[Your Name]
[Your Address Line 1]
[Your Address Line 2]
[Your City]
[Your Postcode]
[Your Email Address]
[Your Phone Number]

[Today’s Date]

Energy Ombudsman
PO Box 966
Warrington
WA4 9DF

Dear Sir/Madam,

Referral of Complaint to the Energy Ombudsman
I wish to refer the following complaint to the Energy Ombudsman for independent resolution, as I have been unable to resolve it directly with my energy supplier.
My Details
Full name: [Your Full Name]
Date of birth: [Your Date of Birth]
Address: [Your Full Address]
Email: [Your Email Address]
Phone: [Your Phone Number]
Energy Supplier Details
Supplier name: [Energy Supplier Name]
Account number: [Account Number]
Fuel type: [Gas / Electricity / Dual Fuel]
Supply address: [Address where energy is/was supplied, if different from postal address]
Meter type: [Smart meter / Standard meter / Prepayment meter]
MPAN (electricity): [MPAN number, if known]
MPRN (gas): [MPRN number, if known]
Eligibility to Refer
[Select and keep the paragraph that applies:]
I received a deadlock letter from [Supplier Name] dated [Date of Deadlock Letter], in which they confirmed they were unable to resolve my complaint through their internal process. A copy is enclosed.
[OR]
I first complained to [Supplier Name] on [Date of Original Complaint]. More than 8 weeks have passed since this date, and the supplier has not resolved my complaint or issued a deadlock letter. Under Ofgem’s Standard Licence Condition 31A and the Consumers, Estate Agents and Redress Act 2007, I am entitled to refer this matter to the Energy Ombudsman.
Chronology of the Complaint
1. [Date]: [Describe when the issue first arose.]
2. [Date]: I contacted [Supplier Name] by [phone/email/letter] to raise the issue. [Describe their response.]
3. [Date]: I submitted a formal written complaint to [Supplier Name].
4. [Date]: [Supplier Name] responded with [describe response or state “failed to respond”].
5. [Date]: I [escalated further / sent follow-up / received deadlock letter].
6. [Date]: [Any further developments.]
Details of My Complaint
[Provide a clear, factual summary including: the billing or service issue with specific figures and dates; meter readings if relevant; how long the issue has been ongoing; financial impact; any vulnerability considerations.]
Relevant Legislation and Regulations
I believe [Supplier Name] has breached the following:
• Ofgem Standards of Conduct (Standard Licence Condition 0A) requiring suppliers to treat customers fairly;
• Ofgem Complaint Handling Standards (SLC 31A) requiring timely and fair complaint resolution;
• [If back-billing: Ofgem back-billing rules (SLC 21B) which limit back-billing to 12 months for domestic customers];
• [If prepayment: Ofgem Prepayment Meter Licence Conditions governing the installation and management of prepayment meters];
• [If switching: Ofgem switching rules and the Erroneous Transfer Customer Charter];
• Consumer Rights Act 2015, Section 49 (services performed with reasonable care and skill);
• [If applicable: Ofgem Guaranteed Standards of Performance (SLC 19), under which I am entitled to compensation of £75 for the first 12 hours of supply interruption and £35 for each subsequent 12-hour period].
What I Am Seeking
I am asking the Ombudsman to direct [Supplier Name] to:
1. [Specific financial remedy, e.g. “correct my account by crediting [amount]”]
2. [Refund, e.g. “refund the overpayment of [amount]”]
3. [Compensation, e.g. “pay compensation of [amount] for the distress, inconvenience, and time spent”]
4. [Practical action, e.g. “adjust my direct debit to a fair and accurate amount”]
5. [Other remedy, e.g. “remove the default notice from my credit file”]
6. [Apology: “provide a written apology acknowledging their failures”]
Supporting Documents Enclosed
1. Copy of my original complaint to [Supplier Name] dated [Date]
2. [Deadlock letter / evidence of 8-week deadline expiry]
3. Copies of all correspondence with [Supplier Name]
4. [Relevant bills, statements, or account summaries]
5. [Meter readings / smart meter data / photographs of meter]
6. [Any other evidence: payment records, credit file entries, call recordings or notes]

I confirm that the information in this letter is true and accurate to the best of my knowledge.

Yours faithfully,


[Your Name]
