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Introduction

This Code of Practice complies with the Commission for Regulation of Utilities’ (CRU)
Supplier Handbook. Arden Energy exclusively targets non-household customers. This
document addresses the Code of Practice on Complaint Handling. The terms and
conditions of supply are available as a separate document on our website:
www.ardenenergy.ie.

Our Customer Charter is also available on our website and details the provisions for
remedies if we fail to meet our commitments to our customers.

Code of Practice on Complaint Handling

General

A complaint is defined as: The expression (through various possible channels, letter, email,
phone call, physical claim) of a customer’s dissatisfaction and his/her explicit expectation
for a response or resolution. The term explicit denotes that the customer states he/she is
seeking some action to address his concern, even if he/she is not able to identify and state
what action is required.

Arden Energy provides an easy complaint process for customers to use as follows:

STAGE PROCEDURE RESPONSE
TIME

> Customer raises complaint with Arden Energy Customer Care Team. |2 Working days

» Customer Care offers resolution in accordance with Codes of
Practice, CRU Supplier Handbook and retail market procedure and

codes

> Customer not happy and requests escalation to Operations Manager | 3 Working days

» Operations Manager ensures response is consistent with Codes of
Practice, CRU Supplier Handbook and retail market procedures and
codes.

» Customer informed of outcome of managerial review

SUCH S EULTE 5 Customer not happy requests escalation to Director. 2 Weeks

> Director ensures response and actions are consistent with Codes of
Practice, CRU Supplier Handbook and retail market procedures and

codes.

» Customer informed of outcome of managerial review




Arden Energy will appropriately attempt to resolve all relevant complaints before referring a
complaint to the CRU. Arden Energy accepts complaints from recognised agencies or third
parties who are confirmed as acting on behalf of the customer. The complaints process
leads to a final answer issuing to the customer within two months, exceptin cases where the
customer is not engaging with Arden Energy or technical procedures would be required that
would extend the time required to reach a decision.

Arden Energy will:

o Provide the customer with a satisfactory explanation of their issue, an apology or some
form of redress as appropriate depending on the circumstances and outcome of the
complaint;

o Facilitate a customer in initiating their complaint by post, over the phone or by electronic
communication. Facilitate special arrangements for customers who have additional
communication requirements and those whose first language is not English

o Notify our customers of the procedure for escalating complaints if the customer remains
dissatisfied having completed the first step in the complaints process, including a
named individual or job title with overall responsibility and contact details for each stage
of the process. Arden Energy has a level of escalation beyond the first point of contact in
the complaints process for customers who believe their complaint has not been dealt
with appropriately;

o Notify our customers of the timescales for each stage of complaint handling process
and investigation with clear commitments to response times and details of any
company standards and payments for failure to respond within the set time.;

o Provide our customers with details of how the CRU can assist in resolving complaints
which Arden Energy has not resolved to the customer’s satisfaction and how the CRU
Customer Care Team can be contacted. The CRU’s contact details appear at the end of
the Code as a point of reference for unresolved complaints at the end of the escalation
process;

o Commit to making payment to the customer within 14 days, where the CRU has issued
direction for compensation or redress or within one billing period where compensation
or redress is in the form of credit to the customer’s account.

Where a customer has completed our complaints handling process, the customer will
receive written notice of closure of their complaint (by letter or email) including details of the
CRU’s Customers Care Team should they wish to escalate their complaint.

Where the CRU is investigating a customer complaint; Arden Energy will refrain from taking
follow up action in relation to any monies that are the subject of dispute. No such action will
take place prior to the CRU issuing its final decision on the complaint.




Arden Energy is entitled to follow up additional monies accrued before or after the bill in
dispute which remain unpaid. If a particular customer seeks to use the complaints handling
process to avoid bill payment, the CRU will address this on a case by case basis.

Arden Energy will respond to the CRU’s Final Decision to a complaint resolution within three
weeks from the date of the Final Decision, confirming that the CRU’s Final Decision has
been implemented.

Arden Energy Customer Care Contact Details
Email: accounts@ardenenergy.ie
Telephone: 01 517 5793

Address:

Unit H, 1st Floor

The Liffey Trust Centre
117-126 Sheriff Street Upper
Dublin, D01 C8X3

CRU Customer Care Team Contact Details:
Email: customercare@cru.ie
Telephone: 1800 404 404

Address:

The Grain House

The Exchange

Belgard Square North
Tallaght

Dublin 24, D24 PXWO0t.




Arden Energy, Unit H st Floor, 117-126 Sheriff Street Upper, Dublin 1. 01

5175793 accounts@ardenenergy.ie www.ardenenergy.ie




