
In 2008, Ofgem int roduced new complaint  handling st andards in l ine wit h t he Gas and Elect ricit y 
(Consumer Complaint s Handling St andards) Regulat ions 2008.  

Ut il it y Warehouse aims for t he highest  st andards in cust omer service. However, t here may be 
occasions when our cust omers may wish t o complain (t he indust ry regulat or calls t hese 
?an expression of dissat isfact ion?). Some examples of cust omer complaint s could be:

- Not  underst anding a lett er t hat  we have sent  t o t hem 
- Asking for informat ion on submitt ing a met er reading
- Querying direct  debit  payment s

We aim t o resolve any complaint  t o t he cust omer?s ful l sat isfact ion t he f irst  t ime it  is raised wit h 
us. Bet ween 01 April 2025 and 30 June 2025 we received 30,543 expressions of dissat isfact ion f rom 
our domest ic cust omers, of which 21,399 (83.17%) were resolved wit hin one working day and 4,330 
(16.83%) could not  be resolved on t he same day or t he next  working day aft er being received. 

Delays t o complaint  resolut ion generally occur when t he complaint  requires invest igat ion in more 
det ail or more informat ion is required f rom anot her part y in order t o ensure t hat  t he complaint  is 
dealt  w it h t o t he st andard t hat  our cust omers expect . 

Top reasons for cust omer complaint s:

Gas and Electricity (Consumer Complaints 
Handling Standards) Regulations 2008
April  t o June 2025 per formance

Regist ered in England. Company number: 0?459?4421. Ut il it y Warehouse Lt d, 508 Edgware Road, The Hyde, London, NW9 5AB

July 2025

If  you need t o complain t o Ut il it y Warehouse, you can f ind det ails of  how  t o do so at  
uw.l ink / complaint s 

Number of complaint s opened 30,543

Number of complaint s opened per 100,000 cust omers 1,794

Number of complaint s resolved 21,399

Number of complaint s resolved per 100,000 cust omers 1,511

% of complaint s resolved < day+1 83.17%

% of complaint s resolved wit hin 8 weeks 99.70%

April  t o June 2025:

Cust omer service 34.96%

Bil l ing and met er readings 32.84%

Smart  met er inst allat ion 11.49%

Payment s 4.81%

Sales and market ing 2.95%
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