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Complaint Handling

We know that resolving complaints quickly and fairly is an important part of the service we provide. We 
work hard to get things right, but if you do have cause to complain, we take time to fix things and learn 
from our mistakes. 

Between 1 October 2020 and 30 September 2021, we resolved 73% of all complaints 
recorded by the end of the next working day. 

The remaining 172,433 (27%) were more complex complaints that took a bit longer to  
be fully resolved. 

More than 94% of all complaints were resolved within eight weeks.

In the last year, the top three main complaint reasons were:

• Customer Service

• Billing and Meter reads

• Payment Issues

To let you know how we are doing with complaints, we share more information on our website 
quarterly too. 

What are we doing?

We continue to work hard to improve the complaint journey for our customers, to make the process as 
simple as possible. We’ve recently added webchat to the range of ways to make a complaint. As more 
customers migrate from SSE to OVO we’ll continue to review our processes to find the best way to 
manage complaints.

That’s not all. SSE is proud of its performance in the Uswitch Energy Awards 2021:

 ∞ Customer Service - Winner in the Large Supplier category

 ∞ Meter Reading Services - Winner in the Large Supplier category

 ∞ Smart Meter Install Process - Winner in the Large Supplier category
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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 070 7373 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 070 7373 to ask for a free 
copy.

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

Real care

Award-winning customer service that always looks out for you

Our people are the kind of people you would love to have as neighbours. We treat you and your home 
with warmth, compassion and care. That’s why we go above and beyond – especially for anyone who 
needs a little extra help.

We partner with Language Line, to make sure we’re speaking your language.

We work with organisations like Dementia Friends, use a Sign Video Service, and adapted formats such 
as braille.

And, if the best-laid plans go wrong, we’ll help you make things right with expert debt help.
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