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Introduction
The London Borough of Bromley (LBB) has produced the following suite of policies to provide information to customers who are connected to an LBB heat network. Note that these Policies relate solely to Heat Networks. If there is inconsistency between these Policies and other LBB Policies, these Policies take precedence provided their application is to a Heat Network. The policies can be found below:
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[bookmark: _Toc214275279]Debt Management Policy

Introduction
Note - this Policy relates solely to debt management for tenants connected to LBB Heat Networks. If there is inconsistency between this and other LBB Policies, this Policy takes precedence provided its application is to a Heat Network. 

This policy complies with all relevant UK legislation and industry good practice. Reference to tenants may refer to an individual tenant or a household. Reference to LBB may include a third-party acting on LBB’s behalf, e.g. a metering and billing provider or managing agent. 

LBB supplies heat and hot water to several of its properties via its heat networks. One of the benefits of being on a heat network is that tenants connected to them may pay less for their heat and hot water than they would if it were provided by an alternative form of heating, e.g. electric heating. This is because LBB has the ability to bulk buy the energy used to make heat at prices much lower than an individual can obtain, and it passes the benefit of lower energy costs onto its tenants.

However, it recognises that there may be times when some tenants may fall into debt. LBB’s aim is to prevent debt from occurring by supporting its tenants in managing their heat costs in the following ways;

· By providing the ability for tenants to ‘prepay’ for their heat. This is LBB’s preferred way to help tenants avoid heat debt. It involves paying for heat as you use it and enables tenants to manage their heat costs more effectively than is possible with a ‘traditional’ arrangement where you pay a bill based on what you used in the previous month. Where a prepayment meter is installed the heat supply will stop when the amount of credit runs out. LBB will ensure that prepayment meters are programmed to include ‘friendly credit’ and ‘emergency credit’. These provide the following benefits;

· Friendly credit – the heat supply will not disconnect between 5pm and 9am on weekdays or at weekends or Bank Holidays. However, tenants will need to top-up their prepayment account to avoid the supply disconnecting after the friendly credit period

· Emergency credit – this provides tenants with a ‘reserve’ (usually £10) so that the heat supply will not disconnect when credit reaches £0. If the emergency credit runs out, tenants will need to top-up more than the amount of emergency credit for the heat supply to come on again.

LBB reserve the right to alter the parameters of friendly and emergency credit.

· Where prepayment is not available, LBB will;

· Provide peace of mind that if a tenant is in a vulnerable situation they will never be without a heat supply and should never feel the need to forego their heat supply to manage heat debt
· Provide timely, easy to understand, accurate heat bills
· Provide appropriate, tailored and proactive advice on the best way to manage payments if tenants are in financial difficulty, without ever feeling they may lose their heat supply
· Provide easy access to ways of managing debt, for example, payment holidays if needed
· Provide access to a choice of consumer groups or charities to help tenants that are in debt

Billing 
LBB employ a metering and billing company to provide billing services to its tenants. All tenants who receive their heat supply from an LBB heat network and who pay based on their individual heat consumption will either pay using a prepayment system where they pay for their heat in advance, as explained above, and receive an annual statement of their consumption and heat costs or, if not on a prepayment system, will receive a bill and statement on a monthly basis.

Those bills and statements will be issued in electronic format as standard or on paper where tenants choose to receive bills in a paper format or where the metering and billing provider has no electronic address for the tenant. 

All bills or statements issued by the metering and billing provider will be based on actual consumption according to their heat meter reading. Where a meter reading is not available, estimated bills will be issued. All billing will be carried out in accordance with the Heat Networks (Metering and Billing) Regulations 2014 and any other relevant UK legislation. 

Payment methods 
The metering and billing provider offers a wide range of methods to pay bills including, but not limited to;
· On-line payments
· By Phone
· In Store (e.g. Payzone or similar)
· Direct Debit (not for tenants on prepayment)

Your heat account
Tenants who have a heat meter installed will have access to a dedicated website to manage their heat account. This will enable tenants to;

· View their daily, monthly, and yearly energy consumption in kWh.
· View their heat costs
· Amend their contact information
· View and amend their payment information, e.g., Direct Debit set up.
· Raise enquiries via email and webchat
· Access assistance

Arrears and Debt

Communicating with tenants regarding their arrears 
If a tenant falls behind with their payments, the metering and billing provider will follow a standard procedure to recover payment which will include the following;

· Reminding tenants that their heat account is in arrears and send a minimum of 2 reminder letters. All letters will set out what is required from the tenant
· Where tenants do not respond to payment requests via letters and where the metering and billing provider has an email and contact number, they will attempt contact by email, telephone and by sending text messages
· The managing agent may also visit tenants where we’ve been unable to contact them

Financial advice 
The managing agent can provide the following financial help;

· Assist tenants, where appropriate, to carry out a welfare benefit check to identify any benefits they may be entitled to 
· Support tenants with budgeting advice 
· Provide support to tenants in difficulty with accessing energy vouchers where possible
· Assist with accessing grants and funds to help tenants reduce or clear energy debt
· Conduct face to face discussions with tenants to discuss their heat account. These meetings will help tenants understand the consequences of non-payment and allow the managing agent to undertake an assessment of a tenant’s income and expenditure.
· Where it’s identified that a tenant is vulnerable and, with the tenant’s agreement, the managing agent will make appropriate referrals to relevant agencies

Managing Arrears 
· Following the steps above, once the managing agent or the metering and billing provider have been able to communicate with tenants about their debt and ensured that tenants have had access to financial advice, if tenants are still in arrears the metering and billing provider will work with them to develop an arrangement for them to pay off arrears in reasonable and manageable instalments.

Tenants who do not engage with the managing agent or metering and billing provider over their heat debt
If a tenant has not engaged with the managing agent or metering and billing provider and has not paid their bill following a minimum of 2 reminder letters over a period of at least 28 days and attempts to contact the tenant, the managing agent or metering and billing provider will consider taking action to recover outstanding payments. In the first instance the managing agent or metering and billing provider will carry out a check on the tenant and household which may include; 

· Identifying or reviewing any known vulnerabilities of the tenant or their immediate household
· Checking the property has not been abandoned
· Undertaking checks to assess whether the tenant is not currently occupying the property (e.g. temporarily away on extended holiday, or hospitalised etc.)
· Ensuring there is no immediate health and safety risk to persons in the dwelling
· Identifying if the tenant has other debts owed to LBB which may indicate a need for financial support

Once these steps have been completed, we will consider; 

· Re-offering the option of payment of the debt through a payment plan, alongside information on the full range of support available
· Switching the tenant to a prepayment meter to recover the debt

Installation of prepayments meters 
If a tenant still has an outstanding heat debt following the steps listed above LBB may decide to install a prepayment meter in the property. Tenants with prepayment meters will need to buy their energy before using it. Prepayment meters can help with budgeting as tenants are aware of exactly how much they spending on heat and hot water. 

If tenants have not topped up their prepayment meter as we would have expected (e.g. we haven’t received any payments on their heat account for more than a month), we will be made aware and may undertake a welfare check if necessary.

The managing agent and metering and billing provider will make every effort to communicate with tenants with prepayment meters to ensure they are aware that the heat supply will automatically disconnect if there is no credit on the account.

Disconnection and legal action
Where a tenant still has debt, despite support and assistance being offered and provided that all steps in the debt management process being followed, we reserve the right to take legal action to recover debts.

LBB may seek full or partial disconnection of the heat supply. Before considering full disconnection, LBB may restrict access to the heat supply to certain specified times of the day until payment is made.

Before LBB proceeds with any action to restrict access to the heat supply or full disconnection it will;

· ensure any legal approvals required for the disconnection are in place
· send a written notice to the tenant at least 7 days before the disconnection
· ensure a senior Officer (Head of Service or above) has made reasonable attempts to speak to the tenant to explain why LBB is considering disconnecting the supply, what the tenant can do to avoid this measure being taken and to ensure that the tenant understands the consequences. 

LBB will always take reasonable steps to address problems with arrears prior to disconnecting the heat supply. The priority will always be to work with a tenant and assist with financial planning and management. Any decision to disconnect the heat supply must be agreed by a senior officer (Director or above).

LBB will not disconnect the heat supply at any time of year if any permanent member of the household is known to be vulnerable according to the definition of the National Institute for Health and Care Excellence.

Note that in exceptional circumstances LBB may seek possession of the tenant’s home if it’s unable to recover a heat debt.

Additional support for Priority Service tenants 
Tenants that are in debt and on LBB’s Priority Services Register (PSR) may be eligible for additional financial support. See LBB’s Vulnerable Customer Policy and Priority Services Register (PSR) 

Further advice and information

Tenants may contact some or all of the following services for advice regarding their heat supply;

· LBB’s Vulnerable Customer Policy and Priority Services Register (PSR) 
· Citizens Advice – Citizens Advice are now able to provide assistance to residents connected to a heat network 
· Energy Ombudsman – the Energy Ombudsman can assist in any disputes regarding your heat supply
· The Seasonal Health Intervention Network (SHINE) - a fuel poverty referral network and free energy advice service for Londoners
· Energy Saving Trust – the trust provides tips and advice for quick and easy ways to save energy, lower bills and reduce carbon footprints
· Energy Advice London - a service provided by the Mayor of London 
· LBB’s Money Advisor Network - a collaboration between LBB and the Money and Pensions Service. It can provide access to affordable financial advice. 
· StepChange Debt Charity - Free expert debt advice online and over the phone and offers support whilst dealing with debt problems
· Money Helper - Free and impartial money advice, set up by the Government. It provides an online health check by the Money Helper Service who provide free and independent advice and information on how to manage money
· National Debtline free on 0808 808 4000 for debt problems
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Note - this Policy relates solely to complaints made by tenants connected to LBB Heat Networks. If there is inconsistency between this and other LBB Policies, this Policy takes precedence provided the complaint relates to a Heat Network. 

This policy complies with all relevant UK legislation and industry good practice. Reference to tenants may refer to an individual tenant or a household. Reference to LBB may include a third-party acting on LBB’s behalf, e.g. a metering and billing provider or managing agent. 

The purpose of this policy is to provide tenants who are connected to an LBB heat network with information on how to raise a complaint regarding their heat supply and to detail how LBB will manage and resolve complaints.

Introduction
LBB supplies heat and hot water to a number of its properties via its heat networks. One of the benefits of being on a heat network is that tenants connected to them may pay less for their heat and hot water than they would if it were provided by an alternative form of heating, e.g. electric heating. This is because LBB has the ability to bulk buy the energy used to make heat at prices much lower than an individual can obtain, and it passes the benefit of lower energy costs onto its tenants.

However, it recognises that things don’t always go to plan and that occasionally there may be a problem with one or more aspects of a tenant’s heat supply, e.g. not enough heating or hot water, or an issue with a heat bill. 

LBB’s aim is to make it easy for its tenants to raise a concern with LBB and/or its third-party metering and billing provider or managing agent and to provide clear processes for identifying, responding to, and resolving complaints from its heat customers.

LBB define a heat supply complaint as: 

‘any expression of dissatisfaction made by a tenant to LBB that’s related to any aspect of the tenant’s heat supply or metering and billing service or the manner in which LBB has dealt with any such expression of dissatisfaction where LBB provides at the point at which the tenant makes contact, or a response is required to be provided thereafter’.

This definition reflects the wording set out in the Gas and Electricity (Consumer Complaints Handling Standards) Regulations 2008 (‘the CHR’).

Complaints handling procedures
 
Fair and prompt complaint handling
LBB aim to demonstrate an excellent level of customer service by handling all complaints in a fair and prompt manner. We hope that this will help to;

· Build trust between LBB and its heat customers
· Identify and proactively address any shortcomings in the heat supply service
· Gain a clearer understanding of its heat customers needs

We will use complaints as an opportunity to ‘put things right’ as soon as possible. By doing this we hope to;

· Avoid issues from escalating and
· Learn from any similarities in the type of complaints received so we can avoid similar complaints in the future

We aim to use plain language in all communications and will avoid using jargon and technical terms where possible.

We realise that complaints are often made after a series of negative events and that, by the time you’ve make a complaint, you’ve already suffered the impact of something not working properly with your heat supply or billing service. As such, when dealing with your complaint we’ll take account of your preferred communication method including any additional communication needs and/or specific circumstances that may exist, and will approach your complaint with empathy, a willingness to listen and a desire to put things right as soon as we can.

How to raise a complaint

Complaints regarding heat services are separated into two distinct areas;

1. Complaints regarding the heat supply, e.g. a problem with the heating or hot water

2. Complaints regarding the metering and billing service, e.g. a problem with your heat bill or payment

Complaints should be raised in the following way;

· to the managing agent for issues with the heat supply
· to the metering and billing provider for issues with the billing service

A complaint should only be raised if a problem has been previously reported to the managing agent or the metering and billing provider and the issue wasn’t resolved to your satisfaction in the time you were told it would be resolved, or the problem remains.

The managing agent or the metering and billing provider will acknowledge your complaint within 2 business days and provide a formal response within 10 business days. The maximum time that a complaint will take to resolve will be 8 weeks from the time that it’s received by the managing agent or metering and billing provider, though the intention is to resolve complaints within 15 business days wherever possible.

Complaints regarding the heat supply
If you have a complaint regarding your heat supply you should contact the managing agent selecting one or more of the methods below and report the problem.

· Email; housing@pcha.co.uk 
· Online; https://www.pengechurchesha.org.uk/contact-us 
· By phone; 020 8659 3055 
· In person at the managing agent’s office or during a scheduled visit

The managing agent will record and log details of the complaint in a Heat Complaints Register and provide you with clear timescales for resolving the complaint if possible, or for carrying out further investigations if it’s not possible to resolve the issue without further investigation taking place.

The managing agent will stay in regular contact with you and keep you updated about your complaint or, if the timescale for replying to you changes, will provide a revised timescale and reasons for the need to extend the period of investigation along with clear next steps to be taken.

Once investigations are completed the managing agent will;

· reply to you and let you know its findings
· provide reasons for the issue occurring
· let you know how the problem has been resolved
· let you know what it’s doing to make sure it doesn’t happen again

Complaints regarding the metering and billing service
If you have a complaint regarding the metering and billing service you should contact the metering and billing provider by following the instructions in your heat supply agreement. They will follow the steps detailed in the heat supply agreement until the complaint is resolved.

Nominated representative

Should you wish to nominate a representative to deal with your complaint, please let the managing agent or metering and billing provider know and they’ll manage the complaint with your representative as if they were you.

What to do if you’re not satisfied with the response to your complaint

If you consider that a complaint about your heat supply or metering and billing service has not been resolved to your satisfaction, you can contact LBB and we’ll pick up your complaint and carry out further investigations and keep you informed of steps and timescales.

If your complaint has not been resolved to your satisfaction, you may seek free and impartial advice from Citizens Advice and, under the Energy Ombudsman consumer redress scheme, you may take your complaint to the Energy Ombudsman. Note that you may only seek assistance from the Ombudsman once the 8-week period has elapsed from the date your complaint was initially raised.

Remedies 

If your complaint has been investigated and upheld, the managing agent or metering and billing provider will offer a fair resolution that acknowledges any service failing and the individual impact on you. There is a variety of remedies, ranging from 

· Issuing an apology
· Providing a detailed explanation of the cause of the problem
· Carrying out an internal review of your complaint where you’ve indicated that you would like such a review to take place because you’re dissatisfied with the way the complaint was handled
· Financial compensation – see LBB’s Compensation Policy and Guaranteed Service Payments

The nature of any remedy will depend on the circumstances of your complaint and its outcome.

It's also possible we may identify that a problem in one or more of our heat services or the way we handled a complaint has caused detriment to other heat customer who have not complained. Where this is the case, we will;

· Ascertain the scope and severity of any detriment that may have arisen and 

· Consider whether it’s fair and reasonable to undertake proactive redress or a remediation exercise, which may include contacting other customers who have not complained and

· Take appropriate and proportionate measures to ensure that those customers are given appropriate redress or a proper opportunity to obtain it.

Vulnerable residents

LBB takes its definition of a vulnerable person in relation to a heat supply from the National Institute for Health and Care Excellence. We recognise that, while you may not be vulnerable under normal circumstances, the events that gave rise to your complaint and/or the way the complaint has been dealt with could create a vulnerable situation for you or a member of your household.

If you believe you or a member of your household may be vulnerable, please let the managing agent know.
 

We will help to identify and review any vulnerabilities and may offer additional assistance where necessary.

Recording and reporting Complaints 

LBB, the managing agent and the metering and billing provider will record and keep a full record of all complaints and data in our Heat Complaints Registers, including the outcome of every complaint at each stage of the complaint. We will also report complaints to the Energy Ombudsman if required.

The information recorded for each complaint is as follows;

· Your name and contact details, and of any nominated representative
· The date the complaint was received
· A summary of your complaint
· The category/type of complaint, in line with the Energy Ombudsman’s requirements
· The dates and a summary of any advice given, and/or any action taken or agreed in relation to your complaint
· Whether the complaint is open or closed 
· Where your complaint has been resolved, the basis and date upon which it was resolved
· Copies and dates of all correspondence
· Where relevant, the date that the complaint was accepted by the Energy Ombudsman for consideration
· Where relevant, a summary of the Energy Ombudsman’s ruling regarding the complaint and any action taken by us to comply with that ruling

A ‘resolved’ complaint means a complaint where there remains no outstanding action to be taken by LBB, the managing agent or the metering and billing provider, and which has been resolved to the satisfaction of the heat customer who made the complaint (or on whose behalf the complaint was made). A complaint will, therefore, not be recorded as ‘resolved’ if the customer remains dissatisfied.

Further advice and information

· LBB’s Compensation policy and Guaranteed Service Payments
· LBB’s Vulnerable Customer Policy and Priority Services Register (PSR) 
· Citizens Advice
· Energy Ombudsman
· Definition of a vulnerable person - National Institute for Health and Care Excellence
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[bookmark: _Toc214275281]Compensation and Guaranteed Service Payments Policy
Note - this Policy relates solely to tenants connected to LBB’s Heat Networks. If there is inconsistency between this and other LBB Policies, this Policy takes precedence provided its application is to a Heat Network.

This policy complies with all relevant UK legislation and industry good practice. Reference to tenants may refer to an individual tenant or a household. Reference to LBB may include a third-party acting on LBB’s behalf, e.g. a metering and billing provider or managing agent. 

This policy outlines the Guaranteed Service Payments (GSPs) that will be made to tenants when it fails to meet the performance standards detailed below. It applies to all tenants who get their heat and hot water from an LBB heat network.

Introduction

LBB supplies heat and hot water to a number of its properties via its heat networks. One of the benefits of being on a heat network is that tenants connected to them may pay less for their heat and hot water than they would if it were provided by an alternative form of heating, e.g. electric heating. This is because LBB has the ability to bulk buy the energy used to make heat at prices much lower than an individual can obtain, and it passes the benefit of lower energy costs onto its tenants.

However, it recognises that things don’t always go to plan and that occasionally there may be a problem with one or more aspects of a tenant’s heat supply, e.g. delays or failure to complete a repair within agreed timescales; loss of heating, loss of hot water.

Where a failure occurs tenants may be eligible for compensation according to the guidelines in this policy. LBB’s aim is to make it easy for its tenants to raise a concern and to provide clear processes for claiming and receiving GSPs as a result of a failure with of their heat supply.

Who is eligible?

· All tenants on our heat networks are eligible

When compensation applies

As the heat supplier, LBB aim to provide a heat supply to each tenant’s Heat Interface Unit (HIU) at or exceeding the minimum flow temperature 24 hours a day, 7 days a week, 365 days a year (or 366 days a year during a leap year), other than during a planned interruption or an unplanned interruption.

GSPs apply when the supply of heat fails or the flow temperature of heat entering the HIU from the energy centre falls below 45C or the temperature and flow rate is not adequate to provide heating and hot water in accordance with the NHBC standards for provision of heating and hot water.

GSPs will not be paid for any supply interruption caused by something done or not done or an event occurring to the heating system downstream of an HIU serving a tenant’s property, ie they will only be paid in circumstances where the heat supply from the heat network to the HIU is interrupted.

What compensation applies?

Guaranteed Service Payments will be made in the following circumstances;

Single Planned Interruptions

· The managing agent will provide at least 48 hours written notice to each tenant connected to an LBB heat network who will be affected by a planned interruption to their heat supply.
· Where a planned interruption notified to a tenant lasts longer than 5 Days, from the start time indicated in the written notice, each affected tenant is entitled to a Guaranteed Service Payment of no less than £45 for each full 24 hour period beginning at 00:00 on the 5th Day following the commencement of the planned interruption, up to a total limit of £750.

 Single Unplanned Interruptions

· Where the heat supply to a tenant of an LBB heat network is subject to an unplanned interruption and the supply is not restored within 24 hours of the first registered notification from a tenant connected to an LBB heat network, each eligible tenant is entitled to a Guaranteed Service Payment of no less than £45 for each full 24 hour period (from hour 24) from the first notification registered by LBB, up to a total limit of £750. 

To report an unplanned interruption to its heat supply a tenant must contact the managing agent by email or phone.

Multiple Unplanned Interruptions

· If you experience multiple interruptions during a 12 month period that cumulatively exceed 24 hours, you are entitled to a GSP of £80.
· Multiple unplanned interruptions where you notify the managing agent of four or more unplanned interruptions to the heat supply during any 12 month period and each unplanned interruption is accepted and verified by the managing agent and lasts for over 12 hours, entitles you to a one-off Guaranteed Service Payment of £80. This payment is in addition to any payment due under normal circumstances. 

Alternative Provision for Vulnerable Customers

LBB takes its definition of a vulnerable person in relation to a heat supply from the National Institute for Health and Care Excellence. In addition, we recognise that, while you may not be vulnerable under normal circumstances, a planned or unplanned interruption to your heat supply could create a vulnerable situation for you or a member of your household.

If you believe you or a member of your household may be vulnerable or you are on our Priority Services Register (PSR), please contact the managing agent and tell them as soon as your heat supply is interrupted. They will help to identify and review any vulnerabilities and will make provisions to maintain the heat supply or provide an alternative heat supply, if possible.
 
· In the event that a planned or unplanned interruption lasts for longer than 12 hours the managing agent will take steps to ensure that alternative arrangements are made to supply heating to tenants or members of their household who are in vulnerable situations and/or on LBB’s PSR.
· Where interruption of the heat supply to a vulnerable tenant or member of their household who is in a vulnerable situation exceeds 12 hours without suitable temporary heating provision, the tenant is entitled to a one-off GSP of £35.

If you are not on our Priority Services Register and would like to be, please complete the PSR form and submit to the managing agent. This will ensure that you receive the additional support you require.

The GSPs shown above apply from 1st April 2025 to 31st March 2026 and may be adjusted each year to reflect inflation.

How to claim Guaranteed Service Payments

The managing agent will record and track all interruptions to heat supply and record the names and addresses of tenants who have had their heat supply interrupted, the date and time of the start of the interruption and the date and time when it was restored.

The managing agent will then assess if a tenant is eligible for a GSP and calculate any GSP due. GSPs will usually be paid automatically to tenants affected by an interruption to their heat supply. 

In the event that you haven’t received a GSP, but consider that you are eligible for one, you should contact the managing agent by email or post or by visiting one of its offices and submitting a claim.  The managing agent may already have all the details it needs to agree the claim. However, you may need to provide evidence for the claim. If asked to do so, the claim should include the following information;

· Your name and address
· Your contact details and preferred method of contact – email, phone number etc
· The date and time when the heat supply was interrupted
· The date and time the heat supply was restored
· Whether you were in a vulnerable situation during the interruption and/or on LBB’s PSR.

You have 90 days from the time the heat supply was restored to submit the claim and provide such evidence (where requested by LBB or the managing agent). 

How will you receive a Guaranteed Service Payment?

If your claim is approved, you have the option to credit your heat account with the value of the Guaranteed Service Payment or receive a cash payment of the same value. You will receive payment by the option chosen within 31 days of the GSP being approved.

If the managing agent is unable to credit your account or make the payment within 31 days of the Guaranteed Service Payment being approved, they will contact you.

Exemptions to Making Guaranteed Service Payments

LBB will not be obliged to make a Guaranteed Service Payment where and to the extent that;

· You inform LBB or the managing agent prior to the event or circumstance giving rise to the obligation to pay the Guaranteed Service Payment that you do not wish LBB or the managing agent to take any action (current or future) in regard to such event or circumstance
· You agree with LBB or the managing agent that the action it has taken to resolve the event or circumstance giving rise to the obligation to pay the Guaranteed Service Payment will be treated as the taking by LBB or the managing agent of the action required to satisfy the relevant minimum performance standard and where the action taken by LBB or the managing agent includes a promise to perform any action (whether before or after the event or circumstance giving rise to the obligation to pay the Guaranteed Service Payment), LBB or the managing agent duly performs such promise
· LBB or the managing agent has reasonably requested specific information from you and this information has not been provided (by telephone, post or email) within 90 days of LBB or the managing agent requesting that information
· It was not reasonably practicable to meet the required standard for heat supply due to; 

· strikes or other industrial disputes excluding strikes or industrial disputes involving LBB or the managing agent employees or its affiliates and/or the employees of its or their sub-contractors other than such strikes or industrial action which are taking place on a nationwide or industry-wide basis
· severe weather
· the act or default of a person who is not one of LBB’s or the managing agent directors, officers and employees, its contractors, agents or others who act on its behalf and their respective directors, officers and employees
· LBB or the managing agent was not able to gain access to fix the fault or to make alternative provisions for tenants in vulnerable situations 
· the existence of circumstances which would cause LBB or the managing agent to break the Law or which would lead to imminent danger of death or personal injury
· the effects of an event covered by Part 2 of the Civil Contingencies Act, 2004 (war, terrorism, threat to national security, etc.)
· circumstances of an exceptional nature beyond the control of LBB or the managing agent, including but not limited to gas and electricity supplies to the Energy Centre serving the affected heat network being interrupted due to circumstances beyond the control of the operator of such Energy Centre
· LBB has reasonable grounds to believe that the information provided by you is of a frivolous or vexatious nature and LBB have taken all reasonable steps both to prevent the circumstances from occurring and to prevent or mitigate the effect of the circumstance.

Confidentiality, Record-Keeping, Reporting and Reviewing 

· All reports to LBB or the managing agent will be handled with sensitivity and in accordance with applicable data protection laws. Personal information will only be used for complaint resolution purposes
· The managing agent will record and retain details of all reported incidents, interruptions, eligible customers and payments made
· This data will be kept and reported in accordance with UK heat network legislation
· This policy will be reviewed annually or when required to align with regulatory changes.

Complaints

If you are not satisfied with the outcome of a claim for a Guaranteed Service Payment, you may raise a complaint – please see LBB’s Complaints Policy for details of how to raise a complaint. You may also seek free and impartial advice from Citizens Advice and/or you may take your complaint to the Energy Ombudsman.

Further advice and information

· LBB’s Complaints Policy
· LBB’s Vulnerable Customer Policy and Priority Services Register (PSR) 
· Citizens Advice
· Energy Ombudsman
· Definition of a vulnerable person - National Institute for Health and Care Excellence
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[bookmark: _Toc214275282]Vulnerable Customer Policy and Priority Services Register (PSR)
Note - this Policy relates solely to customers connected to LBB’s Heat Networks. If there is inconsistency between this and other LBB Policies, this Policy takes precedence provided its application is to a Heat Network. 

This policy complies with all relevant UK legislation and industry good practice. Reference to tenants may refer to an individual tenant or a household. Reference to LBB may include a third-party acting on LBB’s behalf, e.g. a metering and billing provider or managing agent. 

This policy outlines LBB’s policy for providing additional support to vulnerable tenants connected to an LBB heat network and provides a form for vulnerable tenants to complete submit if they would like to be on LBB’s Priority Services Register (PSR). 

It applies to all vulnerable tenants who get their heat and hot water from an LBB heat network. Inclusion on the PSR ensures that when a problem occurs or when difficult situations arise, additional help is in place for tenants who need it most.

Introduction

LBB supplies heat and hot water to a number of its properties via its heat networks. One of the benefits of being on a heat network is that tenants connected to them may pay less for their heat and hot water than they would if it were provided by an alternative form of heating, e.g. electric heating. This is because LBB has the ability to bulk buy the energy used to make heat at prices much lower than an individual can obtain, and it passes the benefit of lower energy costs onto its tenants.

However, it recognises that things don’t always go to plan and that occasionally there may be a problem with one or more aspects of a tenant’s heat supply, e.g. delays or failure to complete a repair within agreed timescales; loss of heating, loss of hot water.

What is the LBB Priority Services Register?

The Priority Services Register is a free support service for tenants connected to an LBB heat network who may be in a vulnerable situation. This can include factors such as age, health or disability, and people in vulnerable situations. The managing agent maintains LBB’s Priority Services Register (PSR) for all vulnerable tenants connected to LBB heat networks.

How can the Priority Services Register help?

There are various services included in the PSR, that include;

· Fast response — if your heat supply is interrupted, the managing agent will prioritise resolving any problems with your heat supply and do all it can to minimise any time that you’re without heat or hot water. If the heat supply is interrupted for more than 12 hours the managing agent will provide alternative facilities for heat and hot water, wherever possible
· Security — the managing agent can agree a password with you that can be used for appointments, so that when a member of the managing agent’s staff or an engineer visits you to discuss your heating or carry out a repair, they will be able to say the password so you’re sure of their identity
· Nomination — if you would feel happier having somebody like a family member or carer handle your bills for you, we can arrange for your bills to be sent or copied to them
· Accessibility — for blind and sight-impaired customers, we provide bills in talking braille or large print, plus Minicom and textphone facilities
· Access to help and advice – the managing agent can help you to obtain additional and impartial information or assistance from advice agencies, support services and charities to support with;

· heat bill payments
· heat consumption
· debt management

Eligible tenants

LBB takes its definition of a vulnerable person in relation to a heat supply from the National Institute for Health and Care Excellence. In addition, we recognise that, while you may not be vulnerable under normal circumstances, a problem with your heat supply could create a vulnerable situation for you or a member of your household.

If you are a vulnerable person or think that a problem with your heat supply may put you in a vulnerable situation, you can register for the Priority Services Register if you or a member of your household;

· have a cardiovascular condition
· have respiratory conditions (in particular, chronic obstructive pulmonary disease and childhood asthma)
· have mental health conditions
· have reached the state pension age
· have children under 5 years old
· are pregnant 
· have attended hospital due to a fall
· are on a low income
· experience temporary life events such as bereavement, unemployment, or domestic violence
· are otherwise in a situation where you may be at a disadvantage in accessing or understanding your heat services
· have a hearing or sight condition
· move in and out of homelessness
· have addictions
· have difficulty understanding English or other communication barriers
· are a recent immigrant or asylum seeker

How to register for the Priority Service Register

If you believe you or a member of your household may be vulnerable, please contact the managing agent on

· Email housing@pcha.co.uk 
· Online https://www.pengechurchesha.org.uk/contact-us 
· By phone 020 8659 3055 
· In person at the managing agent’s office or during a scheduled visit

or complete and submit the PSR form below and return to the managing agent.

Further advice and information

· Citizens Advice
· Definition of a vulnerable person - National Institute for Health and Care Excellence
· LBB’s Money Advisor Network is a collaboration between LBB and the Money and Pensions Service. It can provide access to affordable financial advice. 
· StepChange Debt Charity - Free Expert Debt Advice. Free confidential and expert debt advice online and over the phone and offers support whilst dealing with debt problems
· Money Helper - Free and impartial money advice, set up by the Government. It provides an online health check by the Money Helper Service who provide free and independent advice and information on how to manage money
· Tenants can call the National Debtline free on 0808 808 4000 for debt problems
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Welcome to your new home. Your property is connected to a heat network, which provides you with heating and hot water. We know there’s a lot of information to take on board when you first move into your property. We hope the step-by-step guide below will help you get your heating and hot water system set up and understand how your heat supply works.

Before You Move In

Confirm Heat and Hot Water Supply Details
· Your heat supplier is LBB. LBB own the heating system at your property and employ a number of specialist companies to operate, maintain and manage the heating system.
· LBB may also use a managing agent to manage the companies they employ
· Check if you have a managing agent to manage the heat supply at your property
· A heat metering and billing company provides your meter reading and billing service. They will collect your heat meter readings remotely, set up and manage your heat supply account and deal with any queries in relation to your heat bills 
· Ask LBB or your managing agent’s move-in team for any introductory documents or heat supply agreements
On Move-In Day

System Introduction
· If you would like a demonstration of your heating system, ask your managing agent’s move-in team
· Locate your Heat Interface Unit (HIU) — this controls your heating and hot water and is usually inside a cupboard
· Locate your timer/programmer – this is what you use to control when the heating is on and off
· Check that the system is functioning properly – turn your hot taps on and see check the water is hot. Turn the heating on and wait for all radiators to get hot
· Take a photo or note of your opening heat meter reading for your records – the heat meter is usually visible inside your HIU and/or on your in-home display if you’re on a prepayment system
Review and Sign the Heat Supply Agreement – Note, the agreement needs to be signed before you move in
· You need to read and sign your Heat Supply Agreement. It explains;
· Your rights and responsibilities as a heat customer
· The prices you’ll pay for your heat and hot water (tariff, standing charge, etc.)
· How to pay
· What to do if you’re a ‘vulnerable’ person
· How to request help or raise a complaint
Review your Welcome Pack from the metering and billing provider
· The Welcome Pack explains all about your heating system and describes;
· How to set up your heat account
· How to use the payment system (if installed)
· How to contact your billing provider
· How to raise a complaint about your billing service
Contact the billing provider and provide them with your Move-In Details and set up your heat account
· Register your contact details with the billing provider (details can be found in the Heat Supply Agreement). You’ll need;
· Your name and contact information
· Move-in date
· Property address 
· Submit an opening meter reading to the billing provider (your heat meter is usually visible on or near the HIU). If it isn’t visible you should be able to see the meter reading on the in-home display (if you are on a prepayment system)
· Confirm with the billing provider that your customer account has been setup and is active
· If you are on a prepayment system, you should have an in-home display that shows you all the information you should need, eg heat meter reading, heat use per day/week/month/year, amount of credit remaining etc
· If you are on a prepayment system, check that the billing provider has loaded your Welcome Credit onto the prepay system and that you can see it on your balance 
· Check how to access the Emergency Credit (for use on prepayment systems when you run out of credit and are unable to top up)
Ongoing Use and Support
Understanding Your Heat Usage
· Learn how to monitor your heat usage and costs via;
· Your in-home display or billing app
· Online customer portal
· Billing statements
Reporting Issues
· Contact the managing agent if you have;
· No heating or hot water
· Leaks or faults in the HIU
· Contact the billing provider if you have;
· Billing or account questions
· Problems topping up your heat account
Energy Saving Tips
· Adjust the thermostatic radiator valves (TRVs) in each room, eg many people like the bedrooms to be cooler than the living room. They are usually number from off though 1-5, with 1 being the coolest and 5 being the hottest
· Set your heating programmer schedule to suit your preferences, eg on at 06.00-08.00 in the morning, off from 08.00-18.00, then on again from 18.00 to 22.00 and off from 22.00 to 06.00. You can usually set different on/off times for each day and at weekends
· Turn the heating off or the thermostat down when you don’t need heating
When Moving Out
Notify the metering and billing provider and the managing agent that you’re moving out
· Contact the billing provider and provide your move-out date and final meter reading
· Settle any outstanding balance or request a refund if in credit
Contact Information

The London Borough of Bromley
Bromley Civic Centre, 2 Westmoreland Road, Bromley, BR1 1AS
Phone; 020 8464 3333

Your Managing Agent
Email; housing@pcha.co.uk  
Phone; 020 8659 3055
 
Your Billing Provider
Email; hello@mysycous.com
Phone; 0333 880 3115 (local rate)

Emergency Contact if your heating or hot water aren’t working;
Penge Churches Housing Association (PCHA)
Phone; 020 8659 3055 
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What This Policy Is For
Note - this Policy relates solely to communication with tenants connected to LBB’s Heat Networks. If there is inconsistency between this and other LBB Policies, this Policy takes precedence provided its application is to a Heat Network.
This policy complies with all relevant UK legislation and industry good practice. Reference to tenants may refer to an individual tenant or a household. Reference to LBB may include a third-party acting on LBB’s behalf, e.g. a metering and billing provider or managing agent. 
This policy sets out how The London Borough of Bromley (LBB) will communicate with residents who are connected to our heat networks. Our aim is simple - to make sure residents are kept informed, supported, and listened to — especially when it comes to your heating supply, service updates, and billing.
Why It Matters
Good communication helps things run smoothly. It means;
· You know what’s happening and why
· You can get help quickly when something goes wrong
· You understand your bills and charges
· We hear your feedback and act on it
Who It Applies To
This policy is for:
· Residents connected to an LBB heat network
· LBB staff involved in managing and running the network
· Contractors or partners delivering heat network services on our behalf
How We’ll Communicate With You
We’ll use different ways to stay in touch, depending on the situation. Here’s what you can expect;
How			When & Why We Use It 
Letters or leaflets 	For planned works, changes to your service, or key updates
Email 			For general updates, responses to queries, and news
Text alerts		For urgent issues, like a disruption to your heating
Online portal/website For urgent issues, like a disruption to your heating
Noticeboards 	For local updates, they will be posted in communal areas
Phone 		For speaking to someone directly, especially in emergencies
Public meetings 	For wider discussions, Q&As, or significant service changes
If you need information in a specific format such as large print or another language please let us know.
Keeping You Informed

Planned Maintenance or Works
If we need to carry out planned works that affect your heating or hot water, the managing agent will give you at least 48 hours notice. You’ll get clear information on;
· What the work is
· When it’s happening
· How long it will last
· Who to contact if you have any questions
Unplanned Disruptions
If something goes wrong, like a breakdown or emergency repair, the managing agent will let you know as soon as it can ideally within 1 hour of the works taking place, and will aim to post updates by text and online on how the work is going and when it’s likely to be complete.

The managing agent also keep you posted if the situation changes or if repairs take longer than expected.

Bills and Charges
We know heating costs are important for residents to understand properly so they can manage their budgets. We’ll make sure that:
· If you’re not on a prepayment system, your bills are clear, accurate, and sent out regularly (monthly or quarterly, depending on your set-up).
· Tariff reviews happen once a year — we’ll tell you at least 31 days in advance if anything changes.
· If you have a question about your bill, your charges or the way they are calculated, the metering and billing provider will get back to you within 5 working days.
Listening and Responding to You
We want to hear from you whether it’s a question, a suggestion, or a complaint in relation to your heat network.
You can contact us on;
· Email housing@pcha.co.uk 
· Online https://www.pengechurchesha.org.uk/contact-us 
· By phone 020 8659 3055 
· In person at the managing agent’s office or during a scheduled visit

If you ask us a question or suggestion, we’ll answer you within 10 working days. We’ll acknowledge any complaints within 2 business days and provide a formal response within 10 business days. The maximum time that a complaint will take to resolve will be 8 weeks from the time that it’s received by LBB, the managing agent or the metering and billing provider, though our intention is to resolve complaints within 15 business days wherever possible.

If you’re not happy with the outcome, we’ll explain how you can take things further — including obtaining free, impartial advice from Citizens Advice or taking your complaint to the Energy Ombudsman.

Getting Involved
Your input helps us improve the services we provide. That’s why we will;
· Run regular resident satisfaction surveys.
· Hold once-yearly resident meetings (in person or online) to share updates and hear from you.
· Invite residents to take part in a Heat Network Advisory Group, where possible.
Keeping Things Under Review

This policy will be reviewed every 12 months to make sure it’s still working and relevant. We’ll update it if regulations change or if you tell us it could be improved.

Further advice and information

· LBB’s Compensation policy and Guaranteed Service Payments
· LBB’s Complaints Policy
· Citizens Advice
· Energy Ombudsman
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