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Annual Complaints Report 2019

We know that resolving complaints quickly, fairly and to the complete satisfaction of our customers is a 
vitally important part of the service we provide to our customers. We work continually to minimise any 
cause we may give customers to complain, learning from our mistakes and reviewing the effectiveness 
of the changes we make in response.

This report provides key data on our customer complaints for the twelve months ending 30 September 
2019 and compares them to our performance in the previous year. 

Improvements to our complaints performance

In the last year we’ve continued to work hard to improve our performance in handling complaints for 
our customers. The highlights include:

British Standard for Inclusive Service 
Provision: 
We never forget that energy is an essential service. It’s 
our responsibility to make sure we’re looking after our 
customers, by recognising that we can all have times in 
our lives when we need more understanding and 
support. We are proud to have achieved the British 
Standard for Inclusive Service Provision for the second 
consecutive year, the gold standard for companies 
embedding flexible customer service practices. The 
testing included an audit of our central Complaints 
team, to check SSE’s approach to identifying customers 
who may be in vulnerable situations and adapting our 
service accordingly with flexible customer service 
arrangements.

Complaints Performance:  
When customers make a complaint, we appreciate the 
opportunity to put things right and learn from it. Our 
complaints are measured against other suppliers in the 
Citizens Advice Energy Supplier Rating. In the most 
recently published Rating, we have once again achieved 
5 stars for the quarter April to June 2019 and ranked 2nd 
overall for service out of 39 suppliers (link). Also, based 
on information published by the Ombudsman about the 
top 10 largest energy suppliers, we have the lowest 
levels of complaints. Between April and June 2019, the 
Ombudsman accepted less than 5 complaints per 
100,000 SSE customers, compared to the energy sector 
average of more than 30. (link)

Contacts Complaints

Number of contacts 
we received from our 

customers

% of contacts that 
were complaints

Number of these 
customers who made 

‘an expression of 
dissatisfaction’

Number (and %) of complaints 
which could not be fully resolved 

by the end of the working day 
after they were received

2018 / 2019 8,121,861 7.0% 568,447
118,624

20.9%

2017 / 2018 7,386,243 7.2% 530,365
138,028

26.0%

https://sse.co.uk/mands-partnership-end
https://sse.co.uk/mands-partnership-end
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/
https://www.ombudsman-services.org/about-us/annual-reports/complaints-data/energy-complaints-data
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Stakeholder Engagement: 
We are grateful to the many stakeholders who provide 
insight that adds to our understanding of the needs and 
concerns of customers. By involving stakeholders in 
our customers forums, our internal service campaigns 
and our training programmes we bring their views right 
to the core of our business. We also support our 
stakeholders in their work to help customers who may 
face challenges with their energy accounts, and we 
work closely with governments and regulators to 
ensure that any changes they are considering will 
improve outcomes for our customers.

Further information

To learn more about making a complaint, we have a complaint 
handling statement and procedure which you can find on our 
website: sse.co.uk/complaints or call us on 0345 071 7800 to 
ask for a free copy.

To find out more about The Gas and Electricity (Consumer 
Complaints Handling Standards) Regulations 2008, visit 
legislation.gov.uk or call us on 0345 071 7800 to ask for a free 
copy.

To see our latest complaints performance data you can find our 
Annual Complaints Report at: sse.co.uk/complaints

We’re always looking to improve our service, which includes 
acting promptly and courteously to help our customers. If 
something goes wrong or a mistake is made, we will work with 
our customers to fix this without fuss. For more information on 
these steps, please visit: sse.co.uk/about-us/sse-and-you/
treating-customers-fairly

You can phone us on 0345 071 7800 and we’ll send you a free 
copy of this report. 

Customer Forums:   
Our Customer Forums reflect SSE’s commitment to placing 
customers at the heart of our business. Each of our Forums 
is chaired by an independent consumer advocate and 
brings together senior managers from SSE with a group of 
customers keen to contribute their ideas and report their 
experience of SSE’s service. Our four forums cover Energy 
Affordability, Electric Heating, Consumer Vulnerability and 
Smart Meters. In every Forum meeting, our ‘You Said, We 
Did’ sessions show forum members how their views have 
contributed to improving the service SSE provides to its 
customers.

https://sse.co.uk/about-us/sse-and-you/making-a-complaint
http://legislation.gov.uk
https://sse.co.uk/about-us/sse-and-you/making-a-complaint
http://sse.co.uk/about-us/sse-and-you/treating-customers-fairly 
http://sse.co.uk/about-us/sse-and-you/treating-customers-fairly 

