
Your guide to getting 
the best out of your 
new smart meters
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Call free on: 0800 027 0072 
or via Minicom: 0800 027 8899 
Lines open Monday to Friday 8am to 10pm and 
Saturday 8.30am to 6pm

If you are dialling from outside the UK:  
+44 800 027 0072 (international dialling rates apply)

ScottishPower, Customer Care 
Cathcart Business Park, Spean Street, 
Glasgow G44 4BE

contactus@scottishpower.co.uk 
scottishpower.co.uk

Looking for more answers? 
Visit scottishpower.co.uk/smartmeters

New meters, new thinking
Welcome to a new way of thinking about your energy. As well as the 

user guide that comes with your In-Home display, we’ve put together  

a short guide to help you make the most of this new technology. 

Additional support with our Priority Services
We want to give as much support as we can to those customers who need it. You may  

be eligible for our Priority Services Register for a number of reasons ranging from a chronic 

illness or disability to a change in your personal circumstances. If we become aware that 

you (or someone in your household) would benefit from any of our Priority Services, we 

will offer to add you to our Register – alternatively, please let us know if you think you’re 

eligible. For further information, please visit scottishpower.co.uk/psr or call us free on 

0800 027 0072. 

Smart Metering Installation Code of Practice
We work to the mandatory Smart Metering Installation Code of Practice (SMICoP),  

which sets the minimum standards for Code members to follow in relation to the 

installation of smart meters. The main objectives of this code are to ensure you receive 

a high standard of service, that you know how to use your smart meter and have been 

given an understanding of how you could improve your energy efficiency through your 

smart meter. Find out more at www.smicop.co.uk



Frequently asked questions
What are the benefits of my half hourly data being supplied automatically? 
It means you will no longer have to submit manual meter readings to us. Smart meter 
readings will automatically be supplied to us, which means accurate bills and therefore 
only paying for energy that you use. As well as using your readings to supply you with an 
accurate bill, we will also use them to deliver your personalised consumption graphs and 
energy efficiency advice through your online account. The more frequently we retrieve your 
readings the more personalised and detailed the information will be. You can register for  
an online account free at scottishpower.co.uk

Where should I keep my In-Home display? 
You should keep the In-Home display (IHD) in a place that is convenient for you to see and 
use, but make sure that the IHD is in a location where it will maintain signal with your meters. 
Like all wireless devices, the IHD can sometimes experience low signal strength or lose the 
connection with your smart meters. The easiest way to correct this is to power the device 
down (by pressing the on/off button on the back of the unit) for 10 seconds and move 
the unit closer to where your meters are located. Once there, please turn the unit back 
on – this should restore the connectivity and your IHD will begin to display your data. Your 
data will normally be refreshed within 30 minutes of restored connectivity. The internal 
battery allows you to carry the IHD around the house to investigate the effects of turning 
appliances on and off. This battery will last for approximately 1 hour before it needs to be 
reconnected to the power source.

Why is my bill still estimated? 
It may be that we didn’t receive an accurate reading before your new smart meters were 
installed. Don’t worry, this will be accurately reflected in your next bill. Or there may have 
been an interruption to the wireless communications signal, which resulted in us not 
receiving your meter readings. This will be corrected once the signal is restored.

Why does my bill not match the energy shown on my In-Home display? 
It could be due to a recent price or product change, as this can take a few days for your 
In-Home display to reflect this update. Your In-Home display also doesn’t include any VAT, 
discounts or debt on your account.

Why is my bill much larger/smaller than before? 
Now that we’re receiving accurate readings straight from your smart meters, your bills are 
now based entirely on the energy you’ve used, as opposed to on estimated figures. You can 
read more about this at scottishpower.co.uk/smartbill Although we will be receiving daily 
readings, we will bill you as per your normal billing schedule.

What do I do if I am moving house once my smart meters are installed? 
As usual, contact us at least 24 hours before your moving day. That way, we can ensure that 
both your meters and In-Home display are remotely cleared of your consumption data and 
a final remote meter reading can be taken before the new occupier moves in. Also, please 
remember to leave the In-Home display behind for the new owners.

What smart  
means for you
Now that your smart meters are up and running,  

there are a number of great benefits for you to enjoy 

straightaway. Firstly, you won’t have to submit meter 

readings or have a meter reader coming to your door. 

We’ll receive remote readings from your smart meters. This isn’t just convenient 

for you; it gives us an accurate account of your energy use, which means there 

will be no more estimated bills and you’ll only be paying for the energy you use.

Your smart meter data
We can automatically retrieve readings straight from your smart meters.  

This means that you no longer need to manually enter your meter readings.  

How often we retrieve your readings is up to you, you can choose from monthly, 

daily or half hourly. As well as using your readings to supply you with an accurate 

bill, we will also use them to deliver your personalised consumption graphs and 

energy efficiency advice through the app and your online account. The more 

frequently we retrieve your readings the more personalised and detailed the 

information will be, this is why we recommend you choose half hourly readings. 

You can set or change your meter read frequency at any time by visiting 

scottishpower.co.uk/updatedetails or calling us free on 0800 027 0072.  

We’re open Monday to Friday 8am to 10pm and Saturday 8.30am to 6pm.

If we don’t hear from you, then 7 days after your meter install, we will begin 

retrieving your readings on a daily basis.

Please note: we will not use your data for marketing purposes and will never share your 
information with third parties for their marketing purposes.

For independent advice about your rights and choices relating to your personal information, 
contact The Information Commissioner’s Office at www.ico.org.uk or via the ICO Helpline on 
0303 123 1113.

No more  
estimated  

bills

More control to save you money
Now that your smart meters are installed, you’ll hopefully notice a difference 

in how you think about your gas and electricity use. Your handy In-Home 

display allows you to:

•   see accurate real-time information on the energy you’re using

•   have a much better view of how much activities are costing, in pounds 

and pence

•   have a much clearer idea of where you’re spending money, so you can 

see where to reduce any unnecessary energy use.

Make smart energy savings
The average home in the UK can save around £30 a year just by remembering 

to turn your appliances off standby mode. Switch off your TV, computer 

and console and you could reduce your energy costs.

If the average household replaced all of their remaining old-fashioned bulbs 

with compact fluorescent lightbulbs (CFLs), and all of their halogen bulbs 

with LEDs, the household could save about £35 a year on bills.

 Even turning down your room thermostat by just one degree can save 

between £85 and £90 a year.

For Free & Impartial Energy Saving Advice Contact:

Scotland – Home Energy Scotland free on 0808 808 2282  
or visit www.homeenergyscotland.org 

England & Wales – The Energy Savings Advice Service on 0300 123 1234  
(calls are charged at the standard national rates)  
or visit www.energysavingstrust.org.uk


