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At SSE, our customers come first and treating you fairly is one of the  

most important things we can do.

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.

Our promise to treat you fairly

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:

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

We will make it easy for you to 
contact us. 

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

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; and

•	 fairly presented, with the most important 
information highlighted to you.

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.

"I always treat my customers the way I’d want 
to be treated and this means getting to know 
them, taking time to listen and doing the right 
thing. I’m proud to work for a company that 
encourages and supports me to take good 
care of customers. It’s a good feeling at the 
end of the day knowing I’ve been able to  
make a real difference."

Simone Lam, Customer Relations
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We’ve had a busy year

In last year’s Statement, we said we were leading the 
way by telling customers that they could contact the 
Energy Ombudsman for help with their complaint 
after six weeks, which is faster than the industry 
standard of eight. We shared our ambition to reduce 
this further to four weeks, however we’ve since 
found that six weeks strikes the right balance, as this 
usually gives us enough time to resolve the complaint 
directly, which we know customers prefer. 

We also made commitments to expand the number 
of tariffs available for Pay As You Go energy customers 
and improve their online services. We are yet to 
deliver on these, as making the necessary system 
changes has taken longer than we expected. We hope 
to have an expanded range of tariffs on offer by early 
2017, with even better online services in the coming 
12 months.

The Welcome to Service survey which we 
introduced in May 2016 helps us to understand 
how you were treated when you joined us and 
we will use your feedback to make continuous 
improvements to our service for new customers.

We are the first British energy company to launch 
a SignVideo service, allowing customers who 
use British Sign Language to have real time 
conversations with us via video link. 

With our price freeze, we promised not to increase 
prices before July 2016 and to cut them if we could 
– and that’s exactly what we did. In March 2016 we 
cut our domestic gas price on our standard tariff 
in Great Britain by an average 5.3%1 – our third 
successive price cut.

Giving our people new and easy ways to share  
their views and experience of the way we do things 
really matters to us – that’s why over the last year 
we’ve introduced ‘Treating Customers Fairly 
Employee Forums’ across our main customer  
service centres and are using the feedback to  
help improve our service. 

You told us fixing complaints quickly is important. 
Which is why, if you’re not happy with the way we’re 
handling your complaint, we will let you know you 
can contact the Energy Ombudsman after six weeks 
rather than the industry standard of eight.

We know it’s important that our products and 
services are developed with fairness in mind. To 
check this, we’ve introduced extra fairness checks  
at key points throughout their development, 
supported by continued feedback from our 
Customer Forums and employees. 

Enhancing services and support for our most 
vulnerable customers is crucial. To make sure 
our people are able to identify vulnerability, we 
improved the training and support we provide,  
with specialist teams receiving additional guidance 
to help customers with dementia or mental  
health needs.

We introduced a call back service that allows  
you to choose to get a call back instead of holding 
on in a queue – this is now live and it’s saving our 
customers time and effort. 

We are proud to be recognised as the first FTSE 100 
company to be accredited the Fair Tax Mark

In last year's Statement we made a number of commitments designed to 

ensure we treat you fairly. Here are some of the highlights:
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The year ahead, at a glance

Everything we do is focused on your needs and making your experience  

with us even better. This year we have set out a number of new commitments 

that we will deliver to demonstrate our promise to treat you fairly. 

Our commitments are based on four key areas that customers have told  

us are important to them. You can find more information on each of these 

areas throughout this Statement.

Listening to you and 
improving your experience

Making it easy for  
you to deal with us

�Looking after you when you  
need extra help

�Putting things right if  
there’s a problem

Fixing  
things faster

Open for 
longer

Your 
bills

Debt 
advice

Complaints 
performance

Our  
people

Your  
voice

Accessible  
and inclusive

Your 
experience

Extra Help 
Team

Getting  
in touch

Complaints 
Support Centre
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Listening to you and  
improving your experience 
Your voice

We listen to you because what you say matters  
and we care about what you think. Your views  
and opinions help us keep improving the service  
we provide. 

We want to make it even easier for you to share 
your views with us, so this year we will: 

•	 deliver more Customer Forums to discuss issues 
that matter to our customers;

•	 use the feedback from our new ‘Welcome to 
Service’ survey to assess how well you were 
treated and improve the experience when new 
customers join us; and

•	 engage an independent research company who 
will work with some of our own customers to test 
and rate our service with mystery shopping.

We really do value all feedback and if you have  
any ideas you’d like to share on how we can 
improve the way we do things, information on  
how to contact us can be found on Page 9 of  
this Statement.

Your bills

We know that managing energy bills is important 
to our customers, so we’ve made it easier than ever 
before to view bills, make payments and provide 
meter readings online.

This year we’re delivering a programme of work to 
improve the accuracy and timeliness of your bills. 
At the same time we will align our work with the 
standards set out in the energy Billing Code.

Your experience 

We care about the experience you have with us and 
want to keep improving the way we do things. 

We’ve introduced dedicated teams within our 
customer service centres who continually review, 
analyse and improve our processes, to make sure  
you get the best possible service.

Listening to you

We’ve also listened to our customers’ feedback 
to improve our understanding of your needs in 
a number of areas including:

Smart metering – how we can help customers 
get the most out of smart meters and the  
in-home display which shows how much 
energy you are using and the cost in pounds 
and pence.

Treating Customers Fairly Statement – we 
asked what customers would like to see in 
this Statement and what information is most 
important. 

Boiler repairs – finding out what customers 
experienced, from the breakdown of their 
boiler right through to the repair.

We are enhancing your 
experience with us in a  
number of key areas:

Moving home – it’s a busy time when  
you’re moving home and we appreciate  
your time is precious. So we’re improving  
and simplifying our website as well as aiming 
to shorten the time you spend speaking on  
the phone with us. 

Our energy deals – we are committed  
to expanding the tariffs available for  
Pay As You Go energy and smart  
meter customers. 

Getting smart – our refreshed website is 
already making it easier to note your interest in 
having a smart meter installed and we’ll soon 
launch an online appointment system to allow 
you to make an appointment at a time that suits 
you best. 
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Making it easy for you  
to deal with us
Our people

To make sure you can get in touch easily when you 
need us most, over the next year we will be growing 
our Customer Service team by recruiting additional 
people. At the same time, we’re investing in our 
Customer Service team by:

•	 enhancing our training programmes;

•	 providing more time for training and  
development; and 

•	 empowering them to do the right thing for you.

To ensure we continue to meet our Standards of 
Conduct, our people also receive ongoing training 
and an annual assessment on the principles of 
Treating Customers Fairly. 

Open for longer

We’ve extended our fault and emergency call opening 
hours for Phone, Broadband and Pay As You Go 
energy, making it faster and easier than ever before  
to get help.

But we’re not stopping there – we know it’s important 
to be there when you need us most and this year 
we’re reviewing our customer service opening hours 
with a view to making it even easier for you to get in 
touch with us in the evenings and at weekends.

Getting in touch

We’re also making it 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 faster. 

We’re improving 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 automatically.
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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 who specialise in dementia, 
mental health, cancer, disability and money advice  
to make sure that:

•	 our people understand the wide range of needs 
our customers may have; 

•	 our people have the confidence and skills to meet 
these needs flexibly and sensitively;  

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

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

It’s very important to us that we get this right for 
every customer, every time. So we are working with 
an independent organisation, the British Standards 
Institute (BSI). Our first steps were to review our 
training programme, the way we communicate and 
our customer service processes. 

We will continue to work together in the coming 
years to achieve their Standard for Inclusive Service 
Provision. This sets the ‘gold standard’ in how 
companies should adapt their services to meet all 
customers’ needs, no matter what their age, health 
or personal circumstances are. This programme of 
work will start with some of our key Customer Service 
departments, including sales, debt management  
and complaints. 

Extra Help Team

It’s important that you can speak to someone who 
understands your situation. This is especially true if 
you are going through difficult times, need a little 
extra help or have a complex query.

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. We are setting up a new Extra Help 
Team who will be there to give a helping hand, either 
on a one-off basis or for as long as you may need 
them. The team will have extra training to help them 
understand your situation and give you the right 
support and advice.

We help vulnerable customers and  
support those who need extra help in  
lots of different ways. Over the last year, 
we have:

•	 developed and delivered enhanced 
Disability and Equality Act training  
for Customer Service employees; 

•	 delivered Dementia Training to our 
specialist Customer Service teams;

•	 launched a SignVideo service to 
allow customers who use British 
Sign Language to have real time 
conversations via video link; and

•	 introduced an efficient LanguageLine 
service, improving the way we 
communicate with customers  
whose first language is not English.

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 working with StepChange 
Debt Charity and actively making customers aware 
of the free, independent support they can offer. 
StepChange gives people access to free advice and 
solutions with debt and how to manage money.

StepChange can be easily reached by: 

Calling 0800 138 1111 freephone  
(including mobiles)

Visiting stepchange.org/contactus
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Putting things right  
if there’s a problem
Complaints performance

We know how important it is to put things right if 
there’s a problem. That’s why we work hard to resolve 
customer complaints fully and fairly and focus extra 
attention on the areas of our business that can cause 
our customers to make a complaint. 

Over the last year we’ve significantly improved our 
score every quarter in the Citizens Advice Energy 
Supplier Performance report for complaint handling. 
This report gives you 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 has performed and we are 
very proud of our current number one position. Our 
leading score of 28.4 between January and March 
2016 highlights our commitment to improving service 
and the handling of customer complaints.2

Ombudsman Services: Energy reported that SSE 
had the lowest levels of Ombudsman complaints 
between January and March 2016 out of the eleven 
biggest suppliers. For every 100,000 customers, only 
3.28 complaints were accepted by the Ombudsman 
compared to an industry average of 22.61.3

Complaints Support Centre 

Sometimes complaints can be more complex and 
may need extra time and care to make sure we can 
fully resolve them for you. 

That’s why, as well as continuing to develop the 
support we have in place in our customer service 
centres, we’re establishing our dedicated Complaints 
Support Centre. 

The Centre will look after these complex complaints, 
with specialist staff who have received extra training 
to help them sort out any problems as quickly as 
possible while keeping you updated on progress  
until your complaint is fully resolved. 

Fixing things faster

We know your time is precious, which is why we’re 
aiming to fix things faster and without fuss. 

To cut the time it takes for us to fix things for you,  
we are:

•	 giving our people more support by having 
specialists on hand with help and advice;

•	 making sure complaints reach our management 
team or Complaints Support Centre earlier in the 
complaints process;

•	 letting you know that you can contact the  
Energy Ombudsman for help with your complaint 
at six weeks rather than the industry standard of 
eight; and 

•	 analysing issues that cause our customers to 
complain and making improvements.

Source: https://www.citizensadvice.org.uk/about-us/how-citizens-advice-works/

citizens-advice-consumer-work/supplier-performance/energy-supplier-performance

SSE's complaint handling performance compared 
against other major suppliers
January – March 2016

652.8

28.4

35.4

69.0

91.1

558.3

SSE

EDF Energy

British Gas

E.ON

ScottishPower

npower
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Contact us and  
more information
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

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 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

More Information

More helpful information and advice on 
our services can be found on our website, 
including our:

•	 Customer Charter

•	 Customer Service Guarantee

•	 Sales Guarantee

•	 Paying Your Energy Bill guide

•	 Prepayment Meter Statement – 
Information on Pay As You Go Services

•	 Complaint Handling Statement

Telephone:
0345 026 2658
Monday to Friday, 08:00 to 20:00
Saturdays, 08:00 to 14:00

Textline:
0800 622 839

Letter:
SSE 
Inveralmond House 
200 Dunkeld Road 
Perth 
PH1 3AQ

Online:
sse.co.uk

Facebook & Twitter:
 YourSSE
 @YourSSE
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SSE is a trading name of: SSE Energy Supply Limited Registered in England & Wales No. 03757502 (Supply of Electricity, Home Phone, Broadband and Feed in Tariffs); Southern Electric 
Gas Limited Registered in England & Wales No. 02716495 (Supply of Gas); SSE Water Limited Registered in England & Wales No. 06021063 (Supply of Water); SSE Home Services 
Limited Registered in Scotland No. SC292102 (Heating & Wiring, Shield Care & Servicing, Gas Installations & Eco); SSE Energy Solutions Limited Registered in Scotland No. SC386054 
(Energy Efficiency Installations & Insulation Products); SSE Green Deal Provider Limited Registered in Scotland No. SC432920 (Green Deal scheme); SSE Retail Limited Registered in 
Scotland No. SC213458 (Retail Appliances) all members of the SSE Group The Registered Office of SSE Energy Supply Limited, Southern Electric Gas Limited & SSE Water Limited is 55 
Vastern Road  Reading  Berkshire  RG1 8BU The Registered Office of SSE Home Services Limited, SSE Energy Solutions Limited, SSE Green Deal Provider Limited & SSE Retail Limited 
is Inveralmond House  200 Dunkeld Road  Perth PH1 3AQ SSE Home Services Limited, SSE Green Deal Provider Limited and SSE Retail Limited are all authorised and regulated by the 
Financial Conduct Authority for certain consumer credit activities.

1 Based on Ofgem’s typical annual consumption of 12,500 kWh for gas per year, and averaged across all regions and payment methods.

2 Citizens Advice, formerly Consumer Futures, has published performance data on major suppliers’ complaint handling since 2010. The latest data can be found here:  
https://www.citizensadvice.org.uk/about-us/how-citizens-advice-works/citizens-advice-consumer-work/supplier-performance/energy-supplier-performance

3 Ombudsman Services: Energy publishes quarterly statistics about the contacts it receives and the complaints it handles for the energy sector as a whole, and by named company  
for the 11 largest energy companies (based on customer base). Individual company reports are available here: https://www.ombudsman-services.org/complaints-data.html


