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How to contact us

If you would like more information on any of the services described in this
booklet, please contact us.

For details of how to contact us see the back cover
of this booklet.

Interpreting service

If you tell us English is not your first language, we can talk to you in any
language with the aid of a translator. Ask someone to call us on your behalf
to tell us that you need to speak to us in your preferred language.
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Introduction

This booklet explains why we sometimes need to visit you. We make a
number of special arrangements to ensure you receive an excellent
service and are not inconvenienced when we visit you. We are
particularly concerned about customers who might be vulnerable to
‘bogus callers’ at the door pretending to represent us, so this booklet
also explains how you can be sure our representatives are genuine.

If you would like more information on any of the services described in
this booklet, please contact us. All customer service staff have been
trained on the services described in this booklet and will do everything
they can to help.

Energy

npower is @ member of the Association of Energy Suppliers and

is committed to complying with the EnergySure code of practice.
EnergySure is an industry wide initiative which seeks to promote
best practice in energy selling. Customers can request a copy of
the EnergySure code of practice by calling 0845 606 0646.




Our service to you booklets

We want to ensure that all our customers are treated fairly and receive a
service that meets their needs. The following booklets
are available:

¢ Paying for gas and electricity

e Prepayment meters

e Using electricity and gas efficiently in your home
e Warm Response Service

* Free gas safety checks

e Visiting your home

If you ask us, we will send you any of these booklets in large print,
in Braille, on CD or in another language.




Why we might need to visit you

The most common reason for visiting you is to read your meter. If our
representatives need to visit you for any other reason, we will try to tell you
why and agree an appointment with you. However, there may be
emergencies when we cannot contact you before we visit. If this happens our
representative will tell you who they are and why they are visiting. They will
always show you their identity card. We work with the police and other
organisations to combat bogus callers and we are a member of the National
Doorstep Coldcalling Protocol.

We have found that many customers prefer face to face contact with an
npower representative when we introduce our products to you. We are a
member of the Association of Energy Suppliers and are committed to
complying with the EnergySure Code of Practice. If our sales representatives
visit you they will of course follow our code of practice.

When we will visit you

We and our representatives aim to visit you at times which are most
convenient to you. We may call from early in the morning until early evening.
Usually we will not visit before 8am or after 8pm without arranging it with
you. However, some of our meter readers work between 7am and 9pm in the
summer months in order to ensure that we can read the meters of customers
who are at work during the day. Our sales representatives may visit you
between 8am and 8pm, or up to 9pm if they have agreed an appointment
with you.

Our representatives

We and the agencies working on our behalf are very careful when we recruit
staff to make sure we choose the right people. We train our staff to make
sure they carry out their duties professionally, politely and sensitively, and
respect your home and property. All our representatives know about and will
follow our code of practice. If you want more help or information, our
representatives will tell you who to contact.



How to check the identity of our
representatives

Your personal safety is important. Don't let anyone into your home until you
know who they are and have seen proof of their identity. There are several
ways to check the identity of an npower representative:

Identity cards

Our representatives will always tell you that they are a representative of
npower and will always show you their identity card. They will give you time
to read the card, which gives their name, their photo and a company logo. It
will also give a phone number that you can call to check the caller is genuine.
We renew our identity cards reqularly and ensure that staff hand in their card
when they leave us. The meter reader will usually know the location of the
meter which will help to give you confidence the caller is genuine.

Uniforms and vehicles

Our representatives wear a uniform and if possible their vehicles bear a
company logo.

Passwords

You have a right to know who you are letting into your home. You can set

up a password to help you identify that the caller is genuine. We will only
give it to our representatives when they need to visit you. You should choose
a word that you can easily remember, and you can change it at any time by
calling us.

If you would like to set up a password, please contact
Customer Service.

Genuine callers will not mind you checking their details. If you
think they aren't genuine, don't let them in and call the police.



Customer Service

If you need to get in touch with us, you can call us on
0845 602 6363

You can write to us at: Customer Service
npower
PO Box 93
Peterlee
SR8 2XX

You can visit our website www.npower.com and send us
an email.

And if you have a textphone our number is
0845 603 0652

Phone calls: We may monitor and/or record calls for security, quality or training purposes. Calls to 0800 numbers are free from landlines but
not from mobiles. The cost of calls to 0845 numbers may vary so please check with your provider for exact charges.
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