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SECTION A:  STANDARD CONDITIONS

FOR ALL SUPPLIERS
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Standard conditions 1 to 6:

General arrangements
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Condition 1.  Definitions for standard conditions

1.1 This condition sets out defined words and expressions used in the standard 
conditions of this licence (all of which begin with capital letters) and gives 
their definitions next to them.

Definitions in alphabetical order

1.2 In this licence, unless the context otherwise requires:

Act means the Gas Act 1986;

Amount in relation to gas, means its energy content expressed in 
kilowatt hours;

Applicable 
Customer

means, in relation to an application made by the licensee to 
the Authority in accordance with standard condition 10 
(Restriction or revocation of licence), a Customer if:

(a) immediately before the restriction or revocation 
takes effect, his premises are being supplied with 
gas by the licensee; and

(b) in the case of a restriction, his premises will be 
excluded by it from this licence;

Application 
Regulations

means regulations made under section 7B of the Act that set 
out the form and manner in which applications for a Gas 
Supply Licence or an extension or restriction of such a 
licence are to be made;

Authority means the Gas and Electricity Markets Authority 
established under section 1 of the Utilities Act 2000;

Bill means an invoice or a demand for payment or any other 
instrument of the same or similar character and purpose;

Charges for the 
Supply of Gas

means, as between the licensee and a Customer, charges 
made by the licensee in respect of the supply of gas to that 
Customer’s premises, including any charges made for the 
provision of a Gas Meter;

Competition 
Commission

means the body of that name established by section 45 of the 
Competition Act 1998;

Consumer Direct means the body of that name which is funded by the Office 
of Fair Trading to provide a consumer advice helpline

Contract includes, as between the licensee and a Customer, a contract 
deemed to have been made because of paragraph 19(2) of 
Schedule 5 to the Gas Act 1995 but does not include a 
Deemed Contract and related expressions must be read 
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accordingly;

Customer means any person supplied or requiring to be supplied with 
gas at any premises in Great Britain;

Deemed Contract means, as between the licensee and a Customer, a contract 
deemed to have been made because of paragraph 8 of 
Schedule 2B to the Act but does not include a contract 
deemed to have been made because of paragraph 19(2) of 
Schedule 5 to the Gas Act 1995;

Directly Connected in relation to any premises, means so connected to a Gas 
Transporter’s pipeline system that the final connection to the 
premises is from that system;

Disconnect in relation to the supply of gas only, means to stop that 
supply to a Domestic Premises and related expressions 
must be read accordingly;

Domestic Customer means a Customer supplied or requiring to be supplied with 
gas at Domestic Premises but excludes such Customer 
insofar as he is supplied or requires to be supplied at 
premises other than Domestic Premises;

Domestic Premises has the meaning given in and is to be interpreted in 
accordance with standard condition 6 (Classification of 
premises);

Domestic Supply 
Contract

means a Contract for the supply of gas to Domestic 
Premises;

Domestic Supply 
Direction

means a direction issued by the Authority under paragraph 
3 of standard condition 3 (Application of Section B of 
standard conditions) to give effect to Section B of the 
standard conditions; 

Electronic 
Communication

means a message comprising text or an image of text that: 

(a) is sent over a Public Electronic Communications 
Network;

(b) can be stored in that network or in the recipient’s 
terminal equipment until it is collected by the 
recipient; and

(c) is in a particular form and is used for a particular 
purpose and the recipient of it has expressed a 
willingness, to the sender, to receive it in that form 
and for that purpose;  
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Estimated Costs means costs estimated by the Authority as likely to have 
been the costs incurred by the Competition Commission in 
connection with references to it in respect of this licence or 
any other licence granted under the Act or the Electricity 
Act 1989, such estimate having regard to any views of the 
Competition Commission;

Financial Year means a period of 12 months beginning on 1 April each year 
and ending on 31 March of the next calendar year;

Gas Interconnector 
Licence

means a gas interconnector licence granted or treated as 
granted under section 7ZA(1) of the Act;  

Gas Meter means a meter which conforms to the requirements of 
section 17(1) of the Act and is of an appropriate type for 
registering the quantity of gas supplied;

Gas Shipper means any person who holds a Gas Shipper Licence;

Gas Shipper 
Licence 

means a gas shipper licence granted or treated as granted 
under section 7A(2) of the Act;

Gas Supplier means any person who holds a Gas Supply Licence;

Gas Supply Licence means a gas supply licence granted or treated as granted 
under section 7A(1) of the Act;

Gas Transporter means any person who holds a Gas Transporter Licence;

Gas Transporter 
Licence 

means a gas transporter licence granted or treated as granted 
under section 7(2) of the Act;

Holding Company means a holding company within the meaning of sections 
736, 736A and 736B of the Companies Act 1985;

Industry Documents includes the Supply Point Administration Agreement;

Information means information (other than information subject to legal 
privilege) in any form or medium and of any description 
specified by the Authority and includes any documents, 
accounts, estimates, returns, records or reports and data of 
any kind, whether or not prepared specifically at the request 
of the Authority;

Last Resort Supply 
Direction

means a direction given by the Authority to the licensee 
that specifies or describes the premises to be supplied with 
gas in accordance with standard condition 8 (Obligations 
under Last Resort Supply Direction);

Last Resort Supply 
Payment

means a sum of money payable to the licensee to 
compensate for any additional costs it incurs in complying 
with a Last Resort Supply Direction;
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Marketing 
Activities

means any activities of the licensee, except 
communicating with Domestic Customers by telephone, 
that are directed at or incidental to identifying and 
communicating with Domestic Customers for the purpose 
of promoting the licensee’s Domestic Supply Contracts to 
them and includes entering into such contracts with such 
customers except during a telephone conversation;

Meter Asset 
Manager

means a person or a class or description of persons 
possessing the expertise satisfactorily to design, install, 
commission, inspect, repair, alter, reposition, remove, 
renew and maintain the whole or part of the Supply Meter 
Installation as defined in Section M, paragraph 1.2 of the 
Network Code as at 1 August 2007; or a person whose 
staff have such expertise;

Meter Installer in relation to any Gas Meter, means:

(a) a person a class or description of persons possessing 
the expertise to connect that meter satisfactorily so 
that the gas supplied through it is duly registered; or

(b) a person whose staff have such expertise;

Meter Point 
Reference Number

means a number relevant to the registration of a Customer 
that is prescribed by the Network Code;

Multi-Site Contract has the meaning given in and is to be interpreted in 
accordance with standard condition 6 (Classification of 
premises);

National Consumer 
Council

means the body of that name established by Part I, section 
1 of the Consumers, Estate Agents and Redress Act 2007.

Network Code has the meaning given in and is to be interpreted in 
accordance with standard condition 9 (Network Code) of the 
Gas Transporter Licence; 

Non-Domestic 
Customer

means a Customer who is not a Domestic Customer;

Non-Domestic 
Premises

has the meaning given in and is to be interpreted in 
accordance with standard condition 6 (Classification of 
premises);

Non-Domestic 
Supply Contract

means a Contract for the supply of gas to Non-Domestic 
Premises, as varied from time to time;

Notice means notice given directly to a person in Writing; 

Outstanding 
Charges

means the amount of any Charges for the Supply of Gas 
which are due to the licensee from a Domestic Customer, 
have been demanded of that Domestic Customer by the 
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licensee in Writing at least 28 days previously and remain 
unpaid;

Participating 
Interest

has the meaning given by section 260 of the Companies 
Act 1985; 

Pensionable Age means, in relation to any person, pensionable age within the 
meaning given by section 48(2B) of the Act;

Principal Terms means, in respect of any form of Contract or Deemed 
Contract, the terms that relate to:

(a) Charges for the Supply of Gas;

(b) any requirement to pay Charges for the Supply of Gas 
through a prepayment meter;

(c) any requirement for a Security Deposit;

(d) the duration of the Contract or Deemed Contract; 

(e) the rights to end the Contract (including any 
obligation to pay a Termination Fee) or the 
circumstances in which a Deemed Contract will end,

and any other term that may reasonably be considered to 
significantly affect the evaluation by the Customer of the 
Contract under which gas may be supplied to his premises;

Priority Services 
Register

means the register of certain of its Domestic Customers 
established and maintained by the licensee in accordance 
with standard condition 26 (Services for specific Domestic 
Customer groups);

Proposed Supplier 
Transfer

in relation to any premises at which a Gas Supplier is 
supplying gas, means the proposed transfer of responsibility 
for that supply from that Gas Supplier to any other Gas 
Supplier; 

Protocol means the arrangements in force under the Supply Point 
Administration Agreement by which Charges for the Supply 
of Gas owed to a Gas Supplier by a Domestic Customer to 
whom gas is supplied through a prepayment meter may be 
assigned to any other Gas Supplier;

Public Electronic 
Communications 
Network

has the meaning given in section 151 of the 
Communications Act 2003;
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Relevant Gas 
Shipper 

means a Gas Shipper that has made arrangements under 
which gas is conveyed:

(a) to premises to which the licensee supplies gas; or

(b) where the licensee supplies gas to Secondary 
Premises, to the Relevant Primary Premises;

Relevant Gas 
Supplier 

in relation to any premises, means the Gas Supplier that is 
supplying gas to the premises; 

Relevant Gas 
Transporter 

in relation to any premises to which gas is supplied by the 
licensee, means:

(a) the Gas Transporter that conveys gas to those 
premises and to whose pipeline system those 
premises are Directly Connected; or

(b) where those premises are Secondary Premises, the 
Gas Transporter that conveys gas to the Relevant 
Primary Premises and to whose pipeline system the 
Relevant Primary Premises are Directly Connected;

Relevant Gas 
Transporter’s 
Enquiry Service

means the service established and operated by the Relevant 
Gas Transporter under standard condition 31 (Supply Point 
Information Service) or standard special condition A31 
(Supply Point Information Service) of the Gas Transporter 
Licence for the provision to a Customer of information in 
respect of the supply of gas to premises which are, or are 
about to be, owned or occupied by that customer;

Relevant Payment means compensation payable to a Customer under 
standard condition 15 (Payments received in relation to 
standards of performance) of the Gas Shipper Licence or 
under any provision of regulations made under section 
33AA of the Act; 

Relevant Primary 
Premises

means, in relation to any Secondary Premises, the 
premises to which gas is conveyed by a Gas Transporter 
before being conveyed to the Secondary Premises;

Relevant Proportion means the proportion of the costs attributable to either the 
Authority or the licensee in accordance with any direction 
issued by the Competition Commission under section 
177(3) of the Energy Act 2004 or, in the absence of such 
direction, zero;

Representative in relation to the licensee, means any person directly or 
indirectly authorised to represent the licensee in its 
dealings with Customers;

Secondary Premises means any premises to which gas is conveyed under an 
exemption from section 5(1)(a) of the Act, granted under 
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section 6A of the Act, for supply by the licensee; 

Section B means the section of the standard conditions of that name 
which is given effect in this licence in accordance with 
standard condition 3 (Application of Section B of standard 
conditions) and, if it has effect, allows the licensee to supply 
gas to Domestic Premises;

Security Deposit means a deposit of money as security for the payment of 
Charges for the Supply of Gas;  

Subsidiary means a subsidiary within the meaning of sections 736, 
736A and 736B of the Companies Act 1985;

Supply Point 
Administration 
Agreement 

means the Supply Point Administration Agreement 
designated by the Authority in accordance with standard 
condition 34A (The Supply Point Administration 
Agreement) of the licensee’s Gas Supply Licence in the 
form in which that licence was in force at 31 July 2007;

Temperature and 
Pressure Conversion 
Factor

has the meaning given in the Gas (Calculation of Thermal 
Energy) Regulations 1996 made under section 12(1) of the 
Act;

Termination Fee means any sum of money or other compensation (whether 
financial or not) which might be demanded of a Customer 
solely because his Domestic Supply Contract or Deemed 
Contract has ended;

Transportation 
Services Area

has the meaning given in and is to be interpreted in 
accordance with standard condition 2 (Application of 
Section C (Transportation Services Obligations)) of the Gas 
Transporter Licence;

Undertaking has the meaning given in section 259 of the Companies Act 
1985;

Website means a website controlled and used by the licensee to 
communicate with a Customer for reasons relating to the 
supply of gas;

Winter means the months of October, November, December, 
January, February and March;

Working Day means any day other than a Saturday, a Sunday, Christmas 
Day, Good Friday or a day that is a bank holiday within the 
meaning of the Banking and Financial Dealings Act 1971;

Writing includes writing sent or received by Electronic 
Communication and “Written” shall be construed 
accordingly.



Note: Consolidated conditions are not formal Public Register documents and should not be relied on.

Gas suppliers Licence: Standard Conditions - Consolidated to 18 January 2010

12

Condition 2.  Interpretation of standard conditions

General rules of interpretation

2.1 Unless the context otherwise requires, any word or expression defined in the 
Act, the Utilities Act 2000 or the Energy Act 2004 has the same meaning 
when used in the standard conditions of this licence.

2.2 Unless the context otherwise requires, any reference in the standard conditions of 
this licence to an industry code, an agreement or a statement is a reference to that 
code, agreement or statement as modified, supplemented, transferred, novated or 
replaced from time to time.

2.3 The heading or title of any section, standard condition, schedule, paragraph or 
sub-paragraph in the standard conditions of this licence is for convenience 
only and does not affect the interpretation of the text to which it relates.

2.4 Unless the context otherwise requires:

(a) any reference in the standard conditions of this licence to a section, 
standard condition, schedule, paragraph or sub-paragraph is a reference 
to it in the standard conditions of this licence;

(b) any reference in a standard condition of this licence to a paragraph or 
sub-paragraph is a reference to it in that standard condition; and

(c) any reference in the standard conditions of this licence to any natural 
or legal person includes that person’s successors.

2.5 Any reference in the conditions of this licence to any of the following:

(a) a provision of the conditions of this licence;

(b) a provision of the conditions of the Gas Shipper Licence; 

(c) a provision of the conditions of the Gas Transporter Licence; or

(d) a provision of the conditions of the Gas Interconnector Licence,

is to be read, if the conditions of this licence or of any of the other licences are 
subsequently modified, as a reference (so far as the context permits) to the 
corresponding provision of the relevant conditions.

Performance of obligations

2.6 Where any obligation in this licence is required to be performed by a specified 
date or time or within a specified period and the licensee has failed to do so, 
the obligation will continue to be binding and enforceable after the specified 
date or time or after the end of the specified period, without prejudice to all 
rights and remedies available against the licensee in relation to its failure.
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Specific application of powers

2.7 Unless a contrary intention appears, any power of the Authority under any 
provision of this licence:

(a) to give a direction, consent, derogation, approval or designation is a 
power:

(i) to give it to such extent, for such period of time and subject to 
such conditions as the Authority thinks reasonable in all the 
circumstances of the case; and

(ii) to revoke or amend it (after consulting with the licensee or, for 
the purpose of a Domestic Supply Direction given under 
standard condition 3 (Application of Section B of standard 
conditions), with the consent of the licensee) or give it again 
under that power; and

(b) to make a determination or a decision is a power:

(i) to make it subject to such conditions as the Authority thinks 
reasonable in all the circumstances of the case; and

(ii) to make it again under that power.

2.8 Any direction, consent, derogation, determination, approval, designation, 
decision or other instrument given or made by the Authority under this licence 
will be in Writing.

Date to be specified

2.9 In each case in which the Authority may specify a date under the standard 
conditions of this licence, it may specify:

(a) that date; or 

(b) the means by which that date is to be determined.

Continuing effect

2.10 Anything done under or because of a standard condition of this licence, which 
is in effect immediately before that standard condition is modified, has 
continuing effect for so long as it is permitted or required by or under the 
modified standard condition.

2.11 Without prejudice to the generality of paragraph 2.10, every direction, 
consent, determination, designation, approval, decision or other instrument 
given or made by the Authority or by a licensing scheme made under Schedule 
7 to the Utilities Act 2000 in relation to a standard condition of this licence, 
which is in effect immediately before that standard condition is modified, has 
continuing effect for so long as it is permitted or required by or under the 
modified standard condition.
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Condition 3.  Application of Section B of standard conditions

3.1 Section B of the standard conditions will have effect in this licence if:

(a) the Secretary of State has provided, by a scheme made under Schedule 
7 to the Utilities Act 2000, that it will have effect; or

(b) the Authority issues a Domestic Supply Direction under paragraph 3.3.

3.2 If Section B of the standard conditions does not have effect in this licence, the 
licensee:

(a) must not supply gas to any Domestic Premises; and

(b) will not be required to comply with any of the requirements of that 
section of this licence. 

3.3 After the Authority receives an application from the licensee in accordance 
with the Application Regulations, it may issue a Domestic Supply Direction to 
the licensee. 

3.4 If the licensee applies to the Authority in Writing:

(a) for a variation of the terms under which Section B of the standard 
conditions has effect in this licence; or

(b) for Section B of the standard conditions to stop having effect in this 
licence, 

the Authority may approve that variation or cessation and specify the date on 
and from which it will have effect.
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Condition 4. Licensee’s payments to Authority

4.1 In respect of each Financial Year at the beginning of which the licensee holds 
this licence, the licensee must pay to the Authority the total of:

(a) an amount which is the Relevant Proportion of the Estimated Costs 
incurred by the Competition Commission in the previous Financial 
Year in connection with any reference made to it in respect of this 
licence or any other licence granted under the Act or the Electricity Act 
1989; and

(b) an amount which is the Relevant Proportion of the difference (being a 
positive or negative amount), if any, between:

(i) any costs estimated by the Authority in the previous Financial 
Year under sub-paragraph 4.1(a); and

(ii) the actual costs of the Competition Commission in connection 
with references of the type referred to in sub-paragraph 4.1(a) for 
the Financial Year before the previous Financial Year.

4.2 The amount determined in accordance with paragraph 4.1 must be paid by the 
licensee to the Authority in one instalment:

(a) by 31 October in each year, if the Authority gives the licensee Notice 
of the amount of that instalment by 1 October in the year; or

(b) if the Authority does not give the licensee Notice of the amount of that 
instalment by 1 October in the year, within 30 days after the date on 
which the Authority gives that Notice to the licensee.

4.3 If the licensee does not pay the amount determined in accordance with 
paragraph 4.1 within 30 days after the relevant payment date referred to in 
paragraph 4.2, it must with effect from that date pay simple interest on the 
amount:

(a) at the rate which is from time to time equivalent to the base rate of 
NatWest Bank plc; or

(b) if there is no rate equivalent to the base rate of NatWest Bank plc, the 
base rate of an equivalent institution designated by the Authority for 
this purpose.
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Condition 5.  Provision of Information to Authority

5.1 After receiving a request from the Authority for Information that it may 
reasonably require or that it considers may be necessary to enable it to perform
any functions given or transferred to it by or under any legislation, the licensee 
must give that Information to the Authority when and in the form requested.

5.2 The licensee is not required to comply with paragraph 5.1 if:

(a) the Information is required by the Authority to enable it to perform its 
functions under section 34 of the Act; or

(b) the licensee could not be compelled to produce or give the Information in 
evidence in civil proceedings before a court.

5.3 After receiving a request from the Authority for reasoned comments on the 
accuracy and text of any Information relating to the licensee’s activities under or 
pursuant to this licence which the Authority proposes to publish under section 35 
of the Act, the licensee must give such comments to the Authority when and in 
the form requested.

5.4 The Authority’s power to request Information under this condition is additional 
to its power to call for information under or pursuant to any other condition of 
this licence.
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Condition 6.  Classification of premises 

Domestic Premises

6.1 Unless the context otherwise requires, a Domestic Premises is a premises at 
which a supply of gas is taken wholly or mainly for a domestic purpose except 
where that premises is a Non-Domestic Premises.

Non-Domestic Premises

6.2 Unless the context otherwise requires, a Non-Domestic Premises is a premises, 
that is not a Domestic Premises, at which a supply of gas is taken and 
includes:

(a) a premises where:

(i) the person who has entered into a Contract with the licensee for 
the supply of gas to the premises is a person who has entered or 
will enter into an agreement with any other person for the 
provision of a residential or any other accommodation service at 
the premises; and

(ii) the terms of the agreement referred to in sub-paragraph 6.2(a)(i) 
are commercial in nature and include a charge for the supply of 
gas to the premises (whether such charge is express or implied); 
and

(b) any other premises that is to be treated as a Non-Domestic Premises 
under paragraph 6.4 or 6.6.

Changes in use of gas 

6.3 This paragraph applies if:

(a) after the licensee enters into a Non-Domestic Supply Contract with a 
Customer; or

(b) after a Deemed Contract for a Non-Domestic Premises begins, 

the Customer begins using the gas supplied to his premises under that contract 
or deemed contract wholly or mainly for a domestic purpose.

6.4 If paragraph 6.3 applies, the Customer’s premises will be treated as a Non-
Domestic Premises for the purposes of this licence until the Non-Domestic Supply 
Contract or the Deemed Contract, as appropriate, ends.

Multi-Site Contracts

6.5 Unless the context otherwise requires, a Multi-Site Contract is a Contract for 
the supply of gas to:

(a) one or more Non-Domestic Premises; and
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(b) one or more Domestic Premises which are occupied for a purpose 
ancillary to that for which any of the Non-Domestic Premises is 
occupied,

where all of those premises are owned or occupied by:

(i) the same person or body of persons whether corporate or 
unincorporate; or

(ii) an Undertaking (for this condition only, the “principal 
undertaking”) and a Holding Company, Subsidiary or 
Subsidiary of the Holding Company of that principal 
undertaking or any other Undertaking in which the principal 
undertaking has a Participating Interest. 

6.6 A Domestic Premises supplied by the licensee under a Multi-Site Contract will 
be treated as a Non-Domestic Premises for the purposes of this licence until 
that contract ends.
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Standard conditions 7 to 10:

Continuity of supply
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Condition 7.  Terms of Contracts and Deemed Contracts 

Termination of Contracts and Deemed Contracts

7.1 Each Contract and Deemed Contract for the supply of gas to a premises must 
provide for itself to end when a Last Resort Supply Direction given to any other 
Gas Supplier has effect in relation to that premises. 

7.2 If a Domestic Supply Contract provides for both the supply of gas to a premises 
and the provision of any other good or service, the reference in paragraph 7.1 to 
ending that contract is a reference to ending it for the supply of gas to the premises 
only.

Terms of Deemed Contracts must not be unduly onerous

7.3 The licensee must take all reasonable steps to ensure that the terms of each of 
its Deemed Contracts are not unduly onerous.

7.4 One way in which the terms of a Deemed Contract will be unduly onerous for
any class of Domestic Customers or for any class of Non-Domestic Customers 
is if the revenue derived from supplying gas to the premises of the relevant 
class of customers on those terms:

(a) significantly exceeds the licensee’s costs of supplying gas to such 
premises; and

(b) exceeds such costs of supplying gas by significantly more than the 
licensee’s revenue exceeds its costs of supplying gas to the premises of 
the generality of its Domestic Customers or, as the case may be, to the 
premises of the generality of its Non-Domestic Customers (in each 
case excluding from the calculation premises supplied in accordance 
with standard condition 8 (Obligations under Last Resort Supply 
Direction)).

Continuity and termination of Deemed Contracts

7.5 In addition to the requirement of paragraph 7.1, a Deemed Contract must:

(a) include a term to give effect (under the Deemed Contract) to the 
requirements of paragraph 3 of standard condition 16 (Security and 
emergency arrangements) (which relates to the rights and obligations of 
the parties to a Contract where a direction given to the licensee under 
section 2(1)(b) of the Energy Act 1976 is in force);

(b) if the Customer is a Non-Domestic Customer, include a term to give 
effect (under the Deemed Contract) to the requirements of paragraph 4 
of standard condition 16 (Security and emergency arrangements) 
(which relates to the rights and obligations of the parties to a Contract 
during a pipeline system emergency);

(c) provide that, where a Customer intends his premises to be supplied
with gas under a Contract with the licensee or any other Gas Supplier, 
the Deemed Contract will continue to have effect until the licensee or 
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the other Gas Supplier, as appropriate, begins to supply gas to the 
premises under a Contract; and

(d) if the Customer is a Domestic Customer, include a term to give effect 
(under the Deemed Contract) to the requirements of paragraph 1 of 
standard condition 24 (Termination of Domestic Supply Contracts) 
(which relates to the termination arrangements that apply when there is 
a change in the ownership or occupation of Domestic Premises).

7.6 If the licensee supplies gas to a Customer’s premises under a Deemed 
Contract, the licensee must not charge the Customer a Termination Fee.

Information for Customers about Deemed Contracts

7.7 If the licensee supplies gas to a Customer’s premises under a Deemed 
Contract, it must take all reasonable steps to provide that Customer with:

(a) the Principal Terms of the Deemed Contract; and

(b) Notice that Contracts, with terms that may be different from the terms 
of Deemed Contracts, may be available and of how information about 
such Contracts may be obtained.

7.8 If a person requests a copy of a Deemed Contract that the licensee has 
available, the licensee must provide it to that person within a reasonable 
period of time after receiving the request.

Calculation of consumption under Deemed Contracts

7.9 In determining the number of kilowatt hours of gas that are to be treated as 
supplied to or taken at premises under a Deemed Contract, the licensee must 
act reasonably and take into account available gas consumption data for the 
premises and any other relevant factor.

Effect of Last Resort Supply Direction on Deemed Contracts

7.10 If a Customer is being supplied with gas under a Deemed Contract because a 
Last Resort Supply Direction has been issued in relation to his premises, 
paragraph 7.3 and sub-paragraph 7.7(b) do not apply until that direction stops 
having effect. 
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Condition 7A. Supply to Micro Business Consumers

Identification and treatment of Micro Business Consumers

7A.1 If the licensee intends to:

(a) enter into a Non-Domestic Supply Contract with a Customer; or

(b) extend the duration of a Non-Domestic Supply Contract (including the 
duration of any fixed term period which may form part of a Contract of an 
indefinite length)

the licensee must either take all reasonable steps to identify whether that Non-
Domestic Customer is a Micro Business Consumer, or deem that Non-
Domestic Customer to be a Micro Business Consumer.

7A.2 Where any Contract or Contract extension as described in paragraph 7A.1 is 
entered into with a Non-Domestic Customer that has been identified as, or 
deemed to be, a Micro Business Consumer, that Contract shall be a “Micro 
Business Consumer Contract” for the purposes of this Condition.

7A.3 The licensee must not include a term in a Micro Business Consumer Contract 
which enables it to terminate the Contract or apply different terms and 
conditions to that Contract during a fixed term period on the grounds that the 
Customer no longer satisfies the definition of Micro Business Consumer.

Notification of Micro Business Consumer Contract terms and other information

7A.4 Before the licensee enters into a Micro Business Consumer Contract, it must 
take all reasonable steps to bring the following information to the attention of 
the Micro Business Consumer and ensure that the information is 
communicated in plain and intelligible language:

(a) a statement to the effect that the licensee is seeking to enter into a legally 
binding Contract with the Micro Business Consumer; and

(b) the Principal Terms of the proposed Contract.

7A.5  The licensee must ensure that all the express terms and conditions of a Micro 
Business Consumer Contract are:

(a) set out in Writing; and

(b) drafted in plain and intelligible language.

7A.6 Where the licensee enters into, or extends the duration of, a Micro Business 
Consumer Contract for a fixed term period, it must prepare a statement 
(hereafter referred to as a “Statement of Renewal Terms”) which:

(a) is set out in Writing;

(b) is drafted in plain and intelligible language;
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(c) displays the following information in a prominent manner:

(i) the date the fixed term period is due to end, or if that date is not 
ascertainable the duration of the fixed term period;

(ii) the Relevant Date, or if not known at the time of providing the 
Statement of Renewal Terms, a description of how the Relevant 
Date will be calculated by reference to the end of the fixed term 
period;

(iii) a statement to the effect that the Micro Business Consumer may 
send a notification in Writing to the licensee at any time before the 
Relevant Date in order to prevent the licensee from extending the 
duration of the Micro Business Consumer Contract for a further 
fixed term period; 

(iv) a postal and Electronic Communication address to which the 
Customer may send a notification in Writing for that purpose; and

(v) a statement explaining the consequences of the Micro Business 
Consumer not renewing the Micro Business Consumer Contract or 
agreeing a new Contract before the Relevant Date. 

7A.7 Where the licensee enters into or extends the duration (including the duration 
of any fixed term period) of a Micro Business Consumer Contract, it must take 
all reasonable steps to provide the Micro Business Consumer with the 
following information within 10 days, or do so as soon as reasonably 
practicable thereafter:

(a) a copy of all the express terms and conditions of the Micro Business 
Consumer Contract; and

(b) if the Micro Business Consumer Contract contains a fixed term period, the 
Statement of Renewal Terms.

7A.8 On or about 30 days before the Relevant Date, the licensee must provide the 
Micro Business Consumer with:

(a) the Statement of Renewal Terms (unless the licensee has already 
prevented the Micro Business Consumer from extending the duration of 
the Micro Business Consumer Contract); 

(b) a copy of any relevant Principal Terms that might apply to the Micro 
Business Consumer after the fixed term period of the Micro Business 
Consumer Contract ends, including:

(i) terms that would apply in the event the Customer does nothing;

(ii) terms that would apply if the Customer sends (or has already 
sent) a notification in Writing before the Relevant Date to 
prevent renewal of the Micro Business Consumer Contract but 
does not appoint another supplier.
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7A.9 Where pursuant to paragraph 7A.8 the licensee is required to provide a 
Micro Business Consumer with any relevant Principal Terms, it must 
ensure that the Principal Terms are:

(a) set out in Writing; and

(b) drafted in plain and intelligible language.

7A.10 Where pursuant to paragraph 7A.8(b) the licensee provides a Micro 
Business Consumer with any offers of terms that relate to Charges for the 
Supply of Gas, it must ensure that at least one offer is made in Writing
which may be accepted at any time before the Relevant Date.

Length of notice periods in Micro Business Consumer Contracts

7A.11 The notice period for termination of a Micro Business Consumer Contract 
must be no longer than 90 days.

7A.12 Paragraph 7A.11 is without prejudice to the licensee’s ability to enter into 
a Micro Business Consumer Contract with a Customer for a fixed term 
period which is longer than 90 days.  

Extending the duration of Micro Business Consumer Contracts

7A.13 Where the licensee has entered into a Micro Business Consumer Contract for a 
fixed term period, it may only extend the duration of that Contract for a further 
fixed term period if:

(a) it has complied with paragraphs 7A.7 and 7A.8; 

(b) the Micro Business Consumer has not sent the licensee a notification in 
Writing before the Relevant Date in order to prevent it from extending the 
duration of the Micro Business Consumer Contract for a further fixed term 
period; and

(c) the duration of the further fixed term period is 12 months or less.

Definitions for condition

7A.14 In this condition:

“Micro Business Consumer” has the meaning given to “relevant 
consumer” (in respect of premises other 
than domestic premises) in article 2(1) of 
The Gas and Electricity Regulated 
Providers (Redress Scheme) Order 2008
(S.I. 2008/2268);

“Relevant Date” means the date which is at least 30 days, 
and no longer than 90 days, before the 
date any fixed term period of a Micro 
Business Consumer Contract is due to 
end.
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Condition 8.  Obligations under Last Resort Supply Direction

Last Resort Supply Direction

8.1 The Authority may give a Last Resort Supply Direction to the licensee if it 
considers that:

(a) a circumstance has arisen that would entitle it to revoke the Gas Supply 
Licence of a Gas Supplier other than the licensee (for this condition 
only, the “other supplier”); and

(b) the licensee could comply with the Last Resort Supply Direction 
without significantly prejudicing its ability:

(i) to continue to supply gas to its Customers’ premises; and

(ii) to fulfil its contractual obligations for the supply of gas.

8.2 The Last Resort Supply Direction will:

(a) have effect on and from the date on which and the time at which the 
other supplier’s Gas Supply Licence is revoked; and 

(b) stop having effect on and from a date, specified in the Last Resort 
Supply Direction, that is up to six months after the date on which the 
direction has effect. 

Licensee’s obligations

8.3 The licensee must comply with a Last Resort Supply Direction.  

8.4 But the licensee is not required to comply with a Last Resort Supply Direction 
in respect of premises to which it would not be required to supply gas because 
of any of the exceptions set out in sub-paragraphs 5(a) to (c) of standard 
condition 22 (Duty to offer and supply under Domestic Supply Contract).

8.5 Within a reasonable period of time after receiving a Last Resort Supply 
Direction, the licensee must send a Notice to each of the premises specified or 
described in the Last Resort Supply Direction to inform each Customer:

(a) that the other supplier stopped supplying gas to his premises with 
effect on and from the date on which the Last Resort Supply Direction 
had effect; 

(b) that the licensee began to supply gas to his premises with effect on and 
from the date on which the Last Resort Supply Direction had effect; 

(c) that the licensee is supplying gas to the Customer’s premises under a 
Deemed Contract; 
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(d) that the Customer may enter into a Contract with the licensee or any 
other Gas Supplier under which gas will be supplied to his premises; 
and

(e) of the Charges for the Supply of Gas that the licensee may charge the 
Customer while supplying him under the Last Resort Supply Direction.

Charges under Last Resort Supply Direction

8.6 The licensee’s Charges for the Supply of Gas to the premises specified or 
described in the Last Resort Supply Direction must not exceed an amount that 
may be expected, in total, approximately to equal the licensee’s reasonable 
costs of supply (including, where appropriate, the costs of purchasing gas at 
short notice) and a reasonable profit. 

8.7 If the licensee purchases gas to comply with a Last Resort Supply Direction, it 
must take all reasonable steps to do so as economically as possible in all the 
circumstances of the case.
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Condition 9.  Claims for Last Resort Supply Payment 

Ability to make claim

9.1 If the licensee has received the Authority’s consent under paragraph 9.5, it 
may make a claim for a Last Resort Supply Payment, under standard condition 
48 (Last Resort Supply: Payment Claims) or standard special condition A48 
(Last Resort Supply: Payment Claims) of the Gas Transporter Licence, from 
each Relevant Gas Transporter in whose Transportation Services Area there 
were premises supplied by the licensee under the Last Resort Supply 
Direction.

9.2 The licensee must not make a claim for a Last Resort Supply Payment if it has 
waived its ability to do so by Notice given to the Authority before the 
Authority gave it a Last Resort Supply Direction.

Process for making claim

9.3 If the licensee intends to make a claim for a Last Resort Supply Payment, it 
must:

(a) give Notice to the Authority of its claim; and

(b) give the Authority a calculation of the amount claimed with 
information to support that calculation, 

no later than six months after the date on which the Last Resort Supply 
Direction to which the claim relates stops having effect.

9.4 The total amount of the Last Resort Supply Payment (for this condition only, 
“the relevant amount”) to be claimed by the licensee must not exceed the 
amount by which:

(a) the total costs (including interest on working capital) reasonably 
incurred by the licensee in supplying gas to premises under the Last 
Resort Supply Direction and a reasonable profit,

are greater than:

(b) the total amounts recovered by the licensee through Charges for the 
Supply of Gas to premises under the Last Resort Supply Direction 
(after taking all reasonable steps to recover such charges).

9.5 If the Authority considers it appropriate in all the circumstances of the case for 
the licensee to make the claim notified to it in accordance with paragraph 9.3, 
the Authority will give its consent to the licensee.

9.6 Within three months after it has been notified of the claim in accordance with 
paragraph 9.3, the Authority may determine that an amount other than the one 
calculated by the licensee is a more accurate calculation of the relevant 
amount. 
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9.7 If the Authority makes a determination under paragraph 9.6, the amount 
specified by it must be treated as the relevant amount for the purpose of 
paragraph 9.8.

Submissions to Relevant Gas Transporters

9.8 A claim by the licensee for a Last Resort Supply Payment from each Relevant 
Gas Transporter referred to in paragraph 9.1 must specify:

(a) the respective proportion of the relevant amount to be paid by that 
Relevant Gas Transporter (being the same as the number of premises 
located within its Transportation Services Area when expressed as a 
proportion of the total number of premises located within the 
Transportation Services Areas of all the Relevant Gas Transporters in 
question); and

(b) whether payment is to be made by quarterly or monthly instalments.

9.9 A claim for a Last Resort Supply Payment will lapse if the licensee does not 
make it within six months after the Authority has given its consent under 
paragraph 9.5.
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Condition 10.  Restriction or revocation of licence

10.1 If the licensee makes an application to the Authority to restrict the premises to 
which it may supply gas or to revoke its licence, the licensee must take all 
reasonable steps to ensure continuity of supply for each Applicable Customer 
on terms that are the same as or as similar as possible to the terms in place 
between it and that customer immediately before the restriction or revocation 
is to have effect.

10.2 The licensee must give the Authority any Information that it reasonably 
requests about the licensee’s compliance with paragraph 10.1 as soon as 
reasonably practicable after receiving a request.  

10.3 The licensee is not required to comply with paragraph 10.1 if the Authority 
gives it a direction that relieves it of its obligation to do so.
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Standard conditions 11 to 19:

Industry activities and procedures
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Condition 11  

Not used
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Condition 12.  Matters relating to Gas Meters

Connection of Gas Meter to service pipe

12.1 Paragraphs 12.2 to 12.4 apply where the licensee is, or is about to become, the 
Relevant Gas Supplier and:

(a) further to arrangements made by the licensee, a Gas Meter is 
connected to a service pipe through which gas is conveyed to a 
premises by a person who is not an approved Meter Installer; or

(b) the licensee receives:

(i) notice of, or information relating to, a proposed connection 
under sub-paragraph 12(1) or 12(3) of Schedule 2B to the Act; 
or 

(ii) a copy of a notice or information in relation to a proposed 
connection which has been received by the Relevant Gas 
Transporter, or the person who is about to become the Relevant 
Gas Transporter, under sub-paragraph 12(1) or 12(3) of 
Schedule 2B to the Act,

and the notice or information does not state that the connection will be, 
or has been, made by an approved Meter Installer.

12.2 The licensee must take all reasonable steps to ensure that an approved Meter 
Installer inspects any connection of the kind mentioned in paragraph 12.1.

12.3 An inspection under paragraph 12.2 must be carried out no later than 20 
Working Days after:

(a) the date on which the connection mentioned in sub-paragraph 12.1(a) 
is made; or

(b) the date of the connection specified in any notice or information of the 
kind mentioned in sub-paragraph 12.1(b).

12.4 If, following an inspection under paragraph 12.2, the approved Meter Installer 
finds the connection to be unsatisfactory, the licensee must take all reasonable 
steps to ensure that an approved Meter Installer carries out any appropriate 
remedial work.

Examination of Gas Meters

12.5 The licensee must, on request from any of its Customers, remove a Gas Meter 
through which that Customer takes a supply of gas in order for it to be 
examined by a meter examiner in accordance with section 17 of the Act.

12.6 Paragraph 12.5 does not apply in relation to a Gas Meter through which gas is 
supplied to Secondary Premises unless the Customer making the request 
agrees that, if the meter is found to be in proper order within the meaning of 
sub-paragraph 3(7) of Schedule 2B to the Act, then he will bear the expenses 
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incurred in removing, examining and re-installing the meter and in fixing a 
substitute meter under paragraph 12.7.

12.7 The licensee must, while a meter which registers the supply of gas to 
Secondary Premises is removed in accordance with paragraph 12.5, fix a 
substitute meter on the premises.

Inspection of Gas Meters

12.8 Unless the Authority otherwise consents, the licensee must take all reasonable 
steps to ensure that it inspects, at least once every two years, any Gas Meter 
and associated installation in respect of premises at which it is the Relevant 
Gas Supplier.

12.9 Where the licensee has been the Relevant Gas Supplier for less than two years, 
the period of two years referred to in paragraph 12.8 will be deemed to expire 
on a date specified in a notice given by the Relevant Gas Transporter which 
has been sent to the licensee by:

(a) the Relevant Gas Shipper; or

(b) the Relevant Gas Transporter, where the licensee is the Relevant Gas 
Shipper,

at least four months in advance of that date.

12.10 In paragraph 12.8, the reference to “all reasonable steps” includes, in 
particular, trying to obtain a warrant under the Rights of Entry (Gas and 
Electricity Boards) Act 1954 in cases where the licensee could not otherwise 
comply with its obligation.

12.11 Paragraph 12.8 does not apply in relation to Secondary Premises.

12.12 An inspection under paragraph 12.8 must be carried out by a person 
possessing appropriate skill and experience.

12.13 An inspection under paragraph 12.8 must include:

(a) taking a meter reading;

(b) inspecting the Gas Meter and associated installation for evidence of 
tampering;

(c) inspecting the Gas Meter and associated installation for evidence that 
the meter has not continuously been in position for the purpose of 
registering the quantity of gas supplied;

(d) arranging for information in respect of any gas leakage identified in the 
vicinity of the Gas Meter to be passed on in accordance with the Gas 
Safety (Management) Regulations 1996 as if the licensee had been 
informed of that leakage;

(e) inspecting the Gas Meter for any evidence of deterioration which 
might affect its safety or proper functioning; and
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(f) where necessary, and subject to the consent of the owner of the Gas 
Meter, changing any batteries in the meter.

12.14 Nothing in sub-paragraphs 12.13(a) to (e) requires the licensee to disassemble 
any part of the Gas Meter.

12.15 Paragraph 12.16 applies where the Relevant Gas Transporter does not record 
separately:

(a) any inspection carried out in accordance with paragraph 12.8; and

(b) any meter readings taken by authorised officers of the licensee, 

and the Relevant Transporter has informed the licensee that it has not made 
such records.

12.16 Without prejudice to paragraph 12.8, the licensee must ensure that an 
inspection of a Gas Meter and associated installation takes place on each 
occasion on which the meter is read by one of its authorised officers.

Application of provisions of Act

12.17 The licensee must, if it supplies gas through a Gas Meter to Secondary 
Premises, take all reasonable steps to secure by Contract that the provisions of 
paragraph 4 of Schedule 2B to the Act (which provide for the register of the 
meter to be sufficient evidence of the quantity of gas supplied) apply in 
respect of that meter.

Use of approved Meter Asset Manager

12.18 Where, in respect of any Domestic Premises at which it is the Relevant Gas 
Supplier, the licensee arranges for the provision of a Gas Meter, it must use an 
approved Meter Asset Manager.

Approval by Authority

12.19 In this condition, a reference to an approved Meter Installer or an approved 
Meter Asset Manager is to a Meter Installer or a Meter Asset Manager 
approved by the Authority for the purposes of this condition.

12.20 This paragraph has effect on and after 6 April 2009 and applies where the 
licensee installs or arranges for the installation of a Gas Meter at Non-
Domestic Premises at a metering point at which the measured annual 
consumption of gas is more than 732,000 kWh (for this condition only 
“relevant premises”).

12.21 If paragraph 12.20 applies, the Gas meter installed at the relevant premises 
must be an advanced meter.

12.22 For the purposes of this condition, an advanced meter is a Gas Meter that, 
either on its own or with an ancillary device, and in compliance with the 
requirements of any relevant Industry Document:

(a) Provides measured gas consumption data for multiple time periods, 
and is able to provide such data for at least hourly time-periods; and



Note: Consolidated conditions are not formal Public Register documents and should not be relied on.

Gas suppliers Licence: Standard Conditions - Consolidated to 18 January 2010

35

(b) Is able to provide the licensee with remote access to such data.

12.23 The licensee must ensure that a Customer supplied with gas at relevant 
premises through an advanced meter, or that Customer’s nominated agent, has 
timely access, on request, to the data provided by that meter.

12.24 As from 6 April 2014, the licensee must not supply gas to any relevant 
premises other than through an advanced meter.

12.25 The prohibition imposed by paragraph 12.24 does not apply where the licensee 
is unable to install or arrange for the installation of an advanced meter at the 
relevant premises in question despite taking all reasonable steps to do so.
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Condition 13.  Arrangements for site access

13.1 The licensee must take all reasonable steps to ensure that each Representative
who visits a Customer’s premises on the licensee’s behalf:

(a) possesses the skills necessary to perform the required function;

(b) can be readily identified as a Representative of the licensee by a 
member of the public;

(c) uses any password that the licensee has agreed with the Customer;

(d) is a fit and proper person to visit and enter the Customer’s premises; 
and

(e) is able to inform the Customer, on request, of a contact point for any 
help and advice that he may require in relation to the supply of gas.

13.2 The licensee must:

(a) prepare a statement that sets out, in plain and intelligible language, its
arrangements for complying with its obligations under paragraph 13.1; 

(b) publish that statement on and make it readily accessible from its 
Website (if it has one); and

(c) give a copy of the statement on request and free of charge to any 
person.

13.3 The licensee must, in relation to any Secondary Premises at which any of its 
Customers takes a supply of gas, take all reasonable steps to obtain by 
Contract:

(a) powers of entry for itself that are the same as or as similar as possible 
to the powers of entry contained in Schedule 2B to the Act; and

(b) powers of entry for the Relevant Gas Shipper and the Relevant Gas 
Transporter that are the same as or as similar as possible to the powers 
of entry contained in Schedule 2B to the Act.
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Condition 14. Customer transfer blocking 

General prohibition

14.1 The licensee must not ask or allow a Relevant Gas Shipper to prevent a 
Proposed Supplier Transfer except in accordance with the provisions of this 
condition.

Non-Domestic Customer transfer blocking

14.2 The licensee may ask or allow the Relevant Gas Shipper to prevent a Proposed 
Supplier Transfer in relation to a Non-Domestic Customer at any Non-Domestic 
Premises at which the licensee is the Relevant Gas Supplier in any of the 
following circumstances:

(a) at the time the licensee receives Notice under the Network Code by way 
of the Relevant Gas Shipper that another Gas Supplier has applied under 
the requirements of the Network Code to supply the premises, the 
licensee’s Contract with that customer for the supply of gas to the 
premises includes a term which:

(i) allows the licensee to prevent the Proposed Supplier Transfer; and

(ii) may be relied upon in the circumstances arising at that time;

(b) the Gas Supplier that initiated the Proposed Supplier Transfer has agreed 
with the licensee that the transfer was initiated in error; or

(c) in relation to a Contract entered into between the licensee and that 
customer before 5 January 2004 for the supply of gas to the premises 
which does not allow the licensee to prevent a Proposed Supplier 
Transfer:

(i) the customer has not paid Charges for the Supply of Gas to the 
premises or any other premises previously occupied by him which 
are due to the licensee, have been demanded in writing, have not 
been paid within 28 days after the demand was made and continue 
to be unpaid; or

(ii) the customer is bound by the provisions of that Contract and it will 
not end on or before the date of the Proposed Supplier Transfer.

14.3 If the licensee asks the Relevant Gas Shipper to prevent a Proposed Supplier 
Transfer of a Non-Domestic Customer, it must give a Notice to that customer to 
inform him:

(a) that it has made a request to prevent the transfer;

(b) of the grounds for the request; and

(c) how the customer may dispute or resolve such grounds,
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as soon as reasonably practicable after making the request.

Domestic Customer transfer blocking

14.4 The licensee may ask or allow the Relevant Gas Shipper to prevent a Proposed 
Supplier Transfer in relation to a Domestic Customer at a Domestic Premises at 
which the licensee is the Relevant Gas Supplier in any of the following 
circumstances:

(a) subject to paragraphs 14.5 and 14.7, if at the time the request is made 
Outstanding Charges are due to the licensee from that Domestic 
Customer;

(b) the Gas Supplier that initiated the Proposed Supplier Transfer has agreed 
with the licensee that the transfer was initiated in error; 

(c) the customer informs the licensee that he has not entered into a Contract 
with the proposed new Gas Supplier and asks the licensee to prevent the 
Proposed Supplier Transfer from taking place; or

(d) the customer is bound by the provisions of a Contract with the licensee for 
the supply of gas to the premises which will not end on or before the date 
of the Proposed Supplier Transfer and that Contract is of a kind specified 
in a direction issued by the Authority.

14.5 The licensee may not ask the Relevant Gas Shipper to prevent a Proposed 
Supplier Transfer in relation to a Domestic Customer at a Domestic Premises at 
which the licensee is the Relevant Gas Supplier if the relevant Domestic 
Customer’s Domestic Premises is being supplied with gas through a prepayment 
meter and:

(a) the Domestic Customer has agreed with the proposed new Gas Supplier 
that any Outstanding Charges may be assigned by the licensee in 
accordance with the Protocol; or

(b) the licensee, having increased the Charges for the Supply of Gas to the 
relevant Domestic Premises, has not taken all reasonable steps to reset the 
relevant prepayment meter within a reasonable period of time after that 
increase has effect to take account of the increase and the Outstanding 
Charges (which may have accumulated over time) relate only to the 
increase and are equal to all or part of it.

14.6 The licensee shall ensure that Outstanding Charges of amounts equal to or less 
than £200 are capable of being assigned by the licensee to a new Gas Supplier 
in accordance with the Protocol.

14.7 The licensee may not ask the Relevant Gas Shipper to prevent a Proposed 
Supplier Transfer in relation to a Domestic Customer at a Domestic Premises in 
accordance with sub-paragraph 14.4(a) if the licensee knows or has reason to 
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believe that the relevant Outstanding Charges are made up in their entirety of a 
Disputed Amount and/or a Supplier Error Amount and the operational 
functioning or management of the licensee’s business is such that it is 
reasonably practicable for the licensee not to make the request in these 
circumstances.

14.8 If the licensee asks the Relevant Gas Shipper to prevent a Proposed Supplier 
Transfer in relation to a Domestic Customer at a Domestic Premises in 
accordance with sub-paragraph 14.4(a) and the licensee subsequently becomes 
aware that the Outstanding Charges which are relevant to that Domestic 
Customer are made up in their entirety of a Disputed Amount and/or a Supplier 
Error Amount, the licensee must, save where the relevant Domestic Customer 
makes a request in Writing that it should not do so, take such steps as are 
necessary and within its reasonable control to facilitate the Proposed Supplier 
Transfer.

14.9 If the licensee asks the Relevant Gas Shipper to prevent a Proposed Supplier 
Transfer of a Domestic Customer, it must give a Notice to that customer as soon 
as reasonably practicable after making the request:

(a) to inform him or her:

(i) that it has made a request to prevent the transfer;

(ii) of the grounds for the request; and

(iii) how the customer may dispute or resolve such grounds; and

(b) to offer him or her advice (or to give them information on how and where 
advice may obtained) concerning:

(i) energy efficiency;

(ii) debt management; and

(iii) alternative Domestic Supply Contracts offered by the licensee which 
would be available to that Domestic Customer and which may be 
preferable to their existing Domestic Supply Contract; and

(c) to inform him or her that they have 30 Working Days after they receive 
the Notice to pay any Outstanding Charges where:

(i) the Domestic Customer notified the licensee of their intention to end 
the Domestic Supply Contract following Notice of a unilateral 
variation from the licensee under paragraph 3 of standard condition 
23; and

(ii) the Notice of unilateral variation was given either less than 5 
working days in advance of the date on which the variation has 
effect or after the date on which the variation has effect.
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14.10 If sub-paragraph 14.4(c) applies and the licensee has agreed to prevent a 
Proposed Supplier Transfer at the Domestic Customer’s request, the licensee 
must:

(a) keep evidence of that request and of the reasons for it for at least 12
months after the request is made; and

(b) inform the proposed new Gas Supplier:

(i) that the objection has been raised at the customer’s request; and

(ii) of the reason given by the customer for making the request,

as soon as reasonably practicable after the licensee asks the Relevant Gas 
Shipper to prevent the transfer.

14.11 Sub-paragraph 14.4(d) will stop having effect on and from 1 April 2008 
unless, before that date, the Authority issues a direction providing that the sub-
paragraph will continue to have effect for a further period of time.

Definitions for condition

14.12 For the purposes of this condition:

“Disputed Amount” means the amount of any Charges for the Supply of Gas 
which is the subject of a Genuine Dispute between the licensee and a 
Domestic Customer.

“Genuine Dispute” means a genuine dispute between the licensee and a 
Domestic Customer as to whether that Domestic Customer is liable to pay 
certain Charges for the Supply of Gas which have been demanded of that 
Domestic Customer by the licensee.

“Supplier Error Amount” means the amount of any Charges for the Supply of 
Gas which are not Disputed Amounts and which have accumulated as a result 
of an error on the part of the licensee, its equipment or its systems.
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Condition 15  

Not used
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Condition 16.  Security and emergency arrangements

Complying with Gas Transporter’s requests

16.1 The licensee must comply with all requests made by a Gas Transporter 
that are not clearly unreasonable for the purpose of:

(a) preventing or reducing danger to life or property; or

(b) securing the safety of the pipeline system or the safe conveyance 
of gas through the pipeline system or reducing any risk to it,

in the circumstances described in paragraph 16.2. 

16.2 The circumstances referred to in paragraph 16.1 are that:

(a) there is an escape or a suspected escape of gas; or

(b) in the case of a pipeline system emergency, the opinion of the Gas 
Transporter is that any of the following circumstances applies:

(i) the safety of its pipeline system is significantly at risk;

(ii) the safe conveyance of gas through its pipeline system is 
significantly at risk; or

(iii) gas conveyed through its pipeline system is at such a 
pressure or of such a quality as to constitute, when 
supplied to premises, a danger to life or property.

Terms to be included in Contracts

16.3 The licensee must include, in each of its Contracts for the supply of gas 
to premises, a term to the effect that if it is given a direction under 
section 2(1)(b) of the Energy Act 1976 that prohibits or restricts the 
supply of gas to specified persons:

(a) the licensee may discontinue or restrict the supply of gas to the 
Customer; 

(b) if the licensee tells the Customer that he must not use gas, he 
must stop doing so; and

(c) if the licensee tells the Customer that he must restrict his use of 
gas, he must do so,

for as long as the direction is in force and as is necessary or expedient for 
the purpose of or in connection with the direction.

Terms to be included in Non-Domestic Supply Contracts
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16.4 The licensee must include in each of its Non-Domestic Supply Contracts 
a term to the effect that:

(a) if the Gas Transporter or Relevant Gas Shipper asks the licensee 
to discontinue the supply of gas to the premises, the licensee is 
entitled to do so; and 

(b) the Customer supplied with gas under the Non-Domestic Supply 
Contract must take all steps within its power to avoid using gas at 
the premises immediately after being told by the licensee or the 
Gas Transporter that he should do so,

for the duration of any of the circumstances described in sub-paragraph 
16.2(b).



Note: Consolidated conditions are not formal Public Register documents and should not be relied on.

Gas suppliers Licence: Standard Conditions - Consolidated to 18 January 2010

44

Condition 17.  Mandatory exchange of information

Information to Gas Transporter about pipeline system 

17.1 If the licensee receives a reasonable request from a Gas Transporter for 
information that would enable it to fulfil its licence obligations to draw up 
plans for the safe operation, development or maintenance of its pipeline 
system, it must give that information to that transporter as soon as reasonably 
practicable after receiving the request. 

17.2 The licensee is only required to comply with paragraph 17.1 if the Gas 
Transporter has established arrangements designed to ensure that information 
provided to it is not communicated (directly or indirectly) to any other Gas 
Supplier or any Gas Shipper.

Information to Relevant Gas Transporter about gas illegally taken

17.3 If the licensee receives a reasonable request from a Relevant Gas Transporter 
for information for the purpose of preventing or detecting the taking of a 
supply of gas and either:

(a) paragraph 1 or 2 of standard condition 7 (Provision of Information 
Relating to Gas Illegally Taken) of the Gas Transporter Licence 
applies or would apply; or

(b) paragraph 5 of standard condition 7 (Provision of Information Relating 
to Gas Illegally Taken) of the Gas Transporter Licence applies or 
would apply because of paragraph 4 of that condition, 

the licensee must give that information to that transporter as soon as 
reasonably practicable after receiving the request.

17.4 If the licensee becomes aware of the actual or suspected taking of a supply of 
gas (in the circumstances referred to in paragraph 17.3) where:

(a) the gas had been conveyed to premises at which the licensee is the 
Relevant Gas Supplier; or 

(b) the gas was in the course of being so conveyed through a service pipe 
by which such premises are connected to a relevant main,

the licensee must inform the Relevant Gas Transporter (in the form and 
manner reasonably requested by that transporter) that it has become aware of 
that information and, if it is reasonably practicable to do so, give a reasonable 
estimate of the volume or, if that information is unavailable, of the Amount of 
gas taken.
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Information to Relevant Gas Shipper about meter connections and 
disconnections

17.5 If the licensee receives, in connection with a proposed connection or 
disconnection of a Gas Meter:

(a) a notice of the kind referred to in sub-paragraph 12(1) of Schedule 2B 
to the Act; or 

(b) information in pursuance of sub-paragraph 12(3) of Schedule 2B to the 
Act, 

it must, as soon as reasonably practicable, give the Relevant Gas Shipper a 
copy of that notice or information, as appropriate, and any other information 
relating to the meter which is requested by that shipper and which the licensee 
either has or may readily obtain.

17.6 If the licensee:

(a) intends to connect or has connected any Gas Meter to a service pipe 
through which gas is conveyed to any premises by a Relevant Gas 
Transporter; or 

(b) intends to disconnect or has disconnected any Gas Meter from any 
such pipe, 

it must give the Relevant Gas Shipper the equivalent notice and information, 
at the equivalent times, that would, because of paragraph 12 of Schedule 2B to 
the Act, have been required to be given to the licensee or the Relevant Gas 
Transporter if the connection or disconnection had been performed by a 
person other than the licensee.

17.7 Paragraph 17.6 applies in relation to any Secondary Premises as if gas were 
conveyed to those premises by a Gas Transporter.

17.8 Paragraphs 17.5 and 17.6 do not apply if the licensee is both the Relevant Gas 
Supplier and the Relevant Gas Shipper for the premises.

Information to Relevant Gas Shipper or Relevant Gas Transporter about 
premises

17.9 If the licensee becomes the Relevant Gas Supplier of premises, it must, no 
later than three days after becoming so, inform the Relevant Gas Shipper 
whether the premises are Domestic Premises or Non-Domestic Premises.

17.10 If the licensee becomes aware that a premises at which it is the Relevant Gas 
Supplier has changed:

(a) from a Domestic Premises to a Non-Domestic Premises; or

(b) from a Non-Domestic Premises to a Domestic Premises,
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it must inform the Relevant Gas Shipper of that change as soon as reasonably 
practicable after it becomes aware of it.

17.11 If the licensee for the purpose of paragraphs 17.9 and 17.10 is the Relevant 
Gas Shipper, it must inform the Relevant Gas Transporter of the information 
referred to in those paragraphs.

Information to Relevant Gas Shipper or Relevant Gas Transporter about 
premises

17.12 The licensee must, as soon as reasonably practicable, give the Relevant Gas 
Shipper, for transmission to the Relevant Gas Transporter (or give the 
Relevant Gas Transporter, where the licensee is the Relevant Gas Shipper), 
details of each inspection of a Gas Meter carried out under paragraphs 12.8 to 
12.16, including:

(a) the date on which the inspection was carried out;

(b) the reading of the register; and 

(c) what, if anything, was found.

Provision of information

17.13 The licensee is not required to give any information requested by a Relevant 
Gas Transporter under paragraph 17.1 or 17.3 if doing so would seriously and 
prejudicially affect its commercial interests, except if the Authority directs it 
to do so because that information is necessary for any purpose referred to in 
those paragraphs.

17.14 This condition does not require the licensee to produce any documents or give 
any information which it could not be compelled to produce or give in 
evidence in civil proceedings before a court.
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Condition 18.  Undertakings to Relevant Gas Transporters

18.1 This condition applies if a Relevant Gas Transporter has given the licensee a 
Notice that sets out terms designed to ensure that:

(a) if arrangements between the transporter and a Gas Shipper to convey 
gas to any premises supplied by the licensee come to an end;

(b) if such arrangements are not immediately replaced by arrangements 
(that achieve the same purpose) between the transporter and the same 
or any other Gas Shipper; and

(c) if the transporter has given Notice to the licensee of the end of the 
arrangements,

the licensee must: 

(i) provide the appropriate security to the transporter; and 

(ii) pay it all relevant charges for gas taken out of its pipeline system, 

as if the arrangements had continued and the licensee had been the Gas 
Shipper, beginning when sub-paragraphs (a) to (c) apply and ending when a 
new Gas Shipper is appointed for the premises.

18.2 Where this condition applies, the licensee must give the Relevant Gas 
Transporter a binding undertaking in Writing in relation to the premises to 
which the licensee supplies gas that includes the terms set out in the Notice 
referred to in paragraph 18.1.

18.3 The licensee must give the binding undertaking to the Relevant Gas 
Transporter by no later than 20 Working Days after the licensee first begins to 
supply gas to any premises to which gas is conveyed by that transporter.

18.4 The licensee must take all reasonable steps to ensure that, no later than 25 
Working Days after the date on which sub-paragraphs 18.1(a) to (c) apply in 
relation to any Relevant Gas Transporter, a Gas Shipper has made 
arrangements with that transporter for gas to be conveyed to the premises 
supplied by the licensee and such arrangements have effect.

18.5 The licensee will not be required to comply with any obligation in the 
preceding paragraphs of this condition if, because of section 5(1) of the Act 
(which prohibits unlicensed activities in relation to gas unless an exemption 
applies), it would be unlawful for it to do so.

18.6 In this condition, references to arrangements for gas to be conveyed to 
premises supplied by the licensee include, if those premises are Secondary 
Premises, arrangements under which gas is taken out of the pipeline system of 
the Relevant Gas Transporter at the Relevant Primary Premises.
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Condition 19.  Payments to Customers

19.1. As soon as reasonably practicable after the licensee receives a Relevant 
Payment:

(a) from the Relevant Gas Shipper; or

(b) if the licensee is the Relevant Gas Shipper, from the Relevant Gas 
Transporter,

it must pay a sum, which is equal to the Relevant Payment, to the appropriate 
Customer except in the circumstances referred to in paragraph 19.2. 

19.2 If the Relevant Payment referred to in paragraph 19.1 is being paid to the 
licensee because of the Relevant Gas Transporter’s failure:

(a) to convey gas to Domestic Premises; or

(b) to convey gas to Secondary Premises that are Domestic Premises in 
accordance with arrangements with the Relevant Gas Shipper for gas 
to be taken out of its pipeline system at the Relevant Primary Premises 
for conveyance to those premises, 

the licensee must set off that sum against any Charges for the Supply of Gas 
which are or are likely to become due to be paid by the appropriate Customer 
or take all reasonable steps to pay to the Customer any amount that has not 
been so set off.
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Condition 19A.  Financial information reporting

19A.1. The Relevant Licensee must prepare and publish on its Website a 
Consolidated Segmental Statement in respect of information relating to 
the revenues, costs and profits of the licensee's activities in the generation 
and supply of electricity and the supply of gas to any premises taking 
account of the Guidelines.

19A.2. Where applicable, the Relevant Licensee must prepare and publish the 
Consolidated Segmental Statement referred to in paragraph 19A.1 in 
conjunction with any Affiliates (the “Relevant Affiliates”) which hold any or 
all of the following:  

(a) a supply licence granted or treated as granted under section 6(1)(d) of 
the Electricity Act 1989;

(b) a generation licence granted or treated as granted under section 
6(1)(a) of the Electricity Act 1989; 

(c) a supply licence granted or treated as granted under section 7A(1) of 
the Act.  

19A.3. The Relevant Licensee must in conjunction with the Relevant Affiliates 
prepare and publish a Consolidated Segmental Statement no later than six 
months after the end of the licensee’s financial year.  

19A.4. The Relevant Licensee may for the purpose of preparing the statement 
referred to in paragraph 19A.3 prepare and compile the information 
according to the licensee’s annual accounting procedures. The licensee 
must include in every such statement an explanation:

(a) of how the licensee defines the terms revenues, cost and profits; 

(b) of how the revenues, costs, and profits can be reconciled with the 
licensee’s UK statutory accounts and where applicable the consolidated 
group accounts; and

(c) of the licensee’s transfer pricing methodology and how this relates to 
the revenues, costs and profit information published.    

19A.5. The Relevant Licensee must ensure that all the information prepared and 
made public is in all material respects consistent with the information 
prepared pursuant to paragraph 19A.4 and the information is presented 
with a clear and full explanation. 

19A.6. The Authority shall prepare Guidelines in relation to the requirements of 
this condition and may modify, in whole or in part, the Guidelines following 
consultation with the Relevant Licensees. 

19A.7. For the purposes of this condition:

“Affiliate” in relation to the licensee means any holding company or 
subsidiary of a holding company of the licensee, in each case within the 
meaning of sections 736, 736A and 736B of the Companies Act 1985.
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“Consolidated Segmental Statement” means a statement as described in the 
Guidelines.  

“Guidelines” mean the document prepared by the Authority pursuant to 
standard condition 19A.6 setting out the nature of the information required and 
the template for the presentation of the financial information. 

“Relevant Licensee” means the holder of a supply licence granted or treated as 
granted under section 7A(1) of the Act  if:

(a) any of the licensee’s Affiliates holds a generation licence granted or 
treated as granted under section 6(1)(a) of the Electricity Act 1989; 
and 

(b) the licensee, together with any of its Affiliates, jointly supplies gas to 
more than 50,000 customers.  
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Standard conditions 20 and 21:

Information for all Customers
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Condition 20.  Safety of gas supplies and Meter Point 
Reference Number

Emergency and enquiry services

20.1 The licensee must keep each of its Customers informed:

(a) that an escape or a suspected escape of gas should be reported 
immediately; and

(b) of a telephone number which should be used for that purpose. 

20.2 The licensee may comply with paragraph 20.1 by:

(a) providing each Customer whose premises is supplied with gas under a 
Contract or a Deemed Contract with the information referred to in that 
paragraph when the licensee first begins to supply gas to the 
customer’s premises or, in the case of a Deemed Contract, becomes 
aware that it is doing so; 

(b) providing the information referred to in that paragraph to each 
Customer on each Bill or statement of account sent to a Customer in 
relation to Charges for the Supply of Gas or annually if the licensee 
has not sent such a Bill or statement of account to him; and

(c) publishing the information referred to in that paragraph in such manner 
as will in the opinion of the licensee secure adequate publicity for it.

20.3 The licensee must give:

(a) the telephone number referred to in sub-paragraph 20.1(b); and

(b) the current postal address and telephone number of the Relevant Gas 
Transporter’s Enquiry Service,

to a Customer when he requests it.  

20.4 The licensee must take all reasonable steps to inform each of its Customers of 
any change to the telephone number referred to in sub-paragraph 20.1(b) 
before the date on which that change becomes effective. 

Meter Point Reference Number

20.5 The licensee must inform each of its Customers of his Meter Point Reference 
Number:

(a) on each Bill or statement of account sent to a Customer in relation to 
Charges for the Supply of Gas; or

(b) annually if the licensee has not sent such a Bill or statement of account 
to him.
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Condition 21  

Not used 
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SECTION B:  STANDARD CONDITIONS

FOR DOMESTIC SUPPLIERS
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Standard conditions 22 to 24:

Regulation of Domestic Supply Contracts
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Condition 22.  Duty to offer and supply under Domestic 
Supply Contract

Licensee’s obligations

22.1 If the licensee supplies gas to Domestic Premises, it must do so under a 
Domestic Supply Contract or a Deemed Contract.

22.2 Within a reasonable period of time after receiving a request from a Domestic 
Customer for a supply of gas to Domestic Premises, the licensee must offer to 
enter into a Domestic Supply Contract with that customer.

22.3 If the Domestic Customer accepts the terms of the Domestic Supply Contract 
offered to him under paragraph 22.2, the licensee must supply gas in 
accordance with that contract.

22.4 A Domestic Supply Contract must:

(a) be in Writing; and

(b) include all the terms and conditions for the supply of gas, including:

(i) a term separately identifying the Charges for the Supply of Gas 
and the charge for any other good or service to be provided; 
and

(ii) a term reflecting the provisions of standard condition 24 
(Termination of Domestic Supply Contracts) in relation to the 
ending of the contract in the circumstances set out there. 

Exceptions to licensee’s obligations

22.5 The licensee is not required to comply with the obligations set out in 
paragraphs 22.2 or 22.3 in any of the following circumstances:

(a) the Domestic Premises are not connected, whether directly or 
indirectly, to a relevant main;

(b) supplying gas to the Domestic Premises would, or might, involve 
danger to the public, provided that the licensee has taken all reasonable 
steps to prevent such danger from occurring;

(c) it is not reasonable in all the circumstances of the case for the licensee 
to supply gas to the Domestic Premises, provided that, if it is already 
supplying gas to the premises, it has given at least seven Working 
Days’ Notice of its intention to stop doing so; or 

(d) the licensee requires the Domestic Customer to pay a Security Deposit 
and he does not do so, except if that deposit is in breach of any of the 
requirements in paragraphs 3 and 4 of standard condition 27 
(Payments, Security Deposits and Disconnections).

Calculation of kilowatt hours 
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22.6 A Domestic Supply Contract that provides for any element of the Charges for 
the Supply of Gas to be related to the Amount of gas supplied to Domestic 
Premises or Domestic Premises that are Secondary Premises must also provide 
for the number of kilowatt hours supplied to the premises to be calculated in 
the same manner as such number would have been calculated under section 
12(1) of the Act if the gas had been conveyed to the premises by a Gas 
Transporter.

Provision of Domestic Supply Contracts 

22.7 If a person requests a copy of any form of Domestic Supply Contract that the 
licensee may offer under paragraph 22.2, the licensee must send a copy of that 
form of contract to that person within a reasonable period of time after 
receiving the request. 
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Condition 23. Notification of Domestic Supply Contract terms

Notification of Principal Terms

23.1 Before it enters into a Domestic Supply Contract with a Domestic Customer, 
the licensee must take all reasonable steps to bring the Principal Terms of 
that contract to the attention of that customer.

Notification before Domestic Supply Contract ends

23.2 On or about 30 Working Days before a Domestic Supply Contract is due to 
end, the licensee must inform the Domestic Customer (who is party to that 
contract) in Writing of the Principal Terms of the Deemed Contract that will 
apply after the Domestic Supply Contract ends if he does not enter into a 
new Domestic Supply Contract.

Notification of unilateral variation

23.3 If, in accordance with the terms of a Domestic Supply Contract with a 
Domestic Customer, the licensee unilaterally varies a term of the contract:

(a) to increase the Charges for the Supply of Gas to a Domestic Premises; or

(b) in any other way that is to the significant disadvantage of the customer, 

the licensee must give Notice of that variation to the customer in accordance 
with paragraph 23.4.

23.4 The Notice referred to in paragraph 23.3 must:

(a) be given either in advance of the date on which the variation has effect or 
no later than the end of 65 Working Days after the date on which the 
variation has effect;

(b) inform the Domestic Customer that he may end the Domestic Supply 
Contract if the variation is unacceptable to him;

(c) inform the Domestic Customer where he may obtain impartial advice and 
information about changing his Gas Supplier;

(d) inform the Domestic Customer that where he has any Outstanding 
Charges, his Gas Supplier may be able to prevent a Proposed Supply 
Transfer; and

(e) explain the effect of paragraph 23.6.

23.5 The licensee must present the information required in paragraph 23.4 in a 
form that is clear and easy to understand and must place the information 
required in sub-paragraphs 23.4 (b) and (c) in a prominent position on the 
Notice.

23.6 The licensee must treat the variation as ineffective and neither enforce nor 
take advantage of it where –
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(a) the Domestic Customer notifies the licensee after he becomes aware (by 
any means) of the variation but no later than 20 Working Days after the 
date on which he receives Notice given under paragraph 23.3 that he is 
ending the Domestic Supply Contract; and 

(b) no later than 15 Working Days after the Domestic Customer has notified 
the licensee in accordance with sub-paragraph 23.6 (a), the licensee 
receives Notice under the Network Code by way of the Relevant Gas 
Shipper that another Gas Supplier will begin to supply the Domestic 
Customer’s Domestic Premises within a reasonable period of time after 
the date on which that Notice has been given; or 

(c) where the Notice of variation referred to in paragraph 23.3 is given either 
less than 5 Working Days in advance of the date on which the variation 
has effect or after the date on which the variation has effect; and 

(i) the conditions in sub-paragraphs 23.6 (a) and (b) are met; and

(ii) the Domestic Customer has paid any Outstanding Charges within 30 
Working Days after the Domestic Customer receives Notice that the 
licensee intends blocking the Domestic Customer’s Proposed 
Supplier Transfer.

23.7 The licensee is not required to comply with paragraph 23.3 to such extent 
as the Authority may direct.
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Condition 24.  Termination of Domestic Supply Contracts

End of ownership or occupation

24.1 The licensee must include a term in each Domestic Supply Contract to provide 
that it will end, in relation to the Domestic Premises to which it applies, by no 
later than:

(a) if the Domestic Customer has notified the licensee at least two 
Working Days before the date on which he stops owning or occupying 
the premises, that date; or

(b) if the Domestic Customer has stopped owning or occupying the 
premises without giving the licensee such notification, the first to 
happen of the following:

(i) the end of the second Working Day after the customer has 
notified the licensee that he has stopped owning or occupying 
the premises; or

(ii) the date on which any other person begins to own or occupy the 
premises and takes a supply of gas at those premises.

24.2 The licensee must include a term in each Domestic Supply Contract to provide 
that, if that contract is brought to an end in accordance with a term included in 
it because of paragraph 24.1, the Domestic Customer is liable for the supply of 
gas to the Domestic Premises until the date on which that contract ends.

Termination Fees

24.3 The licensee may include a term in a Domestic Supply Contract requiring a 
Domestic Customer to pay a Termination Fee to end that contract except in 
any of the following circumstances:

(a) the contract is of an indefinite length; 

(b) without prejudice to sub-paragraph (a), the contract allows for both a 
fixed term period and a period of indefinite length and it is brought to 
an end during the period of indefinite length; or

(c) the licensee gives Notice of a unilateral variation of a term of the 
contract in accordance with paragraph 3 of standard condition 23
(Notification of Domestic Supply Contract terms) and paragraph 5 of 
that condition binds the licensee.

24.4 The restrictions imposed by paragraph 24.3 will not apply to such extent 
as the Authority may direct.

Application of this condition

24.5 If a Domestic Supply Contract provides for both the supply of gas to a premises 
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and the provision of any other goods or service, a reference in this condition to 
ending that contract is a reference to ending it for the supply of gas to the premises 
only.
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Standard conditions 25 to 30:

Domestic Customer protection
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Condition 25. Marketing gas to Domestic Customers

Objective and obligation to achieve it

25.1 The objective of this licence condition (the “Objective”) is to ensure that:

(a) all information which the licensee or any Representative provides 
(whether in Writing, by electronic display or orally) to Domestic 
Customers in the course of the licensee’s Marketing Activities and/or its 
Telesales Activities is complete and accurate, is capable of being easily 
understood by Domestic Customers, does not relate to products which 
are inappropriate to the Domestic Customer to whom it is directed, does 
not mislead the Domestic Customer to whom it is directed and is 
otherwise fair both in terms of its content and in terms of how it is 
presented (with more important information being given appropriate 
prominence); and

(b) the licensee’s Marketing Activities and Telesales Activities and all 
contact by the licensee or a Representative with, and the behaviour of 
the licensee and any Representative towards, a Domestic Customer in 
the course of the licensee’s Marketing Activities and/or Telesales 
Activities are conducted in a fair, transparent, appropriate and 
professional manner.

25.2 The licensee shall take all reasonable steps:

(a) to secure the achievement of the Objective; and 

(b) to avoid doing anything which jeopardises its ability to achieve the 
Objective.

25.3 The steps which the licensee shall take to secure the achievement of the 
Objective in respect of its Marketing Activities shall include, without 
limitation, the steps which are detailed at paragraphs 25.5 to 25.16 of this 
licence condition.

25.4 The licensee shall:

(a) subject to sub-paragraph 25.4(b), comply with paragraph 25.2 with 
immediate effect; and

(b) comply with paragraph 25.3 with effect on and from 18 January 2010.

Selection and training

25.5 The licensee shall: 

(a) put in place and follow procedures which are appropriate for the 
selection of staff or other Representatives who are employed or engaged 
in roles which involve, might involve or will involve communication 
with Domestic Customers for the purpose of its Marketing Activities;
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(b) provide or procure appropriate training for all staff or other 
Representatives who communicate with Domestic Customers for the 
purposes of the licensee’s Marketing Activities, which training should 
include, but not be limited to, training about the licensee’s obligations 
insofar as they affect Domestic Customers, including its obligations 
under this licence condition;

(c) take all reasonable steps to ensure that:

(i) a Domestic Customer may readily identify the licensee whenever 
that Domestic Customer is contacted by the licensee or a 
Representative; 

(ii) if the Domestic Customer enters into a Domestic Supply Contract 
with the licensee, that Domestic Customer will readily understand 
that they have done so; and

(iii) any unsolicited contact made by the licensee or a Representative 
with any Domestic Customer takes place at a reasonable time. 

Pre-contract obligations

25.6 Where the licensee offers to enter into a Domestic Supply Contract with a 
Domestic Customer in the course of its Marketing Activities, the licensee must 
at the time it makes the offer and before entering into a Domestic Supply 
Contract with that Domestic Customer:

(a) provide to that Domestic Customer, in Writing or by means of 
electronic display, an estimate of the total annual Charges for the 
Supply of Gas which would be payable by that Domestic Customer 
under the Offered Domestic Supply Contract; and

(b) where:

(i) the Domestic Customer is, at the time the offer is made, being 
supplied with gas through a prepayment meter; or

(ii) the licensee or a Representative has indicated to a Domestic 
Customer that the Charges for the Supply of Gas that would be 
payable under the Offered Domestic Supply Contract are lower 
than the Charges for the Supply of Gas that are payable under the 
Domestic Supply Contract pursuant to which the relevant 
Domestic Customer receives its supply of gas at the time the offer 
is made,

provide to that Domestic Customer, in Writing or by means of electronic 
display, a comparison of the Charges for the Supply of Gas that would 
be payable under the Offered Domestic Supply Contract and the Charges 
for the Supply of Gas that are payable under the Domestic Supply 
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Contract pursuant to which the relevant Domestic Customer receives 
their supply of gas at the time the offer is made. Where a Domestic 
Customer who falls within the scope of sub-paragraph 25.6(b)(i) is 
unable or unwilling to provide details of the Charges for Supply of Gas 
that are payable under their existing Domestic Supply Contract, the 
licensee shall base any comparison which it is required to provide in 
accordance with this sub-paragraph on its best estimate of those Charges 
for the Supply of Gas having regard to any relevant information that is 
available to the licensee at the time the comparison is prepared.

25.7 Any estimate provided in accordance with sub-paragraph 25.6(a) must:

(a) take account of the relevant Domestic Customer’s annual consumption or, 
where the relevant Domestic Customer’s annual consumption is not 
known to, and cannot reasonably be ascertained by, the licensee, be based 
on the licensee’s best estimate of the relevant Domestic Customer’s 
annual consumption having regard to any relevant information that is 
available to the licensee at the time the estimate is prepared;

(b) where it is based on an estimate of the relevant Domestic Customer’s 
annual consumption, clearly set out, in Writing or by means of electronic 
display, the basis for any such estimated annual consumption; and

(c) where the licensee or a Representative, when discussing an Offered 
Domestic Supply Contract with a Domestic Customer, makes any 
representation concerning the amount of any regular direct debit payment 
that is to be made in accordance with the Offered Domestic Supply 
Contract, include a clear explanation of how the proposed regular direct 
debit payment amounts have been calculated and how those amounts 
relate to the total annual Charges for the Supply of Gas which the licensee 
estimates will be payable under the Offered Domestic Supply Contract.

25.8 Any comparison of Charges for the Supply of Gas undertaken in accordance 
with sub-paragraph 25.6(b) must:

(a) be undertaken (and explained to the relevant Domestic Customer) on a 
like for like basis. For these purposes, this will mean that the comparison 
of Charges for the Supply of Gas must be based on the same time period 
(which will usually be one year) and the same consumption level 
(whether based on the relevant Domestic Customer’s actual consumption 
or the licensee’s best estimate of that consumption); and

(b) itemise clearly and explain any other relevant differences between the 
Offered Domestic Supply Contract and, subject to sub-paragraph 
25.6(b), the relevant Domestic Customer’s existing Domestic Supply 
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Contract, including any discounts and/or differences in charges 
associated with different payment methods. 

25.9 Where the licensee provides to a Domestic Customer an estimate and/or a 
comparison in accordance with paragraph 25.6, the licensee must, either at the 
time that it provides the estimate and/or comparison or as soon as reasonably 
practicable thereafter, provide to the relevant Domestic Customer a Written 
copy of that estimate and/or comparison, as appropriate, which the Domestic 
Customer can retain for their records. This obligation does not apply where the 
Domestic Customer does not subsequently accept or enter into the Domestic 
Supply Contract to which the estimate and/or comparison relate(s).  

25.10 Where a Domestic Customer to whom the licensee has provided an estimate or 
a comparison in accordance with this licence condition enters into a Domestic 
Supply Contract with the licensee, the licensee must maintain a record of the 
information which it provided to that Domestic Customer concerning that 
Domestic Supply Contract in accordance with this licence condition for a 
period of 2 years.

Obligations at time of contract

25.11 Where the licensee enters into a Domestic Supply Contract with a Domestic 
Customer, the licensee shall, either at the time that the Domestic Supply 
Contract is entered into or as soon as reasonably practicable thereafter, provide 
to that Domestic Customer all the information which the licensee reasonably 
considers the Domestic Customer would need having regard to the Objective 
and the licensee’s obligation to secure compliance with the same.  

25.12 The information which the licensee shall provide in accordance with 
paragraph 25.11 shall include but not be limited to:

(a) a copy of the Domestic Supply Contract (which shall be consistent in 
all respects with the Offered Domestic Supply Contract) which the 
licensee and that Domestic Customer have entered into;  

(b) an explanation of what happens next now that the Domestic 
Customer has entered into a Domestic Supply Contract;  

(c) a reminder to that Domestic Customer to check that the product they 
have signed up to is appropriate for them, including details of where to 
find impartial advice and information; 

(d) information about any right for the Domestic Customer to cancel the 
Domestic Supply Contract; and 

(e) information about what the Domestic Customer can do if they have any 
concerns, including details of how Consumer Direct can be contacted. 

Contact with Domestic Customers after Contract
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25.13 The licensee must comply with the requirements of paragraphs 25.14 and 
25.15 where a Domestic Supply Contract has been entered into by a Domestic 
Customer in the course of:

(a) a visit to that Domestic Customer’s premises by a Representative; or

(b) a conversation, in a place to which the public have access, between a 
Representative and a Domestic Customer.

25.14 Where a Domestic Supply Contract is entered into in the circumstances 
described in paragraph 25.13, the licensee must, within a period of 14 days 
after entering into the Domestic Supply Contract, take all reasonable steps to 
contact the Domestic Customer, through a Representative of the licensee who 
is not engaged in activities leading to the making of Domestic Supply 
Contracts between the licensee and Domestic Customers, by telephone or in 
Writing to seek confirmation that the Domestic Customer:

(a) understands that he or she has entered into a Domestic Supply Contract;

(b) understands the Principal Terms of that Domestic Supply Contract; 

(c) is content to have entered into that Domestic Supply Contract; 

(d) has received the estimate and, where appropriate, the comparison 
required by paragraph 25.6; and 

(e) is content with the information provided by the licensee and/or, as 
appropriate, a Representative and is otherwise content with the way in 
which the Marketing Activities of the licensee were conducted.

25.15 Where, in the course of contact as required by paragraph 25.14, the Domestic 
Customer indicates that he or she is not content to have entered into the 
Domestic Supply Contract and wishes to end it, the licensee must take all 
reasonable steps to ensure:

(a) that the Domestic Supply Contract is ended; and

(b) where reasonably practicable, that the licensee does not begin a supply 
of gas to the relevant Domestic Customer.

Management arrangements

25.16 The licensee must take all reasonable steps to establish management 
arrangements that facilitate the licensee’s compliance with its obligations 
under this condition, including, as appropriate, steps to ensure that any agents 
and subcontractors of the licensee establish equivalent arrangements.

Definitions for condition

25.17 For the purposes of this condition:

“Objective” has the meaning given to it in paragraph 25.1 of this condition.
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“Offered Domestic Supply Contract” means any offer to contract, including 
the terms of such offer, which the licensee or a Representative makes to a 
Domestic Customer concerning a supply of gas to that Domestic Customer at 
Domestic Premises.

“Telesales Activities” means any activities of the licensee that are: 

(a) conducted by telephone; and

(b) directed at or incidental to identifying and communicating with Domestic 
Customers for the purpose of promoting the licensee’s Domestic Supply 
Contracts to them and includes entering into such contracts with such 
customers.
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Condition 25A.  Prohibition of undue discrimination in supply

Prohibition of undue discrimination

25A.1 This condition applies in relation to the supply of gas by the licensee under a 
Domestic Supply Contract or a Deemed Contract for the supply of gas to 
Domestic Premises.

25A.2 Subject to paragraph 25A.3, the licensee must ensure that in supplying or 
offering to supply gas, the Principal Terms on which it does so do not 
discriminate without objective justification between one group of Domestic 
Customers and any other such group. For the purposes of this condition it shall 
be for the Authority to decide whether there is any such objective justification.

25A.3 The licensee shall only be in breach of this condition if and to the extent that 
the nature of the discriminatory terms offered and/or their impact on any 
Domestic Customers is material in any respect.

Compliance with this condition

25A.4 This licence condition shall be interpreted and enforced in accordance with 
guidance issued by the Authority and until such guidance is published this 
licence condition shall not be enforceable.

25A.5 The Authority may from time to time revise the guidance referred to in 
paragraph 25A.4 with a view to:

(a) removing or reducing inconsistencies between Gas Suppliers in their 
interpretation and application of its provisions; and

(b) clarifying how the licensees’ compliance with the obligations imposed 
by this condition will be monitored and enforced.

25A.6 Before revising guidance under paragraph 25A.5, the Authority shall give 
Notice that it proposes to do so to:

(a) Gas Suppliers in whose licences Section B of the standard conditions is 
effective;

(b) the National Consumer Council; and

(c) such other persons as the Authority considers it appropriate to consult 
in relation to the proposal.

25A.7 A Notice given by the Authority under paragraph 25A.6 must:

(a) state that the Authority proposes to issue the revised guidance and 
specify the date on which it intends that this should take effect;

(b) set out the text of the guidance and the Authority’s reasons for 
proposing to revise it; and
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(c) specify the time (which must not be less than a period of 28 days from 
the date of the Notice) within which representations or objections with 
respect to the proposal may be made,

and the Authority must consider any representations or objections which are 
duly made and not withdrawn. 

25A.8 The licensee is not required to comply with this condition if it supplies gas to 
fewer than 50,000 Domestic Customers or such other number as may from 
time to time be directed by the Authority. 

Termination of this provision

25A.9 This condition will cease to have effect on 31 July 2012.
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Condition 26.  Services for specific Domestic Customer 
groups 

Customers who are of Pensionable Age, disabled or chronically sick

26.1 If a Domestic Customer who is of Pensionable Age, disabled or chronically
sick requests it and it is appropriate and reasonably practicable for the licensee 
to do so, the licensee must, free of charge:

(a) agree a password with the customer that can be used by any person 
acting on the licensee’s behalf or on behalf of the Relevant Gas 
Transporter to enable that customer to identify that person;

(b) send each Bill or statement of account in relation to the supply of gas 
to the customer’s premises to any other person that the customer 
nominates, if that person agrees to receive them; 

(c) if the customer informs the licensee that no person occupying his 
premises is able to read the Gas Meter there, arrange to read that meter 
at least once each quarter and inform the customer of that reading; and

(d) if Charges for the Supply of Gas are recovered through a prepayment 
meter and the customer cannot readily make payments through that 
meter because of infirmity, arrange to move that meter so that the 
customer can access it.

Blind, partially sighted, deaf or hearing-impaired customers

26.2 When asked to do so by, or by someone acting on behalf of, a blind or 
partially sighted Domestic Customer, the licensee must, by means that are 
readily accessible to such customers, provide information free of charge about 
any Bill or statement of account relating to the supply of gas or any other 
service provided to the customer by the licensee.

26.3 The licensee must provide facilities, free of charge, which enable any 
Domestic Customer who:

(a) is blind or partially sighted; or

(b) is deaf or hearing-impaired and in possession of appropriate 
equipment,

to ask or complain about any Bill or statement of account relating to the supply of 
gas or any other service provided to that customer by the licensee. 

Duty to establish Priority Services Register

26.4 The licensee must establish and maintain a Priority Services Register which 
lists all of the licensee’s Domestic Customers who:

(a) are of Pensionable Age, disabled or chronically sick; and 

(b) have either:
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(i) asked in person for their name to be added to the Priority
Services Register; or 

(ii) had a person ask on their behalf for their name to be added to it.

26.5 When a Domestic Customer’s name is added to the Priority Services Register, 
that customer must be given, free of charge, advice and information on the 
services that are available to him under paragraphs 26.1 to 26.3 because of his 
age, disability or chronic sickness. 

26.6 At least once each year, the licensee must take all reasonable steps to inform 
each of its Domestic Customers that the Priority Services Register exists and 
of how Domestic Customers who are of Pensionable Age, disabled or 
chronically sick may become listed on it.

Information to Relevant Gas Transporter 

26.7 The licensee must give the Relevant Gas Transporter the following 
information insofar as it is relevant to the performance of that transporter’s 
obligations under the Gas Transporter Licence:

(a) details relating to any person who has agreed a password with the 
licensee, including what that password is; and

(b) details of any person registered on the Priority Services Register.

Provision of information 

26.8 The licensee must:

(a) prepare a statement that sets out, in plain and intelligible language, its 
obligations under this condition;

(b) publish that statement on and make it readily accessible from its 
Website (if it has one);

(c) take all reasonable steps to inform each of its Domestic Customers, at 
least once each year, of that statement and how to obtain it; and

(d) give a copy of the statement on request and free of charge to any 
person.
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Condition 27.  Payments, Security Deposits and 
Disconnections

Payment methods under Domestic Supply Contract

27.1 Where the licensee offers to supply gas to a Domestic Customer under a 
Domestic Supply Contract under paragraph 2 of standard condition 22 (Duty to 
offer and supply under Domestic Supply Contract), it must offer the customer a 
wide choice of payment methods for paying Charges for the Supply of Gas and 
those methods must include (in each case, for the duration of the contract):

(a) payment by cash:

(i) to a person and at a place that is reasonable in all the 
circumstances of the case; and

(ii) fortnightly or more regularly; and

(b) payment in advance through a prepayment meter. 

27.2 The licensee is not required to comply with paragraph 27.1:

(a) if a Domestic Customer asks to use a particular payment method for 
paying Charges for the Supply of Gas and the licensee offers that 
method to him; or

(b) if it supplies gas to fewer than 50,000 Domestic Customers or such 
other number as may from time to time be directed by the Authority.

27.2A Any difference in terms and conditions as between payment methods for 
paying Charges for the Supply of Gas shall reflect the costs to the supplier of 
the different payment methods.

27.2B In this condition, “terms” means all terms on which a supply of gas is offered 
or provided, including terms as to price, which significantly affect the 
evaluation of that supply.

Security Deposits

27.3 A licensee must not require a Domestic Customer to pay a Security Deposit in 
relation to the supply of gas to his premises:

(a) if that customer agrees that the premises may be supplied through a 
prepayment meter and it is safe and reasonably practicable in all the 
circumstances of the case for the premises to be so supplied; or

(b) if it is unreasonable in all the circumstances of the case to require that 
customer to pay a Security Deposit.

27.4 A Security Deposit must not exceed a reasonable amount.

Customers in payment difficulty
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27.5 The licensee must offer each of the services set out in paragraph 27.6 when it 
becomes aware or has reason to believe that a Domestic Customer is having or 
will have difficulty paying all or part of the Charges for the Supply of Gas.

27.6 The services referred to in paragraph 27.5 are:

(a) the facility for a Domestic Customer to pay Charges for the Supply of 
Gas:

(i) by using, where available, a means by which payments may be 
deducted at source from a social security benefit received by 
that customer;

(ii) by regular instalments calculated in accordance with paragraph 
27.8 and paid through a means other than a prepayment meter; 
and

(iii) by using a prepayment meter, where it is safe and reasonably 
practicable in all the circumstances of the case for the Domestic 
Customer to do so and where any instalments to be paid are 
calculated in accordance with paragraph 27.8; and

(b) the provision of information about how the Domestic Customer could 
reduce the Charges for the Supply of Gas that he must pay by using the 
gas supplied to his premises more efficiently.

27.7 If a Domestic Customer, having agreed to make payments for Charges for the 
Supply of Gas using the service referred to in sub-paragraph 27.6(a)(i), is no 
longer in receipt of social security benefits from which payments can be 
deducted at source, the licensee must offer the services referred to in sub-
paragraph 27.6(a)(ii) and 27.6(a)(iii).

27.8 The licensee must take all reasonable steps to ascertain the Domestic 
Customer’s ability to pay and must take this into account when calculating 
instalments, giving due consideration to:

(a) relevant information provided by third parties, where it is available to 
the licensee; and

(b) where instalments will be paid using a prepayment meter, the value of 
all of the charges that are to be recovered through that meter.

Disconnection for unpaid charges

27.9 The licensee must not Disconnect a Domestic Premises at which the Domestic 
Customer has not paid Charges for the Supply of Gas unless it has first taken 
all reasonable steps to recover those charges by means of the service referred 
to in sub-paragraph 27.6(a)(iii). 

27.10 The licensee must not Disconnect, in Winter, a Domestic Premises at which 
the Domestic Customer has not paid Charges for the Supply of Gas if it knows 
or has reason to believe that the customer is of Pensionable Age and lives 
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alone or lives only with persons who are of Pensionable Age or under the age 
of 18.

27.11 The licensee must take all reasonable steps to avoid Disconnecting, in Winter, 
a Domestic Premises at which the Domestic Customer has not paid Charges 
for the Supply of Gas if the occupants of the premises include a person who is 
of Pensionable Age, disabled or chronically sick and to whom paragraph 27.10
does not apply. 

Provision of information

27.12 The licensee must:

(a) prepare a statement that sets out, in plain and intelligible language, its 
obligations under paragraphs 27.5 to 27.11;

(b) publish that statement on and make it readily accessible from its 
Website (if it has one);

(c) take all reasonable steps to inform each of its Domestic Customers, at 
least once each year, of that statement and how to obtain it; and

(d) give a copy of that statement on request and free of charge to any 
person.

27.13  Paragraphs 14, 15 and 16 apply where a Domestic Customer pay the Charges 
for the Supply of Gas which are payable under its Domestic Supply Contract 
by way of regular direct debit payments of a fixed amount (which amount may 
be varied from time to time in accordance with the relevant Domestic Supply 
Contract).

27.14  The licensee must provide to each such Domestic Customer an explanation in 
clear, plain and intelligible language of the basis upon which a fixed amount 
(and any variation of that fixed amount) has been determined.

27.15  Save where a clear and express Principal Term of the relevant Domestic 
Supply Contract provides otherwise, the licensee must take all reasonable 
steps to ensure that the fixed amount of the regular direct debit payment is 
based on the best and most current information available (or which reasonably 
ought to be available) to the licensee, including information as to the quantity 
of gas which the licensee reasonably estimates has been or will be supplied 
under the relevant Domestic Supply Contract.

27.16  Where any Credit has accumulated under a Domestic Supply Contract and the 
relevant Domestic Customer requests that the licensee do so, the licensee 
must, save where it is fair and reasonable in all the circumstances for the 
licensee not to do so, refund, in a timely manner, any Credit which has 
accumulated under that Domestic Supply Contract to the relevant Domestic 
Customer.  Where the licensee considers that it is fair and reasonable in all the 
circumstances for it not to refund any Credit which has accumulated under a 
Domestic Supply Contract in accordance with this provision, it must inform 
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the relevant Domestic Customer of its view and the reasons for holding that 
view.

In this condition “Credit” means the amount by which the payments made by a 
Domestic Customer to the licensee under or in accordance with the relevant Domestic 
Supply Contract exceeds the total amount of Charges for the Supply of Gas which is 
due and payable by the Domestic Customer to the licensee under that Domestic 
Supply Contract.
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Condition 28.  Prepayment meters

Information about prepayment meters

28.1 If the licensee offers to enable a Domestic Customer to pay or a Domestic 
Customer asks to pay Charges for the Supply of Gas through a prepayment 
meter, the licensee must provide appropriate information to that customer 
about:

(a) the advantages and disadvantages of a prepayment meter; 

(b) where he may obtain information or assistance if:

(i) the prepayment meter is not operating effectively; or 

(ii) any device used to allow the Charges for the Supply of Gas to be 
paid through the prepayment meter is not operating effectively; 
and 

(c) the procedures that the licensee will follow when removing or resetting 
the prepayment meter, including the timescale and any conditions for 
removing or resetting it. 

Resetting of prepayment meters

28.2 Where a Domestic Customer pays Charges for the Supply of Gas through a 
prepayment meter, the licensee must take all reasonable steps to ensure that
the meter is reset within a reasonable period of time:

(a) after 1 August 2007, if any change has been made to Charges for the 
Supply of Gas before that date and the meter has not been reset;

(b) after any change is made on or after that date to Charges for the Supply 
of Gas; or

(c) if payments are being made by instalments using the meter:

(i) after any change is made to the amount due in instalments; or 

(ii) after instalments are no longer required.

Provision of information

28.3 The licensee must:

(a) prepare a statement that sets out, in plain and intelligible language, its 
obligations under this condition and includes the information referred 
to in paragraph 28.1;

(b) publish that statement on and make it readily accessible from its 
Website (if it has one);
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(c) take all reasonable steps to inform each of its Domestic Customers
who pay Charges for the Supply of Gas through a prepayment meter, at 
least once each year, of the statement and how to obtain it; and

(d) give a copy of the statement on request and free of charge to any 
person.
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Condition 29. Gas safety

Arrangements for gas safety checks 

29.1 The licensee must provide a gas safety check, in accordance with the 
requirements of paragraph 29.3, where the Domestic Customer meets the criteria 
set out in paragraph 29.2 and:

(a) lives with others, at least one of whom is under five years old; or

(b) is of Pensionable Age, disabled or chronically sick and either:

(i) lives alone; or

(ii) lives with others who are all of Pensionable Age, disabled, 
chronically sick or under 18.

29.2 The criteria referred to in paragraph 29.1 are that the Domestic Customer:

(a) does not occupy premises in relation to which a landlord is responsible 
for arranging a gas safety check under regulations made under the 
Health and Safety at Work etc Act 1974;

(b) is in receipt of a means-tested benefit;

(c) has asked for a gas safety check to be carried out; and

(d) has not had a gas safety check carried out at the premises in the last 12 
months or such longer period as may be directed by the Authority 
following consultation with the Secretary of State and such other 
persons as the Authority considers are likely to be affected.

29.3 The requirements referred to in paragraph 29.1 are that gas safety checks 
must:

(a) be provided free of charge;

(b) be carried out by a person who has appropriate expertise;

(c) include checks on the safety of gas appliances and other gas fittings on 
the customer’s side of the Gas Meter; and

(d) for a gas appliance, include an examination of:

(i) the effectiveness of any flue;

(ii) the supply of combustion air;

(iii) its operating pressure or heat input or, where necessary, both; 
and

(iv) its operation so as to ensure its safe functioning.
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Provision of gas safety information

29.4 The licensee must take all reasonable steps to provide, free of charge, the 
information required by paragraph 29.5 to each Domestic Customer at least 
once each year and must provide it when requested to do so by a Domestic 
Customer. 

29.5 The information referred to in paragraph 29.4 is information sufficient to 
inform each of the licensee’s Domestic Customers about:

(a) the safe use of gas appliances and other gas fittings;

(b) the dangers of carbon monoxide poisoning;

(c) the benefits of fitting an audible carbon monoxide alarm that complies 
with a relevant British or European safety standard;

(d) the benefits of gas safety checks; and

(e) where to seek advice if gas appliances are condemned as a result of a 
gas safety check. 

Provision of information

29.6 The licensee must:

(a) prepare a statement that sets out, in plain and intelligible language, its 
obligations under paragraphs 29.1 to 29.3;

(b) publish that statement on and make it readily accessible from its 
Website (if it has one);

(c) take all reasonable steps to inform each of its Domestic Customers, at 
least once each year, of that statement and how to obtain it; and

(d) give a copy of that statement on request and free of charge to any 
person.
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Condition 30.  Supply Point Administration Agreement

30.1 The licensee must be a party to, comply with and maintain the Supply Point 
Administration Agreement (for this condition only, the “SPAA”).

30.2 The licensee must take all reasonable steps to secure and implement, and must 
not take any unreasonable steps to prevent or delay, any modifications to 
Industry Documents which are necessary to give full and timely effect to a 
modification of the SPAA.

30.3 Paragraph 30.2 is without prejudice to:

(a) any right of appeal that the licensee may have in relation to a decision 
made by the Authority under Industry Documents; and

(b) any right of approval, veto or direction that the Authority or the 
Secretary of State may have in relation to changes to Industry 
Documents. 

30.4 The licensee must take all reasonable steps to secure and implement changes 
to its systems, procedures and processes which are necessary to give full, 
timely and practical effect to any modification of the SPAA. 

30.5 The licensee must take all reasonable steps to ensure that the SPAA remains 
an agreement which:

(a) is designed to facilitate the achievement of the relevant objectives set 
out in paragraph 30.6; and

(b) includes the matters set out in paragraph 30.7.

30.6 The relevant objectives referred to in sub-paragraph 30.5(a) are:

(a) the development, maintenance and operation of an efficient, 
coordinated and economical change of supplier process;

(b) the furtherance of effective competition between Gas Suppliers and 
between relevant agents;

(c) the promotion of efficiency in the implementation and administration 
of the supply point administration arrangements; and

(d) so far as is consistent with sub-paragraphs (a), (b) and (c), the efficient 
discharge of the licensee’s obligations under this licence. 

30.7 The matters referred to in sub-paragraph 30.5(b) are:

(a) provision for enabling the SPAA to be modified from time to time so 
as to better facilitate the achievement of the relevant objectives set out 
in paragraph 30.6; 

(b) provision for enabling parties to the SPAA to appeal against any 
proposed modification of it to the Authority for determination; and
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(c) provision for a copy of the SPAA and accompanying schedules to be 
provided to any person on request, upon payment of an amount not 
exceeding the reasonable costs of making and providing it.
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Standard conditions 31 and 32:

Domestic Customer information
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Condition 31.  General information for Domestic Customers

Information about Consumer Direct

31.1 The licensee must inform each of its Domestic Customers:

(a) that Consumer Direct can assist in providing information and advice to 
Domestic Customers; and

(b) how to contact Consumer Direct, 

by providing that information on or with each Bill or statement of account sent
to each Domestic Customer in relation to Charges for the Supply of Gas or 
annually if the licensee has not sent such a Bill or statement of account to him.

Information about efficient use of gas

31.2 The licensee must maintain:

(a) information about the efficient use of gas to enable a Domestic Customer 
to make an informed judgment about measures to improve the efficiency 
with which he uses the gas supplied to his Domestic Premises; and

(b) information about sources from which a Domestic Customer may obtain 
additional information or assistance about measures to improve the 
efficiency with which he uses the gas supplied to his Domestic Premises, 
including information:

(i) that is publicly available about financial assistance towards the 
cost of the measures available from government; or 

(ii) that is available through bodies in receipt of financial assistance 
from government in connection with measures to promote the 
efficient use of energy.

31.3 The licensee must provide the information referred to in paragraph 31.2 to a 
Domestic Customer:

(a) free of charge if he requests that information;

(b) by operating a telephone information service that provides that 
information free of charge; and

(c) by publishing that information on and making it readily accessible 
from its Website (if it has one).
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Information about amount of gas supplied

31.4 If the licensee gives a Bill or statement of account to a Domestic Customer in 
which Charges for the Supply of Gas are expressed in terms of the Amount of 
gas supplied, that bill or statement of account must include:

(a) an explanation of the basis on which the amount is calculated from the 
quantity of gas supplied; and

(b) if, in making the calculation referred to in sub-paragraph (a), an 
adjustment is made in relation to a Temperature and Pressure 
Conversion Factor, details of that adjustment.
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Condition 31A. Information about gas consumption patterns

31.A.1 The licensee must provide the information contained in paragraph 31.A.2 –

(a) on every Bill or statement of account sent to a Domestic Customer; and

(b) where there is an increase to the Charges for the Supply of Gas, to every 
Domestic Customer who does not receive a Bill or statement of account at 
least once in every three months, within 65 Working Days of the date of the 
Notice of each increase.

31.A.2 The information provided for in paragraph 31.A.1 is –

(a) subject to paragraph 31.A.3, a comparison of the Domestic Customer’s gas 
consumption for the period covered by the Bill or statement of account, with 
the Domestic Customer’s gas consumption for the corresponding period in 
the previous year (for the purposes of this condition, the “corresponding 
period”);

(b) the Domestic Customer’s Exact Tariff Name;

(c) except where a Domestic Customer has held their Domestic Supply Contract 
for less than 12 months –

(i)  the quantity of gas supplied to the Domestic Customer’s Domestic 
Premises during the previous 12 months; and

(ii)  an illustrative projection of the cost in pounds sterling of the quantity 
of gas supplied to the Domestic Customer’s Premises for the 
forthcoming 12 months assuming those premises are supplied with 
the same quantity of gas as during the previous 12 months.

31.A.3 The requirement in sub-paragraph 31.A.2(a) only applies if the licensee has been 
contracted to supply gas to the same Domestic Customer at the same Domestic 
Premises throughout the period:

(a) commencing with the start of the corresponding period; and

(b) ending with the end of the period to which the Bill or statement of account 
relates.

31.A.4 The licensee must provide the following information to every Domestic 
Customer once in every 12 month period –

(a) the Domestic Customer’s Exact Tariff Name;

(b) except where the Domestic Customer has held their Domestic Supply 
Contract for less than 12 months –

(i)  the quantity of gas supplied to the Domestic Customer’s Domestic 
Premises during the previous 12 months;
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(ii)  an illustrative projection of the cost in pounds sterling of the 
quantity of gas supplied to the Domestic Customer’s Domestic 
Premises for the forthcoming 12 months assuming those premises 
are supplied with the same quantity of gas as during the previous 
12 months;

(c) details of any premium or discount that applies to the Domestic 
Customer’s tariff as compared to the Gas Supplier’s standard tariff 
where payment is by direct debit;

(d) details of the Relevant Principal Terms of the Domestic Customer’s 
Domestic Supply Contract;

(e) a reminder in a prominent position that the Domestic Customer may 
change their Gas Supplier; and

(f) information about where the Domestic Customer may obtain impartial 
advice and information about changing their Gas Supplier.

31.A.5 The licensee must:

(a) present the information in a form that is clear and easy to understand 
which does not mislead the Domestic Customer to whom it is directed 
and is otherwise fair both in terms of its content and in terms of how it 
is presented;

(b) when providing information about the quantity of gas supplied or to be 
supplied in accordance with paragraphs 31.A.2 or 4, include details of 
any time of use tariffs which may apply to the Domestic Supply 
Contract;

(c) make it clear on the Bill, statement of account or Notice whether any 
estimates of the Domestic Customer’s gas consumption have been used 
in producing the information; and

(d) when providing an illustrative projection of costs under paragraphs 
31.A.2 or 4, set out the Charges for the Supply of Gas that have been 
used.

31.A.6 The licensee must send the first Annual Statement on or before 31 December 
2010 to every existing Domestic Customer who has held their Domestic 
Supply Contract with the licensee for at least 12 months on 1 April 2010.

31.A.7 For the purposes of this condition:

“Annual Statement” means the full and exact name of the tariff that is used to 
calculate Charges for the Supply of Gas under the relevant Domestic Supply 
Contract.

“Exact Tariff Name” means the full and exact name of the tariff that is used to 
calculate Charges for the Supply of Gas under the relevant Domestic Supply 
Contract.
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“Relevant Principal Terms” means, in respect of any form of Contract or 
Deemed Contract, the terms that relate to:

(a) Charges for the Supply of Gas;

(b) The duration of the Contract or Deemed Contracts;

(c) The rights to end the Contract (including any obligation to pay a 
Termination Fee) or the circumstances in which a Deemed Contract 
will end; and

(d) Any other terms that may reasonably be considered to significantly 
affect the evaluation by the Customer whether to change their gas 
supplier
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Condition 32.  Reporting on performance

32.1 The licensee must provide the Authority and the National Consumer Council 
with information specified by the Authority relating to matters that it 
reasonably considers are relevant to the licensee’s dealings with its Domestic 
Customers.

32.2 The information referred to in paragraph 32.1 may, in particular, include 
information about:

(a) the number of the licensee’s Domestic Customers using each method 
of payment for Charges for the Supply of Gas;

(b) failures by the licensee’s Domestic Customers to pay Charges for the 
Supply of Gas by the date on which the payment was due;

(c) Disconnections carried out by the licensee; 

(d) the provision by the licensee of gas safety checks and energy 
efficiency information; and

(e) the services offered by the licensee to Domestic Customers on its 
Priority Services Register and the number of Domestic Customers who 
are listed on that register.

32.3 The information provided by the licensee under paragraph 32.1 must be in the 
form of a statistical record having such content and being presented in such a 
format and at such intervals of time as the Authority may from time to time 
direct following consultation with the licensee and the National Consumer 
Council.
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