
 

  

 
 
 
 

External Complaints Procedure 

Energy Procurement UK Limited is committed to compliance and quality. 
Our ADR (Alternative Dispute Resolution) number is CN35ENER119 

Step 1: Queries 

 Initial Contact: If you have concerns regarding your agreement, please first contact 
the Client Account Manager who assisted you. 

 Purpose: This ensures you speak with the person who has the best understanding of 
your supplies and communication history. 

Step 2: Complaints 

If you are unhappy with the handling of your query, you may escalate the matter using the 
following channels: 

 Email: info@energyprocurement.co.uk  
 Phone: 0345 337 38 38 (Request a callback from the Manager) 
 Post: Energy Procurement UK Limited, 1 Enterprise House, 41 Reading Road, Reading, 

RG8 7HY 
 

Compliance & Resolution Timeline 

 

Action Policy Detail 

Acknowledgement All complaints are acknowledged within 5 working days of receipt. 

Audit Process A full audit is conducted, including emails, calls, letters, and voicemails. 

Updates You will be informed of the expected resolution timeframe and receive regular 
feedback. 

Deadlock/8-Week 
Rule 

If the complaint is not resolved within 8 weeks, or if a mutual resolution cannot be 
reached, we will issue a Deadlock letter stating our final position. 

External Redress After receiving a Deadlock letter or passing the 8-week mark, you have the right to 
contact the Energy Ombudsman. 


