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Customer Complaint
Procedure at Switch2 Energy
We always aim to provide excellent service to 
all our customers. We understand, however, 
that there may be times when things don't go 
quite as planned, and you might have a 
complaint or concern about our services.

We're committed to addressing your concerns 
swiftly and e�ciently, ensuring we keep our 
standard of service nothing short of excellent.

That's why we've established a robust 
customer complaint procedure that covers 
details our 8 core commitments to resolving 
issues e�ectively and transparently:

1. Enhancing Service with Feedback: We value
your opinions and use them to improve.

2. Comprehensive Investigations: Digging deep
to find the root cause of complaints.

3. Clear and Simple Explanations: Identifying issues
without the tech talk.

4. Exploring E�ective Solutions: We're dedicated
to resolving problems thoroughly.

5. Preventing Future Problems: Assessing steps
to stop issues from repeating.

6. Guaranteed Standards Informed: You'll know
if compensation is in order.

8. Escalation Procedures: Guidance provided if
the resolution doesn't satisfy.

7. Sincere Apologies: We own up to our mistakes.



We aim to make things right for you as soon as 
possible. That's why we follow the set industry 
standard of resolving complaints within 8 weeks of you 
submitting them. We understand that filing a complaint 
can be frustrating but rest assured that our team is 
dedicated to finding a speedy resolution for you.

Contact Customer Support
If you have a complaint or concern, the first step is to contact our
Customer Services Team.
You can reach them through the following channels:

Our team will make every e�ort to resolve the 
issue during the initial contact. If your concern is 
not resolved, or if you are not satisfied with the 
resolution provided, you can proceed to Step 2.

When contacting our Customer Services Team, 
please provide the following information:

Email: customerservices@switch2.co.uk
Phone: 0333 321 2010
Online Contact Form: 
switch2.co.uk/residential-portal/contact/
By post:  Switch2 Energy, The Waterfront,
Salts Mill Road, Shipley, West Yorkshire, BD17 7EZ

Your name

Contact details (phone number, email address)

Account number (if applicable)readings

Description of the complaint or concern

Any relevant supporting documents or evidence
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Final Review 

If your concern is not resolved at this stage, you can request to escalate the 
complaint to the Head of Customer Services. You can do this by informing the 
representative handling your case or by submitting a written request via email or 
through the online contact form.

If your issue isn't resolved by our representative in customer services, you can 
ask for it to be reviewed by our Resolutions Team. They may contact you for 
more information and will work to find the best resolution.

The Head of Customer Services will review your 
complaint and work with you directly to address the 
issue. They will keep you informed about the 
progress and provide a resolution within a 
reasonable timeframe.

Please provide the following information in your escalation
request:

Your name

Contact details (phone number, email address)

Account number (if applicable)readings

Summary of complaint or concern

Reference number or details of your previous 

interaction with Customer Support

Email: Resolution@switch2.co.uk

EscalationSTEP TWO

STEP THREE



Still not resolved?

Independent Advice and Support

If we supply your heat but can’t resolve your complaint, you have options. 
Should your issue still be unresolved after 8 weeks, or if you’re dissatisfied with 
our final response or deadlock letter, you have the right to escalate the 
situation.

Starting from 1st April 2025, the Energy Ombudsman will handle disputes for all 
heat network consumers. However, this applies only to issues identified on or 
after 1st April 2025.

You can contact the Energy Ombudsman for free, independent help and have 
the case independently reviewed:

Your energy supplier are bound by their decisions. You can read our full 
complaints policy on our website.

For free, independent advice on energy issue
like managing bills or understanding your mete
contact:

If you live in England or Wales
Citizens Advice
0808 223 1133 (Mon–Fri, 9am–5pm)
citizensadvice.org.uk/energy

If you live in Scotland
Energy Advice Scotland
0808 196 8660 (Mon–Fri, 9am–5pm)
energyadvice.scot/email-us

0330 440 1624 or www.energyombudsman.org


