Privacy Policy
We take your privacy seriously

This policy applies to personal information we hold about
individuals, sole traders and partnerships. It does not apply to
information we hold about companies and other organisations.

It’s important to us that you can feel confident that your personal information is safe and being
looked after. We appreciate the trust you place in us and in return we respect our customers’
privacy and are committed to protecting your personal information.
Here we’ll set out clearly how we collect, use, disclose and manage your personal information.
By becoming an ENGIE customer you agree to the collection, use, disclosure and management
of your personal information as set out in this policy and your terms and conditions of supply.
This is in line with the Data Protection Act 2018 (DPA).
We may amend this policy from time to time, so we recommend that you review it every so often
to ensure that you’re aware of any changes.
This policy was last updated on: 27 February 2019

How do we collect your personal information?
We may collect certain personal information from you when you when you join us as a customer,
use our website or services, or get in touch with us. This includes:
•

enter into a contract with us;

•

use our products and services;

•

when you register to use our website through an online account and when you log in to use
that account;

•

contact us or our service providers directly for any reason, including enquiring about or
purchasing our products and services, registering for information about our products or

services, requesting further information, seeking assistance or reporting a problem with
your account or our website;
•

when you subscribe to receive our alerts and newsletters, participate in our promotions,
competitions and surveys (if agreed), and filling in forms and applications.

We may also collect your personal information through other ENGIE group companies and
business partners, our service providers, and third parties (such as our data providers, other
market participants or a market operator) so that we can provide you with better or more relevant
products and services.
We may record your telephone calls with us for purposes including training our staff, improving
our service, and verification and compliance purposes.

Why do we need your personal data?
We need to collect and use your personal information to:
•

provide you with the products and services you have requested from us;

•

respond to your enquiries and requests for assistance;

•

create and maintain your account, and ensure that you adhere to our website Terms of
Use;

•

verify your identity when you register for our website or products and services, log into our
website or contact us in relation to your account;

•

provide you with personalised products and services;

•

provide you with personalised content on our website and the websites of our service
providers and business partners;

•

tell you about changes to our products and services;

•

combine your personal information with information that other ENGIE group companies and
business partners have collected from their service providers, third parties, and cookies or
web beacons in order to personalise your experience and to improve the quality of the
services you receive;

•

obtain your feedback about our products, services or websites;

•

comply with our legal and contractual obligations;

•

instruct debt collection agencies if we need their help to recover any amounts you owe us;
and

•

help prevent and detect fraud, including energy theft and loss.

If all or part of your information is not provided, we may not be able to provide these services.

What personal information do we collect?
When you enter into a contract with us we will collect:
•

your name and contact details including your home address, contact telephone number and
email address, and other information you provide

•

your date of birth

•

your bank account or payment details

•

your meter read or energy usage.

We may also collect personal information to enable us to;
•

verify your identity, including information from your driving licence, passport or other identity
document you have provided

•

conduct a credit check, including previous address history

•

your new address or a copy of your tenancy agreement, should you move

•

documentation to support a change of name, such as a marriage certificate, decree
absolute or deed poll

•

documentation to close or transfer an account in the case of bereavement such as death
certificate, solicitor’s correspondence, wills or probate documents.

If we believe that you or a member of your household could benefit from extra care (for example,
because of your age, health, disability or other circumstances) and you agree, we may record
this in the information we hold about you to offer you additional service free of charge such as
Large Print, Braille or Audio Bills and Statements. We may also share this information, only if you
agree, with:
•

Support organisations such as social services, charities or healthcare organisations.

•

Other Energy Suppliers – if you’re thinking of changing to another supplier, we will pass on
your information to the new supplier so they’re aware of any extra care they may need to
provide.

•

Electricity distributors and gas transporters to ensure they provide additional help in the
event of an emergency such as a power cut or provide advance warning of any planned
interruptions of your supply.

We may also collect non-personal information about you including data relating to your activities
on our website (including desktop, mobile, tablet and apps) via tracking technologies such as
cookies, and data relating to your energy consumption and purchase history.

You acknowledge that the personal information you provide to us is your own information, or
information which you have been authorised to provide us.

When we might need to share your information
In certain circumstances we may share your personal information with third parties, this includes:
our service providers so that they can provide or assist us with providing our products and
services, or provide you with products or services that you have requested directly from them;
•

credit reference agencies and third-party debt collection agencies;

•

third parties where you have requested information, products or services from them;

•

relevant government, regulatory or public authorities, including the Office of Gas and
Electricity Markets (OFGEM).

•

our legal representatives or other concerned parties in circumstances where we reasonably
believe that disclosing your personal information is necessary to help identify, contact or
bring legal action against anyone damaging, injuring, or interfering with our rights or
property, users or anyone else who could be harmed by such activities; and

•

where we are otherwise authorised, or required by law to do so.

If you request information from any organisation through our website, you will need to check their
privacy policy to find out how they manage your personal information. We are not responsible for
the way these organisations collect, use, disclose or manage personal information you provide to
them through our website.

How long do we keep this information?
We’ll only store your personal data for as long as is necessary to fulfil the purposes outlined in
this Privacy Policy or for as long as we reasonably consider necessary to establish, exercise or
defend our legal rights. Your data will be retained in line with our statutory and regulatory
obligations. The criteria we used to determine these retention periods includes:
•

the minimum regulatory retention requirements as set by OFGEM, OFCOM and the
Department of Energy and Climate Change.

•

the statutory retention periods for accounting records, as set by the Companies Act and HM
Revenue & Customs (HMRC).

•

the retention periods set by the TRAS Fraud Prevention Agency

Where our retention periods are not governed by legislation, our retention policy is based on
commercial justifications. These include:

•

To comply with our Supplier Licence Conditions

•

To enable us to provide you with our products and services

•

To allow us to resolve any disputes or complaints

•

For the detection and prevention of fraud

Where is my personal data stored?
Although ENGIE are based in the EEA, we may need to process your personal information
outside of the EEA through our outsource data processes in countries such as the US, North and
South America, Asia, and Africa.
When we disclose your information to our service providers located overseas, we endeavour to
ensure your personal information is treated in accordance with the standards required by the
DPA. This may include;
•

Sending information to countries deemed as having adequate protection by the EU

•

Entering into European Commission approved standard contractual arrangements with our
suppliers or in the case of US based service providers, ensuring they have signed up to the
EU-US Privacy Shield

How do we safeguard your personal information?
We strive to ensure the security, integrity and privacy of the personal information we collect. We
do our very best to ensure the security of personal information held by us to protect your
information from unauthorised access, use, modification, destruction or disclosure.
Access to personal information is restricted to authorised employees, contractors, agents and
service providers, who are obliged to respect the confidentiality of any personal information held
by us. We regularly review and update our security measures considering current technologies.

Do we use and disclose your personal information for
marketing purposes?
When you enter into a contract with us or obtain a service or product we will always give you the
opportunity to tell us if you wish to receive information about our other products and services.

If you have agreed, we may use your personal information to provide you with information about
offers, promotions, products or services which we believe may be of interest to you. We may also
share your information with ENGIE group companies and business partners, service providers so
that they can provide you with products or services on our behalf or help us to provide you with
any products or services that you have requested.
If we contact you for marketing purposes, we will give you the opportunity to request that your
information is not used for direct marketing by us in the future.
If you change your mind at any time and prefer not to hear from us about marketing, special
offers or promotions, please let us know by getting in touch with our Customer Care Team on
0800 280 8000 or emailing help.uk@engie.com

How can you access or correct your personal information and
credit reporting information, or make a privacy or Data
Protection complaint?
You have the right to ask for access to, correction of or erasure of personal information that we
hold about you. However, we may limit your access if it would disclose personal information
about another person, or where it would disclose commercially sensitive information. You also
have the right to make a complaint if you believe that we have not complied with privacy laws in
relation to your information.
To obtain access, correct your information, request an erasure, make a complaint or enquire
about your rights, please contact us in writing using the contact details below. We will
acknowledge any complaints in writing as soon as we can and respond to any complaints or
enquiries within 30 days. If you are also dissatisfied with our response you can contact the
Information Commissioner office.

For personal information enquiries:
Attention: Privacy Officer
Email: help.uk@engie.com
Phone: 0800 280 8000
Address:
ENGIE Home Energy
PO Box 330,
Newcastle upon Tyne,
NE12 2FP

