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Getting things right for our customers

Following our letter of apology to ai customers in December 2013, we've been working really hard and made
real progress, both on problems we've had and the overall service we're now providing.

Our response to Ofgem Complaints Late invoces Frequently asked guestions

Our reply to Ofgem - November 2014

In October, the energy regulator Ofgem wrote an open letter ta all energy suppliers asking them to carry aut an independent assessment
inte their complaints resolution processes across domestic and micro business customers. This followed rescarch they carried out in
February, which concluded that many customers were not happy with the way their complaint was handled. All suppliers were asked to
publish the results of their assessments on the r websites. We are also sharing the results with Ofgem,

npower's own independent assessment, carred out by PnicewaterhouseCoopers {PwC), has now been completed. The assessment
covered our complaints policies, procedures and work nstructions, a walkthrough of a sample of complaints to assess the complaint
resalution process, listening tofreviewing a sample of complaint resolution calls to assess the closure of the complaini and interviewing
key people in our business,

Results

There were two areas where we fell short ‘n some instances - a) the complaint had been clesed with ap assumption that an outstanding
action was yet to be delivered by npower and b) we are not always using clear language when conf-ming with our customers that a
complaint has been resolved to their satisfaction. To address these, we are taking the following recammended actions, many of which
already feature in our existing plans to Improve how we handle complaints

+ Woe are taking an npower-wide policy and approach so we can consistently define when a complaint is fully resolved and improve on
the definition.

= Woe are establishing new procedures across domestic and micro businesses to cnsure consistency, and looking ta rebref our frontling
stafl before the end of the year. We wil also improve how we interact with different teams within our business when handling a
complaint

*  Woe are developing a mechan sm so that customers can see how their feedback is being addressed

*  We will change the language we use - for example, our front line call advisors most commonly use the phrase, *'s there anything more |
can do for you today?” as opposed to our dedicated complaints handiing teams using "Do you consider this complaint now be closed /
resolved? which is more proactive

* We will improve how we meas.re our complaint handling petfermance and how the root cause of a comptaint ‘s be ng understood and
addressed across our business

= We will also imprave the performance and management of some of our third party partners - meter operators and brokers - so that
they better support how a complaint is resolved - and prevent a complaint in the first place

*  We will improve our process where were unable to contact a customer about their complaint.

Positive feedback from the sment
PwC highlighted in their report that they recewed full sugport throughout the assessment, that we provided “prompt access to perzonnel
and camplaints records” and that “all npower teams involved in the assessment have demonstrated a high level of commitment and
transparency in their conduct and have been accepting and open when responding to our observations and receommendations.” In
particular, their assessment ncted:
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+ Both our domestic and micro business areas had already beaun signficant complaints handling improvemont projects before the
assessment was carred out and that many of the recommendations already feature in these pans

= In our domestic area, we have already put in place a project called ‘| Resalve’, which looks at every aspect of our camplaint handling
processes

= QOur new domestic customer bereavement team provides dedicated support to customers who are particularly vu'nerable

= We're thallng text messaging domestic customers if a potental complaint trigger has been identifed c.g. providng an early warning If
an unusually high bill is expected N

« In our Industrial and Commercial (IRC) area, we have controbs and processes in place to monitor compiet on of actions eg. we have in
place a report which identifies any failed Direct Debit mandaios. We also regulariy communicate with this group of customers on their
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complaint status, And we have a guestionnaire across camplzints and wider teams in IRC to assess knowicdge of commeon issues and
how to resolve these

= We provide training on Standards of Conduct for all our staff

« Our micro-business customer complaings are assigned to ndividual complaint handiers for end-to-ehd case managemaent

«  Wr also have controls in place, e.4. in the Small Medium Enterprise (SME) area to moniter our adherence to regulatory requirements.
We belicve these actions will enhance the significant improvements that we are already making. In Junc this year, as part of our
Customer Transformation Programme, we carried out a ful' review of the entire complaints process covering both in-hause and
external partner processes, Part of the programme specifically targets more effective handling of eur customers’ complaints by our
advisors,

Our SME customer area has also made a number of organ sational changes this year and has appointed a new Customer Services
Director and Head of Customer Experience. A detailed plan of Improvements to the complaints handling process had already
commenced and we have incorporated the PwC recommendations into the plan,

While we know there is still more to do, already, we are one of only two of the major suppliers whose complaints received (per 100,000
customers) reduced in each af the last two quarters. In addition our cumulative number of domestic complaints s now below 20,000
{down from more than 50,000 earlier this year) and we're now resolving more that 97% of complaints with n 8 weeks - an improvement
from 4% achioved carher thes year

We're absolutely committed to putting in place all actions and we have sct out a timescale for acheoving cach - plus, a monitoring
process to make sure they are fully mplemented,

Resolving a complant as quickly as possible s incredibly imporiant to us and we belicve that by continuing our customer
transformation activity, with further progress a4 a result of our ‘| Besolve’ project, we will continue our established aclons ta ‘mprove
overall customer experience of our complant handl ng.

We want all npower customers to have total confidence in us as their energy suppler.

Our reply to Ofgem — October 2014

In September, the encrgy industry regulator Ofgem published the results of its
latest consumer research report, into domestic and micro-business customer
satisfaction with cnergy companies’ complaints handling. Ofgem felt that the
results were unacceptable and calied on all suppliers to provide a public response
to the issues they raised

The report stated that the level of customer satisfaction with complaint handling
had dropped from their previous survey two years age. Particular areas for
mprovement were identified. These included companies being proactive, taking
ownership of complaints, communicating the next steps and timings with ther
customers, empowering complaints handling staff to take decisions and improving
the speed of resolution.

All supplicrs wore asked to publizh ther response by 24th Octaber

Our afficial response to Ofgem, from our Chief Exccutive Paul Massara is published below
Dear Mr Nelan,

Open letter — npower - customer satisfaction with suppliers’ complaint handling

| write in response to your letter dated 26th September and welcome this opportunity to publicly respond to the Issues you
raise. | want all npower customers to have confidence in us as their energy supplier and so it was with concern that | noted that
your survey identified instances where we may have fallen short of meeting their expectations in how we handle complaints. In
this letter, | will address the issues you have raised - as well as share some of the improvements we have been making.

Number of domestc complaints

Following the installation of a new bil“ng system, we saw some tochnical issues, which resuited in a higher than usual number of
complaints from affected customers. We focussed all of aur efforts in resolving these problems - including rectifying the IT
issues and deploying add tional people | am pleased to report that these actionsdiave helped reduce the number of complaints
we have received in 2014

Ql - 450,178
Total complaints received Q2 - 368410
Q3 - 326,139

= Q1 - 8,303

Complants received per 100,000 customers Q2 - 6,890
Q3 - 6,258
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Q1 - 4bb,606
Total camplaints resehved Q2 - 399,424
Q3 - 341,946

Q1-83237
Compéaints resalved per 100,000 customers Q2 - 7470
Q3 - 6,561

Ql-B612%

Resalved within 1 warking day Q2-8143%
Q3 - 84.95%

Ql-9413%
Resalved within B weeks QL - 94 43%
Q3 -97.19%

We belive the most important measure is how many complamts are outstanding after 24 hours - or ‘net complaints’. The
foliowing graph ustrates a 60% reduction since February this year in net complaints.
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Your survey highlighted the importance of treating customers ‘as an individual'. We offer a choice of channe!s for customers to
contact us. We alse handle complaints using a mare personatised approach already incorporating further skilis into our
specialst complaints teams with plans to rol this out further across our Customer Service feams

We want to keep our customers up to date on how we are improving 50 we publish our progress on reducing complaints -
including Ombudsman cases - on npower.com. We also outline our complaints process on our website. Any customer whose
complaint has not been resolved within 24 hours is signposted to this

In your report, you stated that 38% of complaints a‘e abaut bil' ng, whereas earlier this year, aver 70% of our complaints wete
bil ng related. We recently announced that we had reduced the number of late invoices from 527k fequating ta 340K
customers} in mid-May to 100K (equating to c. 63k customers). This will significantty reduce the number of complaints we
recelve. We also saw issues with eur transfer process (which had the secand highest proportion of complaints in your survey). |
am pleased to report that these izsues have been resolved so we wil also see significant reductions in ths category

Key improvements and changes

Since your February survey, we have focussed on addressing the issues raisod and delivering sgn ficant changes across npowes
ta improve how wo look after our custorners. We have a number of initiatives in place to do this.

1. Customer Transformation Programme (CTF}

This programme, which began In 2012, focusses on the entire customer journey. It allows us to identify and address the six
areas which drive cusiomer complaints, which we have named 'l join’, 'l move’, ‘| pay’, 1 enguire’, | leave’ and 'my terms change’
Segmenting these areas has meant that we can quickly and efficiently make changes to our processes. For example

L]

+ ‘We now have a dedicated toam to support customers who may have experienced a delay in recelving a bill

« We have introduced a dedicated Bereavement Services Team to support customers who are going through a particularly
difficult tme. To date, we have seen a 60% drop in complaints in this area.

+ We now have senior advisars In our key customer service areas who can offer support to our front line advisors in resolvng a
complaint during the first contact with a customer. They also offer one to one coaching and the role I= allocated to a single
team of advisors which improves our ability to resolve more complex queriﬁs while the customer is on the telephone

2, New way Of Working (NWOW)

This programme 15 key to successfully delivering our Customer Transformation Programme as it transforms the way we work
using proven methodology. The programme has been introduced acroas our operationaf areas with specific focus on
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* Voice Of The Custamer - so our customers arc at the heart of everything we do

« Performance Management - so cveryone &t npower is fully accountable and ther performance measured through a balanced
sot of KPIs, including Key cusiomer metrics

« Crganisation and Skill - so we can shape our company to focus more on our customers’ needs

= Mindset and Behaviours - so we work colleetively ta increase employee satisfaction and empower them to bring forward new
ideas and also drive continuous improvement

= Process Efficiency - so we czn focus on looking after our customers in a cest effect ve way by bullding efficient and
standardised processes,

To date, around 2,000 of cur cmployees have experienced the NWOW programme - with a further 400 currently undergoing
tralning, We are already seeing significant improvements in tie business areas, which have experienced the programme. For
example, yeur report stated that for the industry only 54% of domestic cistamers felt ther complaint had been resolved - we
are confident that our approach through our CTP and NWOW init atives has increased our success rate in this area. We are also
seeing a reductian in call walting times and have increased the number of ways customers can contact us - including lve web
chat and text messaging. Web chat in particular, is proving a success with our customers. In September alone, we took part in
over 17,000 web chat conversations and have resolved B0% of complaints during the live chats according to feedback fram our
OWN surveys.

Actians we are taking in light of the Ofgem /Gfk report = m crobusiness customers

The majority of our microbusiness customers are looked after by our specialist Small Medium Enterprise departments. This is an
arca which we have already begun to look to improve how we handle any complants. To date, we have:

+ Started to change our operational structure to embed a business model that puts the customer at the heart of our services
and products

» Chianged our products to remove unpopular aute rollover contracts and to offer products mere closely aligned to our
customers' needs.

Your report highlighted that for this secter of customers, taking a proactive approach to reselving a complaint is the biggest
satisfaction driver ard that four key areas in which satisfaction has declined since 2012 - the supplor's undorstand ng of the
complaint, the professionalism of the supplier, the ease at which the customer can find the carrect person to contact and feeling
that someaone has taken ownership of their complaint. We are confident that the following actions we have taken will address
these issues. We have restructured our complaint handling teams, empowered our frontline staff so they can resolve problems
more quickly and improved our insight Into what actually causes a comalaint. If a complaint cannot be resalved immediately a
designated complaint handler is allocated. While this 15 all very much work in progress. already, our own surveys indicate that we
are seeing steady improvement in customer satisfaction.

Resolution of Complaints — Audit

After a competitive precurement process, we have engaged PricewaterhouseCoopers (PwC) to carry out an independent
assessment of our exsting processes to determine if a complaint has been fuly resolved for our Domestic and microbusiness
customers. It is impertant that the assessment is thorough and so we have committed to provde enough resource to fully
support this activity across the 3 organisational service areas PwC held a kick-off meeting with our teams on 20 October 2014
to cnsure that all parties understand the objectives, timeline and :information required to support this assessment. PwC wl not
only review our processes, but also how we internally monitor our complaint resolution procedure. They will also assess our
commitment to fully resolve the complaint. The results will allow us to complement our own clear action plans for any arcas
which have been identified as requiring improvement.

Our brand values are absolutely aligned wth our customer service improvements in getting it right for all our customers. With
the progress we have made and the plans that we have in place, | am confident that our customers will sec a significant change
in how we logk after them - and also how we resolve any complaints

Yours sincerely

Pawi Massara
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