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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 contracts
4. (1) Where a supply exemption holder enters into a contract with a household customer

for the supply of gas it must provide the customer with a copy of the contract.

(2) The contract must specify—
(a) the identity and address of the supply exemption holder;
(b) the services provided, including any maintenance services provided;
(c) any service quality levels that are to be met;
(d) if a connection is required, when that connection will take place;
(e) the means by which up-to-date information may be obtained about—

(i) any applicable tariffs and maintenance charges; and
(ii) the supply exemption holder’s standard terms and conditions;

(f) the duration of the contract;
(g) any conditions for renewal of the contract;
(h) any conditions for termination of the contract or of any services provided

under it, and whether the customer can terminate the contract if the supply
exemption holder increases the applicable tariffs or charges, or changes one
or more of the main contractual conditions;

(i) any charges for early termination of the contract;
(j) any compensation and refund arrangements which apply if any service

quality levels specified in the contract are not met, including any
arrangements which apply in the event of inaccurate or delayed billing;

(k) the methods of dispute resolution available to the customer in the event of
a dispute with the supply exemption holder, including how such dispute
resolution procedures can be initiated; and

(l) where further information on the customer’s rights as a consumer of gas can
be found.

(3) If a supply exemption holder intends to increase the applicable tariffs or charges
payable under a contract with a household customer it must inform that customer
of the change and of any applicable termination rights as soon as practicable and
no later than the date on which the customer is first charged for electricity at the
increased rate.
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(4) If a supply exemption holder intends to change any of the main contractual conditions
of a contract with a household customer it must inform that customer of the change
and of any applicable termination rights at least one month before the change is to
come into effect.

(5) Any charge made under the contract for offering a particular payment method,
including any charge for use of a pre-payment meter, must reflect the cost to the
supply exemption holder of making that payment method available.

(6) A supply exemption holder must not treat a household customer or groups of
household customers differently without good reason when offering different
payment methods to customers.

(7) In this paragraph, “main contractual conditions” means any conditions of the contract
which relate to a matter mentioned in any of paragraphs (b), (c) and (f) to (j) of sub-
paragraph (2).]
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Changes and effects yet to be applied to the whole Act associated Parts and Chapters:
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. 27B(1)(a)(vii) and word inserted by S.I. 2024/706 reg. 2(8)(b)
– s. 28(8A) inserted by 2023 c. 52 Sch. 14 para. 3(3)
– s. 36A(11) inserted by 2024 c. 13 Sch. 29 para. 8
– s. 41E(6)(d) and word inserted by 2013 c. 32 s. 138(4)(f)(ii)
– s. 41EB(7) inserted by 2024 c. 13 Sch. 30 para. 8(5)
– Sch. 4B para. 9B and cross-heading inserted by 2023 c. 52 Sch. 14 para. 4
– Sch. 4B para. 3A and cross-heading inserted by S.I. 2024/706 reg. 2(11)(b)
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