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If you need help or advice
please contact us:

Residential gas contact details

Tel: 1850 632 632 Customer service
Fax: 1850 631 631 Residential natural gas
info@bordgais.ie Bord Gais Energy
Minicom: 1850 630 630 PO Box 10943, Dublin 1

(for hearing impaired customers
with their own minicom equipment)

Business gas contact details

Tel: 1850 427 349 Customer service
Fax: 1850 427 350 Business natural gas
businessdirect@bordgais.ie Bord Gais Energy

PO Box 10943, Dublin 1

Please note that to maintain the highest level of
service we may monitor and record calls.
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1

We’re always at
your service

At Bord Gais Energy we are
committed to ensuring that you,
our customer, is at the centre of
all our business activities. We are
dedicated to delivering the highest
possible standards of service to
all our customers. In your home or
workplace, you can rely on us to
do our best to meet your needs
by providing you with first class
customer service.

But, no matter how hard we try
things may still sometimes go wrong.

Our aim is to resolve all complaints as
quickly and fairly as possible.

Our dedicated customer service team
carry out an analysis of complaints to
enable us to:

Find out what we are doing
wrong so we can put things right.

Improve the quality of our
service so we achieve maximum
customer satisfaction.
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Our customer complaint handling
procedure is:

Aimed at resolving any complaint
we receive, giving a satisfactory
explanation, an apology

and rectifying the problem

as necessary.

Readily available to all
our customers.

Simple to operate and sets
out our procedures and
responsibilities.

Speedy, with time limits for
dealing with complaints.

Fair and includes an independent
means of complaint investigation.

Confidential, i.e. we respect the
privacy of individuals and handle
personal data in accordance with
data protection legislation.



Our promise

We will promote this code of
practice and have it readily
available to customers.

We make it easy for you to make
a complaint.

We will always apologise if we
make a mistake.

We will empower our front line
staff to endeavour to resolve the
problem straight away.

We will formally record the
specific failure and your feedback
in relation to the matter.

We will treat your complaint with
sympathy.

We will treat your complaint in a
confidential manner.

We will explain how we plan to
resolve your complaint.

We will have a transparent
escalation procedure for
complaint resolution.

We will have an internal
process to eliminate common
and recurring sources of
customer dissatisfaction.

We will train our staff to deliver
the promises we make in this
code and will keep our training
up to date.

We will monitor and measure the
service we give to make sure we
are keeping our promises.

3 What is a complaint

A complaint is any situation where
you, our customer, feel that we have
failed to meet your expectations.

This may be as a result of:

® Something we have undertaken
or

® Possibly something we have
failed to do even when we have
followed our normal procedures.

4 How to make a complaint

If you, our customer, are unhappy
with any service or contact you have
with us, please let us know and we
will do our best to rectify things
immediately.

You can register your complaint with
us in any of the following ways:

e By calling our customer service
team at 1850 632 632

e By email to info@bordgais.ie
or through our website
www.bordgaisenergy.ie

e By mail to:
Customer service
Bord Gais Energy
PO Box 10943
Dublin 1

Bord Gais Energy | Code of practice | 5



5 How we will handle
your complaint

Step 1

If you phone us, we aim to resolve the
problem straight away while you are
on the phone. If you are not satisfied
with our customer service agent’s
response you may ask to speak to a
customer service team leader.

Step 2

If we cannot sort out your problem
while you are on the phone, we will
look into the matter and outline
the plan to rectify matters to your
satisfaction.

® |n all cases our customer service
representative will give you
their name.

®  Your complaint will be recorded
on our complaints management
system with a summary of
your complaint.

e  We will record your telephone
number and give your complaint
a reference number.

e  Written or emailed complaints
will be responded to within ten
business days.
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Speed and timing in resolving all
customer complaints is a key priority
for Bord Gais Energy. In some cases a
resolution may take longer. However,
our commitment is that they will be
resolved within four weeks or that

an agreed planis in place to rectify
the problem.

In all cases we will keep you informed
about the progress in resolving
the matter.



6 What happens if you
are not happy with
our response

In the event that you are not happy
with our response to your complaint,
or the way we have handled it, you
may request that your complaint be
escalated or you may write to:

The office of the Commission for
Energy Regulation can be contacted
by the following means:

Customer service department
Bord Gais Energy
PO Box 10943, Dublin 1

Energy customers team
Commission for Energy Regulation
The Exchange

Belgard Square North

Tallaght, Dublin 24

Email: custcare@bordgais.ie Tel: 1890 404 404
Fax: 014000 850

If following a review and formal . .
Email: energycustomers@cer.ie

response, you are still not satisfied
that your complaint has been dealt
with, then the matter can be referred
to the Commission for Energy
Regulation (CER) for a final review.
The CER operates as an independent
review body and issues rulings on
complaints on a case by case basis.

Your complaint may only be handled
by the CER after it has gone through
Bord Gais Energy’s full complaints
handling procedure.

Web: www.energycustomers.ie

The CER cannot deal with complaints
in relation to gas boiler installation,
the conduct of Registered Gas
Installers or Natural Gas Finance
Limited. Please refer unresolved
complaints in relation to these
services to:

National consumer agency
4 Harcourt Road, Dublin 2

Tel: 1890 432 432
Web:

www.consumerconnect.ie
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7 What’s covered

The procedures outlined in this
guide deal with complaints you may
have about our standards of service
related to:

e Communications - by phone,
mail, fax or email.

e Bill enquiries and charges.
® Customer service staff.

e Refund agreements.

® Marketing campaigns.

e  Poor quality service or unfair
treatment by Bord Gais Energy.

® Poor quality of service
from Bord Gais Energy
business partners:

- Appliance servicing agents
- Sales representatives

e Complaint handling.

® Breach of our customer charter
and codes of practice.

We value feedback from our

customers and are keen to hear your
ideas about how we can improve our

service levels. Please contact us if
you have any suggestions.

We regularly carry out surveys to
measure customer satisfaction, so
you may receive a phone call or
questionnaire after we have dealt
with your complaint.
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8 What’s not covered

We will acknowledge all complaints
from Bord Gais Energy customers.

However, we are not in a position to
resolve queries or issues relating to:

® Matters relating to wayleave and
planning permissions.

e Bord Gais Networks.

If you have a query relating to these
matters, please contact Bord Gais
Networks on 1850 200 694.



9 Protection of a customer’s
legal rights

The complaints procedure within
Bord Gais Energy is a facility provided
to and for customers and in no way
prejudices a customer’s legal rights
(contractual or statutory). Likewise,
the procedure does not impact on
the legal relations between Bord Gais
Energy and the customer under the
terms and conditions of gas supply.
Under the complaints procedure,
Bord Gais Energy are committed

to accepting any recommendation
made by the Commission for Energy
Regulation (on a without prejudice
basis), while the customer is free

to reject the finding and pursue
other avenues. However, if an award
made by the Commission for Energy
Regulation is accepted then it will be
given subject to such an award being
in full and final settlement of the
customer’s dispute.

10 Data protection

Bord Gais Energy and its agents
recognise the rights of the customer
under data protection legislation.
Bord Gais Energy will only use
personal information for the
purposes for which it was collected.

Information may be passed to our
agents in order to provide services
for the customer. All agents are
fully trained with regard to the
relevant legislation.
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11 Contact details

We would prefer you to phone rather
than write because it is quicker, more
direct and easier for us to answer
your questions straight away. But if
you want to write, our address is:

Customer service
Bord Gais Energy
PO Box 10943, Dublin 1

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
gas account information with the
gas account holder.

Customer service: 1850 632 632

Customer service fax: 1850 636 121

Customer service web:
www.bordgaisenergy.ie

Customer service email:
info@bordgais.ie

1850 630 630

(for hearing impaired customers with their
own minicom equipment)

Minicom:
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24 hour Dial-a-Read: 1850 427 732

Call this number to register your meter
reading - have your GPRN number (top right
hand side of your bill) and meter reading to
hand. Bord Gais Networks will ensure your
reading is recorded for your next bill.

Bord Gais Networks 24 hour
gas emergency line: 1850 20 50 50

Bord Gais Networks provide the emergency
response service for all gas users. In the
interest of public safety, all emergency
messages are recorded.




11 Sonrai teagmhala

B’fhearr linn go nglaofa orainn ar an
nguthan, in it scriobh chugainn os
rud é go bhfuil sé nios tapula, nios
diri agus nios éasca duinne chun

do cheisteanna a fhreagairt ar an
bpointe boise. Ach mas mian leat
scriobh chugainn, an seoladh ata
againn na:

Seirbhisi do chustaiméiri
Bord Gais Energy
Bosca Oifig Phoist 10943
Baile Atha Cliath 1

D’fhéadfaimis taifeadadh agus

monatoireacht a dhéanamh ar na
na glaoanna guthain, le cinntid go
mbionn ardleibhéal seirbhise ann.

Bi cinnte go bhfuil uimhir do chuntais

agat nuair a ghlaonn td orainn, mar

ni féidir linn eolas an chuntais gais a

phlé ach le sealbhdir an chuntais.

Seirbhisi do chustaiméiri:
1850 632 632

Facs do sheirbhisi do chustaiméiri:
1850 636 121

Gréasan seirbhisi do chustaiméiri:
www.bordgaisenergy.ie

Diailigh agus Léigh 24 uair
1850 427 732

Cuir glao ar an uimhir seo chun léamh do
mhéadair a chlaru - Biodh d’uimhir GPRN
(ag barr do bhille ar dheis) agus léamh do
mhéadair in aice laimhe agat. Cinnteoidh
Bord Gais Networks go ndéanfar an léamh
a thaifeadadh don chéad bhille eile agat.

Line Eigeandala Géis 24 uair
Bord Gais Networks 1850 20 50 50

Cuireann Bord Gais Networks an tseirbhis
freagartha éigeandala ar fail do na
husaideoiri gais go léir. Déantar gach
teachtaireacht éigeandala a thaifeadadh,
ar mhaithe le sabhailteacht phoibli.

Rphost 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)
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9 Cearta dlithiula
Custaiméiri a chosaint

Is ais € an modh déanta gearan
laistigh de Bord Gais Energy a
chuirtear ar fail dar gcustaiméiri
agus ni dhéanann sé dochar ar bith
do chearta dlithidla an chustaiméara
(conarthacha né reachtula). Ar an
gcaoi chéanna, ni chuireann an

nds imeachta isteach ar chaidrimh
dhlithidla idir Bord Gais Energy agus
an custaiméir faoi na téarmai agus
coinniollacha do ghas a sholathar.
Faoin modh déanta gearan, ta Bord

Gais Energy tiomanta glacadh le haon

mholtai a dhéanann an Coimisiun
um Rialu Fuinnimh (ar bhunus gan
chlaontas) agus ta sé de shaoirse ag
an gcustaiméir na torthai a dhiultu
agus bealai eile a leanuint. Mar sin
féin, ma ghlactar le ddmhachtain
déanta faoin gCoimisiin um Rialail
Fuinnimh, tabharfar é faoi réir

damhachtain den chineél sin a bheith

mar réiteach iomlan agus deiridh ar
aighneas an chustaiméara.

10 Cosaint Sonrai

Aithnionn Bord Gais Energy agus a
ngniomhairi cearta an chustaiméara
faoi reachtaiocht cosanta sonrai.
Usaidfidh Bord Gais Energy eolas ar
shonrai pearsanta ar na cliseanna
amhain ar bailiodh iad ar dtus.

D'fhéadfai eolas a roinnt lenar
ngniomhairi ar mhaithe le seirbhisi
a sholathar don chustaiméir. Ta lan-
oilidint curtha ar na gniomhairi go
|éir, maidir leis an reachtaiocht chui.
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7 Céard ata cludaithe

Déiledlann na ndsanna imeachta a
bhfuil cur sios orthu sa treoir seo le
geardin a d’fhéadfadh a bheith agat
faoi chaighdedn na seirbhisi ata
againn maidir le:

e  Cumarsaidi - ar an bhfén, tri litir,
ar facs n6 r-phost.

e  Tailli bille agus fiosrdchain
faoi bhille.

e Foireann seirbhisi do
chustaiméiri.

e Socruithe aisiocaiochta.
® [Feachtais mhargaiochta.

e Seirbhis de chaighdean iseal
nd caitheamh éagdrach Bord
Gais Energy.

® Droch-chaighdedan seirbhise
6 na pairtithe gno atd ag Bord
Gais Energy:
- Gniomhairi seirbhisithe fearas
- lonadaithe diolachain

® Gearadin a laimhseail.

®  Saru ar gcairte custaiméiri agus
coid cleachtais.

Ta& meas againn ar aischothu énar
gcustaiméiri agus ba bhreé linn do
thuairimi a choisteail faoi na bealai
inar féidir linn ar leibhéil seirbhise a
fheabhsu. Téigh i dteagmhail linn ma
td aon mholtai agat, le do thoil.
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Déanaimid suirbhéanna go rialta
chun tomhas a dhéanamh ar
shastacht na gcustaiméiri. Mar sin ta
an seans ann go bhfaighidh tu glao
guthain nd ceistneoir, tar éis duinn
déileail le do ghearan.

8 Céard nach bhfuil
cludaithe

Admhdimid gach geardn 6
chustaiméiri Bord Gais Energy. Ach
nil sé de chumas againn déileail le
fiosruchain né dbhair a bhaineann le:

e Abhair a bhaineann le cead sli
agus cead pleanala.

e Bord Gais Networks.

Ma ta fiosruchan agat maidir leis
na cursai seo, téigh i dteagmhail le
Bord Gais Networks le do thoil ag
1850 200 694.



Ach is é an tiomantas atd againn na
go leigheasfar iad taobh istigh de
ceithre seachtaine né go mbeidh
plean socraithe i bhfeidhm chun an
fhadhb a réiteach.

| ngach cas coimeadfaimid ar an
eolas thu maidir le dul chun cinn ar
an abhar a réiteach.

6 Céard a tharlaionn mura
mbionn tu sasta leis an
bhfreagra ata faighte agat

| gcas nach bhfuil tu sasta leis

an bhfreagra ata tugtha againn

ar do ghearan, né leis an gcaoi a
ndearnamar déileail leis, is féidir leat
a iarradh go ndéanfai formhéadu ar
do gheardn nd is féidir scriobh chuig:

neamhspleach agus eisionn sé
rialuithe ar ghearain gach cas ar a
fhiuntas féin.

Ni féidir leis an CRF déileail le

do ghearan, ach tar éis doé dul tri
noésanna imeachta iomlana Bord Gais
Energy do ghearain a laimhseail.

Is féidir dul i dteagmhail leis an
gCoimisiun um Rialt Fuinnimh tri na
modhanna seo a leanas:

Rannan na Seirbhisi do Chustaiméiri
Bord Gais Energy

Bosca Oifig Phoist 10943

Baile Atha Cliath 1

Riomhphost: custcare@bordgais.ie

Mas rud é nach bhfuil tu sasta go faill
gur déiledladh le do ghearan, tar éis
d’athbhreithniu a bheith déanta agus
freagra foirmiuil tugtha air, is féidir
an cas a chur ar aghaidh go dti an
Coimisiun um Riald Fuinnimh (CRF)
chun go ndéanfar athbhreithniu
deireanach. Feidhmionn an CRF

mar choiste athbhreithnithe

Foireann na gcustaiméiri fuinnimh
An Coimisiun um Rialail Fuinnimh
An Malartan

Cearndg Belgard Thuaidh
Tamhlacht, Baile Atha Cliath 24

Teil: 1890 404 404

014000 850

Facs:

Riomhphost: energycustomers@cer.ie

Gréasan: www.energycustomers.ie

Ni féidir leis an CRF déiledil le gearain
maidir le suitedil na gcoiri gais,
iompraiocht na Suitealaithe Claraithe
Gais né Natural Gas Finance Limited.
Le do thoil cuir gearain neamh-
réitithe maidir leis na seirbhisi seo
aghaidh go dti:

An Ghniomhaireacht Naisiunta
do Thomhaltoiri
4 Béthar Fhearchair, Baile Atha Claith 2

Teil: 1890 432 432

Gréasdn: www.consumerconnect.ie
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4 Conas gearan a dhéanamh 5 Conas a dhéanfaimid

Ma ta tusa, ar gcustaiméir, mishasta
le haon tseirbhis né teagmhail a bhi
agat linn, cuir in idl duinn é agus
déanfaimid ar ndicheall chun é a
chur ina cheart laithreach.

Is féidir leat do gheardn a chlaru
linne ar cheann ar bith de na bealai
seo a leanas:

® Trighlaoch ar ar bhfoireann
seirbhisi do chustaiméiri ag
1850 632 632

® Arriomhphost chuig
info@bordgais.ie nd
trinar suiomh Gréasain
www.bordgaisenergy.ie

e Trilitir chuig:
Seirbhisi do Chustaiméiri
Bord Gais Energy
Bosca Oifig Phoist 10943
Baile Atha Cliath 1
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do gheardn a ldimhseail

Céim1

Ma chuireann tu glao orainn, bionn
sé mar aidhm againn an fhadhb a
réiteach laithreach bonn, a fhad

is ata tu ar an nguthan. Mura
mbionn tu sasta leis an bhfreagra

a thugann ar ngniomhaire seirbhisi
do chustaiméiri duit, féadfaidh tu
labhairt le ceannaire foirne seirbhisi
do chustaiméiri, ma iarrann tu.
Céim 2

Murar féidir linn d’fhadhb a réiteach
a fhad is ata tu ar an nguthan,
déanfaimid an cas a fhiosru agus
tabharfaimid breac-chuntas ar an
bplean a chuirfear i bhfeidhm chun
cursai a réiteach chun do shastachta.

e Tabharfaidh an tlonadai seirbhisi
do chustaiméiri a (h)ainm duit
i ngach cas.

e Déanfar do ghearan a
thaifeadadh ar an gcoras ata
againn do bhainistiu gearan, le
hachoimre ar do ghearan.

e Déanfaimid d’uimhir guthain a
thaifeadadh agus tabharfaimid
uimhir thagartha duit don
ghearan.

e Tabharfar freagra ar ghearain
scriofa nod seolta ar riomhphost
laistigh de deich 1a gnd.

Tugann Bord Gais Energy tus aite do
gach geardn 6 chustaiméir a réiteach
go tapa agus go trathuil. Bionn
tréimhse nios faide i gceist chun
réiteach a fhail i gcasanna airithe.



Ar nGealltanas

Cuirfimid an céd cleachtais seo
chun cinn agus cuirfimid ar fail
go héasca do chustaiméiri é.

Déanfaimid éasca duit é gearan
a dhéanamh.

Gabhfaimid ar leithscéal i gcdnai
ma dhéanaimid botun.

Cuirfimid ar chumas ar bfoireann
tusline fadhb a réiteach
ldithreach bonn.

Déanfaimid an teip ar leith agus
d'aischothu i ndail leis an gceist
a thaifead go foirmeailte.

Beimid bauil ag déileail le do
ghearan.

Déiledlfaimid faoi run le do
ghearan

Mineoimid conas ata sé beartaithe
againn do ghearan a réiteach.

Beidh modhanna trédhearcacha
formhéadaithe againn le
haghaidh gearain a réiteach.

Beidh prdseas inmheanach
againn chun foinsi mishastachta
custaiméiri ata coitianta agus

a bhionn ann aris agus aris eile
a dhibirt.

Oilfimid ar bhfoireann chun na
gealltanais, a bhfuil cur sios orthu
sa chdd seo a sheachadadh agus
coinneoimid ar gcuid oiliina
cothrom le data.

Déanfaimid monatdireacht agus
tomhas ar an tseirbhis a chuirimid
ar fail, le bheith cinnte go bhfuil
ar ngealluinti & gcomhlionadh
againn.

3

Céard is gearan ann

Gearan is ea cuinse ar bith, ina
mothaionn tusa, ar gcustaiméir, nach
rabhamar chomh maith agus a bhi
suil agat go mbeimis.

D’fhéadfadh sé seo a bheith mar
thoradh ar:

Rud éigin a thugamar faoi né

B'fhéidir rud éigin a theip orainn
a dhéanambh fiu nuair a leanamar
ar ngathndsanna imeachta.
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1 Bimid ar fail duitse
i gconai

Ag Bord Gais Energy taimid meaite ar
chinntiu go bhfuil tusa, ar gcustaiméir
i lar ar ngniomhaiochtai gnd ar

fad. Taimid tiomanta an caighdean
seirbhise is fearr is féidir, a chur ar fail
dar gcustaiméiri go léir. |s féidir brath
orainn chun ar ndicheall a dhéanamh
freastal ar do chuid riachtanas, tri
sheirbhis do custaiméiri den chéad
scoth a chur ar fail duit, i do bhaile né
i d’ait oibre.

Ach in ainneoin na n-iarrachtai ar fad
a dhéanaimid, ni bhionn aon tseirbhis
gan locht uaireanta.

Is & an aidhm atd againn na na
geardin go léir a réiteach chomh tapa
agus chomh coir agus is féidir.

Déanann an fhoireann cdram
custaiméiri dhiograiseach atd againn,
anailis ar na gearain le cur ar ar
gcumas:

e Fail amach céard ataimid ag
déanamh contrailte ionas gur
féidir linn rudai a chur i gceart.

e Cailiocht ar seirbhise a fheabhsu
ionas gur féidir linn sastacht
custaiméiri den uasleibhéal a
bhaint amach.
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T& an nds imeachta atd againn maidir
le geardin 6 chustaiméiri a [dimhseail:

e Dirithe ar ghearan ar bith a
fhaighimid a réiteach, miniu sasuil
a thabhairt, leithscéal a ghabhail
agus an fhadhb a réiteach mar
is ga.

e Ar fail go héasca dar gcustaiméiri
ar fad.

e Easca le hoibrit agus leagann sé
amach ndsanna imeachta agus
freagrachtai.

® (Gasta, agus teorainn ama aige
chun déiledil le gearain.

e Cothrom, agus cuimsionn sé
modh neamhspleach maidir le
gearadn a fhiosru.

® Faoi Run, i.e. bionn meas
againn ar phriobhaideachas
daoine agus bimid ag déileail
le sonrai pearsanta de réir na
reachtaiochta um chosaint sonrai.
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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 naddurtha 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 gno

Teil: 1850 427 349 Seirbhisi do chustaiméiri
Facs: 1850 427 350 Gas nadurtha gno
businessdirect@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 monatoireacht agus
taifead a dhéanamh ar ghlaonna.




Gas nadurtha
Laimhseadil gearan
na gcustaimeéiri




