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01 Our approach  
to customer care
Quite simply, our aim is to provide all our customers with the best service 
possible. Over the years, we’ve built a strong reputation for good service and 
we work hard to maintain this, and this annual report sets out how we’ve 
performed between October 2013 - September 2014.

You will see from the figures that there’s been a rise in the number of 
complaints we reported compared with the previous year.

This rise is due to three main factors.

Customer growth: We saw our customer numbers grow rapidly during 
the year, and while this growth was most welcome, it brought with it some 
challenges in terms of continuing to deliver 5* customer service. We quickly 
recognised we required more staff to deal with customer enquiries, and that 
we needed to refine the training we offered new staff, so they could become 
more effective, more quickly. As a result, we have recruited additional staff, 
improved our recruitment processes and training, introduced flexible working 
to cover peak times and are supporting employees with additional coaching 
and development.

New systems: At the same time, during the second half of 2013, we introduced 
a new software program – a customer relationship management (CRM) 
system - designed to help us deliver a better service to all our customers, and 
this took a little while to bed in.

Expressions of dissatisfaction vs complaints: We’ve been reviewing the 
way we manage and log complaints. As a result, some minor ‘expressions of 
dissatisfaction’ are now being recorded formally as complaints. This kind of 
refinement to the way our processes work is helping us track things better. So 
it doesn’t necessarily mean we’re getting more complaints – just that we’re 
recording the data differently.

It is for these reasons that we recorded a higher number of complaints during 
the year compared with the previous year.

We think it is important to reset our ambition for our approach to customer 
service, and we believe the steps we’ve taken, as outlined above, will enable us 
to reduce considerably the number of complaints we receive.



Our customer  
complaint performance
This report covers the period from 1 October 2013 – 30 September 2014, and 
during this time, Good Energy received 1,678 complaints that we were unable 
to resolve by the end of the next working day.  That represents less than 1% of 
our total customer contacts (223,523) during the year. 

This compares with 149 during the previous 12 months.  

This information is disclosed in line with the requirements of The Gas and 
Electricity (Customer Complaints Handling Standards) Regulations (2008). If 
you would like to view a copy of these regulations, you can do so by visiting the 
Office of Public Sector Information (OPSI) website at www.legislation.gov.uk  
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Good Energy complaint handling 
statement and procedure for 
domestic customers
We work hard to ensure all of our staff are well-trained and highly 
knowledgeable across all areas of the business, but unfortunately things do 
sometimes go wrong.

Our complaints procedure
All our advisors are trained in everything from the Feed-in Tariff, offering energy 
efficiency advice through to complaint handling and will always try to resolve 
your complaint straight away. If they need to involve their manager they will 
do so to ensure the matter is resolved as quickly as possible. We aim to agree 
a solution to all complaints by the end of the following working day after they 
are raised, however, more complex issues might take longer as we may have to 
contact other agencies or suppliers to help resolve the complaint. 

As part of resolving your complaint we will offer you an explanation and an 
apology. We may also take remedial action and, when appropriate, may award 
compensation. 

Step 1 – We strive to resolve your complaint at the first point of contact  
When you contact us with a problem our advisor will attempt to resolve 
matters with you immediately. If you inform us of a problem in person, we will 
attempt to resolve matters while you are present. However, if necessary your 
complaint will be escalated to the specialist complaints team. Our aim is to 
agree a solution by the end of the following working day. 

If you write to us with a problem, we aim to fully resolve matters by the end of 
the working day after we receive your letter or email. Please provide your full 
contact details if you are writing by letter. 

If we cannot resolve your complaint fully or have not agreed a form of 
resolution by the end of the working day after your first contact, then your 
complaint will be escalated to step 2. 

Step 2 – Regular review  
If, following step 1 your complaint has not been resolved it will be managed  
by a member of the complaints team and reviewed until it is resolved or step 3 
comes into effect.
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Step 3 – Independent help and advice  
If your complaint has not been resolved to your satisfaction, or if you want us to 
review your complaint at any time after step 1, you can contact our Complaints 
Manager, who will undertake an independent internal review and aim to reach 
a resolution. You can contact our Complaints Manager using the details at the 
end of this booklet. 

Citizens Advice 
For free, impartial advice on your situation you can contact Citizens Advice 
consumer service at any stage in the complaints process on 03454 04 05 06 
or to “Know your rights” visit www.citizensadvice.org.uk/energy. You can also 
get impartial information from your local Citizen’s Advice Bureau.

Ombudsman Services: Energy 
If we’ve come to no resolution on your complaint after 8 weeks, or if we have 
issued you with a deadlock letter, you can contact the Ombudsman who will 
carry out a free, independent investigation on your behalf. As part of resolving 
your complaint the Ombudsman may ask us to make an apology or give an 
explanation. They can also ask us to take remedial action and may require us to 
award compensation. Any decision the Ombudsman makes will be binding on 
our company, but not on you, so you can seek further advice if you wish to.

You can contact the Energy Ombudsman on: 

Phone 
0330 440 1624

Textphone 
0330 440 1600

Email 
enquiries@os-energy.org

Website 
www.os-energy.org
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How to contact us
There are a number of ways you can contact us if you have a query or question 
about your account.

Phone
0800 254 0000

Email
customerservices@goodenergy.co.uk

Website
www.goodenergy.co.uk/contact-us

Post
Good Energy Ltd 
Monkton Reach 
Monkton Hill 
Chippenham 
Wiltshire  
SN15 1EE
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