Sterling Energy Group Ltd – Complaints Procedure
Last updated: 06/10/2025
At Sterling Energy Group Ltd, we are committed to providing high-quality service to all our clients. However, we recognise that occasionally things may go wrong. If you are dissatisfied with any aspect of our service, we encourage you to let us know as soon as possible so we can put things right.

📝 How to Make a Complaint
To help us investigate and resolve your complaint efficiently, please email the following information to hello@sterlingenergygroup.co.uk:
· Your full name
· Your business name
· Your business address
· Telephone number
· Email address
· A clear outline of your concerns

🔍 What Happens Next?
Once we receive your complaint:
1. A case will be raised and an internal investigation will begin.
2. We aim to resolve all complaints within 10 working days.
3. If your case is complex and requires more time, we will keep you informed of progress and, if possible, provide an estimated resolution date.

✔️ Our Possible Outcomes
Your complaint may be resolved by one or more of the following methods:
· An apology
· A goodwill gesture
· Compensation
· A corrective action to prevent future issues
We will issue either:
· A final response addressing your complaint in full, or
· A holding response explaining why we are not yet able to provide a full resolution and when you can expect further contact.
If we do not hear back from you within 7 days of issuing our final response, we will assume the matter has been resolved to your satisfaction.

📩 Not Satisfied With the Outcome?
If you are not satisfied with our final response:
· You may submit new evidence or request a formal review.
· We will re-investigate your complaint, although without additional information, it is unlikely the outcome will change.

⚖️ Escalation to the Energy Ombudsman
If:
· You remain dissatisfied with our final response, or
· Your complaint has remained unresolved for more than 8 weeks
You may refer your complaint to the Energy Ombudsman, a free and independent dispute resolution service.
If you have received a 'deadlock letter' from us, you can refer your case to the Energy Ombudsman immediately, but you must do so within 12 months of the date on the letter.
The Ombudsman will fully review your case and, if they find we have acted incorrectly, may instruct us to take action. This could include:
· Offering an apology
· Providing a service or explanation
· Paying compensation
If the Ombudsman agrees that we have acted appropriately, they may decide no further action is required. In this case, we are unable to offer any previous resolution again.

📞 Contacting the Energy Ombudsman
Phone:
0330 440 1624
0330 440 1600 (text only)
Email:
enquiry@ombudsman-services.org
Website:
www.ombudsman-services.org/energy
Postal Address:
Ombudsman Services: Energy
PO Box 966
Warrington
WA4 9DF
Please note: We are not responsible for the content of third-party websites.
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