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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 Customer Sign up. 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 Customer Sign up

Customer Contact
In any telephone call made by or on behalf of Arden Energy to a customer for the purposes of
marketing, the caller must, as soon as practicable, clearly identify:

o his or her name and the fact that they are calling on behalf of Arden Energy; and
o contact number (if requested by the customer); and
o the purpose of the call.

If told by a customer, at any time during a telephone conversation between the customer and
the representative that the customer does not wish to continue, the caller must cease the
phone call.

Arden Energy does not engage in marketing at a customer’s premises (without a prearranged
appointment) or by personal contact. Should this ever occur, the Arden Energy employee
will:

o Produce an identity card that shows his or her full name and photograph and the name,
business address and contact number of Arden Energy; and

o Provide the customer with a copy of the standard doorstep checklist and confirm the
customer has read and understood the checklist.

o Advise the customer of the purpose of the visit/contact and enquire if the customer
wishes to progress further;

While at a customer’s premises, if the customer does not wish to proceed, then the
representative must leave the premises immediately and advise the customer on how to be
removed from Arden’s contact list. At any other place, if the customer does not wish to

proceed then the representative must stop their sales pitch.




Arden may send electronic mail or SMS for direct marketing purposes in line with data
protection legislation. Where Arden Energy engages in marketing via e-mail to customers,
Arden Energy will provide the following information to customers:
o Arden Energy’s name and address; and
o Arden Energy’s e-mail address or other means of electronic contact; or
o Arden Energy’s contact number; and an easy method of unsubscribing/removing their
email address from future messages at no cost to the customer.

Where Arden Energy engages in marketing via SMS to customers, Arden Energy will provide
the following information to customers:
o Arden Energy’s name; and
° an easy method of unsubscribing/removing their mobile phone number from future
messages at no cost to the customer in line with ComReg regulations

Where a customer has indicated to Arden Energy orally, in writing, by SMS or by email, that
the customer does not wish to be contacted again for marketing purposes, Arden Energy
must log the request and remove that customer from their marketing database in line with
data protection or any other legislation.

Arden Energy must provide written confirmation that customer details have been removed
from the marketing database, if requested by the customer.

Customer Sign Up
At customer sign up/account opening Arden Energy will:
o Ensure that the customer understands which supplier they are opening an account with;
o Confirm that the person opening the account has the authority to open an account at the
premises in question;
o Go through products available and explain the charges associated with them;
o Explain any discount associated with the chosen product and how this will be applied;
o Explain how the customer will be billed including billing frequency;
o Explain how the customer can make payment against the bill;
o Explain how long the contract applies for;
o Confirm that the customer understands that they are switching to a specified product
with a specified payment method.
o Explain any difference in charges due to a particular payment method;
o Explain any deposit or charge associated with the product being chosen;
o Ensure that details of how a customer’s account information may be used with respect
to debt flagging is clearly set out within the sign-up process.
o Explain how a debt flag may be raised against the customer’s account;




o Provide the customer with a copy of the terms and conditions of supply, contract and the
rates that apply to the product they are signing up to or highlight the key terms and
conditions and forward a copy to the customer within an appropriate timeframe;

o Explain any penalty that may apply if the customer does not meet the terms of the
contract;

o Explain how the customer’s existing account will be closed and the new account will be
opened.

= We will provide the customer with details regarding the cooling off period that applies,
including the conditions, time limit and procedures for exercising the right to cancel a
contract with a supplier before the contract is concluded
= We will inform the customer as to when the cooling off period starts
= We will ascertain whether the customer is eligible to register as a Vulnerable
Customer and if so, explain the steps they have to take to register
o Explain that customers on the Special Services Register will not be disconnected or

de-energised during the winter months for reasons of non-payment of bills;
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