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COMMUNICATION PRINCIPLES 
 
The Heat Network is a forum to discuss and share good practice about district and communal 
heating within social housing.  We aim to bring together our own communal heat experiences and 
share the lessons we’ve learnt with colleagues across the sector.  We also act as a conduit for social 
housing input into national heat network policy. 
 
This document outlines what we believe to be the core principles that should be borne in mind when 
communicating to customers about their district or communal heating system.  It does not replace 
any professional or legal advice: we merely want to share the lessons we’ve learnt with colleagues 
across the sector, so the same mistakes are not repeated.   
 
The basic principles of good communication are to be: 

- Open / transparent 
- Early 
- Frequent 
- Easy to understand 

 
We have divided the customer journey into 5 parts.  In each of these there are different 
opportunities and obligations for you to communicate with your customer: 
 
 
 
 
 
 
 
1. Pre-sign up 

- Advert should make clear the home is on a heat network 
- Make sure your sales and lettings team can answer customer questions 
- Provide a sales / lettings pack for customers if appropriate 

 
 

2. Sign up 
- You should provide the customer with all the information they need, including the tariff 
- The customer should sign a Heat Agreement 
- You could also provide an information / FAQ sheet 

 
 

3. Moving in 
- Provide your customer with a welcome pack to explain how the heating/hot water works, 

how much it will cost and how they can make payments 
- You may like to also include this information on your website for ease of customer access 

 
 
 



 
 
 

4. Living in 
- Adding information to your website (eg videos, fault-finding tips) will help to reduce 

customer queries. 
- You should tell your customers in advance if there is going to be any maintenance, upgrades 

or improvements to the system – including the HIU, the meter and the plant room - and 
whether this will cause any disruption to their supply 

- Any changes to the tariff must also be communicated in advance.  Customer should also 
receive an annual statement of their usage. 

- If there are customer debts, you will need a recovery process and payment plan options 
- Vulnerable customers should be given special care, for example through a priority services 

register 
- You should also have a clear complaints procedure in place 

 
 
5. Moving out 

- The main communication here will be about the customer closing their account: taking final 
meter reads, refunding credit, chasing debt and having a forwarding address. 


