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ABOUT US

With the Mediation service,
ENGIE commits
to developing alternative
dispute resolution
COMMITMENT

8 VALUES
Mediation made
in ENGIE
The Mediation service has acted
with complete independence for
eighteen years in resolving ENGIE
Group disputes and has established
itself as an alternative to the courts.
The ENGIE Group Mediator undertakes
to try to find an amicable solution
whenever so requested and to offer
all claimants a free, swift and
independent treatment of their dispute.
He does so in accordance with the
approval granted by the Consumer
Mediation Assessment and Control
Commission.
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In addition to existing statutory and
regulatory requirements, and in
consultation with consumer associations,
the ENGIE Group Mediation service has
signed a charter that fixes the terms of
reference for the protection of consumers
in the treatment of their disputes.
The ENGIE Group Mediator's work is
underpinned by eight core values:

LISTENING
—
SCRUPULOUS RESPECT
FOR INDIVIDUALS
—
WILLINGNESS TO IDENTIFY
AMICABLE SOLUTIONS
—
FA I R N E SS
—
I M PA R T I A L I T Y
—
A H E A R I N G F O R A L L PA R T I E S
—
CONFIDENTIALITY
—
T R A N S PA R E N C Y

ENGIE

FIGURES

APPROVAL
The ENGIE Group Mediator was approved by the Mediation
Assessment and Control Commission on 25 February
2016. This state commission, composed of senior judges
and qualified personalities from different backgrounds,
has a remit to assess and control the activity of consumer
mediators. The aim is to guarantee consumers access to
competent and independent mediators.

The number of requests

OBJECTIVES

for mediation sent to the Mediator rose
by 94 % between 2016 and 2017.
This increase is accounted for by the
widespread implementation of mediation in
France, thanks largely to the transposition
into French law of the 2013 directive in
the consumer sector.

+94 %

+17 %

The number of mediation cases

#1

Handle complaints of
the ENGIE Group's French
entities and subsidiaries as
the last form of amicable
resolution.
The bulk of the Mediator's work
concerns disputes with domestic
customers about the supply of gas,
electricity and related services.

#2

Develop recourse to mediation
in other service entities,

#3

Promote and develop
the concept of alternative
dispute resolution. The ENGIE

when all levels in charge of complaints
have responded and their responses still
do not satisfy the claimant.

Group's Mediation team actively
exchanges views with all stakeholders,
such as consumer organisations,
which are key players in the process.
The Mediator is also a member of
the Club des Médiateurs de Services au
Public (Public Service Mediators’ Club),
which aims to raise public awareness
of the alternative dispute resolution
method (in particular on its web site
www.clubdesmediateurs.fr).
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rose by 17 % compared with 2016.
This slight rise reflects consumers' more
exacting demands vis-à-vis their utility
company. 366 of the 395 applications
for mediation received in 2017 (93 %)
concerned the domestic customer market.
Finally, in 90.5 % of mediation cases, the
claimant's dispute was with the ENGIE
Particuliers subsidiary.

89 %

of B2C opinions
given by the Mediation service in 2017
were accepted by the parties,
definitively settling the disputes
(against 85 % in 2016).

85 %

of claimants are satisfied
with the Mediator's intervention
(against 75 % in 2016).

59 days
The average time

for processing of a mediation case
is 59 days, five fewer than in 2016, despite
the increasing number of cases.

5

T H E M E D I AT O R ’ S
MESSAGE

What is your assessment of 2017?
Jean Pierre Hervé: 2017 was marked by a rise in all
the indicators. To name but a few, the number of mediation
cases has risen by 17 %, the average case processing
time has been reduced by five days and the success rate
(solutions accept by the parties) has never been so high,
reaching 89 % at the end of the year. It should be noted
that these advances were made with an unchanged
budget; we have thus improved the efficiency of our
system thanks to the numerous measures taken during
the year.

© Antoine Meyssonnier

What measures are you referring to?
J.-P. H.: The most important one naturally is still the

Jean-Pierre

Hervé

ENGIE Group Mediator since 2014,
Jean-Pierre Hervé was approved
in as a Consumption Mediator
February 2016 for a term of five
years. With considerable
experience in all areas of the
energy industry, he offers his
expertise to all claimants referring
to him.
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unfailing daily commitment of all the members of my team,
to whom my sincerest thanks are due. Their commitment
plays a major part in the success of a model that, in addition to the independence and impartiality of the Mediation
entity, is also based on the distinctive features of ENGIE
Group Mediation. First and foremost, a dedicated and
diversified team offering very personalised handling of each
case and a single direct contact for each claimant.
Secondly, telephone support for each claimant throughout
the mediation process, with an educational approach
relying on specific digital tools. Evidently, the systematic
search for a solution shared with the parties is also a key
factor. Finally, our constant pursuit of improvement:
besides the satisfaction survey conducted among claimants who have been in mediation, we make generic
recommendations to suppliers and subsequently monitor
their effective implementation thereof.

How do you account for the sharp
rise in the number of requests for
mediation in 2017?
J.-P. H.: Indeed, referrals to the Mediator virtually doubled
in 2017 compared with 2016. While this demonstrates
that the ENGIE Group Mediation scheme features
prominently in our information material (and more particularly on my web site, visited more and more), it also reflects
the fact that claimants apply to me too soon. It is important
to bear in mind that the criteria for admitting a case for
mediation (specified in the Consumer Code) must be
strictly met, failing which mediation would stand in for the
company's complaints department. When we receive a
case (60 % are submitted through the form on my web
site, 40 % by post), it is systematically checked to ensure
that it has followed the proper processing channels as
specified by the contracts between the customer and
ENGIE. If we receive the application for mediation without

ENGIE

Only quality mediation
can effectively
contribute to the widespread
implementation
of this virtuous process.
it having gone through the proper channels, the case is
referred back to the relevant ENGIE department. This
ever-increasing number of "inadmissible" referrals can impact case processing times. Because even an inadmissible case mobilises the Mediator's team…

What have you put in place to
compensate for this?
J.-P. H.: In November 2017, we improved the referral
form on the Internet, informing claimants of these issues
and where appropriate referring them at this stage to the
right ENGIE department. Since then we have noted a
significant reduction in the number of inadmissible referrals. However, in my ongoing consultations with consumer associations, it has been agreed that the criteria for
accessing this service are not the decisive factor for
completing the referral. The aim is to enable the most
vulnerable customers, or customers unable to grasp the
complexity of the systems set up by ENGIE's services,
to contact me in the last instance so that I can help them
resolve their disagreement.

What were the grounds for claimants'
disputes in 2017?
J.-P. H.: While most mediation issues revolve around
usage (meter reading error, blocked meters, estimated
usage, etc.), billing or payment difficulties, certain requests for mediation have declined, such as those in
connection with individualised energy charges offers in
commonholds: indeed, in 2014 I made recommendations
that appear to have partially borne fruit. Other subjects
have emerged, such as offers for energy efficiency works
and aids granted in the form of energy efficiency certificates, for which several recommendations have been
made this year. Although requests for mediation concerning door-to-door sales also emerged in 2017, only four
cases were admissible for mediation. The door-to-door
sales process thus seems to be well under control, in the
light of the indicators monitored by the ENGIE Group
Mediation service. I have nevertheless recommended that
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discussions between consumer associations and the
energy provider ENGIE should be pursued in order to
guarantee joint construction of processes that respect
consumers and ensure continual improvement. Ultimately, on the basis of the mediation cases I dealt with in 2017,
I made 13 general recommendations, which have already
been discussed with the entities concerned to ensure
they are effectively followed through.

How important is mediation
nowadays on the consumerism scene?
J.-P. H.: Mediation is now a recognised and
legitimate process: firstly in law, with my
"Consumption Mediator" approval. Through
a Consumer Mediation Assessment and
Control Commission, mediation is not just
assessed but also its efficiency is controlled.
Then by the facts: the various indicators presented both by the ENGIE Group Mediation
service and by mediation cases handled by
the Club des Médiateurs de Services au Public (Public Service Mediators’ Club, of which
I am a member), demonstrate the significant
impact of mediation on the current consumerism scene: the number of energy-related
cases handled by the courts has fallen
very significantly, whereas in parallel the
number of mediation cases has been rising
steadily for several years. So in 2018 I will
continue to work in the same spirit to develop quality mediation, which alone will
contribute to its widespread introduction for
the benefit of citizens, because mediation
helps promote confidence in goods and
services markets.

JEAN-PIERRE
HERVÉ
ENGIE GROUP
M E D I AT O R

1986

Started his career in
the Production &
Transmission Division
of Gaz de France

1992

Became head of
negotiation and
contract management
teams

2004

Moved to the Sales
Division of Gaz de
France

2007

Became Director of the
French business market

2014

Appointed GDF SUEZ
Group mediator

2015

Appointed ENGIE
Group Mediator
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HIGHLIGHTS

M E D I ATO R C LU B S

CONSUMER
A SS O C I AT I O N S

LEGAL
CONFERENCES

25
OCT.

The ENGIE Group
Mediation service
attended the third
edition of Rencontres
juridiques 2017, organised
by IGPDE (institute for
public management and
economic development),
devoted to the reform of
contract law.

27
NOV.
ENGIE Group Mediation
team members attended
the annual conference
of the Mediators Club
"Mediation from a legal
perspective".
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JAN.-SEPT.
Four high points for the Club des Médiateurs
de Services au Public (Public Service
Mediators’ Club), of which the ENGIE
Group Mediator is a member: the general
meeting, the annual seminar, the workshop on
"Expectations vis-à-vis consumer mediation"
organised by the Club, and the publication of
the "reference framework for quality mediation"
by the French mediation platform in its capacity
as Club representative.

1 ST
JUNE
Presentation of
the ENGIE Group
Mediation Activity
Report for 2016,
and related
recommendations.

30
NOV.
14 NOV.
Annual meeting of the eight members of the
European Energy Mediators Group (EEMG)
in Brussels, with special guest Mrs Filiou,
representative of the European Commission's
"Energy" Director General, to exchange views
on smart meters. An opportunity to discuss
disputes encountered in different countries
of Europe.

Presentation
of the first generic
recommendations
for 2017.

ENGIE

TRAINING
PROGRAMME

TECHNICAL

5
MAY

EXTERNAL

FEB.MARCH

SYMPOSIUM

30-31 MAY
The ENGIE Group
Mediator participated in
six consumer mediation
training courses for
Master's 2 law students in
the universities of Nantes,
Le Mans and Dijon.

The ENGIE Group Mediation service,
as EEMG representative, attended
the ninth edition of the Citizens’ Energy Forum
(in London), organised by the European
Commission.

Launch of the
personal online area
for monitoring disputes,
on the ENGIE Group
Mediator's web site.

1 ST
NOV.

INTERNAL

27
FEB.

The new referral
form was put
online.

CONVENTION

A training day hosted
by KPAM Chairman
Laurent Garnier and
his team, on the theme
"Better identify different
consumer profiles to
improve our handling
of their cases and our
responses to their
requirements".
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13 SEPT.
The Mediator of FEVAD (federation
of e-commerce and distance selling),
Mr Bernard Siouffi, signed a partnership
agreement with Jean-Pierre Hervé.

PUBLICATION

OCT.
Publication of
a guide to mediation
produced by the Medef,
with a contribution
from the ENGIE Group
Mediator.
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FOCUS ON

The DNA

of the ENGIE Group's
mediation service
The ENGIE Group Mediation service has developed a personalised
approach to dispute resolution. Here as some of the key elements.

Verification by the
Mediation service of
the implementation
of each solution

A multidisciplinary team trained
in educational methods and law

Single contact
available for each
claimant
Formulation
of general
recommendations
and annual
follow-up of their
implementation

Systematic satisfaction
survey to help the Mediation
team advance

Sympathetic ear
for each claimant
on the telephone

Each claimant can monitor
their cases online

Dialogue as the cornerstone
for handling the conflict
and the dispute
Transparency via the Mediator's
web site and his annual report

Impartiality, neutrality and
independence guaranteed

A relationship of trust,
Each mediation solution confidentiality and
personally examined benevolence guaranteed
by the Mediator
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ENGIE

THE CONTEXT
LEGAL

The consumer

at the heart of the process
The ENGIE Group's Mediator pursues a prime objective: handle
claimants' disputes with complete independence as best he can.
This activity is regulated by a precise legal framework.

he ENGIE Group Mediation
process is regulated by several
regulatory texts. The consumer
mediation scheme was defined of
a ministerial order of 20 August
2015 following the transposition
into French law of European directive 2013/11/EU on alternative
dispute resolution for consumer
disputes.
This order substantively amends a number of articles (or
provisions) of the Consumer Code. Article L. L612-1 of
the Consumer Code law states that "All consumers are
entitled to submit their case to the Consumption Mediator
with a view to resolving their dispute with a professional
out of court. In that respect, the professional guarantees
the consumer effective recourse to a consumer mediation
process."
Furthermore, consumer mediators (including the ENGIE
Group Mediator) must have been "approved' by the Consumer Mediation Assessment and Control Commission,
which inter alia has a remit to assess and control their
mediation activity and their independence.

Consumption Mediator: a special
status
Article L613-1 of the Consumer Code stipulates that
"the consumption mediator fulfils his remit with due care
and competence, with complete independence and impartiality, within the framework of a transparent, effective
and fair procedure. There can be no line reporting relationship between the professional and the Mediator while
the latter is fulfilling his mediation brief. To ensure this,
the Mediator is clearly separated from the professional's
operations staff and has a separate and sufficient budget
to carry out his duties. Appointed for a minimum term of
three years, the Mediator is remunerated regardless of
the outcomes of his mediation work. Furthermore, when
the consumption mediator is employed or paid exclusively by the professional, as is the case for the ENGIE Group
Mediator, he must be appointed in accordance with a
transparent procedure by a collegial body set up by the
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A transparent,
effective and fair
procedure!
company, made up of representatives of approved consumer associations and representatives of the company,
or of a national consumer advisory body or a body specific to a particular economic sector, under the conditions
laid down by decree. At the end of his term of office, the
Mediator is prohibited from working for the professional
who employed him or for the federation of which this
professional is a member, for at least three years.

A precise admissibility framework
A dispute is not admissible for consumer mediation
when:
The consumer cannot prove they have first referred
their dispute directly to the professional in the form of
a written complaint, as provided for where applicable
by the contract;
The complaint is patently groundless or unreasonable;
The dispute has already been examined or is currently
being examined by another mediator or by a court;
The consumer has submitted his complaint to the
Mediator more than one year after sending a written
complaint to the professional;
The dispute falls outside his area of responsibility.

11

CHA PTER 1

OUR
ORGANISATION
ENHANCED
MEDIATION SERVING
CONSUMERS

85 %
OF CLAIMANTS SAY
THEY ARE SATISFIED
WITH THE MEDIATOR'S
INTERVENTION
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ENGIE

INTERVIEW

How do you reconcile
transparency and
confidentiality?

How would you define
transparency?
Joëlle Varennes & Michel Le
Men: With regard to mediation, transparency is first and foremost the fact of
enabling any claimant having a dispute
with any ENGIE Group subsidiary to contact the ENGIE Group Mediator accessible, either through the Mediator's web
site or through the suppliers' different
channels or documents (bills, general
terms of sale, footers of replies to complaints or through customer or consumer
services, etc.). Then it is the fact of informing consumers of all the mediation
processes: the Mediator's role and modus operandi, the admissibility conditions
governing an application for mediation,
etc. So transparency is the fact of guaranteeing consumers full access to information about the role of Mediation and its
processes to ensure they agree with our
principles and our values.

How does this transparency manifest itself during a
mediation case?

J. V. & M.L. M.: These two notions

Transparency,
a key value
of mediation
Essential to
the efficiency of
the Mediator's
approach, transparency
fosters a relationship
of trust with
the claimant.

are not mutually exclusive. On the first
contact, the mediation process is clearly
presented to the claimant, in particular
the way that the issue of confidentiality is handled. On completion of the
mediation process, the confidential
solution is known only to the parties to
the dispute.

Does transparency
improve a company's
customer focus?
J. V. & M.L. M.: Absolutely! All ENGIE
Group Mediation solutions are closely
analysed and, after exchanges of views
with the subsidiaries concerned, recommendations for improvement may be
made both with regard to the content
of offers and services and with regard
to customer processes. With knowledge
of all mediation cases over a year, the
ENGIE Group Mediator can help improve
customer focus through better offers
and customer relations. Clearly it is on
such occasions that his independence
manifests itself. All these elements are
naturally available for consultation on
the Mediator's web site and in his annual reports.

J. V. & M.L. M.: It is important firstly to
JOËLLE VARENNES
inform the claimant about the mediation
A
ND MICHEL LE MEN
process and the commitments made by
the le Mediator. We check that the application for mediation falls within the remit
M E D I AT I O N O F F I C E R S
of the ENGIE Group Mediator. Otherwise,
we refer the claimant on to the relevant
bodies or mediators.
If the case is admissible for mediation, we apprise the claimant of our
Does transparency also apply with consumer
values then draw up an objective and shared record of the dispute with
associations?
a view to jointly constructing a mediation solution. This process gives
each party a fair hearing and lets them convey to the mediation officer
J. V. & M.L. M.: Of course! The ENGIE Group Mediation service
not just their feelings but also the facts as they perceive them. Mediawas set up with a number of consumer organisations that jointly
tion is free for the claimant. The parties can access mediation without
signed the founding agreement in 1999. Every year they are invited
needing to engage an adviser. If necessary, we advise them that they
to plenary meetings. The points of view expressed by consumer
can be represented by a consumer association or assisted by anyone
organisations during these meetings are essential for the Mediaof their choosing (a lawyer for instance), at any stage of the mediation
tor. They enable him to compare his conception of the needs of
process. They can also seek independent advice on the dispute.
consumers, perceived only through the requests he handles, with
Lastly, the Mediator works out a solution proposes it in all fairness,
the more wide-ranging insight provided by the organisations reprewithout bias. Accordingly, transparency at all stages of the process is
senting them. These insights help clarify or complement the recomregarded as an advantage in the way of conducting mediation.
mendations he makes.

Transparency
and confidentiality
are not mutually exclusive.
MEDIATOR'S REPORT 2017
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T H E M E D I AT O R ’ S
TEAM

A mediation team
that listens to claimants
Albeit not required to do so by regulations, the
Mediator wished to have his own dedicated team.
He can thus refer to persons exclusively devoted
to mediation, each of them being convinced of the
virtues and benefits of this alternative dispute
resolution method.

9

people make up the ENGIE Group
Mediation team

he composition of the
ENGIE Group Mediation
team is essential. That is
why the Mediator favours
specialised recruitment of
his staff. In order to ascertain their genuineness of
their commitment first of
all, but also their ability to
integrate and adapt. As the ENGIE Group
Mediation team is small, it is essential that it
is closely-knit and balanced. The Mediator
looks for professional mediation skills just as
much as human and interpersonal qualities.

Is the ENGIE Group Mediation
team multidisciplinary?
The mediation team is made up of complementary profiles that assume to best
advantage the various aspects of mediation. The Mediator surrounds himself with
persons having experience in customer relations, marketing and communication, but
also lawyers. So, according to their skills, the
team's members are oriented towards specific assignments drawing on their respective
areas of expertise. Some are in charge of
quality processes and the procedures required for the smooth running of
the service, while others focus
on relations with internal and
external ENGIE Group entities.
Similarly, certain team members
handle the Mediator's communication, in particular on his web
site, to ensure greater clarity
about his activity, while others
are legal experts.

Does the team take
on students?
In addition to a full-time team,
the ENGIE Group Mediation
service also takes on students
on earn-and-learn courses
and trainees from business
schools or on law courses.
In 2017, the Mediator took in
Master's 2 students studying
competition and consumer law,
as well as students preparing
for the bar. It is important for the

14
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THE MEDIATOR'S RESOURCES

Staffing
and ancillary
costs (wages,
travel expenses,
training, etc.)

Team operating
costs (rent, IT,
supplies, postal
and photocopying
expenses,
meetings, etc.)

Total amount

Projects (annual
report, creation
of the web site,
setting up a
CRM system,
outsourcing
the satisfaction
survey, etc.)

0.87

1.56

0.05

0.1

0.18

0.36

0.63

1.1

The Mediation budget in 2017 totalled
1.56 million euros, 0.87 million of which (nearly 56 %)
allocated solely to consumer mediation. More than
70 % of this budget (unchanged from 2016) is spent
on the Mediator staff's wages, employer
contributions included.

GRAND
TOTAL

"Consumer mediation" amount

ENGIE Group Mediation service to provide
training on its activity in order to heighten
awareness of its benefits, even externally. In
addition this offers a new perspective on its
practices and thereby fosters a process of
continuous improvement. Given this complementarity, the team's members can draw on
the knowledge and know-how of their teammates when faced with a specific issue. This
fosters natural solidarity and real harmony
at work.

end, the parties must be convinced that the
mediation process is impartial, with no initial
standpoint in favour of either party, and that
it will do its utmost to consider the case with
an open mind in order to be able to deal with
it. Trust is thus one of the keys to achieving
this objective.

What is the right frame
of mind for conducting
mediation?

It should also be noted that in addition
to their area of specialisation, the Mediator's staff all receive the same training to
ensure they have a common set of skills.
This helps them adopt certain reflexes and
the working modes they need to carry out
mediation. In-service training is also provided
to enable them to adapt as best they can
to the requirements of a job dealing with
claimants. Being receptive is thus at the
heart of basic and in-service training, and is
a much sought-after faculty among staff who

One of the ENGIE Group Mediator's priorities is to establish or even at times regain
the trust of claimants. Even when a dispute
does not result in an amicable outcome, it is
essential to be able to renew the dialogue
with and between the various parties to
the dispute. Trust fosters dialogue, the prerequisite for any form of mediation. To that
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What training do
the mediation team's
members receive?

The VADEMECUM
The Mediation team members
have a digital training and information
tool called Vademecum.
This knowledge and know-how base
is put at the disposal of the Mediation
team for consumer mediation in
the field of energy. The tool is enriched
to reﬂect developments in the energy
sector and in regulations.

join the team. It is important to be able to
garner information from claimants, but also
their resentments, and do so with an open
and unbiased mind. A sympathetic ear with
complete impartiality is one of the keys to
well-handled mediation.
The ENGIE Group Mediation service does
one's utmost to create an environment conducive both to the people who work there
and to the activity itself. Both are perceived
as inseparable and that is why in 2017, just
like in previous years, the Mediator continued
to regard his team as central to his ambitions.

15

T H E A P P L I C AT I O N
F O R M E D I AT I O N

Flexibility
serving alternative
dispute resolution
Review of the steps followed by the Mediator in connection
with an admissible application for mediation.

1

2

The Mediator
assigns the case
to one of the mediation
officers in his team.

3

He then contacts the interested parties.
Vis-à-vis the claimant, this is nearly always done by
telephone; for parties internal to the company, opt for
e-mail. The aim is to ascertain with them that they share the
principles and values of ENGIE Group Mediation. This stage
concludes with a letter of confirmation sent to the claimant
confirming the mediation process.

The mediation officer asks
each party to send him all the
evidence needed for a full
and independent analysis of
the mediation case. At the request
of either party, he can send on all
or part of the case file.

4

5

The mediation officer submits his thoughts to
the Mediator together with the supporting documents.
The Mediator then proposes one or more solutions to the
dispute within no more than 90 days. However,
this deadline may be extended for particularly complex
cases. In which case the Mediator duly informs
the parties that the deadline has been extended.

The Mediator's proposed solution is presented to
the parties who decide whether or not to accept it.
These exchanges of views may entail some
adjustments to the solution. The Mediation service
and the claimant agree on a deadline for accepting
or refusing the solution. The average deadline is
roughly two weeks. However, on a case-by-case
basis and at the request of the claimant, this deadline
can be extended to facilitate convergence towards
a shared solution.

6
The Mediator then ratifies the mediation
solution in writing. He then ensures that it
is implemented by the party concerned.
And he informs the claimant of the effects
of the adopted solution.

7
The Mediator organises a claimants
satisfaction survey following the
treatment of their case, to enable
the mediation service to improve its
process.

THROUGHOUT THIS PROCESS THE MEDIATOR REMINDS THE PARTIES THAT THEY ARE FREE TO WITHDRAW AT ANY TIME.
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ENGIE

REC O MMENDA TIO N S

OUR
RECOMMENDATIONS
OPPORTUNITIES
FOR PROGRESS PROPOSED
BY THE MEDIATOR

13
NEW
RECOMMENDATIONS
WERE MADE BY
THE MEDIATOR FOR
THE YEAR 2017

O U R R E C O M M E N D AT I O N S

In 2016,
the recommendations
were very well followed
All year long the Mediator discusses with the ENGIE Group's
divisions and consumer organisations to define areas for
improvement of the company. The outcomes of measures based on
the eleven recommendations made by the ENGIE Group's Mediation
team in 2016 are very encouraging.

THE 2016 ASSESSMENT
82 %

of the recommendations made in 2016
already applied

18 %

of the 2016
recommendations not
applied (see explanation
below)

0%

of the 2016
recommendations in
the process of being
implemented

A note concerning recommendations
that were not implemented:
The two recommendations that were not implemented concern social tariffs. In 2018,
the State rolled out the energy cheque nationwide following a trial phase in four departments
(Ardèche, Aveyron, Côtes-d’Armor and Pas-de-Calais) in 2016 and 2017. As a result, social
energy tariffs were scrapped on 31 December 2017 and replaced with the energy cheque.
These two recommendations have thus been cancelled as of right by the State's decision to introduce
the energy cheque and scrap social tariffs gradually from January 2018.
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GRDF

France B2C

Happ-e

---

---

---

CUSTOMER CARE,

BILLING & CONSUMPTION

BILLING & CONSUMPTION

ADVICE AND GUIDANCE
---

“Allow customers resident
abroad to be called for
an appointment”

---

---

“Remind the payment collection
providers that they should avoid
chasing up customers whose
complaints are being handled
at consumer service level or by
the Mediation department”

“Happ-e offer: issue proof
of payment when customers pay
their Happ-e bill online
and by bank card”

E&C / Ecometering /
Teksial

ENERGY EQUIPMENT
---

“Memorise meter
details when changing
the meter”

BILLING &
CONSUMPTION

---

---

CUSTOMER CARE, ADVICE AND GUIDANCE,

“Take into account debt
write-off plans in the final
settlement bill”

COMPLAINTS FOLLOW-UP
---

“Individualised heating
costs offer (IFC)”

CUSTOMER CARE, ADVICE
AND GUIDANCE
---

“Inform business customers
of their conversion
factor”

CUSTOMER CARE, ADVICE
AND GUIDANCE
---

“Create a status/header in the letter
sent by the platform that informs
the beneficiaries of the TPN*
or TSS** social tariffs”

ENGIE Home Services
--CUSTOMER CARE, ADVICE
AND GUIDANCE
---

“ENGIE Home Services,
improving customer
satisfaction”

BILLING & CONSUMPTION
---

“Bill insurance”

CUSTOMER CARE, ADVICE
AND GUIDANCE
---

LEGEND
IMPLEMENTED

“Improve the TSS renewal
process for collective heating by
harmonising ENGIE procedures
and the platform concerned”

NOT IMPLEMENTED

* TPN: basic needs tariff (electricity)
** TSS: special solidarity tariff (natural gas)
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In 2017,
precise and targeted
recommendations
In 2017 most of the reasons for cases referred to the ENGIE
Mediator were the same as those in 2016. Billing and usage issues
make up the bulk of complaints handled by the ENGIE Group
Mediation service.

RECOMMENDATION:

BILLING
AND USAGE
—

The energy bill should clearly show
certain details, in particular the period of usage, and specify whether
the billed usage is estimated, actual
or based on a meter reading provided
by the customer, as explained in the
ministerial order of 18 April 2012 on
energy supply bills.

"Inform the customer of
the new amount of his
monthly payment after he
has cancelled one energy
in his dual contract (gas
+ electricity)"
OBSERVATION:

"Nature of the meter
reading (actual or
estimated) not specified on
the electricity bill"
OBSERVATION:

The Happ-e bill does not show the
difference between estimated and
actual usage in the summary on the
bill, which can confuse the customer.
Example: when the estimated meter readings are less than the actual
readings, the bill summary gives the
customer the impression that usage
is much higher at the end of the regularisation period than when the bill is
based on actual meter readings. This
is confusing and causes dissatisfaction for the customer who wants to
optimise usage.
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"Always state peak hours/
off-peak hours on the
electricity bill"
OBSERVATION:

Happ-e does not always state
peak hours/off-peak hours on the
electricity bill. The bills should therefore be modified accordingly to make
them easier to understand for claimants.
RECOMMENDATION:

If the customer cancels the gas
or electricity part of his dual contract, the ENGIE's current procedure does not make provision for
informing the customer in writing or
verbally of the amount of his new
monthly payment. The monthly payment plan is not re-issued after partial cancellation of a dual contract.
RECOMMENDATION:

If the customer cancels the gas
or electricity part of his dual contract, ENGIE must send the customer the new monthly payment
plan in writing.

The energy bill should clearly
show the commercial designation
of the customer's contract as well
as any options and different tariff
hours, as stipulated by the ministerial order of 18 April 2012 on energy
supply bills.

ENGIE

"When changing a
FideloConso contract to a
Vertuoz Habitat contract,
the supplier must ensure
that the meter readings
transmitted for billing
purposes are consistent"

"For a commonhold,
make sure the managing
agent is aware of the
meter-reading difficulties
experienced by the
distributor"
OBSERVATION:

OBSERVATION:

"On a bimonthly bill, the
wording on the first page
(‘Your billed usage’) is
incorrect in certain cases"
OBSERVATION:

On a bimonthly bill issued when
the distributor takes a meter reading, the usage stated on the first page
of the energy bill in the box headed
"Your billed usage" does not match
the actual usage in the period concerned. This causes customer dissatisfaction and casts doubt on the good
working order of the meter.
RECOMMENDATION:

A bimonthly bill based on an actual meter reading states in the box
headed "Your billed usage" a usage
matching the balance of usage owed
for a six-month period. Therefore the
"Your billed usage" box on the first
page of the bimonthly bill should be
correctly labelled, i.e. "… you have
been billed for x kWh…" instead of
"… you have used x kWh…".
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When switching a FideloConso
offer to Vertuoz Habitat, the meter
readings on cancellation then activation can be inconsistent, resulting in
incorrect billing.
RECOMMENDATION:

ENGIE must ensure that the Vertuoz Habitat contract procedure
implemented following a FideloConso offer is followed by all the
companies concerned: the metering
companies (Ecometering) and the
billing companies (Teksial).

The managing agent of a block
of flats contacts the supplier to
contest a bill that is too high. The
distributor says it has not been able to
access the meter for 15 months. This
was because the meter cabinet had
been padlocked. So the distributor
could only base its billing on estimated usage.
RECOMMENDATION:

For a commonhold, make sure
the managing agent is aware of
the meter-reading difficulties experienced by the distributor. For
a commonhold, the address for
billing usage is often different from
the managing agent's address. The
supplier must therefore be sure to
give the distributor the right contact
address so that the latter can inform
the managing agent of its processes,
more particularly if the meter cannot
be accessed.
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And yet it is important to reiterate that
the applicable usage billing processes
are correctly applied by the suppliers.
This applies in all three cases (estimated usage; customer's reading taken
into account in the 1st intermediate bill;
customer's reading taken into account
in the 2nd intermediate bill).

CUSTOMER CARE,
ADVICE AND
GUIDANCE
—
Page 1 sur 1

"Make timely payment
of compensation after a
mediation solution has
been adopted"
OBSERVATION:

The mediation solution is accepted
by the claimant and ENEDIS, and
the ENGIE Group Mediation service asks ENEDIS to implement it.
But the claimant receives the compensation payment three months
later. Both the claimant and the Mediation service consider this payment
time too long.
https://www.myelectricnetwork.fr/documents/403416049/478504313/Logo+Enedis+-... 23/02/2018

RECOMMENDATION:

When a mediation solution agreed
with distributor ENEDIS is implemented, the latter should follow
the procedure in force, i.e. make
the compensation payment to the
customer within no more than three
weeks of the ENGIE Group Mediation
service's request to have this solution
implemented by electricity distributor
ENEDIS.
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"Provide information, for
instance in the suppliers'
Q&A, about the billing
method for the M@ Relève
offer"
OBSERVATION:

Call centre agents must be in a position to give detailed explanations
about the M@ Relève offer when an
ENGIE customer asks them for details of does not understand certain
estimates on the bill. To that end the
Q&A and the explanatory sheet concerning the M@ Relève offer should
be updated on the supplier's web site,
as should the scripts of the call centre
agents (to enable them to refer to the
sheet in the Q&A).
It is worth noting however that the
progressive roll-out of smart meters
should resolve these difficulties, which
are inherent to the fact that meter readings are not as yet frequent enough to
enable accurate monthly billing.
RECOMMENDATION:

The Mediation service recommends
supplementing the information on
the M@ Relève offer in the explanatory sheet on the web site and in the
suppliers' Q&A. More specifically, the
following measures should be taken:
- Clarify the uncertainties (normal)
regarding certain parameters taken
into account in the billing (frequency
of tariff changes and knowledge of the
conversion factor, which presuppose
monthly usage estimates notwithstanding bimonthly billing);
- State the rules applied to calculate
each bill, which in accordance with the
ministerial order on energy bills can
explain why certain figures, in particular for low usage, can be approximate
(due to rounding rules).

ENGIE

CONTRACT
—

"Ensure that maintenance
contracts are properly
drafted for individual
central heating
installations when such
contracts are offered
under a contract entered
into with a single-family
home builder"

ENGIE_home_services
gradient_BLUE_PANTONE
22/10/2015

24, rue Salomon de Rothschild - 92288 Suresnes - FRANCE
Tél. : +33 (0)1 57 32 87 00 / Fax : +33 (0)1 57 32 87 87
Web : www.carrenoir.com

RÉFÉRENCES COULEUR

PANTONE PROCESS CYAN C

OBSERVATION:

For a purchase of a new build from
a single-family home builder, ENGIE
Home Services was instructed to activate heating equipment. When the technician arrived, documents were handed over to the claimant, who through a
consumer association representing him
challenged the value of the contract.
RECOMMENDATION:

In respect of an agreement with a single-family home builder, make sure
the proposed maintenance contract
is properly drafted when bringing individual central heating installations into
service. The company must follow the
standard processes in place for taking
out maintenance contracts as part of
a wider agreement with a single-family home builder. For it to be valid, the
company must also make certain modifications to the form of such contracts
and their wording, which ENGIE Home
Services has accepted.
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"Send the customer a
specific document (letter
or e-mail) informing him of
the forthcoming renewal
of his contract and his
right to cancel it, for
maintenance contracts
taken out as part of an
overall agreement entered
into with a single-family
home builder"

ENGIE_home_services
gradient_BLUE_PANTONE
22/10/2015

24, rue Salomon de Rothschild - 92288 Suresnes - FRANCE
Tél. : +33 (0)1 57 32 87 00 / Fax : +33 (0)1 57 32 87 87
Web : www.carrenoir.com

RÉFÉRENCES COULEUR

PANTONE PROCESS CYAN C

CUSTOMER
RELATIONSHIP
—

OBSERVATION:

For a purchase of a new build from
a single-family home builder, ENGIE Home Services was instructed
to activate heating equipment. When
the technician arrived, contractual
documents were handed over to the
lady claimant for implementation of a
maintenance contract. The claimant
subsequently received a bill informing
her of the forthcoming renewal of her
contract. Through a consumer association representing her, she challenged
the form of the contract.
RECOMMENDATION:

In such cases, the company should
better inform the customer by setting up a new process to ensure
that rules governing renewal by tacit
agreement are fully observed. Within
the framework of an agreement entered
into with a single-family home builder,
ENGIE Home Services must send a
letter or e-mail specifically addressed
to the consumer informing them of their
right to terminate the contract before
the date of renewal, and not do so on
the bill, as was indicated previously.

"Systematically
photograph the reading
on the old meter when
changing the meter
(likewise when installing
smart meters)"
OBSERVATION:

The dispute concerned the billing
of natural gas usage following an
error in estimated usage made by
distributor GRDF when changing
a gas meter, who forgot to take a
reading on the old meter before removing it.
RECOMMENDATION:

When changing a natural gas meter, distributor GRDF, in accordance with its current procedures,
has the final and initial meter readings and enters the change in the
computer on the date closest to the
actual date, so that the customer's
actual usage can be billed.
So with a view to safeguarding this
procedure, recommend systematically taking a photograph of the old
meter on removal, as provided for in
connection with the roll-out of smart
meters.
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RECOMMENDATION:

"Improve customer
information in the event
of an incident on the
network"

ENERGY OFFER,
ENERGY EFFICIENCY
PREMIUM
—

OBSERVATION:

A business customer suspected
a failure of its heating equipment
and called in a technician to repair
it. The technician realised that the
gas supply had been cut off. Distributor GRDF then explained that
an incident had occurred a few days
earlier and that as a safety measure the gas had been cut off in the
whole district. The reason for the
complaint was that the technician
billed the claimant for his call-out.
The latter considers that these costs
are the responsibility of GRDF and
should therefore be covered by the
distributor.
RECOMMENDATION:

The Mediator recommends that
GRDF improve its communication
vis-à-vis its customers in similar
cases. So in order to improve its
disconnection information service
whereby customers can be kept informed of the latest developments,
either directly or by subscribing to
e-mail or SMS notifications, GRDF
should use the customer data at its
disposal to warn them proactively by
e-mail or SMS.
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The Mediator recommends that
ENGIE suppliers communicate
more clearly about the conditions
governing energy-saving premiums from the estimation phase.
Three recommendations are put
forward:
- Improve information for consumers on the ENGIE site about energy
efficiency certificates and the eligibility rules and changes in premium
schedules;
- propose on the web site a simulation of eligible premiums according
to the planned works that can be
printed out or saved, as a record
that at the same time can facilitate
dispute resolution;
- Remind partners to observe deadlines for submitting energy efficiency
certificates to ENGIE for payment of
the premiums.

"Enhance procedures
and communication
concerning requests for
energy-saving premiums
as part of energy
efficiency certificates"
OBSERVATION:

When consumers carry out energy-saving works within the
framework of regulatory provisions concerning energy efficiency certificates, they are aware
of the premium system put in place
by the suppliers that, subject to certain conditions, can fund part of the
works. This is something that certain consumers who have referred
to the Mediator do not understand.
On the other hand, that is why, even
though they have or think they have
met the said conditions, supplier ENGIE refuses to grant them the said
premium.

ENGIE

THE ECOSYSTEM

The ecosystem
To fulfil his mediation duties, the ENGIE Group Mediator is part
of an ecosystem that includes numerous parties to legitimise,
inform and organise his activity.
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CHA PTER 2

OUR
ACHIEVEMENTS
AN EFFICIENT PROCESS
THAT SATISFIES

+94 %
THE NUMBER OF
REQUESTS FOR
MEDIATION SUBMITTED
TO THE MEDIATOR ROSE
BY 94 % BETWEEN 2016
AND 2017
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ENGIE

INTERVIEW

How do you rate the
Mediator's performance in
2017?

What exactly is this method
of operation?

Nadège Lefeuvre: As in 2016, the

made it easier and quicker to monitor
key performance indicators. Obviously
a mediation service is not sales-driven
and has no targets to meet, but it is important that everyone is mindful among
other things of processing times, the acceptance rate of solutions… And then
every Friday, the Mediation department
reviews the progress of ongoing cases. We know that this monitoring has a
beneficial effect on the commitment and
motivation of our staff.
Joëlle Varennes: We have also
introduced monthly quality committee
meetings. At these meetings we assess
our results and think of ways to improve
processes. For instance, when in the
summer of 2017 we observed a sharp
rise in the number of referrals inadmissible for mediation, we decided to re-design our online form.
F. D.: The claimants also contribute to
the efficiency of mediation. After the new
form went online, several claimants reported an error message that appeared
when they submitted the form. They
gave precise details (screenshot of the
error message, details of the browser
they used, etc.). With all this information
we located the cause of the problem and
corrected it.

main indicators monitored by the Mediator are good or even better: our mediation case processing times and rates
of acceptance by the parties of the proposed solutions continue to improve, as
does the satisfaction of claimants. These
indicators are monitored on the one
hand because the Consumer Code so
requires and on the other hand because
they serve to assess the smooth running
of a mediation service, in other words to
determine whether the service meets the
expectations of claimants and maintains
a sufficient level of quality to sustain the
confidence that claimants can have in
the Mediator.

To what do you attribute
this improvement year
after year?
N. L.: Several factors account for these

Fabrice Durand: First of all, our CRM

Performance at
the heart of the
mediation
process
The acceptance rate for
the solutions we propose
and the percentage of
satisfied claimants
continues to improve
against a backdrop of
higher volumes handled
by the ENGIE Group
Mediation service.

results in my view. First of all, you should
be aware that the Mediator Jean-Pierre
Hervé motivates his team by setting a
twofold objective: handle a growing
number of cases while maintaining
claimant satisfaction. The number of
JOËLLE VARENNES,
requests for mediation started growing
NADÈGE LEFEUVRE,
in 2015. The ENGIE Group Mediation
FABRICE DURAND
team then organised itself to deal with
Is efficiency a team
them. We launched formative projects,
question?
like our CRM software package (claimant
files management), which facilitates case
N. L.: I believe that the composition
R E S P E C T I V E LY M E D I AT I O N O F F I C E R S A N D
M E D I AT I O N S U P P O R T O F F I C E R S
follow-up and reporting. Subsequently
and the very functioning of our team fulthe team focused on value-added acly contribute towards our efficiency and
tivities and decided to outsource the scanning of referral letters and
performance. We are a small and closely-knit team: when a mediation
their integration into our computer tool, for instance to a third-party
officer has a problem with a case, he does not hesitate to seek the
provider. Finally, a method of operation based on "continual improveadvice of his colleagues and/or the Mediator. Furthermore,we have
ment" was put in place.
also established team recruitment, induction and training processes
geared to our needs. Our colleagues are on-boarded when they join
us and thus become proficient and self-reliant very quickly. And we
don't intend to stop after such a good start! For 2018, we already
have new ideas…

The composition and functioning
of our team fully contribute towards
our performance.
MEDIATOR'S REPORT 2017
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An efficient process
that satisfies
Number of requests and mediation cases,
the profile of claimants, handling times and
satisfaction of claimants: a review of the ENGIE
Group's mediation team's activity in 2017.

As a general rule, the claimant receives a letter
confirming receipt of the complaint within forty-eight hours; if the claimant has contacted
the wrong body, the letter also specifies the
entity to contact, based on the information in
the possession of the Mediation department.
The different stages of the process and the
different cases that arise are presented in the
section headed "The mediation admissibility
process" p.16.
In most cases, it is the customer who directly appeals to the ENGIE Group's Mediator.
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59 %

of claimants found out about the
Mediator on the Internet

2,588
2013
2013

2014
2014

Complaint

2015
2015

3,093

5,986

ANNUAL NUMBER OF REQUESTS BY TYPE

4,301

- customer services (level 1) or national consumer services (level 2) have responded to
the complaint by responding to the customer
(on a durable medium) or did not respond
within two months;
- the customer is dissatisfied with the response (in which case a dispute arises);
- the claimant files an application for mediation with a view to achieving an amicable
resolution to the dispute as a last resort.

However, if ENGIE Group's companies are
at deadlock with the claimant, they can also
refer the matter to the Mediator. That notwithstanding, the consumer's agreement must
always be sought if the dispute is submitted
for mediation.

4,788

hen the ENGIE
Group Mediator
receives a request
for mediation, he
initially examines
it to check that it
falls within his remit. In accordance with the
Consumer Code and the contractual provisions between ENGIE and its customers, the
Mediator intervenes in cases where:

2016
2016

2017
2017

Mediation

ENGIE

REQUESTS FOR MEDIATION IN B2C
Eligible requests for B2C mediation by subsidiary

90.5 % ENGIE Particuliers
4.1 % ENGIE Happ-e

366

2.7 % ENGIE E&C FideloConso
1.6 % Engie Home Services
1.1 % ENEDIS (ex-ERDF)

Eligible requests for B2C mediation by reason
61.3 % Billing
& Usage
20.8 % Payment
6.0 % Contract

366

4.9 % Energy offer
3.8 % Technical distribution
2.7 % Complaint follow-up
0.5 % Energy equipment

A rise in mediation requests
and appeals
As in 2016, the number of requests to the
Mediator rose in 2017 to 5,986 (+ 94 %
compared with 2016 and +131 % compared with 2015). Correlatively, the number
of mediation processes also increased, totalling 395 admissible cases in 2017 (+17 %
compared with 2016).
This upward trend is the result of three changes:
systematic referral to the Mediator in
all ENGIE Group entities further to the Mediator's work with all divisions of the Group's
B2C market in France;
the gradual simplification of the Me-
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diator referral process (in particular via the
Internet) and better information for claimants
from ENGIE Group entities, in accordance
with the Mediator's past recommendations;
as mediation becomes widespread in
France and Europe, customers are more
demanding as regards information, and the
quality and rapidity of service from their suppliers.

Private individuals still
represent the majority of
claimants
This year, the Mediator has worked even
more with ENGIE Group entities to promote recourse to mediation. Despite the
diversity of mediation cases, most claimants

are still domestic customers (93 %, or
366 of the 395 requests received). Followed by business customers, who represent 4.6 % of requests for mediation.

ENGIE Particuliers (domestic
customers division): 90.5 %
of mediation cases are B2C
The ENGIE Particuliers subsidiary,
which handles several million customers and contracts, is extensively
cited: 90.5 % of B2C mediation cases
received by the Mediator concern it. The
remaining 9.5 % of mediation cases are
divided up among ENGIE subsidiaries
Happ-e, ENGIE E&C FideloConso, ENGIE
Home Services and ENEDIS (see graph
above).

Billing and payments, the most
common grounds for disputes
As in 2016, mediation cases predominantly concern billing or payment problems
(82 % in 2017 against 77 % in 2016) relating
to gas and electricity consumption (including
meter problems). The "energy offer" category,
which concerns claims in connection with the
content of the offer, tariff strategy and energy taxes in particular, has slightly increased
(5 % against 4 % in 2016). On the other hand,
all other grounds for mediation declined in
2017. Finally, the FideloConso offer, a new
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REQUESTS FOR B2C MEDIATION REJECTED
25 cases out of 366 (6.8 %) were rejected
for the following reasons:

25

11: referred on to the NEM by the Mediation department
6: the claimant chose the NEM
4: applicants could be contacted and lack
of understanding of the application
2: mediation refused by the claimant
2: mediation refused by the Mediator

84 %

of mediation cases were processed
in under 3 months

cause for disputes in 2015, is still a significant
source of complaints, albeit less so in 2017,
with only 10 mediation cases (the same as
in 2015) against 16 in 2016. This offer consists in individualising heating and hot water
costs for housing units with collective heating
by natural gas. For this offer, since 2015 the
ENGIE Group Mediation service has made
a number of general recommendations that
are beginning to bear fruit. Concerning mediations cases from supplier ENGIE Particuliers
(ex-DolceVita), most of the reasons for refer-
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rals to the Mediator are the same as those in
2016: disputed usage, faulty meters or incorrect meter readings, and finally problems
concerning the payment of energy efficiency
certificate premiums.

diation team handled 366 mediation cases,
15 % more than in 2016 (319), which break
down as follows:

B2C mediation case handling
times: quality maintained!

• including 312 with a response to the
claimant:
• 279 with acceptance of the solution
(against 223 in 2016)
• 33 with rejection of the solution (against
40 in 2016);
• including 11 aborted mediation processes.

Despite the rise in mediation cases for
three years running, in 2017 the Mediator
maintained the quality levels and completion times he set himself in December
2014, namely processing virtually all cases
within two months of receiving the request.
You will recall that the deadline set by the
Consumer Code is three months.
In 2017, out of the 366 applications for B2C
mediation received1, 341 (against 290 in
2016) went to mediation and 25 (against 27
in 2016) were dismissed. In 2017 the ENGIE
Group's Mediation team also handled 25 mediation cases concerning requests received
in 2016. So in 2017, the ENGIE Group's me-

323 mediation cases closed:

43 mediation cases still being dealt
with at the beginning of 2018.
The proportion of "rejected" B2C requests
for mediation is down on 2016 (25 in 2017
against 27 in 2016, representing 6.8 % of
applications for mediation). The reasons for
rejection of these 25 requests, summarised
in the graph opposite, are as follows:

ENGIE

2 requests which fell outside the Mediator's remit; so the percentage of disputes
refused1 by the ENGIE Group Mediator was
0.5 % in 2017;

1 mediation case was dropped by the
Mediator: during the mediation process the
claimant wished to take the matter to the
courts, which ended the mediation process;

4 requests where the claimant could not
be contacted, and the dispute was not explicit
in the person's initial request, so it could not
be defined;

9 mediation cases wee outside the remit
of the ENGIE Group Mediator: 3 requests had
already been in mediation with the NEM and 6
did not concern ENGIE Group services;

11 requests for mediation referred on to
the National Energy Mediator (NEM), pursuant to the agreement signed with the ENGIE
Group Mediator in 2015;

1 mediation case was being heard by a
court, a situation that was revealed during
exchanges with the Mediator.

6 requests for which the claimant chose
the NEM after applying simultaneously to both
Mediators;
2 requests for mediation were withdrawals
of the requests for mediation by the claimant
during the first telephone contact with the ENGIE Mediation service.
11 mediation cases were interrupted in 2017,
making 3.0 % of accepted applications for
mediation (vs 0.6 % in 2016). The causes are
as follows:

The average resolution time for a mediation case1 was 59 days in 2017. 55 % of
mediation cases were settled in under 60 days
and 84 % in under 90 days (the most complex
ones). The complexity of the latter was due
among other things to:
technical difficulties requiring independent
appraisal (requests for thermal diagnosis for
instance, legal appraisal);
personal problems requiring third-party
intervention, like a social worker for instance.
Certain claimants also wanted to wait for the

+15 %

In 2017, the ENGIE Group Mediation
department handled 15 % more
mediation cases than in 2016

1.SEE THE CORRESPONDING CRITERION IN THE TABLE ENTITLED "QUALITY CRITERIA OF DECREE 2015-1382" DATED 30
OCTOBER 2015 P. 31.

DECREE NO. 2015-1382 OF 30 OCTOBER 2015 ON CONSUMER
DISPUTE MEDIATION (B2C)
Criteria

Definitions

a/ The number of disputes referred for mediation Number of mediation cases and reasons (type of complaint)
and the reason for the dispute

Value/Rate
2017
366

c/ The proportion of disputes refused for % of mediation cases rejected = Requests not referred to mediation 0.5 %
mediation and an assessment (expressed as a "refused by the Mediator" outside his remit/Total mediation requests
percentage) of the different reasons for refusal
received
d/ The percentage of interrupted mediation pro- % of mediation cases interrupted = Aborted/processed mediation cases 3.0 %
cesses and the main reasons for such interruption;
e/ The average time required to resolve disputes Average dispute resolution time
in days
h/ For mediators paid or employed exclusively
by a professional, the percentage of solutions
proposed in favour of the consumer or business,
and the percentage of disputes resolved with an
amicable solution

59 days

% of solutions in favour of the claimant = (mediation cases accepted + 94.9 %
rejected - referral to the NEM - Refusals by the subsidiary)/(mediation
cases accepted and rejected)
% Solutions in favour of the claimant = % satisfied with the ENGIE Group 85.0 %
Mediator's intervention in 2017
% of disputes resolved amicably = mediation cases accepted/(mediation 89 %
cases accepted and rejected)
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AGREEMENT BETWEEN THE NATIONAL ENERGY MEDIATOR
AND THE ENGIE GROUP'S MEDIATOR

As provided for by the agreement
signed between the National Energy Mediator (NEM) and the ENGIE
Group Mediator, an assessment
was made of its operational implementation, as every year. The
agreement's provisions included:
each Mediator highlighting the
contact details of the others to inform
consumers of their possible options of
recourse and choose their Mediator;
reciprocal transfers of cases they
cannot handle because they fall outside their remit;
carry out an annual assessment
of the agreement and publish the assessment in each Mediator’s annual
report.

All these criteria have been met, as:
Concerning their respective contact details:
• both Mediators refer to the other on
their web site;
• both Mediators have put the signed
agreement online;
• in addition, the ENGIE Group's Mediator has informed claimants who
apply to him, both in his replies by letter and by e-mail, that they also have
the option of recourse to the National
Energy Mediator.

when claimants have submitted their
case to both of them simultaneously;
• lastly, and as also provided for by
the energy code (article L. L122-1), the
National Energy Mediator has handled
the cases of claimants who applied to
him because they disagreed with the
amicable solution proposed by the
ENGIE Group Mediator.

Concerning transfers of cases:
• the Mediators have transferred
cases outside their remit to the other
Mediator;
• they have also queried each other,
and transferred cases where relevant,

More specifically, the following cases were transferred in 2017:
(Source: ENGIE Group Mediation)

Claimants who applied
to two mediators in
parallel or whose case
was first submitted to
the NEM

Claimants submitting
their case to the NEM
after mediation by
ENGIE

11 changes in supplier or

6

16

3 business customers
2 domestic customers with

0

Outside remit/
competence

from the ENGIE Mediator
to the NEM

From the NEM to the
ENGIE Mediator

another supplier involved

an energy service offer
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next bill to see whether the problems had
been resolved and/or whether the technical
situation had been regularised (due to the
customer's loss of confidence in the supplier
or distributor).

For claimants whose requests were handled
by the ENGIE Mediation service (a 29 % response rate, 68 responses out of 235 investigations), we noted an improvement in their
satisfaction concerning:

89 % of the disputes were resolved by amicable agreement this year (against 85 %
in 2016).1 This rise is explained among other
things by the strong commitment of the ENGIE Group Mediation service to reaching a fair
agreement between both parties. Mediation
cases with refusals of the solution fell slightly
in 2017 to 11 % (against 15 % in 2016).

comprehension of their dispute: 84 % in
2017 (vs 66 % in 2016);

Mediator solutions in favour of the claimant represented 93.9 % of all cases
(against 97.3 % in 2016). This percentage
is consistent with the reasoning set out in the
2015 annual report and presented in February
2016 to the Consumer Mediation Assessment
and Control Commission. When the claimant
and the supplier accept the solution proposed
by the Mediator, it is adopted in most cases.
With regard to solutions that were refused,
only 16 claimants decided to pursue the matter with the National Energy Mediator (NEM),
without for all that achieving a different outcome to their dispute. As for ENGIE entities,
they apply 100 % of the solutions proposed
by the ENGIE Mediator. On the other hand,
if one considers that the percentage of
solutions proposed in favour of the claimant reflects satisfaction in the Mediator's
work, the percentage is 85 % (see the ENGIE Group's Mediation department's 2017
satisfaction survey).
That is why the ENGIE Mediator suggests
that this percentage should be defined more
precisely and standardised in a future version
of the decree concerning the mediation of
consumer disputes.

Satisfaction of the claimant,
a constant concern
Every year since 2009 the ENGIE Group's
Mediation team has polled claimants to
measure their degree of satisfaction about
the handling of their cases. These are the
main results.
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the quality of the dialogue during examination of the case: 88 % in 2017 (vs 76 %
in 2016);
the quality of the solution proposed to
resolve the dispute: 71 % in 2017 (vs 55 %
in 2016).
Overall, the rate of satisfaction with the Mediator's intervention is still high and rose in 2017;
85 % of claimants said they were satisfied with
the mediator's intervention (against 75 % in
2016). This improvement in claimant satisfaction is accounted for by the commitment of
the Mediation team to unravelling the cases
they handle, while claimants continue to have
more exacting demands.
This level of demands on the Mediation service explains why 89 % of claimants accepted
the proposed solution to their dispute.

Intervention
At a plenary meeting of
the Club des Médiateurs
de Services au Public
(Public Service
Mediators’ Club), of
which the ENGIE Group
Mediator is a member,
Mr Jean-Christophe
Gayet, member of the
national association of
district judges, made a
speech about the
articulation between
the district judge and
alternative dispute
resolution methods.

1. SEE THE CORRESPONDING CRITERION IN THE TABLE
ENTITLED "QUALITY CRITERIA OF DECREE 2015-1382"
DATED 30 OCTOBER 2015 P. 31.
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OUR
CHALLENGES

A VIRTUOUS CONTINUAL
IMPROVEMENT
PROCESS

4
MAJOR CHALLENGES
HAVE BEEN IDENTIFIED
BY THE ENGIE GROUP
MEDIATION
SERVICE
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INTERVIEW

Why does the question
of smart meters have so
much resonance at present?

What are the main reasons
for customer complaints?

Allison Macé: As business mediators, the members of the EEMG are in direct contact with issues experienced by
customers on the energy market. Lately
we have noted an increase in requests
for mediation concerning smart meters.
This is not a trivial matter. The roll-out of
these meters is already well advanced,
if not completed in certain countries.
Meter installation itself and operation
of these new devices raise questions.
New issues are emerging, concerning
the specific features of these meters.
This is a major paradigm shift. You
will recall that Directive 2009/72/EC of
13 July 2009 concerning common rules
for the internal market in electricity states
that 80 % of electricity consumers in the
European Union will be equipped with
smart meters by 2020. This accounts
for the various questions customers are
asking themselves, and the importance
of the debate on this issue, which is
wholly relevant today.

What benefits do these
new meters bring?

Smoothing
the way
towards smart
meters
The members of the
European Energy
Mediators Group (EEMG)
speak about the
deployment of smart
meters in the European
Union.

ALLISON MACÉ

A. M.: They are varied. They concern
both the deployment of smart meters
and their operation. For instance, some
concern installation issues, like an inversion of meters or a faulty connection
causing electrical damage or power
cuts. The issue of the meter's functionality is also often raised. For instance,
sometimes the installed device is located
an area with limited coverage, so meter
data and readings cannot be transmitted
remotely. Meter transmission errors can
also occur, requiring the publication of
estimated rather than actual readings.
Finally, the greater precision of smart meters can lead to higher bills, because the
old meters were less sensitive to power
overshoots.
The question of electrical sensitivity,
and the lack of information available for
customers in this respect, also arises
very often in cases handled by EEMG
members.

What is the EEMG's
standpoint with regard to
customer dissatisfaction?
A. M.: By virtue of their remit as me-

diators, EEMG members can offer individual solutions for the cases referred
MEMBER OF THE GENERAL
energy market participants. Customers
to them. Such cases also give them a
S E C R E TA R I AT O F T H E E E M G
will now be able to have bills based exmore comprehensive overview of current
clusively on actual meter readings. They
issues and recurrent problems. Through
will also be able to better comprehend
their experience, they are thus in a better
their usage through graphs and hourly curves, and thereby modify
position to make general recommendations to the different energy
their habits to make savings. As for the distributors, they will be able
market participants. These are recommendations that offer potential
to phase out manual readings, better detect power cuts or faults in
sources of improvement and concrete solutions for remedying certain
the electrical installation and better manage electricity resources.
difficulties encountered in cases, and thereby smooth the transition
Lastly, suppliers will now be able to offer evolving prices.
towards smart meters. For the record, these recommendations are
set out in the EEMG's review of smart meters, available for consultation on the ENGIE Group Mediator's web site.

A. M.: The benefits are many, and for all

New issues
are emerging, concerning the specific
features of these meters.
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CHALLENGE 1

Anticipate
the widespread
introduction of
smart meters
The deployment of smart meters,
both for gas and for electricity, started
on French territory in 2017. The ENGIE
Group Mediation service, which has high
expectations of this system, wishes to hear
the views of Vincent Pertuis, Director of
the Gazpar Programme at GRDF for
the beneﬁt of consumers. Interview.

As the ENGIE Group Mediation service has stated on several occasions, in its annual activity
reports in particular, it hopes that the deployment of smart meters will reduce the number
of certain types of dispute. For instance, those
currently concerning meter reading errors, belated
detection of a faulty meter or even a complex billing
system that requires estimates of usage. This year
the ENGIE Group Mediation service is capitalising on
its activity report to take stock of the advantages of
these new meters with Vincent Pertuis.

How did the plan to deploy smart
gas meters come about?

Vincent Pertuis: The plan was launched in 2009,
in response to the expectations of consumers and
energy suppliers, echoed by the licensing authority
and consumer associations. They all stated they were
in favour of reliable metering, provision of accurate
meter readings and new digital services. That was
the starting point for the project, developed under the
supervision of the Energy Regulatory Commission,
and it gradually took shape, thanks to the involvement
of all the interested parties.

Apart from accurate billing
and remote meter readings,
what other benefits are there
for the customer?

V. P.: A smart meter measures the quantities of
gas used and transmits them to GRDF on a daily
basis. Thanks to this automated and remote reading, residential customers, businesses and local authorities can consult these readings online in their
GRDF area (grdf.fr). A precise picture of their gas
consumption then facilitates their demand control
processes.
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What contribution do the interested
parties make this project an
integral part of the energy
transition?

V. P.: Thanks to the mobilisation of local authorities,
landlords, energy suppliers, associations and energy
service companies, access to data usage can result
in energy-saving measures, thereby helping meet
the ambitious energy efficiency targets France has
set itself. ADEME, GRDF and various local players jointly ran experiments in the first 18 months of
deployment. They confirm the potential of energy
demand-side management for customers equipped
with a smart gas meter, provided guidance on the
use of the data is provided by the interested parties1.

How does the smart gas meter ties
in with GRDF's plan for the future?

V. P.: The smart gas meters project is the first building block of the Smart Gas Grids. Efficient and connected, the gas distribution network offers features
adapted to new uses. GRDF is committed on a daily
basis to making this grid, which it operates under
licence, a vector of the energy transition, by optimising its operation and developing ever-greener gas.
1. SMART GAS METERS, A TOOL SERVING ENERGY MANAGEMENT,
DECEMBER 2017

CHALLENGE 2

Adapt to the new
commercial
organisation
for residential
customers
Since 8 January 2018, residential
customers having an energy supply
contract with ENGIE are managed by two
new sales divisions according to their type
of contract. The ENGIE Group Mediation
department has thus adapted its processes
accordingly.

Since 8 January 2018, customers supplied with
natural gas on a regulated tariff are managed by
ENGIE's Regulated Tariff Division; while customers
who have subscribed for a market offer of natural gas
and/or electricity are managed by ENGIE's Consumer
Division.

ENGIE

How has the Mediation service
adapted?
The Mediation service henceforth recommends that the
claimant should attach a bill and specify the energy in
dispute, as well as the related tariff offer (which is stated
on the back of the customer's bill). This helps identify
the division concerned.
The redesigned online form thus allows the claimant
to attach documents and clarify the nature and details
of the dispute, the steps already taken and his or her
contact details. All this information expedites the process of determining whether the claim is admissible for
mediation; if it isn't, the claim is referred to the relevant
division, in accordance with regulations.
When the claimant applies to the Mediation Division
by post, in the absence of information identifying the
division to which the claimant should refer, the Mediation
service replies, also by post, requesting further information, including a copy (both sides) of an energy bill.

CHALLENGE 3

Comply with
new regulations
governing
the protection of
personal data
The European Union's General
Data Protection Regulation (GDPR)
is the new European reference text
with regard to the protection of personal
data. The ENGIE Group Mediation
service anticipated this new regulation
by devoting serious thinking to it very
early on.

What changes for residential
customers?
The complaint-handling process is the same for both
sales divisions, and breaks down into three stages.
Please note: do not send letters of complaint simultaneously to all three departments, write to them in
succession, according to an escalation principle. Only
the addresses of levels 1 and 2 vary according to the
division. For each of the two divisions, the procedure to
follow is specified on the relevant web site:
1st level of referral: the customer service
2nd level of referral: the consumer service
3rd level of referral: the ENGIE Group Mediator, or
directly this level 3 if no written reply to the request
for mediation already sent to levels 1 and 2 has been
received for two months.
And if they so wish, residential customers can file their
requests for mediation concerning offers and services
subscribed for online on the online dispute resolution
platform of the European Union.
For more information on the complaints process, consult the general terms of sale or go to the web site:
For the Regulated Tariff Division: https://gaz-tarif-reglemente.fr/aide-contact/service-reclamation.html
For the Consumer Division: https://particuliers.engie.fr/
assistance-client/service-reclamation.html
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Adopted by the European Parliament on 14 April
2016, the GDPR applies from 2018 to all economic or even social agents that collect personal data
by any means whatsoever. Aims: allow citizens to
regain control and management of their personal
data and simplify, harmonise and rehabilitate data
management in the various different European Union
countries. By the same token, the GDPR seeks to
achieve greater transparency and thus confidence in
the digital world. Companies have until 25 May 2018
at the latest to adapt their procedures and IT systems
to this new European requirement.

How has the Mediation service
planned ahead to meet this
deadline?
In order to see a mediation process through, we need
to collect personal data, among other things to be
able to contact the claimants. Anxious to comply
strictly with this new regulatory requirement and ensure real confidentiality of the data transmitted during
a mediation process, the ENGIE Group Mediation
service gave serious thought very early on to the new
processes and legal and organisational measures required to scrupulously comply with this text.

How has it adapted its procedures?
The Mediation service has instituted systematic obtaining of the consent of those concerned. As such
consent must be actively and freely given by the
claimants, the latter, when filling in the online application form on the ENGIE Group Mediator's web site,
are required to tick a box confirming that they agree
to their personal data being used.
Furthermore, if the application is not made on the web
site, the claimant's prior written consent is required.
Similarly, in the legal notice on the ENGIE Group
Mediator's site, the Mediation service specifies what
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types of personal data are collected, for what purpose, the data retention period or even the parties to
whom such data may be transmitted in connection
with the processing of the application.
The data processed by the Mediation service must be
relevant and adequate with regard to the service rendered, i.e. the handling of a dispute; the online form
also states that only supporting documents strictly
needed to examine the case should be provided.
Lastly, data passed on to our service providers or
managed by them must also be covered by adequate
guarantees. The Mediation department has thus had
its two service providers (the one that scans paper
records and the one that manages our information
system) sign amendments to their contract, which
among other things state the subject, period and purpose of the processing and the parties' obligations,
more particularly in matters of confidentiality. This
contract specifies more particularly the conditions
of destruction of the data at the end of the contract
and the conditions of transmission of any claim or
application for mediation made by persons exercising
their rights with regard to personal data, in particular
the right of access, the right to rectification and the
right to be forgotten.

A Q&A section based on thorough
knowledge of recurrent claims
The ENGIE Group Mediation service has developed
this Q&A section on an ongoing basis, and now continues to add to it regularly based on recurrent claims
of claimants, in particular those for which mediation is
not always the most appropriate solution.
Indeed, since his arrival the Mediator has noted for instance that some referrals reveal a lack of knowledge
of certain rules (stipulated either by the Energy Code
or by the Consumer Code). Consequently, an explanation of a regulatory point in the form of a question
and answer gives claimants the answers they seek
when applying to the Mediator, or helps them better
formulate their application for mediation.

A Q&A section promoting mediation
But that's not all! The ENGIE Group Mediation service
has also made this Q&A section a way of effectively
answering questions that web users may have on
the mediation process itself, its underpinning principles, the role of the Mediator, etc. That is why it is
divided into four theme-based sections: questions
about energy supply, questions about billing, questions about mediation and finally questions about the
Mediator. This scalable Q&A will naturally be added
to and adapted to reflect new questions for which
the Mediator deems that an explanation is needed.

A collaborative Q&A section

CHALLENGE 4

Provide claimants
with ever-better
support

Furthermore, as the Mediator wishes his staff to make
an active contribution to each of the implemented
measures, each of his team members help construct
and update this Q&A section, among other things by
proposing more explanations and new topics arising from processed mediation cases. And since the
beginning of the year, from 2018 the Mediator has
planned to supplement the answers already provided
with educational videos on certain topics, legal issues
in particulars…

The ENGIE Group Mediator wishes to enhance
the educational aspects of its web site by
developing a Q&A section on the basis of its
experience of disputes.

At the end of 2015, the ENGIE Group Mediator
on-lined his new web site, separate from the
ENGIE Group's various web sites. It meets four
objectives: compliance with regulations governing
approved consumer mediators, effective communication with future claimants about mediation procedures, easier access and better follow-up of cases
thanks to online referral and monitoring, and quality
educational information on technical topics such as
energy regulations. It is in connection with this last
objective that the ENGIE Group Mediation service
has developed Q&A section in order to avoid unnecessary referrals.
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The Mediator for State Secondary
and Higher Education
Catherine Bicchetti-Bizot
Carré Suffren 110, rue de Grenelle
75357 Paris Cedex 07

The Mediator of the Mutualité
Sociale Agricole
Roland Baud
19 rue de Paris - CS 50070
93013 Bobigny Cedex

The ENGIE Group's Mediator
Jean-Pierre Hervé
TSA 27601
59973 Tourcoing Cedex

The National Energy Ombudsman
Jean Gaubert
Free reply no. 59252
75443 Paris Cedex 09

The Mediator for companies
Pierre Pelouzet
98-102, rue de Richelieu
75002 Paris

The National Mediator of Pôle Emploi
(the French state-funded job centre)
Jean-Louis Walter
1, avenue du Docteur-Gley
75987 Paris Cedex 20

The Mediator of FEVAD (federation of
e-commerce and distance selling)
Bernard Siouffi
60 rue la Boétie
75008 Paris

The National Mediator for Social
Security of self-employed workers
Jean-Philippe Naudon
260-264 avenue du Président Wilson
93 457 La Plaine Saint Denis Cedex

The Mediator for France 2
and France 3 news
Nicolas Jacobs
7, esplanade Henri-de-France
75907 Paris Cedex 15

The Mediator of the RATP
(Paris city transport authority)
Betty Chappe
54, quai de la Rapée
75599 Paris Cedex 12

The Mediator of the Association
Française des Sociétés Financières
(French Association of Financial
Companies)
Armand Pujal
24, avenue de la Grande-Armée
75854 Paris Cedex 17
The Insurance Mediator
Philippe Baillot
TSA 50110
75441 Paris Cedex 09
The Mediator of the Financial
Markets Authority
Marielle Cohen-Branche
17, place de la Bourse
75082 Paris Cedex 02
The BNP Paribas Mediator
for domestic customers
Dominique Chevaillier Boisseau
TSA 52177
75450 Paris Cedex 09
The Mediator of the Caisse
des Dépôts Group
Anne Guillaumat de Blignières
56 rue de Lille
75356 Paris
The Mediator for Electronic
Communications
Claire Mialaret
CS 30342
94257 Gentilly Cedex

The Mediator for France Télévisions'
programmes
Gora Patel
7, esplanade Henri-de-France
75907 Paris Cedex 15
The La Poste Group's Mediator
Pierre Ségura
9, rue du Colonel-Pierre-Avia
CP F 407
75757 Paris Cedex 15

The Mediator for Water
Dominique Braye
BP 40 463
75366 Paris Cedex 08

Le Mediator of La Banque Postale
Pierre Ségura
115, rue de Sèvres CP G 009
75275 Paris Cedex 6

The Mediator of the EDF Group
Alain Brière
TSA 50026
75804 Paris Cedex 08

The Mediator of the economic
and financial ministries
Christophe Baulinet
BP 60 153
14010 Caen Cedex 1

Consult the 2017 annual activity report
of the Club des Médiateurs de Services
au Public (Public Service Mediators’ Club)

The Mediator of the Île-de-France
Regional Council
Jean-Pierre HOSS
33, rue Barbet-de-Jouy
75007 Paris
The Mediator for SNCF Mobilités
Henriette Chaubon
TSA 37701
59973 Tourcoing Cedex
The Mediator for Tourism
and Travel
Jean-Pierre Teyssier
BP 80 303
75823 Paris Cedex 17
The Chairman of the Banking
Mediators Circle
Gérard Yves
43, rue des Missionnaires
78 000 Versailles

Design, consulting and production:
Photo credits: ENGIE, iStock (cover page).
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TO WRITE
T O T H E M E D I AT O R
OF THE ENGIE GROUP

Via Internet, complete the form available
at www.mediateur-engie.com
It's easy, free of charge and quick. You can attach all
the supporting evidence required for your case.
By second-class post,
ENGIE
COURRIER DU MÉDIATEUR
TSA 27601
59973 TOURCOING Cedex

The Mediator

1, place Samuel de Champlain
92930 Paris La Défense
France
Tel.: +33 (0)1 44 22 00 00

engie.com

