. Figures shown are number of complaints
At a glance complaints data Q4, October - December 2019 ber 100,000 customer accounts

I Shell En ergy (fo rm erly First Util |ty) * These are actual complaint figures
Complaints Total Complaints Complaints Total Complaints
Accepted Accepted * Resolved Resolved *

29.04 415 32.68 467

Complaints Accepted Complaints Resolved Average Award
(Top Complaint Types) (Top Complaint Types) (Top Complaint Types)

Billing Billing Billing
6.16 16.8 £86
Smart Meters Smart Meters Smart Meters

1.82 3.5 £71

Payments Payments Payments
1.12 2.24 £53
Other Other
19.94 10.14
£ Financial @ Non-Financial X No Action

95%
0.42 0.98 17.43 2 66 of awards with a financial element
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