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Our Complaints
Handling Procedure

Here at D-ENERGi should you ever feel that we have failed
to honour our promise, we will do everything possible to
ensure that your complaint is dealt with quickly and fairly.

What counts as a
complaint?

A complaint is any contact from
a customer or potential customer
who is not satisfied with any part
of our service.

What happens after you've
made a complaint?

We will try to resolve your
complaint as quickly as possible.
We will give you an explanation
and an apology for any problems
we have caused, and take action
to put things right.

How to make a complaint

We follow a series of steps
to enable us to handle your
complaint and put things right
as quickly and effectively as we
can.




Making a complaint about your gas
Step 1 Step 3

If your complaint is about disruptions or
N N

interruptions to your supply, or about the
infrastructure of your supply, your electricity
distribution company or gas transportation
company is responsible for dealing with your
complaint.

You can find their contact details on your bill
& welcome pack. Alternatively go on line at
www.d-energi.com/customer-zone .If you are not
sure who to speak to, please contact us so we
can advise you.

Electricity distribution companies and gas
transportation ~ companies guarantee to
respond to complaints within five working days

. of receiving them. If a failure payment is due
to you, we or they will send it to you within 10
- . working days.

. Learning from complaints

We are committed to continually improving our
customer service and we take account of any
customer complaints to help with this. We may
also ask you for feedback on the service that
you have received.

If you do have any suggestions or ideas on how
we can improve, please let us know.

Regulations covering our complaints
handling procedure

Our complaints handling procedure is governed
5 by the Consumer Complaints Handling
Standards Regulations 2008.

. You can read these Regulations at:-
www.ofgem.gov.uk/decision/complaint-handling-
standards-decision-july-2008
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3 You can get free information on how well we
are meeting these regulations by calling our
Customer Service Centre.

Face to face complaints
te To discuss making a complaint in person, call
0161 237 3333.
g

Useful Contacts

The following organisations may be able to offer you specialist advice and information on energy saving
and if you get into difficulty paying your bills.

Energy Saving Trust National Debtline
e Phone: 020 7222 0101 * Phone: 0808 808 4000
* Website: est.org.uk * Website: nationaldebtline.org
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