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Letter from
the Ombudsman

Over 2016, the Customer Ombudsman’s Office has worked
continuously on managing customer complaints and has ensured a high level of customer satisfaction with the service.
Furthermore, the Office has drafted and issued to the Company a series of improvement proposals and notices in order
to enhance its customer care, as shown in the details set out
in this report.
The most important complaints during business year 2016
were related to service contracts and billing, making up
42% of the total. Most claims regarding contracts are due
to misunderstandings at the time the service was taken out.
Although the Company has made great efforts to improve
working practice amongst its sales representatives, it is recommended, given the intrinsic difficulty involved in service
contracts for the general public, to preserve and insist on the
need for transparency and clarity in the contents of the contracts offered and their presentation. Sales practice must not
only be correct, but must also be perceived by customers as
being correct. This Report sets out some of the recommendations and service improvement notices which this office
has issued with regards to the Company.
The same is true with regards to billing. Although the current invoice contains a lot of detailed information, some sections are nevertheless difficult to understand. This difficulty
is aggravated in cases of rebilling, as these involve methods
which, although correct, are often difficult to understand for
customers.
Public perception of electricity utilities companies is some
way short of what we would consider ideal, due in no small part to misinterpretations and difficulties in understanding
our different activities and procedures. For this reason, this
Office has formulated Ten Commitments which should be

practised at all times and extended throughout the organisation. The aforementioned Ten Commitments bring this report
to a close.
We would like to thank you again for the trust and support
both you and your Board of Directors have provided.
Yours faithfully,

José Luis Oller Ariño
Defensor del Cliente de Endesa

Endesa Customer Ombudsman
• The Ombudsman is a figure
who is independent from the
Company’s management.
• Attends to and resolves
customer complaints whenever
the customer is not satisfied with
the Company’s response.
• Promotes and recommends
improvements for the Company
in terms of customer care.
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Procedure followed
by the Ombudsman

1

2

3

Customer and company
information analysis

Complaint

3

Type of solution
proposed
Resolution

Personalized online
management
A solution proposed from the beginning,
with a fast response to the complaint

Document with assessment of
the complaint and a proposed
solution by the Customer
Ombudsman. Acceptance by
the customer is voluntary, and
compulsory for the Company.

Mediation

END

Dialogue process between
the customer and the Company
overseen by the Customer
Ombudsman in order
to reach a satisfactory
agreement for both
parties.

NO

END

Agreement?

YES
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Details of complaints
attended to
Types
ofof
Complaints
Types
Complaints
Types
of Complaints

Services
Services
11%
1%

11%

1%1%7%
1%1%
11%
11% 1% 1% 7%7%
11%
1%1%
1%
9%9%
9%

1%
1%

74%
74%

13%1%
13%

21%
21%
21%

1%1%
1%
13%
13%
13%

14%
14%
14%
21%
21%
21%

Supply quality
Supply quality
Supply
quality
Collection
Collection
Collection
Contracting
Contracting
Contracting
Meter
Meter
Meter
Billing
Billing
Billing incidents
Supply
Supply incidents
Supply incidents

Electricity
Gas
Electricity
Other services
Gas services
Other
services
Electricity
services
Gas services
Electricity services

Procedure
Procedure
24%
24%

37%
37%

3%
3%

36%
36%

Resolution
Mediation
Resolution
Personalised
administration
Mediation
Withdrawal from
service
Personalised
administration
Withdrawal from service

52%
52%

24%
24%

Study on quality as perceived
by the customer

7.4

Customer expectations
Customer expectations
24%
24%

Infrastructure
Infrastructure
Infrastructure
Readings
Readings
Readings
New contracts
New contracts
New
Salescontracts
Sales
Sales
Rendering of Services
Rendering of Services
Rendering of Services

is the rate of customer
satisfaction with the
Customer Ombudsman,
which has been
maintained over 2016.

+36%

is the net percentage
of promoter
customers
(Net Promoter
Score)

Unfavourable
Partially favourable
Unfavourable
Entirely favourable
Partially
favourable
Entirely favourable
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Some customers’
opinions:
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Recommendations
and malfunction notices

6

In 2016, the Customer Ombudsman issued 15 service improvement notices, a recommendation and a note of recognition.

Recommendation:
In order to minimise the repercussions on customers of errors which cause interruptions to supply, the Customer Ombudsman recommended that Endesa Distribución Eléctrica
(EDE) should draw up a procedure on how to act with utilities
companies in order to restore supply immediately without
any cost or additional requirements for customers in such
cases. These errors refer basically to mistakes in requesting
or implementing cut-offs due to non-payment and to errors
in contracting the service (withdrawals, changes of account
holder, etc.).

The aim of this project
is to get closer to
customers, to develop
a unique style of
customer care, and
to ensure Endesa
stands out in customer
experience.

Note of Recognition:
In 2016, the Customer Ombudsman issued a Note of Recognition in which he indicated his support for the New Customer Care Style project launched by the company’s Sales
Care Department. In this regard, the Customer Ombudsman
prompted the Company’s General Management to support,
prioritise and provide all the resources necessary for this initiative, which is considered fundamental in order for Endesa to
reinforce its position as the leading energy company in Spain.
The aim of this project is to get closer to customers, to develop a unique style of customer care, and to ensure Endesa
stands out in customer experience, which will be achieved by
promoting values such as empathy and transparency.

endesa Customer Ombudsman

7

Some malfunction notices:
Of the 15 malfunction notices sent to the Company, 3 were related to changes of contracted power by customers, 3 to billing
and payment, 4 to management of supply problem claims, 2 to withdrawal from contracts, and 3 to changes of customer
account holder.

Problems processing power
increase/reduction applications.

It was recommended to improve the information provided
to customers during these processes, especially when reducing contracted power associated with any changes in the
product taken out. Improving the steps to be followed and
the consequences of the different changes requested whenever this is done over the Internet was also recommended.

Application of the right to
withdraw from power increases
and reductions.

Information was requested on applying the right to withdraw
applications for power increases/decreases.

Inform customers whenever the
Utility Company rejects an
application for a new contract
or for changes to an existing one.

A request was also made to improve the correspondence
sent to customers when a contract cannot be formalised or
amended as a result of the utility company rejecting the application, and the reason for this rejection. It was recommended that all documentation and information provided should
be clear and detailed in order to allow customers to act accordingly and resolve any problems, where appropriate.

Problems in applications to
withdraw from Added Value
Services.

The Customer Ombudsman reiterated the need to control
the registration and withdrawal dates for the Added Value
Services in the systems, in order to ensure the information
provided to customers applying for withdrawal from the services is correct and can be completed on time.
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Other
activities

Customers’ Day held on 15th March
Working breakfast between the Customer
Ombudsman’s Office and the CEO
Coinciding with World Customer Rights Day, the CEO, José
Bogas, had a working breakfast with Endesa’s Customer
Ombudsman, José Luis Oller, and staff from his office,
along with the Sales Director, Javier Uriarte.
The main purpose of this meeting was to have first-hand
information of the complaints customers submitted to the
Customer Ombudsman, the reasons for these complaints,
the opinions of customers with regards to the Customer
Ombudsman, and the areas which, in his opinion, Endesa
should improve its customer care.
The CEO has reinforced Endesa’s commitment to customer satisfaction, has recognised the work Endesa is carrying
out to ensure optimal customer care, and has welcomed
the existence of a Customer Ombudsman as a way to improve and guarantee protection of customer rights.
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Activities of the European Energy Mediators
Group
In 2016, Endesa’s Customer Ombudsman held the chair of
the European Energy Mediators Group (EEMG), a professional association made up of European energy mediator companies, the main goal of which is to promote mediation in the
sector in order to resolve disputes and complaints between
companies and customers.
As a member of the EEMG, Endesa’s Customer Ombudsman has taken part in European forums and discussions on
improving customer care.

Transposition Alternative Dispute Resolution
Directive
Throughout the year, the Customer Ombudsman’s Office
has taken part in different events and has been in contact
and held meetings with institutions and bodies involved in
transposing into Spanish legislation Directive 2013/11/EU, of
21st May, on Alternative Dispute Resolution regarding consumption, in order for figures such as Endesa’s Customer
Ombudsman to be considered an ADR mechanism in the
current Bill.
Conference organized by the European Customer Center on
The impact of Directive 2013/11/EU on alternative dispute
resolution procedures.
1st International Congress organized by the University of
Granada on Alternative and online resolution of customer
disputes under review: new European law and reform of the
Spanish system.
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Decalogo
commitments

Provide clear and
understandable information
to all customers requesting
our intervention.

In the initial response we send to a customer
filing a complaint, provide the name and
surnames of the professional who will be
handling their case, along with a contact
number.

2

1
Present ourselves as diligent,
courteous and accessible in
our customer relations and
respond appropriately to
questions asked.

4

3
Direct the customer to the
appropriate service area of
the company if the matter
does not correspond to the
Ombudsman’s scope of
activity.

5
Include a description
of the phases of the
claim process and the
average response time
for each in the initial
email.
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Use friendly, clear and
understandable language in
all communications with our
customers.

Comply with personal data
protection laws and
confidentiality requirements.

9

7

6
Endeavour to comply with
the deadlines established
for each phase, and inform
the customer about any
possible change to these
deadlines.
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Issue resolutions guided by
impartial and reasonable
principles of reconciliation
and equity, duly discussed,
free of ambiguities and
adapted to the individual
circumstances of the
complaint being handled.

10

Measure customer
assessment of our
services and publish
this assessment.

Customer Ombudsman
www.memoriadeactividadesdeldefensordelcliente.com

