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Executive Summary
The CRU Customer Care Team (CCT) provides a range of free and easy to access services
for energy and water customers. The CCT’s two primary services are:

•

The provision of a free dispute resolution service to customers with an unresolved
complaint against an energy supplier, network operator or Irish Water; and

•

The provision of information for customers about energy or water services, including
information on consumer rights and obligations.

The CRU is required, under S.I. 463/20111 and the Water Services Act 2014,2 to produce an
annual report on its dispute resolution service. This report is submitted to the Minister for the
Environment, Climate and Communications and the Minister for Housing, Local Government
and Heritage. As the CRU is Alternative Disputes Body, the CRU is also required to publish a
report under S.I. 343/20153.
The key points to note in this 2020 report are:

•

The CCT created 4,383 contact cases which is a 9.5% decline in contacts compared
to the number of contacts created in 2019 (4,839).

•

The CCT opened 201 complex complaint investigations, a decrease of 36%
compared to 2019 (316). Common complaints noted across both energy and water
sectors included billing and account issues, customer service and metering
problems.

•

The CCT opened 179 complaints in the energy sector in 2020; a 36% decrease
compared to 2019, and 22 complaints in the water sector, a 35% decrease compared
to 2019.

•

The number of complaints closed relating to Irish Water decreased by 31%, while the
level of contacts logged decreased by 19%. This is consistent with the overall
decrease in complaints received in 2020.

•

The number of complaints closed in the energy sector decreased by 32%, while the
level of contacts logged decreased by decreased by 9%.

1

http://www.irishstatutebook.ie/eli/2011/si/463/made/en/pdf
http://www.irishstatutebook.ie/eli/2014/act/44/enacted/en/print
3 http://www.irishstatutebook.ie/eli/2015/si/343/made/en/print
2
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•

During 2020, there were four complaints received that were outside the scope of the
CRU, the number of which was consistent with the number recorded in 2019.

Section seven of this report includes case studies based on actual complaints investigated by
the CRU in 2020. The case studies include important consumer messages such as the
importance for customers in carefully reading and reviewing their bills. A large portion of
complaints to the CRU are as a result of catch up bills/bill shock. This is mainly due to a history
of bills based on estimated meter readings rather than actual meter readings obtained by a
networks meter reader, or a customer’s own meter reading. This was particularly relevant
during 2020 when meter reading was temporarily suspended due to Covid-19.
All energy suppliers, energy network operators and Irish Water are required to have a
Customer Charter, guaranteeing their Codes of Practice4, setting out the services provided to
customers and service quality guarantees. The Customer Charter must also set out
compensation and refund arrangements which apply if service quality levels are not met.
Suppliers/Network Operators shall award customers the amount of payment set out in their
Customer Charter where it is found that the guarantee has been broken. The CRU requires
that Codes of Practice and Customer Charters are displayed on each supplier or network
operator’s website. The CRU encourages customers to become familiar with these key
documents.
Further helpful information on consumer rights can be found on ‘Customer Information’ section
of the CRU website.

4

As required by S.I 463/2011 and the Water Services (No. 2) Act 2013, all suppliers and network operators are
required to provide a Customer Charter and Codes of Practices.
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Public/ Customer Impact Statement
The purpose of this annual report, as required by legislation, is to inform consumers, industry
and other interested stakeholders on the level and type of contacts and complaints from
energy and water customers to the Commission for Regulation of Utilities (CRU) in 2020. The
annual report assists the CRU in its mission to protect the public interest in water, energy and
energy safety. In addition, the report highlights some key customer messages, such as the
importance of carefully reading your bills and understanding your bills and tariff and being
aware of your consumer rights.
The Customer Care Team (CCT) provide an independent complaint resolution service within
the CRU. This complaint resolution service is for customers with an unresolved dispute with
their energy supplier, network operator or Irish Water. The CCT have powers to issue
determinations and directions to suppliers, network operators or Irish Water, which can include
instructions to issue a refund or proportionate compensation.
The CRU also acts as a single point of contact for customers on information related to energy
and water services.

4
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1. The CRU Customer Care Team
The Commission for Regulation of Utilities (CRU) is Ireland’s independent energy and water
regulator. The CRU was established in 1999 and has a wide range of economic, customer
protection and safety responsibilities in energy. The CRU is also the regulator of Ireland’s
public water and wastewater system. Our mission is to protect the public interest in water,
energy and energy safety.
The CRU has a statutory responsibility to provide a dispute resolution service to customers
with an unresolved dispute with an energy supplier, network operator or Irish Water. The
independent dispute resolution service is transparent, simple and free, and is provided by
the CRU CCT.
The CRU is committed to providing a high-quality service to all customers who contact it.
The CRU’s Customer Charter sets out the standards of service that customers contacting it
are entitled to receive. A copy of the Customer Charter can be found on our website5.
The CRU’s Strategic Plan6 sets out our commitment, as an organisation, to develop effective
communication to support customers by proactively and transparently placing the public
interest at the centre of the CRU’s policy development and ensuring that the customer’s
voice is reflected in CRU decisions. We also seek to achieve this by improving awareness
among energy customers of their rights, the CRU and the services we offer. The CCT plays
a key role in ensuring this commitment is achieved.
The CRU’s Customer Care Team offer customers:

•

an information resource for queries or information in relation to rights and obligations
of energy and water customers;

•

a free and transparent complaint resolution service for domestic and small business
customers, with an unresolved complaint with their energy supplier, network
company or Irish Water;

5

https://www.cru.ie/wp-content/uploads/2017/09/CRU-CCT-Customer-Chart
er.pdf
6 https://www.cru.ie/wp-content/uploads/2019/03/CRU19030a-CRU-Strategic-Plan-2019-2021-EnglishVersion.pdf

6

An Coimisiún um Rialáil Fóntas Commission for Regulation of Utilities

•

a customer section on the CRU website which provides information tailored for
domestic and small business customers.

Other duties of the Customer Care Team include:
•

Using information from customer contacts and complaints to promote the interests of
customers in CRU policy;

•

Consumer engagement with the CRU is facilitated through a quarterly Consumer
Stakeholder Group meeting, managed by the CCT;

•

The CCT engage with suppliers, network operators and Irish Water to continually
improve customer service levels and complaint handling; and

•

The CCT provide access officers to assist persons with disabilities in accessing our
services.

CCT contact details:

•

Email: customercare@cru.ie

•

Telephone: 1800 404 404

•

Writing: The Customer Care Team, The Grain House, The Exchange, Belgard
Square North, Tallaght, Dublin 24, D24 PXW0

•

Webform: https://www.cru.ie/need-assistance/customer-care-team/

1.1 Purpose of this report

The CRU is required by S.I. 463 2011, the Water Services Act, 2014 and the European Union
(Alternative Dispute Resolution for Consumer Disputes) Regulations 2015 to report annually
on our complaint resolution service. This annual report outlines the number and type of
complaints made to the CRU in a given year, including detail on the number of complaints per
energy supplier, network company and for Irish Water. The report also details the level and
type of contacts received by the CRU. The report includes a section7 setting out case studies,
based on complaints investigated in 2020.

7

7

Section 7 of this report.
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2. Customer Contacts
2.1 Overview

The Customer Care Team groups customer contacts into a variety of ‘Contact Types’. There
are currently six contact types namely:

•

Information Requests: These contacts generally involve customers asking for
information on aspects of how the energy market works (for example how to switch
energy supplier), or queries in relation to CRU energy or water policy. Information
requests provide the CRU with useful insights into the issues that customers are
experiencing with energy undertakings and Irish Water and helps evaluate and
inform the CRU’s consumer protection policies.

•

Return to Supplier or Network Operator: This type of contact is from a customer
who has contacted the CRU for advice regarding a complaint prior to completing their
supplier or network operators’ complaints handling process.

•

Standard Complaints: These are complaints which are forwarded to the CCT which
do not require a formal investigation by the team - they may be in relation to broader
CRU policy or tariff decisions.

•

Refer to Third Party: From time to time a person may contact the CRU regarding an
issue that is not inside the CRU’s remit. In these instances, the person is referred to
the most appropriate body.

•

Mistook for Supplier or Network Operator: This type of contact is from a customer
who has mistaken the CRU for their supplier/network operator. It was added as a
contact type in 2020 to facilitate more accurate reporting.

•

Complex Complaints: These are complaints formally sent to the CRU for
investigation. The customer must first have exhausted the supplier/network
operator’s full complaints handling process (a legislative requirement before we can
investigate the complaint). Customers can contact the CCT via the following
channels:

8

o

Webform located on the CRU’s website

o

Email (customercare@cru.ie)

o

Telephone (1800 404 404)
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o

Letter

In 2020, the CCT received 3,907 telephone calls to its Customer Care Phone Line (1800 404
404), 8,818 emails to the CCT’s dedicated email address (customercare@cru.ie), 582 web
queries (www.cru.ie) and 60 letters. The above culminated in the creation of 4,383 cases,
which is a decrease of 9% on the number of contact cases created in 2019 (4,839). Figure 1
below shows the number of customer contacts logged each year since 2016.
The Covid-19 pandemic may have impacted the drop in overall cases created last year, and
directly influenced the drop in letters received. During this time, the CRU continued to
promote the CCT’s services for water and energy customers. We continued to provide
information to customers who contacted the CCT, as well as taking proactive measures8 in
response to the Covid-19 pandemic and by running public campaigns to promote consumer
rights.9

Customer Contacts Logged

4870

4839

No. of Contacts

4383

3392
3009

2016

2017

2018

2019

2020

Figure 1: Customer Contacts Logged

8

These included increasing the value of emergency credit on gas PAyG meters, introducing a moratorium on
domestic disconnections, (https://www.cru.ie/cru-announces-covid-19-customer-protection-measures-to-assistconsumers/) introducing a temporary supply scheme for business customers (https://www.cru.ie/wpcontent/uploads/2020/05/CRU20054-Decision-Paper-on-Temporary-Covid-19-Supply-Suspension-Scheme003.pdf) and greater monitoring and reporting on customer arrears (https://www.cru.ie/document_group/retailmarkets-annual-report-2016/) .
9 https://www.cru.ie/switch-on/
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Of the 4,383 contact cases created, approximately 52% of customer contacts were received
by telephone, 33% by email, 13% via the CRU website, and 1% by letter.
Figure 2 details the percentage of customer contacts related to each energy supplier,
network operator and Irish Water. The ‘CRU Specific’ category refers to general information
requests specifically directed to CRU, for example a customer may query how to switch
energy supplier, how to compare energy offerings or obtain information on their consumer
rights and obligations. This category also includes contacts where the customer did not
disclose the name of their supplier. As all electricity and gas customers are customers of
ESBN and GNI respectively, it would be expected that the CRU would receive a higher
number of contacts in respect of these network operators, although suppliers would have
greater customer engagement. Similarly, Electric Ireland and BGE, who have the largest
market share, would also be expected to receive a higher level of contacts.

Percentage of Customer Contacts to CRU - 2020
Bright Energy
Go Power
GlowPower
Just Energy
BE Energy
WaterPower
Community Power
Panda Power
Pinergy
GNI
Iberdrola
Flogas
PrePayPower
Airtricity
ESBN
Irish Water
Energia
Electric Ireland
BGE
CRU Specific

<1%
<1%
<1%
<1%
1%
1%
1%
1%
1%
1%
2%
3%
5%
5%
5%
5%
8%
16%
18%

28%
0%

5%

10%

15%
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Figure 2: Percentage of Customer Contacts to CRU - 2020
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Most customer contacts (80%) were referred back to the customer’s energy supplier,
network operator or to Irish Water for further information or action, such as completing the
supplier/network operator complaint handing process. Many customers contact the CRU
having viewed our contact number on the back of a bill and have mistaken CRU for the
service provider. In December 2020, the CRU commenced recording this information in
order to facilitate more accurate reporting. Previous to this, these contacts would be
captured in the ‘Return to Supplier/Network Operator’ category. The level of contacts in this
‘Return to Supplier/Network Operator’ category is consistent with those in 2019. Only 5% of
customer contacts escalated into a complex complaint, requiring full investigation by the
CRU. Information requests accounted for 12% of contacts.

Customer Contact Type 2020
Mistook for
Supplier/Network
Operator
1%
Standard
Complaint
1%

Return to
Supplier/Network
Operator
80%

Complex Complaint
5%
Information
Request
12%
Refer to 3rd Party
1%

Figure 3: Customer Contact Type 202010

2.2 Market share and customer contact volumes

Figure 4 demonstrates the nine largest suppliers and compares the proportion of customer
contacts against their respective market share (combined electricity and gas market). The
share of customer contacts for each of the nine largest suppliers is broadly in line with their
market share, except for BGE and Electric Ireland. Contacts levels regarding Electric Ireland

10

The percentage of Mistook for Supplier/Network Operator contacts is at 1% for 2020 as this was only
introduced as a new contact category in December 2020. We will report on this for the full year in the 2021 report.
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(26%) are notably lower than its respective market share (42%), while the level of contacts
made regarding BGE (29%) are notably higher than its market share (21%). These figures
are in line with what was recorded in 2019.

Market Share and Customer Contacts - Energy
Suppliers - 2020
45%
40%
35%
30%
25%
20%
15%
10%
5%
0%

42%
Market Share
29%

Customer Contacts

26%

21%
11%

9%

13%
11%
2%

4%

7% 8%
2% 2%

1% 2%

1%

3%

Figure 4: Market Share and Customer Contacts – Energy Suppliers – 2020

Figure 5 below demonstrates the change in contact volumes between 2019 and 2020. It can
be seen that contacts to the CRU regarding Just Energy, Go Power, Panda Power and
Airtricity greatly reduced, along with a reduction in contacts for BGE, Electric Ireland,
Energia, and Pinergy. This is in large part due to the general decrease in contact volumes
received in 2020 compared to 2019. Contacts regarding Prepay Power and Flogas
significantly increased. In relation to Prepay Power, the increased contacts to the CRU may
be driven by its customers contacting the CRU in relation to the proactive customer
protection measures taken by the CRU, specifically in relation to PAYG services, due to the
Covid 19 pandemic.11 It should be noted here that Just Energy exited the market at the end
of 2019 with its customers transferring to Flogas. This explains the substantial drop in Just
Energy contacts during 2020 and the increase in Flogas contacts.

11

Prepay Power customers represent a large proportion of the total gas PAYG customers.
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Change in contact volumes 2019 - 2020
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Figure 5: Change in contact volumes 2019 – 2020
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3. Complex Complaints
3.1 The CRU Customer Care Team complaints investigation process
The CCT can only investigate a complex complaint if a customer has exhausted the supplier,
network operator or Irish Water internal complaints process. Irish Water customers must also
confirm that they were a registered customer of Irish Water at the time the cause of the
complaint occurred.
As a result, although many customers contact the CCT with queries and complaints, the
CCT only carries out a full investigation on ‘complex complaints’ i.e. when a customer cannot
resolve their complaint with a supplier, network operator or Irish Water. While complex
complaints only accounted for 5% of the number of customer contacts received in 2020, they
represent a major part of the CCT’s work.
Each complex complaint is carefully investigated in line with the CRU’s published process,
as set out in the CRU’s Customer Care Team Customer Charter.12 The investigation
includes gathering of information, correspondence and communication between the parties
involved in the complaint. This can include a review of call recordings, bills, letters, emails,
photographs, meter reads and any other useful information. During the investigation, the
CCT consider relevant legislation, relevant licence conditions, Codes of Practice13 and the
guidelines in the Electricity and Natural Gas Supplier Handbook14 or the Irish Water
Customer Handbook15 as well as any other relevant documentation.
Once these steps have been completed, the CCT issue a proposed decision to the relevant
parties and seeks their comments. The CCT’s final decision is made following a review of all
comments on the proposed decision. The CCT have powers to direct suppliers, network
operators or Irish Water to issue refunds, award proportionate compensation or to resolve
the complaint in a particular way.

12

https://www.cru.ie/wp-content/uploads/2017/09/CRU-CCT-Customer-Charter.pdf
Suppliers are required to produce Codes of Practice which provide minimum service guarantees to customers
in the following areas: Marketing and Sign-Up, Billing and Disconnection, Complaint Handling, Vulnerable
Customers, Pay As You Go Metering, and Budget Controllers
14 The Electricity and Natural Gas Supplier Handbook (CRU/19/138) details what the energy suppliers and
network operators are required to include in their Customer Charters and Codes of Practice
15 The Irish Water Domestic Customer Handbook (CRU/17/139) and the Irish Water Non-Domestic Customer
Handbook (CRU/17/318) provide guidelines to Irish Water for required levels of customer service for Irish Water
customers.
13

14
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The CRU’s Customer Care Team decision is not subject to appeal and is binding on the
supplier, network operator or Irish Water. CRU decisions are not binding on a customer.
Customers may refer the matter to another forum, such as the appropriate court, if they are
unhappy with the decision.
For more details on this process, or for details on how to raise a complaint with the CRU,
please visit the Customer Care section of the CRU website: https://www.cru.ie/needassistance/customer-care-team/ The process is outlined below.

Figure 6 - CRU Complaint Resolution Process
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3.2 Overview of Complex Complaints 2020
In 2020 the CCT opened 201 investigations against energy companies and Irish Water, a
36% decrease compared to 2019. The CCT closed16 208 investigations, a decrease of 32%
from 2019. In 32% of the cases investigated the CCT found in favour of the complainant.
Three cases were closed via early settlement offer in 2020. In addition, two complaints were
withdrawn by the customer before the complaint process was completed. Figure 7 shows the
breakdown of complaint resolution types.

Complaint Resolution Profile - 2020
Settlement Offer
Accepted, 1.4%

Other, 0.5%

Upheld, 31.3%
Not Upheld,
66.8%

Figure 7: Complaint Resolution Profile - 2020

3.3 Average complaint resolution timeframe
In 2016 the CCT set a target to resolve complex complaints in less than 90 days17. The
average complaint resolution time in 2020 was 71 days, down from 87 days in 2019 and 93

16

Closed complaints constitute those complaints closed within a calendar year, for example, a complaint may
have been created in November 2019, but closed in 2020. This figure does not include complaints opened in
2020 that were not concluded by year end.
17 This is in line with ADR legislation - Directive 2013/11/EU of the European Parliament and of the Council of 21
May 2013 on alternative dispute resolution for consumer disputes and amending Regulation (EC) No 2006/2004
and Directive 2009/22/EC (Directive on consumer ADR)
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days in 2018. The significant drop in complaint resolution time may be due in part to the
reduced number of complaints received in 2020.
Figure 8 demonstrates that average complaint resolution times have decreased significantly
since 2013. The CCT are committed to ensuring that the team continue to meet the target in
resolving complex complaints in less than 90 days. The number of complaints received in a
given year will impact the average resolution time.

Average Complaint Resolution Time
2020

71

2019

87

Year

2018

93

2017

89
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94
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Days

Figure 8: Average Complaint Resolution Time
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4. Complex Complaints – Energy Sector
4.1 Overview of complex complaints in the energy sector

In 2020, the CCT opened 179 complex complaints involving energy suppliers or network
companies. This is a 37% decrease on the number of energy related complaints opened in
2019. Figure 9 shows the number of energy complaints opened each year since 2008.
Complex complaints were on an upward trend from 2016 to 2019, however, decreased in
2020 which may have been impacted by the Covid-19 pandemic. In 2020, the Customer
Care Team opened its lowest level of complaints since its formation in 2008.
The CCT will continue to work with energy suppliers and network companies to address
issues resulting in complaints.

Energy Complaints Opened 2020
No. of Complex Complaints

700

651

600

502

500

508
430

400

333
276

300

239

232

274

282
179

200
100

232

53

0
2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020
Figure 9: Energy Complaints Opened in 2020

4.2 Complex complaint resolution profiles – energy
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The CCT closed 188 energy complex complaint investigations in 202018. The resolution
profile for energy complaints is broadly in line with the resolution profile for complex
complaints generally; 33% of energy complaints investigated were upheld in favour of the
customer and 67% were not upheld.

4.3 Cause of complex complaints – energy suppliers

The key drivers for 130 complex complaints against energy suppliers in 2020 is displayed in
Table 1 below. Billing and account problems, year on year, continue to produce the majority
of customer complaints (46% and 29% respectively). The complaints captured in the ‘Other
(Miscellaneous issues)’ category include meter issues and policy issues. Just 4% of complex
complaints related to customer service issues for energy suppliers in 2020.
Table 1 - Complaint type – Energy Suppliers
1

Billing (e.g. inaccurate bills, catch up bills, charges

2017

2018

2019

2020

71%

52%

66%

46%

15%

22%

19%

35%

-

10%

6%

4%

and tariffs)
2

Account problems (e.g. incorrect details, contract
terms)

3

Customer Service issues

4

Switching (e.g. delays, incorrect switching)

4%

5%

3%

2%

5

Disconnections

3%

6%

3%

2%

6

Marketing and sign-up (e.g. misleading

1%

2%

1%

2%

5%

4%

2%

9%

information)
7

Other (Miscellaneous issues)
4.4 Cause of complaints – energy networks

All natural gas customers are served by Gas Networks Ireland (GNI), and all electricity
customers are served by ESB Networks (ESBN). Services provided by GNI and ESBN
include the operation of the gas and electricity networks, installation, maintenance and
reading of meters, and restoration of supply. The majority of complaints against GNI related

The number of complex complaints ‘opened’ and ‘closed’ in a year can vary, as a complaint opened in one
year may not be closed until the following year.
18
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to meter issues (48%), while the majority of complaints against ESBN related to quality of
supply and meter issues (31% and 29% respectively). Those categorised as ‘other’ include
issues relating to other charges, submeters, and meter mix ups.
Table 2 - Complaint type – Energy Networks - 2020

GNI

ESBN

1

Meter issues (faulty meters, issue with meter reading etc)

48%

29%

2

Network charges

13%

9%

3

Connections (problems with connection/ disconnection,

17%

17%

delays)
4

Customer service

13%

6%

5

Disconnection

4%

-

6

Quality of supply

-

31%

7

Other (Miscellaneous issues)

4%

9%

Total number of complaints received:

23

35

4.5 Market Share and Complex Complaints

At the end of 2020 there were 8 suppliers active in the domestic gas market and 13 suppliers
active in the domestic electricity market. During 2020, one new supplier entered the
domestic electricity market (Bright Energy). In December 2019, Just Energy’s customers
transferred to Flogas when Just Energy exited the energy market.
Figure 10 provides a breakdown of the number of complex complaints closed per energy
supplier and energy network company in 2020. Figure 11 provides the breakdown of the
level of complaints upheld or not upheld against each electricity and/or gas supplier. It
should be noted that the CRU would expect GNI and ESBN to have a larger proportion of
complaints as they serve all electricity and gas customers, although it should also be
acknowledged that they have less customer facing activities. Similarly, it should also be
noted that BGE and Electric Ireland have the largest market share and so could be expected
to have the largest number of complaints.

20
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Complex Complaints Closed - Energy - 2020
Just Energy
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1
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1
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Figure 10: Complex Complaints Closed – Energy - 2020

Complex Complaint Resolution - Energy - 2020
30

No. of Complaints

25
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Not Upheld

20
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5
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Figure 11: Complex Complaint Resolution – Energy – 2020

Figure 12 compares the level of upheld complaints by CRU against each supplier from 2018
to 2020. The majority of suppliers saw a decrease in the level of complaints upheld against
them in 2020. The overall level of Electric Ireland, Pinergy, and ESBN complaints escalated
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to CRU have also seen significant decreases in 2020. There was one complaint against
Prepay Power in 2020, following zero complaints in 2019.

Upheld Complex Complaints - Energy
35
30
25

2018

2019

2020

20
15
10
5

0

Figure 12: Upheld Complex Complaints - Energy

Figure 13 compares the share of upheld complex complaints closed in 2020 of the eight
largest energy suppliers19 and their respective percentages of market share in 2020 in terms
of customer numbers for the combined gas and electricity sectors. Although Iberdrola is
among the 9 largest suppliers, they did not have any complex complaints closed against
them last year. Electric Ireland held the largest combined market share (42%) although the
share of upheld complaints stands at 25%. The second largest supplier, BGE, had a
combined market share of 21% in 2020 and accounted for 31% of all upheld complaints
against energy suppliers. SSE Airtricity had 11% of the market share and contributed to only
4% of upheld complex complaints. Flogas had 19% of the upheld complex complaints and
has 2% of the market share.

19

Note that although Iberdrola is among the 9 largest suppliers, they did not have any complex complaints closed
against them last year.
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Upheld Complaints Versus Market Share - Energy Suppliers 2020
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Figure 13: Upheld Complaints Versus Market Share – Energy Suppliers - 2020

Figure 14 compares the volume of complex complaints closed per 10,000 customers for
energy suppliers. It is important to note that Flogas, Pinergy and Panda Power have a low
market share (customers numbers) when compared to larger suppliers such as Electric
Ireland and BGE. It is also important to note that this comparison includes all complex
complaints escalated to CRU (all complaints regardless if they were upheld or not upheld).
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Figure 14: Complex Complaints Per 10,000 Customers
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Pinergy and Iberdrola had the lowest volume of complaints per customer, with zero complex
complaints lodged against it in 2020. Prepay Power had the second lowest level of
complaints at 0.05 per 10,000 customers.
Flogas and Panda Power had the highest level of complex complaints referred to CRU at
2.89 and 1.07 per 10,000 customers; however, both suppliers have a small market share
when compared against the other suppliers in this figure.
Figure 15, below, looks at the level of complaints that were upheld per 10,000 customers for
the eight largest energy suppliers. It can be seen that Flogas at 1.37 upheld complaints per
10,000 customers is again higher than that of other suppliers, however this has decreased
slightly since 2019.
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Figure 15: Volume of upheld complaints per 10,000 customers

4.6 Market share and complaints – energy networks

ESBN supplied electricity to 2.42 million sites in 2020 and GNI supplied gas to over 712,000
sites. Based on the number of complex complaints made to CRU against network operators,
for every 10,000 sites, 0.14 complex complaints were logged against ESBN; a decrease
from 0.20 in 2019. There were 0.32 complex complaints per 10,000 sites against GNI, a
decrease from 0.41 from 2019.
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Complaints per 10,000 sites - Energy Networks
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Figure 16: Complaints per 10,000 sites – Energy Networks

Figure 17 looks at the level of complaints that were upheld per 10,000 sites for ESBN and
GNI. Both the total number of complaints against ESBN, and the number of complaints
upheld against ESBN decreased in 2020 from 2019. The number of overall complaints to the
CRU and upheld against GNI decreased in 2020 compared to 2019.
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Figure 17: Upheld Complaints per 10,000 sites – Energy Networks
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5. Irish Water
5.1 Overview

The Water Services Act 2014 gave statutory responsibility to the CRU to provide a
complaints resolution service to registered Irish Water customers who had an unresolved
dispute with Irish Water.
The suspension of domestic water charging in 2016 resulted in a large decrease in the
volume of Irish Water related contacts to the CRU. Contact and complaint levels to the CRU
have remained relatively static since 2017.
5.2 Irish Water Contacts

The CCT received 240 contacts in relation to Irish Water in 2020. At the end of Q4 2020,
Irish Water had 1,607,236 domestic customers and around 180,000 non-domestic
connections. Figure 18 shows that this represents a decrease of 19% from the level of Irish
Water contacts received in 2019. Similar to complex complaints, the issues raised via
customer contacts were mixed reflecting the wide range of roles carried out by Irish Water
(see Figure 19). The majority of contacts were in relation to billing and account problems.
Customers also noted that Irish Water was failing to respond to their queries in a timely
manner and/or not escalating their complaints.
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Figure 18: Irish Water Contacts 2015-2020
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Breakdown of Irish Water Contacts 2020
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Figure 19: Breakdown of Irish Water Contacts 2020

5.3 Complex complaints

In 2020 the CRU opened 22 complex complaints in relation to Irish Water; a decrease of
35% from 2019. Figure 20 shows that the CRU investigated and closed 20 complex
complaints relating to Irish Water in 2020. The drivers for these complaints varied as
illustrated in Figure 21.
Billing and Account problems accounted for the majority of Irish Water complaints; primarily
complaints from non-domestic customers who are receiving regular bills. Charges for
business customers drove 20% of complaints while customer service issues accounted for
20% of complaints.
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Irish Water - Complex Complaints Closed
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Figure 20: Irish Water – Complex Complaints Closed
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5.4 Complaint resolution

The CRU upheld 20% of the 20 Irish Water complaints investigated in 2020, while 75% of
complaints were not upheld as shown in figure 22. One complaint (5%) was referred to a
third party, as information came to light during the course of the investigation that this matter
did not fall under the remit of the CRU.

Complaint Resolution - Irish Water 2020

Upheld
20%
Other
5%
Not Upheld
75%

Figure 22: Complaint Resolution – Irish Water 2020
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6. Complaints outside the scope of the
CRU’s Customer Care Team
There are instances, based on legislation, when the CCT cannot investigate a complaint.
These are:

•

where the complaint is, or has previously been through the Courts

•

where the complaint was made six years after the cause of the complaint occurred

•

where the complaint does not concern the functions or objectives of the CRU

•

where the complaint is relating to Irish Water and the customer is not a registered
customer of Irish Water at the time of the cause of the complaint

•

where an Irish Water complaint relates to connection issues, as the relevant
legislation allowing the CRU to investigate such matters has not yet commenced.

In 2020 the CCT were precluded from investigating four complaints; one case related to
energy and three cases related to Irish Water.
The energy complaint could not be accepted as it was made in excess of six years after the
cause of the complaint occurred. For the three complaints regarding Irish Water, one
customer was not a registered customer of Irish Water, while two others concerned a local
authority and was outside the remit of the CRU. The CCT also received queries concerning
Irish Water connection issues that cannot be progressed to a complaint as the relevant
legislation to allow the CRU to investigate these has not yet commenced. The CCT received
ten such contacts in 2020.
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7. Case Studies
7.1 Energy Complaint Case Studies
Case No. 1 Gas – Customer Service
Complaint Upheld
This customer renewed his contract with his gas supplier. However, the customer was
erroneously charged for 20 days usage at the incorrect rate as the new contract rate the
customer had agreed with their supplier was not applied. In addition, a letter dated 1st
February 2020 was not posted by the supplier until the 11 February 2020 which impacted
the duration of the customer’s cooling off period.
The customer had contacted his supplier to advise them that the correct rate was not being
charged, and they committed to backdating the bills with the correct rate and to confirm with
the customer when the amendments had been made. They also committed to sending
amended bills to the customer, however the supplier did not contact the customer.
The CRU examined the information provided by all parties. The supplier acknowledged to
the CRU that the correct rate was not applied to the account which meant that the
customer’s account was billed on a higher standard rate. The supplier advised the CRU
during the course of investigation that the customer contacted it three times by email and the
emails were not replied to. It acknowledged that this was a failure on its behalf and agreed to
amend the bills without further delay.
The CRU upheld the complaint and awarded the customer €120 in Charter Payments for the
following customer service failures: failing to bill the customer correctly in not applying the
appropriate rate to the customer’s account upon renewal, failure to forward amended bills as
promised, not contacting the customer when they had committed to do so, failing to respond
to the customers’ emails, and for not referring the customer to the CRU’s complaint handling
process.

•

This case highlights the importance of customers understanding and checking their

bills as well as knowing their rights with respect to complaints to both the supplier
and the CRU.

Case No. 2 Electricity – Billing
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Complaint Not Upheld
This customer requested the connection of a garden shed/garage at his premises in 2015.
The customers electrician filled out the connection paperwork for the customer and
requested a DG5 connection (low voltage business) from ESB Networks. The customer did
not realise for several years that he was paying a business rate for his shed. When the error
was finally realised, the customer requested that his supplier refund him the difference
between commercial and domestic rates.
The customer noted that the difference between commercial and domestic charges were
never explained to him and that he was never aware which tariff he was on. The customer
noted that his usage since 2015 had been very low which demonstrated that his connection
should have been domestic from the beginning.
The CCT did not uphold this customer’s complaint against ESB Networks or the customer’s
supplier as the CCT determined that there were no errors made by either company in the
processing of the customer’s connection.
ESBN had set up the connection based on the request from the customer’s electrician who
had submitted a valid request. The connection agreement that the customer received from
ESBN would have stated that the connection was for a DG5 meter at the top of the
‘Characteristics of Connection’ page. This connection agreement was signed and accepted
by the customer and returned to ESB Networks. Similarly, the customers’ bills from their
supplier noted that the customer’s tariff was ‘Commercial 24 hour’ and that the meter type
was DG5. At no time before 2020 were the supplier, nor ESBN, made aware that the
customer required a domestic connection.
This case highlights the importance of customers understanding and checking their
Connection Agreement and bills. The CRU’s website contains a useful infographic for
understanding bills.20

Case No. 3 Gas – Pay As You Go (PAYG)

20

https://www.cru.ie/home/customer-care/energy/about-my-bill/
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Complaint Upheld
This customers contract ceased with their supplier in May 2019. In December 2019, the
customer received a letter stating that he owed €263 followed by a solicitor’s letter
threatening to bring the customer to court if he did not pay what was owed.
The background to the complaint was as follows: the customer had opened a gas account
with the supplier in 2012. Shortly afterward the customer was struggling to pay his bills,
accumulated a debt of €263, and was subsequently transferred by the supplier to a Pay As
You Go (PAYG) meter. Due to an administrative error on the supplier’s side, the debt was
never transferred to the PAYG meter. It was only when the customer decided to switch away
from their supplier in May 2019 that the error was recognised by them and the customer was
pursued for the debt.
The CRU investigated this complaint and it was upheld as the supplier did not add the
customer’s 2013 debt onto his PAYG meter. In recognition of their error, the supplier agreed
to write off the debt owing of €263. The CRU did not award additional compensation in this
case as this was deemed fair and reasonable.

Case No. 4 Electricity – Charges, Customer Service
Complaint Upheld
This customer corresponded with an agent from their supplier regarding opening a dual fuel
account. The charges for the account were discussed and the agent informed the customer
that their meter would be removed free of charge, but that this would occur after the
lockdown was lifted as ESBN technicians/meter readers were not attending to domestic
premises at the time. The customer then agreed to open an account, on the condition that
their meter would be removed free of charge when possible.
After lockdown was lifted, the customer contacted the supplier requesting that their meter be
removed as per previous conversations. They advised the customer that the information
provided to her previously was incorrect, and that the customer must pay for the meter
removal. The supplier offered the customer €100 for their error and the CRU agreed that this
was a fair and reasonable offer.
The CRU upheld the complaint and directed that the supplier pay the customer
compensation of €100 that they offered for the incorrect information given to her by their
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agent. The supplier also offered to waive the termination fee should the customer choose to
move to another supplier, which the CRU believed to be a proportionate for the
inconvenience caused.
The Covid-19 pandemic and lockdown posed challenges for customers. As can be observed
in this case, restrictions on technicians and meter reading caused delays in receiving a
resolution in cases involving customers’ meters.

Case No. 5 Gas – Charges, Customer Service
Complaint Not Upheld
This business customer emailed their supplier to avail of the Temporary Supply Suspension
Scheme (TSSS) in May 2020. The customer was told that to apply for the scheme, she
should email them and quote her account number. She sent her details to her supplier by
email for inclusion in the TSSS. Her supplier sent her an email with an application form a
week later which was to be returned. The customer claimed that she did not receive this.
A week later, the customer received an invoice in the amount of €15,459.78. The customer
contacted the supplier and was informed that this was a high bill due to an estimated read.
She queried what was happening with the TSSS and was advised that the application for the
TSSS was taking time. In early July 2020, the customer received another invoice which was
taken from her account via Direct Debit. At this point, she contacted her supplier again
stating that she wished to make a complaint. She had not received any update regarding the
TSSS. The customer was informed that there was a specific application form to apply for the
TSSS which she should have completed however she advised no-one had told her of this
form and she did not receive it by email. Her supplier told her they did not consider the email
requesting the TSSS as an application and did not apply for it for her. The customer felt that
she should be entitled to receive the Covid-19 supports available to business customers as
she was not at fault. She had queried the TSSS by email as well as on phone calls and was
never advised there was an issue with her application or that her application had not been
sent. Further, she felt that the miscommunication from her supplier should be investigated.
The CCT did not uphold this customer’s complaint as the CCT determined that they did send
the application form to the correct email address, and that the responsibility is on the
customer to return the form. Despite not upholding the customer complaint, the CRU has
identified that the supplier failed in its customer service to the customer, as they had
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opportunities to follow up regarding receipt of the application when the customer contacted
them via phone and email. The customer was further awarded five charter payments for
compensation with regards to customer service issues.21

Case No. 6 Electricity – Bills, Switching Issue
Complaint Upheld
This customer switched supplier in January 2020. The new supplier took a direct debit of €68
from the customer’s account per month, as they had agreed. The customer’s previous
supplier then contacted the customer to inform her that she had an outstanding balance to
be paid, however the new supplier explained to the customer that the account had been
transferred and that the customer did not owe the previous supplier. The customer continued
to receive bills from the old supplier but ignored these as her new supplier had assured her
that her account was switched successfully. In September 2020, ESBN arrived at the
customer’s premises to disconnect her supply. She then rang her previous supplier, who
advised the customer that she would have to pay them €943 in order to stop the
disconnection.
The customer then contacted her current supplier, who informed the customer that her
account was not switched over correctly. Her account was still with her previous supplier,
although she was paying a monthly direct debit to the new supplier. In order to prevent the
disconnection, the customer paid €500 to the previous supplier.
The CRU upheld this customer’s complaint. The issues arose as the new supplier did not
inform the customer that her account registration had not gone through, and her supply was
still with the previous supplier. Her previous supplier had been supplying her electricity even
though she thought she was with a new supplier. The new supplier had offered the customer
a Good Will Gesture of €500, and the CRU was of the opinion that this amount was
proportionate to the error that had occurred.
During the course of this investigation, the CCT also made enquiries to ensure that this
situation would not reoccur for other customers. The supplier provided the CRU with
assurance that a system had been put in place to prevent this issue from reoccurring.

21

The CRU also engaged with GNI on this matter.
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7.2 Water Complaint Case Studies
Case No. 1 Water – Customer Service
Complaint Not Upheld
This business customer noticed that his water bill was quite high and engaged the
services of a plumber to investigate the possibility of a leak. While investigating the
possibility of a leak, this customer (a pharmacy) discovered that his water supply was
connected to the premises next door, whereas the meter and all usage was being billed
to the pharmacy. The customer felt it unfair to have to pay for the premises next door as
well as water usage for the pharmacy and requested a separate charge to cater for his
unit alone.
The customer noted that he had engaged with Irish Water for over a year on this issue,
and in that time, he had failed to resolve the issue.
The CRU examined the information provided by all parties and did not uphold the
customer’s complaint.
Irish Water advised the CRU that the building was initially one business unit supplied
with one water meter. Over the years, the building had been split into multiple business
units. It was therefore deemed that the issue was a private issue concerning the
building’s internal plumbing and a solution would need to be worked out amongst the
various parties (tenants and landlord Irish Water noted that the customer could apply for
a new connection for his own unit but would have to pay the cost of this. The other
options included the two businesses, using the meter, to agree to divide up the bill or
privately installing submeters.
While investigating the customer’s complaint, the CRU noted several Irish Water
customer service errors. For these errors, the CRU awarded the customer €80 in
Charter Payments (8 breaches at €10 each). These customer service failures included
poor customer service in dealing with the issue promptly, providing the customer and
CRU with conflicting information in relation to the status of the customer’s complaint,
providing inaccurate information in relation to the issue as well as other customer
service issues.
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Case No. 2 Water – Connection Issues and Customer Service
Complaint Not Upheld
This customer was a landlord, whose tenant left the premises with a debt owed to Irish
Water. Irish Water had contacted the tenant about the debt and sent them a disconnection
notice as they were not aware the tenant had left the premises. The premises was
subsequently disconnected and the landlord believed that he should have been advised of
the disconnection before it occurred. The landlord had to pay a reconnection fee of €1,300.
The CCT did not uphold the customer’s case against Irish Water. The CRU took the view
that the landlord is responsible for his premises. Irish Water would not have access to this
information and would automatically continue to bill the tenant, who had registered this
account with them, until they were advised otherwise.
The CCT receives numerous contacts from Irish Water customer regarding connection or
disconnection disputes. In this case, it was something that the CCT could examine as it
related to customer service issues which fall within our remit of an existing connection to the
Irish Water network. However, the CCT receives a wider variety of connection issues which
do not meet the criteria to be assessed under section 8 of the Water Services Act 2017.
Section 23 of the Water Services Act 2017, which provides for disputes in respect of
connections, has not yet commenced.
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8. Summary
As outlined in this report, the CCT continued to deal with information requests, queries and
complaints throughout 2020. Although a decrease in the overall number of contacts and
complaints was observed, the CCT continued to engage with suppliers and stakeholders on
relevant issues.
The Covid-19 pandemic presented new challenges for the CRU, suppliers, and customers
alike, and the CRU worked with the relevant stakeholders to address these issues. A
number of customer protection measures were introduced by the CRU during this time.22
The CRU will continue to monitor and report on trends and issues in order to protect the
customer interest in the energy and water sectors.

22

These included increasing the value of emergency credit on gas PAyG meters, introducing a moratorium on
domestic disconnections, (https://www.cru.ie/cru-announces-covid-19-customer-protection-measures-to-assistconsumers/) introducing a temporary supply scheme for business customers (https://www.cru.ie/wpcontent/uploads/2020/05/CRU20054-Decision-Paper-on-Temporary-Covid-19-Supply-Suspension-Scheme003.pdf) and greater monitoring and reporting on customer arrears (https://www.cru.ie/document_group/retailmarkets-annual-report-2016/) .
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