
 

 

My Home Energy Voids Service  

FAQs 
 

 

How can this service benefit our voids/lettings team? 

 

The My Home Energy dedicated voids team offer a comprehensive voids management service 

for housing associations, taking the pressure off your voids team. We will ensure that all your 

tenants are registered with our My Home Energy partner (selected for their competitive 

tariffs and customer service) and have a new electricity key and gas card ready for when they 

move into the property.  

 

Who provides the service on behalf of My Home Energy? 

 

Green Star Energy, winner of Energy Supplier of the Year at the 2016 Consumer MoneyFacts 

Awards, provides the voids maintenance service in association with My Home Energy. 

 

How does the voids maintenance service work? 

 

When the departing tenant gives their 28 days’ notice and the date of the void period is 

known, housing associations fill in a simple form and send it to our voids team at Green Star 

Energy. Our void team then arranges the termination of the domestic contract and transfer 

temporary ownership to you before transferring it into the name of the new tenant prior to 

them moving in (to complete this final transfer you will need to provide the name of the new 

tenant either on the initial form submission, or as soon as it is known). 

 

Our service includes management of debt issues; credit-key meters and ensures a smooth 

transition for new tenants once they occupy the void property. 

 

Our voids management team will: 

 

1.  Provide new electricity keys and gas cards 

2.  Reset codes for pay-as-you-go meters 

3.  Install new meters if they are missing and replace faulty meters 

4.  Provide competitive tariffs for your tenants regulated by Ofgem 

 

Is the service free of charge?  

 

Yes.  

 

Are you able to meet us face to face to explain the voids service?  

 

Yes, we are happy to arrange a meeting with you at your offices or talk it through on the 

phone, whatever works best for you.  



 

 

Do we have to sign a contract to allow us to start using the voids service? 

 

No.  

 

When can we start using the voids service?  

 

As soon as you are ready to.  

 

How long does the process take?  

 

We aim to do the following: 

1. Process voids forms fully within 3 working days 

2. Register electricity meters within 7 working days and register gas within 10 working days 

3. Register the supply for the ‘void date’ (If given enough notice) 

4. Provide electricity keys and gas cards by post within 2-3 days of registration being 

complete (Green Star can provide a code to clear prepayment meter in emergencies only) 

 

The total timeframe from receiving the initial void form to completing the transfer is 13-16 

days, comfortably within the usual 28 day void notice period. 

 

Does My Home Energy offer an emergency service? 

 

If there is an emergency situation (i.e. a tenant is in a property and urgently needs to be 

connected to an energy supply), we are able to offer a simple emergency service including 

changing the name on the existing energy contract and emergency meter repairs.  

 

Please be aware that the Federation incurs a cost each time the emergency service is used. 

Therefore each association may only use this service in an emergency situation and only for 

up to a maximum of 10% of their void properties. 

 

We will then ask your permission to contact the new tenant when they move in to check if 

they could save money on their energy bills by switching to one of the My Home Energy 

tariffs.  

 

What if there's a debt on the meter? How do we get it cleared? 

 

Green Star Energy will issue you with new cards and keys. The debt should be automatically 

cleared when the new key is used. 

 

Is there a limit to how much debt you would be able to clear? 

 

This depends on the previous supplier as they are the one clearing the debt. It’s usually up to 

£500. 

 

Can we use this process for prepayment meters and credit meters? 
 

Yes we manage both prepayment and credit meters. 



 

 

Are you able to install meters into new builds? 

 

We can do this if you need it – please speak to us and we will review your specific 

requirements. 

 

Are we able to have a stock of spare blank keys and cards? 

 

Unfortunately we can’t do this for you. 

 

Is there a minimum number of voids we have to put through? 

 

No, you don’t have to put a minimum number of voids through My Home Energy service. You 

can use it as much or as little as you like. 

 

What are the advantages using a single void partner? 

 

Dealing with a single company means you won’t have lots of bills from different suppliers. We 

are able to provide you with group billing which will reduce your administration time.  

 

Can we let you know details of the new tenant at a later stage? 

 

Yes. As soon as you know the details of the new tenant moving in please get in contact with 

Green Star Energy so they can transfer the new supply into the incoming tenant’s name. The 

transfer takes one day. 

 

Why is My Home Energy working with Green Star Energy? 

 

Over the last 18 months the National Housing Federation completed a comprehensive review 

of the energy market to ensure My Home Energy provides the best possible service to our 

members and their tenants. After evaluating 10-15 energy service providers to secure the 

most appropriate partner to support the service, three companies were taken forward to 

advanced discussions. 

 

Following careful consideration and in-depth investigation Green Star Energy were selected 

as our official My Home Energy partner. The final selection was based on which partner we 

felt offered the right mix of long term competitive tariffs, consistently high levels of customer 

service, a strong focus on renewable energy and a strong commitment to supporting the UK 

housing association market. 

 

Which tariff will new tenants be put on? 

 

New tenants will be put on to a variable tariff when they move in, in line with Ofgem 

regulations, but will be contacted within the first couple of weeks of them moving in to ask if 

they would like to switch to a cheaper, fixed tariff. We will also provide you with leaflets that 

you can put in their welcome packs explaining this. 

 

What tariffs do Green Star Energy offer tenants? 



 

There are four different tariffs offered by Green Star Energy. These are outlined below: 

 

 

Are tenants free to switch away from Green Star Energy when they move in? 

 

Yes, tenants are free to switch from Green Star Energy whenever they choose throughout 

their tenancy (the only exception to this is if they have committed to a low cost fixed term 

tariff, in with case some fees may apply for the duration of that fixed term). However we 

believe Green Star Energy’s rates are very competitive and we expect many tenants to stay 

with them. 

 

Can we get regular reports on the amount of money our tenants have saved? 

 

Yes we can provide you with reporting on a regular basis. We will work with you to provide the 

reporting you need. 

 

Does My Home Energy offer a smart metering service? 

 

Smart meter roll-out in the UK is targeted to be complete in 2020, and we will work toward 

that deadline. However, we are currently exploring how smart metering may be of particular 

benefit to prepayment metered customers and may decide to accelerate our roll-out of smart 

metering to this audience if we feel there is significant consumer benefit. 

 



 

Is the Wider Warm Home discount available through My Home Energy? 

 

We will be required to comply with the rules of the WHD scheme post 1st April 2017 by virtue 

of our customer numbers ahead of that time. We are currently working to assess the best 

solutions for both our business and our customers. Our position on how this will impact 

tenants will be determined at the end of summer 2016. 

 

What are the key contact details? 

 

Voids service  

Email (for sending void forms): mhevoids@mygreenstarenergy.com 

Website: www.myhomeenergy.org.uk 

Telephone: 0800 0014 706 

 

Tenant energy switching 

Telephone: 0800 0014 706 

 

Emergency voids service 

Email (for sending emergency void forms): emergencyvoids@myhomeenergy.org.uk 

Telephone: 020 7067 1066 

 

 

For more information on the My Home Energy service please ask for the voids introduction 

document or arrange a meeting by contacting Emma Hodges on 0207 067 1147 or email 

emma.hodges@housing.org.uk. 
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