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Our promise to treat you fairly

At SSE, our customers come first and treating you fairly is one of the most important 
things we can do. We work hard to keep raising our standards and make sure you’re 
being well looked after.

Every year, we publish our Treating Customers Fairly Statement which explains the 
service you can expect from us, how we are meeting the Standards of Conduct 
introduced by Ofgem, the energy regulator, and our plans for the coming year.

In order to keep costs low for customers, it’s vital that we focus the resources 
that are available to us on the areas that matter most. This Statement shares our 
plans for the year ahead and the commitments we’ve made and will deliver on to 
demonstrate our promise to treat you fairly. 

These commitments are based on four key areas that customers have told us are 
important to them. You can find out more information on each of these areas 
throughout this Statement. 

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

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 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.

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

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.

We will make it easy for you to 
contact us. 

If you are in a vulnerable situation, we will 
provide extra help, support and flexible 
customer service arrangements to suit 
your needs.

Our Standards of Conduct
Every decision and action we take is based on our promise to treat you fairly. To make sure we do this, 
we will meet the following Standards:

Listening to you 
and improving 
your experience

Making things 
easier for you

Looking after 
you when you 
need extra help

Putting things 
right if there’s a 
problem
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Listening to you and 
improving your experience

Listening to you 

We listen to you because your views and opinions help us 
keep improving the service we provide.

This year we’ll continue to hold Customer Forums to 
discuss issues that matter to our customers. Over the last 
year we’ve used our Customer Forums to share our plans 
and get feedback directly from customers on a range of 
topics. For example:

• customers told us that providing a complaint 
reference number was important. We listened and this 
is now available to them if they would like one; and

• when simplifying our telephone menus, customers 
told us what they would like to hear and these are 
being updated using their feedback.

We also have our very own online customer community, 
‘Customer Connect’, made up of around 3,000 customers 
who provide their honest feedback on our products and 
services which we use to make improvements. Over the 
next year, we’ll look to grow our online community so we 
can hear from even more customers.

Your experience

Each day, our teams work hard to make sure our 
customers have a positive experience and that every 
interaction is a great one. We are always looking at new 
ways to keep improving, as we take the experience our 
customers have with us very seriously. 

So much so that in addition to our existing teams, we 
recently appointed a Director of Customer Experience, 
who will strengthen our efforts to ensure we continue to 
put customers at the heart of everything we do. We’ll be 
working hard to develop new and better experiences, to 
make sure you have a positive experience whenever and 
however you choose to interact with us. One of the ways 
we will be doing this is by producing a series of short 
videos which will be featured on our website and are 
designed to give helpful information on topics you have 
told us are important.

We listen to our customers and want to know how they 
feel about the experience they have with us and that’s 
why we regularly check and test how we’re doing. We 
ask customers for feedback and to share how likely they 
are to recommend us, because we want to deliver the 
great experience that you’d be happy to tell your friends 
and family about – that’s one of the ways we know when 
we’re getting it right. We use what you tell us in our 
surveys to improve the experience you have with us.

We’ve been listening to customers’ 
feedback to improve your experience

Accessing and choosing tariffs - we’ve taken time 
to understand what led our customers to choose 
their current tariff and how they feel about their 
choice, and we will continue to develop our tariffs 
with this feedback in mind.
 
Smart meters - we’ve listened to customer 
feedback on smart meters and have improved the 
information we give to customers and the methods 
we use to explain and promote smart meters.

Treating Customers Fairly Statement - we asked 
customers what ‘fairness’ means to them and 
which topics from last year’s Statement mattered 
most. We’ve used this feedback to help create this 
year’s Statement.

Doing the right thing

We know it’s important to do the right thing for 
our customers.

In the autumn of 2016, we launched our ‘Doing 
the right thing’ programme, providing guidance 
to each and every one of our employees on 
areas such as; making decisions, trading fairly, 
diversity and equality, and speaking up if things 
go wrong.

To ensure employees feel more able to speak 
up, we also enlisted the help of a third-party 
provider who our employees can contact 
in confidence if they feel they cannot raise 
a particular issue or concern with their line 
manager.

We’ll continue to promote this service to 
employees to ensure we continue to do the 
right thing.
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Making things easier for you

Getting in touch

We’ve been making it even easier for you to contact 
us by updating the options you hear on our telephone 
menus. This means when you call us, you can reach the 
right department and get the help you need as quickly 
as possible.

We’ve also improved our call back service so that, if 
you need help from a specialist and we’re not able to 
put you straight through, we can arrange for you to be 
called back when the specialist becomes available.

To make sure you can reach us easily, we’ve grown our 
Customer Service team last year by recruiting additional 
people. We’ve also invested in new technology which 
is helping us plan better, allowing us to have the right 
people in the right place at the right time – this is 
making it easier to reach us during busy periods. 

Open for longer

Last year, we promised to review our customer service 
opening hours and we’ve delivered on our promise. 
We’re now open from 8am to 10pm, Monday to 
Friday, and 8am to 6pm on Saturdays. This is making 
it easier to get in touch with us in the evenings and at 
weekends.

Getting smart

By the end of 2020, energy suppliers are aiming to 
install around 53 million smart meters in more than 30 
million residential and business premises across Great 
Britain1. 

As more and more customers have smart meters 
installed in their homes, we’ve upgraded our website 
to allow our customers to book smart meter 
appointments online, at a time that suits them best. 

Making it even easier to 
deal with us

Moving home – it’s a busy time when 
you’re moving home and we appreciate 
your time is precious, which is why we’ve 
improved our website and made it quicker 
and easier for you to tell us about your 
move online. 

Online account - many customers want 
to be able to manage their account 24-7, 
so we’ve been making it easy to set up 
an online account with just a few clicks. 
We’ve recently made it easier to set up 
your online account when changing tariff 
or booking a smart meter appointment 
and we will be reviewing more of our key 
online interactions with customers and 
introducing this option. 

Smart idea
To book your appointment or to find out more about 
how smart meters work, visit sse.co.uk/smart
Here, you will also find helpful videos and guides 
which explain what to expect from your smart meter.
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Looking after you when you need 
extra help
Accessible and inclusive

We believe that every one of our customers, no 
matter what their needs or situation, deserves the best 
service. To get this right we have worked with expert 
organisations that specialise in dementia, mental health, 
cancer, disability and money advice to make sure that:

• our people have the skills to meet customers’ needs 
flexibly and sensitively;

• systems and processes are easy for customers to 
understand and use; and

• customers can choose how they want to 
communicate with us.

Extra Help Team

We all have times in our lives when we may need extra 
support. For example, a bereavement, money worries, ill 
health or disability can put us all under added pressure.

Our new Extra Help Team is there to give a helping hand, 
either on a one-off basis or for as long as you may need 
them. The team has received extra training to help them 
understand difficult situations and give the right support 
and advice.

Debt advice

If you’re struggling with your bills then we’re always here 
to help. We will fully consider what you’re able to afford 
and we’re happy to discuss and arrange flexible payment 
options with you.

Making sure our customers can get more help and advice 
when they need it is something we take seriously. That’s 
why we’re continuing to work with StepChange Debt 
Charity and actively making customers aware of the free, 
independent support they can offer.

StepChange Debt Charity has been helping people for 
over 20 years and provides free, impartial debt advice and 
solutions to anyone struggling with debt problems via 
their freephone helpline or their online advice tool, Debt 
Remedy.

Achieving the Standard

It’s very important to us that we get things 
right for every customer, every time.

So we are working with an independent 
organisation, the British Standards Institute 
(BSI) to achieve their Standard for Inclusive 
Service Provision which sets the ‘gold 
standard’ in how companies should adapt 
their services to meet all customers’ needs.

This programme of work has already started 
in some of our key Customer Service 
areas, including sales, debt management 
and complaints and we are committed to 
achieving the Standard in these areas by 
March 2018.

Call free 0800 138 1111 
Monday to Friday, 8am to 8pm, and 
Saturdays 8am to 4pm.

Or visit their website www.stepchange.org
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Putting things right if 
there’s a problem

Complaints Support Centre

Putting things right if there’s a problem matters to us and 
we appreciate our customers want things fixed without 
fuss. We work hard to resolve customer complaints fully 
and fairly and provide each complaint with the right 
amount of care and attention.

That’s why over the last year we’ve:

• strengthened the support we provide our people 
by having specialists on hand to give them help and 
advice;

• made sure complaints reached our management 
team or Complaints Support Centre earlier in the 
complaints process; and

• reviewed the issues that cause our customers to 
complain and made improvements which include 
enhancing the information our customers receive 
in their welcome packs when joining SSE and at the 
same time, reviewing how we capture and process 
meter readings from our new customers.

This year, we’ll continue to develop our dedicated 
Complaints Support Centre which looks after our more 
complex complaints. We’ve been training these teams 
and enhancing their skills so that they’re able to put 
things right quickly while keeping you updated until 
your complaint is fully resolved.

Complaints performance

Last year, we significantly improved our score in 
the Citizens Advice Energy Supplier Performance 
report for complaint handling.

This report provided a fair way to compare 
suppliers with a score based on complaints made 
to Citizens Advice Consumer Service, The Extra 
Help Unit and Ombudsman Services: Energy. The 
lower the score, the better the supplier performed.

We were very proud to set a new company record 
between April and June 2016 with a complaints 
score of 22.5 per 100,000 customers2. We then 
improved our performance again, achieving a 
score of 20.5 between October and December 
2016³.

We are committed to maintaining these high 
standards throughout 2017/18 in the new Citizens 
Advice customer service comparison tool. This 
comparison tool looks at five categories, which 
includes complaints performance and we are 
delighted that between January and March 2017, 
we received the highest rating of 5 Stars in the 
Complaint category4.

ScottishPower 

npower

E.ON

British Gas

EDF Energy 

SSE 

397.4

279.5

90

81.1

34.8

20.5

SSE’s complaint handling performance 
compared against other major suppliers
October – December 2016
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“I believe that taking time to listen to my customers, 
showing I care and giving them the right amount of 
attention is important. I take great pride in treating 
each and every one of my customers fairly and 
doing the right thing and I’m proud to work for a 
company that truly believes in putting customers at 
the heart of everything it does.” 

Phil Smith
Customer Relations



Contact us and  
more information

Getting in touch
You can contact us in any of the following ways:

If we’ve let you down

If you feel we’ve let you down or you 
have a complaint about any of our 
services, please get in touch with our 
Head of Customer Service Team so we 
can work with you to put things right:

Telephone:  
0345 071 9853

Email:  
headofcustomerserviceteam@sse.com

Letter:  
Head of Customer Service Team 
SSE PO Box 7506 
Perth 
PH1 3QR

Our Treating Customers Fairly 
Statement

We can send you a copy of this 
Statement in a variety of formats 
including large print, Braille, audio CD, 
and other languages. If you would prefer 
to have this Statement sent to you in any 
other format, please get in touch so we 
can arrange this for you. 

If you have any questions about this 
Statement, or you would like to share 
ideas on how we can improve our 
service, you can contact us by emailing

directorofcustomerservice@sse.com

Telephone:
0345 026 7046
Monday to Friday, 08:00 to 22:00 
Saturdays, 08:00 to 18:00

Online:
sse.co.uk

Email:
customerservice@sse.co.uk

Facebook:
YourSSE

Twitter:
@YourSSE

 

Textline:
0800 622 839

Letter:
SSE 
Inveralmond House 
200 Dunkeld Road 
Perth 
PH1 3AQ
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As a result of our tax policy and greater 
openness of our tax affairs SSE has been 
accredited Fair Tax Mark company since 2014



1 https://www.ofgem.gov.uk/gas/retail-market/metering/transition-smart-meters
2 https://www.citizensadvice.org.uk/about-us/how-citizens-advice-works/media/press-releases/complaints-gap-widens-between-energy-suppliers/
3 http://sse.com/newsandviews/allarticles/2017/08/our-promise-to-treat-customers-fairly/
4 https://www.citizensadvice.org.uk/about-us/how-citizens-advice-works/citizens-advice-consumer-work/supplier-performance/energy-supplier-
performance/compare-domestic-energy-suppliers-customer-service/
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