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An Easy Read guide to help
you understand energy and
how to make savings.

Part 1: How to shop
around to bring down your
energy costs, this means
look at what different
companies have to offer
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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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Part 1: How to shop around
to bring down your energy
costs by changing:
 Tariff
 The way you pay
 Which company you get
energy from
Tariff: here this is a pricing plan which tells you
how the company charges you for the energy
that you use.

Understanding your choices
You have a choice about who you buy your gas
and electricity from. You also have a choice in
how you pay for your gas and electricity.
You can save a lot of money by looking at what
different companies can give you, especially if
you have not changed company for a long time.
You may save money by getting a cheaper deal
with the company you are already with.
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To make sure you are on the best energy deal,
ask yourself:
 Would changing company save me money?
 Am I on the energy tariff which best meets my
needs?
A tariff is the amount you pay for your energy
and it can change depending on how you pay
for your energy.
For example, you can pay:
 Once every 3 months, this can be called
quarterly
 By prepayment meter, this is a machine
which means you pay for your energy before
you use it
 Direct debit, this is when the money comes
straight out of your account depending on
how much energy you use
Many energy companies also have other
tariffs such as:
 Online, this means if you pay online you get
a different price
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 Fixed, this means you pay the same amount
every month
 Capped, this means you set an energy limit that
you cannot go over
 Single tariffs, this is when you get a price if you
get just gas or just electricity from a company
which has both
 Dual tariffs, this is when you get a different
price if you get both electricity and gas from
the same company
There is more information about tariffs on the
Citizens Advice website:
www.citizensadvice.org.uk/energy-tariffs/
You can also call the 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
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Top tip
Check whether you are on the best deal by
asking around at different companies once
each year or when the deal that you are on
comes to an end.

Clearer and fairer
Ofgem, the energy regulator, makes changes
to make sure that energy companies are
‘Clearer and Fairer’ for customers. That is why
it is now easier to look around at different
companies and choose the best energy deal
for you.
Energy regulator: this is a government organisation
that makes sure that energy companies keep to the
law. They also make decisions about prices to make
sure that it is fair for customers.
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Clearer
Energy companies must:
 Tell you which of their tariffs is cheapest for you
 Give you a document called a statement which
tells you:
o Which tariff you are on and which tariff is the
cheapest for you
o How much gas or electricity you used in the
last 12 months
o How much your energy is likely to cost over
the next 12 months
 Explain any price changes in pounds and pence
 Give ‘tariff information labels’, these labels give
you all of the important information about your
energy tariff. This makes it easier to see which
energy company is best for you
 Use clear and easy to understand terms and
conditions
Terms and conditions: here, these are the rules or
the agreement that you sign up to when you start the
get energy from a company.
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 Make sure you can tell the difference between
all of the tariffs
 Make it easy for you to look at different tariffs
and decide which is right for you, what you do
and the way that you live
Top tip
If you don’t have a smart meter, read your
meter regularly and give this information to your
energy company. This is so that your statement
each y ear shows the right amount and how
much energy you use.
Smart meter: this is a meter that has information
about how much energy has been used by you and
reports this back to the energy company every day.
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Fairer
Energy companies must also:
 Tell people if there are going to be any price
changes and when their fixed price energy
deal ends
 Not charge people to leave the company after
they get their tariff end notice
Tariff end notice: this is a document that you get
when your plan with your energy company is going to
end.
 Move people to the cheapest deal when their
fixed deal ends. People should be able to
leave this new deal whenever they want to
 Tell people about tariffs and services that are
right for them and their needs
 Not give bad information to people or put a lot
of pressure on people to sell them energy
plans or deals

10

How to find the best deal
What you need before you start:
The name of the companies that you are with now
and what tariff you are on. If you use ‘dual fuel’,
this means you will have the same company for
both gas and electricity
 How much energy you used in the last year
 How you pay for your energy now, for example
do you have a prepayment meter? Do you pay
a quarterly bill, this means a bill that comes
every 3 months? Do you have a direct debit?
 Your postcode
This information is on your bill and the statement
that you get each year from your energy
company. You can also get in touch with you
energy company and ask them for this
information.
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You can also use your QR code
QR Code: this is like a bar code and you can scan it
with you smartphone and it will bring up information
onto your phone.
In 2015 QR codes were put on all energy bills. If
you scan the code with your smartphone,
information about your energy tariff and your bill
will come up on your phone. You can use this
information to compare different tariffs from
different energy companies.
You will need to download an app on to your
phone to be able to use a QR code. Search for
‘energy bill QR codes’ in the app store on your
smartphone.
Shop around: this means look at what
different companies have to offer
There are different ways you can find out about
energy deals:
 Use our website where you can compare
prices:
https://energycompare.citizensadvice.org.uk/
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 Talk to your energy company or companies or
look at their websites. Please note that they
only give information about their own tariffs
 Get in touch with other energy companies to
compare deals.
 If you cannot access the internet, you can call
Citizens Advice on
o 03454 04 05 06 (English language)
o 03454 04 05 05 (Welsh language)
o For textphone dial 18001 followed by one
of the two phone numbers above
Top tip: Most energy companies have fixed price
tariffs where the price of energy will stay the same
for the time that the energy deal lasts. In many
cases these are cheaper than other tariffs.
However, you may need to pay by direct debit.
You may have to pay money if you change
energy company or tariff before the end of the
deal you are on. At the end of the deal, your
energy company must move you onto the
cheapest tariff with no end date.
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This will probably not be the best deal you can
get so you should always check whether you can
get a better deal with your company or another
company.
Tariff Information Label
These labels give you all of the important
information about your energy tariff for gas and
electricity.
Tariff Information Labels are printed on the
statements that you get each year and are on
your energy bills. You can also find them on
your energy company’s website.
By reading the Tariff Information Label on your
energy bill you can see how your bills are put
together each month and each year. You can
find more information at the link below:
https://www.citizensadvice.org.uk/consumer/energy/en
ergy-supply/
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Key fact
If you rent somewhere and pay your bills on time,
you are allowed to change your energy
company. A landlord only has the right to
choose the company if they are paying the
energy bills.
Landlord: here this is a person who owns a house and
rents it out to another person or other people.

You can find more information at the link
below:

 www.citizensadvice.org.uk/consumer/energy/energy
supply/get-a-better-energy-deal/switchingenergysupplier-if-youre-a-tenant/
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The most common ways of paying
Energy companies have a number of ways to
pay for your energy. Before you decide what is
best for you, it is important to think about the
good and bad points for all the different ways of
paying. Below is each ways of paying and the
good and bad points for each:
= good points
= bad points

Prepayment meter (Pay-as-you-go): this is a
machine which means you pay for your
energy before you use it

You pay for your energy before you use it
It is easier to plan your money and what
you spend on energy. You can manage
how much energy you use
If the money runs out there is an amount
for emergencies before either your gas or
electricity is cut off
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You only pay for what you use, so you don’t
get bills with an estimated amount, this means
an amount that isn’t the exact amount but is a
good guess using past information
As there are not many different tariffs you
could end up paying more. However, Ofgem
have put a limit on the prices that companies
can charge to prepayment customers
It can be difficult to top up the meter or get to
the meter
Charges each day can mean that you end up
owing money, even when you don’t use any
energy. For example this can happen if you
are not using your gas heating over the
summer
The pre-payment meter might be good for you
if you do not want to owe money or are trying
to deal with money that you owe already.
For more information on pre-payment meters go to:
https://www.citizensadvice.org.uk/consumer/energy/en
ergy-supply/
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Quarterly Bill: this means paying a bill
every three months
You pay every 3 months; some
companies also let you pay every
month. When you get your bill you need
to pay it by a certain date
There are a number of different ways that you
can pay your bill. Most companies let you pay
by cash, cheque, standing order and credit or
debit card
These is a risk of being charged if you forget
to pay the bill on time
The payment will be for 3 months of energy so
it will be a bigger amount in one go. This can
be more difficult than paying your bill every
two weeks or every month
The amount you pay will probably change as
people normally use more gas in the winter
than in the summer
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This may be the right way to pay for you if you are
good at planning your money or if you don’t have a
bank account.
Fuel Direct: this is when the money for
energy bills is taken straight from your
benefits and it paid to the energy company
The money for energy and any debt you
have is taken straight from your benefits
by the Department for Work and Pensions
and is given to the energy company.
If you use more than the amount taken
from your benefits, your debt will get
bigger and so will the amount you have to
pay in the future
This way of paying might be good for you if
you find it hard to plan your money and you
get benefits.
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Paying every week, every two weeks or every
month
You can make smaller payments more often
using a payment card given to you by your
energy company
You can pay your bill for free at a number of
different places. It depends on which energy
company you are with but you can pay at the
Post Office, PayPoints and Payzones in
shops
There is a risk of having to pay a charge if
you pay late or if you forget to pay

This might be a good way of paying for you if
you don’t have a bank account or you are
paying back money that you owe.
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Paying a direct debit every month or
quarterly, this means every three months
You pay the same amount at the same
time every month which may help with
planning your money
You may be paying too much or too little if
the bills have been estimated, this means
an amount that isn’t the exact amount but is
a good guess using past information
This may be a good way of paying for you if
you have a job and have money coming in
every month and have a bank or building
society account.
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What if I owe my energy company
money?
If you use a prepayment meter and you owe
your energy company less than £500 each for
gas and electricity you can still change
company. The money that you owe will move
over to your new energy company with you. If
you move to a new company, you may get a
lower price and then pay off the money that you
owe faster.
If you don’t have a prepayment meter and owe
money to your energy company, the company
can stop you from leaving until you have paid the
money that you owe. Your company can’t stop
you from leaving them if it is their fault that you
owe money. This might happen for example if
they sent you a bill with the wrong amount.

22

Get in touch with Citizens advice on the numbers
below if you owe money with your gas or
electricity company and are finding it difficult to
pay the money. Or if you can’t decide on a plan to
pay back the money to the company:
 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
Or you can visit your local Citizens Advice. You
can look for the one nearest to you using the
links below:
 https://www.citizensadvice.org.uk/about-us/how-weprovide-advice/advice/ (in England and Wales)
 www.cas.org.uk/bureaux (in Scotland).
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How to change your tariff or energy
company/companies
Staying with the energy company/companies
that you are with
If you are staying with the company that you are
with but changing to a different way of paying or a
different tariff then the company will arrange the
change. Just get in touch with them and tell them
what you want to do. They should then write to
you with information about your new contract.
Contract: here, this means an agreement in writing
about the service that the energy company will give to
you and how much you will pay for this.
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Going to a new company
If you chose to go to a new company then follow
the steps below:
1. Pay any bills that have not yet been paid
If you don’t do this then the company that you
were with may stop you from moving to a new
company. Once you have paid your last bill,
cancel any direct debits or standing orders with
your bank. If you have paid more than you
need to then you need to ask your company to
pay you back any money they owe you.
2. Get in touch with the new company to agree a
new energy deal
You can do this face-to-face with a sales
person, over the telephone or on the internet.
It should take about 3 weeks to move from one
company to another.
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3. Check the contract
You have the right to see your contract. If you
are not sent one then you should ask for it.
Check it is right and check the date that you
will change from your old company to the new
one. You may have the right to cancel the
contract for the first 14 days. This depends on
how and where you agree the contract.
4. Take a meter reading: this is the machine in your
home that measures how much gas or electricity
you use
Your new company will read the meter or ask
you to do it around the time that you change
to the new company. The old company will
use this information to work out the final bill.
The new company will use the information to
start the new account. Take a note of the
meter reading in case there are any problems
in the future.
If you don’t know how to read you meter check
out the link below for advice on how to do this:
https://www.citizensadvice.org.uk/consumer/energy/
energy-supply/your-energy-meter/how-to-read-yourenergy-meter/
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Key fact
If you get the Warm Home Discount on
your electricity bill, you should check
whether you will still get this if you change
company.
Warm Home Discount: This is money that some
people get to help them with the extra cost of heating
their home in winter.
If you have any problems when changing
energy company you can either get in touch
with your old company, your new company
or Citizens Advice on the numbers below:
 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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Smart Meters and In-Home-Displays
In-Home-Displays: this is a machine in your home
that gives you information about how much energy
you use.
Smart meters are a new type of meter for gas
and electricity which energy companies will offer
to all houses over the next few years. This is
part of a Government project. A smart meter
can send meter readings to the company using
this meter. This means that your bill will always
be for the right amount.
Smart meters should mean that people from the
company no longer need to come and read the
meter in your house. It also means that bills will
no longer be estimates, they will be exactly
right.
They will all be things of the past. Smart
meters will also give you more information about
how you use energy. This can help you with
deciding whether you want to change company
and how to save energy.
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Key fact
A smart meter won’t save you money on its own;
you will have to take action to bring down your
energy costs. The best way to do this is to use
the ‘in-home-display’ that you will get with your
smart meter. This lets you keep track of how much
energy you are using. You can then try to bring it
down, for example by turning off things when you
are not using them.
Top tip
The In-Home-Display will give you information on
the spot about your heating costs. Try not to turn
off your heating to bring down costs when it is
cold. Cold homes can be bad for your health.
Energy companies must offer smart meters to
everyone by 2020 but you don’t have to accept
one if you don’t want one. In the future, smart
meters will be the only meters used in the place of
old meters. However, you can still ask you
company to not use the smart meters meaning
that it will act like an old meter.
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In-home displays
Your energy company should offer you an
‘In-Home-Display’ with your smart meter. This
display will show you how much energy you are
using and around about how much it costs.
Different companies will have different In-Home
Displays so you may want to ask what things your
In-Home Display will be able to do.
You can choose how often energy information is
sent through the smart meter to your energy
company. The normal setting on the smart meter
will mean that your energy company can get one
meter reading each day. They should tell you if
they are going to do this. Energy companies will
have to ask you first if they want to get any extra
information from your smart meter.
You can also choose to share just one meter
reading each month. You can change your mind at
any time about how often you let the company take
meter readings. Your energy company is not
allowed to use the information for anything other
than working out your bill unless you tell them they
can. The information on your In-Home Display will
stay in your home unless you say your energy
company can use it.
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Key fact
If you have a smart meter, you can still change
to a different energy company. However, some
companies have not started using the new
smart meters yet and some older meters might
not work in other companies. If you go to a new
company, you might also lose some of your
smart services. For example you might have to
start sending meter readings again.
With smart meters you can use pre-payment,
this means you pay before you use energy and
credit, this means you pay after you use the
energy. This means that in the future
pre-payment prices should get cheaper.
Smart meters will also let you use new ways
to top-up your meter as well as the ways you
can use already. You will also be able to top
up your meter by phone, online or using an
app on your phone.
You can choose to have a smart meter now
and start using it right away. Or you can wait
until the new smart meters are ready. The
newer meters won’t have any problems if you
change company.
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Different types of heating and buying in a
group
Collective switching: this means lots of
people changing company together
You might be able to save money on your
energy bill by taking part in a collective switch.
This is when a group of people that use energy,
come together to move to a company and get a
better deal. For more information go to:
www.gov.uk/collective-switching-and-purchasing

Advice for people without mains
gas: mains gas is the gas that
comes straight through pipes to
your house.
Electricity
If you use electricity to heat your home with
storage heaters and hot water it is usually
cheaper to pay for your electricity with an
Economy 7 tariff. This means that the
electricity you use at night, usually between
midnight and 7am, is much cheaper.
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However you should know that outside of
these times it costs more than normal.
If you heat your home and water with electricity
but don’t have a storage heater or a hot water
tank, Economy 7 is not the right tariff for you.
Electric storage haters are made to use
electricity during the cheaper times and then
give you the hot water that you need through
the day.
Top tips for saving money if you are on an
Economy 7 tariff
 Use chargers for things like phones at night
 Experts say that it is not safe to run
washing machines or dishwashers while
you are asleep. You should definitely not
run tumble dryers while you sleep.
 Set the timer on your hot water tank so that
the heater comes on during the night, even
if you use the hot water in the day.
 Think about using a ‘slow cooker’, they use
less energy than an oven.
 Use a microwave instead of an electric hob
when you can.
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If you are worried about the safety of electrical
things in your home, you check out whether it
has been recalled on the Government
website below:
https://productrecall.campaign.gov.uk
Recalled: here this is when something is taken back
from customers because it is not safe to use.
You can also register the things that you do
have on the government website such as
tumble dryers, fridges and washing machines.
This is so that they can get in touch with you
in the future if there are any problems with the
things in your home.
Liquid Petroleum Gas: this is gas energy that
comes in tank
If you use liquid petroleum gas and have a
tank for storing it, you will usually have a
contract for the gas with the company that
owns the tank. After 2 years you can look
around to see if you can get a better deal from
other liquid petroleum gas companies.
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Most companies have payment plans or you
can use a direct debit so that you can pay for
the liquid petroleum gas more often.
Nearly all companies are members of the UK
Liquid Petroleum Gas trade association; this is
the organisation that supports companies
working with liquid petroleum gas and makes
sure it is used safely by the people buying it.
If you have a problem with your liquid
petroleum gas company, you should ask the
company for a copy of its policy about how to
make a complaint. This document will have
information about your rights. For more
information about this go to:
http://www.uklpg.org/
All companies that are part of the UK Liquid
Petroleum Gas trade association have a plan
for how they work with customers who may be
at risk. This has information about the support
that there is for customers who find it difficult to
hear or see or customers who have problems
paying their bills.
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Companies will also make sure that these
customers get the gas that they need before
other people when there is more gas needed
that the energy company has to offer.
Solid fuel: this is things like wood or coal
If you use coal or wood, it is usually cheaper to
buy a lot at the same time instead of buying
smaller bags. If you buy a lot in one go, then
the company will usually bring it to your home.
However, you will normally have to pay for this
all in one go or agree a way of paying for this
with the company that you use. You also need
to have the space to keep all of the coal or
wood.
You can find a lot of useful information about
coal and wood on the Solid Fuel Association’s
website below:
http://solidfuel.co.uk/
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District heating/heat network/communal
heating system: this is when many houses
or businesses in the same area get heating
through hot water from the same company
If your home gets heating through hot water
like this then in many cases you have to stay
with one company. However, you can get
support to deal with your energy bills by:
 Making sure you have the right tariff, some
have different tariffs for people that use low,
medium and high amounts of energy. Check
with your company what would best meet
your needs.
 Check the ways that you can pay. Many
companies let you spread out your payments
over the year.
 If you want to pay for your heating each
week, ask you company about if you can use
a pre-payment meter.
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 Ask your company if they have a Priority
Services Register, this is a list that some
people can get on to make sure they get
access to heating if something goes wrong.
Check if you can get on this list and sign up.
 Check if your company is a member of the
Heat Trust at: http://www.heattrust.org
If they are you can get extra support if you
are having problems with your energy
company.
Heating oil
If you use heating oil, there are a number of
ways you can save money on your bills. Here
are some top tips:
 Fill up your tank before winter. At this time
companies are not so busy and can give
you a better price. Fuel is more expensive
in December, January and February.
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 Ask a number of different companies for
prices to get the best price.
 If you find it difficult to pay for fuel in one go,
ask your company about different ways of
paying.
 If you are changing to a different company,
send the company good information about
how to deliver so that the right type of van can
be used and so that the driver can bring the
fuel safely and fill the right tank.
 Think of joining an oil club if you have one in
your area. Oil clubs do business with
heating oil companies to get the best deals
for all of the members. Some clubs help you
plan your money and let you buy smaller
amounts of heating oil.
You can buy your heating oil four times a
year yet you still get cheaper prices. For
more information go to the Citizens Advice
website:
www.citizensadvice.org.uk/oilclubs
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Most heating oil companies are members of
the Federation of Petroleum Suppliers, this
organisation looks after companies that work
in heating oil. They have a Customer Charter;
this tells customers what kind of service they
should get from companies that are members.
It also has information about what to do if you
have a complaint. Ask your oil company for a
copy or find it here at:
http://www.fpsonline.co.uk/customer-charter
The Federation of Petroleum Suppliers also
has a new Cold Weather Priority Initiative, this
is a plan to support customers at risk. You
can find out more here:
http://www.coldweatherpriority.co.uk/
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Saving money with the Energy Best Deal
session – Susie’s Story
Names in this story have been changed.
Susie is retired and lives in the Gateshead
Housing Company. She heard about Energy
Best Deal drop in at her local community centre.
She decided to go along and find out more.
Retired: this means that a person is no longer working.

Susie had never changed tariff or energy
company before. For this reason she was on
a normal tariff and was paying more than she
needed to for what she was using. So, she
wanted to find out if she could get a better
deal.
Before she came to the drop in Susie didn’t
realise that she could change her gas or
electricity company. She was happy to find out
that she could save money by changing
company.
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Susie compared prices and was happy to find out
that she could save almost £400 each year by
changing company. So that is what she did!
As well as being able to change company and
save money, she also found out other useful
information. For example, the different ways of
paying for energy. She also got advice about
how to keep her home warm for less.
Susie said:
I am so please I decided to go to the drop in.
The free advice given by Lee and Helen was
really useful. Best of all, just by changing
company, I am going to save £383 this year! It
was so easy to do, I think that everyone should
go along to the drop in sessions to see how
they can save money.
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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.
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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
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