
Speak to your energy 
supplier
If you owe your supplier money, 
you should speak to them as soon 
as possible. 

Your supplier has to help you and 
negotiate a deal that works for 
both of you. 

Agreeing a payment plan

You should try to agree a payment 
plan with your energy supplier. 
You’ll pay the money you owe back 
in instalments over a set period of 
time.

When agreeing a payment plan 
your supplier must take into 
account: 
•	 How much you can afford to 

pay
•	 How much energy you’ll use in 

the future

Other help you might be able 
to get

You might also be able to get 
grants or benefits to help you pay 
the debt. 

National providers of free 
debt include Citizens Advice, 
StepChange and the National 
Debtline. 

Seek debt advice
Energy bill debt is classed as a 
‘priority debt’ which means it 
should be dealt with before other 
debts such as credit card debt. 

If you’re in debt to your supplier 
you should get debt advice from a 
reputable organisation or charity. 

A debt charity will help you with 
a long term strategies to reduce 
your debt. 
�
Not all debt advice is trustworthy 
so you should make sure you’re 
getting advice that you can trust. 

National providers of free 
debt include Citizens Advice, 
StepChange and the National 
Debtline. 

Save energy around your 
home
There are some easy things you 
can do around your home to save 
energy and money. 

You could: 
•	 Check your central heating 

controls
•	 Use your appliances more 

efficiently
•	 Keep heat inside your home 

But make sure you keep your 
home warm enough so there’s less 
risk of your home becoming damp 
and you getting ill. And make sure 
you keep essential appliances, 
such as your fridge, switched on. 

You might also be able to get help 
towards the cost of making your 
home more energy efficient such 
as the cost of a new boiler. 



Make sure the 
seller delivers
Know your rights so you can 
shop online with confidence

What to do if you think you’ve 
been scammed

Don’t feel embarrassed about reporting 
a scam – scammers are clever and 
scams can happen to anyone. 

If you’ve been scammed, there are 3 
steps you need to take:

1.	 Protect yourself from further risks. 
Contact your bank immediately to 
let them know what’s happened. 
You should also change any relevant    
log-in details, and check for viruses if 
you were scammed on a computer.

2.	 Check if you can get your money 
back. If you’ve lost money because 
of a scam, depending on the 
circumstances you might be able to 
get your money back by getting in 
touch directly with the method you 
used to pay.

3.	 Report the scam. Reporting 
scams protects others from being 
scammed.

Call the Citizens Advice consumer 
service on 0808 223 1133. Report the 
scam to Action Fraud. They’ll also give 
you a crime reference number, which 
can be helpful if you need to tell your 
bank you’ve been scammed 

It’s also important to talk about your 
experience with family and friends. By 
letting them know what’s happened 
they can be prepared, and together we 
can put a stop to scams.

It pays to stay 
#ScamAware

Protect yourself 
from financial 
scams

Where to get more information 
and help

For more advice, visit 
citizensadvice.org.uk/scamsadvice

If you’ve had a problem you can also 
contact the Citizens Advice consumer
service on 0808 223 1133 (Mon-Fri 
9am to 5pm)

If you think someone might be trying 
to scam you, get advice. Contact the 
Citizens Advice consumer service for 
help with what to do next, and report 
scams or suspected scams to Action 
Fraud by calling 0300 123 2040 or going 
to actionfraud.police.uk

Citizens Advice helps give people the 
knowledge and confidence they need to 
find their way forward – whoever they 
are, and whatever their problem.

Our network of charities offers 
confidential advice online, over the 
phone, and in person, for free.

citizensadvice.org.uk/scamsadvice
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#ScamAware

Are you 
in debt to 
your energy 
supplier? 
The steps you should take 

If you need more help
The Citizens Advice consumer 
service can help you if you’re 
struggling with your energy bills. 

Visit citizensadvice.org.uk/
consumerservice for more 
information on how to contact 
them 

You can also contact your local 
Citizens Advice for help. Visit 
citizensadvice.org.uk/contactus

Citizens Advice helps give people 
the knowledge and confidence 
they need to find their way 
forward – whoever they are, and 
whatever their problem.

Our network of charities offers 
confidential advice online, over the 
phone, and in person, for free.

If you use a prepayment 
meter
If you owe money to your supplier 
and you use a prepayment meter, 
you’ll pay back a bit of the debt 
each time you top up. Tell your 
supplier if you can’t afford this. 

Your supplier has to take into 
account what you can afford. 

Check if you can get a fuel 
voucher

If you’re struggling to top up your 
prepayment meter, you might be 
able to get a fuel voucher. 

This is a code given to you in a 
letter, text message or email that 
you use to add credit to your 
meter. 

Your local council might be able 
to help you get a fuel voucher. 
You can search for your council’s 
details on gov.uk. 
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