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But there are some energy issues your Relationship Manager cannot help you with...
Your Relationship Manager can assist with nearly everything to do with your energy supply. But, remember, 
we are not a supplier, and we cannot help you in the event that you don’t have heating or hot water, in which 
case you would need to call your plumber. And if you smell gas, you should immediately call the National Gas 
Emergencies helpline: 0800 111 999. 

Our aim is to delight our customers with our services.

We feel that the most beneficial thing customers receive from us is the provision of a dedicated Relationship 
Manager (RM) who is an experienced energy expert. Your Relationship Manager is your first point of contact 
and always on hand for advice and guidance. 

Our Relationship Managers spend their days working to achieve the best outcome for customers, proactively 
monitoring accounts and providing useful analysis and commentary to support with understanding consumption 
and spend. 

We act on our customers’ behalf to resolve any issues via a ‘case’ system. Your Relationship Manager will notify 
you by phone or email to confirm the nature of the case and we’ll spend the time needed to liaise with all 
parties to resolve it, keeping you informed of the actions taken and the final outcome. On occasion we may 
ask you to complete a satisfaction survey to provide feedback.

KPI and standard expectations are set each quarter to support our commitment to delighting customers. The 
customer facing teams will work to respond to your emails and telephone messages within 24 hours and set 
realistic expectations around supplier queries and invoices.
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