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Loka Energy runs your District Heat 
Network. This means we generate heat 
for the whole community and deliver 
it to your home via a network of highly 
insulated pipes. The heat is then used 
to heat your home and your hot water.

It’s important to note that Loka is not responsible 
for providing your electricity, this will be metered 
and billed separately by an alternative supplier.

There are two pieces of equipment that belong  
to our network that live in your home.

The first part is the Heat Interface Unit (HIU), 
which looks like a gas boiler and is responsible for 
transferring heat from the network into your home’s 
heating system.

The second part is the In Home Display unit. 
This provides useful information on your energy 
consumption to help you manage your usage 

We encourage all of our customers to be on  
direct debit but where this is not possible we  
provide a range of convenient payment options. 
Some of these are free while others have suppliers 
which carry additional charges (credit card etc)  
(see page 3).

If you would like to discuss any aspect of our  
service with one of our advisers, please get  
in touch (see page 5).

We welcome you to our network, and look  
forward to heating your home and hot water.

A guide to 
using and 
paying for 
heat and hot 
water in your 
home.
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Heating your home
Heat is piped into your home from the Loka network 
via the Heat Interface Unit (HIU). There’s no need 
to touch or operate any controls on the HIU, since 
heat is made available automatically to your central 
heating and hot water supply whenever it is required. 
You simply set the thermostat and start/stop controls 
on your programmer as you would if you were using a 
traditional gas-fired boiler.

Metering
Your home is connected to a meters that records  
the amount of energy that you use to heat your home 
and hot water. We ensure you are only charged for 
the energy you use. You can see the meter data on 
the front of the HIU. We read the meter remotely so 
there is no requirement for you to read your meters 
or allow anyone access to your property unless 
agreed in advance (to maintain or repair any of our 
equipment located inside your home). If there is a 
leak in the system we may need access quickly.

Charges
Your energy costs are made up of 2 charges. The  
‘Unit Charge’ and the ‘Fixed Charge’. There are  
no extra or hidden charges on top. If your HIU breaks  
we will fix it, if it needs replacing, we will replace it.  
This is all included in our simple charging system.

Unit Charge  
The price for each unit of energy used is £0.0747  
(7.47 pence) per Kilowatt Hour (kWH). 

Fixed Charge  
The Fixed charge is £343 per year. 

We expect the average residence to use around  
£550 per year in total heating charges. 

Paying your bill
We offer a variety of payment methods to suit  
your requirements. Full details are shown on the 
reverse of each bill. These include:

— Direct Debit (Preferred)

— Telephone payments

— Payzone

— Barclays Pingit
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Having trouble paying your bill?
It is important that you make every effort to pay  
your bill on time and in full. If you have any concerns 
about your ability to pay an outstanding bill, please 
get in touch with as soon as possible so we can 
discuss your circumstances. Please note that if we do 
not hear from you, we may be forced to discontinue 
your supply and/or take additional steps to recover 
any monies due.

Vacating your property
If you are intending to vacate the property please 
provide us with at least 30 days’ notice. Following 
such notice you must provide us with a forwarding 
address so that we contact you in respect of any 
charges that you may owe us, or any amounts that  
we may owe you.

What if I rent my property  
to a tenant?
If you are intending to sublet your property, please 
contact us so that we can provide a direct supply 
contract for your tenant. It is important to note  
that in the event your tenant does not enter into a 
supply agreement, you as leaseholder are responsible 
for any outstanding and ongoing payments.

Contact us
For further information or assistance 
please contact a member of the Billing 
and Customer Services team. We are 
available on 0800 160 1635.

Please remember to quote your tenant 
reference number when making 
enquiries. You can also email us: 
customerservice@lokaenergy.com

In the event of a problem
In the unlikely event that you should experience  
any problems with your energy service we 
recommend you start by following these steps:

1.  Check that your property has electrical power

2.  Check that your controls are set correctly

3.  Check for further guidance in your  
Homeowner Manual

4.  Check with the concierge that there  
isn’t a problem with the Loka network.

In most circumstances if there is a problem we  
will know about it before you do. Whenever possible 
we will send an email to all registered email addresses 
letting you know that there is a problem and what  
we are doing to fix it.
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