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1. Purpose
This Complaints Handling Procedure explains how Egg handles complaints in line with the Energy Ombudsman Broker ADR Scheme requirements.
2. Availability of this Procedure
This Complaints Handling Procedure is visible and accessible on our website.
It is also available free of charge by email or post upon request.
3. What is a Complaint?
A complaint is any expression of dissatisfaction, whether oral or written, and whether justified or not, about our service, advice, conduct, communications or brokerage activities.
4. How to Make a Complaint
Complaints may be made and progressed at each stage of the process:
• By telephone: 0113 815 5366
• By email: commercial@egg.com
• In writing to: 120 Kings Road, London, SW3 4TR
If you require an alternative method of communication, please contact us and we will make reasonable adjustments.
5. Our Commitment
All complaints will be handled courteously, respectfully, and without prejudice. We are committed to treating all clients fairly.
6. Our Complaint Handling Process
Acknowledgement:
• We will acknowledge receipt of your complaint within 2 working days.
Investigation:
• We will conduct a fair, thorough and impartial investigation.
Final Response:
• We will issue a final response no later than 8 weeks from the date your complaint was received.
7. Record Keeping
We keep a record of all complaints in a central Complaints Register. This includes the date the complaint was received, details of the complaint, actions taken, correspondence, and the outcome.
8. Escalation to the Energy Ombudsman
If we are unable to resolve your complaint directly, or if your complaint remains unresolved for more than 8 weeks, you may refer the complaint to the Energy Ombudsman.
The Energy Ombudsman service is impartial and free for clients to use.
Energy Ombudsman contact details:
Post:
Energy Ombudsman
P.O. Box 966
Warrington
WA4 9DF
Phone: 0330 440 1624
Email: enquiry@energyombudsman.org
Website: www.energyombudsman.org
9. Possible Outcomes
Where appropriate, we may resolve a complaint by offering: an apology, an explanation, corrective action, a goodwill gesture, or compensation where justified.
10. Continuous Improvement
We review complaints regularly to identify trends and areas for improvement. Our aim is to improve our services and prevent similar issues from arising in future.
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