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Energy Saving Trust Complaints and
Feedback Procedure

The Energy Saving Trust is committed to providing the highest possible service.
We value complaints and use information from them to help us improve our services.

If something goes wrong or you are dissatisfied with our services, please tell us. This
document describes our complaints procedure and how to make a complaint. It also tells you
about our standards and what you can expect from us.

How do I complain?

1. If you have a specific complaint about a loan or grant you have
applied for through the Energy Saving Trust

Contact the Services Delivery Team - we'll try to put things right straight away:

e Call: 0808 108 9414 (free from most landlines)
Email: servicesdeliveryscotland@est.org.uk
e Write: Services Delivery Team, the Energy Saving Trust, 2" Floor Ocean Point One,
94 Ocean Drive, Edinburgh, EH6 6JH
o Please note that due to the coronavirus outbreak we are currently
working from home. As a result, our post is not collected daily at this
time and we advise complaints to be sent via email where possible. If
you cannot access email please call us to let us know your complaint
has been posted.

When complaining, tell us:
» your full name and address
* as much as you can about the complaint

+ what has gone wrong
* how you want us to resolve the matter.

1.1 Howlong do I have to make a complaint?

Normally, you must make your complaint within six months of:

* the event you want to complain about, or
« finding out that you have a reason to complain, but no longer than 12 months after
the event itself.
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In exceptional circumstances, we may be able to accept a complaint after the time limit. If
you feel that the time limit should not apply to your complaint, please tell us why.

1.2 What happens when I have complained?

We will always tell you who is dealing with your complaint.

We aim to resolve complaints quickly and close to where we provided the service. This could
mean an on-the-spot apology and explanation if something has clearly gone wrong and
immediate action to resolve the problem.

We will address complaints as quickly as possible and will:
* aim to acknowledge receipt of your complaint and if possible respond within two
working days
» discuss your complaint with you to understand why you are dissatisfied and what
outcome you are looking for
» give you a full response to the complaint as soon as possible and within five working
days.

If our investigation will take longer than five working days, we will tell you. We will notify you
of the revised time frame with you and keep you updated on progress.

1.3 How will I be notified of the outcome of my complaint?

Once your complaint has been fully investigated, we will issue a Final Response Letter that
explains our conclusive position.

1.4 How do I take my complaint further?
You have the right to take your complaint to the Financial Ombudsman Service (FOS). You
can find a complaint form on the FOS website - https://help.financial-

ombudsman.org.uk/help. They can help you over the phone if you'd prefer to talk it through
with someone, on 0300 123 9 123 or 0800 023 4567.

2. If you have a general complaint / feedback you would like to
make to EST

Please email any complaints or feedback to:

customer.feedback@est.org.uk

Please tell us:

your full name and address

as much as you can about the complaint
what has gone wrong

how you want us to resolve the matter.

We will aim to reply within 30 working days to general feedback and complaints

Please note, this inbox is not monitored to offer advice.

Document Number: | LOANDOC5S | Revision: |3 [Page 2 of 2

Uncontrolled document if copied or printed.



https://help.financial-ombudsman.org.uk/help
https://help.financial-ombudsman.org.uk/help
mailto:customer.feedback@est.org.uk

