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YOUR GUIDE

to the Residents Hub

What is the Residents Hub?

The Residents Hub is a online platform that gives our customers total transparency and control over
their accounts. It is designed to be navigated easily, helping you make changes, find answers and learn

more about your heat network system.

I am a Resident / Letting Agent

When you visit www.dataenergy.co.uk
you‘ll see a pop-up with different options.

Click ‘I am a Resident / Letting Agent’ to
move through to our hub. You can also find
this button on the top right of our webpage.

Your information is secure
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When you create a Customer Portal account,
your information is safe.

Your account is password protected to ensure
your privacy and security: giving you peace
of mind when you access sensitive
information such as your billing history,
payment methods and more.
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What can | do there?

You can access helpful information like FAQs
and details on government schemes to support
you with your bills.

You can also complete forms to make changes
to your account, through our customer portal:
Notify us of a change in tenancy
Submit a meter reading

Change your contact information
Pay a bill and view historic bills

Contact our customer care team

Need help?

We’ve got you covered. Scroll through this
guide for step-by-step guides to get you all set
up and getting the most out of your account.

Find out more ==y




Submit a ticket

~\
Submit a ticke:c'l’i
Track a ticket
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Click to submit a ticket.
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First Name
Last Name
Email

Enter your Contact Details.
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ibmit Ticket
Enter Detads
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# At Atachemant
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L Don’t forget to add your supply
e address and account number so we
can trace your property!
Here you can write more details of your query
and upload attachments, like photos or scans.
Your ticket has successfully been opened.
ﬁ Submit Ticket
= Liza this form to submit a support tickat to our highly trained
u staff.

Track a Ticket
Not Registered? Use your email address and ticket number to
track the status of your ticket.

You have now submitted a ticket! You can track
your ticket and add updates at anytime.

Payment Plan Request
Metering Data
Account Balance / Reminder

Refund

Click the subcategory that best reflects your

query.

]
A member of our customer care
team will now action your
ticket.
I N .
-\ You’ll receive an email when

your ticket has been updated.

You can then review it and
reply to your customer advisor.
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Submit a meter reading
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What utilities are you providing reads for? *
B Heat Meter

0 Coaling Meter
O Etectric Mater

[ Cold Water Mater

Submit a meter reading O ot Water hete
O Other (Hot Listed)
Submit\| Tick ol that spsly

Next, click which utilities you’d like to submit
readings for. You can choose multiple.
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Heat Meter Read \

kb Read
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Heat Meter Serial Humbar

submitting a Meter Reading |

Date Read(s) Taken *
oo e Y

On the main page, read the information As you click on each utility option, a
and tips on how to read your meter, then dropdown will appear with boxes for you
click to submit a meter reading to fill in. Type in your reading here.
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Meter Read Submission Form =
Cick or drag Ters 1o this anea 10 upload,

S ik Upload any photos or attachments that
support your meter reading.

o, Thi s o e v g i T

Contact Imail Address *

mad dcvss CUSLOMeETr@eXample. | contom fmat sasvss CUSEOMeEr@exam

Accaunt Momber * \
12345678
(a0 b o o O o Ao il et Confirm & Submit
Suppty Budlding Hame * NP
’* Once completed, tick the authorisation box
Firstly, you’ll fill in your account and and submit your reading! Your readings will
property details. be reflected on your account.
Please fill in all the information boxes so If you have any queries, you can contact our
we can identify your property. customer care team via the ticket system.
. J L J




Moving in or out?

\
Please fill out as much of the form as
you can.
MHarve you recently sold or purchased the propesty? *
Contact Detalls "
Moving in or out? e ==
Contact Emall Addreds *
Lrad hatumy Confirm bmpdl Acdiirasy.
s
Hext
Supply Building Hame *
Supply Address
Che e
Frevious et
I'm reporting a change of tenancy Y,
|1|geof Tenancy Form
~\
When you click on our Moving page, T —
you’ll find two options: Change of
Leaseholder, or Change of Tenancy.
Click to authorise the information, then
Click which one best applies to you. confirm and submit.
. J
N h
You’ll now be taken through to the Thank you for submitting your form. Keep
relevant form. We’ll ask for details such an eye on your emails for a confirmation
as your contact information, address email from us.
details, leaseholder details, agents details
and meter readings. You can find more useful information on
moving on our FAQ page!
This will ensure a seamless transition.
\ / J




Customer Portal

\
Start by registering for a Customer Portal
account.
Register
You cam register for our Customer Pertal ot
Customer Portal Ta reghter, please ure your unigue PayPoint and PIN number, which can be found in the bottom right-hand
s of your b,
Customer Portal
50 UP LD Mareds your SCE0SE
S
i |
Register —: Your password protected account will keep
your data safe.
N N
Welcome to the main dashboard!
/= dataenergy
= bar misnaging serts
Welcome Back!
We manage a variet Select your apartment below to view usage and manage your account
Your Accounts
Gury Hul Secure Everything Else
Sign In Credit Billing Accounts
Please select an apartment N
Manage your account
Add new Account
Once you are registered you can use b
the Customer Portal login page. 4
Secure my Login
Please click the relevant option if o N :
you have a prepayment meter
before logging in.
L J =
Ve
\ Change E-mail
Please note Upaate your e-mail 1 assi account
[ oo |
Our Customer Portal facilities are
only available for residents paying
directly to Data Energy, as You can manage your account, make changes,
opposed to third parties. and view your metering and payment history.
More on page 6
J \L J




Customer Portal

Your Accounts

Credit Billing Accounts

Please celect an apartment .

Charnham Crescent
Apart 102, Charnham Crescent (6557650108890645) « |,

/k_

Click on the dropdown menu to
select your apartment.

~\

Account Overview
Wous currently cwe E387.81 pipmea 0102020 1036

Make Payment

Ascouns Sembar 12345678

Scroll down to see your current
account balance and make a
payment.

You’ll also see quick links to helpful

forms. \

Account Actions w

Submit Meter Read Change of Leaseholder
Request a Statement Change of Tenancy

Further Help

S

.

Here, on your apartment dashboard, you can
view your tariff information and consumption
history.

Charnham Crescent

Your Utilities
w My Dashboard My Transactions
7

Tariff Information

o re—— prar— ——
24 per ket Vhsap per day 19 720p per g ety

Change Month
October 2023 Heat

Download Data

.

Change Month Click to view your consumption from a different
month.
LEUELEDEEN You can download your meter data

Charnham Crescent

My Dashboard My Transactions

ocToneR a3

Ve payment -E23
23
SEPTEMBER 2013
w@¢ Chargng Statement £450.12
1M &
MARCH 2023
(L Payment - £20.00
17
5 payment - £20.00
08
3 Charging Statement Reversal -£220.82

\.

By clicking on ‘My Transactions’, you can view
and download your payment history.
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FAQs Page

)

Frequently Asked Questions

l FAQs l

How can | pay my bill?

You can pay your utility bill through a
variety of methods:

Direct Debit - A direct debit mandate
can be completed online at

. Please
note, direct debit is not available for
pre-payment customers.

Bank Transfer - Details to make a bank
transfer can be found on the back of
your bill. Please use your unique
account number as a payment
reference. Customer Portal - you can
register for our Customer Portal at

. To register,
please use your unique PayPoint and PIN
number, which can be found in the
bottom right-hand corner of your bill.

In Store - You can pay at any store
facilitating PayPoint by scanning the
barcode in the bottom right-hand corner
of your bill.

J

I Who are Data Energy?

How does a heat network cperatel

What 15 iy bill for?

I Haw does the billing process work?

How frequently will | be billed?

I How haz my tariff been calculated?

I Why are you charging me when you aren’t my Enen

Whiy are you refarring me back to my Heat Supplier

| Enargy Billing Dicaunt Schemes: EBDS

[ Hew can | pay my bill?

.

Did you know?

Still not sure?




