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The Smart Meter Roll 

Out 



What are Smart Meters? 

• Smart meters are a new type of meter for gas and electricity which will 

be offered to all British households over the next few years.  

• Smart meters send meter readings directly to your energy supplier and 

will enable a range of new services like displays that show you exactly 

how much energy you’re using and the cost of that energy. Smart 

meters should mean that manual meter readings, estimated and back 

bills will become a thing of the past.  

• Smart meters will also allow you access to more detailed information 

about your personal energy usage which can help with deciding about 

switching and energy efficiency.  



 

 

 

 

 

Do I already have a smart meter? 

 

 

 

 

 

As part of the smart meter rollout, smart meters must comply with technical 
specifications that will enable you to switch energy supplier. However if your 
meters were installed several years ago, they may be early smart-type 
meters and may not meet these specifications.  
 
Check with your energy supplier to see if your meters comply with "Smart 
Metering Equipment Technical Specifications" (SMETS). If they do not meet 
these standards, then you'll be able to ask your supplier for more information 
about how you can get your smart meters installed. 
 
Alternatively, if you have a gadget at home that helps monitor how much 
electricity you're using, this could be an energy monitor. 

 

Only a smart meter can:   

• get you accurate bills from your energy supplier – no more estimates 

• show you what you’re spending in pounds and pence in near real time 

• make manual meter readings a thing of the past 



Why are they being rolled out? 

• The European Union asked all member governments to look 

at smart meters as part of measures to upgrade our energy supply 

and tackle climate change. After an initial study, the British 

government decided to adopt smart meters as part of their plan to 

update our ageing energy system. 

• They’ll give you more control over your energy use, help you 

understand your bills and allow you to see what the energy you use 

is costing you. Smart meters will also benefit Britain as a whole. 

• Smart meter technology is a crucial step towards a smart energy 

grid. A smart grid is a modern way of running our energy networks. 

Linking different hardware, communications and other technology, 

it’s like an internet for gas and electricity.  

 



 

What is the smart grid and why 

do we need it? 

 The energy network we have now was designed for a time when our gas and 
electricity needs were much simpler. Now, we’re using more energy and have to find 
ways to reduce our carbon emissions. We need to integrate new technologies, like 
electric cars and solar and wind energy. 

 

The smart grid has the potential to help us solve lots of Britain’s energy problems. It 
will: 

• mean we can better match supply and demand 

• help us be more efficient, greener and waste less energy 

• help energy be more secure and reliable 

• mean unexpected power outages can be tackled faster 

• mean we can plan for the number of power stations we'll need in future with greater 
accuracy 

 

The smart grid will be much better at integrating green technologies, from electric cars 
to home rooftop solar panels and heat pumps. In particular, we need the smart grid to 
help us get the most from variable power sources like wind and solar. For example, 
smart meters should open the door to flexible pricing that means we can use solar and 
wind energy when it's plentiful. 

 



 

What does this all mean for me? 

 
Every household in Britain will be offered a smart meter by 2020. 

 

Smart meters are optional; it's entirely your choice. More than four in five 

people who have a smart meter say they would recommend one. In the 

future, all replacement meters may be smart. You can still ask for the 

smart capabilities to be turned off.  

 

You will not be charged for a smart meter. The costs are coming from 

everyone’s energy bills, just as meter replacements have been paid for in 

the past. This also means the cost of smart meters will be borne by 

everyone, even if you choose not to have one installed.  



What are the potential benefits?  

There are plenty of gadgets that can help control energy use, but smart 
meters have two unique features: 

 

• they show exactly how much energy you’re using and what it’s costing, in 
near-real time 

• they send accurate meter readings to your energy supplier, so no more 
estimated bills or manual meter readings 

 

With your smart meter, you’ll always be able to keep track of exactly how 
much gas and electricity you’re using in near real time, and what it costs in 
pounds and pence. This means you can be confident that you're only paying 
for what you have actually used and you'll always know what to expect in 
your next bill, so no more nasty surprises. It’s also particularly advantageous 
for differential tariffs, such as Economy 7.  

 

In the future, you could benefit from potentially cheaper tariffs at times when 
renewable generation is plentiful, and there are smart appliances to take 
advantage of the low prices. Your dishwasher and washing machine could be 
set to switch themselves on when the weather is sunny or windy! 

 

 



Example applications 

• It makes it easier for customers to switch supplier 

 

• Smart appliances to take advantage of time of use tariffs. 

 

• Smart heating controls, so consumers know how changes to their 

heating schedule and heating method will affect their bills 

 

• Energy efficiency information. Know how energy efficient your 

appliances are, and how they compare to others. 

 

• Assisted living. Vulnerable users could give consent that abnormal use 

statistics returned from the meter could alert carers that something may 

be wrong.  

 



 

 

Is there anything I should look out 

for?  

 

 

 

To date, many of the meters that have been installed have been first generation meters. 
Users have reported problems when they switch suppliers, finding they lose smart 
functionality. 

 

The energy companies have promised to upgrade these early meters in the future. In any 
case, all new meters from July 2018 onwards will be compatible with every utility provider, 
and switching will be much easier. The newer meters will also be compatible with feed-in 
tariffs, so you can generate your own electricity from renewable sources. 

 

If you are concerned about the type of meter you are offered, you can ask your utility 
provider whether it’s the older first generation type or newer second generation, and you can 
wait for newer technology if you’d like.  

 

Users in rural areas with poor mobile phone signals may need to have an aerial installed to 
communicate with the grid. While this should be free, it will be a more complicated 
installation process.  

 

Some customers may be shocked by their first bill because they’ve been paying estimated 
bills to date and have unknowingly built up arrears. Citizens Advice is on hand to help if you 
experience this.  

 



What will I get? 

 A smart meter comes in two parts 

and will be installed by your energy 

supplier(s). Your traditional gas and 

electric meters will be replaced with 

smart meters which send your 

meter readings to your energy 

supplier(s).  

 

You will also receive an in-home 

display which will show you how 

much energy you're using in 

pounds and pence. These all vary 

depending on your supplier, but 

must, by law, all show the same 

basic information. This will paired to 

your meter, but belong to you.  



 

 

What will my smart meter in-

home display show me? 

 

 

 

On an in-home display, you’ll be able to read: 
 

• how much energy you’re using in near real time 

• how much energy was used in the last hour, week, and month (and 
what it cost) 

• whether your electricity use is high, medium or low 

• updates in near real time for electricity and every half hour for gas. 

 

If you have a prepay meter, it will also show: 

• how much credit you have left 

• how much emergency credit you have 

• your debt balance (if you have one) 

• if your credit’s getting low. 



 

 

What should I expect from the 

installation? 

 

 

Before your installation day 

• Your energy supplier will contact you beforehand to arrange a time and date for your installation. They will 
tell you what to expect, how long it will take and if there’s anything special you need to do. 

A word of advice: 

• You will need to let the installer in on the day and make sure they can get access to your traditional meters, 
so you might need to clear out the cupboards. If there are any access issues, do let your supplier know. 

 

During your installation 

• Depending on whether you're having one or both replaced, you'll get a smart electricity meter and a smart 
gas meter. These normally go exactly where your old meters were. If they need to be fitted somewhere else, 
the installer will ask you first. 

 

• You’ll also be offered an in-home display – a portable display screen that you can put anywhere in your 
home. You don’t have to have one, but it’s the easiest way to see what energy you’re using and what it’s 
costing you. The in-home display will not cost you anything. 

 

• You or a nominated adult will have to be at home while the installation takes place, and your energy will be 
turned off during the process. Most installations take about two hours, with the supply turned off for 30 
minutes per utility, so an hour if you are having both your electric and gas meters done at the same time. A 
safety check will be done on the gas appliances like boilers that are relit. If an appliance is found to be 
unsafe it will be disconnected from the gas supply. 

 

If the installer does not turn up to the booked appointment, you may be entitled to compensation. Guaranteed 
standards apply and there is a basic rate of compensation of £30 for electricity, and £30 for gas (£60 for duel fuel) 
if the appointment is missed. Some suppliers credit accounts automatically, so you should contact them to be 
sure. 



 

 

What if I encounter any problems 

in the installation? 

 

 

The installer has to: 

• show you a photo ID card before they start 

• explain what your smart meter system does and how to use it 

• check it’s all working properly 

• give you a handy guide to using it 

• answer any questions you have 

• tell you where you can find more help and information 

 

Smart meters are to be free and installed by appointment only. An installer is not 
allowed to provide information about additional chargeable goods or  services (such as 
boiler upgrades or extended warranties) during the installation appointment without 
your prior consent. Even if you have consented to the installer providing this 
information, they should stop doing so immediately if you ask them to. No actual sale 
can take place during installation. 

 

If you are told there will be any kind of charge for the installation of a smart meter, 
someone comes to your house to install without an appointment, an installer sells, or 
tries to sell chargeable goods or services, or provides information about additional 
chargeable goods or services without your consent, call the Citizens Advice Consumer 
Helpline on 03454 04 05 06 



 

 

I think I may need additional 

support 

 

 

Vulnerable consumers may require additional support, and there is a smart meter code of 
practice to reflect this. It states that: “A Customer is Vulnerable if, for reasons of age, health, 
disability, or severe financial insecurity, they are unable to safeguard their personal welfare 
or the personal welfare of other members of the household” 

 

Installers have been trained to identify consumers that may be vulnerable. When arranging 
an appointment the supplier has to take all reasonable steps to 

identify any vulnerability. Where appropriate the installation appointment will be scheduled 
for when a carer or person with legal responsibility for the consumer can be present. For 
housing that is known to be sheltered accommodation, approval should be gained from the 
warden, or other person in authority, before making approaches to the residents. 

 

Any demonstration or provision of information to a vulnerable consumer, such as energy 
efficiency advice or how to use the in-home display, should take into account the 
vulnerability. 

 

The installer should be responsive to the needs of vulnerable consumers and refer their 
details to the energy supplier’s Priority Services Register where appropriate. The installer 
has to report vulnerabilities identified during the visit to the energy supplier where they have 
not previously been notified 



 

 

How is my usage data sent to my 

utility supplier? 

 

 

 

The meter updates information about usage through a secure network to 
your energy supplier on a regular basis and to your in-home display. It is a 
wireless system and you do not have to have Wi-Fi in your home and the 
smart meter will not use your Wi-Fi connection if you have one. 

 

• Inside your home, smart meters use their own secure, wireless 
network using radio waves, just like mobile phones or TVs do. Smart 
meters don't use the internet to send or receive data and you don't 
need an internet connection for it to work. 

• Your smart meters will link to a similar wireless network outside your 
home. This network is run by the Data Communications Company, 
which is overseen by the energy regulator Ofgem. 

• There are strict new regulations and codes of practice to keep smart 
meter data private, secure and safe. 

https://www.smartenergygb.org/en/the-bigger-picture/about-the-rollout/roles-and-responsibilities/data-communications-company#sid
https://www.smartenergygb.org/en/the-bigger-picture/about-the-rollout/roles-and-responsibilities/ofgem#sid


 

 

What data is taken how is it 

used, and is it safe? 

 

 

Smart meters safely store data about what energy you’ve used, but not 
personal data about you. Your energy use is displayed on an in-home display 
for you to see and with your permission is also shared with your energy 
supplier, who is sent only the meter readings. 

 

Energy network operators, can also see this data, but only anonymously. This 
is so they can get a better understanding of energy usage, deal with power 
outages more efficiently and plan better for Britain’s energy needs. 

 

The data your smart meter captures about your energy usage is strongly 
protected by law. You have control over it, including the right to decide: 

 

• how often your smart meter sends data to your energy supplier (monthly is 
minimum, daily or half-hourly are optional) 

• whether to share data with other organisations, like price comparison 
websites 

• if your supplier can use your meter readings for sales and marketing 
purposes. 

 



 

 

 

Will I still be sent energy bills?  

 

 

 

Yes. Your in-home display is for information only. You will still receive 

regular energy bills in the same way you do now, whether that's in the 

post or online. Only now they'll be accurate, without you having to submit 

a manual meter reading. Depending on your energy supplier, you may 

also receive some energy efficiency advice. 

 



 

 

 

What about prepay meters? 

 

 

 

Smart meters will allow prepayment consumers to top up online, by phone or 
through an app in addition to current methods. Credit will be automatically 
added to your account without any need to put a key or card into the meter, 
which means it will be easier to top up a meter that is difficult to access. It will 
also be easier to switch from prepayment to credit or vice versa as the meter 
itself will not have to be changed. 

 

If you are a prepayment consumer with a smart meter, you will have it set to 
credit mode when you change supplier. This is to protect you from losing your 
supply as a result of any technical issues that could arise when changing 
supplier. 

 

However, unlike with traditional meters, any credit that was on the meter at 
the time of switching will not be transferred. The six largest suppliers are 
committed to refunding this credit automatically and 'as soon as reasonably 
practicable' where they have your correct details. In all other cases, you will 
have to contact your old supplier to get this credit refunded. Ofgem have also 
made clear that they expect this loss of credit to be clearly communicated to 
you by both the losing and gaining supplier. 



 

 

What if I’m renting my home? 

 

 
If you’re paying for your gas or electricity, you have the right to change 

your meter, unless your tenancy agreement says otherwise. We would still 

recommend you talk to your landlord before you do it.  

 

With the newer smart meters, there is no difference between credit and 

prepay meters. It’s the same meter, and can be switched to and from 

credit and repayment mode by the supplier, without the need for an 

installer to visit. This means landlords are likely to be happier with their 

tenant switching their meter between credit and prepay, as they can easily 

switch the property back when you leave.  



 

 

Are smart meters safe? 

 

 
Smart meters are covered by strict UK and EU product safety laws. These 

ensure that smart meters all have the same high quality and safety 

standards, regardless of your energy supplier. 

 

The smart meters used in Britain have undergone one of the most 

rigorous safety testing regimes in the world and exceed every UK and EU 

safety standard. Public Health England, the government's agency on 

public health, has said that exposure to radio waves from smart meters is 

well within guideline levels, and is many times lower than the exposure 

from Wi-Fi and mobile phones. 



 

 

What if my utility company wants 

to disconnect me? 

 

 

 

One of the aims of having a smart meter is to try and reduce the number 
of consumers in energy debt, by enabling a consumer to monitor their 
energy usage in near real time. Any consumer who has an energy debt or 
complaint about their energy supplier should be handled using the normal 
processes in place. 

 

The suppliers still have to comply with all current rules regarding 
administering energy debts and disconnection, even though smart meters 
can be switched between prepayment and credit modes.  

 

Because a court warrant is no longer necessary to switch off supply, 
Citizens Advice would expect disconnection and reconnection fees to 
reduce significantly though as there is no longer a physical intervention 
with the meter required - any cases of high charges for turning a meter on 
or off would be of interest to our policy team 
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How do I get a smart meter? 

 
1. Ask your energy supplier (roll outs are phased so you may have to wait) 
  
2. Fix a time and day 
 
3. Let your supplier in to fit the meter 
 
4. Start taking control of your energy use 

 
 


