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Treating Cutomers Fairly - BES Utilities

Andy Pilley
Managing Director, BES Utilities

supplier and welcome to our ‘Treating Customers
Fairly’ charter, which is designed to let you know
about some of the steps we take to ensure you
receive the highest level of customer care.
We aim to provide you with a service which is fair,
transparent, honest and professional, and we

“

“

Thank you for choosing BES as your energy

continue to invest heavily in our people, processes

and systems to improve our customer engagement.
If you have cause to contact BES with a query or

complaint then we want to resolve this quickly and,

most importantly, to your satisfaction. Please contact
us via the details provided on page 9.
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GETTING THE BEST FROM THE CHARTER
We’ve designed this Treating Customers Fairly Charter to highlight some of the steps we take to
provide you with a great service. Although we have covered some key topics in this document, if there
is anything else you need to know, please contact us via the details shown on page 9. We’d also love to
hear from you if you have any feedback on how to improve this or any other customer communication.
The Charter has been designed to be viewed online, so some of the policies or procedures referred to
are accessible via the blue hyperlinks. If you’re reading a hard copy and want to view any of this
information, please just log onto our website www.besutilities.co.uk or contact us if you need any help.

INTRODUCING OFGEM’S STANDARDS OF CONDUCT FOR
ENERGY SUPPLIERS
In 2013, the gas and electricity regulator, Ofgem, introduced new rules known as the Standards of
Conduct. The Standards of Conduct are a set of rules which specify how energy suppliers should
behave to ensure customers are treated fairly, and you can find more information about this on Ofgem’s
website, www.ofgem.gov.uk.
Not only do we want to make sure we comply with these rules, but we want to go over and above them
to ensure you receive the best possible service from BES. This is our report for 2018, and we will publish
an update every year to let you know about the action we are taking to continually improve our service.
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INVESTING IN OUR CUSTOMER SERVICES
BES is investing heavily in improving our customers’ experience, and we are committed to treating
customers in a fair, honest, transparent and professional way.
Mid way through 2017, following many months of planning and testing, we migrated all of our
current and historic customer accounts to a new billing database which we selected due to the
improvements it will bring to our invoicing and overall customer experience.
As with any large scale customer migration programme of this nature we have experienced some
initial implementation problems, which we have been working tirelessly to resolve. Much progress has
been made already and our focus this year will remain firmly on restoring our call and correspondence
response times to their former, industry leading levels. We have been investing heavily in additional
staff across customer facing and back office teams to ensure we can deal with your query as quickly
and efficiently as possible.
As well as recruiting additional resource, it’s vital that we continue to invest in our people to help
them deliver the highest possible standards of customer care. In addition to cross-skilling teams, some
of the training programmes scheduled for all teams this year include: Customer Excellence, Excellence
in Communication and Telephone Techniques & Complaint Handling.

Our employees are here to help you...
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BES LEADS THE WAY FOR FAIR AND TRANSPARENT SALES
BES has in place a number of measures to ensure anyone selling our products provides a fair, honest
and professional level of service. These include a market leading post-sale comfort call, which we first
introduced in 2012 to help ensure customers fully understand, and are happy with, the product they
have agreed to. Brokers representing BES are subject to ongoing compliance monitoring to ensure
they meet the high standards we require, and we recently introduced enhancements to our sales
complaints procedure which will enable us to respond swiftly to any potential concerns.
As business to business contracts do not contain a cooling off period, we encourage customers to
ensure they fully consider, understand and are happy with the terms being offered before entering
into a contract with any supplier.

ACCURATE BILLING - SETTING OFF ON THE RIGHT FOOT
At BES we want to make sure we bill your account accurately from the outset, and we do our best to
ensure all accounts are opened using a confirmed meter reading. In order to help achieve this, our
Customer First Team makes every effort to contact new customers by telephone, email and letter to
obtain an opening meter reading.
Please do your best to provide us with a meter reading as we approach your transfer date, so that your
first bill is accurate. This will also help us in the unlikely event of a query with your previous supplier
about the transfer meter reading.

ACCESS YOUR ONLINE ACCOUNT - ANYWHERE, ANYTIME
We understand that, for our business customers, time is precious and you may not always have the
time to call us during normal office hours. As such, we have created an online account facility, which
provides customers with access to their energy accounts at any time. You can view and print bills, make
payments, provide meter readings and also raise queries or let us know about changes to your account,
such as if you move business premises.
The online account portal also offers a range of easily accessible forms that will automatically be
submitted to us upon completion. These range from VAT declaration forms to Direct Debit mandates.
If you haven’t already, we recommend you register for an online account here. If you’re reading this in
a hard copy, to register for your online account please visit our website www.besutilities.co.uk and
follow the instructions.
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PROMPT AND EASY ACCESS TO YOUR ENERGY BILLS
As confirmed when you agreed your contract with BES, to help keep costs low for customers and to
ensure correspondence reaches the right person at your business, we send you a link via email when
your invoices are ready to view online - a full PDF is then loaded onto your online account portal.
If you have any questions regarding your invoice, you can simply raise a query via the portal and a
member of our team will be in contact. If you require a paper invoice we will apply a charge of £2.00
(+ VAT) each time.

OUR BACK BILLING PROMISE
Providing timely and accurate bills plays a big part in making sure our customers get a great service.
Although we work hard to make sure your bills are correct, unfortunately on very rare occasions things
can go wrong, particularly as we rely on information which is shared between ourselves and other
industry partners (such as meter reading companies and meter operators).
BES is signed up to the Energy UK and ICoSS voluntary standards for the back billing of micro
business customers, plus we go one step further by applying these principles to all of our customers,
regardless of the size of your business. Our back billing policy explains the steps we’ll take if we
need to correct any under charging, going above and beyond many of our competitors to give you
peace of mind that we’ll work with you to find a solution.
Please help us ensure your bills are correct by checking them regularly, providing meter readings and
letting us know about any changes to your occupancy details, or other potential problems.

MOVING BUSINESS PROPERTY?
Moving in and out of a property can be a stressful time, so our specialist Change of Tenancy Team will
do everything they can to make the process as smooth as possible for you.
Please let us know as early as you can if you’re moving premises, including all key information, such as
dates, meter readings and forwarding addresses. We may ask you to send us various information to
help us process your change of circumstances, including a photograph of your meter reading, a copy of
your lease and contact details for the landlord. More information is available on our website here.
We ask for your co-operation to help us process any change of details as quickly and efficiently as
possible.
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CHAMPIONING SMART METERING
BES has been a champion of smart metering for many years. We attempt to fit a smart meter, free of
charge, for all of our electricity customers. Smart meters work using similar technology to a mobile
phone meaning that, in most cases, we can obtain a meter reading every month without having to visit
the property – this is fantastic news for customers, as it means that we can provide an accurate bill every
month and only charge you for the electricity you actually use. We’re proud that our smart meter
reading accuracy is consistently high, meaning you can have confidence that your bill is accurate
(occasionally there may be a technical or connection issue which means we have to estimate a reading.)
We’re currently working hard to update our systems and processes to ensure we can deliver the
Government’s smart meter rollout plan, which will see every domestic and small business in the UK
offered a smart meter. You can find out more about this on the Government’s website here, or by
visiting www.gov.uk/guidance/smart-meters-how-they-work.

COMPLAINT HANDLING
Although we try and ensure you receive a first class service all the time, we realise that occasionally
things unfortunately go wrong. We have a clear complaint handling procedure for you to let us know if
you’re unhappy with any aspect of our service.
Our contact details are shown on page 9, and you can find more information about our complaints
procedure on our website here. We can also provide you with a copy of this in writing free of charge, if
you contact our Customer Services Team.
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GUARANTEED STANDARDS OF PERFORMANCE
- VISITING YOUR PROPERTY
At BES, we appreciate how valuable your time is. We work with our industry regulator, Ofgem, to ensure
we meet certain Guaranteed Standards of Performance (GSoP), which relate to visits to your property.
In the unlikely event we fail to meet these Standards due to a failure by BES or one of our third party
metering agents, we will make a GSoP payment to you of £30.00. This amount will be credited to the
relevant gas or electricity account.
We have in place a process to identify any failures and we will contact you in writing to confirm if a
payment is made; however, if you do have any concerns about the making and keeping of metering
appointments then please don’t hesitate to contact us.
BES is a member of The Industrial and Commercial Shippers and Suppliers (ICoSS) group. You can find
more information about our obligations under these Guaranteed Standards of Performance on the
ICoSS website here or visit www.icoss.org.

CLEARER COMMUNICATIONS
We’re working hard to ensure that every time we contact you, the information we provide is clear,
complete and easy to understand. We welcome your feedback as part of this process and you can send
any comments to customerservices@besutilities.co.uk.
One of our key objectives for this year is to begin an end-to-end review of the communications sent to
our customers, right from your initial welcome pack through to our statement of renewal terms as
you approach the end of your contract, and everything in between.
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PROBLEMS PAYING YOUR BILL? WE’RE HERE TO HELP…
We recognise that some businesses may be experiencing difficult times. We want to support customers
who may be struggling with their energy (or other) debts and our advisers are trained to offer a range
of payment options.
If you’re struggling to pay your bill, it’s important that you contact us as early as possible. There are
ways we may be able to help, but the sooner we know about the problem, the more we will be able
to do.
If you have any concerns about payment, please email debtsupport@besutilities.co.uk.

PROUD TO PARTNER BUSINESS DEBTLINE
BES is a proud funder of the national charity, Business Debtline. In 2015 we
joined forces with Business Debtline, who provide free, independent and
confidential advice to self-employed people on a range of debt and cash
flow issues.
You can call Business Debtline free on 0800 197 6026 or visit their website
businessdebtline.org.

INTRODUCING THE BUSINESS ENERGY SOLUTIONS FUND
We want to help your business to thrive. As well as working closely with Business Debtline, BES has
gone one step further and created the first fund of its kind in the business energy market. This is
designed to help business customers get back on track with their energy payments, by freezing and
writing off historic debts, provided the customer can demonstrate a commitment to paying future
bills on time.
The BES Fund is independently managed by Charis Grants, who administer funds and trusts on behalf
of a number of leading energy and water companies, plus local authorities. For more details on how
to apply to the Business Energy Solutions Fund, visit our website here.
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KEEP IN TOUCH WITH US...
You can get in touch with BES Utilities via the method that’s best for you – our details are shown
below. To help us deal with your query or complaint without delay, please include your account
number on any correspondence, or have it to hand when you call us.

Online
besutilities.co.uk
General enquiries
Email
customerservices@besutilities.co.uk
Telephone
0844 5678 427
Our offices are open Monday to Friday,
from 8.30am to 5.30pm
Fax
0844 5678 428

BES Utilities is the generic reference to BES Commercial Electricity Ltd t/a BES Commercial Electricity, Business Energy Solutions Ltd t/a
BES Commercial Gas. BES Commercial Electricity Ltd (registered in England & Wales No.06882734) and Business Energy Solutions Ltd
(registered in England & Wales No.04408013) No.08451649) all of whose registered office is Parkside Stand, Fleetwood Town Football
Club, Park Avenue, Fleetwood, Lancashire, FY7 6TX.

