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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 Disconnections. 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 Disconnections

General

Disconnection of a customer for non-payment of account may only be carried outin line with
Arden Energy’s terms and conditions of supply. Disconnection is carried out as a last resort.
The word disconnection refers to locking/ unlocking, de-energisation/re- energisation and
disconnection for non-payment. The requirements in relation to disconnection notification
do not apply to customers who are using a prepayment meter or a budget controller to pay
for their electricity or natural gas. We have implemented procedures for dealing with
customers having difficulty paying their bills and provide options to these customers to avoid
disconnection of supply. These options will be communicated in written material (in a
written letter sent by post) prior to disconnection.

Customers with repayment difficulties will have their case is heard sympathetically and
repayment will be carefully considered. We urge customers to contact us as early as
possible if they are experiencing difficulty making payment on their bill. Following
disconnection Arden Energy may or may offer to re-energise and supply a customer subject
to normal requirement on deposits and terms and conditions of supply.

Disconnections
We encourage customers to contact us at an early stage if they are having difficulty in paying
their bill. Instances which may lead to the disconnection of a customer’s supply include:
o Failure to pay a bill relating to the supply of electricity;
o Upon request of the account holder;
o No registered occupant at the property;
° In line with terms and conditions of supply which may require disconnection;
o Where Arden Energy has entered a payment plan with the customer and the customer
has failed to honour the plan;
o A customers electricity supply may be disconnected by the ESB Networks for safety
and/or operational reasons where appropriate. This Code does not apply in these

circumstances.




Arden Energy will not initiate disconnection in the following circumstances:

o Where a customer has entered into a payment plan with Arden Energy and is honouring
that arrangement;

o Where a customer is pursuing a genuine complaint using the complaint handling
procedures specified by Arden Energy and the complaint is related to the reason for
disconnection. Arden Energy may not initiate a disconnection in relation to the disputed
amount until the complaint process is exhausted;

o Where a customer is disputing a bill this clause only applies to the disputed bill and not
any previous or subsequent bills which must be paid as normal,;

o For failure to pay a bill which is not related to the supply of electricity (e.g. failure to
comply with the terms of a hire purchase agreement related to the purchase of an
electricity appliance or any service given outside the supply of electricity;

o For failure to pay a bill based on a regular estimate unless it is fair and reasonable in the
circumstances, (e.g. access to read a meter is refused).

Although Arden Energy does not target domestic customers, in the event where we supply
domestic customers we do not initiate a disconnection in the following circumstances:
o Where a customer relies on a recognized life support system and is appropriately
registered with their supplier
o During the winter months where a person appropriately registered as a Vulnerable
Customers with their supplier
o Where a customer is on a Priority Services Register or is a member of any category of
customer that the CRU may specify from time to time.

Process for disconnection due to non-payment of account

Arden Energy has a full escalation process in place which is followed in advance of any
request to disconnect a customer due to non-payment of their account. This process
includes contacting and notifying the customer to inform them they are in arrears (in writing
and other formats).

Where appropriate, if the customer wishes to nominate a third party to represent them, this
is facilitated.

Arden Energy will issue at least two notices in writing at least 5 working days in advance of
requesting the disconnection of the relevant non-household customer and also make two
attempts of contacting the customer via other communication methods.

The above requirement does not apply to LEU electricity customers, or to large customers
who have individually negotiated contracts.



We will assist domestic customers in genuine financial difficulty in making a payment plan
and that they will take account of the customer’s ability to pay when agreeing any repayment
arrangement

Where appropriate and feasible, we will offer domestic customers experiencing difficulties
in paying their energy bills a prepayment meter or budget controller

For domestic customers, where a payment plan has been entered into to avoid
disconnection, details of the payment plan setting out a clear explanation, will be sent to the
customer in writing no later than one
week after the plan has been agreed.

Format of Notice of Disconnection

Any notice sent to a customer regarding disconnection for non-payment of their account will
be sent in writing by letter or electronically, where the customer has chosen this method of
communication.

Where Arden Energy has exhausted its escalation process and intends to initiate a
disconnection:

o No disconnection calls will be made on a, Saturday, Sunday, eve of a Public Holiday or a
Public Holiday;

o For the avoidance of doubt, disconnections for safety reasons to prevent injury to
persons or damage to property may be made at any time and are not within the scope of
this Disconnection Code of Practice;

o Arden Energy must provide at least 5 working days notice in writing of its intention to
request ESB Networks to disconnect supply. The notice must specify the reason for
disconnection;

o Where Arden Energy is aware that a non-household customer has gone into liquidation
or receivership, the notice period is reduced to 2 working days or whatever the
contractual arrangements exist between Arden Energy and the customer. This
requirement does not apply to LEU or LDM electricity and natural gas customers who
have negotiated contracts individually. Arden Energy may provide for an alternative
notification process for these customers in the terms and conditions of their supply
contracts;

o The notice must specify the actual cost of disconnection and reconnection or direct
customers to where they can find this information. Where a set cost does not apply, the
notice must specify that a cost will apply and customers are directed to where they can

find information on the actual cost in advance of disconnection taking place;
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= Where Arden Energy has added an administrative or other cost to the regulated cost for
this action, this is shown separately on the notice;

= The notice will highlight any charge which may apply to the customer if the
disconnection is cancelled or no access is possible at the premises;

= The notice will highlight that the payment of arrears cannot be made to the persons
carrying out the disconnection;

= The notice must make it clear that arrears must still be recouped and that standing
charges and network charges may still apply if disconnection goes ahead;

= The notice must specify the contact details of Arden Energy’s debt handling/ credit
control/ or appropriate division so that the customer may make contact.

= Arden Energy must facilitate customers who wish to pay immediately any bill arrears
after the receipt of the notice.

Reconnection

Where a disconnected customer has reached a settlement with its supplier (through
payment plan or payment in full), the customer shall be entitled to be reconnected under
the terms and conditions of the contract of supply offered by Arden Energy including, where
appropriate, the provision of a security bond/deposit required to ensure that disconnection
for non-payment will not occur in the future.

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
o 25%-75% - One months bills
s <25% - Deposits are refunded following 12 months of prompt payment

Records
Arden Energy keeps and maintains adequate records of all the steps taken, and all
considerations made in relation to the disconnection of a customer’s account.

Disconnection of a premises with no registered account holder

Where Arden Energy is supplying a property and the existing account holder has closed their
account, Arden Energy will issue a written notice by letter, to the new occupant of the
property in advance of a request to disconnect the property due to no new account holder
being registered.

For non-household customer, where the meter type does not require automatic
disconnection on change of tenancy, the notice is issued at least 5 working days in advance
ofthe request to disconnect the premise. The notice sets out clearly that a cost will apply for
disconnection of the premises and should refer the customer to where they can access
more information about the costs that will apply.
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