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1. Introduction 

1.1. Purpose 

The purpose of this document is to outline the requirements that must be followed when 
engaging with Customers as part of the OpenLV Project.  

1.2. The OpenLV Project 

OpenLV1 is a Network Innovation Competition (NIC) research and development project (the 
“Project”) that will trial and demonstrate an open, flexible platform that could ultimately be 
deployed in every HV and LV substation in Great Britain.   

The OpenLV Solution (LV-CAPTM) is a software platform that operates on off-the-shelf 
commodity hardware. The LV-CAPTM solution is analogous to a smartphone. In the case of 
the smartphone an open platform has led to a rapid acceleration in Applications (Apps) 
provided by a wide variety of organisations, covering a huge array of services. The Project 
will trial a similar, open platform, but for a substation.  It will act as an interface between LV 
substation assets and the customers that it serves.  The project will demonstrate that the 
Solution can: 

• Provide a platform to deploy a workable open substation platform for both monitoring 

and control of the LV network;  

• Create an Eco-System to provide third parties, including community groups with access 

to network data; and 

• Stimulate the Market to facilitate a common platform with low cost entry for a range of 

new App developers. 

To test these aims, the project will apply three Methods, together with a common set of 
enabling works as shown in Figure 1.  

                                                      
1 ‘OpenLV’ is the formal and registered project name for contractual and reporting purposes. The brand name 
may be different for customer-facing recruitment and dissemination purposes. 
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Figure 1: Overview of the three methods being used in the project 

LV-CAPTM will be installed in 80 LV substations located in the WPD licence area. The Project 
will use three Methods to demonstrate the platform’s ability to provide benefits to the 
network owner, customers, and service providers. The three Methods are as follows: 

• Method 1: LV Network Capacity Uplift - 60 units - This will perform measurements and 

control within the substation.  The Project will deploy proven techniques - ‘Dynamic 

Thermal Ratings App’ and ‘Network Meshing App’. 

• Method 2: Community Engagement - 10 units - The platform can be used to provide 

data to customers or groups of customers.  The project will work with community 

groups to understand whether Apps for their benefit can be developed and installed on 

the platform and work to identify funding sources that can be used to develop specific 

Apps for their benefit. 

• Method 3: OpenLV Extensibility – 10 units - This method will provide a platform for 

third parties to develop and release their own Apps to provide benefit to DNO and 

customers alike. 

OpenLV is hosted by Western Power Distribution (WPD) and will be delivered by EA 
Technology.   
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1.3. Definition of Customer Engagement 

As per the NIC Governance document, Customer Engagement is defined as: “interaction 
with a Relevant Customer or a Relevant Customer's premises, or any impact on or 
engagement with Relevant Customers (e.g. through charging or contractual arrangements 
or supply interruptions)”. A Relevant Customer is defined as ‘a customer with a profile class 
of 1, 2, 3 or 4 as defined in Part 2 of Schedule 16 of the Distribution Connection and Use of 
System Agreement (DCUSA) and includes both domestic and small business properties.  

 

1.4. Who are we engaging with and why? 

Customers will be engaged with the trials through a strategic marketing and 
communications campaign. This will be split into the following three areas: 
1. General Marketing, PR and project dissemination: Informing the industry and wider 

customer base about the need for the project, the Solution and learning outcomes, and 

supporting recruitment of community groups and third party developers to the Project; 

2. Method 2 - Recruitment of community groups and supporting community 

engagement: Via a dedicated Community Engagement Specialist with established 

community groups; and 

3. Method 3 - Engagement with 3rd party organisations: For example, universities and 

companies to develop new Apps.  

The communications strategy for engaging with customers under these four areas is 
outlined in Section 2. 

1.5. How will engagement be targeted? 
 
The focus of customer engagement will be in the areas served by LV substations where the 
Solution is being installed. These substations will all be in WPD’s licence areas, illustrated in 
Figure 2.  

 
Figure 2: Map of Western Power Distribution’s licence area 
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2. Communications Strategy 
 

Governance requirement: The plan must include a communications strategy which sets out 
inter alia:  
‘Any proposed interaction with a Relevant Customer or premises of a Relevant Customer or 
proposed interruption to the supply of any Customer for the purposes of the Project, and 
how the Customer will be notified in advance; Ongoing communications with the Relevant 
Customers involved in the Project; Arrangements for responding to queries or complaints 
relating to the Project from Relevant Customers.’ 

2.1. Customer interaction 
 
The following sub-sections of this document detail the overall communication strategy for 
the Project. 

2.1.1. General marketing, PR and project dissemination 
 
The main routes for general communication, public engagement and project learning 
dissemination will include: 

• The project website which will provide information to the public about the purpose and 

need for the project, information about the technical Solution and details on how to 

contact the project team; 

• Project partner and supplier websites, including westernpowerinnovation.co.uk and 

eatechnology.co.uk; 

• Public engagement via press releases and community based activities led by project 

partners and suppliers; 

• Learning dissemination via industry conferences such as the Low Carbon Networks and 

Innovation Conference and other relevant opportunities; 

• E-newsletters to interested parties, this can be signed-up for via the project website 

and will also be downloadable from the website; and 

• Social Media for example Twitter news updates, YouTube videos showing project 

progress and Facebook groups for community groups to engage with each other around 

the Project and their Apps. 

https://www.westernpowerinnovation.co.uk/
https://www.eatechnology.com/
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2.1.2. Method 1: Network Capacity Uplift 
 
The OpenLV Platform will be installed in 60 LV substations, as Shown in Figure 3, to support 
the Method 1 trials. There will be no planned loss of supply to Customers when installing 
the OpenLV platform. As a result, Customers will not be contacted to inform them that the 
OpenLV platform will be installed in their local LV substation. 
 

 

Figure 3: Method 1 – Network Capacity Uplift 

In addition to the OpenLV Platform, at 10 LV substations, actuators will be installed on 5 
circuits (2 ends each) to enable meshing of the LV network. There will be no planned loss of 
supply to Customers when installing the actuators. Customers will not be contacted to 
inform them that the actuators will be installed in their local LV substation. 

2.1.3. Method 2: Community Engagement 
 
The OpenLV Platform will be installed in 10 LV substations, as Shown in Figure 4, to support 
the Method 2 trials. There will be no planned loss of supply to Customers when installing 
the OpenLV platform. As a result, Customers will not be contacted to inform them that the 
OpenLV platform will be installed in their local LV substation. 
 
A Community Engagement Specialist will be contracted and will lead the customer and 
community engagement under Method 2 to promote the use of the LV network data and 
development of Apps for Community Groups. 
 

 

Figure 4: Method 2 – Community Engagement 
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The Community Engagement Specialist will produce a Community Engagement Plan 
detailing how the Project will engage with Communities. This will be delivered as part of 
“SDRC2: Identification of Target Networks (Method 1), Community Engagement Plan, 
Assessment of the Market Potential (Methods 2 & 3) and Detailed Trial Design for all 
Methods”. 
 
The Project will seek to target established Community Groups. It is recognised that how well 
established a community is as a “single entity” or as a “group(s) of individual customers” will 
vary.  Each community group will be engaged with appropriately depending upon how each 
individual Community Energy Group has established itself. The approach taken will be 
selected by the Community Engagement Specialist following the approach identified in the 
Community Engagement Plan. 
 
If required, a variation of the example Customer Consent form will be utilised to engage 
with Customers where: 

• The Community Group is not set up as a “single entity”; and/or 

• The use of the LV network data and/or App the Community Group wants to develop 

requires consent from individual Customers. 

 
A number of channels will be used to engage with communities. These channels are listed in 
Section 2.2. 

2.1.4. Method 3: OpenLV Extensibility 
 
The OpenLV Platform will be installed in 10 LV substations, as Shown in Figure 5, to support 
the Method 3 trials. There will be no planned loss of supply to Customers when installing 
the OpenLV platform. As a result, Customers will not be contacted to inform them that the 
OpenLV platform will be installed in their local LV substation. 
 
EA Technology will engage with 3rd party organisations, for example, universities and 
companies to develop new uses for LV network data and/or Apps (as shown in Figure 5). 
Therefore, the engagement completed as part of this Method will focus on organisations 
rather than individual Customers. The need to engage directly with individual customers as 
part of Method 3 will be dependent upon the functionality of each individual App that will 
be deployed. Where there is a need to engage with individual Customers consent will be 
obtained. An example Customer consent form is provided in Appendix B. 
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Figure 5: Method 3 – OpenLV Extensibility 

A number of channels will be used to engage with 3rd party organisations. These channels 
are listed in Section 2.2. 

2.2. Channels for on-going communication for all methods 
 
The engagement strategy to be used within the Project includes the utilisation of the 
following channels: 
• Personal contact/referrals. 

• Website/s – community group’s own website, partner websites or community websites. 

• Resource pack – to contain the information Customers, Communities and 3rd parties 

need to know to engage in the Project trials. This will be available for download from 

the project website. 

• Social media: 

o Twitter (news updates etc.); 

o YouTube (a short initial video to be produced); 

o Facebook (news updates etc. through community forums and groups); and 

o LinkedIn (spread word about the project via online business networking). 

• E-newsletters, to people who opt in via the project website. 

• Other local marketing/communication channels of partners, community organisations 

and stakeholders e.g.: 

o Local Authorities; 

o Parish Councils; 

o Community Groups (e.g. WI, music groups, book groups); 

o Housing Associations; 

o Green residential developments and cohousing, gated communities; 

o Green newsletters; 

o Low Carbon Communities Network; 

o Companies with a sustainability agenda, via organisations such as Business in the 

Community; and 

o Local newsletters or magazines. 
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• Events – speaking and other possible opportunities using presentations, displays and 

printed materials, for example at village fetes or quiz nights. 

• Kiosk or stall in a central position for example outside the local shops, raise awareness, 

provide information and answer questions. 

• OpenLV website: A site plan and detailed content is to be developed, however 

navigation is likely to be based around menus such as the following: 

o Home; 

o About; 

o News; 

o FAQs; 

o Technical; 

o Project and Learning Library 

o Media Library; 

o Partners/Links; and 

o Contact. 

Maintaining communication with relevant customers is crucial to the success of the project. 
During the course of the project trials engaged customers will be contacted to understand 
more about the overall benefits of the OpenLV Solution. Customers will be invited to 
provide feedback in different ways, for example: 
• Via a project website interface; 

• Workshops at a central location to the community; 

• Tele-surveys; 

• Written surveys; 

• Web forums; 

• Individual internet questionnaires; and 

• Face-to-face interviews. 

The aim is to use a range of media for feedback and surveying that are convenient to 
customers. EA Technology will ensure data security as described by the Data Protection 
Strategy. 
 

2.3. Queries, compliments and complaints 
 
As the project lead, a telephone number and email at EA Technology will be provided for 
the duration of the project to assist with for all queries, issues or complaints regarding the 
project. Support will be available between 8:30am-5pm Monday to Friday. The contact 
number for EA Technology will be: 0151 347 2278. 
 
Community groups, third parties engaging with communities and customers living in 
engaged communities will be provided with a telephone number and email at the Customer 
Engagement Specialist. Support will be available between 8:30am-5pm Monday to Friday.  
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The contact number for the Customer Engagement Specialist will be identified following 
contract award and will be made available on the Project website and associated Project 
literature.  
 
The complaints procedure and log held by EA Technology are described in Appendix A.  
 

2.3.1. Interruption of supply 
 
There will be no planned loss of supply to Customers when installing the OpenLV Solution in 
a total of 80 LV substations. In all cases the equipment will be installed within existing 
substations.  Where these sites are on the premises of a customer, the existing WPD 
Wayleave procedure will be followed. The installation of the equipment will not require any 
customer interruptions or have any safety implications, as the equipment will generally 
installed within an enclosure within an LV substation. 

2.3.2. Withdrawal from the project 
 
It is not anticipated that any customer, community group or third party will ask a customer 
to sign any agreement that would prevent them withdrawing from the project at any stage. 
 

2.3.3. End of project trials 
 
Customers, community groups and third parties that engaged with the OpenLV Project may 
be contacted to complete a post-trial survey and provide the opportunity for feedback on 
the whole trial experience. 
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3. Priority Services Register customers 
 

Governance requirement: the plan must include: 
‘Information on the Priority Services Register Customers who will be involved in the Project 
and how they will be appropriately treated (including providing information to any person 
acting on behalf of a Priority Services Register Customer in accordance with condition 26 of 
the Electricity Supply Licence, where applicable).’ 

 
All DNOs maintain a Priority Services Register to ensure the well-being of vulnerable 
customers2. 
  
The project will not specifically target customers on the Priority Services Register (PSR) via 
community engagement so any details obtained will be through the process outlined above. 
The Community Engagement Specialist will provide any community group or third party who 
engages with customers with guidelines to ensure that they identify and treat any customer 
who may be on the PSR appropriately. For example, appropriate means to communicate will 
be provided if speech is a problem. As the project is not explicitly targeting PSR customers, 
numbers should be minimal.  PSR customers will therefore be treated on a case-by-case 
basis, with engagement and communication conducted in an appropriate and considered 
manner for the duration of the project and additional assistance available from the 
Community Engagement Specialist for community groups engaging with PSR customers as 
required. As previously noted, if an outage is required, WPD will ensure that the information 
is in an appropriate format for the PSR customers.  
 
In line with WPD’s Code of Practice, where PSR customers are being communicated with, 
checks will be in place to ensure that the information has been understood and that the 
customer understands what they are required to do. In addition, where a person is acting on 
behalf of a PSR customer under condition 26 of the Electricity Supply Licence, the same 
information will be provided to that person. We will work with that person on behalf of and 
with the PSR customer to ensure that all communication is clearly understood and both 
parties are in full agreement before signing up to a trial.   
 
An example of how we will check that the PSR customer (and the person acting on their 
behalf, if applicable) understands the information shared with them and what they are 
committing to is by asking them to explain some of the key information back to us before 
proceeding with the next steps, i.e. processing their application.  Again, as the Project is not 
explicitly targeting PSR customers, the same approach will be taken in each applicable 
instance. 

 

                                                      
2 http://www.westernpower.co.uk/About-us/Priority-Services.aspx  

 

http://www.westernpower.co.uk/About-us/Priority-Services.aspx
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4. Customer consent 
 

Governance requirement: the plan must include:  
‘Details of how any consents that may be required as part of the Project will be obtained.’ 

 
Customer consent will not be required for the installation of the OpenLV Solution in LV 
substations. Whilst the Project will seek to engage with organisations (established 
community groups, universities and companies) for methods 2 and 3 it may be that, due to 
the requirements of the Apps, consent will be required from individual customers.  
 
For Methods 2 and 3, if required, either the Community Engagement Specialist or EA 
Technology will seek consent from individual customers by requesting them to complete a 
Customer Consent form. An example, Customer Consent form is provided in Appendix B. 
Consent may include but will not be limited to the following: 

• Passing contact details on to Suppliers within the OpenLV project team. Further 

information on what data will be collected and how it will be shared can be found in the 

OpenLV Data Protection Strategy;  

• Gathering address details to ensure a customer lives on a particular feeder;  

• Use of contact details to send email or text alerts; and 

• To circulate information to engaged customers on wider project progress. 

 
All customers who participate in the project trials will be given an information leaflet 
covering all the material they require (see section 2.2). Before taking part in project trials, all 
participating customers will be asked to read this information. They will be requested to 
sign a consent for similar to that included in Appendix B. 
 
In addition, community groups or customers may be asked for their permission to use 
photographs of them, or quotes. If customers decide to give their permission, their 
photograph will be shown with their first name only, and nearest town/city. These 
photographs and quotes will be used to promote the project on marketing materials and in 
any project related reports or other materials. 
 
This document and the OpenLV Data Protection Strategy outline how customers will be 
contacted, what data will be collected and how that data will be used and protected. 
 
Communities engaging with the Project via Method 2 and companies engaging with the 
Project via Method 3 will be requested to consent to a commercial agreement, abiding by 
this Customer Engagement Policy and the Project Data Protection Strategy. 
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5. Safety information 
 

Governance requirement: the plan must include: 
‘Details of any safety information that may be relevant to the Project.’ 

 
No equipment will be installed in a Customer's premises as part of this project. 
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Appendix A - Management of Customer Complaints, Compliments 
and Enquiries 
 
1. INTRODUCTION 
1.1 This procedure sets out the principles that shall be followed when receiving a 
customer complaint (as defined in appendices B2 and B3) or compliment and ensures that 
we handle all types of customer contact in a consistent and professional manner.  
1.2 A customer, or someone on the customer’s behalf, can make a complaint or 
compliment orally (in person or by telephone) or in writing, including email. If the contact is 
received prior to 1700 hours on any working day, that shall be the date of receipt. If it is 
received after 1700 hours on any working day or on a day that is not a working day, it shall 
be classed as received on the first working day following the day on which it was received. 
1.3 Customer complaints and compliments or enquiries regarding this trial can be made 
directly to EA Technology or Western Power Distribution.  
 

2. RESPONSIBILITY 
2.1 It is the responsibility of the business receiving the customer complaint or 
compliment to ensure that they are logged correctly and promptly in a common electronic 
database set up for this project by EA Technology. 
2.2 The Project team at EA Technology shall monitor entries to the database on a regular 
basis to ensure accuracy and consistency and to enable management reporting. 
2.3 Technology will pass details of all complaints, complements and enquiries to the 
relevant DNO to all the DNO to carry out their responsibilities as ‘The Gas and Electricity 
(consumer Complaints Handling Standards) Regulations (2008)’. 
 

3. COMPLAINTS  
3.1 Upon receipt of the complaint, it shall be determined whether it is a ‘new’ complaint 
or an ‘existing’ complaint.  
If it is a ‘new’ complaint, it shall be uploaded to the Complaint Database, ensuring all 
relevant details are captured. If it is an ‘existing’ complaint, the new correspondence shall 
be clearly linked to the previous complaint and uploaded to the Complaint Database, 
ensuring all relevant details are captured.  
Letters should be date stamped prior to being uploaded. 
3.2 Where the complaint cannot be immediately resolved (on the customer call for 
instance), an appropriate member of the project will make contact with the customer within 
1 working day of the complaint to: (i) acknowledge receipt of the complaint; (ii) make an 
apology; and (iii) make the customer aware of our Complaints Handling Process and offer to 
send them a copy of this process.  
3.3 Where a complaint is not resolved on the first working day following receipt of that 
complaint, additional information must be recorded, see Appendix A1 for details.   
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3.4 Efforts shall then be made, giving consideration to having a face to face meeting, to 
resolve the complaint within 10 working days from the date of receipt. If the person dealing 
with the complaint is unable to resolve it within the initial timeframe, it shall be escalated to 
the appropriate Manager who shall again aim to resolve the complaint within the next 10 
working days. If after a further 10 working days and independent review this cannot be 
resolved, a deadlock letter shall be sent to the customer, again providing them with our 
Complaints Handling Process for reference. 
3.5 A complaint shall only be marked resolved once we have carried out all actions we 
have agreed to take and the customer is satisfied with the final resolution. 
3.6 Should a customer claim to have made a previous complaint, but we are unable to 
source that complaint, a note shall be made on the new record indicating that no trace of 
the existing complaint can be found.  
3.7 If a complaint has been deemed resolved and a customer indicates that it is not 
resolved, the existing record shall be reopened and the customer made aware and offered a 
copy of our Complaints Handling Process. This type of complaint shall be immediately 
escalated to the next higher level from the complaint manager who had dealt with it last. 
The complaint shall not be closed until it is demonstrably a resolved complaint.  
3.11 When a customer complains about the same or substantially the same issue as has 
been previously resolved by us within a 12-month period, this shall be logged as a repeat 
complaint. Reference shall be made to the original complaint number. 
 
4. ENQUIRIES 
4.1 Enquiries shall be handled in a similar manner to complaints. We shall aim to resolve 
enquiries within 10 working days and these shall be logged on the database to ensure 
records are maintained. 
 
5. COMPLIMENTS 
5.1 Upon receipt of a compliment it shall be date stamped (if letter) and uploaded to the 
Complaints Database, ensuring all relevant details are captured.  
5.2 The appropriate manager shall be notified and shall inform those staff being 
commended by the customer within five working days. If applicable, the customer contact 
shall be shown to the appropriate staff.  
5.3 The record shall be closed only when the staff have been informed and managers 
must be confident all relevant staff have been informed of the compliment. 
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APPENDIX A1 – REQUIRED INFORMATION FOR COMPLAINTS / 
COMPLIMENTS 
 

Details required when registering a complaint or compliment: 
• The date of receipt of the customer complaint 

• If the complaint was made orally (telephone or in person) or in writing (including email 

and fax) 

• The name and contact details of the customer making the complaint or on whose behalf 

the complaint is made 

• A summary of the customer complaint 

• A summary of the advice given or action taken or agreed with regard to the complaint.  

Where actions are taken, we must record the timing of these actions.   

• If the customer complaint has been resolved and the basis upon which we consider the 

complaint to be resolved 

• The agreed method for future communication (if any) with the customer 

Should the complaint be an existing complaint, the following (in addition to the above) will 
need to be recorded: 

• Whether it is the same complainant making the subsequent complaint and, where 

different, the name and contact details of the complainant making the subsequent 

complaint.  

Additional details required where a complaint is not resolved by the end of the working day 
on which it was first received: 
• The steps that we have taken following the customer complaint 

• The date on which the complaint was resolved 

• The date by which we are required to resolve the customer complaint 

• The date on which we issued our deadlock letter.  
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APPENDIX A2 - DEFINITIONS 
 

The following are definitions adopted by EA Technology and deemed appropriate for this 
Project: 
 

Complaint Means any expression of dissatisfaction made to an organisation, 
related to any one or more of its products, its services or the manner in 
which it has dealt with any such expression of dissatisfaction, where a 
response is either provided by or on behalf of that organisation at the 
point at which contact is made or a response is explicitly or implicitly 
required or expected to be provided thereafter 

Existing Consumer 
Complaint 

Means a consumer complaint which has been received by the project 
and whose details have been or should have been recorded by the 
project  

 (The Gas and Electricity (consumer Complaints Handling Standards) Regulations, 2008, p2) 
 

Resolved 
Complaint 

A resolved complaint is a consumer complaint in respect of which it is 
reasonable to conclude that there remains no outstanding action to be 
taken by the project, because the relevant consumer who made the 
complaint or on whose behalf the complaint was made (i) has signalled 
satisfaction with the action already taken; or (ii) has agreed that, whilst 
he or she may not be satisfied or wholly satisfied by the outcome, the 
project has taken all action that could reasonably be expected of it in 
the circumstances; or (iii) has not made further contact with the project 
within 28 days of despatch by the project of its substantive response to 
the complaint.  [For the avoidance of doubt, in case (iii) the date at 
which the complaint should be treated as resolved is the date at which 
the letter was despatched.] 

Repeat Complaint A repeated complaint is where the customer makes contact to express 
dissatisfaction with the same or substantially the same matter that was 
the subject of a previously resolved complaint. 

(Electricity Distribution Price Control Customer Service Reporting - Regulatory Instructions 
and Guidance: Version 1, 2010, p11) 
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APPENDIX A3 – COMPLAINT SCENARIOS 
 
The following scenarios shall be recorded and reported as complaints: 

• Where a customer reports discourteous or unhelpful behaviour by project staff 

• Where a customer reports a lack of or misleading information about the project 

• Where a customer complains about Staff not turning up at appointed times 

• A customer complains about equipment damage as a result of a power surge and 

intends to pursue the matter in the small claims court 

• A customers equipment has been damaged because of a power surge and the 

customer complaints and seeks compensation from the company 

• Complaints from MPs, Independent Connections Providers (ICPs), IDNOs (Independent 

Distribution Network Operators) and other customer representatives 

• Complaints about frequent failure of the installed technology and systems leading to 

undue inconvenience 

The following scenarios must not be recorded as a complaint: 

• Where a customer calls to report an unplanned loss of supply or failure of the 

technology 

• Where the customer makes contact to pursue a claim under the Guaranteed 

Standards of Performance (unless expressly complaining at the same time) 

The following scenarios must not be reported as resolved complaints: 

• Where a course of action has been agreed with the customer but not yet completed 

• Where further information or contact from the customer is pending 

 
References 
 
 RIIO-ED1 regulatory instructions and guidance: Annex H – Customer Service 1 April 2016 
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APPENDIX A4 –COMPLAINT HANDLING PROCESS 
 
Complaints Handling Process 
 
If, unfortunately things have gone wrong then you can use the following process to let us 
know. 
 
How to contact us 
 
The easiest and quickest way to resolve a complaint is to telephone us on one of the 
following numbers any time Monday to Friday 8.30 am to 5.00 pm:   
EA Technology    0151 347 2278 or email openLV@eatechnology.com 
Customer Engagement Specialist To be confirmed post contract award 
 
Alternatively, if you are unable to telephone or would prefer to write, you can contact by 
post using the addresses detailed below, or by email.  
EA Technology 
Capenhurst Technology Park,  
Capenhurst,  
Chester 
Cheshire CH1 6ES 
OpenLV@eatechnology.com  
 
Complaint Handling Statement 
 
Sometimes things can go wrong, so we have produced this Complaint Handling Statement 
to show what will happen if you have cause to complain to us. 
 
Our Process 
 
All our staff are trained to offer you the best possible customer service and will do their 
utmost to help you. If they need to involve their manager, they will do so to ensure the 
matter is resolved as quickly and easily as possible. 
As part of resolving your complaint, we will offer you an explanation and an apology. We 
will also take remedial action and may award compensation in appropriate circumstances. 
 
Step 1 – Aim to resolve your problem within 10 working days 
 
When you telephone us with a problem, our staff will attempt to resolve matters with you 
directly. However, if necessary your complaint will be escalated to an appropriate member 
of staff or specialist. 
If you write to us with a problem, we aim to resolve matters within 10 working days. We 
may try to contact you by telephone to help with this resolution. However, if we cannot 
resolve your complaint fully or have not agreed a form of resolution within 10 working days 
of your first contact, then we will escalate your complaint. 
 
 

mailto:OpenLV@eatechnology.com
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Step 2 – Aim to resolve your problem within the next 10 working days after escalation 
 
If unresolved, your complaint will be passed to a senior manager who will do everything 
possible to address your concern and reach a positive conclusion. 
If we still cannot resolve your complaint fully or have not agreed a form of resolution within 
this second 10 working days period, then we will escalate your complaint to the next step. 
 
Step 3 – Aim to resolve within the next 10 working days after second escalation 
 
If still unresolved to your satisfaction, we will escalate the matter further to aim to reach a 
resolution within the next 10 working days. 
 
Step 4 – Independent Review: Aim to resolve within the next 10 working days 
 
If your complaint remains unresolved to your satisfaction we shall pass your complaint to an 
alternative manager for independent review.  We will aim to resolve your complaint within 
the next 10 working days. 
 
The Energy Supply Ombudsman 
 
If you remain unhappy after receiving the response from the alternative manager, you can 
ask us to 'deadlock' your complaint. This means we will send you a letter which states we 
have been unable to resolve your complaint to your satisfaction. Once you receive a 
deadlock letter, you can contact the Energy Supply Ombudsman using the contact details 
provided below.  
 
You can contact the Energy Ombudsman without a deadlock letter, if we fail to respond to 
your complaint within the timescales stated in our complaints process.  For example, the 
alternative Head of Business does not respond within 10 days or if 8 weeks have elapsed 
since you registered your complaint. 
Please note that you may be referred back to us if you have not escalated your complaint 
via our formal complaints process outlined above. 
 
The Ombudsman will carry out an independent investigation on your behalf. Any decision 
the Ombudsman makes will be binding on our Company, but not on you. 
As part of resolving your complaint, the Ombudsman may ask us to make an apology or give 
an explanation. They can also ask us to take remedial action and may require us to award 
compensation in appropriate circumstances. 
 
The Energy Supply Ombudsman Contact Details 
Telephone – 0330 440 1624 
Textphone – 0330 440 1600 
Email – osenquiries@os-energy.org   
Website – www.ombudsman-services.org  
 

http://10.2.67.84/TheComplaintsProcess/
mailto:osenquiries@os-energy.org
http://www.ombudsman-services.org/
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Post -  Ombudsman Services: Energy 

PO Box 966 
Warrington 
WA4 9DF 
 

Citizens Advice 
Citizens Advice advisers offer independent, impartial advice. If you are a domestic customer, 
you can contact them at any point regarding your complaint: 
 
Telephone  03454 04 05 06 
Website – www.citizensadvice.org.uk  
If you are a business customer, you can contact Consumer Direct for basic advice. 
 

http://www.citizensadvice.org.uk/
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Appendix B - Example Customer Consent Form 
 

Trial Consent Form 

This form is an example of a consent form that may be used if a Community wanted to 
collect data or otherwise ask a member of their community to participate in an activity that 
would require their consent. 

 

Consent to participate in the OpenLV Trial 

To allow your data to be gathered, and to participate in the research for the OpenLV trial. 
This consent form confirms my commitment to take part in the OpenLV project, that I will 
participate in associated research, and that I agree to my data being used for the purposes 
of the OpenLV project. This consent covers: 

• Participation in research 

• Collection and Use of data  

• Use of my data 

Please refer to the Customer Engagement Plan and Data Protection Strategy for further 
detail: 
 
[link to docs on project website] 
 
Participant: 

Title  House number / 
name 

 

Initials  Street/ road 
name 

 

Surname  Locality  

Contact number  Town/ City  

Email address  Postcode  

Signed  Date  

 


