Preparing
for Winter
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There for you
whatever the weather
You don’t always see us but we are
out there working day and night to
provide a reliable supply of energy
to you. If there is a power cut, we
are the people who fix it as quickly
and safely as possible – 99% of our
customers have their electricity
back on within 12 hours.
It’s always stressful when the lights go
out, but we know that our customers find
it particularly worrying during the cold,
dark winter months.
This leaflet gives you some practical
advice to help ensure that you are
prepared, should something unexpected
happen and there is a power
cut in your area.

What to do if your power
goes off
1. Check if your neighbours have
electricity
If they don’t, it’s likely that the fault
is on our electricity network. If it’s at
night, then it’s easy to tell if there’s
been a power cut as you’ll be able to
see if any of your neighbours have
lights on.

PRIORITY SERVICE
We all rely on electricity in our daily lives
but, for some, a power cut can be particularly
distressing and difficult. That’s why we offer
extra help and priority treatment during a
power cut. It helps us to help you if we know
what extra support you may need.

freephone

0800 294 3259
mobile

0345 072 1900
or by textphone

0800 316 5457

If you would like to talk to us about your
needs, or the needs of someone you represent,
we’re here to help.

2. Check your trip switch
If everyone else has power and your
home doesn’t, it could be an issue
with your fuses or trip switches –
only check these if you are able. If
they are in an awkward location then
please ask a neighbour or contact us
for advice.

3. Get in touch
We are available to answer your
questions in the way best suited to
you. You’ll find all our contact details
on the back page of this leaflet.

If you call us from a landline,
our telephone messaging
system can identify where you
are calling from and provide
you with information about
any power cuts affecting the
area. We also have a team
of call-handlers available to
speak to you 24 hours a day.

Communicating with you during a power cut
When will my power be back on?
When you contact us, information about
when we aim to have the power back on
will be available to you within 30 minutes.

For customers who need special assistance,
for example they may need support for
medical reasons, we will offer alternative
accommodation.

Lengthy power cuts
During longer power cuts, our engineers
may be tackling complex faults and difficult
access issues, such as fallen trees or
flooding. Therefore, if we expect you to be
without power overnight, we will be able to
inform you of this by 6pm so that you can
make alternative arrangements.

Our telephone messaging system
We will ensure that our updates are specific
to your local area and reviewed at least
every two hours.
Keeping in touch
After contacting us, if you would like to be
kept informed, we can take your details
in order to keep you updated as our work
progresses. We can do this by telephone
updates, text messaging or via our social
media accounts.

Preparing for power cuts
✔ Keep a torch with fresh batteries in a place
where you can reach it easily.
✔ Keep at least one telephone in the property
that will work in a power cut, for example a
traditional plug-in landline phone or mobile
telephone. Many modern telephones will not
work without mains electricity.
✔ If you have a stair lift, check that it has a
handle so that it can be operated manually.
Your stair lift may be able to work with
batteries. Check with the company that
installed it to see if this is possible.
✔ If you rely on electricity to operate medical
equipment at home, ensure that your
equipment can work with a battery. If not,
have plans in place so that you know what to
do in the event of a power cut.
✔ To prevent damage to expensive electrical
equipment, use a surge protector or
uninterruptable power supply (UPS).
✔ During a power cut, dress warmly using
several layers of clothing.
✔ If you have vulnerable or elderly neighbours
you could help them by ensuring they are
safe, comfortable and, wherever possible, have
some food or a warm drink.

Loss of power?
Contact us…
We are committed to giving you
a 10/10 service every time you
contact us.

freephone

0800 072 7282
mobile

0345 072 1905
or by textphone

0800 316 5457

✔ Turn off your electrical appliances and lights,
but leave one light switched on so you know
when the power is back on.

Get our power track app

✔ Food in the freezer should keep for about
eight hours without power. Do not open the
freezer doors unless you have to. Check the
food when the power is back on to make sure
it has not thawed. If it has, do not refreeze it.
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✔ The temperature of tropical fish tank water
will drop gradually during a power cut, as
will the oxygen content. Insulate your tank
using blankets or hot water bottles, if you
have access to warm water. Speak to your fish
supplier about bubble filters which can work
with a battery.
✔ When your power is back on, you will need to
reset any electric timers and clocks you
may have.
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