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Once again the past 12 months have seen continued volatility in wholesale energy 
prices, affecting all energy suppliers and leading to an uncertainty in energy costs 
for customers across the country.

At EDF Energy we recognise the increased burden rising energy prices place on 
those already struggling to pay their bills. Our discounted Energy Assist tariff is 
already available to those most at risk; and the EDF Energy Trust offers grants to 
those in need of a helping hand.

In early 2008 we launched our Social Commitments, which form a central part 
of our company vision for the future and offer further support for vulnerable 
households. These commitments provide a framework for us to deliver our social 
responsibilities and we believe they are critical to our long-lasting success.  
Wide-ranging, they focus on offering competitive prices, ensuring continuity of 
supply and putting health and safety first.

In what was another busy year, we updated our Codes of Practice booklets in 
line with a change to the licence condition; simplifying the change process 
with Ofgem, but more importantly providing clear, concise information for our 
customers. For the second year running we collaborated with the UK’s other major 

energy suppliers, plus BERR, DWP and EAGA; to deliver the Government’s winter 
initiative targeting vulnerable households in England, Scotland and Wales. We 
have also led the way in coordinating industry-wide efforts to promote grants for 
loft and cavity wall insulation.

As a large commercial organisation we take our role as a leader within the energy 
industry seriously. The Social Action Plan provides a structure to ensure we meet 
our responsibilities in the communities and environments we serve. •

Jo Steven 
Director of Specialist Marketing

AN OVERVIEW OF THE SOCIAL ACTION PLAN

The EDF Energy Social Action Plan Report demonstrates an ongoing 
commitment to tackle the social challenges that face both our 
customers and the industry. Central to that is a commitment to  
be socially responsible in everything we say and do.
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The Social Action Plan is one of the ways we choose 
to illustrate our vision. It reflects our business ethics; 
which lie at the heart of our brand and are fundamental 
to the way we work.

•	Respect for individuals
•	Respect for the environment
•	Excellent performance
•	Social responsibility
•	Integrity

“�In early 2008 we 
launched our Social 
Commitments, 
which form a 
central part of our 
company vision for 
the future and offer 
further support 
for vulnerable 
households.” 
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05Innovators in the prepayment market

EDF Energy is committed to working with a broad range of partners 
to find new and better ways to support our prepayment customers.

EDF Energy / Social Action Plan 2008

Carbon offsetting to help the environment
We know our customers want to do their bit for the environment, that’s why 
we’ve introduced a carbon offsetting initiative for our prepayment customers. 

In January 2008 EDF Energy launched a new service in conjunction with The 
CarbonNeutral Company, allowing prepayment customers to offset the CO2 
emissions associated with the energy they use in their home.  

Customers are advised of the initiative through an explanatory leaflet sent  
with their quarterly statements. They can then access a dedicated website  
to make their contribution; this amount is calculated using the information 
from their statement. The site guides them through the process and the money  

is then invested in climate friendly-projects in the UK and around the world. •

 

Support for 
prepayment 
customers

EMERGENCY CREDIT 
FACILITY INCREASED
The emergency credit facility enables a continuous 
supply of gas or electricity should customers run 
out of credit.

As wholesale gas prices have continued to rise 
we have increased the gas prepayment emergency 
credit to £6, aligning it with the emergency credit 
level on electricity prepayment meters.

In July 2006, EDF Energy became the first energy supplier to offer a fixed price solution for prepayment customers. We were also  
the first to remove the standing charge on electricity prepayment meters, which are commonly used by lower income householders.  
As an innovator, EDF Energy has always strived to meet the needs of prepayment customers.

London Fire Brigade campaign
We’ve teamed up with London Fire Brigade to target high-risk customers with 
fire prevention advice.

Alarmingly, 80% of deaths caused by accidental fires could have been avoided 
if proper safety precautions were taken, that’s why we’re taking action.

London Fire Brigade identified that there may be a higher risk of fire to customers 
with prepayment meters due to them running out of credit. We are working 
together in a trial to target these customers with fire prevention advice.

The result is a mail pack that includes fire, electrical and gas safety advice. So 
far, we have mailed over 3,000 prepayment customers within the Royal Borough 
of Kingston. One of the key aims of this is to encourage them to have a free fire 
safety visit, which is provided by London Fire Brigade. 
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Caring for our customers is central to our aims as we fulfil our role as a safe and 
responsible energy supplier. Part of this involves helping people, particularly 
those who are vulnerable such as the elderly or the infirm, to feel comfortable  
and safe in their own homes.

Our ‘Safe, Warm and Well’ campaign was first launched in November 2006 and 
its aim to make vulnerable people aware of the ways in which they can take care 
of themselves remains unchanged. Reminding the wider community of what cold 
weather means for the elderly or less mobile continues to be a key part of this. 

Building on the success of last year’s ‘Safe, Warm and Well’ campaign, we have 
been encouraging everyone to support their vulnerable friends, family and 
neighbours with useful tips and ‘know-how’. A multi-media campaign using 
radio, TV and national press reached an estimated 10 million people to reinforce 
this message. In addition, we included a bill insert which was sent to over 3.25 million 
customers via their bills. We also have a ‘Good Neighbour Pack’ available to 
download from our website.

We specifically targeted vulnerable customers identified through our Priority 
Services Register and mailed them an information pack. This reached 130,000 
customers, with a special version of the pack being sent to those requiring it in 
large print, audio or Braille. The pack included a number of important messages 
– simple and inexpensive ways to keep warm, such as reminding them to take 
regular hot drinks (by including a free teabag). It also highlighted the dangers 
of Carbon Monoxide poisoning and offered customers a discounted Carbon 
Monoxide detector offer.

For the second year running we are working with the WRVS, one of Britain’s largest 
volunteering organisations. WRVS provides practical support to older people, 
enabling them to stay independent at home and active in their community.

EDF Energy is also a member of the Carbon Monoxide Consumer Awareness 
Alliance (COCAA). COCAA is a coalition of industry, government and  
charities working across various fuel types, to co-ordinate campaigning  
on Carbon Monoxide. •  
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Raising awareness to keep those at risk Safe, Warm and Well

Supporting our vulnerable customers to ensure they stay  
Safe, Warm and Well continues to be a key area of focus  
for EDF Energy. saFE, WARM  

and WELL

“�Our ‘Safe, Warm and Well’ campaign was first launched
in November 2006 and its aim to make vulnerable people
aware of the ways in which they can take care of themselves
remains unchanged.”

Our online Toolkit
Our online winter ‘Toolkit’ can be used by carers, 
support workers and volunteers to access 
valuable online information about energy 
efficiency, 100% insulation grants, safety  
and sources of further support. Visit  
www.edfenergy.com/toolkit for more information.



08 “�Shockingly, last year 25,000 elderly people in England and Wales died of preventable, 
cold-related illnesses. This is an extremely serious issue that really needs to be addressed. 
Which is why I’m asking you to create a bit of community spirit and encourage friends, 
neighbours and relatives to look out for vulnerable people and help keep them warm. 

  �To assist you, EDF Energy has put together a few simple ways to stay warm. They’re not 
complicated or expensive, in fact one of the best things you can do is make yourself 
a nice, warm drink. But of course staying warm is just part of the story, we also want 
everyone to be safe and well. Every year as many as 36 people die from Carbon Monoxide 
poisoning, a figure that could be eradicated if everyone had a Carbon Monoxide Detector 
in their home. 

�  �By working together we can make sure everyone stays safe, warm and well this winter. 
Now that’s got to be worth raising... a cup of tea to!” 

Gloria Hunniford, our ‘Safe Warm and Well’ campaign ambassador  
sent this message.

EDF Energy / Social Action Plan 2008
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On 14 February 2008 we launched Our Social Commitments – an ambitious and 
challenging set of pledges which aim to address the biggest social challenges 
facing our industry. They cover energy affordability, security of supply, safety, 
ethical purchasing, employee development and community investment.

This follows the launch of Our Climate Commitments in June last year and taken 
together they represent the strongest commitment to sustainability of any energy 
supplier and any other UK business to date. 

Our Climate Commitments will help us to deliver good environmental performance 
and Our Social Commitments to live up to our social responsibilities. Together, we 
believe they will be central to achieving long-lasting success.  

Our Social Commitments
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Our aim is to become a truly sustainable business that delivers not 
just economic profitability but also environmental performance and 
social wellbeing. Our Social Commitments alongside Our Climate 
Commitments embody our pledges to do just that.

Our  
Commitments

Our commitment to our customers

Our pledge: 
We will commit to keeping our prices competitive and will provide enduring 
support for our most vulnerable supply customers until 2012.

We take our responsibility to vulnerable customers very seriously, not as  
a regulatory requirement to be met, but as a fundamental ethical consideration 
of the way we operate. We strive to find innovative ways to help customers 
who are struggling to pay energy bills and keep warm. This is demonstrated 
through the EDF Energy Trust, our Energy Assist tariff, our Energy Efficiency 
Commitment and London Warm Zone.

The EDF Energy Trust is an independent registered charity that offers grants  
to help customers who are in difficulty make a fresh start. It can help people 
to take control of their finances and reduce the burden of debt; customers  
are given constructive help and advice to ensure they are able to meet their 
future bills.

Since EDF Energy started up the energy sector’s first independent Trust 
Fund in 2003, four other suppliers have followed our lead but Ofgem’s review 
of suppliers’ voluntary initiatives in August 2007 confirmed that EDF Energy 
continues to make the greatest contribution to its Trust Fund in the sector.

Since the inception of the Trust we have made 9,436 awards to individuals, 
amounting to over £4.7 million, as well as donating just over £1.2 million to 
third party organisations who support those in debt. 

In 2007, EDF Energy donated £2.45 million to the EDF Energy Trust, which made 
4,214 awards. Since the Trust began, EDF Energy has donated over £7 million.

  Ms. D Mehta had this to say:
“�My Mum is an OAP, very confused over money issues and has run up many 

debts. I have been so impressed by the exceptional customer care and 
concern shown by EDF Energy by using common sense in the best interest 
of the customer to resolve payment of the account and remove the worry 
of payment from the customer. I do wish other companies could follow the 
example of EDF Energy.”

Grants through EDF Energy Trust

2
0
0
8

Our Social
Commitments
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EDF Energy continued to deliver against the Government’s EEC programme through 
a number of innovative engagements with service providers, such as insulation 
installers, retailers, managing agents, social housing organisations and charities. 

Under the terms of the commitment, at least 50% of energy savings are focused 
on Priority Group customers, such as those in receipt of income or disability 
related benefits.

Our activities in 2007 have included the promotion of cavity wall and loft 
insulation, and low energy light bulbs.

The facts 
Since 1994, we have:
•	 invested £145m in EEC
•	 saved over 21,217 GWh of electricity 
•	 provided over 9.1m low energy light bulbs
•	 installed 532,000 home insulation measures
•	 provided 510,000 energy efficient appliances

Our dedicated Energy Efficiency team in Exeter handled 
over 30,000 energy efficiency advice calls in 2007!

Innovative engagements to deliver against the Energy Efficiency Commitment (EEC)

Energy Assist tariff 
extended to 2009

Energy Assist is EDF Energy’s tariff designed to 
help our most vulnerable customers. It offers 
a 15% discount against our core prices, which 
for an average Dual Fuel customer is a current 
annual saving of over £140. 

Launched in April 2006, we have over 
55,000 customers who benefit from being on 
the tariff. This discount has been extended 
until March 2009.

EDF Energy funds London Warm Zone, part of a not-for-profit company owned 
by the charity National Energy Action (NEA). Founded in 2001, with the London 
Borough of Newham, the scheme now extends to 17 London boroughs across 
East and West London. 

London Warm Zone aims to tackle affordable warmth through a one-stop  
shop approach, using house-by-house assessments to identify those 
customers who will benefit most from investment in improved energy 
efficiency and lower bills. 

It also offers a comprehensive benefits entitlement check, where specially 
trained advisers visit customers and assist them in completing applications 
for any unclaimed benefits. 

We have been working in East London (Newham, Barking and Dagenham, 
Hackney, Havering, Redbridge, Tower Hamlets and Waltham Forest) for some 
time, and last year starting operating in a further seven West London boroughs 
namely, Hillingdon, Brent, Hammersmith and Fulham, Ealing, Harrow, 
Kensington and Chelsea, plus Hounslow.

Due to the success of the initiative London Warm Zone is also offering 
schemes in a further 3 South London boroughs including Bromley, Lewisham 
and Merton, bringing the total to 17 out of the 33 London boroughs.

During the lifetime of the project over £12m has been identified to support 
vulnerable customers, with funds drawn from the Government’s Warm Front 
grant, local authority and EDF Energy’s own EEC funding. 

“�Under the terms of the commitment, at least 50% 
of energy savings are focused on Priority Group 
customers, such as those in receipt of income or 
disability related benefits.”

EDF Energy / Social Action Plan 2008
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The Priority Service Register is a register of customers who have special 
requirements and we offer a range of priority services to accommodate the 
needs of this group. One of the services we offer is to support customers who 
depend on electricity for health reasons, people who are reliant on electricity 
for medical equipment or for those with a special need.

The register keeps details of these customers so that we can proactively provide 
assistance to them if there is a supply interruption. Although this won’t necessarily 
mean we can restore their power more quickly, it means we can offer additional 
help and support.

Building on this principle, as part of our Social Commitments we are working 
with Ofgem towards developing a single, industry-wide database of the most 
energy-reliant customers, covering both suppliers and distributors.

Smart meters are being trialled that can provide real-time information about  
a customer’s electricity consumption. 

We are also putting together a package of assistance in case of power failure, 
which will be tailored to the specific needs of the customer, such as 
uninterruptible power supply (UPS) devices to provide emergency light and 
power for medical equipment.

 
One of our health and safety aims is to reach Zero Harm within our workforce. 
We also have a responsibility to ensure the public remains safe and 
understands the dangers of electricity. 

Our safety teams currently work with 100,000 school children every year, 
delivering hard-hitting messages that teach children to stay safe around 
electricity. We aim to double our efforts by visiting more schools, delivering 
more interactive safety workshops and improving our online resources. We aim 
to reach one million children by 2012.

We have also committed to providing Carbon Monoxide detectors free of charge 
to 30,000 of our most vulnerable gas customers and to offer the detectors 
at cost price to all of our customers. These measures will provide protection 
against this potentially deadly and difficult to detect gas. •

Our commitment to ensure continuity of supply

Our pledge: 
We will lead the industry in protecting vulnerable customers from the 
adverse effects of power cuts.

Our safety

Our pledge: 
We will build on our ambition to achieve Zero Harm in our workforce by 
extending our health and safety activity to support children, community 
groups and our customers.

“�EDF Energy: going further than any other 
energy supplier to develop sustainable 
solutions to support vulnerable customers.”

Continuing support for 
the National Right to  
Fuel campaign

In 2007 we continued our support for the 
National Right to Fuel campaign, sponsoring 
and contributing to two stakeholder forums, and 
maintaining our position as point of reference in 
matters relating to vulnerable customers.

We also took part in a debate entitled Who pays 
for a sustainable energy policy? on the affordability 
of supply as it relates to the fuel poor and the role 
of energy efficiency in delivering a sustainable, 
accessible and affordable energy policy.

EDF Energy: going further than any other energy 
supplier to develop sustainable solutions to 
support vulnerable customers.

Lesley Davies, Chair of the National Right to Fuel campaign 
and Jo Steven, Director of Specialist Marketing

London WARM ZONE EXTENDED FROM EAST TO WEST



EDF Energy / Social Action Plan 2008

The Customer Care Advisers team is a small highly experienced group of advisers 
who carry out invaluable work helping vulnerable customers. They perform 
a crucial role in ensuring that EDF Energy does all it can to protect our more 
vulnerable customers, especially the elderly, people with disabilities or families 
with young children. What they offer is unique: customer service on the doorstep. 

In instances where we have been forced to disconnect an energy supply we have 
a number of measures in place to ensure customer safety and well-being is not 
jeopardised. As a matter of course we arrange a site visit by one of our advisers 
to see if there is any way we can help the customer. 

If we cannot make contact our advisers deliver a letter asking the customer 
to discuss their situation with us, as well as offering information about the 
National Debt Line who provide free, independent and confidential help. Details 
about other agencies that might be able to assist, such as the EDF Energy Trust 
Fund, Citizens Advice Bureau and Social Services are also provided.

As well as making post-disconnection visits our Customer Care Advisers also 
make calls to customers who have been identified by our Priority Services team 
in Exeter as being vulnerable in some way and possibly in need of assistance. 

They also ensure that customers are on the most beneficial tariff, offer advice 
to customers about how to make the most efficient use of their energy supply 
and make recommendations as to the best way customers can pay for their 
energy usage.

In the cold winter months our advisers try to ensure that vulnerable customers 
who might be at risk of Hypothermia, are given advice on how to stay warm and 
make the best use of their heating systems. •

The work carried out by our Customer Care Advisers is vital to ensure 
that EDF Energy fulfils its Social Commitments towards the more 
vulnerable members of our society, particularly at a time when the 
increasing worldwide demand for energy is resulting in higher energy 
prices and increasing the burden on these customers. 

Customer Care Advisers play a vital role in assisting vulnerable customers 15

BEST  
PRACTICE

“�In instances where 
we have been forced 
to disconnect an 
energy supply we 
have a number 
of measures in 
place to ensure 
customer safety and 
well-being is not 
jeopardised.”



16

EDF Energy / Social Action Plan 2008

In July 2007 Ofgem reviewed their Supply Licence Conditions with a view to 
removing a lot of the complexity associated with the Codes of Practice. The review 
provided us with the opportunity to develop and improve our existing suite of 
booklets making them clearer, easier to understand and more customer friendly.

The existing Codes of Practice booklets were very formal and often contained 
large amounts of information, making it difficult to access the information that 
was useful and important. 

In October we launched the new booklets. These are available through 
Customer Services or they can be downloaded from the EDF Energy website. 
Braille or large print versions are available through the Priority Services team. 

The newly launched Information Booklets cover Site Access, Priority Services, 
Paying Your Energy Bills, Pay As You Go, Making a Complaint, Gas Safety and Energy 
Efficiency. Later this year they will be available to download from the website in 
Bengali, French, Gujarati, Hindi, Punjabi, Somali, Turkish, Urdu and Welsh. 

Clearer, customer friendly communications

For a second successive year EDF Energy has led the way on the Government 
backed Winter Initiative ‘Keep Warm, Keep Well’, to provide free  
insulation (and heating measures in England only) to those in receipt  
of Pension Credit.

The initiative is supported by six major energy suppliers; working with 
Eaga, the Department for Work and Pensions (DWP), the Department for 
Environment, Food and Rural Affairs (Defra), Ofgem, and the Department for 
Business, Enterprise & Regulatory Reform (BERR).

EDF Energy has managed the development of a direct mail pack, offering 
those eligible free loft and cavity wall insulation. The mailing went out to 
250,000 pensioners during January and February 2008 and included a Welsh 
language version for those customers outside of England and Scotland. 

Recipients were invited to call the Energy Advice Line, which offers a free 
impartial service to help them to improve their heating and reduce their energy 
bills, as well as finding out if they are eligible for a free grant to insulate their 
walls and loft (and a grant for heating if they live in England).

Grants available for loft and cavity wall insulation for those on pension credit EDF Energy’s Priority Services Register  
helps vulnerable customers including  
the elderly, disabled, chronically sick 
and low-income families. We are the  
first energy company whose Priority  
Services scheme has broken the  
200,000 customer mark.

EDF Energy’s  
Priority Services 
Register acquires  
its 200,000th  
customer

“In October 2007d    
we launchedd  

new booklets.”
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Social Action Plan Figures EDF Energy 2007		

		

Payment of bills and guidance  
for dealing with customers in difficulty
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REPORTING

	� 1	� Percentage of customers on each payment scheme 		   
(all domestic customers) 	 Electricity	 Gas

	 1.1	 Monthly Direct Debit	 39%	 52%

	 1.2	 Prepayment Meters	 16.66%	 14.66%

	 1.3	 Quarterly Cash or Cheque	 39.99%	 30.53%

	 1.4	 Fuel Direct	 0.06%	 0.06%

	 1.5	 Budget Payment Schemes (Fortnightly/weekly pay as you go etc)	 0.47%	 0.52%

	 1.6	 Other (monthly standing order quarterly variable etc)	 3.44%	 2.04%

	 7	 Warrants of Entry	 Electricity	 Gas

	 7.1	� Number of customers disconnected for non-payment  
of debt on a warrant visit 	 639	 999

	 7.2	� Number of PPMs installed for non payment of debt  
on a warrant visit	 4,910	 1,470

	 4	� Domestic Debt Payment Arrangements – PPM customers	 Electricity	 Gas

	 4.1	� Number of customers, at end of reporting period,  
with PPM calibrated to recover a debt 	 33,600	 11,064

	 4.2	� Number of PPM customers at end of reporting period  
without a debt	 525,651	 210,166

	 4.3	 Number of PPMs installed	 25,789	 11,850

	 4.4	 PPMs installed to recover debt	 12,383	 3,250

	 4.5	 PPMs installed not for debt	 13,406	 8,600

	 4.6	 Average (mean) amount towards debt for the PPM installed	 £7.05	 £7.00

	 4.7	 Average (mean) weeks to recover debt for the PPMs installed	 83	 82

	 4.8	 PPMs calibrated to recover less than £3 per week	 486	 28

	 4.9	 PPMs calibrated to recover between £3 and £6 per week	 6,348	 1,688

	 4.10	PPMs calibrated to recover over £6 per week	 5,549	 1,534

	 4.11	Customers changing from PPM to credit	 24,647	 13,257

	 4.12	Requests to change from PPM to credit that were refused	 0	 0	

	 6	 Fuel Direct	 Electricity	 Gas

	 6.1	 Number of customers on Fuel Direct who no longer have a debt	 540	 529

	 5	 Disconnections/De-energisations for Debt 	 Electricity	 Gas

	 5.1	� Number of customers disconnected in this reporting period  
for non-payment of debt 	 494	 878

	 5.2	 Number reconnected within 24 hours	 128	 113

	 5.3	 Number reconnected within 7 days	 260	 443

	 5.4	 Number reconnected within 1month	 331	 572

	 5.5	 Number reconnected within the quarter	 341	 605

	 5.6	 Number of customers not reconnected	 153	 273

	 5.7	 Of those disconnected average period of disconnection	 8 days	 8 days

	 5.8	� Total number of customers reconnected within the year 	 375	 637 
that were disconnected	 as 5.5	 as 5.5

	 5.9	� Number of disconnections where there was no dialogue  
with the customer during the life cycle of their bill	 267	 474

	 5.10	�Number of disconnections of pensioner, disabled PSR  
and vulnerable customers	 0	 0

	� 3	 Domestic Debt Payment Arrangements –  
	 non Prepayment customers	 Electricity	 Gas

	 3.1	� Number of customers entering into a debt repayment  
arrangement (extending beyond 91 days) in this  
reporting period 	 140,655	 81,765

	 3.2	� Average weekly amount towards debt  
(for arrangements, extending beyond 91 days,  
entered into in this reporting period)	 £3.74	 £3.83

	 3.3	� Average number of weeks to recover debt  
(for arrangements, extending beyond 91 days,  
entered into in this reporting period)	 53	 53

	 3.4	� Number of arrangements entered into in this reporting period  
with debt repayment at below £3 a week	 68,571	 34,193

	 3.5	� Number of arrangements entered into in this reporting period  
with debt repayment set between £3 and £6 a week	 52,240	 36,283

	 3.6	� Number of arrangements entered into in this reporting period  
with debt repayment set above £6 a week	 19,844	 11,289

	 9	� Energy Efficiency Advice 
(combined gas and electricity figures)	 Electricity	 Gas

	 9.1	 Number of customers provided with EE advice	 13,909	

	 9.2	� Number of customers on a debt payment arrangement  
provided with EE information	 10,029	

	 9.3	 Number of customers on the PSR provided with EE info	 1,292	

	 9.4	� Number of cistomers referred to a government scheme  
(eg Warm Front or to EEC)	 699	

	 2	 Domestic Debt (all customers)	 Electricity	 Gas

	 2.1	� Number of customers, at end of reporting period,  
on a debt payment arrangement extending beyond 91 days 	 231,985	 104,126

	 2.2	� Number of customers with debt over £100  
carried forward from previous bill	 64,263	 28,148

	 2.3	� Number of customers with debt over £300  
carried forward from previous bill 	 23,993	 10,692

	 2.4	� Number of customers with debt over £600  
carried forward from previous bill	 9,838	 4,040

	 2.5	� Average debt per customer  
(total debt/numbers of customers in debt)	 £115.33	 £144.03

	 8	 Priority Service Register (PSR)	 Electricity	 Gas

	 8.1	 Number of customers on PSR	 160,190	 51,735

	 8.2	 Number of customers refused from joining the PSR	 0	 0

	 8.3	 Number on talking bills	 192	 78

	 8.4	 Number on Braille bills	 5,596	 1,800

	 8.5	 Number with the password scheme	 20,146	 6,034

	 8.6	 Number registered for third party billing	 5,783	 1,549

	 8.7	 Number registered for quarterly reads	 0	 0

	 8.8	� Number of meters repositioned or replaced at  
the customers request free of charge	 0	 0

	 8.9	 Number of customers refused meter moves who were eligible 	 0	 0

	 8.10	�Number of elegible customers provided with  
special controlls or adaptors	 13,831	 4,037

	 8.11	�Number of eligible customers refused adaptors  
and special controlls	 0	 0

	 8.12	Number of customers using minicom or textphone services	 31	 35

	 8.13	Number of customers provided with a free Gas safety check		  1,977

	 8.14	Number of eligible customers refused the gas safety check		  0


