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Welcome
This Annual Report for 2022 reflects our twenty-first year of providing 

independent dispute resolution to ensure fair treatment for all. 



Foreword from our chair 
During 2022 we transitioned from a post-pandemic world to one in which the cost-of-living has increased 
dramatically. It has been a particularly difficult time for businesses and consumers, and we continue to work to 
support consumers and suppliers to resolve disputes.

From a strategic perspective, the leadership team has set out a clear direction for the future. We’re focusing 
with renewed vigour on our role to support day to day resolution, identify root causes and provide direction 
to suppliers to solve systemic issues.

Our colleagues have dealt with situations at times as consumers have struggled with unprecedented increases 
in their household energy bills. In order to be able to support consumers as quickly as possible we recruited 
additional case workers from across the UK into the business to help manage increasing case 
numbers.

Our values represent the way we work and how we aspire to be. Through a focus on balance, openness, 
empathy and courage, we aim to create a culture which promotes fairness and the pursuit of excellence, while 
encouraging all colleagues to be human and empathetic. 
 
We look forward to building on the successes and learnings gained as Ombudsman Services, respectively this 
report represents the last we will publish as Ombudsman Services.
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Ombudsman Service Limited is a not-for-profit organisation that provides a free and independent 
dispute resolution between suppliers subscribed to our service (in the energy and communications 
sectors) and the businesses and consumers that use their services. 

Chief Executive’s Overview
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The Target Operating Model Transition

We’ve successfully transitioned to our new Operating Model and are on a journey of continuous improvement to 
enhance the overall consumer experience. We aim to provide a clear and transparent service for consumers and 
suppliers with one point of contact throughout their case, delivering improved communication, consistency and 
quality service. 

We aim to deepen our understanding of consumer challenges by leveraging data to gain more insight into the 
issues they face. Alongside this we’ll continue to work closely with suppliers and providers to address specific 
business and/or systemic industry-wide issues.

Strategy

We’ve focused on three strategic goals to deliver our purpose and to enhance the quality of our capabilities:

•	 Extending our Reach to all stakeholders.
•	 Creating a Reputation for building, maintaining and restoring trust.
•	 Expanding the Role we play with our existing stakeholders and extending our Remit to serve multiple markets.

Structure

During the year, we continued to develop our leadership team to ensure it was aligned to our future ambitions.

This ongoing commitment to develop the team resulted in the creation of a new level of leaders in the 
Operations function. These new leaders are responsible for delivering the new target operating model and 
managing each community to deliver a consistent experience for stakeholders.



Challenges

Significant economic pressures along with rising inflation rates, cost of living and energy cost increases have 
led to growing pressure for consumers and energy suppliers alike. This has had a considerable impact on the 
volume of energy cases we received in 2022. We were well-placed to respond to this increase through our 
on-going forecasting and planning programme and by leveraging our flexible resources unit to deal with over 
30% more energy cases. 

Finances

2022 saw The Ombudsman Service Limited reporting a deficit, after taxation of £1,304,557 for the year. We’ve 
maintained reserves in line with our policy of three to six months cover of total costs. 
This result was in line with the board’s expectations based on the additional challenges relating to volume 
increases in the energy market. This led to additional costs to recruit and train colleagues to meet demand. We 
absorbed £204,000 of bad debt for 2022, further supporting the markets we operate in during these difficult 
periods for both consumers and suppliers.
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88,375 disputes 
resolved within our 
terms of reference

206,000 Consumer 
enquiries

Our year in numbers 

Resolving
with suppliers and 

providers

Helping
a better 
service

Collaborating
industry wide 

issues

24% increase
in energy disputes

10% decrease 
in communications 
cases

With a focus on:



The mean number of complaints per person continues the upward trend

Following a drop in complaints at the height of the pandemic, numbers have steadily risen since June 2021.

Mean number of complaints per person
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Consumer Experience

Our annual Consumer Action Monitor (CAM) report helps us gain insight into the issues that matter most to 
consumers. Now in its ninth year, the CAM report is the most comprehensive multi-sector survey of its kind in 
the UK.

As part of 2022’s research process, a quota sampling approach was taken to survey a representative selection 
of adults in England, Scotland, and Wales, to integrate a wider demographic detail. Acquiring data such as age, 
ethnicity, marital status, gender, vulnerability, disability, employment, socioeconomic group, and education level, 
allowed us to deepen our understanding of how these factors could impact consumer attitudes. 

The 2022 CAM report reflected some interesting trends in consumer attitudes towards complaining, with the mean 
number of complaints per person rising to 3.4 in November 2022, compared to 2.7 in June 2021.

60% 

of respondents confirmed that they would be 
willing to take a complaint to a third party if 
their dispute was not resolved by a supplier
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82% 

believed a well-handled dispute would 
increase their loyalty towards a product or 
service provider
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Supplier Experience

Since launching our business to consumer (B2C) surveys in 2020, we’ve received over 70,000 responses across the 
energy and communications sectors. These responses detail how consumers feel about our processes and 
people, and also allow us to gather insight in the end-to-end consumer journey.

Through these surveys, we’ve had real-time access to consumer feedback, which not only allowed us to identify 
trends across the business and industries we operate in, but has also helped us take immediate action for 
consumers who’ve advised us that they need additional support or help when using our services. 

Since the introduction of the new operating model, it is clear from feedback that consumers value having a single 
point of contact throughout their dispute from beginning to the end, and with it, opportunity for more frequent 
communication. We’ve also fed the 2022 results into our Continuous Improvement programme for 2023.

Our experience scores with suppliers (B2B)

Our experience scores with consumers (B2C)

73.8% 
CSAT
1% point increase 
since 2020

(Customer Satisfaction Score)

24.8 
CES 
3.8 decrease 
since 2020

(Customer Effort Score)

55.5 
NPS 
2.6 decrease 
since 2020

(Net Promotor Score)

Responses to our B2B and B2C experience surveys show that, whilst there have been challenges, our service has 
remained consistent. We’ve committed to continuous improvement and continually look for ways to enhance the 
customer experience. Operational changes we’ve made have been driven by this aim and this will continue to be 
the case in 2023.

82.1% 
CSAT
1.9% point increase 
since 2020

(Customer Satisfaction Score)

38.6 
CES 
15.7 increase 
since 2020

(Customer Effort Score)

41.3 
NPS 
28 increase 
since 2020

(Net Promotor Score)



Service complaints

The Customer Relations team handled 993 service 
complaints in 2022, which is a notable reduction 
compared to 2020 and 2021. We upheld 82% of 
consumer complaints received in 2022, which was 
down from 86% in 2021. 

Moving forward

Our customer experience team is now part of the 
communications department which allows us to work 
collaboratively on enhancing consumer digital 
experience. We’re taking steps to embed customer 
experience into our non-customer facing units and 
help them influence positive change within their areas 
to benefit the business. 

Early signs indicate of that the new operating model is 
being received positively by consumers. The feedback 
we receive via our surveys will continue to be fed into 
the business for continuous improvement purposes.
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Colleague Experience
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Engagement

We continued to work hard on improving colleague engagement and this was reflected in our Great Place to 
Work survey scores. The 2022 survey was held in November and saw a colleague participation rate of 89 per cent, 
which is the highest for Ombudsman Services since the survey was introduced in 2018. 

We also saw our Trust Index score increase further to 82 per cent, certifying us as a Great Place to Work again. 
We’ve been on an incredible journey and continue to strive to improve year on year. 

We held focus groups mid-year with colleagues from all areas of the business to hear their views and 
understand how we could improve as an employer. The feedback was invaluable, and we were able to action 
three key areas:

•	 a review of the benefits system
•	 more focus on training needs in 1-2-1 conversations
•	 more regular and consistent communications

Development

To support new ways of working and with the aim of further improving our service to consumers, we invested in a 
dedicated Academy to provide in-house training for colleagues, which included:

•	 operational training focused on our new ways of working
•	 mindset module to focus colleagues on working in line with our values and behaviours. The three-day 

mindset module has also been rolled out across the organisation and received positive feedback.

Work has also started on producing a Leadership Development Programme which will be launched early 2023. 
All people managers will be invited to attend this programme and all modules will be included in future 
management induction programmes. 
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Recognising Colleagues

We encourage all managers to recognise colleagues that perform above expectations.

In October we held our second all-colleague conference in Manchester, where our senior leadership team shared 
information about our strategy and key business initiatives. This was also a time for recognition as we celebrated 
our long-serving colleagues and presented the annual People Awards to colleagues who’d gone above and 
beyond what is expected in their day-to-day roles and who demonstrated a commitment to our values. 

The nominations of the awards came from all colleagues who got a chance to nominate their fellow colleagues 
and leaders alike, with a focus on the company values. 

Reward

Our aim has always been to recruit and retain the best people for our business. Therefore it’s important to ensure 
that our colleagues are rewarded fairly for the good work they do and that we are competitive with the markets in 
which we operate. 

In 2022, we started work on an external benchmarking and calibration exercise which meant that we were able to 
reflect our findings during the salary review process at year-end and adjust salaries where required.
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Wellbeing

During the year we introduced a number of measures that continue to improve the wellbeing of colleagues - 
these included legal and financial advice services, a colleague welfare clinic and free flu jabs.

Mental health continues to be a priority for the business, and we now have eight trained mental health first aiders 
to support our colleagues. 

Colleague health and safety is of paramount importance to us and therefore, ensuring that colleagues have the 
correct equipment to carry out their roles is key. To this end we carry out DSE assessments as a matter of course 
on an on-going basis.

We’ve also continued to provide external specialist training in this area and now have 36 trained first aiders, 28 
trained fire marshals, 10 staff trained in the use of on-site defibrillators, and 18 trained in the safe use of 
evacuation chairs. 

We also have an external health and safety partner to provide specialist advice, support, and training along with 
approved accredited contractors to ensure compliance, and an in-house Facilities team who promote best 
practice to ensure that all relevant policies and procedures are adhered to.

Workplace Strategy

As the numbers of cases we were managing increased, we recruited more case handlers to ensure that we 
were able to support consumers and suppliers effectively and efficiently. Whilst some of these colleagues were 
recruited on home working contracts, we have evolved our workplace strategy in line with the needs of all our 
stakeholders.

So in 2022, most teams worked in a hybrid fashion which enabled colleagues to have the flexibility to work from 
home while also benefiting from face-to-face time with their communities.
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Independent Assessor’s Report

The Independent Assessor investigates complaints raised about our free service using the terms of reference provided by 
the Board. Each year the Independent Assessor publishes a report into the service complaints that have been concluded.

Summary annual report of the Independent Assessor 2022

Complaints to the Independent Assessor increased from 138 (0.17% of accepted cases) in 2021 to 181 (0.21% of accepted 
cases) in 2022.

The increase in complaints to the Independent assessor was considered to be mainly due to the sector dynamics, which 
included a number of companies merging or going into receivership.

Of the 181 complaints, 56% were upheld, 34% justified and 10% not upheld.

Forward focus  

•	 The Customer Relations team will support the business to continually improve its services and reduce  
complaints by sharing data and providing guidance. 

•	 The move to a new operating model is expected to have positive impact on the customer experience,        	
which again may reduce the level of complaints from customers. 

•	 The Independent Assessor and the Customer Relations team are working to find ways to collaborate 
more effectively while maintaining impartiality.

The areas of complaint were 
consistent with the last four years:

- Remedy implementation
- Reasonable adjustments
- Incorrect case closure
- Post decision reviews

Recommendations for our areas to 
improve included:

- Apologies
- Learnings feedback
- Further explanation of provider 		
  case findings
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Our priorities for 2023-2024

We have had approval from the Board to move to a Group structure in 2023. The purpose of the group 
will be to:

To build, maintain and restore trust and confidence between consumers and businesses 
 
We aid consumer understanding & confidence in a society which is more connected, disrupted and focused 
on sustainability 
 
We support consumers and suppliers independently and fairly without favouritism or discrimination;

•	 By striving to have a deep understanding of consumer behaviour
•	 By helping suppliers improve service, change culture & build confidence
•	 By helping industries resolve systemic industry-wide issues
•	 By using technology and analysing data to improve services and reduce detriment 

We will continue to focus on the three strategic goals to deliver this purpose and enhance the quality of 
our capabilities. 

•	 Extending our Reach to all stakeholders.
•	 Creating a Reputation for building, maintaining and restoring trust.
•	 Expanding the Role we play with our existing stakeholders and extending our Remit to serve 

multiple markets.
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Complaining isn’t easy.
We make sure it’s fair.

www.ombudsman-services.org


