
 

 

   

My Home Energy Voids Service  

FAQs 
 

How can this service benefit our voids/lettings team? 

The My Home Energy dedicated voids team offers a comprehensive voids energy 

management service for housing associations, taking the pressure off your voids 

team.  

 

Our service offers housing associations and local authorities: 

 

 Hassle-free voids management 

 All set-up administration taken care of 

 Any debt cleared on pre-payment meters 

 Installation of new meters if they are missing or damaged; 

 Peace of mind that your tenants are receiving competitive rates, great service 

and green options that they can be proud of. 

How can this service benefit our tenants? 

We will ensure that all your tenants who move into a void property 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. 

 

Our long term low cost energy tariffs are also available to all existing tenants. They 

can simply contact us either on the Freephone number (0800 0014 706) or by visiting 

www.myhomeenergy.org.uk to see how much money they could save on their energy 

bills. 

 

All tenants will have access to: 

 

 Fantastic savings 

 First class service 

 Renewable energy  

 Experience they can trust. 

 

http://www.myhomeenergy.org.uk/


 

 

   

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 energy maintenance service in association 

with My Home Energy. 

How does the voids maintenance service work? 

The process is simple: 

 

Step 1 – Tenant out 

Contact the My Home Energy team as soon as a tenant gives notice. 

 

Step 2- Meter readings 

Provide meter readings for the property before the new tenant moves in and then sit 

back while the My Home Energy team works to ensure your tenant has everything 

they need on move-in day. 

 

Step 3- Tenant in 

Send details of the new tenant as soon as you have them and get peace of mind that 

our team will work with your tenant to ensure they are receiving the best deal 

 

In addition to managing debt issues, credit-key meters and ensuring a smooth 

transition for new tenants once they occupy the void property, our voids management 

team will: 

 

1. Manage the whole voids energy process ensuring your tenants have 

everything they need for when they move into the property. 

2. Provide new electricity keys and gas cards. 

3. Reset codes for pay-as-you-go meters and clear down debt where 

possible. 

4. Replace damaged or faulty meters free of charge – please note charges to 

replace a missing meter will be passed on to you at cost. 

5. Switch the void property to our competitive variable rate tariff. 

6. Contact the new tenant when they move in to offer them the low cost fixed 

rate Green Star Energy tariff. 

7. Provide consistently high levels of customer service for you and your 

tenants. 



 

 

   

8. Generate bespoke reporting and bulk billing of properties as required. 

 

Is the service free of charge?  

The voids service is free of charge.  

Please note that if a meter is faulty or damaged there is no cost to have the meter 

replaced, however we will pass charges onto you at cost if a meter is missing.  

 

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

No.  

 

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. 

 

When can we start using the voids service?  

As soon as you are ready to, simply contact us on 0800 0014 706 or email 

mhevoids@mygreenstarenergy.com today.  

 

How long does the process take? The total timeframe from receiving the initial void 

form to completing the transfer is 13-16 working days, comfortably within the usual 

28-day void notice period. 

 

We aim to deliver 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 Energy can provide a code to clear prepayment 

meter in emergencies only). 

 

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

For electric, Green Star Energy need to be notified of the amount of debt on the meter 

on the supply start date. They will issue a tag which will be available to collect in 1 

hour from a Paypoint/Payzone shop, which can be used to clear the debt. 

mailto:mhevoids@mygreenstarenergy.com


 

 

   

 

For gas, Green Star Energy will send a card out, once this has been received you 

must call Green Star Energy to tell them the amount of debt. This will then be cleared 

via message within two hours.   

 

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

We can clear up to £49 per transaction for both gas and electricity meters, this is 

because they key can hold a maximum of £50. Meters can hold up to £249 of debt, so 

depending on how much has been accumulated multiple transactions may be needed 

to clear it. 

 

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 required – please speak to us and we will review your specific 

requirements. 

 

What if an engineer needs to attend a property? 

If an engineer is required to attend a property, we will offer a 4 hour appointment 

timeframe either AM or PM. This is the industry standard.  

 

Does a representative from the housing association need to attend the property when 

an appointment is booked with an engineer? 

We appreciate that it can be inconvenient for a staff member to attend a property to 

meet an engineer. We will always request the engineer attends a property in a way 

that meets your requirements.  

 

However, please be aware that the majority of engineers across the industry will 

request there be someone there to meet them and give access to the property.  

 

Are you able to replace damaged or missing meters? 

Yes, we are happy to provide this service. In certain circumstances we will pass on 

the cost of replacing a meter. This is to ensure full price transparency: we do not load 

our tariffs to absorb this cost, allowing us to ensure that they stay as low as possible 

and that your tenants continue to make maximum savings on their energy bills. 



 

 

   

 

To summarise: 

 

 We do not charge if the meter is faulty  

 We do not charge if the meter has come to the end of its life 

 We replace/repair the meter 10 working days from when the fault is reported. 

If the meter is damaged and the customer is off supply we will repair the 

meter within 4 hours on the same day  

 We will charge for a meter change regardless if it is a prepayment being 

replaced with a credit, or a credit being replaced with prepayment.  

 

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

Unfortunately, we can’t do this for you. If the tenant loses a key or card, they can 

contact Green Star Energy directly to arrange for a replacement to be issued to them. 

 

How quickly can you get an RTI code and send us the new electricity key and/or gas 

card?  

On the live date of GSE taking over the energy supply (usually approx. 7 days after a 

housing association has notified us of the void) we are able to phone and get a tag 

number, so that a new electricity key can be collected from any PayPoint/Payzone 

outlet after an hour.  

It’s therefore important that our team are notified that a property is to become void at 

the earliest opportunity. We can then ensure everything is set up in plenty of time for 

the incoming tenant. 

Which shops can we collect the new electricity keys and/or gas cards from? 

Shops with PayPoint/Payzone where a new key/card can be collected from can be found on 

the following links: 

https://paypoint.com/en-gb 

http://www.payzone.co.uk/Retailers  

Through these websites you are able to search using your postcode to find your 

nearest outlet. 

   

https://paypoint.com/en-gb
http://www.payzone.co.uk/Retailers


 

 

   

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. We can also provide you with bespoke reporting which can 

include: 

 The number of voids completed through the My Home Energy service. 

 The value of the debt cleared down from meters in your void properties. 

 The number of tenants who successfully switched to a Green Star Energy 

tariff. 

 The value of savings made by tenants who have switched to Green Star Energy 

in comparison to the Big Six. 

 

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 send Green 

Star Energy the TENANT IN FORM so they can transfer the new supply into the 

incoming tenant’s name. The transfer takes one day. It’s important that we are 

notified of the new tenant’s details because as their energy supplier we will contact 

them when they move in to ensure they’re on the best tariff for their personal needs. 

 

You must also ensure you have secured the new tenant’s permission to be contacted 

by Green Star Energy. 

 

Why is My Home Energy working with Green Star Energy? 

Over an 18-month period, 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 was 

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 placed on 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. If the tenant 

chooses to move to a different supplier, they have the option to do so.Please see 

below for further details. 

What tariffs do Green Star Energy offer tenants? 

There are a number of different tariffs offered by Green Star Energy, all of which use 

renewable energy. 

Please visit www.myhomeenergy.org.uk for product details and the current rates. 

 

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 (please note an Early Termination Fee maybe incurred if a 

tenant switches during a fixed term contract). However, we believe Green Star 

Energy’s customer service is excellent and their rates very competitive, so we expect 

many tenants will choose 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. 

 

How does My Home Energy ensure tenants continue to get the best deal after their 

initial contract period has expired? 

Unlike most other suppliers we will actively contact My Home Energy customers both 

when they move into their home and, if a tenant has signed up to a Green Star Energy 

tariff, we’ll also contact them at contract end in order to help switch them to our 

lower cost fixed tariffs. 

 

 

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 

http://www.myhomeenergy.org.uk/


 

 

   

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 are not able to offer this until April 2018.  

 

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.  

 

What are the key contact details? 
 

Voids service  

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

Freephone: 0800 0014 706 

 

You can also contact Emma Hodges on 0207 0671 147 if you have any service 

questions. 

 

Tenant energy switching 

Website: www.myhomeenergy.org.uk 

Freephone: 0800 0014 706 

 

For more information on the My Home Energy service, please contact Emma Hodges 

on 0207 067 1147 or email emma.hodges@housing.org.uk. 

mailto:mhevoids@mygreenstarenergy.com
http://www.myhomeenergy.org.uk/
mailto:emma.hodges@housing.org.uk

