Our Code of Practice
on the Provision of Services for persons who are of
Pensionable Age, Disabled or Chronically Sick
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Foreword
We would like to take this opportunity to present our Gas Code of Practice
on the Provision of Services for persons who are of Pensionable Age,
Disabled or Chronically Sick.
At SSE Airtricity Gas NI we are committed to meeting the needs of our
customers and our Codes of Practice inform our customers on the range of
support services available.
I invite you to read on and find out more about the services we offer.
This Code is compliant with the minimum standards as set out by the
Utility Regulator.
These Codes of Practice are here to make sure our products and services
meet the needs of our customers.

Andrew Greer
General Manager
February 2017
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We promise to make our services as easy as we can,
particularly if you are elderly or have a disability and we
promise to ensure that the services we provide reflect
your individual needs
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The SSE Airtricity Scheme is designed for customers who are > Of pensionable age; or
> Disabled (including those who are blind, partially sighted, deaf
or hearing impaired) or
> Chronically sick.
If you qualify, we record details of your specific needs and try to meet
your individual requirements. The register is entirely voluntary and
completely confidential with the exception of information we share with
the Natural Gas Network Operator in order to ensure you receive the service
you require. As an SSE Airtricity customer we will remind you at least once
a year as to the existence of the register and what you need to do if you
wish to be included on it, so that if your circumstances change we have
you covered. Once you are part of the SSE Airtricity Energy Care Scheme
you can take advantage of the following services free of charge.

Password Scheme
Even though all SSE Airtricity Gas NI representatives carry a company
Identity Card, the password scheme is designed to give vulnerable
customers additional reassurance during home visits. If you are unable
to read our staff Identity Card, we can arrange for staff, such as meter
readers or engineers, to use a password which we have agreed with you
in advance.

Special Control Taps or Adaptors

Code of Practice on the Provision of Services for
Persons who are of Pensionable Age, Disabled or
Chronically Sick
We value all our customers and are particularly aware of those with specific
needs. The SSE Airtricity Energy Care Scheme is our commitment to provide
you with a range of additional services appropriate to your individual
circumstances.

We have special control taps and adaptors for customers who have
problems using their natural gas appliances. Simply let us know what
difficulties you are having and we can advise you what special controls
and adaptors are available. Where we are able to fit adaptors, these are
usually free of charge.

Talking Bill Service, Enlarged Bills and Braille Bills.
If you have difficulty reading our bills, literature, making a complaint or
communicating with us over the phone, we can make life a little easier by
communicating with you in the manner you prefer. We can communicate
using enlarged print or in Braille format. We are happy to deal with any issue
by email or by post. We can also arrange for a member of our Customer
Service team to telephone you to talk you through anything you need.
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Reading of your meter
We will endeavor to read credit meters quarterly and PrePaid meters twice a
year. However, if you or anyone else in the household cannot read the meter,
we can read it for you every quarter and notify you of the reading.
Top Tip!
If you think you qualify for the SSE Airtricity Energy Care Scheme contact us
on 0345 900 5253

Nominee Scheme
If someone else looks after your finances, or you have difficulty reading
your bills, with their agreement we can arrange to send your natural gas
bills to your nominated person. You can also provide us with the name and
telephone number of a relative or a close friend who we could contact if
there are any problems.

Free Natural Gas Safety Check
We offer a free natural gas safety check on your appliances and installation
if all occupants of the premise are of pensionable age or disabled or
chronically sick or minors. If you qualify, please contact us or see our
website to request an application form to register.
A free natural gas safety check will be carried out once a year upon request
The check is to confirm that the natural gas supply and natural gas
appliances in your home are safe. If the check shows that any work is
required to make the appliances safe, we recommend that any work on your
natural gas appliances or pipework is undertaken by a Gas Safe registered
engineer.
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If we find that an appliance or installation could be dangerous, we
may authorise representatives on our behalf to shut off the natural gas
supply. We will only do this where it is necessary and in the interests of
safety and will always tell you what has been done and the reason.
This check is not a substitute for having your natural gas appliances
serviced and maintained regularly. We recommend you have your
natural gas appliances serviced regularly by a Gas Safe Registered
engineer, in line with your manufacturer’s instructions.
Top Tip!
Are you a SSE Airtricity Energy Care customer? Contact us to arrange a
free natural gas safety check.

Other Services
Minicom facilities
If you have hearing difficulties and have a minicom, you can contact us
using the following numbers General Customer Enquiries - 028 9023 0121
Natural Gas Emergencies - 0800 731 4710

Moving your Natural Gas Meter
If you find it difficult to access your meter, we will do our best to move
it to a more suitable position, usually free of charge. This is subject to
a technical survey and in rented accommodation may also be subject
to agreement by your landlord. Please note that any movements of the
meter will be carried out by the Network Operator.

Special Advice
Our staff can help and advise customers on the efficient use of natural gas.
You can contact us on 0345 900 5253.
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Further Information
Contact us on 0345 900 5253 for more information or to request a copy of
the SSE Airtricity Energy Care Scheme information booklet. Please contact
us to receive a copy of this Code in an alternative format (e.g. Braille).
To be considered for the scheme, simply fill out the application form
accompanying the information booklet and return it to us at the address
listed below. Alternatively contact us by telephone on 0345 900 5253.
Details of our Energy Care Scheme can also be found on our website at
www.airtricitygasni.com

Disconnection of Credit Meters
Please note: SSE Airtricity will not, in any month from October to March cut
off the supply of gas to a SSE Airtricity Energy Care Scheme Customer (where
the customer is of pensionable age, disabled of chronically sick and lives
alone or only with other persons who are of pensionable age, disabled or
chronically sick or under the age of 18) who has not paid their bill.
In addition we will also take all reasonable steps to avoid cutting off the
supply of gas during this period to a household where the occupants include
a person who is of pensionable age, disabled or chronically sick and has not
paid the charges.
We will take all reasonable steps to ascertain before exercising any right
to cut off the supply of gas to Domestic Premises whether the Domestic
Premises falls within the scope of the above requirements.
Other formats of this guide
If you require Braille, large print or audio format, please contact us on
0345 900 5253.
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USEFUL CONTACTS
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Customer Service

The Carbon Trust Loan Scheme

For more information about anything in this booklet, call our Customer Service
team on 0345 900 5253.
You can contact us in writing at:

Unit 3, The Innovation Centre
Northern Ireland Science Park
Queen’s Road
Belfast
BT3 9DT
Northern Ireland

SSE Airtricity Gas (NI) Ltd.
3rd Floor Millennium House
19-25 Great Victoria Street
Belfast
BT2 7AQ

Telephone 028 9073 4394
www.carbontrust.co.uk
Carbon Trust is a not-for-profit company providing specialist support to
help business and the public sector boost business returns by cutting
carbon emissions, saving energy and commercialising low carbon
technologies.

Or by email
info@airtricitygasni.com
Or visit our website
www.airtricitygasni.com

Other Useful Contact Details
All Enquiries		
Minicom Telephone		
Minicom Emergency Line		
To leave a Meter Reading		
24 Hour Natural Gas Emergency		

0345 900 5253
028 9023 0121
0800 731 4710
028 9033 9031
0800 002 001

Smell Natural Gas?
If you smell natural gas or are concerned about a safety matter, please telephone
the 24 hour emergency service on 0800 002 001. Emergency staff are available
to provide you with immediate advice.
Contact Details for Other Organisations
Age NI
3 Lower Crescent
Belfast
BT7 1NR
Advice Line 0808 808 7575
www.ageuk.org.uk/northern-ireland
Age NI is the charity combining Age Concern NI and Help the Aged in Northern
Ireland. Age NI provides advice and advocacy and delivers care services with the
aim of improving the quality of later life for everyone.

Citizens Advice Bureau
Citizens Advice Regional Office
46 Donegall Pass
Belfast
BT7 1BS
Telephone 028 9023 1120
www.citizensadvice.co.uk
Citizens Advice is the largest advice charity in Northern Ireland, working
against poverty and provides a free of charge information and advice service
to the general public.
Consumer Council for Northern Ireland
Floor 3
Seatem House
28-32 Alfred Street
Belfast
County Antrim
BT2 8EN
Telephone 0800 121 6022
www.consumercouncil.org.uk
The Consumer Council is an independent consumer organisation which
represents transport, water and energy consumers. The Consumer
Council’s aim is to give consumers a voice by running information and
education campaigns, undertaking research and producing publications.

USEFUL CONTACTS
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Disability Action

Phoenix Natural Gas Ltd

Portside Business Park
189 Airport Road West
Belfast
BT3 9ED

197 Airport Road West
Belfast
BT3 9ED
Telephone 03454 55 55 55
www.phoenixnaturalgas.com
Phoenix Natural Gas is the largest gas distribution business in Northern
Ireland, being the owner and operator of the licence for the distribution
network in the Greater Belfast Area and Larne. Phoenix Natural Gas is
responsible for the development of the pipeline network and for providing a
24/7 operational and transportation service platform to gas suppliers.

Telephone 028 9029 7880
Textphone 028 9029 7882
www.disabilityaction.org
Disability Action works to ensure that people with disabilities attain their full rights
as citizens, by supporting inclusion, influencing Government policy and changing
attitudes in partnership with disabled people.

Bryson Energy
Freephone 0800 1422 865
Email advice@brysonenergy.org
www.brysonenergy.org
Bryson Energy offers free information and assistance on measures to improve the
efficiency of your gas usage.
Gas Safe Register
PO Box 6804
Basingstoke
RG24 4NB
Telephone 0800 408 5500
www.gassaferegister.co.uk
Gas Safe Register replaced CORGI as the gas registration body in Northern Ireland
from April 2010. Gas Safe Register is the only official list of gas engineers who are
qualified to work safely and legally on gas appliances.

Northern Ireland Housing Executive
The Housing Centre
2 Adelaide Street
Belfast
BT2 8PB
General Enquiries 0344 892 0900
www.nihe.gov.uk
Northern Ireland Housing Executive is Northern Ireland’s strategic housing
authority, offering a range of services to people living in socially rented, privately
rented and owner occupied accommodation.

Firmus Energy Networks
A4-A5 Fergusons Way
Kilbegs Rd
Antrim
BT41 4LZ
Telephone 0800 032 4567
www.firmusenergy.co.uk

SGN Natural Gas Ltd
83-85 Great Victoria Street
Belfast
BT2 7AF
Telephone 0800 975 7774
www.SGNNaturalGas.co.uk

Utility Regulator
Queens House
14 Queen Street
Belfast
BT1 6ED
Telephone 028 9031 1575
www.uregni.gov.uk
The Utility Regulator is an independent non-ministerial government
department set up to ensure the effective regulation of the electricity,
gas and water and sewerage industries in Northern Ireland.

