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PARQUE DAS NACOES
The heart of modern Lisbon

= A unique location, with 5 km of
riverfront.

330 ha (5,0 km x 0,6 km).

A new city built from scratch:
v 20.000 people living

v 20.000 people working

v' Some of the most important
attractions of the city
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Lisbon DHC: brief overview

Production: a high efficiency
TRIGENERATION plant, solution
designed for the Lisbon climate

CLIMAESPACO
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Distribution: an efficient
network, with 90 km of pipes
(4 x 22,5 km), including main

lines in technical galleries

Delivery: more
than 140 energy

transfer stations
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The B2C market

Specific needs of B2C market:

= [ndividual contracting, metering & invoicing

= Managing thousands of small customers

= Specific tools & offers designed for this particular market

At the moment:

= 3.500 B2C customers (residential & small business)
= 5.000 individual meters
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The B2C market gcic

Individual metering will

be the standard for DHC

Energy Efficiency Directive — Article 9
Directive (EU) 2018/2002

= Member States shall ensure that, for district heating, district cooling and domestic hot water,
final customers are provided with competitively priced meters that accurately reflect their
actual energy consumption.

* |n multi-apartment and multi-purpose buildings with a central heating or cooling source or
supplied from district heating or district cooling systems, individual meters shall be installed
to measure the consumption of heating, cooling or hot water for each building unit,
where technically feasible and cost effective...

= Where the use of individual meters is not technically feasible or where it is not cost-efficient,
individual heat cost allocators shall be used...

= Meters and heat cost allocators installed after 25 October 2020 shall be remotely readable
devices.

7 UNEP Webinar — Managing B2C Market in DHC — 29.05.2019



S~ _ _ CLIMAESPACO
Managing B2C market in DHC: enGie

Customer Support Service

Managing B2C market is much more than managing meters! Thus, dedicated resources
are needed:

= A Store/Contact Center where people get information about the service, receive price
simulations and sign contracts

= A Customer Support Service in charge of managing contacts, requests or claims

= Asmall operational team dedicated to install, remove and maintain meters, as well as collect
and input readings (while telemetering is not in operation)
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Managing B2C market in DHC.: ENGIC
HOME, a complementary maintenance service

www.cli imaespaco.pt

“Your house is in our HOME

HOME is the new maintenance service
offered by Climaespaco, now optimized
to ensure an even faster and effective

response.
P A SUA CASA ESTA

: : : . NA NossA
With a team of highly skilled technicians, o ERE

HOME offers you a service of permanent ((y 2 Clmansioo. ot e
assistance, 24 hours a day, so that you :
can count on us every time you need.

[ ASSISTiNCIA TECNICA

Contact us, we are right here on your el S CLMAL T
side”. &
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The ERP software

An integrated software Climaespaco uses an ERP with non-standard modules
designed to manage: specially designed for this purpose, including a dedicated

= Substations CRM tool.
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Managing B2C market in DHC.:

The invoice

EED
Proposal of amendment

Member states shall ensure
that clear and cmprehensible
information is provided with the
bill to all DHC final users

Member sates shall ensure
that final customers are offered
the option of electronic billing
information and bills
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CLIMAESPACO

CNGIe

Faturan*: FCLCE X000

Poriodo de faturagao:  00-00-0000 a 00-00-0000
Data de emissio. 00-00-0000
Data de vencimento:  00-00-0000

Modo de pagamento:  KXXGOOOKXXXXXXX

DADOS DA FATURA

NOME E

ENDERECO

O
Contribuinte n MK
Contrato n.®: CEXXXXXKXXK
NIL 20000000
Fragio: XXXHOOKK
Poténcia de calor: 00,000 kW
Poténcia de frio: 00,000 kW

DADOS DO CONTRATO

IVA:

ENERGIA:

TOTAL A PAGAR:

DATA LIMITE DE PAGAMENTO:  03-00-0000

RESUMO DA FATURA

0,00€
0.00€
0,00 €

ATENDIMENTO COMERCIAL - LOJA: 218 956 265

climaespaco loja@climagspaco.pt
Dias iteis das Bh30 as 15h30. Sabado das 10000 as 13h00

ATENDIMENTO TECNICO: 218931 057
Atendimento 24 horas por dia, 7 dias por semana

ATENDIMENTO FATURAGAO:
Dias Gteis das Oh30 s 17h00

213910528

1D do credor:
N°da autorizagio: 000K

PAGAMENTO POR DEBITO DIRETO

IBAN:

OO

XXKKHHORNKKKKEHHRK

CLIMAESPACO

CNGIC

DETALHE DA FATURA

FCLCE XX000000MX Period -00-

CALOR
Descrigia Quantidade Prego Valor sIVA | IVA Histérico de consumos (kiWh)

Consumo de calor -
Part fixa de calor
Contagem pargial -
Perdss de calor G
Lastura do contador am 00000000 0000 ki -
Lesara do conador 000000 00000 ki

s s batog o de ot

FRIO
Descrigio Quantidade Prego Valor sIVA | IVA Histérico de Consumos (KWh)

Consumo de frio
Parte Fixa de fri
Contagem parcial
Perdas de frio
Lestrs do corssdr em 00.00.0000 20000 K
Lo do comador w1 0000000 20000k

po s s de contoder

[ Quadro resumo de VA | [ Energia | 000 000,00 € |

Incidéncia Taxa Valor VA 000 000,00 €

000 000,00 € 2% 000 000,00 € TOTAL APAGAR 000 000,00 €

A fatura sari vilida como recibo apée boa cobrana

Em caso de incumprimento da data kmée de pagements, o
fomacimanto de energia podari 361 Suspenso oS TBMGS
comratuais, A reativagio do servizo terl um custo associads

DICAS PARA POUPANGA DE ENERGIA

PAGAMENTO POR MULTIBANCO

* Multibance: pagamento ufilizando os dados indicados na fatura

— X
SERVIGO DE APOIO A CLIENTES: 213 171 182 MB E""'D“EDE' JOOXX

@ REFERENCIA: 0K XK XKK
d‘— o e MONTANTE: 00,00 €
Dias Gieis das Oh30 s 13h00 & das 14h00 as 17h0D ] g
Wiodos ds Pagamanto:
* Débito Dirsto: a forma de aderiu, poderd ativar ligando 218 956 265

para a conla da SA. BAN:

, BIC: BNPAPTPLIOKU
® Loja Climasspago: ATM, numerério ou cheque, noa dias ineis das 8h30 ba 15h30 e 80 sébado das 10h00 ds 13h0D

0mi— Pncassass por programs carcass o 21VAT

YO

™ US6S ™ SG3 " SGS
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A problem called “energy losses”

The challenge is how to manage properly the energy losses measured inside the building, in
a system (secondary) that belongs to a third party (condominium)
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Data célculo | 201247
~ Consumos Sub-Estagag e —
Conzumo Calor kwh l 260000000 . Conzumo Frio kKwh 1000,0000 .
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Z g
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s Indjy;
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™ T m
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Total Cor Fracgis

—~———
[ Conszurmo Calor Kiwh 18140,0000 ) Conzumo Frio Kw'h 954 0000 \
\/
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Customer App: additional information, better customer experience

TELEMETERING + DIGITALIZATION

= The use of big data and digital tools open the possibility of improving customer
experience.

= What will we do with the consumption data collected? Share it with the
customers, through a end-user app.

= This system will provide customers with useful information
for an effective demand side energy management:

Permanent monitoring of consumption

Year on year comparisons

Benchmarking with similar users

Establish a link between climate and consumption
Early detection of technical failures

<X X X < X

Forecasts
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