
Complaint handling process 
At Eskom, we always try to give our customers the best service, however if your expectations were not met, the 

process below details how the complaint will be handled.  We aim to resolve your complaints in a fair, timely, and 

reasonable manner. If you have a complaint about any aspect of our service, please contact us on any of the 

channels below: 

Information required 

For us to be able to register your complaint, please ensure that when calling Eskom, the 

nature of your complaint is clearly stated, you have a valid account number, premise 

identification, meter number and/or pole number and reference number/s where 

applicable.  

Call:086 00 ESKOM or 086 00 37566 

SMS:  35328 

Fax: 086 243 7566  

Email: customerservices@eskom.co.za 

MyEskom Customer App  (you can download our app on Play Store)  

 

Resolving a complaint 

Once the complaint is reported, we record it and try to 

resolve it immediately whenever possible. Where your 

complaint was resolved to your satisfaction, the matter 

will be closed and we will provide you with a reference 

number. If we have been unable to resolve a complaint 

immediately, it will be routed to the responsible 

department for thorough investigation. 

It should take us up to 15 working days to resolve your 

complaint at stage 1 

 

 

Stage 2 

If your complaint is not resolved to your 

satisfaction, it will be escalated to the Provincial 

Executive Management.  Provincial Executive 

Management email addresses are as follows:  

Western Cape: GMWCAPE@eskom.co.za 

Eastern Cape: GMECape@eskom.co.za 

Gauteng: gouexecescalations@eskom.co.za  

North West & Northern Cape: 

GMNWNC@eskom.co.za  
Mpumalanga: mpuexecactteam@eskom.co.za 
Limpopo: LPExecactionteam@eskom.co.za 

Kwazulu Natal: Kzn_Executives@eskom.co.za  
Free State: FS_executives@eskom.co.za  

Escalating to the National Executive Customer Centre (ECCC) 

Email: ExecAct@eskom.co.za 

Telephone:  +27 (11) 800 4970/4206/3620 

Fax:  +27 (11) 800 3813 

Fax to email:  +27 (86) 566 0055 

The complaints can also be logged on the website through the provided Complaint Handling Process link  

For a detailed complaint handling process, you can visit 

www.eskom.co.za 
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