Our complaints performance

Customer complaints review, October to December (Q4) 2014,

) 2014 saw an mcrease in the number of cusiomers registening a complaint. EDF Energy encouwrage cusiomers fo bei
us know of any dissatisfaction with cur service. We recognise the increase in complainis and are {aking mmediate sieps
to mprove customer satisfaction as part of a 2015 Complaints Improvement Programme.

Complaint handling = just one way that customers pdge our service performance. From Ociober to December 2014,
independani research company |luminas camed cut 4,650 interviews with cusiomers of the major energy suppliers on
behalf of EDF Energy. When asking customers if they thought their energy company make things simple and easy to
underaiand, |Bwminas found we scored highesi. Their research also found that in 04 EDF Energy was the ‘most
recommendsd ensrgy supplsr.
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Complaints received and resclved Help and advice

The table below shows how many complaints we've received and resclved in
Q4 {01 October — 31 December 2014):

Mumber of complaints received 288 158
Humber of complaints received per 5 241
100,000 customer accounts '
Mumber of complaints resolwved 201,845
Humber of complaints resolved per 5 379
100, 000 customer accounts '
Percentage of complaints resolved a7
by the end of the next working day
Percentage of complaints resolved a7
within 8 weeks :

Complaints categories
O compdaints in Q4 are divided by category, shown below:

Top § categories in Cd 2014 Y of complaints opened by category
Billig A0
Metering {Inc Prepayment) 19%
Paymenis 163
Customer Service 10°%
Change of Supplier 4%

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.



