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Smart In-Home Displays: Frequently Asked Questions

1. The In-Home Display screen is blank
If your In-Home Display screen is blank, plug the IHD in and leave it to charge. Next, turn it on using the round flat 
button on the back. Try another plug socket to ensure that isn’t the issue. If the IHD screen is still blank, please 
contact your energy supplier as the IHD may need to be replaced. 

2. The In-Home Display is showing an error message
If your In-Home Display shows:

• ‘Waiting for data” or
• “Connection lost”

In the majority of cases, this is an error with another element of your smart metering system, rather than your 
In-Home Display. However, it’s worth first turning the IHD off, waiting a minute, and then turning it on again. If the 
connection icon is not visible, try moving the IHD closer to your smart meter. 

If you are still seeing one of these messages, please contact your energy supplier as it means there is an issue with 
your smart metering system and it is not sending messages to the IHD.  Please note that this will not affect your 
energy supply or the accuracy of your bills. 

3. Why do I see dashes instead of my energy data?
There are several reasons why this could happen. From time to time the signal from the smart meter may 
temporarily be lost. This may be because the In-Home Display is out of range of the meter. Please move the 
In-Home Display closer to the meter. 

It may also be because the smart metering system has stopped communicating with the In-Home Display. If this is 
the problem you will need to contact your energy supplier  so they can manage and update your smart metering 
system. 

4. The In-Home-Display screen has missing data
If the smart metering system has just been installed, some energy suppliers can take up to 48 hours to connect all 
parts of the system. If your display is still not working after this time, try the next steps below, or contact your 
energy supplier.

If your In-Home Display has been moved since it was first installed, place it back in the original position or as close 
as possible to the smart meter and see if this reconnects the IHD with the meter.
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If you continue to experience this issue after turning your device off and on again and moving it closer to the meter, 
please contact your energy supplier as it means your smart metering system isn't sending your energy data to 
your In-Home Display.   

5. The data on my IHD isn’t up to date.
If your In-Home Display is not showing up-to-date data, it means your smart metering system is not communicat-
ing with or connected to your IHD. This can happen if a remote update to the smart metering system has taken the 
IHD off the Home Area Network. To re-establish the connection, try turning your IHD off and on again. If the data is 
still not up-to-date, please contact your energy supplier.

6. The IHD shows my gas usage is £99,999!
This is a known issue in the smart metering industry when, due to a fault in the smart metering system, your 
In-Home Display shows your monthly gas usage as £99,999. 

This issue occurs when the communications hub sends incorrect data to your smart In-Home Display. Your energy 
supplier will need to perform a remote firmware update to the smart metering system,  but this is not yet possible. 
If you are experiencing this issue, please contact your energy supplier so they can advise you further. 

Please note that despite your smart metering system sending incorrect data to the IHD, the meter will still be 
supplying energy and recording your usage accurately.

7. Why isn’t the time on my In-Home Display correct?
The In-Home Display displays data from the other elements of the smart metering system. The time is sent from 
your communications hub to your IHD - the IHD does not have an internal clock. If your IHD is displaying the 
incorrect time for more than 48 hours, please contact your energy supplier so they can update your 
communications hub. 

8. My IHD doesn’t show my historical data
If your In-Home Display isn’t showing your historical data, there is an issue in your smart metering system, which 
means it isn’t sending this data to your IHD. Try turning your IHD off and on again to re-establish the connection. If 
you still can’t see this data, please contact your energy supplier so they can re-connect your smart metering 
system to your IHD. 

 If you continue to have any problems or questions, please  contact your energy supplier.
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