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euro:‘zgas
Supply & Markets Development Committee

Stated objective: pro-competitive and non-discriminatory
robust gas market to the benefit of consumers

Several years contribution engaging in dialogue e.g.

 London Citizens Energy Forum Reports and WGs
e DG SANCO billing recommendations 2009
e DG SANCO transparency report 2012

e DG ENER Vulnerable Customers Working Group
2012/13

e CEER consultations and Hearings e.g.
e Retail Market Design
 Price comparison tools



Customer Choice is the key to euro:%gas
ensuring the RASP principles

“Many customers, and especially
residential customers, want to be
able to take quick and simple
decisions in energy markets”

“providing customers with effective
choice over truly competitive offers and
new, innovative services”

ﬂSimplicity in hovh

information is BEUC
ytarovided 0 h “for customers
Ctli,llsaf Iﬂirg’asf lflocr A 2020 Vision for Europe’s energy customers to be engaged,
them to Joint Statement to t_ake ,
understand their choices
bill and better 13 November 2012
manage their _ _ ~
energy “offering meaningful
consumption, - .. , choice for customers,
making the Our Vision recognises including residential
choices that are their right to choose customers, is a key
: ” by whom and how their -
krlght for them ! way to ensure their full
energy Is to be 9 protection” .

\ provided and charged” /
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euro:zgas
Suppliers give a high priority to directly
engage with customers

Member companies: €-0n .... YourSay

e Survey from around
2,000 up to
400,000 customers
per year

e Many more online
and post-interaction
automated surveys
(up to 1,000,000 o

e r e a r Joining the YourSay Panel will give you a voice and a means to feed back your views on subjects related to
energy. We value your thoughts and opinions and your input will allow us to get better at helping our customers.
The panel is two years old with 3 membership of around 28,000 E.ON customers. Collectively, panelists have

-
o H O St O n | I n e provided more than 400,000 responses to a range of different surveys. Our panel newsletter will keep you up-to-
date with what we're doing and how we're using your feedback.
- -
discussion forums ——

L H O I d fOC u S g ro u p S Helping our customers. We're on it.

Bgrﬁ‘g‘f RSLoer e.g. 28,000 strong customer panel...




i i i eurokgas
...iN conversation with customers S

GOF S\CZ

Consulter nos services = Partager cette pa

offres de marche gaz naturel et électricite
: ha pendant la duree de votre contrat

Consultez les avis de nos clients :

Tous les commentaires

COMPRENDRE VOTRE FACTURE ET

MAITRISER VOTRE BUDGET

# competence et rapidité de 'egquipe d'andernos =

te trop long (plus de 45 minutes en
Cormmunicatio

z lonternps abonne =
s floy =
« Mon respect des offres signées sur internet =

avis pour le morment Debut du service en

LOM i (] )
« bien super @

« Pas de contrat 2 =

£ ras @
1234

= Voir la description du service




euro:‘zgas
Reliability

Investment to maintain reliable, secure and sustainable
energy supply is paramount

Service reliability

 Eurogas contributed to recommendations on billing,
complaint handling and retail market design

* Companies use their contact with customers
including route cause analysis of complaints to
improve service

 E.g. E.ON has established a centre of excellence to
turn customer research findings into service
improvements and to share good practice across its
Sales businesses in several member states
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euro:‘zgas
Affordability

Market prices

« Competitive pricing is the basis of a well-functioning
market

Services and initiatives - examples

* Spreading cost throughout the year to avoid high
payments for gas bills in the winter months

 Payment plans for those having difficulty meeting
their payments

e Social welfare benefits checks

Energy efficiency

 Measures, services and awareness raising,
examples...



euro:zgas
Energy Suppller — NGO Co-operation

[/ : EVN with Caritas
10/ Alrlng VS. humldlty

* Lowering energy cost for
adiators
¢ — vulnerable households

* Awareness raising of
energy usage and the bill

e EVN train Cartias social
counsellors to give energy
advice at the customer’s
home

e Caritas is the first point of
contact

e One trained social
counsellor = 180
households per year

~ Insulation

e.g. uninsulated heating pipes

costs € 6 per metre per year
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Campaigns to raise awareness e€uro:%gas

Engaged a top blogger, running a
competition to encourage people to
think about energy saving

Home AboutMe Disclosure Tutorials  Subscribe tou THE

@he Dmlg Telegraph

Edited by Emma Rowley

Keep In Touch

S R a £200 hamper of energy saving Z Havi ng d ba bv SEHdE
. @m. \r‘\\'\ goodies for you and your pet

Summer’s icy chill == electricity bill soaring
Googee) @, Print MPDF

HEATING bilts too high? Maybe you're to =R s mue (g s stumbleUpon | 36| (CEg

blarme. Thirty-seven per cont of Us nsistor PR— il @=" € Having a baby increases British

wearing surmmes dothing around the ‘Win a hamper of goodies for your energy-saving pets.

Ol R R Wt 67 Sar it wotlks \ \ o Yo mepps parents’ electricity bills by

rather turn up the thermostat By Nickie OHara on Tuesday, April 02, 2013

than put on a jumper. The
survey was by energy giants
EQN surprisingly encugh

“Lanzarote Lounges
“Creature comforts’

“Baby Bills”

National

household that f
without a dog even though we are all massively aware of how much attention t
when you have a 'large' dog breed it's easy to forget that they are still a puppy frc
because they grow so quickly.

We've settled back into family life with a dog again now. Thisisa

Have you completed
the survey for

EXPRESScouk

Home of the Daily and Sunday Express

E.ON warns leaving the heating on increases energy bills

Steve Marshall, 23, from Southampton, said: “|
feel guilty about leaving my dog at home while |
go to work so | put the heating on

| feel guilty about
leaving my dog at home
while | go to work so |
put the heating on

Steve Marshall

“Occasionally | do leave the radio on for him
too. It's normally Radio 5 Live — he likes
listening to sport, especially tennis.”

E.ON's Fiona Stark said: “It's important to
remember that leaving the heating on can also increase your energy bills.”

and local radio, TV, newspapers, di

£28.3 million a year, a study found.
The energy firm E.ON found
that costs soar as parents who stay
at home, watch more TV, listen to
more radio, and do more washing
to clean up after their child. The
additional energy use costs £35.04
per baby in the first two months.
Parents also spend an average
of £700 on baby gadgets in the two
months after a baby’s arrival.
More than a quarter — 27 per
cent — use up to three extra
gadgets each week, including baby
monitors and bottle sterilisers.
The study of 2,019 parents,
showed that 64 per cent used more
energy in the first two months,
with 18 per cent describing the
increase as “considerabl

ital media .




euro:‘zgas
Simplicity...

Clarity of presentation of products should underpin
market opportunities

 Transparency working group report

e 2009 billing guidelines and the current working
group on e-billing and personal data management

Eurogas brought many good examples to the Working
Groups

 From paper bills, to online account management,
smart apps and home energy management systems




...in how information is provided euro%gas

What's a kilowatt hour?

A kilowatt hour gives you:

A cooked breakfast Sh 2 hours of warmth

What am | paying for?

for a family of four

Total gas kWh used 5466.8

Your gas use in detail d
British Gas

Looking after your world

Where does my money go?
;:;Ir:'lent is £264.46

Your actual meter reading

External Costs Our Costs PR
Gas ©EOE®
You're on Price Protection March 2015 1'd lik detail
O 6 A 6 ' tariff which ends on 31 Mar 2015 seel sfergc:{e ot
3 -
When do | pay? How can | get in touch?
O, O, o) o/
52% 22% 11% 9% 6%
Wholesale  Deliveryto  Government Operating  Our profit _Your payment britishgas.co.uk/MakeAPayment
gas costs your home  taxes costs is due by - ’
{Regulated (including britishgas.co.uk/SubmitMeterRead
by Ofgem) Green Levies
gtuSOCI?:J ng.ﬁ g:i;f%a{tr%ﬁgur Call our 24 hour automated line on
PPo rompt Paymant 0800 294 4464
discount on your next bill. To pay your bill or to give us your meter reads

S .= . 11




...and in accessing information euro-<gas

h / Uitima conexidn: 05/03/2013 Desconectar
V4 - :
guqutura[ areaprivada
fenosa
Mis datos Mis contratos is facturas Cluiero contratar Pedir presupuesto Lectura contador Qué hacer cuando...

Uig Ayigpge /M1

Mis ultimas facturas H Facturaonline @i, Plan Ahorro online

Mi casa en Pozuelo de Alarcon - Online menu with access to different
categories
14 enero ( Gas ) - Personal data

€ "X Descarqgar factura en POF B ver facturas ante = My current energy contracts
- Energy bills
Qué hacer cuando.. - Contracting new services
. . _ , o - Asking for budgets
Mecesito un Servicio de Reparacion y Asistencia Tecnica: .
y 4 - Meter readings
Solickanos que un tecnico de Gas Matural Fenosa legue a tu casa en menos de 3 horas
& resolver fus :rclt:—;n'.as con el gas, la calefaccion, el agua SI;PE“[E la electricidad, - What should I do when...?

electrodomésticos y aire acondicionado

Solicitar




...INn presentation of consumption
information

euro:zgas

UN SERVICE INEDIT, SIMPLE A UTILISER ET RICHE D’INFORMATIONS PERSONNALISEES
Cap Eco Conso innove en proposant a ses clients une analyse détaillée et personnalisée
Y compris pour la seconde énergie pour laquelle le client n’aurait pas de contrat GDF SUEZ Dolce Vita

Comprendre
comment se répartit la
consommation entre
ses différents postes
de consommation
d’énergie...

A, ) )
“. 91,6 %

. ChauiTage Eas chusicdu 2anitaive Gluctsicité apécifique B Cuivaan

..au fil de 'année

kwh

Comparer
**Sa consommation sur
’année en cours a sa
consommation de 'année
passée

B comparer vos cansommations svee celles de | précédents

R - -
\

2 e o o 2 i e a &

**sa consommation a celles
d’autres utilisateurs ayant
un logement et des
habitudes similaires

KWh

«}» Votre consommation annuelle prévisionnelle estimés

Prévoir
sa consommation
d’ici la fin de
lannée

Agir
Pour réduire ses consommations en
sélectionnant gestes au quotidien, équipements
performants et travaux* dont le chiffrage des
eéconomies est personnalisé

a Estimation de vos économies d'énergie
Grosese s achons Que vous souhake: Mmatire an oaiwe paur Saker ks dconm

Gestes au quetidien chat d'équipements @

Etre accompagné

< Avec la possibilité de contacter via un formulaire dédié nos experts Efficacité ERergetique




euro:‘zgas
Protection and empowerment

Protection against unfair commercial practices

« EU Consumer Summit enforcement, energy sector
used as a good example

Control, complaints and redress
« Complaints process and contact details on bills

« Details of official national consumer representative
and ADR scheme

» Giving more control to customers e.g. clear
information, online account management and
direct debit manager
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euro:‘zgas
Protection and Empowerment

H: you 're E!éeﬂauseﬂt}%n‘éa&cgt.lus on We will do all we can to resolve K your complaint remains
. MonFri 8 8om / your issue straight away. If you unresolved after 8 weeks
un ha PPRY Wlth < ?Eré r aém —opm remain unhappy please write to  you can contact
th . at fam—opm Kevin Roxburgh, Director of Ombudsman Services:
e IfEI"Vl ce e e Customer Service, at the same Energy on 0330 440
we have = address. 1624 (Textphone 0330
. britishgas.co.uk/ - ) 440 1600) or online at
provi ded energycomplaints Citizens Advice consumer ombudsman-services.
. service provides free, org/energy.html
4 or write to confidential and impartial
& Erfltlﬁl"l Gﬂ%_ Customer advice on consumer issues. Visit ,,..‘
aga olutions |eam, adviceguide.org.uk or call ”
British Gas PO BOX 4804, 08454 04 05 0. g4
Looking after your world Worthing EN11 9QU PEFC
0800 calls free from BT land line. British Gas Trading Limited Registered in England No. 3078711.
Mobiles and other providers' charges may vary. Registered office: Millstream, Maidenhaad Road, Windsor, Berkshire 5L4 5GD.
Calls may be monitored and/or recorded for quality and compliance purposes. VAT Registared Mumber 684 9567 &2. Bill date & tax point 4 April 2013.
Productos ¥ sarvicios contratados Motivo de la reclamacion .
- Gas ( nimero contrato: 120482885 ) Reasons to C0mp|aln

(*) Tipo de reclamacion:  Sino sabes cual escoger haz click agui

Facturas @ .
Factura Importe Reclamar {h}/ @ lectura erronea ]

i o gasNatural o wNIQNg meter reading
@] 14/01/2013 XXX € 7] fenosa

> 30FQNg invoice
5 o MMEQNG.@2mount
F— Problems to.see the bill

—
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euro:zgas

Protection and Empowerment

{117 7

J moninly payments
- & 44

“I want to keep my
direct debit at £78
per month. | will pay
any debit balance off
in one lump when
my bill arrives”

K | sy |3 - Ot

b fcoept and change yeur Direcl Debil

“l cannot accept your
estimated increased direct
debit payment. Firstly, the last
two months have been
excepftional. Secondly, | have
had work done to the heating
system which should lead to
greater efficiency. Until this has
been tested |

4 see no need fo change, as my
present payment will soon
eliminate the deficit. Let us

assess the sifuation in
September.”

‘ﬂlur
Direct
Dok
parml nis
Your tetal
energy

Am | on the right tariff?

Your current tariff is

Price Protection March 2015 Until 31
March 2015.

The unit price you currently pay is 9.378p up to
2680 kWh and 4.323p thereafter.

Annual cost: £696.53
Exit fee is £50.00 if you change tariff before 31

4
British Gas

Looking after your world



euro:zgas
Protection and Empowerment

U Gas Natural Fenosa app for smartphones (free of charge)

Cas! lellanol Catala A Caslcllanol Catala ‘h}/ Cas!ollanol Catala “ 7 Caslollanol Catala
A o/ gasNatural ~ gasNatural gasNatural
gas Natu ral fenosa fenosa fenosa
fenosa Atencion al Ciene oficinaVirtual movil Localiza tu centro

T EoE—— e
e

SRR (B Usuari Contraseda s Nicolas Sanchz
.2 () L
ﬂ Localiza tu centro . Qf%’}%ﬁ?e & Uerge;\sc:as \O N B Gas Carabanchel, S i
—— 902 200 850 9oo 750 750 i g
Atencion al Cliente n W
i R 2
Contratacion \. Lectura k

Gas Natural Fenosa.mobi .
de productos de gas
902 44 44 05 900 770 770
Teléfono : {
comercia ] P
Servicio Servicio
90244 44 05 "~ Mantenimiento Mantenimient cg,ooglc j 123

Servigas Servielectric P
e e _
Utiliza tu posicion actual

Customers can manage their personal details, consult gas energy bills and

communicate meter readings manually.
It includes a short list of contact numbers for Emergencies, Maintenance

Services, Commercial Info and Products, Complaints, Local Premises, 24h

contact number
It also includes a GPS locator of the closest GNF premises -



Best Company of the Year

Premios Din‘gentes 2012
Servicio al Cliente

E.ON

LA ENERGIA MAS CERCANA AL CLIENTE

E.ON, una de lac compaiiias energéticas privadas mdc grandes del mundo,
ha hecho de la caticfaccion y el cervicio al cliente uno de suc principales
objetivos. Bajo el lema “Tu nos das energia”, ha puecto en marcha un amplio
plan de iniciativac de calidad que estin dando sus frutos.

1 £ Mis de 79.000 em- Desde 2008, EON Fspafia opera
y! en todo & en nuestro pads en los mercados i
unas vencss  beralizados de peneracion y comes
e 113000 cialzacion, llegando a aportar el
! millones de eurcs en
! B 2011, méds de 7.000
nes invertidos en cncr,r.u e { .
novables hasma 2011 y otros 7.000 Con *:l Oferta Triple
millones previstos para 2012- 3-1 . Energia, lanzada en marzo
Las cifras de E.ON son lss de un de 2011 s2 han
gigante, pero un giganee que no ol g SR o i
vida que lo que Je hace grande soa b-.-ﬂef].:-:)ﬂdu s bt
sus clientes. 30.000 clentes

A AL AL A d Al ol

Fobroro 2013 - 48

10P% de la produccion enerpécica. Y
uno de sus principales objetivos es
maximizar Ia sadisfaccida v afiadir
valor al servido que reciben Jos
clientes. Para conseguiro, la com
afifa estd centrada en k mejora de
4 calidad del servicio y las ofertas a

lientes.
Bajo el lema TG nos das eneggia”™,
h empresa ha paesto en marcha en

como ¢ establecimiento de un ni.
mero graniito de atencién al clienze

"hedsann
Bajo &l lema
“Td nos das energia”,
la empresa ha puesto en
marcha en &l difimo afio
nuUMerosas iniciofivas

(900 118864), que ha
hecho de FZON L pi
mera compadfa espa
fiola del sector ener
gésico en hacerin.

Ademds, la compafia ha
formulado cna  decidi
4 53 por lograr la maxima
satisfaccién de sus mis de

Pero las anteriores no son las 4ni
cas medidas puestas en marcha por
E.ON para mejorar su servicio al
cliente. Se da gran importanda 3
minimizar los Bempos de espera y
2 la resalucidn de las incidencias en
el primer coatacto. Ademds, para
que Jos clientes perciban que
existe una sincesa preo
cupacida por eios, la
empresa se pone en
coatacto de  forma
proactiva para resol
ver problemas que
puedan surgis.
E.ON invierte en Fs
pafia mis de tres millooes de
euros anuzles en ¢l coatinno

670,000 clentes en toca Fspaia e | desarrollo de sistemas gue

faciliindoles shorro en su fac
nara. Bajo esea idea se lanad 2 me
diados de 2012 la campada
‘Compromiso Ahorso
iniciativa opentada 2 parantiz
precios mas competitivos en Juz y
£ ¥ que se matesializa en el com
> 50 de mejoear cualquier oferts
presencada por otras compadifas del
seczoe. Fl foco principal de esta ind
ciariva es la transparencia sobee el
peecio real de meifa que se transmite
al cliense. Ta (C 3 Enerpia,
Lanzada en marzo de 2011, de la que
se han heneficiado ya mis de 30.000
cliences, se ha consobdado como un
producn or por sa combi
nacié 0%, descuentos y
apoyo a la eficiencia energética y e
ahorro de los usxasios, repalando
un mes de [uz 2 los clientes que se
acojan 3 ella v consigan reducir su
consamo '
Los resultados de estas iniciasivas y
de un ambicoso plan de cabidad im
plementado en todos Jos canales de
atencidn se reflejan en ks encuesas
semanales de satsfaccidn. Los
diences valaran con un 84 scbhre 10
1 satisfaccién con & atencida rec
en ¢l canal releféaicn, de 8.7
bee 10 en las oficinas comerciales
y de 9,1 en los centros de servicio
al dience.

—_—

permican acelerar los proce
505 asociados con la mejpora de
la atenciéa y ¢ servicio al clience.

Pero también son conscentes de
que existen colectivos de clientes
con necesidades especiales ¥ que
PO ranto fequieren un traro especi
o Por eso, hay gestores especits
camentes dedicados a prandes em
presas, a pymes y a Ac istracio
mos pablicos

cazneo 2 la interpremacién de facta
£33, conteamns, ofereas.. Para eso se
han paesto en marcha ini
como muevas plamformas online
para un mejoe acceso 4 la informa.
Géa (na nueva pdgina web compo.
rativa y otra especifica para clien
tes), ¢ lanzamiento de un nuevo
modelo de factura gue ha sido un
gran éxim y el disedo de un amplio
proceso de hienvenida a los clientes
con diez pasos que comprenden
desde ¢l proceso de venta hasna la
rimesa facrura.
gr todos estos méritos, o Consejo
tial de Dirigentes ha conce
dido 3 FLON el peenio & Servicio
al Cheate 2012 ™

Fobrero 2013 - 47
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Summary

Many examples of good practice

Euro?as engages constructively in the
ti-stakeholder dialogue

Eurogas also acts as a forum for
exchange of good practice amongst
its members




