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Heat (networks) is where it’s at!

• Low carbon heat networks are changing the way we heat our 
homes. They are set to play a key role in meeting carbon 
reduction targets and helping to create a sustainable energy 
future. 

• The government is investing heavily in these networks and 
the number of UK households using them is expected to grow 
rapidly over the next few years.

• There are already thousands of individual heat network 
providers, of all shapes and sizes, but the market is currently 
unregulated. The majority of these networks deliver a 
good service, but some are letting customers down.



What are customers 
saying to Heat Trust?



Transparency, clarity and redress

Transparency 
esp. heat charges 

• “So most residents are not signing this agreement until we understand why we're paying such a 
high rate”

• “I feel mistreated as a customer and falsely tricked into signing a 25 year contract which has ever 
increasing costs. 

Quality & clarity 
of information 

• “Basically we have lots of questions and no one is able to help us so far - I've written to 
[supplier], [developer], and the housing association that owns [development name]”

• “The tenants are keen for [supplier name] to register the site with the Heat Trust, however the 
process being used by [supplier name] to gauge a consensus is divisive at best, for example 
implying that membership will cost c£80 per year per tenant.”

Redress when 
things go wrong 

• “Other buildings that are being brought onto the system and not commissioned properly so flow 
to existing on the system is impacted. We were told to try to run the water slowly and it will 
come hot in the end. ”

• The residents keep hearing the same rubbish response, “Heat is not regulated so they are 
unable to do anything at this time.”



Positive future for heat networks…

UK Housing Fit for the Future, CCC (2019) 

“Aligning infrastructure investment in low-carbon heat with the UK's climate 
change targets requires the UK Government to develop a strategy for 

decarbonised heat. In the 2020s this should include roll-out of heat pumps in 
homes that are off the gas grid, with a focus on the 1 million homes using high 
carbon fossil fuels; a major programme to build and extend low-carbon 
heat networks in heat-dense areas (e.g. cities), aiming for around 1.5 

million homes connected by 2030…” 



…but also increased scrutiny and expectations





Putting heat network customers first

• Heat Trust is all about protecting heat network customers.

• We are an independent, non-profit consumer champion for 
heat networks that holds suppliers to account for the benefit 
of everyone involved.

• We make sure customers enjoy the benefits of heating 
systems fit for the future by setting the standards they should 
expect, making sure they are treated fairly and working with 
suppliers to deliver high-quality customer service.

• Consumer protection is essential to the long-term success of 
heat networks. We’re putting in place the foundations of 
regulations that will protect customers while allowing this 
exciting new industry to flourish.



What does Heat Trust cover?

Heat Supply 
Agreements / 

Terms of Service

Complaints 
procedure and 

Energy 
Ombudsman

Faults and 
interruptions 

Vulnerable 
customers & 

Priority Services 
Register 

Billing, back-billing 
and payments 

Customer 
communications 

Pricing Contract length
Supplier of last 

resort



What’s the offer? 

Reputation 
manage-

ment
Setting the 
standard 

Regulation 
ready 

Empowering 
customers 

Competitive 
edge

Ensuring fair 
treatment

SUSTAINABLE 
HEAT 

NETWORK 
MARKET 
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