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Introduction 
Welcome to The Boatyard. 
 
Your new home is served by a low carbon heating and hot water heat network which is 
generated in a communal plant room, powered by gas boilers. Your heating system is robust, 
reliable and controllable. You can control the heat level through your thermostat and heating 
controls in the same way as if you had an individual gas boiler in your property. Your hot water  
is provided on demand and you only pay for what you use. 
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What is a Heat Network? 
Rather than have an individual gas boiler in every home, a heat network uses a centralised 
communal boiler to provide heat for a whole development or for several homes in a 
development. 
 
The centralised boiler is usually located in a basement or external plant room. Your heat supplier  
manages the bulk energy supply to the plant room at your development. The communal boiler 
turns the energy into hot water and pumps it via an infrastructure of pipes around your 
development, passing through a heat exchanger or HIU (Hydraulic Interface Unit) at each 
property. 
 
This heat exchanger or HIU (Hydraulic Interface Unit) brings the heating and hot water into 
your home. 
 
Insite has installed a smart valve in your home which links your payments to your access to 
heating and hot water. As long as your account is in credit, your valve will remain open and you 
will have access to heating and hot water. If your account runs out of credit, the valve will close. 
Once you make a top-up payment, it will open again. 
 
All of this happens remotely thanks to our smart internet technology. 
 
The amount you pay for your heating and hot water will depend on the amount you use. You 
will also be charged a daily standing charge which is a fixed charge per day for your connection 
to the heat network. This daily standing charge is payable regardless of whether you consume 
any heating or hot water, as per a direct connection to an energy supplier. 
 
You can find out more about how your heat tariff and daily standing charge are calculated and 
when they are updated in the “Understanding Your Heat Charges” information guide. 
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Insite and You 
Insite is a metering and billing agent for many heat network suppliers around the UK. We work 
on behalf of heat suppliers such as to provide metering and payment services to their residents. 
 
Insite has been appointed by your heat supplier to manage your “Flexi Pay” payment system. 
 
We don’t supply the energy used to provide the heating or hot water, nor do we install or 
maintain the heat network at the development or for your home. 
 
Insite is not able to help with the heaters nor taps inside your home. We are also not able to 
help you with the maintenance of the heating system or plumbing within your property. 
 
The electricity or water supply to your property is not supplied by Insite. You should contact your 
suppliers directly with any queries. 
 
For maintenance queries, please contact your heat supplier as Insite will not be able to help you 
with this. 
 

Contacting us 
If you have a query regarding your “Flexi Pay” system, are moving into or out of the property or 
if you have any other issues relating to paying for your heat, you can call our Customer Service 
helpline on 0345 450 9568. 
 
Our opening hours are 0900-1700, Monday to Friday. 
 
If you have an emergency where you have no heating or hot water, you can also call us using 
the same helpline number, 1700-2000, Monday to Friday and 0900-1700 on Saturday and 
Sunday. 
 
You can also email us at customerservice@insite-energy.co.uk. Your email will be read during 
office hours. 



Customer Services Helpline 0345 450 9568 

About your “Flexi Pay” system 
Your Heat Supplier has chosen the Secure Liberty Connect System for your home. The Secure Liberty 
Connect System is a smart energy meter and heating and hot water controller, all in one. It is a 
popular metering solution which is linked to our “Flexi Pay” payment system. Your Secure Liberty 
Connect System enables you to easily monitor your use of heating and hot water and also the 
payments you make. 
 
The Secure Liberty Connect System is connected to Insite’s payment system via the internet, so it 
always knows how much credit you’ve purchased. 
 
Reading the “Flexi Pay” display panel 
 
Below is an image of the main menu screen display. 
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How to top up your credit via telephone 
Please call customer services on 0345 450 9568 during our office hours of 0900-1700 Monday 
to Friday to make a payment over the phone using your debit or credit card. 
 
Please note the maximum amount you can top up in one transaction is £150.00 
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If your heating is still not working, please call our customer service helpline on 
0345 450 9568. or email customerservice@insite-energy.co.uk. Our opening hours are 
shown on page 5. 

If your credit runs out, you can use your emergency credit allowance to keep your heating and 
hot water working for a little while longer, until you are able to make a top-up payment.  
 
Please note that there is a maximum of £5 emergency credit available to you. The amount of 
emergency credit used will have to be paid back the next time that you top up.  
 
To activate your emergency credit press the “E-Credit” button as illustrated on page 7. 
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Should you need to contact us regarding an appointment you can contact us on 
0345 450 9568 or email us at customerservice@insite-energy.co.uk 
 

Customers with additional needs 
has provided us with the details of any residents at your development who have additional 
needs - such as being hard of hearing or visually impaired. Please feel free to let us know if you 
have additional requirements in communicating with us. We will do our best to help you. 
 
You may wish to nominate another person, such as a carer, friend or relative to contact us on 
your behalf about your account. Please let us know if you would like this to be set up. We will 
not share your account and payment details with anyone else unless you explicitly ask us to do 
so. 
 
Sometimes we may need to visit your home in order to carry out routine maintenance on your 
Secure Liberty Connect System. We want you to be sure of the identity of the person visiting 
your home, therefore for your peace of mind we can quote a password whenever we visit. You 
can choose your own password and change it whenever you like. All our engineers have photo 
identification, which they wear at all times. 
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Quality of Service and Complaint Handling 
Customer service is really important to us and we want to ensure that we handle any customer 
queries or complaints quickly and effectively. We keep a record of telephone calls and waiting 
times so that we can constantly check and improve our performance.  
 
We will acknowledge your query or complaint on the same working day it is received and we will 
aim to resolve it within ten working days. If your issue requires liaison with or other parties, this 
may take longer.  
 
Please let us know if you should want to nominate a third party to speak for you about your 
account.  
 

Contacting us for queries, complaints and feedback 
We’d like to hear from you if our service does not meet your expectations or if you have received 
good service that you would like to bring to our attention.  
 
You can email our customer service team at customerservice@insite-energy.co.uk. They will 
acknowledge receipt of your email and refer your query to the right department or answer it 
themselves. 
 
You can call our customer service team on 0345 450 9568 during our office hours on 0900-1700 
Monday to Friday. 
 
You may wish to escalate your query to our Customer Service Manager. Please write to us at: 
 
Customer Service Manager 
Insite  
84 Long Lane 
London  
SE1 4AU 
 
When contacting us, please provide your name and address to help us deal with your query more 
efficiently. 
 
Please note that we do not have a customer counter service and so we cannot accept payments 
or investigate queries at our office.  
 





Contact and information 
To learn more about how we can help you call 
0345 450 9568 
Or email customerservice@insite-energy.co.uk 
 
Insite Energy Ltd 
Customer Service  
Second Floor,  
84 Long Lane London,  
SE1 4AU  
 
www.insite-energy.co.uk 
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