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Utility companies: Best utility suppliers

Our utilities satisfaction survey of more than 8,600 Which? members found that many of you aren't happy
with the service you're getting from your gas and electricity suppliers.

Our members complained about poor customer service and value for money, inaccurate or unintelligible bills
and a lack of communication. The average customer satisfaction score for energy suppliers was just 47%,
making this the lowest performing of all the industries covered by our satisfaction surveys in 2007-2008. But,
despite spiralling energy costs, some companies show that it is possible to keep their customers happy.

Check out the table below for the best and worst gas and electricity companies.

Utility companies reviewed

Customer
Customer Online Telephone vYalue For | Satisfaction

Provider Billing service support support Query Money Score
Utility %k Kk k L & & & A2 L2 2.8 & 4 MR L8 8 & & ¢ 72%
YWarehouse
sseb * %k Kok kdkok | ddkok *hkkk | kkkkk | kkkk 60%
ScottishPower | % % % * %k k * Kk k % %k * %k * %k 49%
EON * %k * %k * %k * %k * %k * * 44%,
EDF Energy * % * %k * %k *hkkhk | hkk * % 43%
British Gas * * * * * * * 40%
Npower * * * * b &« * 32%
Table notes
a. Insufficient number of responses .

Scottish and Southern (includes Southern Electric, Atlantic, Swalec and

Scottish Hvdro) .

Samples sizes: Utility Warehouse (117), SSE b (1,569), ScottishPower

{1,133), EON (1,635), EDF Energy (891), British Gas (1,785}, Npower (854).

Total samole size was 8284, pa
-
>
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Best supplier - Utility Warehouse UTILITY ©

The best utility supplier in our survey is Utility Warehouse. It's the only wm:uous:

company to feature in our survey not owned by one of the so-called ‘big Sumhortsed COUNT ﬂ-“‘

six’, Utility Warehouse customers told us their bills are accurate and easy to Q\s

understand. They also gave the supplier excellent marks for customer — ‘
service and the guality of the telephone support service. Utility Warehouse is the best

supplier in our survey
Worst supplier - Npower

The worst utility supplier in our survey is Npower, which has been the
subject of inguiries into its billing and sales practice by industry regulator
Ofger. In our survey, Npower's customers gave the supplier a terrible
customer satisfaction score of 32%. although we think almost all the
suppliers in our survey could do more to improve their bills® accuracy and
ease of understanding, Npower was rated particularly poorly.

noower

The company’s customer service received a resounding thumbs-down too,
as did the gquality of the online and telephone customer support and the
ability to deal with customers’ queries, The value for money score was,
predictably, also very low.

Npower only scored 32% for
customer satisfaction in our
Survey

British Gas, which hiked gas prices by a record 35% and electricity by 9% in

August 2008, isn't far above Npower with a score of just 40%,. Considering British Gas’ low standing in our
survey and almost 10 years of competition, it seems surprising that the former gas monopoly remains Britain’s
biggest energy supplier. Thankfully, it's easy to switch supplier if you are one of those dissatisfied by the
service, use our free switching site Switch with Which?,







