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Emergency top up credit  

A guide to reconnecting and avoiding disconnection  
 

If you run out of credit on your prepayment meter (including emergency credit) and are not in a 

financial position to top-up your meter, then it may be possible to apply for additional top up 

credit from your supplier, usually between £5 and £20.  If your supplier agrees to offer you 

emergency top up credit, they often provide a code that can be applied to your gas card or 

electricity key at a local pay point. Once this code is on the key or card, you can then add the 

credit by inserting the key or card into the meter. It is worth 

noting that this credit is not free, it will be added to your 

meter as debt and will be paid back at an agreed rate.  

 

It is at the discretion of your gas and/or electricity supplier 

whether they are willing to provide emergency top up 

credit. It may be worthwhile informing the supplier of any 

vulnerable people in the property such as young children, 

people with disabilities, benefits sanctions, health 

conditions, or pregnancy.  

 

Avoiding Disconnection  

The best way to avoid disconnection is to top up regularly; however there are circumstances 

when this is not possible for example: a holiday or hospital admission.  If you are planning to be 

away from your home for a short period, make sure that there is enough credit in your meter to 

cover any standing charge that will be deducted throughout this period. If you are planning to be 

away for longer periods, you should contact your supplier.  

 

It is important to regularly top up gas prepayment meters, even during the summer when little or 

no gas is being used. This stops standing charges building up on the meter, which can stop you 

from accessing gas when you need it. 

 



 

For more advice call 

Home Energy Scotland 

 on freephone 0808 808 2282 

 

Budgeting advice 

Emergency top up credit is commonly only available as a one-off or infrequent support. If you 

find that you regularly run out of gas or electricity credit and cannot afford to top up we would 

recommend you seek advice on budgeting and income from one of the following organisations. 

• Citizens Advice Direct 0808 800 9060 

• Money Advice Scotland 0141 572 0237 

• Contact your local authority advice shop or welfare rights team 

 

Contacting your energy company  

Please see below a list of energy companies and contact details should you need to contact 

them.  

Company Phone number 

Better Energy  0115 846 0438 

British Gas  (Scottish Gas) 0800 048 0303 

Co-operative Energy  0800 954 0693 

Ebico   0800 980 0428 (gas)  

0800 980 0415 (electricity)  

Ecotricity  0345 555 7400 

EDF 0800 015 1733 

Eon  0345 303 3040 

Extra Energy  0800 953 4774 

First Utility  0800 011 5167 

nPower 0800 073 3000 

OVO 0800 358 3523 

Scottish Hydro  0800 980 0428 (gas)  

0800 980 0415 (electricity) 

Scottish Power 0800 027 0072 

Spark  0345 034 7474 

Utilita  03452 068 999 

Utility Warehouse  0333 777 0 777 
 

 

If you are unsure of who supplies your gas or electricity you can find out by contacting:  

Gas M number enquiry line  0870 608 1524 

Electricity MPAS 

Meter Point Administration Service 
0330 10 10 300 

 


