Energy Supply Contract Terms
Domestic Customers – Last updated November 2018

When do these
terms apply?
If you are a Customer with a Contract Start Date on or after
28 November 2018, these terms will apply to you with effect
from your Contract Start Date. If you were a Customer
of Spark Energy Supply Limited and had your Contract
transferred to OVO on 28 November 2018, then a few things
have changed since the last edition of your Energy Supply
Terms and Conditions. These changes will apply to you with
effect from 28 November 2018.
To make sure things are clear, we’ve summarised the
changes for you here ....

The latest changes to our
Energy Supply Contract
A. We’ve updated the definition of ”we”, “us” and “our” to
reflect the fact that OVO is now your supplier (although will
operate under the Spark brand);
B. We’ve updated our payment methods. The new default
payment method for new customers on a credit meter
is direct debit, unless the new customer chooses an
alternative payment method. See new clauses 3.3 and 12.2;
C. We’ve updated the terms on when we will ask for a
Security Deposit and clarified how that Security Deposit may
be used and when it will be returned to you. See new clauses
10.1 to 10.4 (inclusive), 15.1 and 15.3. Please note that we will
no longer apply interest to amounts that we are holding as
a Security Deposit;
D. We’ve updated how payments are applied to debt on
an account. See clause 12.6;
E. We’ve updated our privacy policy to reflect the fact that
the business processing your personal data is now part of
the OVO group.
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Energy Supply Contract Terms for
Domestic Customers

These are our standard terms and conditions for the
supply of Energy to domestic premises in Great Britain.
Please read these terms and conditions carefully so
that you fully understand your commitments and our
responsibilities.

1

Meanings of words & phrases

1.1

• “Additional Charges” means any charges under
the Contract other than: (i) charges for the supply
of Energy to the Property; and (ii) charges for any
Non-Supply Services;
• “Application” means an application for the
supply of Energy to the Property, completed
by you and submitted to us in person, over the
internet or made with us on the telephone;
•“Consent Request” means a notice we will send
you to request your consent before we make a
particular amendment to the Contract. This notice
will inform you of the nature, purpose and effect
of the proposed amendment and inform you that
you do not need to agree to it;
• “Contract” means the contract under which
we supply Energy to the Property and includes a
Deemed Contract unless otherwise specified;
• “Contract Start Date” means the date on which
the Contract is entered into by you and us (and
becomes a legally binding agreement);
• “Deemed Contract” means a Contract formed
between you and us in the circumstances set out
in clause 3.1;
• “Energy” means gas or electricity or both: (i) as
selected on your Application; (ii) as supplied under
a Deemed Contract in accordance with clause 3;
or (iii) as has otherwise been agreed between you
(or any person authorised on your behalf) and us
to be supplied under the Contract;
• “WETA Partner” means the entity (or entities)
with whom we enter into wholesale energy trading
contracts from time to time;
• “Notice of Amendment” means a notice we will
send you before we make a particular amendment
to the Contract without your consent. This notice
will inform you: (i) of the specific amendments
which are proposed;
(ii) that you may end the Contract by changing to
another supplier or entering into a new contract
with us; (iii) of where you can obtain advice and
information about changing to another supplier;
(iv) that we may prevent you from changing

supplier if you have failed to pay our charges as
required under the Contract; and (v) any other
information which our licence conditions require
us to include;
• “Non-Supply Services” means any services
which are set out in your Welcome Letter in
addition to the supply of Energy;
• “Ofgem” means the Gas and Electricity Markets
Authority, which regulates the gas and electricity
markets in Great Britain (or any other organisation
which replaces it);
• “Payment Method” means one of the following
methods of payment of charges due from you
to us under the Contract: (i) payment through a
Prepayment Meter; (ii) monthly payment in arrears
by debit or credit card, cash or cheque; or (iii) your
bank has been authorised by you, under the Direct
Debit Scheme, permitting us to collect charges
due from you to us under the Contract directly
from your bank;
• “Property” means the property (including any
part of any land, building or structure) to which
Energy will be supplied under this Contract and
at which Energy will be used wholly or mainly for
domestic purposes;
• “Prepayment Meter” means a meter which
operates in a way that requires you to pay charges
in advance;
• “Principal Terms” means the key terms
applicable to your tariff as set out in your Welcome
Letter and which form part of the Contract;
• “Privacy Policy” means the policy in Appendix A
of these terms and conditions;
• “Promotional Offer” means any promotional
offer (e.g. discount voucher, free gift or entry into
a reward points scheme) which is set out in your
Welcome Letter, including all associated terms
and conditions;
• “Relevant Network Operator” means either
the local gas network operator and/or the local
electricity network operator;
• “Security Deposit” means an Additional Charge
payable by you to us, which is an advance payment
to cover any future charges due from you to us
under this Contract which you fail to pay;
• “Standard Cancellation Date” means the date
which is 14 calendar days after the Contract Start
Date (or such later date as we may notify to you);

• “Supply Start Date” means the date on which
we start to supply Energy as set out in clause 6.1
in circumstances where this Contract is not a
Deemed Contract;
• “we”, “us” and “our” in each case refers to
OVO Electricity Limited (when we are selling you
electricity) or OVO Gas Limited (when we are
selling you gas). Our address is 1 Rivergate, Temple
Quay, Bristol BS1 6ED;

your behalf) and us; or
e) the date on which you start to take a supply of
Energy at the Property without having done any of
the above (this will be a Deemed Contract).

3

a) you are an owner or occupier of the Property;

• “Welcome Letter” means the letter we may send
to you (by post or e-mail) to confirm the terms and
conditions of the Contract which are not set out in
these terms (including the Principal Terms);
• “Working Day” means any day other than a
Saturday, a Sunday, Christmas Day, Good Friday or
a day that is a bank holiday within the meaning of
the Banking and Financial Dealings Act 1971; and
• “you”, “your” and “Customer” refers to the
person or persons named on the Application,
any persons notified to us from time to time and
accepted by us or the person or persons who
enter into a Deemed Contract with us.

b) we are the registered supplier at the Property
prior to you taking a supply of Energy there; and
c) you start to take a supply of Energy at the
Property without having taken any of the actions
at clauses 2.4(a) to 2.4(d) to enter into a contract
with us or you start to take a supply of Energy after
such a contract has ended.
3.2

Where we supply Energy to the Property under
a Deemed Contract, the prices charged for the
supply of Energy will comprise a standing charge
and unit rate. The prices will be those currently
applicable under our Tenant Saver (Variable) tariff.
These prices are available to you at
sparkenergy.co.uk/our-prices or on request from
our trading address (see above).

3.3

Where we supply Energy to the Property under a
Deemed Contract, the deemed Payment Method
by which you are required to pay our charges
for the supply of Energy will be by Direct Debit
payment (if you have a credit meter) or, where the
meter at the Property is a Prepayment Meter, by
prepayment through the meter, unless you choose
a different Payment Method.

3.4

Where the Contract is a Deemed Contract, there
are no termination charges. It will end: a) where
you start to receive a supply of Energy, either from
us or from another supplier, under a contract you
have agreed with us or the other supplier; or
b) where the supply of Energy to the Property is
cut off (for example because you have failed to
pay amounts as required under the Contract or
no longer need a supply); but you continue to be
responsible for paying all charges that become
due under the Deemed Contract.

4

Supplying energy

4.1

We agree to supply Energy to the Property, in
accordance with the Contract.

4.2

You confirm that:

2	
The contract
2.1

The Contract is between you (the Customer)
and us.

2.2

The Contract consists of your Application, these
terms and conditions, the Principal Terms, any
Promotional Offer and any additional terms and
conditions set out in your Welcome Letter (or
equivalent).

2.3

Where you own the Property for the purpose of
renting or leasing the Property to another person
and you (or any person authorised on your behalf)
have an agreement with us that a contract for the
supply of Energy will be entered into between
you and us in the circumstances specified in
the agreement, without you having made an
Application, the Principal Terms and prices will be
those provided to you before the Contract Start
Date and confirmed in your Welcome Letter.

2.4

The Contract Start Date will be:
a) the date on which you signed an Application in
our presence;
b) the date on which you submitted an Application
to us over the internet;
c) the date on which you agreed an Application on
the telephone with us;
d) another date which has been agreed between
you (or any person authorised to act as agent on

Deemed contract

3.1	The Contract between you and us is a Deemed
Contract where:

a) you are the owner or an occupier of the
Property (or will be by the date you require the
supply of Energy to start);

4.3

b) the Property is currently connected to a gas
and/or electricity distribution system of the
Relevant Network Operator, or they will be by the
date you require the supply to start;

later than 21 calendar days from the Standard
Cancellation Date, unless:

c) where you are requesting a change in the
supplier of Energy to the Property, you have
authority to do so; and

b) you tell us, before we start to supply Energy to
the Property, that you do not want us to start to
supply Energy to the Property;

d) where you have made an Application, the meter
at the Property is appropriate for the Energy and
for the Payment Method that you have chosen on
your Application.

c) your current supplier prevents us from starting
to supply Energy to the Property by objecting to
the transfer;

a) you tell us that you want us to supply Energy
from a later date;

d) we have taken all reasonable steps to obtain but
do not have all the information we need to be able
to start supplying Energy to the Property; or

The supply of Energy under the Contract will be
delivered to the Property by the Relevant Network
Operator. We do not guarantee the supply of
Energy to the Property at all times.

5

Cancellation

5.1

Unless the Contract is a Deemed Contract,
you may cancel the Contract by the Standard
Cancellation Date by:-

e) we are unable to start supplying Energy to the
Property for reasons which are outside of our
control, despite having taken all reasonable steps
to do so.
6.4

(i) sending us an e-mail to orders@sparkenergy.co.uk;
(ii) contacting us by telephone on 0345 034 7474;

a) this Contract shall remain in force for a period of
up to 3 months from the Contract Start Date and
we will continue to pursue the transfer during this
period; and

(iii) writing to us at our trading address to let us
know; or
(iv) where we have provided you with a
cancellation form, completing and returning
either by e-mail or post, a completed cancellation
form to us.
5.2

If we currently supply the Property with Energy
and you do choose to cancel, we will continue to
supply and bill you for your Energy usage under our
Deemed Contract provisions until you arrange for
a new supplier to supply the Property.

6

Supply start date

6.1

The Supply Start Date will be the later of:

b) if we are still prevented from supplying Energy
to the Property, we will notify you and the Contract
will end.
6.5

a) the Contract Start Date;

b) The opening meter reading(s) for you is/are the
same as the final meter reading(s) for the outgoing
customer.

c) in cases where a meter or junction box must
be connected before supply can start, when the
meter or junction box is actually connected; and

6.2

We shall use all reasonable endeavours to notify
you of the Supply Start Date in advance.

6.3

Where we are not the registered supplier at the
Property on the Contract Start Date, we will aim
to start to supply Energy to the Property by no

You must tell us the date on which you begin to
take Energy at the Property, either before or on
the Supply Start Date, or as soon as reasonably
possible afterwards. You must provide us with an
accurate meter reading(s) at that time (or permit
us, or any other person on our behalf, safe access
to the Property to obtain a meter reading). If this
information is not made available, then we reserve
the right to consider that:a) Your Supply Start Date is the day after the
termination date for the outgoing customer; and

b) the date we are registered to supply Energy
to the Property;

d) a date which has been agreed between you
and us.

Where we are not the registered supplier at the
Property on the Contract Start Date and your
current supplier prevents us from supplying
Energy to the Property by objecting to the transfer:

7

Our prices and charges

7.1	You agree to pay us:
a) our charges for the supply of Energy to the
Property;
b) our charges for any Non-Supply Services; and
c) any Additional Charges that may apply under

this Contract.
Our charges are based on a single standard charge
which is a fixed amount per day and a unit rate. If
you are on a non-time of use tariff, then the unit
rate is a single unit rate (which is an amount per
unit of energy used. If you are on a time of use tariff
(which means you pay a different price for Energy
depending on the time of day), then our unit rate is
based on time of use rates.
7.2

Our charges for the supply of Energy will be
determined by the prices applicable to your tariff
and Payment Method or such other charges as
determined in accordance with the terms and
conditions of the Contract.

7.3

You can get further information on our prices at
sparkenergy.co.uk/our-prices or on request from
our trading address (see above).

7.4

Our charges for the supply of Energy are based on
the Energy consumed at the Property according
to the volumes recorded and measured by your
meter. If you or we dispute the accuracy of a meter
reading, we shall make arrangements for the meter
to be inspected and tested. If the meter is found
to be operating within the limits of accuracy as
required by the applicable legislation, the cost of
the inspection and testing of the meter will be paid
by the party that disputed the accuracy of the
meter.

7.5

in connection with the supply of Energy on your
side of any meter and must maintain them in good
working order and safe condition at all times.
8.2

You must ensure that any meter measuring
the supply of Energy to the Property and
any equipment, apparatus or device which
is associated with or ancillary to the meter is
free from damage or interference. If you do
not, we may charge an Additional Charge for
the reasonable costs paid or incurred by us to
inspect, repair and/or replace any meter, piece of
equipment, apparatus or device.

8.3

You must let us know right away if there is any
damage, fault or other problem with the meter at
the Property or with any equipment, apparatus or
device which is associated with or ancillary to the
meter.

9

Access to premises and meters

9.1	You agree to allow the Relevant Network Operator
and any agent appointed by us to have safe, full,
and free access to the Property:
a) at any time, if there is a risk to the health and
safety of any person or risk of damage to any
property, or if we have been given a statutory
direction relating to the supply of Energy to the
Property;
b)at all reasonable times, for the purpose of
installing, maintaining or replacing any pipes,
fittings, plant, wires and cables, equipment or
apparatus owned or operated by either the
Relevant Network Operator or us in connection
with the supply of Energy;

Our charges for the supply of Energy may be
based on a reasonable estimate of your Energy
consumption. This will be based on information
we hold about your Energy consumption, previous
Energy consumption at the Property and/or
average Energy consumption in similar premises.
You must pay the charges based on an estimate
of your Energy consumption and, where we
next charge you on the basis of an actual meter
reading, we will adjust our charges to ensure that
your charges over time reflect your actual Energy
consumption.

7.6

The charges for any Non-Supply Services will be
set out in your Welcome Letter.

7.7

We may also recover from you any Additional
Charges which apply under this Contract. You can
get further details of the Additional Charges that
might apply at sparkenergy.co.uk/ legalstuff or on
request from our trading address (see above).

8

Your responsibility for equipment

8.1

You are responsible for all pipes, fittings, plant,
wires and cables, equipment and apparatus used

c) at all reasonable times, for the purpose of
installing, maintaining, testing, removing or reading
any meter or metering equipment that is used to
enable us to perform our obligations under this
Contract;
d) at all reasonable times to disconnect, restrict or
cut off the supply of Energy to the Property where
we are permitted to do so under this Contract; and
e) at all reasonable times after this Contract has
ended, if we want to collect any meter or other
equipment or apparatus that belongs to us.
9.2

Where an appointment has been made for one of
our agents to attend the Property and we are not
able to access the Property at the arranged time or
you cancel an appointment on less than 24 hours’
notice, we may charge an Additional Charge.

10

Security deposit

11

Previous supplier’s charges

10.1

We may ask you to pay a Security Deposit at any
time: a) if we are concerned about your ability to
pay our charges; b) if you fail to pay our charges
in accordance with clause 12 below; c) before
we begin to process your switch from another
supplier and/or begin your supply; d) if you’re
changing Payment Methods; or e) if your chosen
Payment Method is standard credit (paying in
arrears by credit or debit card, cash or cheque); or
f) for any other reason within our discretion. In
these circumstances you can pay using a
prepayment meter if you’d prefer not to give a
Security Deposit.

11.1

If we are the new supplier at the Property and you
have not paid all of the charges you owe to your
previous supplier, some or all of the outstanding
charges may be transferred to us to collect. Where
your previous supplier notifies you in writing that
this is to happen, we may collect the outstanding
charges from you as Additional Charges.

10.2

If we require a Security Deposit, your contract with
us won’t come into effect until we have received
the Security Deposit in full. We may refuse to start
the supply until the Security Deposit is paid, or we
may stop the supply if we have to use the Security
Deposit to pay one of your bills. If the supply start
date is delayed because you have not paid the
Security Deposit, we aren’t responsible for any
charges you have to pay your old supplier.

10.3 The amount of a Security Deposit will be
determined by us based on your individual
circumstances and the likely value of your monthly
bills. Throughout your contract we may change the
amount held as a Security Deposit in your account.
This may be based on a credit assessment and/or
any payment history.
10.4 Where we are holding a Security Deposit, the
title in the Security Deposit will vest in us.
The Security (and the amount) will not be included
in your current account balance and will be kept in
an account separately from our money but mixed
in with other customers’ security deposits.
The security deposit will be put towards your bill
if you don’t pay on time.
10.5 Unless it is reasonable for us to keep a Security
Deposit for a longer period, we will repay it to you
(in accordance with clause 10.6) either: within
14 calendar days if, during the previous 12 months,
you have paid all our charges in accordance with
the Contract; or within 28 calendar days, if the
Contract has ended and you have paid all our
charges.
10.6 Where we repay a Security Deposit, the amount
we repay will be the amount you paid less any
amount we have previously deducted to recover
outstanding charges in accordance with the
Contract.

12

Billing and payment

12.1

You agree to pay the Charges as specified
in the Contract.

12.2

Where a credit meter is installed, you are agreeing
by default to pay by Direct Debit unless you
choose a different payment method.

12.3

You shall pay the charges due under the Contract
according to the applicable tariff and using the
Payment Method confirmed in your Welcome
Letter or such other Payment Method as
determined in accordance with the terms and
conditions of the Contract.

12.4

We will send you a bill or statement as required
by our licence conditions (which will show you a
breakdown of our charges) at least once per year.
You may request statements at other times and
we will endeavour to provide them.

12.5

If you receive a bill or statement which is based
on an estimate of your Energy consumption
and you do not consider the estimate to be
reasonable, you should notify us and provide us
with an accurate meter reading as soon as possible
afterwards.

12.6

We will apply any payments we receive by
any Payment Method, whether for a credit or
prepayment meter, first to your most recent
Energy consumption and the most recent debt
(whether invoiced or not) you have accrued to us.

13

Change of payment method

13.1

We may require a change to your Payment Method
in the following circumstances:
a) where the meter at the Property is not
appropriate for your Payment Method, but is
appropriate for another Payment Method, we may
require you to pay our charges using that other
Payment Method;
b) where you fail to pay our charges as required
under the Contract, we may require you to pay
by some other Payment Method (for example, we
may change your Payment Method to payment

through a Prepayment Meter or to monthly
payment in arrears by cash or cheque); and
c) where a Direct Debit instruction for payment
of our charges is cancelled during the term of
this Contract and you have not paid all amounts
included in our final bill or statement, we may
require you to pay our charges using a Payment
Method other than payment by Direct Debit.
13.2

13.3

b) if you have paid a Security Deposit to us, we may
use the Security Deposit to pay off the outstanding
charges you owe to us.
14.4

a) we may charge you an Additional Charge to
recover our reasonable expenses incurred in
pursuing you to pay the charges, including without
limitation our reasonable administration costs, our
costs paid or incurred by us in trying to contact you
for payment and, if we need to visit the Property,
for obtaining a warrant allowing us to enter the
Property;

Where we require a change to your Payment
Method, we will change the terms and conditions
that apply to your Payment Method and there
may be an increase in our charges for the supply
of Energy to the Property. You can get further
information about the charges applicable to
different Payment Methods at sparkenergy. co.uk/
our-prices or on request from our trading address
(see above).

b) we may charge an Additional Charge to recover
interest on the outstanding charges at an annual
rate of 4% above the prevailing Bank of England
base rate; and

At least 7 Working Days before we require a change
to your Payment Method, we will give you a notice
setting out:
a) any disadvantageous changes to your terms and
conditions we will make (including any increase
in our charges for the supply of Energy to the
Property);

c) we may (where we are permitted by our licence
conditions and industry arrangements) prevent
you from transferring to another Energy supplier.
14.5

Where we prevent you from transferring to
another Energy supplier, we will give you notice of
this, tell you our reasons for preventing the transfer
and tell you about what you can do if you disagree
with our reasons.

15

Rights to stop supplying you

15.1

We may disconnect, restrict or cut off the supply
of Energy to the Property (in respect of gas or
electricity, as appropriate) in any of the following
circumstances:

b) when these changes will take effect; and
c) the main reasons for us requiring a change in
Payment Method. You are not obliged to accept
the proposed changes.
13.4

Where the change in your Payment Method
requires a meter or associated equipment to be
changed, we may charge an Additional Charge to
cover this.

14

Failure to pay our charges

14.1

If there is more than one Customer under this
Contract, each Customer will be jointly and
severally liable for any charges due under the
Contract. This means we will be entitled to claim all
of the amounts owed under the Contract from any
person who has entered into this Contract with us.

14.2

14.3

If you are having difficulties paying our charges, we
will try to help you, but we can only do this if you
contact us to let us know.

Where we have sent you a bill or statement
requesting payment of charges and the charges
requested remain unpaid for 30 calendar days
after the date payment was requested;

a) where there is a risk of danger to the public if we
continue to supply;
b) where you fail to pay our charges or a Security
Deposit as required under the Contract or if we
have to use the Security Deposit to pay your bills,
and it is not safe or practicable to fit a Prepayment
Meter to collect the outstanding and future
charges;
c) where you are in material breach of the
Contract;

Where you fail to pay our charges by the date they
are due to be paid or you have failed to pay by
Direct Debit in accordance with the Contract:

d) where we reasonably believe that there has
been a theft of Energy or a deliberate interference
with a meter; or

a) if you have more than one account with us,
we may use any credits on one account to pay
amounts owing on another account; and

e) where we are required or permitted to
disconnect, restrict or cut off the supply of Energy
under any law, licence, code or agreement.

15.2

Where we disconnect, restrict or cut off the
supply of Energy to the Property, we may charge
an Additional Charge to recover our reasonable
costs and there may be a further Additional
Charge to cover our reasonable costs incurred in
reconnecting the supply.

15.3

If we have had to suspend or disconnect the
supply, we can ask for a Security Deposit before we
restart or reconnect it.

16

Changing the contract

16.1

We may, without your consent, make any
amendment to the Contract which does not
involve an increase in charges and which does not
cause you any disadvantage. We will notify you of
any such amendment before it takes effect.

16.2

We may, without your consent, amend the
Contract in a way that may not be to your
advantage (including increasing our charges):

of the price plans we offer; and
c) you have contacted us and given your express
consent to the amendment.
16.6

Where we amend the Contract (including
charges) under paragraph 16.5, we will send you
a statement confirming that you have agreed to
the amendment and explaining the effect of the
amendment.

16.7

Where, in accordance with the Contract, we
amend our charges for the supply of Energy to
the Property we will, unless you provide us with
an actual meter reading or we are able to take
an actual reading on the date the Contract is
changed, calculate charges using an estimated
meter reading for the date on which the
amendment takes effect.

17

Ending your contract

17.1

In the circumstances set out in clause 6.4, the
Contract will end on the date determined in
accordance with that clause.

17.2

Unless clause 17.3 applies, the Contract will end:

a) where we require a change to your Payment
Method in accordance with clause 13; or
b) where we have sent you a Notice of
Amendment at least 30 calendar days in advance
of the date of which the proposed amendment
would take effect and clause 16.3 does not apply.
16.3

Where we have sent you a Notice of Amendment,
we will not make or enforce the proposed
amendment where: a) we are informed, by no
later than 20 Working Days after the amendment
set out in the Notice of Amendment takes
effect, that another Energy supplier is to start
supplying Energy to the Property and that Energy
supplier starts to supply Energy to the Property
within a reasonable period of time after we are
so informed; or b) you have entered into a new
contract with us by no later than 20 Working Days
after the amendment set out in the Notice of
Amendment takes effect.

16.4

We may, without your consent, amend the
Contract, where we are required to do so by law.

16.5

We may also amend the Contract (including our
charges), where:
a) if the proposed amendment may not be to your
advantage (including an increase in our charges),
we have sent you a Consent Request in advance
of the date of which the proposed amendment
would take effect;
b) the amendment will (when it takes effect) result
in the Contract being subject to the same terms
and conditions as are applicable to any other
contract we have with other customers under one

a) on the date you stop owning or occupying the
Property, if you give us at least 2 Working Days’
notice of that date; or
b) where you stop owning or occupying the
Property without giving us at least 2 Working Days’
notice, the Contract shall end on the earlier of:
(i) the date that is 2 Working Days after you have
given us notice that you have stopped owning or
occupying the Property, and
(ii) the date that another person begins to own or
occupy the Property and starts to take a supply of
Energy at the Property.
17.3

Where you occupy (but do not own) the Property
and the owner of the Property and us have agreed
in advance that a contract for the supply of Energy
will be entered into on the date you stop occupying
the Property (and this agreement has not been
withdrawn), the Contract will end on the date you
stop occupying the Property.

17.4

You may also end this Contract:
a) where you have contacted another supplier and
asked to be supplied by them, from the date the
other supplier becomes the registered supplier
at the Property; and
b) at any time by notifying us in writing at least
28 calendar days before the date you want the
Contract to end.

17.5

We may end this Contract:

a) you and we will not lose any rights we already
have to claim amounts that are owed at the end of
the Contract; and

a) at any time by notifying you in writing at least
30 calendar days before the date we want the
Contract to end;
b) immediately where you are no longer the owner
or occupier of the Property; and
c) unless the Contract is a Deemed Contract (in
which case, see clause 3.4(b) above), immediately
where we have disconnected or cut off the supply
of Energy in accordance with clause 15 above.
17.6

Either you or we may end this Contract
immediately if we are no longer licensed to supply
Energy to the Property.

17.7

Where Ofgem gives a direction to another
supplier for it to supply Energy to the Property,
the Contract in respect of the Energy covered by
the direction will end on the date the direction
takes effect.

17.8

You continue to be responsible for and are
required to pay charges for the supply of Energy to
the Property until the date that the Contract ends.

17.9 Where you stop owning or occupying the Property,
you must provide us with an accurate final meter
reading showing the consumption of Energy up
to the date you stopped owning or occupying the
Property (within 2 calendar days of that date) and
where you wish to end the Contract for any other
reason, you must provide us with an accurate final
meter reading up to the date the Contract ends
(within 2 calendar days of that date).

b) you must still provide us with final meter
readings in accordance with clause 17.9 above.

18	Transfer of our charges
18.1

Where this Contract ends and your supply has
been transferred to another supplier, we may
transfer the right to recover charges requested in
our final bill or statement which are outstanding to
your new supplier for them to collect for us. Where
we notify you in writing that this is to happen, your
new supplier may collect the outstanding charges
from you.
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Safety and emergencies

19.1

If you become aware of or suspect any escape
of gas or any other gas emergency, you must
immediately notify your Relevant Network
Operator’s emergency service on 0800 111 999.

19.2

If you become aware of or suspect anything
relating to the supply or distribution of electricity
which may cause danger or require urgent
attention, you must notify your Relevant Network
Operator.

19.3

You must not at any time use or permit any use
of Energy supplied under this Contract:
a) in or as part of any dangerous process;
b) in a way likely to create any risk to the health
and safety of any person or risk of damage to any
property (other than where such risk is inherent in
the normal use of Energy); or

17.10 Where you wish to end your Contract because you
are due to stop owning or occupying the Property,
you must notify us of your new or forwarding
address.
17.11

When we are made aware that the Contract is to
end, we shall prepare a final bill or statement for
you. If we do not receive an actual meter reading
from you in accordance with clause 17.9, we may
base the final bill or statement on a reasonable
estimate of your Energy consumption.

c) in a way which will interfere with the efficient
supply of Energy to other customers.
19.4

a) we may cut off or restrict the supply of gas to
the Property; and

17.12 Where you cancel a Direct Debit instruction for
payment of our charges before we have sent you
our final bill or statement, you will still be required
to pay any further charges which are due to us
under the Contract.
17.13 Where we have sent you a final bill or statement
requesting payment of charges, you are required
to pay all charges requested within 7 calendar days
of the date on such final bill or statement.
17.14 Where this Contract ends:

Where this Contract is for the supply of gas and we
are given a statutory direction to cut off or restrict
the supply of gas to the Property:

b) you must comply with any instructions we give
to you in respect of your use of the gas, where it is
necessary or expedient for us to take such action
in order to comply with the direction and while the
direction is in force.

20

Standard terms of connection for the
supply of electricity

20.1

If we supply you with electricity under this
Contract, you agree to enter into a standard

connection agreement for your electricity with
your Relevant Network Operator. We may act as
an agent for your Relevant Network Operator to
obtain a connection agreement with you.
20.2 Your connection agreement with your Relevant
Network Operator is that you and your Relevant
Network Operator must comply with the National
Terms of Connection (“NTC”). The NTC is a binding
legal agreement that sets out rights and obligations
relating to the supply of electricity to the Property.
A copy of the NTC can be found on the National
Terms of Connection (Great Britain) website at
connectionterms.org.uk.
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Additional terms that apply for
prepayment meters

21.1

You are responsible for your prepayment card, key,
token (or similar device) and you must keep it safe
and undamaged.

21.2

If you damage or lose your prepayment card,
key, token (or similar device), we may charge an
Additional Charge to recover our reasonable costs
(or those of our agents) for providing you with a
replacement.

21.3

If you owe us money, we may agree to allow you to
pay it back by paying more on your Prepayment
Meter than is required to pay for your Energy
consumption.
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Additional terms that apply for
smart meters

22.1

The smart meter and display unit are owned by us
or our agents. If you stop owning or occupying the
Property, you must leave the display unit at the
Property and you must leave the display unit linked
to the smart meter.

consumption where circumstances beyond our
control prevent us from taking an actual meter
reading.
22.4 You must let us know right away if your smart
meter or display unit has been moved, appears to
be faulty or has been tampered with.
22.5 If you have a smart meter installed by another
supplier you should tell us this before you transfer
to us. After you transfer to us you may not be able
to use all the functions of the smart meter but we
will explain what functions (if any) will be affected
before you transfer to us based on the information
that we have.
22.6 In addition to the monthly information we collect,
if you have, at the Supply Start Date, chosen to
allow us to collect information about your Energy
usage from your smart meter at half-hourly
intervals we will use this information
(in accordance with our Data Charter –
sparkenergy.co.uk/legalstuff) to:
(a)

manage your account and to supply the services
you have requested from us and

(b)

collect your half-hourly readings once a day unless
we notify you otherwise.

22.7 If you have not given us your permission to collect
this half-hourly information from your smart meter
(or later wish to withdraw your permission) you can
do so at any time by e-mailing us at smartmeters@
sparkenergy.co.uk, calling us on 0333 321 6246 or
writing to us at our trading address.
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Additional needs

23.1

If you or a member of your family or household
has additional needs in relation to how you use
the supply of Energy under this Contract then you
must let us know. The Citizens Advice Bureau is
an independent body who can advise you on what
is available to meet your circumstances. Please
contact them on 03454 040506 (03454 040505
Cymraeg) or visit citizensadvice.org.uk.

24

Use of personal information

24.1

The personal information that you provide to us
or we hold (whether or not under the Contract)
may be used by us, our employees and/or agents
in accordance with our Privacy Policy. You and we
shall comply with our Privacy Policy. You can find
a copy of our Privacy Policy in Appendix A of these
terms and conditions.

22.2 We may use the smart meter to manage your
supply of Energy without attending the Property,
including:
a) reading your meter on a monthly basis and
monitoring your consumption of Energy;
b) undertaking repairs or updates to the smart
meter;
c) changing the smart meter from a credit meter
to a Prepayment Meter; and
d) restricting or cutting off your supply of Energy.
22.3 Our charges for the supply of Energy are based on
the Energy consumed at the Property according to
the volumes recorded and measured by the smart
meter. Our charges for the supply of Energy may
be based on a reasonable estimate of your Energy

24.2 You are entitled to have a copy of the information
we hold about you. We may charge an Additional
Charge for providing you with a copy of such
information.
24.3 If you provide us with an e-mail address you agree
that we may send contract fulfilment and other
account information by email. You agree to notify
us of any change to your e-mail address.
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Limitation of liability

25.1

If we cannot supply you with Energy at the
Property for some reason that is beyond our
reasonable control (for example because of a
failure in the local or national network), you will
not be able to claim that we have breached this
Contract.

Contract, to our WETA Partner or any party whom
our WETA Partner considers, acting reasonably,
to be appropriate.
27.3 Where our licence conditions provide that we
must include in these terms and conditions
a requirement which could reasonably be
considered as:
a) giving you a right to receive something in any
circumstances;
b) giving you a right to avoid being subject to
something in any circumstances, and
c) providing you with a specific form of protection
in any circumstances, we shall comply with that
requirement. You can get further information on
our licence conditions at ofgem.gov.uk/.

25.2 If you suffer any loss or damage, our responsibility
to you shall be limited to a maximum liability of
£100,000 in any calendar year. However, we will
not be liable to you for

27.4 Your rights and obligations under this Contract
are personal to you, and you are not entitled to
transfer the benefit or burden of it to another
person without our written consent.

(a) any indirect, consequential, economic or
financial loss or

27.5 Nothing in this Contract affects any statutory
rights you may have under law.

(b) any loss which is not reasonably foreseeable.

27.6 If any provision of this Contract is declared to
be invalid by a court or regulatory authority, the
validity of the remaining provisions of this Contract
shall not be affected.

25.3 If the Relevant Network Operator causes you loss
or damage, our responsibility to you will be limited
to the amount we are entitled to recover from
them (or both) on your behalf.
25.4 Nothing in this Contract will exclude liability for
death or personal injury caused by our negligence
or any other liability which cannot be excluded or
limited by law.
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Notices

26.1

Written notice to us in pursuance of your rights
under this Contract must be made to our trading
address as set out above or to such other address
that we have notified to you in writing or that we
have published on our website for the purpose of
receiving notices

27

General terms & conditions

27.1

We may transfer all or part of this Contract to
another licensed Energy supplier without your
consent. Any such transfer would be notified to
you and clause 18 shall apply to any such transfer
as if this Contract had ended and your supply has
been transferred to the other supplier.

27.2 Without your prior consent, we may: a) transfer
our rights or interests and liabilities under this
Contract; or b) grant security or declare a trust
over our rights or interests and liabilities under this

27.7 If the Property is located in England or Wales, this
Contract shall be governed in accordance with the
laws of England and the English courts shall have
exclusive jurisdiction. If the Property is located
in Scotland, this Contract shall be governed in
accordance with the laws of Scotland and the
Scottish courts shall have exclusive jurisdiction.
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Complaints

28.1

If you have any complaint about the services
provided under the Contract you should in
the first instance write to us at our trading
address (see above), contact us by e-mail
at customerrelations@sparkenergy.co.uk or
telephone our dedicated Customer Care team
on 0345 130 8355. Our complaints procedure is
available on our website at sparkenergy. co.uk/
useful-info/complaints.

28.2 Where we are unable to resolve the matter to your
satisfaction you may refer the complaint to the
Energy Supply Ombudsman at:
Ombudsman Services: Energy, PO Box 966,
Warrington WA4 9DF Phone: 0330 440 1624
Fax: 0330 440 1625
Text phone: 0330 440 1600
Website: ombudsman-services.org/energy

Appendix A: Privacy policy
A guide to the use of your personal data

We’re committed to protecting and respecting your
privacy. This policy describes what information we’ll
collect from you and in particular explains how we make
sure that we meet our legal obligations to you, under UK
data protection rules (including associated guidance).

1

Who we are
When we refer to ‘we’, ‘us’ or ‘our’ in this privacy
policy we mean the OVO group businesses,
including supplying gas or electricity under our
Spark brand. The specific business processing
your personal data is the business set out in your
terms and conditions.
For the purpose of data protection laws, we are
the “controller”. That means that we’re
responsible for looking after the personal
information that we hold about you. We’ll use your
personal data fairly, lawfully and in a transparent
manner, and in accordance with data protection
laws. You may contact our Data Protection Officer
at dataprotection@sparkenergy.co.uk
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The information we collect about you
a) Information you give to us
You may give us information about you by filling
in forms on our website or by contacting us by
phone, e-mail, SMS, chat or other means. This
includes information you provide when you
sign up to one of our tariffs or products, register
to use our site or online services, search for a
product, participate in live chat or use other social
media functions on our site, enter a competition,
promotion or survey, and when you report a
problem with our site.
We may ask you to provide the following
information:
• your name;
• your age and date of birth;
• your postal address;
• your phone number (land line and/or mobile);
• e-mail details;
• energy consumption data, for example data
about your energy usage and other service related
information (including data gathered and stored
on a smart meter);
• bank account details;
• photograph;
• financial and credit card (or other billing
information); and

• details of any personal circumstances or
additional needs you may have that mean you
would like to be placed on our Priority Services
Register.
b) Information we collect when you visit our
website or when you call us
Each time you visit one of our websites, we’ll
automatically collect the following information:
• technical information, including the Internet
protocol (IP) address used to connect your
computer to the Internet, your login information,
browser type and version, time zone setting,
browser plug-in types and versions, operating
system and platform; and
• information about your visit, including the full
Uniform Resource Locators (URL) clickstream
to, through and from our site (including date and
time), products you viewed or searched for, page
response times, download errors, length of visits
to certain pages, page interaction information
(such as scrolling, clicks, and mouse-overs), and
methods used to browse away from the page and
any phone number used to call us.
We’ll also record calls that we hold with you
for quality, training and audit purposes (and to
ensure that such calls meet legal and regulatory
requirements), but only having notified you of this.
c) Information we collect from other sources
We work with certain other third parties and we
may collect information about you from them.
This information may include:
• name, date of birth, contact, property and
payment details from our sales contractors
• name, date of birth, contact and property details
from our letting agent partners
• information relating to your account(s) with
us from our debt collection agencies. This could
include contact details, information about any
payments you have made or payment plans you
have agreed, and information about your personal
circumstances such as your ability to pay and any
additional needs you have
• name, contact, property and financial details
from online comparison sites
• information relating to your energy consumption
from our smart metering partners,
• information relating to your credit score from
credit reference agencies
• data from advertising networks;

• data from analytics providers; and

• to create personalised messages and content
for you;

• data from search information providers.

• in connection with arranging and conducting
visits to your property (e.g. to read meters);

d) Credit reference agencies
When you enter into a contract for the supply
of energy to your property with us, we’ll supply
and collect information about you from credit
reference agencies. When credit reference
agencies receive a search request from us,
they’ll place a search footprint on your credit
file that may be seen by other lenders. They
supply to us both public (including the electoral
register) and shared credit, financial situation and
financial history information and fraud prevention
information.

• to contact you (including by SMS and e-mail)
with products and services that we or members of
the OVO corporate group offer which are similar
to those that you have already, or information
about services or products you’ve opted in to
receiving from us (the members of the OVO
corporate group includes related companies such
as VCharge UK Ltd, Corgi HomePlan Ltd, Corgi
HomeHeat Ltd and other subsidiaries of OVO
Group Limited from time to time);
• where you’ve given your consent or asked us
to do so, to disclose your personal information
to carefully chosen third parties including our
broadband and telephony partner so that they
may contact you (including by SMS and e-mail)
with products and services which they think may
interest you;

We may also make checks such as assessing
your application for credit and verifying identities
to prevent and detect crime. We’ll also continue
to exchange information about you with CRAs
on an ongoing basis, including about your settled
accounts and any debts not fully repaid on time
and may also make periodic searches at credit
reference agencies and fraud prevention agencies
to manage your account with us. The identities
of the credit reference agencies, and the ways in
which they use and share personal information,
are explained in more detail at
experian.co.uk/crain/index.html
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• where your letting agent has provided us with
information about you, to disclose your personal
information to your local council and water
authority so that they can contact you about any
relevant tax or charges;
• in connection with system maintenance, testing
and training;

How we will store and use your
information

• to run credit checks and check your credit score,
the results of which may impact the services which
we offer you;

We (or a third party acting on our behalf) may
collect, store and use your personal information
listed in section 2 above (including energy
consumption data) for the following purposes:

• to undertake or assist fraud prevention, identity
or money laundering verification and legal
enforcement where necessary;

• to transfer your energy supply to us, from your
previous energy provider or to transfer your energy
from us, to another provider;

• to pursue any money owed to us and manage
our debt collection and recovery activities;
• to create profiles and marketing opportunities
where you have explicitly consented for your data
to be used for such purposes; and

• to manage your energy account(s) with us;
• to provide you with information about how
much of a particular service you’ve used and
what charges will apply, for example how much
electricity or gas you have used and what charges
will apply;

• in connection with market research activities.
We will not keep personal information longer than
is necessary for the purpose or purposes for which
they were collected. Please see section 12 of this
policy for further details.

• to improve the accuracy of your energy bills;
• to communicate with you in relation to your
account with us, including by post, email, your
online account, SMS and live chat;
• to allow you to participate in interactive features
(e.g. on our website) and as part of our efforts
to keep our website safe and secure and to
administer our website for internal operations;
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Who we share your information with
We may disclose your personal information in
respect of the purposes listed above with the
following organisations:
• letting agents (in each case where applicable)

in order to carry out any ancillary services that
you have requested, for example assistance with
council tax and water set up at a new address;

organisations involved in fraud and crime
prevention for the purpose of identifying instances
of fraud and informing them of suspected
instances of fraud;

• our group companies;
• our trusted business partners that we use in
order to provide the products and services that
you have requested including: our customer
service contractors and smart metering
contractors;

• debt collection agencies to recover outstanding
late payments and manage our debt collection
activities including issuing default notices;

• where you’ve asked or expressed interest, our
Tenant Direct online comparison website in order
to provide you with a quote and details of a new
tariff;

• where a third party acquires all or most of our
business, that third party;

• market research organisations in order to collect
information on customer experience;

• marketing agencies and OVO Group companies
to provide you with information about our
products and services or other products and
services which may be of interest to you (provided
you’ve given your consent see the “Using your data
for marketing purposes” section below for more
information);

• Government and/or regulatory bodies, such
as Ofgem and the Information Commissioner’s
Office, in order to comply with our legal and
regulatory obligations;
• the police and other crime prevention agencies;

• administrators of Spark Energy Supply Ltd; and

• third parties where there is a legal duty to
disclose information;

• regulators and other authorities based in the UK
who we need to report to about what we’re doing
with your personal data in certain circumstances
(including third parties instructed by those
authorities to process personal data on their
behalf).

• third parties such as industry databases, Ofgem,
and debt collection agencies in order to enforce or
apply the terms of our contract with you;
• the owners and/or operators of smart (or similar)
meters, our smart metering contractors, and the
Data Communications Company (DCC) in order
to communicate with and obtain readings from
customers’ smart meters;
• other utility service providers who may supply
your property including your distribution network
operator as well as your local authority, water
company, social services, charities, healthcare
or other support organisations and/or housing
associations relevant to your property and/or use
of our services;
• our online email providers and contractors who
send out post and other communications for us in
order to send you information about your account
and related products and services;
• payment providers;
• credit reference agencies for the purpose of
receiving information about you, performing credit
checks and exchanging information about you
including about your settled accounts and any
debts not fully repaid on time. This information
may be supplied to other organisations by credit
reference agencies to perform similar checks and
to trace your whereabouts and recover debts that
you owe;
• fraud prevention agencies and other
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Using your data for marketing purposes
If you have a contract with us or where you’ve
opted in to receive marketing information from
us, then we may contact you (including by SMS,
telephone, e-mail or by social media (for example
through Facebook)) with information about
products and services that we offer which are
similar to those that you already receive from us,
or information about services or products you’ve
opted in to receiving from us.
If you choose to be contacted, we may use your
identity, contact, usage and profiled data to tell
you about exciting new products and services
from OVO and our related businesses in the wider
OVO group (or they may contact you directly)
including for up to 12 months after you’ve left.
The OVO group includes OVO’s related companies
such as VCharge UK Ltd, Corgi HomePlan Ltd,
Corgi HomeHeat Ltd and other subsidiaries of
OVO Group Limited from time to time.
If you’d prefer not to receive this information
please let us know by writing to: Marketing
Communications, Spark Energy, Ettrick Riverside,
Dunsdale Road, Selkirk TD7 5EB or by emailing
customerservice@sparkenergy.co.uk or by

updating your preferences on your online account
sparkenergy.co.uk/login. If you’re writing to us,
please include your name, address and postcode
and whether you’d like to opt out of email, text
messages, or both.

7

Data Protection Laws define certain personal
data as falling into ‘special categories of personal
data’ such as personal data regarding your racial
or ethnic origin, political opinions, religious or
philosophical beliefs, trade union membership,
genetic data, biometric data for the purposes of
uniquely identifying a person, data concerning
your health (including mental and physical
health), or data concerning your sex life or sexual
orientation. You may want to provide some
information that falls into these special categories
if you’d like to be included on our Priority Services
Register. If you provide this information, this will
be an indication that you explicitly consent to us
processing it.

You can also tell us at any time that you want us to
stop sharing your personal information with other
organisations for marketing purposes.
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How will we comply with data
protection laws?
Data protection laws require that we meet certain
conditions before we’re allowed to use your
personal information in the ways described in this
privacy policy. We take our responsibilities under
data protection laws very seriously, including
meeting these conditions. To use your personal
information, we’ll rely on the following conditions:
• Performance of a contract: we use your data
primarily in order to provide you with the products
and services that you’ve requested, for example
energy products.
• Consent: we may provide you with marketing
information about our services or products where
you’ve provided your consent for us to do so.
• Vital interests: in very limited circumstances
we may use or share information about you to
protect you.
• Legitimate interests: to use your personal
data for any other purpose described in this
privacy policy, we’ll rely on a condition known as
“legitimate interests”. It’s in our legitimate interests
to collect your personal data as it provides us
with the information that we need to provide
our services to you more effectively. This means
that we need to carry out a balancing test of our
interests in using your personal data (for example,
in order to provide you with the information,
products and services that you request from
us), against the interests you have as a citizen
and the rights you have under data protection
laws (for example, to not have your data sold to
third party marketing companies without your
knowledge, or store your personal data in insecure
or unstable countries or regions). The outcome of
this balancing test will determine whether we can
use your personal data in the ways described in
this privacy policy (except in relation to marketing,
where we’ll always rely on your explicit consent).
We’ll always act reasonably and give full and
proper consideration to your interests in carrying
out this balancing test.

Special categories of personal data
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What automated decisions do we make
about you?
If you’ve not paid for your energy 40 days after
payment is due, details of your account will
automatically be passed to our collections team
and you’ll receive debt recovery communications
from us.

9

How we may contact you
We may contact you by email, phone, text or
multimedia message or other forms of electronic
communication (including, where applicable, a
message through your smart meter) or by visiting
you (e.g. to take a meter reading).
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International transfers
We, or our suppliers, may transfer personal
information that we collect from you to third party
data processors located, or have servers located,
in countries that are outside of the European
Economic Area, including the United States, in
connection with the above purposes. We’ll take all
steps reasonably necessary to ensure that your
data is treated securely and in accordance with
this privacy policy.
Our customer service team is supported by a
chat team outside the EEA. If you contact us by
chat your customer account including your name,
contact details, additional needs, payment history,
and tariff choice may be viewed by an agent
outside the EEA. Where this is the case we ensure
we have a contract in place using model data
protection clauses approved by the European
Commission.
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Cookies

information will do so only in an authorised manner
and are subject to a duty of confidentiality.

Cookies are small text files that are placed on
your computer or mobile device when you visit
a website or when you open an email or SMS
communication. They’re used to make websites
and other forms of communication work more
efficiently as well as to track certain actions. You
can disable cookies.

Whilst we take appropriate technical and
organisational measures and have in place
physical and electronic procedures necessary
to safeguard the personal information that you
provide to us, no transmission to or from us by
post, email, phone, SMS or over the Internet
can ever be guaranteed as entirely secure.
Communications over the web are not secure
and as such, we cannot accept any liability or
responsibility for any unauthorised access or loss
of personal information.

When you use our website or communicate with
us via email or SMS communication, we may place
a cookie on your computer or mobile device.
More information about the cookies that we use
on our website and why we use them is set out
in our Cookies policy, which can be found here
sparkenergy.co.uk/privacy-policy/cookies-policy
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We also have procedures in place to deal with
any suspected data security breach. We’ll notify
you and any applicable regulator of a suspected
data security breach where we’re legally required
to do so.

How long your data is kept by us
We will not keep personal information longer than
is necessary for the purpose or purposes for which
they were collected.
We’ll typically keep your personal data for one year
from the closure of your account with us in order
to enable us to deal with any issues or concerns
you may have about how we handled your
account, and also to allow us to bring or defend
legal proceedings. In some cases, where you’ve
made a complaint or owe us money, we’ll need to
keep your data for up to six years.
For marketing purposes, where you’ve opted in to
hear from us after your contract with us ends, we’ll
keep your data for two years after your contract
end date or earlier if you, at any time, instruct us.
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Third party websites
Our website(s) contain links to other websites
operated by third parties. Please note, this privacy
policy applies only to the personal information
that we collect through our website(s) and we
aren’t responsible for personal information that
third parties may collect, store and use through
their websites. You should always read the privacy
policy of each website you visit carefully.
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Security
We have appropriate security measures in
place to prevent personal information from
being accidentally lost, or used or accessed in
an unauthorised way. We limit access to your
personal information to those who have a genuine
business need to know it. Those processing your

Where we’ve given you (or where you’ve chosen)
login details which enables you to access certain
services of ours, you’re responsible for keeping
these details confidential. You agree that you won’t
share your login details with anyone else.
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Your rights
You have a number of rights under data protection
law in relation to the way we process your personal
information. These are set out on the next page.
You may contact us using the details below or on
the back page to exercise any of these rights and
we’ll respond to any request received from you
within thirty days.

Your right

What does this mean?

You have the right to request
access to your personal
information

You have the right to request confirmation that your personal
information is being processed, access to your personal data
(through us providing a copy) and other information about how
we process your personal information.

You have the right to ask us to
rectify your personal information

You have the right to request that we rectify your personal information
if it’s not accurate or not complete.

You have the right to ask us to
erase your personal information

You have the right to ask us to erase or delete your personal
information where there’s no reason for us to continue to process your
personal data. This right would apply if we no longer need to use your
personal data so you can use Tili; where you withdraw your consent
for us to process special categories of your personal information; or
where you object to the way we process your personal information
(see right 6 below).

You have the right to ask us to
restrict or block the processing
of your personal information

You have the right to ask us to restrict or block the processing of the
personal information that we hold about you. This right applies where
you believe the personal information is not accurate. If you’d prefer
that we block the processing of your personal data rather than erase
your personal information, then you can ask us to do this. You can also
ask us to restrict or block processing of your personal information
where we don’t need to use your personal information for the purpose
we collected it for, but you may require it to establish, exercise or
defend legal claims.

You have the right to port
your personal information

You have the right to obtain and reuse your personal information from
us so that you can reuse it for your own purposes across different
services. This allows you to move personal information easily to
another organisation, or to ask us to do this for you.

You have the right to object
to our processing of your
personal information

You have the right to object to our processing of your personal
information on the basis of our legitimate business interests, unless
we’re able to demonstrate that, on balance, our legitimate interests
override your rights or we need to continue processing your personal
information for the establishment, exercise or defence of legal claims.

You have the right not to be
subject to automated decisions

You have the right to object to any automated decision-making,
including profiling, where the decision has a legal or significant impact
on you.

You have the right to withdraw
your consent

You have the right to withdraw your consent to our processing of your
special categories of personal information.
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How to find out more
If you have any questions about how we collect,
store and use personal information then please
contact us:
Website: sparkenergy.co.uk/legalstuff
Email: customerservice@sparkenergy.co.uk
Phone: 0345 034 7474
Write: Spark Energy, Ettrick Riverside, Dunsdale
Road, Selkirk TD7.
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Changes to our privacy policy
Any changes we make to our privacy policy in
the future will be posted on this page and, where
appropriate, notified to you by e-mail or post.
Please check back frequently to see any updates
or changes to our privacy policy.
This policy was last reviewed and updated
in April 2018.
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Complaints
If you have any concerns regarding our
processing of your personal information, or are
not satisfied with our handling of any request by
you in relation to your rights, please contact us at
dataprotection@sparkenergy.co.uk or phone us on
0345 034 7474.
You also have the right to make a complaint to
the Information Commissioner’s Office. You
can write to the First Contact Team, Information
Commissioner’s Office, Wycliffe House, Water
Lane, Wilmslow, SK9 5AF.

Manage your accounts

Give meter readings

Get your statements

Tell us if you’re moving

Make a payment

And handy live chat too

If you’d like to talk, you can find us on Facebook and Twitter too.

Email us

support@sparkenergy.co.uk
Live chat

sparkenergy.co.uk
Say hello

Facebook and Twitter –
@SparkEnergyUK
Call us
0345 034 7474
8am–8pm weekdays
9am–2pm Saturdays

Ettrick Riverside, Dunsdale Road, Selkirk TD7 5EB
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Save time, visit sparkenergy.co.uk
or download the Spark Energy App

