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S C H E D U L E S

[F1SCHEDULE 2AB

DUTIES OF SUPPLY EXEMPTION HOLDERS

Textual Amendments
F1 Schs. 2AA, 2AB inserted (10.11.2011) by The Electricity and Gas (Internal Markets) Regulations 2011

(S.I. 2011/2704), regs. 1(1), 20(3), Sch. 1

Customer information
5. (1) No later than 12 months after entering into a contract with a customer to start

supplying gas to any premises, and at intervals of not less than 12 months thereafter,
a supply exemption holder must send the customer the information specified in sub-
paragraph (3), (4) or (5) (whichever is applicable).

(2) But the supply exemption holder is required to specify the matters mentioned in sub-
paragraphs (3)(b) and (4)(b) only so far as it is reasonably practicable to do so.

(3) If the customer is charged for its supply wholly or partly by reference to the quantity
of gas supplied and a meter records the quantity supplied to that customer separately
from the quantity supplied to other customers, the information in question is—

(a) the number of that meter if it has one;
(b) the amount of gas recorded by that meter as having been consumed by that

customer in the 12 months immediately preceding the date on which the
information is sent (or in the part of that period during which the supply
exemption holder supplied electricity to those premises under the contract
with the customer); and

(c) the total cost that the customer has been charged for that gas.

(4) If the customer is charged for its supply wholly or partly by reference to the
quantity of gas supplied and that quantity is not recorded using a separate meter, the
information in question is—

(a) the number of any meter that recorded the total gas consumed by that
customer and other customers in the 12 months immediately preceding the
date on which the information is sent (or in any part of that period during
which the supply exemption holder supplied gas to those premises under the
contract with the customer);

(b) the amount of gas recorded by that meter; and
(c) an explanation as to how the proportion of gas charged to the customer was

determined.

(5) If the customer is not charged for its supply by reference to the quantity of gas
supplied, the information in question is the total cost that the customer has been
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charged for that gas in the 12 months immediately preceding the date on which the
information is sent.

(6) A supply exemption holder who is supplying electricity to any premises under a
contract with a customer must comply with any written request by the customer to
send relevant information—

(a) to the customer, or
(b) to a person who is not currently supplying electricity to the premises under

a contract with the customer but has expressed an interest in doing so.

(7) In sub-paragraph (6) “relevant information” means—
(a) if information has been sent to a customer in accordance with sub-

paragraph (1) in the previous 12 months, a copy of that information;
(b) in any other case, so much of the information referred to in sub-paragraph (1)

as can be readily provided by the supply exemption holder.

(8) A supply exemption holder must not require a customer to pay for any costs
associated with preparing or sending information to the customer, or to any other
person at the customer’s request, in accordance with this paragraph.

6. (1) A supply exemption holder must—
(a) with each bill inform each customer what methods of dispute resolution are

available to the customer in the event of a dispute with the supply exemption
holder; and

(b) with each bill inform each household customer—
(i) where the energy consumer guidance and the concise guidance can

be found; and
(ii) that the household customer has a right to request a copy of the

concise guidance from the supply exemption holder.

(2) At the end of any period of 12 months during which a supply exemption holder has
supplied a customer with gas but has not sent a bill (nor provided the customer with
information under this sub-paragraph) the supply exemption holder must inform the
customer of—

(a) the matters mentioned in sub-paragraph (1)(a), and
(b) if the customer is a household customer, the matters mentioned in sub-

paragraph (1)(b).

(3) A supply exemption holder must send a household customer a copy of the concise
guidance within one month of receiving a request for it from or on behalf of that
customer.

(4) A supply exemption holder must not require a customer to pay for any costs
associated with preparing or sending information to the customer in accordance with
this paragraph.

(5) In this paragraph—
(a) “the energy consumer guidance” means any guidance such as in mentioned

in section 19A(1)(a) of the Consumers, Estate Agents and Redress Act 2007
which is published under that section; and

(b) “the concise guidance” means any summary such as is mentioned in
section 19A(1)(b) of that Act which is so published.]
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Whole provisions yet to be inserted into this Act (including any effects on those
provisions):
– s. 5(e) and word inserted by 2023 c. 52 s. 185(3)
– s. 5(1)(ca) inserted by 2023 c. 52 s. 168(2)(b)
– s. 5(10A) inserted by 2023 c. 52 s. 168(2)(c)
– s. 5(11A)(11B) inserted by 2023 c. 52 s. 185(4)
– s. 7B(5FA) inserted by 2023 c. 52 s. 185(13)
– s. 7AC inserted by 2023 c. 52 s. 185(6)
– s. 8AA(11B) inserted by 2023 c. 52 s. 185(14)
– s. 15A inserted by 1992 c. 43 s. 17
– s. 23D(2)(d) and word inserted by 2013 c. 32 s. 138(4)(c)(iii)
– s. 27(1ZA)(aa) inserted by S.I. 2019/93, Sch. 1 para. 2(2)(b) (as substituted) by S.I.

2019/1245 reg. 17 (This amendment not applied to legislation.gov.uk. The affecting
statutory instrument has no legal effect. It was made under a procedure which meant
that it ceased to have effect 28 days after signing unless it was debated and approved
in Parliament within that time. It was not debated and approved within 28 days, so it
has expired with no effect.)

– s. 28(8A) inserted by 2023 c. 52 Sch. 14 para. 3(3)
– s. 41E(6)(d) and word inserted by 2013 c. 32 s. 138(4)(f)(ii)
– Sch. 4B para. 9B and cross-heading inserted by 2023 c. 52 Sch. 14 para. 4
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