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Welcome to our  
Customer Charter
Our Customer Charter relates to energy, home telephone and 
broadband accounts and our Home Services products. We 
regularly review our charter to give you a simple, transparent 
service and good value. 

Some of the changes we’ve made include:

•  Reducing our tariffs – to make it easier for you to choose the 
best tariff.

•  Changing our pricing structure – so that your energy costs are easy to understand.
•  Introducing Annual Energy Reviews – where our staff talk you through ways to 

save money.
•  Introducing our Sales Guarantee – so you know that sales are always fair.

However, now is the time to go further. This is what SSE’s domestic Customer 
Charter is all about. Following conversations with customers, and our independently 
chaired Customer Forums, we have identified the areas customers have told us they 
want us to focus on: 

• Making life easier for you.
• Finding ways to save you money.
• Helping you when you need us most.

Our charter explains what we are doing to help you, and I’d be very interested 
in your thoughts on how we’re doing; please email me at 
directorofcustomerservice@sse.com

And in case you think all this is just warm words, separately we are putting our  
money where our mouth is. We’re the first energy firm to go above and beyond the 
regulator’s Guaranteed Standards and offer our customers our own £20 Service 
Guarantee (sse.co.uk/helpandadvice). This enables you to hold our service to account. 
For each of the five commitments detailed in our Customer Service Guarantee that 
we fail to meet, let us know and we’ll put the matter right AND take £20 off your next 
bill.1 It’s that simple.

Tony Keeling 
Chief Operating Officer and Co-Head of Retail

Contents 
Making life easier for you  3

Getting in touch  4

Joining, leaving or moving  5

Metering Services  6

Saving you money  7

Prices and tariffs  8

Payment options  9

Using energy efficiently  10

The Energy Company Obligation  11

Our Sales Guarantee  11

Helping you when you need us most  12

Difficulty paying your bills  13

Keeping you connected  13

Extra assistance for our energy customers  14

Safe and warm with Home Services  15

If things go wrong  16

Treating Customers Fairly 17

Contact Directory  17

2



Making life 
easier for you
• Getting in touch

• Joining, leaving or moving 

• Metering Services

As part of our Customer Service Guarantee, we want 
to make life easier for you and we want to do all we 
can to make it simple to deal with us. Our Customer 
Service Guarantee commitments in this area are:

•  We will call you back when we say we will.

•  We will never transfer you more than once when 
you call us, unless you agree.

•  We will give you the opportunity to speak to  
a manager if you ask.

But if we don’t meet these commitments, let us know 
and not only will we put it right, we’ll also discount 
£20 off your next bill for each commitment we have 
failed to meet.
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Getting in touch
About getting in touch
You can contact us in a way that suits you best – by phone, by email, through our 
website, on Facebook or Twitter, or by letter. Regardless of whether you prefer to 
manage your account online or pick up the phone, we’ll deal with your query quickly 
and without fuss.

Our contact commitments

When you go online or use our digital services
•  We’ll respond to emails as quickly as possible and aim to get back to you within 

one working day.

•  We’ll give you ways to update your meter reading.

•  We’ll make it easy for you to get a personalised energy price.

•  We’ll make sure it’s easy for you to manage your account online whether you need 
to amend a Direct Debit, make a payment or request a refund.

When posting a message to our Facebook or Twitter pages
•  We will respond to all reasonable requests within one hour during our opening hours.

•  We will answer questions there and then if we can, and ensure any query requiring 
specialist attention is given to the appropriate department.

•  We will protect your personal information and will not request that personal details 
be posted publicly.

When you call us
•  We will answer your call as quickly as possible – most calls are answered within  

two minutes. 

•  We won’t transfer you more than once, unless you agree, and only if your query 
needs to be dealt with by a different specialist team.

•  We will call you back at the time we’ve agreed.

When you write to us
•  If we need to contact you about your letter, we’ll call you within five days of 

receiving it.

•  If this is not possible, we will write to you.
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Joining, leaving or moving 
About your account
We will work with you to ensure that you can manage your account quickly and 
without fuss. If you’re joining us, you’ll be given a big welcome. And regardless of 
whether you’re moving home, changing supply, or even leaving us, our service to 
you will be personal and efficient. 

Our account commitments
• We will do most of the work for you, keeping you updated at all times.

When you join us or are moving home
•  We will give you clear information on our products and services and offer you 

peace of mind through our Sales Guarantee (see page 11 for details).

• We will always tell you about the products and deals that best suit your needs.

• We will open your energy account with actual meter readings whenever possible.

•  If you’re not sure how your meter works, contact us and we’ll give you 
straightforward advice. 

•  If you are changing from another supplier to be with us, we will complete the 
transfer within the industry set timescales whenever possible.

•  We will work with you to help you choose the energy tariff that’s right for you and 
give you access to our range of home products, including telephone, broadband, 
as well as service and repair products for your gas central heating and electrical 
wiring. 

If you leave us

•  We will work with your new company to ensure the transfer of your energy or 
telephone accounts goes smoothly.

•  We will produce your final bill promptly – usually within 10 working days for energy 
and never more than 30 days for any of our products and services.

•  We’ve worked with the energy industry regulator Ofgem, to enable customers who 
use a Pay As You Go meter to switch supplier, transferring their debt, even if they 
owe as much as £500 per fuel. This is known as the Debt Assignment Protocol and 
if you would like to find out more about this please contact us.
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Metering Services
About our metering services
We use our own staff to collect your readings, but you can submit readings too. 
Up-to-date readings mean accurate bills. To help us, please allow our staff to access 
your meters. If we haven’t been able to gain access, please contact us to give us 
up-to-date readings.

Our metering commitments
•  We will aim to visit your property every six months to read your meters.

•  We will give you a variety of ways to give us up-to-date readings yourself –  
by phone, online, or through our Meterline service.

•  If you manage your account online, we will email you before your next bill is due  
to request meter readings.

•  If we have to use estimated readings, we will base our estimate on the amount of 
energy you have used; in the past; on average usage patterns; and on the time of year.

•  If you provide an actual reading within five days of receiving an estimated bill,  
we can usually send a revised bill the following day.

About smart meters
By the end of 2020 we aim to have replaced the existing meters in our customers’ 
homes with new smart meters. Smart meters will bring an end to estimated bills by 
reading how much energy has been used in your home. The information is then 
securely transferred back to us. This means a smart meter in your home will give you 
accurate bills1 and the in home display you’ll receive will make it easy for you to view 
your energy usage and costs in real time. We’ll also offer helpful online features to 
enable you to manage your energy account. 

•  We will give you plenty of notice before changing your meter and, if you prefer,  
we can schedule for a time when a friend or relative can be at home with you.

•  We will offer you a smart energy tracker that will show you in real time how much 
energy you’re using and how much you’ve spent on a weekly basis compared to 
the energy you used the previous week.

•  Our engineer will show you how everything works and will make sure you are 
comfortable using your smart meter and in home display. 

•  Customers (except those with a meter operating in Pay As You Go mode) can  
access our new online features such as dual fuel comparison graphs and energy 
usage tables will give you all the information you need to take control of your 
energy usage. 

•  We will operate a Smart Customer Services helpline in case you have a problem 
with your smart meter, in home display or online account. If the problem can’t be 
resolved over the phone, one of our engineers will arrange to visit you.

•  If you need extra assistance, we will take extra care to ensure you understand how 
your meter works.

•  For Pay As You Go meter customers, smart meters will mean new in-home and 
on-line payment options, with all the information you need easily available through 
a new portable display.

•  If we have already installed a smart meter in your new home, we will make sure  
you have access to the smart meter functions when you move in. If you choose  
to change supplier, your meter may lose its smart functions. If you join SSE but 
another company has already installed a smart meter, then you will not currently 
be able to carry on using the smart functions of that meter.2

•  We will protect your personal information from misuse and will reset your home’s 
smart meter if you move home. This process can take a few days so it’s important 
you call us as soon as you know you’re moving.

•  We will continue to carry out safety inspections on your meter at least once every 
two years.

6



Saving you 
money
• Prices and tariffs 

• Payment options

• Using energy efficiently 

•  The Energy Company Obligation

•  Our Sales Guarantee

As part of our Customer Service Guarantee, we will 
offer to help find ways to save you money. This could 
include telling you about the products and deals that 
best suit your needs; explaining how you could 
benefit from the discounts we offer; or offering 
practical tips to cut your usage and reduce your bills. 
Our Customer Service Guarantee commitment in this 
area is:

•  When you call we will offer to find you ways to 
save money.

But if we don’t meet this commitment, let us know 
and not only will we put it right, we’ll also discount 
£20 off your next bill.3
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Prices and tariffs
About our energy prices
We believe in charging a fair price for our products and services. Our energy prices 
are linked to the amount we pay for electricity and gas on the wholesale markets,  
as well as the cost to supply your energy sustainably and safely, and the cost of 
Government-mandated schemes, such as the Energy Company Obligation (ECO)  
and Warm Home Discount. We complement our pricing policy with practical advice 
on managing your bills and reducing your usage.

Our energy price commitments
•  Our prices will be fair and linked to the market conditions in which we operate.

•  We will give you reasonable notice, which will be at least 20 days, if the price you 
pay for your energy is going to increase.

•  We will provide a clear breakdown on your bills and your annual statement of 
how your energy costs are calculated, including the profit margin we make from 
supplying energy to our household customers.

•  We will help you if you are struggling to pay your bills. See page 14 for details.

About our energy tariffs
To end the complexity around tariffs and make it easier for you to choose the tariff 
which best suits your needs, in recent years we have vastly reduced the number of 
tariffs we offer.   

Our aim is to offer customers enough choice to ensure that there is a tariff to suit 
their preferences while also keeping things simple in order to help customers identify 
easily the best tariff for them.

You can identify the best tariff for your needs, and get a simple comparative price for 
each tariff, by answering just five questions:  

•  where you live (postcode)

•  the type of meter you have

• how much energy you use

• your preferred payment method

•  how you wish to manage your account  

You can speak to one of our advisers about our current tariffs by calling us or visit  
our website.
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Payment options
We offer a number of ways to pay your energy bill to suit your preferences and help 
you budget.

Pay monthly
Direct Debit or Standing Order are our best value payment options and let you spread 
your costs over a twelve month period. You can choose the day of the month your 
payment is taken and because it costs us less when you choose to pay by Direct 
Debit or Standing Order, we will pass the savings on to you in the form of a discount. 
There are two choices for Direct Debit – a monthly payment of a fixed amount, or a 
variable Direct Debit which allows you to pay your quarterly bills in full.

A monthly swipe card allows you to make monthly payments on an agreed date 
without using Direct Debit or Standing Order. You simply go to a PayPoint or Post 
Office to make your payment. To find your nearest PayPoint, visit www.paypoint.co.uk

Pay on receipt of your bill
To pay your bill by phone using a debit or credit card, call our payment line on  
0345 704 5038.* If you’d prefer to pay by cheque or postal order follow the 
instructions on your bill. Remember; don’t send us cash through the post.

A Pay As You Go swipe card is a flexible way to pay your bill using a PayPoint or Post 
Office. All payments will be shown on your quarterly bill and you can even make 
payments before you receive your bill. 

If you’ve registered for an online account with us, you can pay your bill at any time 
of day or night. Once you’ve logged in, just click the ’Pay Now’ button and follow 
the instructions. 

If you prefer to pay through your online bank account, check to see if your bank 
allows you to set up an arrangement – you’ll need your energy account numbers 
to do this.

Pay As You Go meter
Pay As You Go meters can help you manage the household budget and easily keep 
track of the energy you are using. They ensure you pay for your energy as you use it 
and avoids unexpected bills. You can top-up at a PayPoint or Post Office. If you have 
a smart meter, you can also top up online at sse.co.uk/topup.

For telephone, broadband and Home Services products
Telephone, broadband and service and repair products are payable by monthly 
Direct Debit. Gas and electrical service and repair products can also be paid by a 
yearly debit or credit card payment. When you set up a telephone account with us, 
we may apply a sensible credit threshold to protect your account. If you are nearing 
your credit limit, we will let you know.
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Payment options
Our payment option commitments
•  We will offer you a variety of ways to pay.

•  We will happily carry out an Annual Energy Review to check you are on the 
best payment method for your needs. If you’d like a review of your account, 
please call us on 0345 071 9770.*

•  We will automatically review monthly Direct Debit and Standing Order energy 
payments on an annual basis and if you have a credit balance over £5 at the time 
of the review, we will refund it to you.

•  We will process valid refund requests within five working days.

•  We will increase payments to Direct Debits if your previous payments haven’t 
covered your usage. When doing this, we will take your ability to pay into 
consideration and agree a responsible repayment schedule.

Our Pay As You Go commitments
•  We will offer you the option of replacing lost electric keys or gas cards from 

certain local PayPoint facilities. For smart meters we can also provide you with a 
unique number, that lets you top-up online or in a shop.

•  If you have a Pay As You Go meter, we can make sure that your electricity supply 
doesn’t disconnect if you run out of emergency credit at night. Call us to check 
that your meter has this facility – if it doesn’t, we can usually change it.

• For smart meters we have what we call ‘friendly credit periods’, to make sure you   
 won’t lose your energy supply if you run out of credit during these times:

 · Monday – Friday 6pm – 9pm

 · All day on Saturday and Sunday

 · All National Bank Holidays

•  We will maintain a 24 hour emergency service for Pay As You Go meter issues 
through our out of hours Emergency Service Centre.

Using energy efficiently 
One of the most effective ways to reduce energy costs is to make your home more 
energy efficient. We’re confident that we can help you to use energy wisely in your 
home – give us a call or visit our website to find out more. 

We can give you a free home survey either online or by phone, and have plenty  
of other tips to help you reduce your energy use at home.

 Are you looking for ways to reduce energy because you’re struggling to pay for 
energy costs? Help is available. Remember, if you are vulnerable to cold because  
of your age or health, using less energy may not always be the right thing for you.  
If you need extra assistance and are worried about keeping warm, please call us 
straight away on 0800 072 7201 so that we can offer you support. For free advice on 
how to use your energy efficiently, call us on 0800 072 7201.

What about a smart meter?
Smart meters are the next generation of electricity and gas meters that send us 
regular meter readings automatically. They can help you save energy and money by 
tracking the energy you use in pounds and pence. Ours come with an in home 
display that provides up-to-date, real time information about the energy you’re using. 
To find out more, check your eligibility, or book an appointment to have a smart 
meter installed, visit sse.co.uk/smart or call 0345 0719787.
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Our Sales Guarantee 
As part of our ongoing commitment to providing excellent customer service, we 
introduced a Sales Guarantee for our energy and home maintenance products.

We take our relationship with you very seriously and want to make sure that our 
business with you is always fair. If you’d like information on our products and 
services, you can find this on our website or by calling us.

Our sales commitments
• We are committed to making sure our sales process is professional and transparent.

• We are committed to fully and efficiently investigating any Sales Guarantee claims.

•  We are committed to making good any resulting financial loss caused if you were 
given inaccurate or misleading information about our products and services.

How the Sales Guarantee works
We believe in giving you the right information about our products and services.  
But if you think that you’ve switched to us because you were given inaccurate or 
misleading advice, please call us on 0345 071 7800. Our team will look into your 
query and if it is found that you’ve been financially disadvantaged because you were 
given inaccurate or misleading information on our products and services, we’ll make 
good any resulting financial loss.

The Energy Company Obligation 
The Energy Company Obligation (ECO) is part of our commitment as a major energy 
supplier to help the Government meet its carbon reduction target. As part of ECO you 
could qualify for heavily subsidised insulation and heating installations for your home.

To see if you could qualify for assistance call us on 0345 071 7800.* Our friendly 
advisors will be happy to check if you could benefit from the scheme and talk you 
through the process.

What assistance is available?
You could qualify for the subsidised installation of an energy efficiency measure:

•  heating upgrade (Oil, LPG, Gas)

•  loft insulation

•  cavity wall insulation

•  solid wall insulation

How much could you save?

Gas Boilers – Based on upgrading an 
old G-rated gas boiler without controls 
to a new A-rated condensing boiler with 
a programmer, room thermostat and 
thermostatic radiator valves (TRVs) in a 
semi detached property you could 
potentially save £305 per year.**

Loft Insulation – Based on a semi-
detached property you could potentially 
save £150 per year.***

Cavity Wall Insulation – Based on a 
semi-detached property you could 
potentially save £145 per year.****

These savings will vary depending on how you heat your home and use your energy.

4 Steps to a subsidised installation

Step 1 – Call us on 0345 071 9809* or email homeservices.affordablewarmth@sse.com 
to see if you qualify for the scheme.

Step 2 – Our approved partner will carry out a Home Energy Assessment in your 
home. If an eligible energy efficiency measure is recommended they will also carry 
out a technical survey and specify the details of the job.

Step 3 – If an energy efficiency measure is recommended for installation and you are 
able to provide the required documentation our approved partner will let you know 
what measures are available to you and advise of any contribution from you, if any.

Step 4 – Should you choose to go ahead with the installation our approved and 
qualified installers will complete the work to your satisfaction.

Job done – you can now relax and enjoy a more energy efficient home. 11



Helping you 
when you 
need us most
• Difficulty paying your bills

• Keeping you connected

• Assistance for our energy customers 
who need extra assistance

• Safe and warm with Home Services 

• If things go wrong

As part of our Customer Service Guarantee, we will 
help you when you need us most. This could consist 
of either offering you a suitable payment plan which 
considers your ability to pay, or checking if you’re 
eligible for the Warm Home Discount or for assistance 
through ECO. We can also discuss whether you could 
benefit from our priority services, such as Braille bills,  
a Textline service or a dedicated customer service 
adviser. Our Customer Service Guarantee commitment 
in this area is:

•  If you want help with your energy bills we will 
offer support.

But if we don’t meet this commitment, let us know 
and not only will we put it right, we’ll also discount 
£20 off your next bill.1
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Difficulty paying your bills
About our assistance with payment problems
If you need help with your energy bills, just let us know and we can discuss the 
practical support that is available. We will offer you reassurance and work together 
on an arrangement that allows you to sensibly manage your payments. We’ll also 
check to see if you are eligible for the Warm Home Discount or for assistance 
through ECO. 

Please talk to us about any concerns you have about affording your energy bills,  
so that we can help you. 

Our energy payment assistance commitments
•  We will take your ability to pay into consideration.

•  We will agree a sensible way forward to help you manage your ongoing energy use 
and repay debt in a sustainable way.

•  We will check to see if you are eligible for energy efficiency measures for your home, 
which could reduce the amount of money you need to spend on keeping warm.

•  We will check if you are eligible for any assistance, such as the Warm Home 
Discount scheme which gives you a rebate on your electricity account, or our 
Priority Assistance Fund.

•  We will offer you our Careline and other services if this is appropriate.

•  We may be able to arrange payment through the Government’s Fuel Direct scheme.

•  We may be able to check whether you can claim Government benefits.

•  We may be able to fit a Pay As You Go meter to allow you to repay any debt at an 
agreed weekly rate while keeping control of your ongoing usage. If you have a 
smart meter, we can also change the meter’s operating mode to Pay As You Go 
remotely- without visiting your property.

•  It’s simple to top up your smart Pay As You Go meter whenever you need to. The 
easiest way is to top up online. Or you can take your top-up card along to any Post 
Office branch or any shop that offers PayPoint.

Assistance with other products and services

•  If you are worried about your telephone, broadband, central heating or electrical 
wiring charges, we will be happy to check that you are on the most suitable package.

•  We can help you keep control of your telephone bill by limiting the types of 
numbers which can be called from your phone, such as premium rate numbers.

Keeping you connected
We don’t ever want to disconnect or suspend your supply. Talking to us about any 
payment difficulties you have is the best way to ensure this never happens. 

•  We will never knowingly disconnect the energy supply of a customer that may be 
in a vulnerable situation except for essential maintenance or safety reasons.

•  If we need to suspend or disconnect your broadband or telephone service we will 
contact you in advance to let you know what we intend to do. We may charge you 
to resume your service once it has been disconnected.

•  If we have suspended your central heating or electrical wiring cover due to non-
payment, we will charge you to attend a breakdown or emergency.

We only ever suspend or disconnect your services as a very last resort
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Extra assistance for our  
energy customers
About our assistance for customers who may be in a  
vulnerable situation
We have special responsibilities as an energy supplier to help protect our energy 
customers who may be in a vulnerable situation. Whether it’s because of your age, 
your health, your income or your housing situation, please let us know if you need 
specialist help. 

You may wish to register for our Priority Services Register. This lets us know that you 
may need more support with bills and correspondence and offers services to help 
you feel secure in your home and make it easier for you to communicate with us. If 
you are elderly, chronically sick or disabled, we’ll sign you up for this free of charge.  

Here are just some of the ways we might be able to help you
•  We can give you a free direct number to our trained agents to make managing your 

account easier.

•  We can visit you to read your meter if it’s difficult to reach. Or we can check if 
you’re able to get a smart meter, which will mean you can send us your meter 
readings automatically.

•  When we visit, we can make sure to wait a little longer and give you more time to 
answer your door if you need it.

• We offer free gas-safety checks if you’re eligible - contact us to find out more.

•  You can have your bill in a different format, such as Braille, large print or audio. 

•  If you use a language other than English, we can offer support through 
LanguageLine to help with translation.

•  You can speak with us using British Sign Language though our SignVideo service.

•  You can get help paying your bills through schemes like Warm Home Discount. If 
you’re a pensioner or get certain benefits, you might qualify for this extra help.

•  If you have someone helping you, you can let them manage your account. You can 
give your permission by writing to us, or you can call us when that person is with 
you.

•  It’s really important for us to know if you rely on electric medical equipment at 
home. If you’re happy for us to tell your local electricity network company, they’ll 
make sure you’re a priority if there’s ever a power cut and make you aware of any 
planned disruption.

We may also be able to help low income customers who may be in vulnerable 
circumstances to install free measures to make their home more efficient – see page 
11 for details. To find out more about how we can help you or to register for any of 
the support detailed above, call us on 0800 622 838. To find out more about our 
Careline services please contact our Careline team on 0800 622 838.*
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Safe and warm with  
Home Services
About our Home Services
Our Home Services products are designed to help you maintain your home without  
the worry of up-front bills. We offer gas boiler, central heating maintenance and 
electrical wiring cover, using specialist, fully qualified engineers to ensure work  
is done safely and to the highest standards.

We also offer gas boiler and central heating installations, using only the highest 
quality products and qualified engineers. We give you carbon monoxide detectors 
and maintenance cover with every gas boiler installation. And we’ll offer you  
trade-ins on your old equipment whenever we can.

Our Home Services commitments
•  We work to the highest safety standards for the well-being of yourself, your home, 

and our staff.

•  We will arrange your initial inspection or annual service for a date which is 
convenient for you.

•  We prioritise customers who may be in vulnerable circumstances for repairs  
and breakdowns.

•  At your request we will use a password scheme for your security when visiting 
your home.

•  Our breakdown and emergency lines are open 24 hours a day seven days a week.

•  We will offer you an alternative form of heating if we cannot repair your boiler or 
central heating on a breakdown call-out.

•  We will aim to attend heating and hot water emergencies within two hours.

•  We will call you prior to attending your home to give you an estimated time of arrival.

•  All of our products and services are covered by our Sales Guarantee (see page 12 
for details).

Gas Safety Advice
Follow our top tips to keep safe:

•  Don’t use any gas appliances that you think are not working properly.

•  Make sure that ventilation bricks, grilles or outside chimneys aren’t covered or blocked.

•  Make sure you have your gas appliances serviced at least once a year by a Gas Safe 
Register™ engineer.

•  If you think you’ve got a gas leak, call the National Gas Emergency Number 
immediately on 0800 111 999. Only use a mobile phone from outside the property.

•  Fit a carbon monoxide detector.

Gas Escape Advice
Gas leaks are very serious and can be life-threatening. We’ve put together some 
advice on what to do.

What should you do if you think you have a gas escape?

•  Open all doors and windows.

•  Check if the pilot light on your boiler has gone out. If any gas appliances have been 
left on, turn them off. If the pilot light is still on and your gas appliances are all off, 
there may be a gas escape.

•  Turn off the gas at the Emergency Control Valve, which is usually near the meter. 
If your Emergency Control Valve is in an outside meter box, make sure you know 
where the key is. If you don’t already have a key please phone us on 0345 026 2658.

•  Don’t turn light switches on or off, don’t use doorbells, mobile phones or any other 
electrical switches which could cause a spark.

•  Don’t smoke, light a match or use any other naked flame.

•  Phone the National Gas Emergency Number immediately on 0800 111 999. Only 
use a mobile phone from outside the property.

An Emergency Service Provider engineer will normally be with you in two hours or 
less from calling 0800 111 999. 

For more safety advice, covering issues such as carbon monoxide and electrical 
safety, please see our website sse.co.uk and click on ‘Help and Advice’ then ‘Safety 
and Emergencies’.

Contacting Home Services
If you need to speak to us about an existing cover you have for your boiler, central 
heating system or electrical wiring call us on 0345 078 6771.*
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If things go wrong
About our complaints process
We aim to get it right first time, every time. But if we do something to upset or 
frustrate you, please contact us straight away. A quick conversation is usually  
all it takes to put things right. 

Please also let us know when you receive great service. The more we know  
about what pleases you, the better our service will be. Email us at 
headofcustomerservice@sse.com 

Our complaint handling commitments
•  If you are logging a complaint, our adviser will give you their name and extension 

number so you can contact them again if you need to.

•  If the adviser cannot resolve your query, they will pass you to a manager to find  
a way forward.

• You can ask to speak to a manager at any point.

•  In the unlikely event that we have still not solved your complaint you can 
contact our Head of Customer Service Team. Call 0345 071 9853* or email 
headofcustomerserviceteam@sse.com

•  Home Services (boiler breakdown protection and gas installations) have their own 
complaint handling process which can be found here: sse.co.uk/HeatingAndWiring/ 
ComplaintsProcedure

Independent help and advice
It’s easy to get free, independent advice so that you “Know your rights” as an energy 
consumer. You might want to get a better deal, find out how to make a complaint, 
get advice about the quality of your electricity or gas supply, or ask for help if you’re 
struggling to pay your bills. To “Know your rights” visit citizensadvice.org.uk/energy 
for up to date information or contact the Citizens Advice consumer service on 03454 
04 05 06.

There is an Ombudsman for Communications (home telephone and broadband)  
and Energy (gas and electricity accounts). You can contact the Ombudsman for help  
if our Head of Customer Service Team hasn’t resolved your complaint within five 
working days, or if it has been six weeks since you first contacted us to make a 
complaint and we haven’t resolved it. There is no Ombudsman service for Home 
Services (gas boiler, central heating maintenance, electrical wiring cover and gas 
installations), however you can still contact the Citizens Advice consumer service on 
03454 04 05 06.

When a complaint is referred to the Ombudsman, they will investigate this on your 
behalf. Any decision the Ombudsman makes is binding on us as a supplier, but not  
on you. The Ombudsman may refuse to investigate your complaint if you haven’t 
followed our complaints process. 

Complaints about communications – Find out if you can complain and how on the 
website: ombudsman-services.org/sectors/communications; Post: Ombudsman 
Services: Communications, PO Box 730, Warrington, WA4 6WU; Phone: 0330 440 
1614

Complaints about energy – Find out if you can complain and how on the website: 
ombudsman-services.org/sectors/energy; Post: Ombudsman Services: Energy, PO 
Box 966, Warrington, WA4 6WU; Phone: 0330 440 1624

For a complete copy of our 
Complaint Handling Statement 
(energy) or Customer Complaints 
Code (telephone and broadband), 
contact us or visit our website.
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SSE Contact Directory
General Enquiries 
Energy 0345 071 7800*

Pay As You Go meter enquiries 
Gas 0345 026 7039*

Electric  0345 026 7038*

Smart  0345 026 0677
Talk/Broadband 0345 300 1124*

Head of Customer Service Team 
Telephone 0345 071 9853
Email 
headofcustomerserviceteam@sse.com
Post 
PO Box 7506, Perth PH1 3QR

Annual Energy 
Review 0345 071 9770*

Careline 
Telephone 0800 622 838*

Textphone 0800 622 839*

Joining or Leaving 0345 026 7044*

Moving Home 
Energy 0330 102 8329
Talk/broadband 0345 073 7971*

With a  
Pay As You Go meter 0345 078 3213*

Home Services
All enquiries 0345 073 7971*

Gas Emergencies 0800 111 999*

Smart Metering Customer Services 
SSE 0345 073 3991* 

Pay As You Go  0345 026 0677 
Smart Appointments  0345 071 9787

ECO/Affordable 
Warmth 0345 078 3248*

Submit a 
meter reading 0345 071 9594*

Energyline 0800 072 7201

Feed In Tariffs 0345 071 7827*

Payment Line 0345 704 5038*

Emergency/supply  105 
Loss (24 hour)
 
Website  
www.sse.co.uk

Social media
Facebook 
www.facebook.com/yoursse

Twitter 
twitter.com/yoursse

Mailing addresses  
SSE 
Inveralmond House 
Perth  
PH1 3AQ

Treating Customers Fairly
We are committed to giving you excellent customer service and treating you fairly. 
We never forget that you have a choice of energy supplier and are grateful that you 
have chosen us.

Our “Standards of Conduct” statement relates to your energy accounts. It sets out what 
we mean by treating you fairly and our Customer Charter gives you more information 
about what you can expect from us. We also have other documents which give 
advice on our responsibilities to you, such as our “Complaints Handling Statement”, 
our “Paying Your Energy Bill” guide and our “Pay As You Go Meter Statement”.

Our Standards of Conduct
Our key objective is to ensure that you are treated fairly. 
To help achieve this, we are committed to meeting the following Standards:

1.  We will behave and carry out any actions in a fair, honest, transparent, appropriate, 
and professional way.

2.  The information we give to you (whether verbally or in writing) will be:  
• complete, accurate and truthful. 
• in clear and plain language. 
• related to products and/or services that are appropriate for you  
• fairly presented, with the most important information highlighted to you; and  
• sufficient to allow you to make informed choices about your energy supply.

3.  We will continually review the way we do things to ensure our work is complete, 
thorough, fit for purpose and transparent.

4.  We will always act promptly and courteously to help you. If something goes 
wrong or a mistake is made, we will work with you to fix this without fuss.

5.  We will make it easy for you to contact us.

6.  If you are in a vulnerable situation, we will provide extra help, support and flexible 
customer service arrangements to suit your needs.
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1 Accurate bills based on actual reads will be dependent on the availability of a HAN/WAN signal, which is required to  
 enable the smart meter to communicate with the energy supplier. In the instance, this signal is unavailable,   
 customers will receive an estimated bill. 
2  In order for smart meters to easily switch between suppliers and stay ‘smart’, a new central communications system 

is needed. This is currently being developed.  Once this system is in place we will begin installing a new generation 
of smart meters that work with this system.  When the existing smart meters are transferred onto the new system, 
these will be able to switch between suppliers whilst maintaining smart functionality. We anticipate this will happen 
by 2019/2020. Contact us if you’re unsure which meter type you have (first or second generation).

3  We will consider claims made under this Guarantee and determine their validity. Claim considered where: (i) 
customer provided and will continue to provide relevant and required information; (ii) claim is made within 10 
working days of alleged failure; (iii) the claimant is an existing customer; (iv) the alleged failure was not outside our 
control; (v) a goodwill payment has not already been awarded to the customer in relation to the same incident. 
Although we will endeavour to find ways to help the customer save money and offer support (if sought), we cannot 
be held liable if savings are not made or if a product, discount, tariff, deal, service or form of assistance was / is not 
available or if it was / is deemed inappropriate to review such matters. £20 discount is a goodwill payment and will 
be applied to customer accounts or meters as appropriate or applicable. If the customer has more than one 
account with us the discount will be applied to an account at our discretion. Cash payments may be made at our 
discretion. We reserve the right to alter, amend or withdraw this Guarantee without prior notice. 

4 Warm Home Discount rebates are paid by the 31 March in any scheme year.

*Lines open 8am to 8pm Mon to Fri, 8am to 2pm Sat.

**Source: Energy Savings Trust (http://www.energysavingtrust.org.uk/Heating-and-hot-water/Replacing-your-boiler)

***Source: Energy Savings Trust (http://www.energysavingtrust.org.uk/Insulation/Roof-and-loft-insulation)

**** Source: Energy Savings Trust (http://energysavingtrust.org.uk/Insulation/Cavity-wall-insulation)

SSE and associated brands: Southern Electric, Scottish Hydro, SWALEC and Atlantic are all trading names of SSE 
Electricity Limited registered in England and Wales number 04094263 (supply of electricity and Feed-In Tariffs); 
Southern Electric Gas Limited registered in England and Wales number 02716495 (supply of gas); SSE Retail Telecoms 
Limited registered in England and Wales number 10086511 (supply of home phone and broadband); SSE Home 
Services Limited registered in Scotland number SC292102 (boiler and heating repair, servicing, cover, boiler 
Installations and electrical wiring cover); SSE Energy Solutions Limited registered in Scotland number SC386054 
(energy efficiency installations and insulation products). All members of the SSE Group. The registered office of SSE 
Electricity Limited, Southern Electric Gas Limited and SSE Retail Telecoms Limited is No. 1 Forbury Place, 43 Forbury 
Road, Reading, RG1 3JH.

The registered office of SSE Home Services Limited and SSE Energy Solutions Limited is Inveralmond House, 200 
Dunkeld Road, Perth, PH1 3AQ. SSE Electricity Limited is an appointed representative of SSE Home Services Limited. 
SSE Home Services Limited is authorised and regulated by the Financial Conduct Authority (FCA) under reference 
number 695476. You can check this on the Financial Services Register by visiting the FCA website.
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