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www.bordgaisenergy.ie

If you need help or advice
please contact us:

Residential gas contact details

Tel: 1850 632 632

Fax: 1850 631 631
info@bordgais.ie
Minicom: 1850 630 630

(for hearing impaired customers

with their own minicom equipment)

Customer service
Residential natural gas
Bord Gais Energy
PO Box 10943, Dublin 1

Business gas contact details

Tel: 1850 427 349
Fax: 1850 427 350

Customer service
Business natural gas

businessdirect@bordgais.ie Bord Gais Energy

PO Box 10943, Dublin 1

Residential electricity contact details

Tel: 1850 22 22 55
Fax: 1850 22 22 52
elecinfo@bordgais.ie
Minicom: 1850 22 22 53

(for hearing impaired customers

with their own minicom equipment)

Customer service
Residential electricity
Bord Gais Energy

PO Box 10943, Dublin 1

Business electricity contact details

Tel: 1850 405 805
Fax: 01602 1201
bgenergy@bordgais.ie

Customer service
Business electricity
Bord Gais Energy

PO Box 10943, Dublin 1

Please note that to maintain the highest level of
service we may monitor and record calls.




Bord Gais Energy
Customer charter

Our commitment to you

Bord Gais Energy is committed
to providing you with a high and

consistent level of customer service.

We recognise the importance of
listening and responding to our
customer’s needs.

This customer charter details the
level of customer service that we
promise to give you in all your
dealings with Bord Gais Energy.

Our overall customer
service standards

Bord Gais Energy works to ensure
that all customers have easy access to
clear, timely and accurate information
at all points of contact. We continue
to drive for simplification of rules,
procedures and information leaflets.

e \We can be contacted by
telephone, mail and email
or through our website at
www.bordgaisenergy.ie

®  Our customer service staff
will be polite and courteous
at all times and will give you
their name.

e \We listen and respond to our
customer’s needs and welcome
any feedback in relation to the
services we provide.

e We train our staff to deliver the
services outlined in this charter,
and will keep our training up
to date.

® We monitor and measure the
services we provide to make sure
we are keeping our promises.
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Our guaranteed
service standards

In addition to our overall service
standards, we have guaranteed
service standards. If we fail to meet
any of these guarantees, we promise
to apologise and to do everything
possible to rectify the problem
straight away where necessary.

1. Billing enquiries guarantee

Most queries about your bill or bill
payment can be answered by phone
straight away. If you write to us with

a billing enquiry, we will review your
enquiry and respond to you within ten
business days. If we fail to respond
within ten business days, you will be
entitled to a payment of €35.

2. Refund guarantee

Where we agree that you are
entitled to receive a credit for any
reason connected with your bill, we
guarantee to credit your account
within ten business days of agreeing
the amount to be paid. If we fail

to credit your account within ten
business days, you will be entitled
to a payment of €35.

3. Marketing code of

practice guarantee
We guarantee that we will abide by
our code of practice on marketing
and we will adopt the best marketing
practices as set out in this code. If we
fail to abide by this guarantee, you
will be entitled to a payment of €35.
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4. Complaints handling guarantee
It is our aim to resolve all customer
concerns and complaints as quickly
and as fairly as possible. We have
published a code of practice on
complaints handling which details
our commitments and procedures
for resolving customer complaints.
If we fail to meet our commitments
outlined in this code, you will be
entitled to a payment of €35.

5. Special services guarantee

We offer a range of special services
to assist customers with special
needs and those reliant on electrical
home medical equipment. These
services are published in our special
services register code of practice.
Customers who wish to avail of and
are eligible for these services must
register with us. If we fail to meet
our commitments to customers
who have registered on our special
services register, you will be entitled
to a payment of €35.

6. Bill payment guarantee

We have clear internal procedures
which ensure that disconnection of
supply for arrears only takes place
as a last resort. We have published
a code of practice on bill payment
which details how we will handle
customers who have difficulty in
paying their bill. If we fail to meet
our commitments as set out in
this code, you will be entitled to

a payment of €35.



Our codes of practice supporting this
customer charter are:

® Marketing

e Handling customers complaints
e Bill payment

e Special services register

Copies can be sent to you on request
or you can view them online at
www.bordgaisenergy.ie

Disclaimer

In exceptional circumstances we
may be prevented from meeting
our service commitments due to
conditions outside of our control.
Such circumstances could include
major disruptions to supplies,
actions/damage by third parties,
risks to safety, no access to your
home or where actions could cause
Bord Gais Energy to break the law.

Any payments made under this
charter for failure to meet our
commitments are made without
any admission of legal liability
on the part of Bord Gais Energy.

If there is any inconsistency or
conflict between this customer
charter and the Bord Gais Energy
terms and conditions of supply,
the terms and conditions of supply
shall prevail.

Contact details

Bord Gais Energy 1850 LocCall
customer service telephone numbers.

In order to maintain the highest
level of service we may record and
monitor telephone calls. Please
ensure that you have your account
number ready when you contact
us as we can only discuss account
information with the account holder.
Customer service

Residential gas

Bord Gdis Energy

PO Box 10943, Dublin 1

Customer service: 1850 632 632

1850 631631

Customer service fax:

Customer service email:
info@bordgais.ie

Minicom: 1850 630 630
(for hearing impaired customers
with their own minicom equipment)

1850 495 969

Sales:

Customer service

Business gas

Bord Gais Energy

PO Box 10943, Dublin 1

1850 427 349

1850 427 350

Customer service:

Customer service fax:

Customer service email:
businessdirect@bordgais.ie

Sales: 1850 211 541
Sales fax: 01602 1153
Sales email:

salessupportadmin@bordgais.ie
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Customer service
Residential electricity
Bord Gais Energy

PO Box 10943, Dublin 1

Customer service: 1850 22 22 55

Customer service fax: 1850 22 22 52

Customer service email:
elecinfo@bordgais.ie

Minicom: 1850 22 22 53
(for hearing impaired customers
with their own minicom equipment)

Sales: 1850 49 59 69

Sales email:  elecsales@bordgais.ie

Customer service
Business electricity
Bord Gais Energy

PO Box 10943, Dublin 1

Customer service: 1850 405 805

Customer service fax: 016021201

Customer service email:
bgenergy@bordgais.ie

Sales: 1850 427 700

Sales email:
electricitysme@bordgais.ie

6 | Bord Gais Energy | Customer charter

Emergency reporting

ESB Networks provide the
emergency response service for
all electricity users.

ESB Networks 24 hour emergency:
1850 372 999

Bord Gais Networks provide the
emergency response service for
all gas users.

Bord Gais Networks 24 hour
emergency: 1850 20 50 50

In the interest of public safety, all
emergency messages are recorded.



Seirbhisi do Chustaiméiri
Gas gnoé

Bord Gais Energy

Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Seirbhisi do chustaiméiri:
1850 427 349

Facs do sheirbhisi do chustaiméiri:
1850 427 350

R-phost do sheirbhisi do chustaiméiri:

businessdirect@bordgais.ie

Diolachain: 1850 211 541

Facs diolachain: 01602 1153

R-phost Diolachain
salessupportadmin@bordgais.ie

Seirbhisi do Chustaiméiri
Leictreachas cénaithe
Bord Gais Energy

Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Seirbhisi do chustaiméiri:
1850 22 22 55

Facs do sheirbhisi do chustaiméiri:
1850 22 22 52

R-phost do sheirbhisi do
chustaiméiri:  elecinfo@bordgais.ie

Minicom: 1850 22 22 53
(do chustaimeéiri a bhfuil michumas
éisteachta orthu agus a bhfuil a
bhfearas minicom féin acu)

Diolachain: 1850 49 59 69

R-phost Diolachain
elecsales@bordgais.ie

6 | Cairt chustaiméiri | Bord Gais Energy

Seirbhisi do Chustaiméiri
Leictreachas gné

Bord Gais Energy

Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Seirbhisi do chustaiméiri:
1850 405 805

Facs do sheirbhisi do chustaiméiri:
016021201

R-phost do sheirbhisi do
chustaiméiri: bgenergy@bordgais.ie

Diolachain: 1850 427 700

R-phost Diolachain
electricitysme@bordgais.ie

Tuairiscit éigeandala

Cuireann Gréasain Bhord Gais an
tseirbhis freagartha éigeandala ar fail
do na husaideoiri gais go léir.
Eigeandail 24 uair ESB Networks:
1850 372 999

Cuireann Bord Gais Networks an
tseirbhis freagartha éigeandala ar fail
do na husaideoiri gais go léir.
Eigeandail 24 uair ag Bord Gais
Networks: 1850 20 50 50

Déantar gach teachtaireacht
éigeandala a thaifeadadh, ar mhaithe
le sdbhailteacht phoibli.



6. Modhanna iocaiochtai billi

Ta& nésanna imeachta soiléire

againn a chinntionn nach ndéantar
an solathar a dhicheangal i gcas
riaraiste, ach amhain mar rogha
dheiridh. Ta cdd cleachtais foilsithe
againn ar iocaiocht billi a shonraionn
an tsli a [dimhsedlaimid custaiméiri a
bhfuil deacrachtai acu a mbilli a ioc.
Ma theipeann orainn ar dtiomantas
mar ata leagtha amach sa chdd seo
a chomhlionadh, beidh tu i dteideal
iocaiocht €35 a fhail. Seo a leanas ar
gcdid chleachtais a thacaionn leis an
gcairt chustaiméiri seo:

® Margaiocht

® Geardin 6 chustaiméiri a
laimhseail

e Do Bhille aioc

e Clar na seirbhisi speisialta

Is féidir cdipeanna a sheoladh chugat ar
iarratas no is féidir leat féachaint orthu
ar line ag www.bordgaisenergy.ie

Séanadh

Seans nach mbeimid in ann ar
dtiomantas seirbhise a chomhlionadh
mar gheall ar choinniollacha nach
bhfuil aon neart againn orthu, i
gcadsanna eisceachtula. Ina measc
seo bheadh cur isteach mér ar an
soladthar, gniomhartha/damaiste 6 triu
pairti éigin, priacal sabhailteachta,
bac ar rochtain do thi nd nuair a
bhrisfeadh Bord Gais Energy an dli
mar gheall ar ghniomhartha airithe.

Déantar iocaiochtai faoin gcairt seo
maidir le teip i gcomhlionadh an
tiomantais, gan a bheith ag admhail
go bhfuil aon dliteanas dlithiuil

ar Bord Gais Energy.

Ma bhionn aon mhichruinneas né
coimhlint idir an chairt chustaiméiri
seo agus téarmai agus coinniollacha
solathair de chuid Bord Gais Energy,
is iad na téarmai agus coinniollacha
sholathair a bheidh in uachtar.

Sonrai teagmhdla

Uimhreacha guthdin seirbhisi do
chustaiméiri 1850 L6-Ghlao Bord
Gais Energy.

D’fhéadfaimis taifeadadh agus
monatoireacht a dhéanamh ar na

na glaoanna guthain, le cinntit go
mbionn ardleibhéal seirbhise ann.

Bi cinnte go bhfuil d'uimhir chuntais
agat nuair a ghlaonn tu orainn mar ni
féidir linn eolas an chuntais ghais a
phlé ach le sealbhdir an chuntais.

Seirbhisi do Chustaiméiri
Gas ti

Bord Gais Energy

Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Seirbhisi do chustaiméiri:
1850 632 632

Facs do sheirbhisi do chustaiméiri:
1850 631631

R-phost do sheirbhisi do
chustaiméiri: info@bordgais.ie

Minicom: 1850 630 630
(do chustaiméiri a bhfuil michumas
éisteachta orthu agus a bhfuil a
bhfearas minicom féin acu)

Diolachain: 1850 495 969
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Caighdedin na Seirbhise
ata faoi rathaiocht againn

In éineacht leis na caighdedin
seirbhise fhoriomldna, tad caighdeadin
seirbhise dheimhnithe againn. Ma
theipeann orainn aon cheann de na
deimhniuchain seo a chomhlionadh,
geallaimid go ngabhfaimid ar
leithscéal leat agus déanfaimid
gach iarracht an fhadhb a cheartu
laithreach, pé ait ar ga.

1. Rathaiocht faoi fhiosruithe
billedla
Is féidir an chuid is moé de
d'fhiosruithe faoi do bhille né
iocaiocht do bhille a fhreagairt ar
an nguthan, laithreach bonn. Ma
scriobhann tu chugainn le fiosru
billedla, déanfaimid measunu ar
d'fhiosru agus tabharfaimid freagra
air taobh istigh de 10 |4 gné. Ma
theipeann orainn freagra a thabhairt
duit taobh istigh de 10 1a gnd, beidh
tu i dteideal iocaiocht €35 a fhail.

2. Rathaiocht aisiocaiochta

Sa chas go nglacaimid leis go bhfuil
tu i dteideal creidmheasa a fhail ar
bhunus ar bith maidir le do bhille,
tugaimid deimhnid duit go gcuirfear
é de shochar do chuntais taobh
istigh de dheich 1d gnd no, tar éis don
mhéid a iocfar a bheith aontaithe. Ma
theipeann orainn é a chur de shochar
go chuntais taobh istigh de dheich
13 gnd, beidh tu i dteideal iocaiocht
€35 a fhail.
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3. Rathaiocht faoi chdéd cleachtais
margaiochta

Tugaimid deimhniu duit go

gcomhlionfaimid &r gcod cleachtais

do mhargaiocht agus go nglacfaimid

leis na cleachtais mhargaiochta is

fearr, mar atd leagtha amach sa

chdéd seo. Ma theipeann orainn an

rathaiocht seo a chomhlionadh, beidh

tu i dteideal iocaiochta de €35.

4. Rathaiocht faoi gheardin a
ldimhseail
Ta sé mar aidhm againn buarthai
agus gearain na gcustaiméiri go
|éir a réiteach chomh tapa agus
chomh cothrom agus is féidir. Ta
cod cleachtais faoi ghearain na
gcustaiméiri a [dimhseail foilsithe
againn, a dhéanann cur sios ar ar
dtiomantas agus &r ndésanna imeachta
maidir le gearain na gcustaiméiri a
réiteach. Ma theipeann orainn ar
dtiomantas mar ata leagtha amach sa
chdéd seo a chomhlionadh, beidh tu i
dteideal iocaiocht €35 a fhail.

5. Rathaiocht faoi sheirbhisi
speisialta

Cuirimid réimse seirbhisi speisialta

ar fail chun cunamh a thabhairt do

dhaoine a bhfuil riachtanais speisialta

acu maraon leo siud a bhionn ag brath

ar fhearais leighis leictreacha baile.

Ta na seirbhisi seo foilsithe ar chod

cleachtais chlar na seirbhisi speisialta.

Is ga do chustaiméiri ar mian leo agus

atd i dteideal na seirbhisi seo a usaid

clard linn ar dtus. Ma theipeann orainn

ar dtiomantas do na custaiméiri

a chlaraigh ar ar gclar seirbhisi

speisialta a chomhlionadh, beidh ta i

dteideal iocaiocht €35 a fhail.



Cairt chustaiméiri
Bord Gais Energy

Ar dtiomantas duitse

Ta Bord Gais Energy tiomanta
ar sheirbhis do chustaiméiri
ardchaighdeain agus

chomhsheasmhach a chur ar fail duit.

Aithnimid an tabhacht a bhaineann
le héisteacht agus le freastal ar
riachtanais ar gcustaiméiri.

Déanann an chairt chustaiméiri seo
cur sios ar leibhéal na seirbhise do
chustaiméiri a gheallaimid a bheidh
a gcur ar fail duit agus tu ag déileail
le Bord Gais Energy.

Ar gcaighdedin fhoriomlana
seirbhisi do chustaiméiri

Oibrionn Bord Gais Energy le cinntiu
go bhfuil eolas soiléir, trathuil agus
cruinn ar fail do na custaiméiri

go léir go héasca, ag gach pointe
teagmhala. Leanaimid de bheith ag
iarraidh simplii a dhéanamh ar na
rialacha, na nésanna imeachta agus
na bileoga eolais.

e |s féidir teagmhail a dhéanamh
linn ar ghuthan, litir, r-phost
no trid ar suiomh Gréasain ag
www.bordgaisenergy.ie

e Beidh ar bhfoireann seirbhisi
do chustaiméiri béasach agus
cuirtéiseach i gconai agus
tabharfaidh siad a n-ainm duit.

e Bimid ag éisteacht agus ag
freastal ar riachtanais ar
gcustaiméiri agus cuirimid failte
roimh aischothu ar bith maidir
leis na seirbhisi a chuirimid ar fail.

e Déanaimid ar bhfoireann a oilitint
chun na seirbhisi a bhfuil cur sios
orthu sa chairt seo a chur ar fail
agus coinneoimid ar gcuid oiliuna
cothrom le data.

e Déanaimid monatodireacht agus
tomhas ar na seirbhisi a chuirimid
ar fail, le bheith cinnte go bhfuil
ar ngealluinti & gcomhlionadh
againn.

Cairt chustaiméiri | Bord Gais Energy | 3



www.bordgaisenergy.ie

Ma theastaionn cunamh né comhairle uait
déan teagmhail linn le do thoil:

Sonrai teagmhala gais ti

Teil: 1850 632 632 Seirbhisi do Chustaiméiri
Facs:1850 631 631 Gas nadurtha ti
info@bordgais.ie Bord Gais Energy
Minicom: 1850 630 630 Bosca Oifig Phoist 10943,

(do chustaiméiri a bhfuil michumas Baile Atha Cliath 1
éisteachta orthu agus a bhfuil a

bhfearas minicom féin acu)

Sonrai teagmhala gais gné

Teil: 1850 427 349 Seirbhisi do Chustaiméiri
Facs: 1850 427 350 Gas nadurtha gné
businessdirect@bordgais.ie Bord Gais Energy
Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Sonrai teagmhala leictreachais chéonaithe

Teil: 1850 22 22 55 Seirbhisi do Chustaiméiri
Facs: 1850 22 22 52 Leictreachas cénaithe
elecinfo@bordgais.ie Bord Gais Energy
Minicom: 1850 22 22 53 Bosca Oifig Phoist 10943,

(do chustaiméirf a bhfuil michumas Baile Atha Cliath 1
éisteachta orthu agus a bhfuil a

bhfearas minicom féin acu)
Sonrai teagmhala leictreachais ghné
Teil: 1850 405 805 Seirbhisi do Chustaiméiri
Facs: 01602 1201 Leictreachas gno
bgenergy@bordgais.ie Bord Gais Energy
Bosca Oifig Phoist 10943,
Baile Atha Cliath 1

Tabhair do d'aire chun an leibhéal is airde seirbhise a choinneail
d'fhéadfaimis monatodireacht agus taifead a dhéanamh ar ghlaonna.




Ar dtiomantas
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Bord Gais
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