Complaints Charter

It's always our aim to give our customers a great experience. But we understand that sometimes
things go wrong and we work hard to make sure they're put right as soon as possible.

If you've had a problem with your account or feel our service didn't meet your expectations, please
contact us.

Step 1- Investigating your complaint

Our specialist Customer Care team are available Monday to Friday, 9am - 5pm. They will
work with you to resolve any issues.

: 0800 630 0841
e: customercare@opusenergy.com
a: Opus Energy House, 8-10 The Lakes, Northampton, NN4 7YD

Once you've made a complaint, we'll acknowledge receipt of your complaint within five
working days. If we need more information a member of the team will contact you either by
telephone or email.

We'll work with you to take the appropriate action and resolve your complaint. This may
include providing an explanation, an apology or, in appropriate circumstances, awarding
compensation.

Step 2 - Not happy with our response?

If you're not happy with the solution to your complaint, you can ask the Director of Service's team
to review the decision. A member of this team will respond to you within a further five working
days.

t: 0800 997 8730
e: directorofservice@opusenergy.com
a: Opus Energy House, 8-10 The Lakes, Northampton, NN4 7YD



Step 3 - Independent review

If you feel we haven't resolved your complaint after steps one and two, you can also get
additional support to help evaluate your complaint from the Energy Ombudsman (EO).

We're a member of the EO, an independent body that resolves disputes between energy
suppliers and their customers. They might be able to help if you're classed as a microbusiness*.
It's free to use their services, they don't take sides, and make their decision based on
the information available. We'll be required to implement their final decision.

You can get in touch with the EO if eight weeks have passed since you first made the complaint
to us or you've received a ‘full and final position’ letter from us (whichever is first). This letter may
also be referred to as a deadlock letter and it outlines our final position in relation to your
complaint. You have 12 months from when you receive this letter to refer your complaint to the
EO.

EO contact details:

t: 0330 440 1624 - Monday to Friday 8am - 8pm and Saturday 9am - 1pm
e: enquiry@energyombudsman.org

w: energyombudsman.org

a: Energy Ombudsman, PO Box 966, Warrington, WA4 9DF

Please remember to include your Opus Energy account number in all correspondence with
the EO. This number can be found on any of your invoices.

Additional independent advice

Business Debtline

A charity that's given free, impartial and confidential debt advice to small businesses and self-
employed people for over 20 years. You can find out more at businessdebtline.org or calll
0800 197 6026 Monday to Friday, 9am - 8pm.

Citizens Advice
A network of independent charities offering confidential and impartial advice online, over
the phone, and in person for free. This includes advice on consumer rights on their consumer
helpline. Read more at citizensadvice.org.uk/energy or call the numbers below Monday to
Friday 9am - 5pm:

e Consumer Service - 0808 223 1133

e Consumer Service Welsh Speaking - 0808 223 1144

*Where a business consumes no more than 293,000 kWh of gas or 100,000 kWh of electricity each year or has fewer than 10
employees (or their full time equivalent) and an annual turnover or balance sheet no greater than €2 miillion.

www.opusenergy.com | 01604 673 100 | contactus@opusenergy.com

CC024




HEID=LB=RG

Document overview

File name: Opus Complaints Charter 2pp [CC024].pdf

Location: E:\PTJobs\Jobs\2023\May 2023\Week4\112507(112507_Opus C
omplaints Charter 2pp [CC024])\System\Pagefiles\Current\

Title: -

Application: Adobe InDesign CC 14.0 (Windows)

Producer: Adobe PDF Library 15.0

Author: -

Created on: 05/11/2020 05:02:43 PM

Date Modified: 05/25/2023 04:20:53 PM

File Size: 253.6 KByte / 259652 Byte

Trapped: No

Output Intent: -

PDF/X Version: -

PDF Version: 1.7

Number of pages: 2

MediaBox: 168.00 x 230.00 mm

TrimBox: 148.00 x 210.00 mm

Summary ¥ Error t. Warning « Corrected @ Info

@ Document - - - -

@ PDF/X - - - -

@ Pages - - - 1

t. Colors - 23 - 1

i. Fonts - 2 - -

L. Images - 3 - -

t. Content - 2 - -

Pages

@ Number of pages in document 2 is greater than 1

Colors

t. Color space: ICC RGB (sRGB IEC61966-2.1) #22 (Page 1-2)
. R=G=B Gray #1 (Page 2)
@ ICC RGB (sRGB IEC61966-2.1) is overprinting #1 (Page 2)

Fonts

t. Averta-Thinltalic: Character is not defined correctly #2 (Page 2)

Images

t. Color image resolution 140.2 dpi is below 150.0 dpi #2 (Page 1-2)
t. Color image resolution 140.4 dpi is below 150.0 dpi #1 (Page 1)

Content

t. Transparency is present #2 (Page 1-2)

Additional information
Settings used: Basic_Qualify

Prinect PDF Report 21.10.033 -1- 05/25/2023 04:21:04 PM





HEID=LB=RG

Color separations: 4
BN BECMYK

Color spaces

@ DeviceGray

t. ICCBased (CMM required)

. ICC RGB (sRGB IEC61966-2.1)

Fonts: 6

@ Averta-Bold Typel / WinAnsi / embedded subset

@ Averta-Light Typel / WinAnsi / embedded subset

@ Averta-Regular Typel / WinAnsi / embedded subset

@ Averta-Regular Typel (CID) / Identity-H / embedded subset
@ Averta-Semibold Typel / WinAnsi / embedded subset

@ Averta-Thinltalic Typel / WinAnsi / embedded subset

Prinect PDF Report 21.10.033 -2- 05/25/2023 04:21:04 PM







