6. We’re committed to upholding your rights
	

•	
We won’t sell your energy consumption data to any
third parties
•	
You can ask us not to send marketing
communications to you (including messages on your
smart energy monitor) on the appointment call
•	
You can ask for a copy of any information we hold
about you at any time. We’ll provide it free within
21 days and, where possible, in the format you want

•	
We promise to take care of your personal data.
Your information will be kept secure to protect it
from misuse and will only be shared:
		
• 	Where we’re required by law to give data to a
particular third party or Government department
		
•	With other parties such as networks, who are
involved in the delivery of energy to your home
		
•	With other organisations who help us by
delivering services on our behalf – but we’ll always
let you know who they are
		
•	If we need to provide data to the police, or other
law enforcement agencies, to prevent fraud or as
part of criminal investigations
•	
If you leave British Gas we’ll make sure we don’t
have access to data from your smart meters after
you leave us
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‘I was quite impressed that the engineer
checked all my appliances and very
satisfied with the service received’
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•	
We’ll work to resolve any complaints quickly, to
your satisfaction and in line with Ofgem complaint
handling rules
•	
We’ll comply with all relevant laws and regulations,
including the Data Protection Act 1998

‘I’ve become a bit of a geek about this
smart technology and it means you can
forget estimated bills forever’

Our smart metering
customer guide
At British Gas we want you to benefit from smart meters as early as possible. The Government has said that smart
meters will be rolled out as standard by 2020. But we’ve been installing them for several years, so our customers
can benefit as early as possible.
With your smart meters and smart energy monitor, the cost of what you use becomes clearer. And if you can
see the energy you use, you can start to make changes that could help you save money. You’ll also benefit from
accurate bills as readings are sent to us automatically from your smart meters.
We’re leading the industry in shaping the future of energy – and we’re committed to putting your needs first.
That’s why we’ve signed up to the energy industry’s Smart Meter Installation Code of Practice, and drawn up
this smart metering customer guide to make our commitments clear to you.

1.	We’re committed to making your smart
meter upgrade as trouble-free as possible
•	
You won’t be charged for having your meters
upgraded

NB. This is a summary of our key
commitments. For complete details
of how we may use your personal
information, please see your full
supply terms and conditions at
britishgas.co.uk/termsandconditions

•	
We’ll book an appointment that’s convenient for
you, so you or another adult can be at home during
the smart meter upgrade. We need someone to be
there because the electricity and gas supplies will
need to be shut off during the installation
•	
If we supply both your gas and electricity we’ll do
all we can to get both meters upgraded at the same
time – if we can’t we’ll let you know why and what
will happen
•	
When they come to fit your meters, our fully-trained
Smart Energy Experts will let you know who they
are, that they’re working for us and the reason for
their visit. They’ll also show you their photo I.D. so
you can be sure they are who they say they are.
They’ll be dressed in a British Gas uniform, be
courteous and professional, and make sure your
home is left just as they found it

Want to know more, or any questions?
Just go to: britishgas.co.uk/smart
Or call us free on: 0800 980 6121*
(if you use a textphone 1800 0800 072 8626)

•	
W
 here possible, we’ll let you know if we plan to
send more than one person to visit your home
during the meter installation. If more than one
person does come they’ll each have their own photo
I.D. and their roles will be clearly explained to you

‘The British Gas engineer was lovely. He
was very helpful and polite. He talked me
through the installation and showed me
how to use the smart meter’s settings’

‘When I was offered a smart meter
upgrade, I was keen to see how we could
better manage our energy use. It was
quick to have installed and I’m surprised
to see how much energy I use washing
and drying’

•	
The Smart Energy Expert will explain how smart
meters work, how to use the smart energy monitor
and they’ll leave an easy-to-follow user guide. They’ll
explain what information is available from your new
smart meters, how to access it and how the smart
energy monitor works. And as you’d expect, they’ll
double-check everything and make sure it’s working
properly before they leave. If appropriate they’ll also
advise you on any electrical or gas safety issues

2.	We’re committed to giving you more choice
and control
•	
When your smart meters are in place, you can stay
on your existing tariff or choose a new one that suits
you better. Switching tariffs is quick and easy
•	
Once you’ve got your smart meters you can still
change supplier; your rights haven’t changed.
But not all suppliers use smart meters yet, so your
new supplier may not be able to support some
of their functions. If you’ve got credit meters, you
won’t need new meters, they’ll automatically change
back to working as ‘standard’ meters

•	
Some products and tariffs need more than one
reading per day – e.g. tariffs that charge different
prices based on the time of day – but we’ll always
ask for your permission beforehand if that is
the case

‘Because I am now more aware [of my
energy use], it means I can be more careful
in the future about how and when I use
certain appliances’

4.	We’re committed to providing extra help
for those who need it

‘He was very helpful, called an hour
before, explained everything that he
was doing and then gave good energy
efficiency advice’

3.	We’re committed to helping you understand
the energy you use and save money
•	
You’ll get a free smart energy monitor – the digital
screen makes it easy to see how much energy
you’re using so you can manage your energy and
make savings
•	
Our Smart Energy Expert can give you energy
efficiency tips on how to save energy in your home.
This will include how your smart meters can give
you a greater understanding of your energy use and
how this can be used to help improve your home’s
energy efficiency

•	
To be able to do these things we’ll normally collect
readings every day from each meter. You can decide
how many readings you would like us to obtain.
You can get more tailored advice by allowing meter
reads on a half hourly basis which get sent back to
British Gas at most once per day. You can tell us
to collect fewer if you wish by calling us free on
0800 980 6121. We’d then collect one read per day,
or even one per month (but your personalised smart
energy reports could not then be produced)
•	
Before we collect any data from your smart meters
we’ll let you know what we plan to collect and what
it’ll be used for

•	
If you have a pay as you go meter you may need
to have your meter exchanged again to one that
uses a card or key. You’ll need to check with your
new supplier

•	
We promise that we won’t try to sell you anything
during your meter upgrade. Our Smart Energy
Expert may talk to you about products or services
that are relevant to you and could help you save
energy, but only if you’ve agreed to this before we
arrive. Any discussion will end whenever you want
it to. As always, our product recommendations will
be carried out in a fair, transparent, appropriate and
professional manner. If you want to know more we
can provide further information later, when you’ve
had time to think about what’s been suggested.
We won’t put you under any pressure

Want to know more, or any questions?
Just go to: britishgas.co.uk/smart
Or call us free on: 0800 980 6121*
(if you use a textphone 1800 0800 072 8626)

•	
You can get further energy efficiency tips and ideas
at britishgas.co.uk/energysavingtips or by calling
us free on 0800 980 6121*. You can also get extra
independent advice on saving energy from the
Energy Saving Trust at energysavingtrust.org.uk

•	
When we come to fit your smart meters we’ll let
you know if we think you could benefit from any
of our programmes for customers in need of extra
services. If you think you might need additional help
please let us know in advance and we’ll do all we
can to meet your needs

•	
You can change your mind at any time, and every
year we’ll remind you how many readings we collect
and what we use them for
•	
British Gas operates in accordance with the energy
industry Data Guide. You can view the whole Data
Guide at energy-uk.org.uk but here is a summary
of your rights and our obligations
•	
We will not use any data from your smart meters for
marketing products and services to you, unless you
have given us permission to do this

•	
We’ll do all we can to make sure your payment
methods, meters and display equipment are right
for you. We’ll also explain how your smart meters
could help save you money

5.	We’re committed to protecting
your personal data
•	
We need to collect readings from your smart meters
to calculate your bills. We also use them to help us
to purchase energy efficiently, and to send reports
to you that provide a simple analysis of your energy
usage. Only customers with smart meters can
receive these

*Calls are free from a BT Calling Plan. Mobile and other providers’ charges may
vary. We record calls to help improve our service to you.

		
•	We’ll only collect data that relates to your energy
use, along with any alerts or warning messages
from your smart meters telling us there’s a
problem with your supply or meters

