
Billing 
This covers any complaints made about the layout of our bills as well as any information displayed on them such as 
cancelled charges or payment dates. Complaints received about estimated readings, price increases or incorrect bills are 
also included. 
 
Metering (inc. prepayment)
If we receive complaints about metering appointments or any mismatched data then these are listed in this section. Also 
included here are prepayment meter issues, which tend to be higher in winter months. 
 
Payments
Any complaints we receive about Direct Debit payments or prepayment credits are included here. 
 
Customer services
Complaints made about Customer Services have reduced this quarter compared to Q2 2014
 
Change of supplier 
Change of supplier includes customers who have experienced problems while switching supplier. In Q2 we also included 
change of tenancy but this has been removed from Q3’s data.


