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MS RENATA MAZIAK Your reference: EG109086-22 

Date: 27 Sep 2022 

 

Dear MS MAZIAK 
 

Thank you for working with us to resolve your dispute with British Gas. As you know, we reached our conclusion and let British 

Gas know what they should do to put things right. However, we have received a challenge to our decision, requesting that we 

review the case. 

The final decision we’ve reached is explained below and has also been sent to British Gas. If you’d find it helpful to discuss this, 

then please give us a call. Once you’re happy that you understand the reasons for the decision we’d ask you to please accept or 

decline the final resolution. 

 
 

The issues you told us about 
 

Issue 

1 

Issue type: PAYMENTS/DEBT - Unaffordable increase in Direct Debit 
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Issue analysis: The first issue considered is British Gas’ failure to set up an affordable payment plan. You indicated that 

British Gas refused to set up an affordable payment plan to cover your ongoing usage and outstanding balance which 

caused you emotional distress to the point that the police was called to your property. You outlined the multiple 

contacts made to the supplier to resolve your concerns and mentioned that the manner British Gas had managed the 

concerns had caused you depression. You explained that the supplier sent you demand/threatening letters and 

refused to send you the requested call transcripts despite telling you they had been sent out. You stated that the issue 

had been ongoing since February 2022 and submitted evidence of communication between yourself and British Gas. 

British Gas responded to your complaint and confirmed that a payment plan of £70 per month had been set up via the 

‘Mag Card’, explaining that your British Gas Energy Trust application is being processed. Firstly, please be advised that 

the Ombudsman Services: Energy are unable to comment on British Gas’ failure to provide you with the call recording 

as requested under the subject access request (SAR) process because this is not within our services’ remit. Please 

kindly contact the office of information commissioner's office on 0303 123 1113 for advice and guidance in relation to 

subject access requests(SAR). Secondly, our service are unable to comment on your submission that British Gas called 

the police on you as this is a matter is not within the Ombudsman Services: Energy’s remit. From the information and 

evidence available to me, the main issue identified is the supplier’s failure to set up an affordable payment plan and 

the poor customer service received from British Gas. The evidence submitted by yourself showed that the several 

advisor’s spoken to had provided you with confliction information about the setting up of the payment plan. This 

misinformation is identified as a shortfall in service which will be addressed in the final issue of my report. From your 

correspondence on 25 September 2022, you advised that the outstanding balance on your energy account had been 

cleared by the British Gas Energy Trust Fund with the direct debit now set up at £70 per month. The information 

provided by yourself which advised that the direct debit payment had been set up as £70 per month is consistent with 

British Gas’ submission. Due to the fact that a payment plan had now been agreed between yourself and British Gas, 

no decision needs to be made by myself and require no further remedy or action from the supplier. With regards to 

the adverse effect the issue has had on your credit file, there is no evidence that British Gas had placed any default 

marker on your credit file. As you did not submit any evidence to suggest that default markers had been placed on the 

credit file, no decision will be made by myself in relation to this issue. Please be advised that when there are 

outstanding balances on energy accounts, this might impact the credit rating by reducing it. Once the outstanding 

balance is cleared, the credit rating will then be expected to increase to the expected level. In your case, the impact 

on the credit rating might have been due to the outstanding balance on the energy account. As the balance had now 

been cleared by the BGET, the credit rating would be expected to rise accordingly. 

 

Issue 

2 

Issue type: CUSTOMER SERVICE - Quality of customer service 
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Issue analysis: The second and final issue that I have considered relates to the customer service that you have received 

from British Gas during your complaint. You requested compensation for the actions of British Gas which had caused 

you distress and made you unwell. British Gas did not respond to this issue and offered no action to resolve it. 

Evidence submitted by yourself showed that conflicting information about the payment plan were provided to you by 

the several advisors spoken to. The evidence showed that you were incorrectly informed that online payment could 

not be done via the magnetic card payment and incorrectly informed that payment could not be made via bank 

transfer when the was not the case. My submission is that, had you been provided with the correct information at the 

first point of contact, this issue would have been promptly resolved and would have afforded you a better customer 

journey which would have prevented the escalation of the complaint to the Ombudsman Services: Energy. 

Additionally, it is noted that the supplier had incorrectly reassessed your direct debit payment at £190 which was far 

higher than the ongoing usage which further delayed the resolution of the complaint. Evidence provided by yourself 

indicated that £70 would have covered your ongoing usage and outstanding balance whilst British Gas disputed your 

assertion. The failure to agree on the payment plan resulted you making multiple contacts to British Gas to resolve the 

issue but the numerous advisors contacted did not take ownership of your concerns and complaint to ensure the 

issue was resolved promptly. Furthermore, there is no doubt that the issuance of debt/threatening letters after setting 

up a direct debit would have been distressing, thus, this is identified as a shortfall in service. I acknowledge your 

submission that British Gas failed to offer any support to you in relation to your mental health issues but it needs to be 

highlighted to you that the supplier is not obligated to offer any support for your mental health disabilities. Whilst it is 

acknowledged that mental health issue is a very serious condition that is not taken lightly by our service, energy 

suppliers are not required to offer any professional or financial support as they are not trained or obligated to do so. In 

line with industry regulations, energy suppliers are only obligated to register customers with mental health issue in the 

Priority Service Register(PSR) and to refer financially vulnerable customer to the relevant organisation for financial 

advice and support. The support offered to consumers on the PSR include, identification/password scheme, regular 

meter reading service and help with prepayment meter access (eg: moving a meter if you can’t safely get to it to top 

up) amongst others. Other supports that can be offered to consumers on the PSR are account information and bills in 

large print or braille, advance notice of planned power cuts and free gas safety checks every 12 months. From British 

Gas submission and yours, it is noted that when you were identified as financially vulnerable, you were referred to the 

British Gas Energy Trust for financial support where the outstanding balance on your energy account was cleared. In 

light of this, no shortfall in service is identified by myself in relation to your submission that British Gas did not offer any 

support for your mental health disability, thus, no action or remedy is required from the supplier. From the evidence 

submitted by yourself, it is noted that you had highlighted the several service failings experienced from British Gas 

which is not in dispute and require the Ombudsman Service to take action. Please be advised that the Ombudsman 

Services: Energy would expect all energy suppliers to provide the best service possible, however, shortfalls in service 

do occur and we would expect the energy suppliers to learn and improve with each complaint it receives. We are 

however unable to request energy suppliers change their systems or the way they handle customer service issues for 

individual instances of poor customer service. However, we report all our complaints to the energy regulator Ofgem 

and should Ofgem receive data to show an energy supplier is regularly failing consumers, they have regulatory power 

to take further action. The information and evidence provided by yourself clearly showed that you had suffered 

detriment with the manner your concerns and complaint were handled by British Gas, thus, it is considered reasonable 

to be awarded a gesture of goodwill. Before making any award, it needs to be highlighted to you that the 

Ombudsman Services: Energy is not a compensatory body like the courts and we do not make punitive awards as this 

service is intended to resolve disputes rather than to punish supplier. Therefore, we cannot make awards for the value 

a complainant may place on their time or for factors such as emotional stress, anxiety and illness consumers claim 

suppliers had caused them. However, where we find a company has not provided the level of service expected we 

recognise this as a shortfall in service and our awards are intended as acknowledgements of these shortfalls only. The 

goodwill gesture amount to be awarded is based on comparison to similar circumstances and service shortfalls in line 

with our services’ complaint procedures, so that all complainants are treated fairly and the same. Should you feel that 

you had been financially impacted by the actions/inactions of British Gas, it will be advisable to pursue financial 

compensation via the small claims court or by seeking legal advice. Having considered the length of time the issue 

had been ongoing for, the numerous contacts made to the supplier and the conflicting information provided to you 

by the several advisors spoken to including the inconvenience and stress the issue would have caused you, my 

decision is for British Gas to apply £75 credit to your energy account as a gesture of goodwill and to issue an apology 

for the inconvenience the issue would have caused you. 
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Appeal rejection reason 

Good afternoon  

 

Thank you for your appeal to our decision  

 

i can confirm that after reviewing the points you have made, this would not warrant a change to our previous decision. We appreciate that the issues 
with British gas have caused you a great deal of upset and distress. I am satisfied that this has been addressed, however if you feel that you need to 
take this further, you will need to contact a further third party such as Citizen's advice. 

 

you have advised that you require an apology from a named person at British gas, unfortunately we can't require this as this is outside of our remit. 

 

Therefore, after revisiting your complaint, I have maintained our original decision, however as advised you are able to pursue other avenues should 
you wish to take this further. 

 

Kind regards 

 

Clare Richardson  

 

Investigation officer 

 

 

 

 

Decision 

   

1: 
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Don’t forget, please contact us to confirm your response. 

 
 

 


