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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 Marketing and Advertising. 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 Marketing and Advertising

In any telephone call made by or on behalf of Arden Energy to a customer for the purposes of
Arden Energy is committed to adopting a fair and transparent approach to the marketing and
advertising of products and services. We are committed to ensuring that marketing material
is easy to understand, accurate, specifies clearly the product being marketed and the period
it covers.

Employees or representatives/agents shall not misrepresent Arden Energy or portray rival
suppliers in a negative or inaccurate way and shall not exploit a person’s inexperience or
vulnerability or apply undue pressure when marketing to a customer.

All marketing material and information provided to customers either in writing or verbally
through marketing and advertising campaigns must be approved by the Managing Director to
ensure that the information is:
o complete, accurate, transparent and not misleading in terms of information that is
provided or omitted
o specifies clearly the offer/product being marketed
o communicated in plain and accessible language
° relates to the products or services which are appropriate to the customer to whom it is
directed
o fairin both term of its content and format of presentation

We will make customers aware of any change in conditions which may occur once the period
of the promotion/offer has expired or any additional terms, conditions or charges which may
be associated with the promotion in advance of the customer signing up for it. Where
changes in conditions are not known at the time of sign up, the customer will be informed in
writing (by email) of these changes in advance of their coming into effect and no less than 30

and no more than 60 days before the end of the promotional contract.




If offering discounts or claiming savings based on our own standard unit tariff or a
competitor’s tariff, we will ensure that the savings amount advertised is achievable/
realisable by the customers/group of customers at whom the advertisement is directed.

If offering a fixed rate tariff containing components which are or may be subject to change,
this is highlighted clearly in any sales literature and customers must be made aware that
these components are subject to change and may impact the final tariff.

When comparing our tariff to a tariff that is due to change within the next three months, we
shall notify the customer of this fact.

When comparing tariffs to competitors’ tariffs, the following rules are adhered to:
o The comparison is conducted on a like for like basis;
o |Information is dated to show when all tariffs presented were in place;
o Customers are made aware that the competitor’s tariffs are subject to change.

We adhere to the following requirements when presenting information on tariffs:

o All energy related charges (variable and fixed charges) are presented alongside any
discounts on unit rates in the same text and font size.

o Discounts are set out clearly and transparently

o In a Time-of-Use tariff, the unit rates and associated time bands are clear

o In offering a ‘green tariff’ we set out the credentials of the tariff

o Qur offering is exclusively targeted at commercial customers and we do not routinely
supply domestic customers. However, all tariffs applicable to household customers is

published on our website easily accessible from the home page.
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