you not ify t hem out side 
t hese t imes, t hey wil l t reat  your call as if it ?s received at  
t he st art  of t he next  day. If t hey fail any of t hese 
commit ment s, you wil l receive £40  f rom t hem.

Rest or ing your elect r icit y supply dur ing normal w eat her
If t here is a fault  w it h t he dist ribut ion syst em and you are 
wit hout  power during normal weat her condit ions, it  w il l 
be rest ored wit hin 12 hours of t he local elect ricit y 
dist ribut ion company becoming aware of t he problem. If 
t he local elect ricit y dist ribut ion company fails t o do t his, 
t hey wil l arrange for you t o receive £95. For every 
addit ional 12- hour per iod t hat  your supply is of f you can 
claim a furt her £45.

Supply rest orat ion dur ing normal w eat her w here t he 
incident  af fect s 5000 cust omers or more
If your elect ricit y supply fails during normal weat her 
condit ions because of a single incident  on t he dist ribut ion 
syst em af fect ing 5,000 premises or more, t he local 
elect ricit y dist ribut ion company wil l rest ore it  w it hin 24 
hours of f irst  becoming aware of t he problem. If t hey fail 
t o do t his, t hey wil l arrange for you t o receive £95 as a 
domest ic cust omer. You wil l also receive a furt her 
payment  of £45 for each addit ional 12- hour per iod t hat  
you are of f supply up t o a maximum of  £390.

Rest or ing your elect r icit y supply dur ing severe w eat her
If you are wit hout  power during severe weat her due t o a 
fault  in t he dist ribut ion syst em, it  w il l be rest ored wit hin 
a prescribed t imescale, dependent  upon t he size of t he 
event : The lengt h of t ime t hat  applies depends on t he 
size of t he event  and varies f rom at  least  24 hours 
w it hout  supply t o more t han 48 hours. Where t hese 
periods apply, if t he elect ricit y dist ribut ion company fails, 
you wil l receive £85. For every addit ional 6- hour per iod 
t hat  your supply is of f you can claim £45. The maximum 
payment  is £2,165. These payment s w il l  be made as soon 
as is reasonably pract ical .

Guaranteed standards provided by 
electricity distribution company

* Exclusions apply t o all st andards. For example, you aren?t  ent it led t o receive compensat ion if t he relevant  company is prevent ed f rom meet ing a Guarant eed St andard by 
severe weat her, indust rial act ion or a t hird part y?s act ion, or if you miss, post pone or cancel an agreed appoint ment .



If  you develop any of  t he fol low ing unexplained 
sympt oms ?  drow siness, headaches, chest  pains, 
sudden giddiness w hen st anding up, sickness, 
diarrhea and st omach pains ?  sw it ch of f  your 
appl iances and see a doct or at  once.

Electricity Plus Supply Ltd 
disclosure label 

Our elect r icit y f uel mix suppl ied bet w een 1 April  2024 
t o 31 March 2025.

As per Ofgem requirement s, t hese numbers have 
been rounded and so t hey may not  add up t o 100%.

The elect r icit y suppl ied 
has been sourced f rom 
t he fol low ing f uels

UW Fuel Mix

Coal 15%

Gas 75%

Nuclear 4%

Renew able 0.3%

Ot her 6%

Tot al 100%

Environment al impact

CO2 emissions 
(w eight ed average) 

481.09g
per kWh

Radioact ive w ast e 
0.007g 
per kWh

Gas transporter 
contact numbers

Cadent

0800 389 8000
w w w.cadent gas.com

SGN

0800 912 1700
w w w.sgn.co.uk

Nort hern Gas Net w orks

0800 040 7766
w w w.nort herngasnet w orks.co.uk

Wales & West  Ut il it ies

0800 912 2999
w w w.w w ut il it ies.co.uk

ESoS_Domest ic_0924

What is carbon 
monoxide? 

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

for safet y and serviced by a qualif ied Gas Safe
regist ered engineer.

- If an appliance is unsafe and condemned for
your safet y, you should cont act  a Gas Safe
regist ered engineer t o repair or replace it .

- Ensure your home is correct ly vent ilat ed ?
never block vent s or f lues.

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

- You can buy a carbon monoxide det ect or f rom
some supermarket s and hardware st ores. If you buy a 
det ect or, look for one which complies wit h EN50291, 
but  never rely ent irely on t hese devices.

What  are t he danger signs?
- Gas f lames t hat  burn orange or yellow inst ead

of blue.
- Soot y st ains on or just  above appliances.
- Solid fuel appliances t hat  burn slowly or go out .
- Carbon monoxide somet imes makes people

feel il l ?  but  t his is not  always t he case.

Carbon monoxide is an odourless, invisible gas t hat  can be 
given of f  by any appl iance w hich burns a fossil  f uel such as 
gas, coal , or oil . It  can ent er your home if  your appl iance is 
fault y or t he room is not  correct ly vent ilat ed, or t he 
chimney or gas f lue is blocked. Carbon monoxide is a 
dangerous gas w hich prevent s t he f low  of  oxygen t hrough 
your blood st ream. This can have ser iously poisonous 
ef fect s w hich can prove fat al . As it  is a colour less gas and 
has no t ast e or smel l , it  is very dif f icult  t o det ect .
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