Dear Occupier

Allpay

Important Notice: 
Please ensure you top up your Ecopod with sufficient credit in plenty of time to continue to have heating and hot water over the festive period. Allpay payments are credited on the next working day and this will be delayed due to public holidays and weekends. For example, topping up on 24th December would not credit your account until the 29th. You can pay in the following ways using the reference number on your Ecopod card. 

	By Paypoint
	PayPoint Consumer Services | Find Your Nearest Store

	Online
	allpay - Internet Payments - Sign in    


	Allpay App
	Payment App Products Solutions | allpay


	Telephone
	0330 135 9510



If you need more information from Allpay, please see their website below:
Contact | allpay

New prepayment units
We have recently installed new billing units for some customers, as part of a pilot project, and these payments are credited immediately so are unaffected by Allpay opening hours. 

Emergency
If you have no heating and hot water, even though there is available credit, please contact Queens Cross to report this as an emergency on 0808 143 2002.   

Our offices will be closed from 24th December at 12.30pm until we reopen on Monday 5th January except for emergencies.  

Heat Network Regulations
As you may be aware, Ofgem will be implementing Heat Network regulations and these will begin to come into effect from 27th January 2026. These regulations are designed to provide similar protections to gas and electricity consumers and will focus on customer service, reliability of supply and fair pricing. 

Heat networks regulation timeline | Ofgem
 
We will be arranging information sessions early in the New Year, to give you the opportunity to speak to staff and so we can share more information about the upcoming regulations. 

Thank you for your continued patience whilst we improve the system so it continues to provide heating and hot water in the future for our customers.  
