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Please see below important details about the heat service that residents will receive at this development. Please contact us if you have 

any queries or would like further information about the heat service or how the heat service provider was selected.  

What is district heating? 

At this development, heat from a district heat network is supplied to each apartment for the resident to use for heating and hot water. 

The heat is produced in a central plant room, using equipment such as Gas Boilers, Air Source Heat Pumps (ASHP) and/or Combined 

Heat and Power (CHP) engines. It is then transmitted to each property at the development using a network of water pipes.  

There is a Heat Interface Unit (HIU) within each home – this looks a bit like a boiler and is usually located in the utility cupboard.  This 

controls how much heat is taken from the network to meet your heating and hot water needs.  Your experience of the heating and hot 

water you receive should be no different than if you had a ‘combi’ boiler in your home in place of the HIU. 

Why is district heating provided at this development? 

New-build developments must comply with policies and standards set by the government. The government’s current energy policy 

requires the introduction of heat networks in cities wherever feasible. This is to generate heat and power more efficiently, improve cities’ 

energy security and self-sufficiency, and reduce carbon dioxide emissions. As a result most new developments in London, including this 

one, are connected to communal or district heat networks. 

Who will my heat service provider be? 

Countryside has selected the heat service provider L&Q Energy to run the district heat network and provide heat services to end-users 

at this development.  This is for a period of 25 years starting from when L&Q Energy ‘adopt’ the new energy centre; this is expected to 

occur during 2022.   

It is important to note that district heating does not operate in the same manner as the gas and electricity utilities, where there is an 

open retail market and customers can choose their utility supplier.  It will not be possible for residents at this development to choose 

their heat service provider or switch between providers. 

Does this affect my electricity supply? 

The electricity supply to each property at this development is separate from the heat service. Residents can each select their own 

electricity supplier from the open market. 

What are the terms and conditions of the heat service? 

Each apartment resident at this development is required to enter in to a ‘heat customer agreement’ with L&Q Energy – you will be asked 

to sign this agreement prior to completing on your purchase. It will be a direct contract between you and L&Q Energy, which sets out 

the terms on which [L&Q Energy] will provide the heat service. Please refer to the heat customer agreement for full details of your 

contractual rights and obligations – copies are available from Countryside Sales and Marketing upon request. 

What will I get from the heat service?  

[L&Q Energy] will be responsible for ensuring that heat is available to you at the times you need it and in the quantities your household 

requires, to meet your heating and hot water needs.  The heat supplied will be in accordance with the temperatures set by the Building 

Regulations and British Standards.  It is your responsibility to ensure the pressure in the system is maintained, details on how to check 

this will be provided in the welcome park and operation manuals. In the unlikely event that you lose supply for any reason, [L&Q Energy] 

will identify the problem and reinstate the supply as quickly as possible.   

[L&Q Energy] will undertake all maintenance and repairs to the district heat network, including the Heat Interface Unit (HIU) located 

within each flat. They will service the HIU once every two years, carry out any repairs necessary to fix faults that may arise with the HIU, 

and replace the HIU when it reaches the end of its life.  This is all included in your heat tariff (see below). 
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L&Q Energy offers guaranteed standards of service in relation to things like resolution of supply faults, and you are entitled to claim 

service failure payments if they do not meet these standards. Details are available upon request.  

How will billing and payments work? 

All Charges will be calculated in accordance with the current heat tariff and shall be paid by crediting your Meter using the available 

payment methods. To enable L&Q Energy to supply Heat to your Home you must ensure there is credit on your Meter.  

How much will I pay for heat? 

L&Q Energy heat tariff is made up of three parts – a usage charge, a standing charge and a capital replacement fund charge.  The usage 

charge in each bill will be calculated by multiplying the heat price by the amount of heat consumed (measured in ‘kilowatt hours’). The 

standing charge and capital replacement fund charge are an annual figure charged daily, which will stay the same regardless of how much 

heat you consume.  

 

 

 

 

 

 

 

 

*VAT rates correct June 2021 

The heat tariff will be reviewed and adjusted by L&Q Energy on an annual basis, in accordance with the prescribed formula set out in 

the L&Q Energy heat customer agreement.   

How will my heat usage be measured? 

The Heat Interface Unit in each new home is fitted with a heat meter, which measures how much heat energy the household uses. To 

produce bills based on actual heat consumption, L&Q Energy will read the heat meter remotely via electronic data connections.  

What if I intend to sublet my home? 

If you sublet your home (subject to the conditions of your lease) then L&Q Energy can assign responsibility for the heat charges to your 

tenant for the duration of their tenancy. You will need to provide L&Q Energy with details of your tenant and their tenancy dates and 

ensure that your tenant enters into a heat customer agreement with L&Q Energy. This means you will not be held liable for any debts 

incurred by your tenant. You will of course be responsible for the heat charges during any ‘void’ periods between tenancies. 

Who will maintain and repair the heat installations in my home? 

Energy System 

What it is The energy system is made up of all the equipment that generates and transfers heat around the site.  This 

includes a few components located within your home – the Heat Interface Unit (HIU), associated heat 

metering equipment, and the supply pipework running between the communal corridor or street and the 

HIU. 

Who owns it This is all excluded from the demise of your property in your lease, therefore this equipment remains in 

the ownership of L&Q Energy. This even applies to the parts located within your home, like the HIU. 

Initial Heat Tariff (applicable from 1 April 2022 to 31 March 2023) 

Heat price: 
 

[7.875] p/kWh + VAT at 5%*   

Standing Charge: [£339.45] per year + VAT at 5%  

Capital Replacement 

Fund :Charge: 

 

 [£83.95] per year + VAT at 5%*   
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Maintenance L&Q Energy is responsible for maintenance, repairs, and replacements for this equipment. The cost is 

covered in full by your L&Q Energy heat tariff. Only L&Q Energy, or contractors arranged by Countryside 

or the Management Company, may carry out maintenance work on these components – you must not 

tamper with or allow another contractor to carry out work to these components. You must allow L&Q 

Energy access to the property to carry out repairs, servicing, replacements and upgrades as required. 

 

Internal Heating Circuit 

What it is The internal heating circuit comprises the radiators, heating controls (thermostats, programmers, timers), 

the hot water taps and showers, and all the pipework that runs between the HIU and the radiators / taps 

/ showers in your home. 

Who owns it This is included in the demise of your property in your lease; therefore you own this equipment. 

Maintenance You are responsible for maintenance, repairs, and replacements for this. This should be carried out in 

accordance with the manufacturers’ recommendations. 

 

How was the heat service provider selected? 

Countryside’s principle objective for the selection was to maximise value for money for residents at the development whilst maintaining 

a good quality service. We are confident that this objective has been achieved – L&Q Energy is offering a highly competitive heat tariff 

and is committed to providing an excellent heat service to end-users at the development for the duration of the contract term. L&Q 

Energy additionally has a strong track record in delivering services of this nature at other similar developments. 

What would happen in the absence of the heat service provider? 

If for any reason L&Q Energy ceases to be responsible for the heat services in future (either prior to or upon expiry of your L&Q Energy 

heat customer agreement), then in accordance with your lease the landlord will be responsible for either securing a replacement heat 

service provider or identifying and implementing an alternative method to ensure residents receive heating and hot water. Refer to your 

lease for details.  


