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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 Billing. 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 Billing

This document details Arden Energy’s code of practice in relation to billing, communication
of billing information or energy statements, payment of account, deposit, refund of deposit
and credit owed to customers.

The requirements set out in the Energy Efficiency Directive (2012/27/EU including Annex VII)
and the relevant transposing statutory instrument (S.1. 426 of 2014) in respect of energy bills
and billing information also apply to energy statements that Arden Energy are required to
send to customers who avail of a pre-payment meter.

Arden Energy are required to ensure that energy bills and energy statements are amended to
reflect relevant CRU decision papers which require that specific information be transmitted
to customers via the energy bill or the energy statement within the timeframe required
therein.

Arden Energy are required to ensure that all bills, scheduled or otherwise, in respect
of energy consumption are accurately calculated based on one of the following:

o Actual readings provided by the Electricity Network Operator;

o Customer readings (where Arden Energy receive customer meter readings directly they
will be forwarded to the Electricity Network Operator;

o Supplier or ESB Networks generated estimates (where Arden Energy chooses to generate
our own estimates we must ensure and be able to demonstrate that information
provided by the Electricity Network Operator has been used to ensure estimates are as
accurate as possible).

We encourage our customers to provide the Electricity Network Operator/Gas Network
Operator with access to meters and provide customer own reads if necessary, in particular
where a history of actual reads does not exist at a premises. This will be done through

messages on the bill, billinserts and where appropriate through direct mailing to customers,
email or SMS.




Arden Energy will provide assistance and support to industry initiatives to improve the
quality of meter reading by advising customers (through messages on the bill or inserts) of
the importance of providing Electricity Network Operator with access to meters and
customer own reads. Where Arden Energy obtains customer meter readings these are
forwarded to the appropriate Network Operator in line with industry process, within one
week, to assist in keeping estimates up to date.

Arden Energy will ensure that customers receive prompt and regular scheduled bills for their
electricity usage as per the terms and conditions of their current regulatory and legislative
obligations.

Arden Energy will issue scheduled bills to customers in line with the terms and conditions
of their contract and relevant legislation. Where Arden Energy becomes aware of an
unexpected delay in billing a customer that exceeds one full billing period, Arden Energy
must take reasonable steps to contact the customer to notify the customer of the late billing.
Arden Energy will ensure that customers receive their energy bills and billing information free
of charge and that final customers also have access to their consumption data in an
appropriate way and free of charge.

Billing Options

Arden Energy offers electronic billing to customers as specified at sign up in Arden Energy’s
terms and conditions of supply. The option for paper billing is available free of charge if the
customer opts in by contacting us requesting paper billing.

Payment Options

Arden energy offers the following payment options available to customers.

o Direct Debit

o Electronic Bank Transfer

o Credit Card.
Where a customer is paying by direct debit then the customer is notified 14 days in advance
if there is any change in the amount to be debited unless they have agreed otherwise (e.g.
fixed payment date or amount) or in line with the Irish Payment Services Organisation (IPSO)
standard for notification of direct debits.




Tariffs & Prices

If the tariff provides for future changes in tariffs, or discounts, this will be clearly indicated on
the bill, together with the date on which the charge takes place, and the method of
application will be explained on the bill or in an accompanying insert (this may be an
electronic notice where a customer has chosen this method of billing).

Where Arden Energy uses a method of prorating bills at a tariff change, this will be
indicated on the bill and the methodology explained on the bill orin an accompanying
insert (this may be an electronic notice where a customer has chosen this method of billing).

Arden Energy has defined a high-level statement regarding the methodology used to
determine energy tariffs for non-household customers. The statement should document
the considerations of Arden Energy when setting energy tariffs for different categories of non-
household customers and are accompanied by the CRU’s Information Note ‘Pass Through
Costs for Business Electricity Customers’ published annually.

Deposit

Arden Energy has a fair, transparent and reasonable policy to determine the amount
requested from customers as deposit and refund of deposit. We carry out credit checks on
web based credit check facilities for businesses.

The deposit required is determined as follows:
A score of 75% or above — no deposit required
50%-75% One months bills

25% - 50% Three months bills

<25% Customer Rejected

Deposits are refunded following 12 months of prompt payment.




Information on the Energy Bill and Energy Statements

Information is presented on bills and energy statements under the same names as
presented in the terms and conditions of supply and other relevant documents. The
following information is placed on the front page of the energy bill and energy statementin a
manner that allows the customer to find it easily.

* Customer name and address (billing address and supply address where different);
* Customer account number;

» Electricity Network Operator emergency/fault reporting contact number;

* Meter Point Registration Number (MPRN);

* DUoS Category Code;

* Metering Configuration Code;

* Profile Code.

Other information required on the energy bill and energy statement

o Period to which the energy bill / energy statement relates to and the date of issue;

o Customer’s tariff category / name;

o The date upon which payment is due (where applicable);

o Comparison of the current energy consumption with consumption for the same period in
the previous year, preferably in graphic form, in line with minimum requirements set out
by the CRU;

o Meter readings, upon which the bill is based, including an indication whether the
readings are :
= (a) an actual reading,
= (e) an estimate (by supplier or ESB Networks), or
= (c) areading submitted by a customer.

o The meaning of a, c or e is explained on the bill where applicable, where a customer’s
meter automatically sends readings and all bills are based on actual meter readings, this
information is not necessary;

o Clear calculations of the amount due for electricity supplied, (giving units, multipliers,
rates etc. where appropriate), including any rebates or penalties, (where applied directly
to the bill), standing charge and any other amounts being invoiced being clearly
separated (e.g. servicing);

o Aclear breakdown of any transportation/network charges where these are being applied
to the customer as separate charges;

o A breakdown of any additional pass through charges which Arden Energy may have
incurred on behalf of the customer. (Where these items are passed through as separate
charges);




o A breakdown of any penalty or contractual charges which are applied to a customer’s
account in addition to supply, transportation, distribution, transmission and pass
through charges;

o Any Levy amount applied to the customer’s bill;

o VAT as a separate line item;

o Total amount due for the supply of electricity/ in that period;

o Abrief description of Arden Energy’s complaints handling procedure and related contact
details with a reference to the customer’s right to refer an unresolved dispute to the CRU
for resolution with the CRU’s contact information;

o Details of payment options;

o Arden Energy name and contact details (Post/Phone//e-mail/website, social media) to
be displayed prominently and clearly on the bill

o Explanation of Public Service Obligation Levy (electricity only), and any other standard
notice requirements (e.g. Vat Registration Number);

o Electricity Network Operator’s contact number, where Arden Energy does not propose to
act on a customer’s behalf for network related issues;

o Information regarding Fuel Mix as required by the CRU (Electricity Customers);

o Information on the availability and benefits of switching

o The end date of the contract, if applicable, to be displayed prominently and clearly on the
bill

o All other information required by the CRU in decision papers to be communicated to
customers via energy bills.

Smart Billing

As specified in the National Smart Metering Programme Smart Metering High Level Design,
for customers with smart meters, Arden Energy will deliver an energy statement / billing
information to the customer through existing processes free of any transactional

charge, as part of the smart billing document or a separate document, offering the
consumer choice of paper or electronic format. Arden Energy will provide information
relating to any time of use tariffs in place for electricity and gas for that customer, including
a clear overview of the applicable tariffs for the current billing period and any other relevant
charges or rebates, as well as information needed to identify the relevant tariff periods and
customer energy consumption and cost during those tariff periods.

Arden Energy will ensure that the consumption information provided to the customer for the
current billing period are made available for comparison on the Smart Bill on an aggregate
basis for the same billing period in the previous year, where there is sufficient historical

billing information to provide such a comparison.




Information on the Energy Bill and Energy Statements

Arden Energy will include contact and reference details relating to where the following
additional information can be found, are provided in an appropriate form to the customer in
their Smart Bill;

o

Independent Consumer advice centres;
o Energy agencies or similar institutions;
o Advice on energy efficiency measures;

o

Technical specifications for energy using appliances.

Arden Energy will provide hints and tips on how to reduce or shift energy consumption and
ultimately cost to the customers in the Smart Bill. Where smart meters are installed, Arden
Energy will make complementary energy consumption information available to the
customer on request, at intervals where billing information has been produced for the
previous three years or from the start of the supply contract if this is shorter.

Closing Account & Issuing Final Bill

To close an account a customer should:
o Notify Arden Energy in writing (by e-mail)
o Provide contact details for the new account holder.
o Provide a closing meter read and date

Arden Energy will not keep a customer’s account open because the customer has been
unable to provide the details of a new account holder. Arden Energy may request a closing
meter read from a customer in order to close their account. Arden Energy will not keep

a customer’s account open and bill the customer indefinitely for continued consumption
where the customer has made contact to close their account but has been unable to
provide a meter reading.

Arden Energy will not keep a customer’s account open, except for the purpose of collecting
an outstanding balance, where a new supplier, occupant or account holder
has been registered at the MPRN.

Where a customer has switched supplier or closed their account the final closing bill will
be issued not later than six weeks from the effective date of the change of supplier or
account close taking place. Where a replacement meter reading is issued to Arden Energy
after the final bill has been issued, this will be dealt with as an exception to this
requirement. Arden Energy will notify customers who are owed a refund after the closing of
their account on their final bill, any refund due will be returned automatically via bank
transfer within 2 months of the date of the final bill being issued. Arden Energy will not levy
any penalties on small enterprises1 switching when a customer’s contract expires.

ENERGY 1. A‘small enterprise’ means an enterprise which employs fewer than 50 persons and whose annual turnover
and/or annual balance sheet total does not exceed EUR 10 million in accordance with Directive (EU) 2019/94
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