
Vulnerable Customers  
Code of Practice 

 May 2026 



2

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 Vulnerable Customers. 

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. 

A vulnerable customer is defined in legislation as a household customer who is:
a. critically dependent on electrically powered equipment, which shall include but is not 

limited to life protecting devices, assistive technologies to support independent living 
and medical equipment, or 

b. particularly vulnerable to disconnection during winter months for reasons of advanced 
age or physical, sensory, intellectual or mental health. For the purposes of this clause, 
a person of advanced age is taken to be a person of pensionable age (66 years or above) 
living alone, with another vulnerable person or with minors.

Customers who are critically dependent on electrically powered equipment should register
with us as Priority Services customers. We will pass these details to ESB Networks who will
add them to the Priority Services Register so they can identify customers who are particularly 
vulnerable to a power supply interruption.

Although Arden Energy does not target or actively recruit domestic customers, we will 
provide a registration service for those customers covered by this Code.
◦ We will maintain and regularly update a register “Priority Services Register” of our 

customers who are vulnerable customers that are critically dependent on electrically 
powered equipment. 

◦ We will maintain and regularly update a register “Special Services Register” of our 
customers who are vulnerable customers that are particularly vulnerable to electricity 
disconnection during winter months. We will not request disconnection of special 
services customers, which include those defined as elderly during the months of 
November to March inclusive, unless the customer requests us to do so.

In addition,
◦ We promise to deal with all customers in a sensitive and professional manner. Unless 

requested by the customer, we will not request disconnection where customers have 
registered on our Priority Services Register.
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◦ Vulnerable customers will be placed on the most economic tariff available for their 
chosen payment method and billing format

◦ We will bring this code of practice to the attention of customers on registration, on 
signup, at least once a year and on bills. 

◦ Customers who provide verbal notification of their vulnerability but fail to submit the 
required forms will be sent a form with our registration pack. We will contact the 
customer via email after sign up if the required forms have not been submitted. We will 
provide information and a copy of this COP on vulnerable customers together with the 
customer’s first bill. 

◦ We will facilitate the registration of a third-party representative where necessary. 
Registration of a third-party representative can be arranged by telephone call to us on 01 
517 5793 

◦ We will make sure that our staff are trained to implement this Code of Practice. 
◦ We will place registered vulnerable customers on the most economic tariff available for 

their chosen payment method and billing format
◦ We will provide at least one additional method of communication to customers who are 

sight or hearing impaired with respect to the following list of communications:

 a. Household Customer Terms & Conditions
 b. Customer Charter
 c.  Customer Codes of Practice
 d.  Household Tariff Information
 e.  The energy bill and the energy statement
 f.  Personalised Household Customer Communications
 g. Outage Notifications
 h. Any letter to a customer informing them of a change in services or tariff
 i. Any insert to customers that has been required by CRU

◦ We will include additional methods of communication to vulnerable customers as 
necessary: 
▫ We can telephone blind or visually impaired customers with bill details. 
▫ We will also will provide bills by post or email or both.
▫ Email: If you have hearing difficulties, you can contact us any time by email at 

sales@ardenenergy.ie 
◦ We will issue an annual report to the Commission for Regulation of Utilities detailing the 

number of customers registered for special services, in addition to a description of the 
services provided

◦ If we fail to meet any of the commitments outlined in this Code, then customers will be 
entitled to compensation under the terms of our Customer Charter
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