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 Our approach to customer care 
  

At Good Energy, we pride ourselves on providing a service that’s as good for 

you as it is for the planet. That’s because our mission isn’t just to supply gas 

and electricity. It’s to put people at the heart of the solution to climate change 

by giving them the option to use clean power.   

Through our sustainable business model, we strive to make sure our customer 

service is ethical and engaging. This includes being really open about when we 

haven’t met our customers’ high standards – and what we’ve done to put 

things right.   

In line with Complaint Handling Standards, we publish the number of 

complaints we receive that couldn’t be resolved by the end of the next 

working day. This report will show you how we’ve handled domestic supply 

customer complaints between 1st October 2017 and 30th September 2018.   

Our complaints procedure is governed by The Gas and Electricity (Consumer 

Complaints Handling Standards) Regulations 2008. You can view a copy of 

these regulations by visiting the Office of Public Sector Information (OPSI) 

website.  
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http://www.legislation.gov.uk/uksi/2008/1898/contents/made
http://www.legislation.gov.uk/uksi/2008/1898/contents/made
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Our complaints performance   
  

At Good Energy, we pride ourselves on providing a service that’s as good for 

you as it is for the planet. That’s because our mission isn’t just to supply gas 

and electricity, it’s to put people at the heart of the solution to climate change, 

by giving them the option to use clean power.  

 

Through our sustainable business model, we strive to make sure our customer 

service is ethical and engaging. This includes being really open about when we 

haven’t met our customers’ high standards – and what we’ve done to put 

things right. 

 

In line with Complaint Handling Standards, we publish the number of 

complaints we receive that couldn’t be resolved by the end of the next 

working day. This report will show you how we’ve handled domestic supply 

customer complaints between 1st October 2018 and 30th September 2019. 

 

Our complaints procedure is governed by The Gas and Electricity (Consumer 

Complaints Handling Standards) Regulations 2008. You can view a copy of 

these regulations by visiting the Office of Public Sector Information (OPSI) 

website.  

 

 

 

 

 

Our complaints performance  

 
We’re really proud of our history of delivering excellent customer service. We 

work hard to make sure all our staff are well-trained and highly knowledgeable 

across all areas of the business. But we know that from time to time things can 

go wrong. 

 

Between 1st October 2018 and 30th September 2019, we received 1,243 

complaints that we couldn’t resolve by the end of the next working day.  

That amounts to just 1.31% of our customers who raised a complaint that we 

couldn’t fix immediately, accounting for just 1.18% of the total number of 
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contacts we received (247,283 contacts). 

 

Year  
Complaints received not 

resolved by end of next 

working day  

% customers that raised a 

complaint not fixed 

immediately  

% of all contacts 

we received  

2018 - 2019  1,243 1.31%  1.18%  

2017 -2018  1,380 1.34%  1.18%  

 

What have we learnt?  
  

Making sure we act on what customers tell us and keeping the customer at the 

heart of our decision making is really important to us. That’s why complaints 

feed directly into process improvement and customer experience projects.  

The top three reasons for complaints in the last year were:  

• Disputed bills  

• Estimated bills  

• Direct Debit reviews  

  

Disputed Bills:  

We are now in a position where we are seeing a reduction in delays regarding 

timely bills. As a result, complaints regarding bill timeliness have reduced 

significantly, however it does remain a common reason for complaints.  

Bill delays can impact a customer’s ability to pay so we have been working 

closely with these customers to ensure there are suitable payment 

arrangements in place. 

 

 

Estimated Bills: 
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We have launched our new app this year to make it easier for customers to 

send us their readings. Whilst we do everything possible to try and get 

readings, we sometimes have to estimate our customers usage which can 

result in ‘bill shock’. We work closely with these customers to understand their 

usage patterns and arrange affordable monthly payment plans if needed. 

Whilst the roll out of Smart meters will mean the end of estimated bills, until 

then, we will continue to work with our customers to get readings as often as 

possible to avoid estimated bills.    

  

Direct Debit reviews:  

We endeavor to set Direct Debit amounts in line with customers consumption 

patterns throughout the year. We aim to review Direct Debits 3 times a year 

and we continuously review accounts to make sure payments are in line with 

customer’s usage. 

 

How to raise a complaint 
  

Go to our website for full details of what happens when you make a complaint:  

https://www.goodenergy.co.uk/customer-care/helptopics/complaints/   

If you would prefer a hard copy of our complaints procedure just give us a call 

on 0800 254 0004 and we’ll send you a copy.  
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