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_~ëÉW NITOS ONU

råêÉëçäîÉÇ=L=kçí=ÇÉ~äí=ïáíÜ OO OQ

mêçÅÉëë=íççâ=íçç=äçåÖ NU NT

pí~ÑÑ=ìåÜÉäéÑìä=L=Ä~Ç=~ííáíìÇÉ NS NO

i~Åâ=çÑ=L=mççê=ÅçããìåáÅ~íáçå NQ NT

mççê=ÅìëíçãÉê=ëÉêîáÅÉ NM U

dÉåÉê~ääó=ìåÜ~ééó=L=Çáëë~íáëÑáÉÇ V S

råÜ~ééó=ïáíÜ=EéêçéçëÉÇF=êÉëçäìíáçå T V

fåÑçêã~íáçå=ìåë~íáëÑ~Åíçêó=L=ïêçåÖ T S

aç=åçí=äáëíÉå=L=åçí=áåíÉêÉëíÉÇ S T

`ìëíçãÉê=Ü~ë=íç=ÅÜ~ëÉ=L=Åçåí~Åí R N
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cçê=ÄçíÜ=ÇçãÉëíáÅ=~åÇ=ãáÅêçJÄìëáåÉëë=ÅìëíçãÉê=Åçãéä~áåíëI
äÉëë=íÜ~å=Ü~äÑ=çÑ=~ää=Åçãéä~áåíë=Åä~ëëáÑáÉÇ=~ë=ÄÉáåÖ=êÉëçäîÉÇ=Äó
íÜÉ=ëìééäáÉê=ïÉêÉ=~Åíì~ääó=ÅçåëáÇÉêÉÇ=Äó=íÜÉ=áåÇáîáÇì~ä
ÅìëíçãÉê=íç=Ü~îÉ=ÄÉÉå=êÉëçäîÉÇ=Ó=QO=éÉê=ÅÉåí=Ñçê=ÇçãÉëíáÅ
~åÇ=QS=éÉê=ÅÉåí=Ñçê=ãáÅêçJÄìëáåÉëë=ÅìëíçãÉêëK==qç=~îçáÇ
ìåÅÉêí~áåíó=ÄÉíïÉÉå=ëìééäáÉê=~åÇ=ÅìëíçãÉê=ÇÉÑáåáíáçåë=çÑ
êÉëçäîÉÇ=Åçãéä~áåíëI=íÜÉ=êÉëÉ~êÅÜ=ÑçÅìëÉÇ=ëçäÉäó=çå=íÜÉ
ÅìëíçãÉêëÛ=çéáåáçå=çÑ=ïÜÉíÜÉê=çê=åçí=íÜÉáê=Åçãéä~áåí=ï~ë
êÉëçäîÉÇK==

RT=éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=ÅìëíçãÉê=Åçãéä~áåíë=ïÉêÉ=êÉëçäîÉÇ
Äó=íÜÉ=ëìééäáÉê=~åÇ=çåäó=N=éÉê=ÅÉåí=çÑ=Åçãéä~áåíë=ïÉêÉ

êÉÑÉêêÉÇ=íç=~åÇ=êÉëçäîÉÇ=Äó=íÜÉ=lãÄìÇëã~åK==eçïÉîÉêI=PS
éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=ÅìëíçãÉê=Åçãéä~áåíë=ïÉêÉ=åçí=êÉëçäîÉÇ
~åÇ=áå=S=éÉê=ÅÉåí=çÑ=Å~ëÉë=íÜÉ=ÅìëíçãÉê=ï~ë=ìåëìêÉ=çÑ=íÜÉ
ÅìêêÉåí=ëí~íìë=çÑ=íÜÉáê=Åçãéä~áåíK

^ãçåÖ=ãáÅêçJÄìëáåÉëë=ÅìëíçãÉêëI=ë~äÉë=Åçãéä~áåíë=ïÉêÉ=íÜÉ
ãçëí=äáâÉäó=íç=ÄÉ=êÉëçäîÉÇ=çå=íÜÉ=Ñáêëí=Åçåí~Åí=ÜçïÉîÉê=çåäó
çåÉ=áå=íÉå=ïÉêÉ=êÉëçäîÉÇ=Ñáêëí=íáãÉK==kçåÉ=çÑ=íÜÉ=NQ=ãáÅêçJ
ÄìëáåÉëë=ÇÉÄí=Åçãéä~áåíë=ïÉêÉ=êÉëçäîÉÇ=çå=íÜÉ=Ñáêëí=Åçåí~ÅíK

qÜÉ=éêçéçêíáçå=çÑ=Åçãéä~áåíë=íÜ~í=ïÉêÉ=êÉëçäîÉÇ=çå=íÜÉ=áåáíá~ä
Åçåí~Åí=ïáíÜ=íÜÉ=ëìééäáÉê=Å~å=ÄÉ=ëÉÉå=áå=í~ÄäÉ=OK

q~ÄäÉ=O=Ó=`çãéä~áåíë=êÉëçäìíáçå=çå=Ñáêëí=Åçåí~Åí=Äó=å~íìêÉ=çÑ=Åçãéä~áåí

B=êÉëçäîÉÇ jáÅêçJ açãÉëíáÅ `ÉåíêáÅ~ bac bKlk= otb= ppb pÅçííáëÜ=
Ñáêëí=Åçåí~Åí ÄìëáåÉëë `ìëíçãÉêë båÉêÖó rh åéçïÉê mçïÉê

_áääáåÖ Q NM NSG T NQG P NUG R

p~äÉë NM NP V NT OOG NM NO U

qê~åëÑÉêë R NM OSG V R U S U

jÉíÉêë Q V NS U ONG O U R

mêáÅÉë T ONG OVG NS PQG U OQG NO

aÉÄí M U J J J J J J

G=páÖåáÑáÅ~åí=ÇáÑÑÉêÉåÅÉ=============================================J=_~ëÉ=íçç=äçï=Ñçê=~å~äóëáë

QQ=éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=~åÇ=QS=éÉê=ÅÉåí=çÑ=ãáÅêçJÄìëáåÉëë
ÅìëíçãÉêë=êÉèìáêÉÇ=Åçåí~Åí=ïáíÜ=íÜÉáê=ëìééäáÉê=çå=ãçêÉ=íÜ~å
çåÉ=çÅÅ~ëáçå=ÄÉÑçêÉ=íÜÉáê=Åçãéä~áåí=ï~ë=êÉëçäîÉÇK=

cçê=ÄçíÜ=ÅìëíçãÉê=ÖêçìéëI=ëäáÖÜíäó=çîÉê=Ü~äÑ=çÑ=ÅìëíçãÉêë
ïÉêÉ=ÚîÉêóÛ=Çáëë~íáëÑáÉÇ=ïáíÜ=íÜÉ=Ñ~Åí=íÜ~í=íÜÉó=êÉèìáêÉÇ
~ÇÇáíáçå~ä=Åçåí~Åí=~åÇ=~=ÑìêíÜÉê=ÑáÑíÜ=ïÉêÉ=ÚèìáíÉÛ=Çáëë~íáëÑáÉÇK===

^äíÜçìÖÜ=~=êÉèìáêÉãÉåí=çÑ=íÜÉ=Åçãéä~áåíë=Ü~åÇäáåÖ
ëí~åÇ~êÇëI=çåäó=çåÉ=áå=íÉå=ÅìëíçãÉêë=êÉÅ~ääÉÇ=ÄÉáåÖ=çÑÑÉêÉÇ=~

Åçéó=çÑ=íÜÉáê=ëìééäáÉêëÛ=`çãéä~áåíë=e~åÇäáåÖ=mêçÅÉÇìêÉI=ÉáíÜÉê
~ë=~=ÑêÉÉ=Åçéó=çê=Äó=ÄÉáåÖ=ÇáêÉÅíÉÇ=íç=íÜÉ=ëìééäáÉêëÛ=ïÉÄëáíÉK==

táíÜ=êÉÖ~êÇë=íç=êÉJÅçåí~ÅíáåÖ=íÜÉ=ëìééäáÉêI=QP=éÉê=ÅÉåí=çÑ
ÇçãÉëíáÅ=ÅìëíçãÉêë=ïÉêÉ=éêçîáÇÉÇ=ïáíÜ=åç=áåÑçêã~íáçå=ïáíÜ
ïÜáÅÜ=íç=êÉJÅçåí~Åí=íÜÉáê=ëìééäáÉêK==

qÜÉ=ãçëí=Åçããçå=áåÑçêã~íáçå=íç=ÄÉ=éêçîáÇÉÇ=ï~ë=~
íÉäÉéÜçåÉ=åìãÄÉê=EPN=éÉê=ÅÉåíFI=~=êÉÑÉêÉåÅÉ=åìãÄÉê=
EPM=éÉê=ÅÉåíF=~åÇ=~=å~ãÉÇ=Åçåí~Åí=EPM=éÉê=ÅÉåíFK==

p~íáëÑ~Åíáçå=ïáíÜ=íÜÉ=åÉÉÇ=Ñçê=~ÇÇáíáçå~ä=Åçåí~Åí=~åÇ=áåÑçêã~íáçå=éêçîáÇÉÇ

E`çåíáåìÉ=çîÉêäÉ~ÑF



`çåëìãÉê=cáêëí=J=`çãéä~áåíë=e~åÇäáåÖ=oÉëÉ~êÅÜ=ëìãã~êó

PT=éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=ÅìëíçãÉêëÛ=Åçãéä~áåíë=~åÇ=QR=éÉê
ÅÉåí=çÑ=ãáÅêçJÄìëáåÉëë=ÅìëíçãÉêëÛ=Åçãéä~áåíë=ïÉêÉ=åçí
êÉëçäîÉÇ=Äó=íÜÉáê=ëìééäáÉêK==^äíÜçìÖÜ=íÜÉêÉ=ïÉêÉ=åç
ÇáÑÑÉêÉåÅÉë=ÄÉíïÉÉå=ÇçãÉëíáÅ=~åÇ=ãáÅêçJÄìëáåÉëë
ÅìëíçãÉêë=áå=íÉêãë=çÑ=íÜÉ=ÑìêíÜÉê=~Åíáçåë=í~âÉå=Äó
ëìééäáÉêëI=ãáÅêçJÄìëáåÉëë=ÅìëíçãÉêë=ïÉêÉ=ãçêÉ=äáâÉäó=íç
éìêëìÉ=ÑìêíÜÉê=~Åíáçå=íÜÉãëÉäîÉëK==OT=éÉê=ÅÉåí=Åçåí~ÅíÉÇ
íÜÉ=båÉêÖó=lãÄìÇëã~å=íÜÉãëÉäîÉë=~åÇ=NS=éÉê=ÅÉåí
éìêëìÉÇ=~åçíÜÉê=ÅçìêëÉ=çÑ=~ÅíáçåK

^äíÜçìÖÜ=ë~íáëÑ~Åíáçå ïáíÜ=íÜÉ
ÇáÑÑÉêÉåí=ÉäÉãÉåíë=~åÇ=íÜÉ=éêçÅÉëë
çîÉê~ää=ï~ë=äçïI=ÅìëíçãÉêë=ïÜç
ÅçåëáÇÉêÉÇ íÜÉáê Åçãéä~áåí
êÉëçäîÉÇ=ïÉêÉ=ãçêÉ=éçëáíáîÉ ~Äçìí
íÜÉ=êÉëçäìíáçå=íÜ~í=íÜÉó=Ü~Ç=êÉÅÉáîÉÇK==

cçê=ÑìêíÜÉê=áåÑçêã~íáçå=Åçåí~Åí=ÅçåëìãÉêKÑáêëí]çÑÖÉãKÖçîKìâ

RO=éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=ÅìëíçãÉêë=~åÇ=RU=éÉê=ÅÉåí=çÑ
ãáÅêçJÄìëáåÉëë=ÅìëíçãÉêë=ïÜç=ÅçåëáÇÉêÉÇ=íÜÉáê=Åçãéä~áåí=íç
Ü~îÉ=ÄÉÉå=êÉëçäîÉÇ=Åä~áãÉÇ=íç=ÄÉ=ë~íáëÑáÉÇ=ïáíÜ=íÜÉ
êÉëçäìíáçåK==få=ÄçíÜ=Å~ëÉë=ÜçïÉîÉêI=~êçìåÇ=~=èì~êíÉê=çÑ
ÅìëíçãÉêë=êÉã~áåÉÇ=Çáëë~íáëÑáÉÇK

oÉëçäìíáçå=çÑ=Åçãéä~áåíë

åéçïÉê=~Ö~áå=ëí~åÇë=çìí=Ñêçã=íÜÉ=êÉëíI=ÄÉáåÖ=ëáÖåáÑáÅ~åíäó=ãçêÉ
äáâÉäó=íç=éêçîáÇÉ=ÅìëíçãÉêë=ïáíÜ=~=íÉäÉéÜçåÉ=åìãÄÉê=EQR=éÉê
ÅÉåíFI=~=êÉÑÉêÉåÅÉ=åìãÄÉê=ERV=éÉê=ÅÉåíF=~åÇ=Åçåí~Åí=Üçìêë=EOM
éÉê=ÅÉåíF=íç=ìëÉ=ïÜÉå=êÉJÅçåí~ÅíáåÖK

TP=éÉê=ÅÉåí=çÑ=ÇçãÉëíáÅ=ÅìëíçãÉêë=ïÜç=Ü~Ç=~ÇÇáíáçå~ä=Åçåí~Åí
ïáíÜ=íÜÉáê=ëìééäáÉê=íç=êÉëçäîÉ=íÜÉáê=Åçãéä~áåí=Ü~Ç=íÜÉáê=Åçåí~Åí
ÇÉí~áäë=êÉÅçêÇÉÇ=~åÇ=SM=éÉê=ÅÉåí=ë~áÇ=íÜÉ=ëìééäáÉê=Ü~Ç=~=êÉÅçêÇ
çÑ=íÜÉ=Åçãéä~áåíK==eçïÉîÉêI=çåäó=Ü~äÑ=Åä~áãÉÇ=íÜ~í=íÜÉ=ëìééäáÉê
ÜÉäÇ=~=Ñìää=~åÇ=ÅçêêÉÅí=êÉÅçêÇ=çÑ=íÜÉ=Åçãéä~áåíK==

p~íáëÑ~Åíáçå=ïáíÜ=íÜÉ=åÉÉÇ=Ñçê=~ÇÇáíáçå~ä=Åçåí~Åí=~åÇ=áåÑçêã~íáçå=éêçîáÇÉÇ=ÅçåíáåìÉÇ

Base: All respondents who have a recent complaint that has been resolved by supplier.
Centrica (252), EDF (256), Eon (261), npower (248), SSE (282), Scottish Power (255)

0 20 40
% of respondents

Mean score

60 80 100

Centrica

EDF energy

e-on

npower

Scottish and
Southern energy

Scottish Power

162 11 19 30 23

194 14 15 26 23

163 12 20 26 23

224 10 17 28 19

143 8 16 28 30

152 12 15 32 25

3.3

3.1

3.3

3.1

3.5

Very satisfied

Significant difference

Neither, nor

Quite satisfied

Don’t know

Very dissatisfied

Quite dissatisfied

3.4

`Ü~êí=O=Ó=lîÉê~ää=ë~íáëÑ~Åíáçå=ïáíÜ=Åçãéä~áåíë=êÉëçäìíáçå=Äó=ëìééäáÉê

oÉÑÉêê~ä=çÑ
Åçãéä~áåíë=íç
båÉêÖó
lãÄìÇëã~åL
ìåêÉëçäîÉÇ=Äó
pìééäáÉê

qÜÉ=êÉëìäíë=çÑ=íÜÉ=êÉëÉ~êÅÜ=~êÉ=~å=çééçêíìåáíó=Ñçê=ëìééäáÉêë=íç
ê~áëÉ=íÜÉ=Ä~ê=íç=êÉí~áå=ÉñáëíáåÖ=~åÇ=~ííê~Åí=åÉï=ÅìëíçãÉêëK
lÑÖÉãÛë=`ÜáÉÑ=bñÉÅìíáîÉ=Ü~ë=ïêáííÉå=íç=~ää=íÜÉ=ã~áå=ëìééäáÉêë
~ëâáåÖ=íÜÉã=íç=íÉää=ìë=Üçï=íÜÉó=éä~å=íç=í~âÉ=~ÅÅçìåí=çÑ=íÜáë
êÉëÉ~êÅÜ=~åÇ=lÑÖÉãÛë=~ìÇáí==ÑáåÇáåÖë=áå=áãéêçîÉãÉåíë=íç=íÜÉáê
Åçãéä~áåíë=Ü~åÇäáåÖK====

qÜÉ=Ñìää=e~êêáë=fåíÉê~ÅíáîÉ=êÉëÉ~êÅÜ=êÉéçêí=Å~å=ÄÉ=ÑçìåÇ=çå=çìê
ïÉÄëáíÉW=ÜííéWLLïïïKçÑÖÉãKÖçîKìâLj~êâÉíëLoÉíjâíëL`çãéä
L`çåëoÉéLaçÅìãÉåíëNL`çãéä~áåíëpìêîÉóoÉéçêíj~óMVKéÇÑ

`çåÅäìëáçå


