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1. Purpose

Powerchange UK Energy Consultancy Limited ("Powerchange UK", "we", "us" or "our") is committed to providing professional, fair and transparent energy procurement and consultancy services.

We recognise that, occasionally, customers may be dissatisfied with our services, the way a matter has been handled, or the outcome of an energy procurement or consultancy engagement.

We welcome complaints as an opportunity to understand concerns, correct mistakes where appropriate and improve our services.

This policy explains how Powerchange UK handles complaints and, where applicable, how a complaint may be referred to an appropriate independent Alternative Dispute Resolution (ADR) service.

2. Scope

This policy applies to complaints relating to services provided by Powerchange UK, including:

energy procurement services;
energy consultancy;
energy usage analysis;
energy bill analysis;
procurement quotations;
communication and customer service;
administration;
contractual matters;
information provided by Powerchange UK; and
other services provided directly by Powerchange UK.

Where a complaint concerns an energy supplier or another third party rather than Powerchange UK, we will explain this to the complainant and, where appropriate, assist them in identifying the correct organisation to contact.

3. Our commitment to customers

Powerchange UK will:

treat complaints seriously;
handle complaints fairly and objectively;
deal with complaints promptly;
communicate clearly with complainants;
investigate relevant concerns;
keep appropriate records;
take reasonable steps to put matters right where we have made an error;
learn from complaints; and
provide information about further escalation where appropriate.

No customer will be disadvantaged simply because they have made a genuine complaint.

4. What is a complaint?

A complaint is an expression of dissatisfaction about our services, actions or failure to act where the complainant expects a response or resolution.

A complaint may be made verbally or in writing.

Complaints may include concerns about:

the quality of our service;
delays;
communication;
failure to respond;
energy procurement advice;
information supplied by us;
administrative errors;
contractual matters;
fees or charges;
handling of customer information;
professional conduct; or
any other aspect of our service.
5. How to make a complaint

Customers are encouraged to contact us as soon as possible when they become dissatisfied.

Complaints can be made by:

Email: accounts@powerchangeuk.co.uk

Telephone: 07717 643433

Post:
Powerchange UK Energy Consultancy Limited
76c Davyhulme Road
Urmston
Manchester
M41 7DN

Complaints do not need to be submitted in a particular format.

However, providing the following information will help us investigate the matter efficiently:

your name;
company name, where applicable;
contact details;
details of the service concerned;
date or approximate date of the issue;
details of what happened;
why you are dissatisfied;
any relevant supporting documents; and
the outcome you are seeking.
6. Complaints made on behalf of another person

Where a complaint is made on behalf of another individual or organisation, we may need confirmation that the complainant is authorised to act on their behalf.

This may be particularly important where the complaint involves confidential, financial or personal information.

We will handle such information in accordance with our Privacy Policy and applicable data protection legislation.

7. Acknowledgement of complaints

Where a complaint is received in writing, Powerchange UK will aim to acknowledge receipt promptly.

The acknowledgement will normally confirm:

that the complaint has been received;
who is dealing with the complaint, where appropriate;
what information may be required;
the next steps; and
when the complainant can expect a further response.

Where a complaint is resolved immediately, a separate formal acknowledgement may not be necessary.

8. Investigation

Complaints will be investigated fairly and objectively.

Depending on the nature of the complaint, the investigation may include:

reviewing customer correspondence;
reviewing contracts and quotations;
checking energy procurement records;
reviewing relevant energy bills or documents;
speaking with employees or representatives involved;
checking relevant supplier communications;
reviewing telephone or email records where appropriate;
identifying whether an error occurred; and
considering what action, if any, should be taken.

We will seek to establish the facts before reaching a conclusion.

9. Timescales

We aim to resolve complaints as quickly as reasonably possible.

Our target timescales are:

Acknowledgement: within 5 working days of receiving a written complaint.
Investigation: normally within 10 working days where the matter is straightforward.
Full response: normally within 20 working days.

Some complaints may require more detailed investigation and may therefore take longer.

Where we cannot provide a final response within our target timescale, we will explain the reason for the delay and provide an indication of when we expect to respond.

We will keep the complainant appropriately informed where a complaint remains unresolved.

10. Complaint outcome

Once our investigation is complete, we will provide a response explaining:

the outcome of the investigation;
the reasons for our decision;
any action we propose to take;
any correction or remedy offered, where appropriate; and
what the complainant can do if they remain dissatisfied.

Where we agree that we have made a mistake, we will take reasonable steps to put matters right.

Depending on the circumstances, this may include:

correcting information;
carrying out further work;
apologising;
reviewing a decision;
correcting an administrative error;
refunding an amount where appropriate; or
taking steps to prevent the issue from recurring.
11. Complaints that are not upheld

Not every complaint will result in a finding that Powerchange UK has acted incorrectly.

Where we do not uphold a complaint, we will explain the reasons for our decision as clearly as reasonably possible.

The complainant will still be provided with information about any appropriate further escalation route.

12. Escalation within Powerchange UK

If a complainant remains dissatisfied following our initial response, they may request that the matter is reviewed by senior management or a company director.

Requests for an internal review should be sent to:

accounts@powerchangeuk.co.uk

The request should explain:

why the complainant remains dissatisfied;
which aspects of the original response they disagree with; and
any additional information they believe should be considered.

A senior member of management will review the matter where reasonably practicable.

13. Alternative Dispute Resolution (ADR)

Alternative Dispute Resolution is a process that can help resolve disputes without the need for court proceedings.

Where applicable to the particular complaint and service provided, Powerchange UK will provide information about an appropriate independent ADR provider.

The availability of ADR depends on:

the nature of the dispute;
the services involved;
whether the relevant legal or regulatory framework requires or provides for ADR;
whether Powerchange UK is required to participate in a particular ADR scheme; and
whether the relevant ADR provider has jurisdiction over the dispute.

We will not represent that a particular ADR scheme applies to a dispute unless the relevant requirements have been satisfied.

14. Energy-related complaints

Where a complaint concerns an energy supplier, network operator, meter operator or another energy-sector organisation rather than Powerchange UK, responsibility for resolving the complaint may rest with that organisation.

Powerchange UK may, where appropriate:

explain who is responsible for the issue;
provide relevant contact information;
assist the customer in communicating with the relevant organisation; and
provide reasonable assistance with escalation.

Where an energy supplier is responsible for the underlying issue, customers may need to follow that supplier's own complaints procedure before accessing any applicable external dispute-resolution process.

15. Independent external escalation

Where an appropriate external complaint or ADR route is available, we will provide the complainant with relevant information when appropriate.

Depending on the nature of the complaint, this may include the relevant:

ADR provider;
energy-sector dispute-resolution body;
regulator;
professional body; or
other competent authority.

The applicable external escalation route may depend on whether the complaint relates to Powerchange UK itself or to an energy supplier or other third party.

16. Ombudsman and regulatory schemes

Powerchange UK will comply with any applicable statutory, regulatory or contractual requirement to participate in an ombudsman or ADR scheme.

Where a specific scheme applies to our services, we will provide the complainant with the relevant scheme details and information about how to access it.

We will keep this section under review to ensure that it reflects any regulatory or contractual requirements applicable to our business.

17. Complaints involving data protection

If a complaint concerns the handling of personal information, the complaint may also be dealt with under our Privacy Policy and applicable UK data protection legislation.

Customers can contact:

accounts@powerchangeuk.co.uk

If a data protection concern cannot be resolved, individuals may also have the right to complain to the Information Commissioner's Office (ICO).

18. Complaints involving discrimination, harassment or inappropriate conduct

Powerchange UK will take complaints involving discrimination, harassment, bullying or inappropriate conduct seriously.

Such complaints will be handled sensitively and, where appropriate, investigated separately from normal service complaints.

We will take reasonable steps to protect individuals from retaliation for making a genuine complaint.

19. Confidentiality and data protection

Information provided during a complaint will be handled appropriately and only used for legitimate purposes connected with investigating and resolving the complaint.

Personal information will be processed in accordance with our Privacy Policy and applicable data protection legislation.

Where it is necessary to share information with a third party to investigate or resolve a complaint, we will take appropriate steps to ensure that such sharing is lawful and proportionate.

20. Accessibility

Powerchange UK will seek to make its complaints process accessible.

If a customer requires reasonable assistance in making or communicating a complaint, they should contact us at:

accounts@powerchangeuk.co.uk

We will consider reasonable requests for alternative communication methods or additional assistance.

21. Unreasonable or abusive behaviour

We understand that customers may be frustrated when making a complaint.

We will always seek to treat complainants respectfully.

However, we may take proportionate steps to manage communications where behaviour becomes threatening, abusive, discriminatory or unreasonable.

This will not prevent a genuine complaint from being investigated.

22. Record keeping

Powerchange UK will maintain appropriate records of complaints, including where relevant:

the date received;
the nature of the complaint;
relevant correspondence;
investigation undertaken;
outcome;
actions taken; and
any escalation.

Complaint records will be retained for an appropriate period in accordance with our legal, regulatory and business requirements.

23. Learning from complaints

Complaints provide an opportunity to improve our business.

Where appropriate, we will review complaints to identify:

recurring problems;
weaknesses in procedures;
communication issues;
training requirements;
supplier-related issues;
administrative problems; and
opportunities to improve customer service.

Where a significant or recurring issue is identified, management may introduce corrective or preventative measures.

24. Management responsibility

The directors and senior management of Powerchange UK have overall responsibility for ensuring that complaints are handled appropriately.

Management will:

ensure that complaints are taken seriously;
allocate appropriate resources to complaint handling;
monitor significant complaints;
ensure appropriate escalation;
review recurring issues; and
periodically review the effectiveness of this policy.
25. Policy review

This policy will be reviewed at least annually and sooner where necessary.

A review may be undertaken following:

changes in legislation;
changes to regulatory requirements;
changes to our services;
significant complaints;
changes to applicable ADR arrangements;
recurring complaint trends; or
findings from internal reviews.


26. Contact details

Powerchange UK Energy Consultancy Limited

Company Number: 07995053

Address:
76c Davyhulme Road
Urmston
Manchester
M41 7DN

Email: accounts@powerchangeuk.co.uk

Telephone: 07717 643433

Website: www.powerchangeuk.co.uk

27. Policy statement

Powerchange UK Energy Consultancy Limited is committed to handling complaints fairly, transparently and promptly.

We view complaints as an important source of feedback and will use them, where appropriate, to improve our services and business practices.

Where a complaint cannot be resolved internally, we will provide information about any appropriate external complaint, ombudsman or Alternative Dispute Resolution route applicable to the particular matter. We are a member of the Energy Ombudsman, contact details below 
Phone 0330 440 1624
Energy Ombudsman
P.O. Box 966
Warrington WA4 9DF
enquiry@energyombudsman.org

