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REGLEMENTE

Une marque
du groupe ENGIE

"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 read-
ing, 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 con-
cerned. This causes customer dissat-
isfaction and casts doubt on the good
working order of the meter.

RECOMMENDATION:

A bimonthly bill based on an actu-
al 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...".

"When changing a
FideloConso contract to a
Vertuoz Habitat contract,
the supplier must ensure

that the meter readings
transmitted for billing
purposes are consistent"

When switching a FideloConso
offer to Vertuoz Habitat, the meter
readings on cancellation then activa-
tion can be inconsistent, resulting in
incorrect billing.

ENGIE must ensure that the Ver-
tuoz Habitat contract procedure
implemented following a Fidelo-
Conso offer is followed by all the
companies concerned: the metering
companies (Ecometering) and the
billing companies (Teksial).

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

OBSERVATION:

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 estimat-
ed usage.

For a commonhold, make sure
the managing agent is aware of
the meter-reading difficulties ex-
perienced 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.




OUR RECOMMENDATIONS

CUSTOMER CARE,
ADVIGE AND
GUIDANGE

EN2DIS

L'ELECTRICITE EN RESEAU

"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 ser-
vice asks ENEDIS to implement it.
But the claimant receives the com-
pensation payment three months
later. Both the claimant and the Me-
diation service consider this payment
time too long.

When a mediation solution agreed
with distributor ENEDIS is imple-
mented, 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.

REGLEMENTE

Une marque
du groupe ENGIE

"Provide information, for
instance in the suppliers'
Q&A, about the billing
method for the M@ Reléve
offer"

OBSERVATION:

Call centre agents must be in a po-
sition to give detailed explanations
about the M@ Releve offer when an
ENGIE customer asks them for de-
tails of does not understand certain
estimates on the bill. To that end the
Q&A and the explanatory sheet con-
cerning the M@ Releve offer should
be updated onthe 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 read-
ings are not as yet frequent enough to
enable accurate monthly billing.

RECOMMENDATION:

The Mediation service recommends
supplementing the information on
the M@ Reléve offer in the explana-
tory 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 biling (frequency
of tariff changes and knowledge of the
conversion factor, which presuppose
monthly usage estimates notwith-
standing 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 particu-
lar for low usage, can be approximate
(due to rounding rules).

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 (estimat-
ed usage; customer's reading taken
into account in the 1stintermediate bill;
customer's reading taken into account
in the 2" intermediate bil).

ENGIE
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GONTRACT

o

CNGIC

Home Services

"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"

OBSERVATION:

For a purchase of a new build from
a single-family home builder, ENGIE
Home Services was instructed to acti-
vate heating equipment. When the tech-
nician arrived, documents were hand-
ed over to the claimant, who through a
consumer association representing him
challenged the value of the contract.

RECOMMENDATION:

Inrespect of an agreement with asin-
gle-family home builder, make sure
the proposed maintenance contract
is properly drafted when bringing indi-
vidual 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-fam-
ily home builder. For it to be valid, the
company must also make certain mod-
ifications to the form of such contracts
and their wording, which ENGIE Home
Services has accepted.

o

CNGiIiC

Home Services

"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"

OBSERVATION:

For a purchase of a new build from
a single-family home builder, EN-
GIE 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 associ-
ation representing her, she challenged
the form of the contract.

RECOMMENDATION:

In such cases, the company should
better inform the customer by set-
ting 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.

Q

CUSTOMER
RELATIONSHIP

GDF

AZ RESEAU
DISTRIBUTION FRANCE

"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 re-
moving it.

RECOMMENDATION:

When changing a natural gas me-
ter, distributor GRDF, in accord-
ance with its current procedures,
has the final and initial meter read-
ings 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 systemati-
cally taking a photograph of the old
meter on removal, as provided for in
connection with the roll-out of smart
meters.




OUR RECOMMENDATIONS

GDF

GAZ RESEAU
DISTRIBUTION FRANCE

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

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. Dis-
tributor GRDF then explained that
an incident had occurred a few days
earlier and that as a safety meas-
ure 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-a-vis its customers in similar
cases. So in order to improve its
disconnection information service
whereby customers can be kept in-
formed 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.

e

ENERGY OFFER,
ENERGY EFFICIENCY
PREMIUM

REGLEMENTE

Une marque
du groupe ENGIE

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

OBSERVATION:

When consumers carry out en-
ergy-saving works within the
framework of regulatory provi-
sions concerning energy effi-
ciency certificates, they are aware
of the premium system put in place
by the suppliers that, subject to cer-
tain conditions, can fund part of the
works. This is something that cer-
tain 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 EN-
GIE refuses to grant them the said
premium.

RECOMMENDATION:

The Mediator recommends that
ENGIE suppliers communicate
more clearly about the conditions
governing energy-saving premi-
ums from the estimation phase.
Three recommendations are put
forward:

- Improve information for consum-
ers on the ENGIE site about energy
efficiency certificates and the eligi-
bility rules and changes in premium
schedules;

- propose on the web site a simula-
tion 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 dead-
lines for submitting energy efficiency
certificates to ENGIE for payment of
the premiums.

ENGIE
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To fulfil his mediation duties, the ENGIE Group Mediator is part
of an ecosystem that includes numerous parties to legitimise,
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AN EFFICIENT PROCESS

THAT SATISFIES




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

Nadége Lefeuvre: As in 2016, the
main indicators monitored by the Medi-
ator are good or even better: our medi-
ation case processing times and rates
of acceptance by the parties of the pro-
posed 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
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
requests for mediation started growing
in 2015. The ENGIE Group Mediation
team then organised itself to deal with
them. We launched formative projects,
like our CRM software package (claimant
files management), which facilitates case
follow-up and reporting. Subsequently
the team focused on value-added ac-

tivities and decided to outsource the scanning of referral letters and
their integration into our computer tool, for instance to a third-party
provider. Finally, a method of operation based on "continual improve-

ment" was put in place.

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.

JOELLE VARENNES,
NADEGE LEFEUVRE,
FABRIGE DURAND

RESPECTIVELY MEDIATION OFFICERS AND
MEDIATION SUPPORT OFFICERS

(oEET ]

What exactly is this method
of operation?

Fabrice Durand: First of all, our CRM
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 im-
portant that everyone is mindful among
other things of processing times, the ac-
ceptance rate of solutions... And then
every Friday, the Mediation department
reviews the progress of ongoing cas-
es. We know that this monitoring has a
beneficial effect on the commitment and
motivation of our staff.

Joélle 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 inadmissi-
ble for mediation, we decided to re-de-
sign our online form.

F.D.: The claimants also contribute to
the efficiency of mediation. After the new
form went online, several claimants re-
ported 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.

Is efficiency a team
question?

N. L.: | believe that the composition
and the very functioning of our team ful-
ly contribute towards our efficiency and

performance. We are a small and closely-knit team: when a mediation
officer has a problem with a case, he does not hesitate to seek the
advice of his colleagues and/or the Mediator. Furthermore,we have

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... am®

W The composition and functionin
of our team fully contribute towards
our performance. s

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.

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 provi-
sions between ENGIE and its customers, the
Mediator intervenes in cases where:

- customer services (level 1) or national con-
sumer 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 re-
sponse (in which case a dispute arises);

- the claimant files an application for medi-
ation with a view to achieving an amicable
resolution to the dispute as a last resort.

As a general rule, the claimant receives a letter
confirming receipt of the complaint within for-
ty-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 direct-
ly appeals to the ENGIE Group's Mediator.

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

59 %

of claimants found out about the
Mediator on the Internet

ANNUAL NUMBER OF REQUESTS BY TYPE
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ENGIE



REQUESTS FOR MEDIATION IN B2C

Eligible requests for B2C mediation by subsidiary

@ 0.5 % ENGIE Particuliers
@ 2.1 %ENGIE Happ-e

‘ 2.7 % ENGIE E&C FideloConso
‘ 1.6 % Engie Home Services

@ 1.1 %ENEDIS (ex-ERDF)

Eligible requests for B2C mediation by reason

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 % com-
pared with 2015). Correlatively, the number
of mediation processes also increased, to-
talling 395 admissible cases in 2017 (+17 %
compared with 2016).

This upward trend is the result of three chang-
es:

- Systematic referral to the Mediator in
all ENGIE Group entities further to the Medi-
ator's work with all divisions of the Group's
B2C market in France;

- the gradual simplification of the Me-

MEDIATOR'S REPORT 2017

@ 61.3%8illing
& Usage

@ 20.8% Payment

. 4.9 % Energy offer

. 3.8 % Technical distribution
. 2.7 % Complaint follow-up

. 0.5 % Energy equipment

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 sup-
pliers.

Private individuals still
represent the majority of
claimants

This year, the Mediator has worked even
more with ENGIE Group entities to pro-
mote recourse to mediation. Despite the
diversity of mediation cases, most claimants

are still domestic customers (93 %, or
366 of the 395 requests received). Fol-
lowed by business customers, who rep-
resent 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 cus-
tomers and contracts, is extensively
cited: 90.5 % of B2C mediation cases
received by the Mediator concernit. 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 predominant-
ly 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 ener-
gy 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

29
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@

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 con-
sists 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 medi-
ations cases from supplier ENGIE Particuliers
(ex-DolceVita), most of the reasons for refer-

REQUESTS FOR BZC MEDIATION REJECTED

25 cases out of 366 (6.8 %) were rejected
for the following reasons:

. 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

rals to the Mediator are the same as those in
2016: disputed usage, faulty meters or in-
correct meter readings, and finally problems
concerning the payment of energy efficiency
certificate premiums.

B2C mediation case handling
times: quality maintained!

Despite the rise in mediation cases for
three years running, in 2017 the Mediator
maintained the quality levels and com-
pletion 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 received’, 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 me-
diation cases concerning requests received
in2016. Soin 2017, the ENGIE Group's me-

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

- 323 mediation cases closed:

e including 312 with a response to the
claimant:
e 279 with acceptance of the solution
(against 223 in 2016)
© 33 with rejection of the solution (against
40in 2016);
¢ including 11 aborted mediation pro-
cesses.

- 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 Medi-
ator's remit; so the percentage of disputes
refused! by the ENGIE Group Mediator was
0.5 % in 2017;

- 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;

«= 11 requests for mediation referred on to
the National Energy Mediator (NEM), pursu-
ant to the agreement signed with the ENGIE
Group Mediator in 2015;

- 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 EN-
GIE 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:

- 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;

- 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;

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

The average resolution time for a medi-
ation case' 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 ENTI-
TLED "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

Value/Rate
2017

a/ The number of disputes referred for mediation
and the reason for the dispute

¢/ The proportion of disputes refused for
mediation and an assessment (expressed as a
percentage) of the different reasons for refusal

d/ The percentage of interrupted mediation pro-
cesses and the main reasons for such interrup-
tion;

e/ The average time required to resolve disputes
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

MEDIATOR'S REPORT 2017

Number of mediation cases and reasons (type of complaint)

% of mediation cases rejected = Requests not referred to mediation
"refused by the Mediator" outside his remit/Total mediation requests
received

% of mediation cases interrupted = Aborted/processed mediation cases

Average dispute resolution time

% of solutions in favour of the claimant = (mediation cases accepted +
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
Mediator's intervention in 2017

% of disputes resolved amicably = mediation cases accepted/(mediation
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 Ener-
gy Mediator (NEM) and the ENGIE
Group Mediator, an assessment
was made of its operational im-
plementation, 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 out-
side their remit;

- Carry out an annual assessment
of the agreement and publish the as-
sessment in each Mediator’s annual
report.

All these criteria have been met, as:
- Concerning their respective con-
tact details:

e both Mediators refer to the other on
their web site;

¢ both Mediators have put the signed
agreement online;

e in addition, the ENGIE Group's Me-
diator has informed claimants who
apply to him, both in his replies by let-
ter and by e-malil, that they also have
the option of recourse to the National
Energy Mediator.

== Concerning transfers of cases:

e the Mediators have transferred
cases outside their remit to the other
Mediator;

e they have also queried each other,
and transferred cases where relevant,

More specifically, the following cases were transferred in 2017:

(Source: ENGIE Group Mediation)

when claimants have submitted their
case to both of them simultaneously;

e |astly, 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.

from the ENGIE Mediator
to the NEM

From the NEM to the
ENGIE Mediator

32

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

Outside remit/
competence

11 changes in supplier or
another supplier involved

3 business customers

2 domestic customers with
an energy service offer

Claimants submitting
their case to the NEM
after mediation by
ENGIE

ENGIE



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).

89 % of the disputes were resolved by am-
icable agreement this year (against 85 %
in 2016)." This rise is explained among other
things by the strong commitment of the EN-
GIE 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).

Mediator solutions in favour of the claim-
ant 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 mat-
ter with the National Energy Mediator (NEM),
without for all that achieving a different out-
come 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 claim-
ant reflects satisfaction in the Mediator's
work, the percentage is 85 % (see the EN-
GIE 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.

MEDIATOR'S REPORT 2017

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

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

- the quality of the dialogue during exam-
ination 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 Media-
tor'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 satisfac-
tion 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 ser-
vice 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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Why does the question
of smart meters have so
much resonance at pres-
ent?

Allison Macé: As business media-
tors, the members of the EEMG are in di-
rect 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
183 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?

A. M.: The benefits are many, and for all
energy market participants. Customers
will now be able to have bills based ex-
clusively on actual meter readings. They
will also be able to better comprehend

their usage through graphs and hourly curves, and thereby modify
their habits to make savings. As for the distributors, they will be able
to phase out manual readings, better detect power cuts or faults in
the electrical installation and better manage electricity resources.
Lastly, suppliers will now be able to offer evolving prices.

N\

Smoothing
the way
towards smart
meters

The members of the
European Energy
Mediators Group (EEMQG)
speak about the
deployment of smart
meters in the European
Union.

ALLISON MACE

MEMBER OF THE GENERAL
SECRETARIAT OF THE EEMG

(oEET ]

What are the main reasons
for customer complaints?

A.M.: They are varied. They concern
both the deployment of smart meters
and their operation. For instance, some
concern installation issues, like an in-
version of meters or a faulty connection
causing electrical damage or power
cuts. The issue of the meter's function-
ality 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 me-
ters 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 indi-
vidual solutions for the cases referred
to them. Such cases also give them a
more comprehensive overview of current
issues and recurrent problems. Through
their experience, they are thus in a better

position to make general recommendations to the different energy
market participants. These are recommendations that offer potential
sources of improvement and concrete solutions for remedying certain
difficulties encountered in cases, and thereby smooth the transition
towards smart meters. For the record, these recommendations are

set out in the EEMG's review of smart meters, available for consulta-
tion on the ENGIE Group Mediator's web site. @

are emerging, concerning the specific
(4
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GHALLENGE 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 stat-
ed on several occasions, in its annual activity
reports in particular, it hopes that the deploy-
ment 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 read-
ing, residential customers, businesses and local au-
thorities can consult these readings online in their
GRDF area (grdf.fr). A precise picture of their gas
consumption then facilitates their demand control
processes.

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 play-
ers 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 parties’.

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 build-
ing block of the Smart Gas Grids. Efficient and con-
nected, 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 optimis-
ing 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 pro-
cess 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 infor-
mation, including a copy (both sides) of an energy bill.

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 simul-
taneously 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:

= 1%t level of referral: the customer service
== 2" level of referral: the consumer service

== 3" 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, con-
sult the general terms of sale or go to the web site:

For the Regulated Tariff Division: https://gaz-tarif-regle-
mente.fr/aide-contact/service-reclamation.html

For the Consumer Division: https://particuliers.engie.fr/
assistance-client/service-reclamation.html
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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.

Adopted by the European Parliament on 14 April
2016, the GDPR applies from 2018 to all econom-
ic 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 en-
sure 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 re-
quired to scrupulously comply with this text.

How has it adapted its procedures?
The Mediation service has instituted systematic ob-
taining 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 appli-
cation 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 pur-
pose, 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 ren-
dered, 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 pur-
pose 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.

GHALLENGE 4

Provide claimants
with ever-better
support

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 communi-
cation with future claimants about mediation proce-
dures, 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 unnec-
essary referrals.

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 con-
tinues 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 in-
stance that some referrals reveal a lack of knowledge
of certain rules (stipulated either by the Energy Code
or by the Consumer Code). Consequently, an expla-
nation 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 alll 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 prin-
ciples, the role of the Mediator, etc. That is why it is
divided into four theme-based sections: questions
about energy supply, questions about billing, ques-
tions 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
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 aris-
ing 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...
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The Mediator of the Association
Francaise des Sociétés Financiéres
(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 Dépots Group

Anne Guillaumat de Bligniéres

56 rue de Lille
75356 Paris

The Mediator for Electronic
Communications

Claire Mialaret

CS 30342
94257 Gentilly Cedex

The Mediator for Water
Dominique Braye

BP 40 463
75366 Paris Cedex 08

The Mediator of the EDF Group
Alain Briére

TSA 50026
75804 Paris Cedex 08

CLUB DES MEDIATEURS
DE SERVICES AU PUBLIC

The Mediator for State Secondary
and Higher Education

Catherine Bicchetti-Bizot

Carré Suffren 110, rue de Grenelle
75357 Paris Cedex 07

The ENGIE Group's Mediator
Jean-Pierre Hervé

TSA 27601
59973 Tourcoing Cedex

The Mediator for companies
Pierre Pelouzet

98-102, rue de Richelieu
75002 Paris

The Mediator of FEVAD (federation of
e-commerce and distance selling)

Bernard Siouffi

60 rue la Boétie
75008 Paris

The Mediator for France 2
and France 3 news

Nicolas Jacobs
7, esplanade Henri-de-France
75907 Paris Cedex 15

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
CPF 407
75757 Paris Cedex 15

Le Mediator of La Banque Postale
Pierre Ségura

115, rue de Sevres CP G 009
75275 Paris Cedex 6

The Mediator of the economic
and financial ministries

Christophe Baulinet

BP 60 153
14010 Caen Cedex 1

The Mediator of the Mutualité
Sociale Agricole

Roland Baud

19 rue de Paris - CS 50070
93013 Bobigny Cedex

The National Energy Ombudsman
Jean Gaubert

Free reply no. 59252
75443 Paris Cedex 09

The National Mediator of Péle Emploi
(the French state-funded job centre)

Jean-Louis Walter

1, avenue du Docteur-Gley
75987 Paris Cedex 20

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 of the RATP
(Paris city transport authority)

Betty Chappe

54, quai de la Rapée
75599 Paris Cedex 12

The Mediator of the lle-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
of the Club des Médiateurs de Services

Consult the 2017 annual activity report
au Public (Public Service Mediators’ Club)

Design, consulting and production: CITIZEN PRESS
Photo credits: ENGIE, iStock (cover page).
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CNGIC
The Mediator

TO WRITE
TO THE MEDIATOR
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 MEDIATEUR
TSA 27601
59973 TOURCOING Cedex

1, place Samuel de Champlain
92930 Paris La Défense
France

Tel.. +33 (0)1 44 22 00 00

engie.com




