
 
 

Online service FAQs 

Introducing your Good Energy online service 

What is the online service? 

In a nutshell, it's a handy way to manage your Good Energy account. You can use it 

to: 

 View and download bills and documents 

 Pay your bills 

 Send us your meter readings 

 Let us know if you're moving home or premises 

 Update your personal details 

 Compare energy usage 

Why should I use the online service? 

Tackling climate change is at the heart of what we do at Good Energy. And reducing 

waste is a big part of that. The online service means we can cut back on how much 

paper we send to you – which is good news for the environment. Plus it makes your 

life easier, because you can quickly view your bills and any documents as soon as 

they're ready – whenever you like, wherever you are. 

Can I get both paper and e-bills through the online service? 

To keep things simple, when you opt in to the online service we'll only make your bills 

available there and won't send you paper duplicates. 

Can I continue to receive bills by email, rather than use the Online Service? 

Our new online service is replacing our original e-billing service – and it offers so much 

more. You can view and pay bills in a flash. Change your personal details. Let us know 

you're moving house. Do all of this and more from one, easy-to-access portal. It's also 

packed with energy-saving tools, you can use it to send us meter readings and we can 

make sure your bills are accurate. Plus, compare your energy use with others' – to see 

if you can make savings. 

What do you use my email address for? 

When you register for the online service, we'll ask for your email address – the one 

linked to your Good Energy account. That's so we can let you know via email each 

time a new bill or document is ready to view. Very occasionally, we'll also drop you a 

line with things we think you need to know about your account. 

How else will Good Energy get in touch with me? 

We'll add all of your bills, reminders and account documents to your online service. We 

may occasionally send you a text message and whilst we try to keep the amount of 

paper we send out to you right down, now and then we may need to send you bits and 

pieces in the post. 
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Signing up 

How do I register for the online service? 

All you have to do is spend a few minutes filling in this online form. We'll handle 

everything else and let you know when you're up and running by email. 

I've got two Good Energy account numbers – one for gas and one for electricity. 

Do I put both down on the sign-up form? 

Please do. If you'd like to be able to access bills and documents for both your gas and 

electricity accounts via the online service, pop both account numbers on the online 

form. 

Will I be charged for using this service? 

No - it's completely free. 

Can I use my mobile or tablet to sign up? 

Absolutely. You can register for the online service wherever you have internet access 

– whether you're having breakfast in bed or a lunch break at work. 

Do I need special software to use this service? 

The only thing you'll need is Adobe Reader, because your Good Energy bills and 

documents will be PDFs. If you don't already have that on your computer, mobile or 

tablet – or you need the latest version – download it for free here. 

How can I make sure Good Energy emails don't end up in my spam or junk 

folders? 

It's a good idea to add our email address – customerservices@goodenergy.co.uk – 

to your contacts list. That way, our messages will always go to your inbox. 

I recently changed my email address. Will that be an issue? 

When you opt in to the online service, we'll need to make sure the email address you 

give matches what we have on file for you. It's a security step that means we can be 

sure your bills are going the right person. To check the email address related to your 

Good Energy account, drop us a line – call us on 0800 254 0000 or 

email customerservices@goodenergy.co.uk. 

Do I need to be an account holder to sign up? 

Yes – you'll need to either have your own Good Energy account or be a listed account 

holder on another person's. To check, get in touch by calling 0800 254 0000 or 

emailing us at customerservices@goodenergy.co.uk. 

If you'd like us to set you up as a listed account holder on someone else's account, 

with access to the online service on their behalf, they just need to contact us. Ask 

them to email customerservices@goodenergy.co.uk to let us know: 

 The account holder's name 

 Their account number(s) 

 Their address including postcode 

 Your name and email address 

https://myaccount.goodenergy.co.uk/
https://myaccount.goodenergy.co.uk/
https://myaccount.goodenergy.co.uk/
http://get.adobe.com/uk/readerhere
mailto:customerservices@goodenergy.co.uk
mailto:customerservices@goodenergy.co.uk
mailto:customerservices@goodenergy.co.uk
mailto:customerservices@goodenergy.co.uk
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I have power of attorney for another customer. Can I use the online service for 

their accounts? 

If you're already named as a 'responsible party' on that person's account, you can 

apply to use the online service here. 

If you're not currently named on that account, we'll first need you to send us a copy of 

the power of attorney documents. And it's helpful if you can also let us know your 

contact details, including your email address, at the same time. You can do that by 

emailing our Customer Care Team at customerservices@goodenergy.co.uk, who 

will be happy to help. Or write to us at:  

 

Good Energy 

Monkton Reach 

Monkton Hill 

Chippenham 

Wiltshire 

SN15 1EE 

 

Using the online service 

If I've got a question while using the online service, what do I do? 

We've put a handy 'Query' button next to each of your bills and documents, which 

brings up an online form. That way, if you're not sure about something, you can simply 

jot down the details and hit 'Submit'. We'll get your message and information on what 

bill or document it relates to. And we'll do our best to come back to you within 24 

hours. 

How do I change my contact details? 

If you want to alter your password, security question or contact address, go to 'Profile'. 

Then look for the 'Contact Details' tab. You can make any changes here – but bear in 

mind it will take 24 hours for updates to show on any new bills or documents. 

Moving home or premises? Let us know through the 'Moving' option within the main 

menu. 

One final thing. Whichever email address you used to register with us will be your 

username. If you change your email address, we'll update your records, but your 

username will remain the same. 

How do I change just my password? 

Go to 'Profile' and then the 'Log In Details' tab. Here you can pick a new password and 

hit 'Submit' to confirm. We'll send you an email to tell you when the change has gone 

through. 

How do I change my security question? 

You can change your security question in 'Profile', under the 'Log In Details' tab. 

Choose a question from the drop-down list of options. You'll then be prompted to enter 

your answer and hit 'Submit'. Once the change has been made, we'll send you an 

email to confirm. 

When you're picking a question – and answer – keep in mind that it should be 

something that's easy-to-remember for you, but difficult to guess for others. That way, 

you can keep your details secure. 

https://myaccount.goodenergy.co.uk/
mailto:customerservices@goodenergy.co.uk
https://myaccount.goodenergy.co.uk/Generic/Index/?viewName=movingout
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How do I change my address? 

There are two ways. If you're moving, look for the 'Moving' menu option and fill in the 

form you'll find there. But if you just need to alter your billing address, you can do this 

under 'Contact Details', which is within your 'Profile'. 

Bear in mind that if you change your billing address, it takes 24 hours for the updates 

to show on any new bills or documents. 

I'm moving, what do I need to do? 

Simply fill in the form that's under the 'Moving' menu option. 

How will I know that I've got a new bill? 

Each time there's a new document for you to view or download, we'll send you an 

email. That will include a quick link to the online service log in page. But you can sign 

in any time to check. 

I've got more than one account. Can I view all my bills together online? 

Absolutely – you just need to double check you've registered all the accounts you'd 

like to see via the online service. Once that's done, you can view them all in one place. 

How do I register additional accounts? 

Head to 'Accounts', which you'll find within the online service main menu, and select 

'request account', then fill in the details. Any newly added accounts will appear in the 

'pending accounts' section until they go live. 

How do I register additional users? 

We've got a handy registration form, which they'll need to fill out. at this point, you can 

set additional users up on just one of your good energy accounts, or all of them. once 

that's done, we can give them access to the same things as you – but they'll only ever 

see bill and document pdfs as a copy. 

Can I submit a meter reading using the online service? 

You can indeed. There's a 'Submit Meter Reading' option within the menu. 

These FAQs don't answer my question – is there anywhere else I can get help? 

We try to cover common questions on this page. But now and then, something new 

comes up. So we've also got a detailed User Guide within the online service here. 

Start there and if you can't find an answer, get in touch. 

What is the 'Become User' button? 

Something not quite right? You can show us exactly what the issue is with the 

'Become User' button. If you check this tick box, our Customer Care Team has 

temporary access to your online account. So rather than you having to describe what's 

on-screen, they can take a look for themselves and give you help and advice. 

Remember, you can change your access preferences at any time, using this button. 

 

 

https://myaccount.goodenergy.co.uk/Generic/Index/?viewName=movingout
https://myaccount.goodenergy.co.uk/MyAccount/AddAccount
https://myaccount.goodenergy.co.uk/MyAccount/AddAccount
https://myaccount.goodenergy.co.uk/Generic/Index/?viewName=submit-meter-reading
https://myaccount.goodenergy.co.uk/Static/Content/UserGuide
http://www.goodenergy.co.uk/contact-us
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How long will my documents be available? 

Each of your documents will be available for 18 months after being added to your 

online service. We recommend you download and save a copy of each one, for your 

records. 

How do I get help with the online service? 

Hopefully you'll find the online service portal straightforward to use. But if you ever 

have a query about it, email our Customer Care Team 

at customerservices@goodenergy.co.uk or call them on 0800 254 0000. Our lines 

are open 8am to 8pm Monday to Friday (except bank holidays), and 8am to 1pm on 

Saturdays. 

Can I cancel my online service? 

If you decide the online service isn't for you, simply let us know by filling in this form. 

once we have a few details from you, we can verify your account information and 

change you over to paper billing. that will take five working days. 

Why do you need my property details? 

With a few bits of basic information, we can send you useful comparison reports in the 

future. That way, you can match up your energy use against others with a similar 

profile to yours. To add your building details, visit 'My Accounts'. It's completely 

anonymous and we never share your details with third parties. 

What do I do if my online service is locked? 

That might be because of failed login attempts. Call our Customer Care Team on 0800 

254 0000 or email customerservices@goodenergy.co.uk – our opening hours 

are here. We'll look into it and unlock your account. 

mailto:customerservices@goodenergy.co.uk
http://www.goodenergy.co.uk/ebilling-unsubscribe
mailto:customerservices@goodenergy.co.uk
http://www.goodenergy.co.uk/contact-us

