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Lisbon DHC: brief overview eNGie

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

Lisbon DHC
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Lisbon DHC: brief overview

Production: a high efficiency
TRIGENERATION plant

——

CLIMAESPACO

CNGIC

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

lines in technical galleries

Lisbon DHC

Delivery: more
than 140 energy

transfer stations
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CNGiIC
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. FIL — Lisbon Exhibition Centre

Lisbon Oceanarium
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Orient Railway Station

Lisbon DHC

Concerted Action for the Energy Efficiency Directive — 14.10.2020


http://www.google.pt/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=BWuFRC9hrnQAOM&tbnid=oq6_S505dUb0mM:&ved=0CAUQjRw&url=http://www.fotografohdr.com/tag/wallpaper-lisboa/&ei=W2S9U_jeGInNygOEjIKYBw&bvm=bv.70138588,d.d2k&psig=AFQjCNFGae5WeNiIAAZZ2yIaTv3SVbNVdg&ust=1405007302562062
http://www.google.pt/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=Pl2H3zjxQjXCRM&tbnid=RBY2DcOI325v_M:&ved=0CAUQjRw&url=http://arqmogi.blogspot.com/2012/10/terminal-multimodal-gare-do-oriente.html&ei=iWq9U63pI4K7ygPXtYKoCw&bvm=bv.70138588,d.d2k&psig=AFQjCNEkWlk9ZsL9KNsr5kgZbpivVrzV6Q&ust=1405008700612871
http://www.google.pt/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&docid=7dnZS2WMrW39cM&tbnid=v2ZAuszV1RjnEM:&ved=0CAUQjRw&url=http://www.minube.pt/sitio-preferido/centro-comercial-vasco-da-gama-a1742&ei=y2O9U_z5JoTnywPg1IHoCg&bvm=bv.70138588,d.d2k&psig=AFQjCNGiALjDyErMutssm4YdtkCLetLe_Q&ust=1405007051688733

- : CLIMAESPACO
2C market in DHC: eNGie

e than just iBstaIIing meters

B2C m
. arket Counts f, ‘
ales but 909, or 10% o

ofth e custo . SNergy

Mmers
With hundreds of
Mers

Res:dentlal buildin
mdlv:d ual ¢

Uto

Lisbon DHC Concerted Action for the Energy Efficiency Directive — 14.10.2020



- _ CLIMAESPACO
B2C market in DHC: eNGie

More than just installing meters

Individual metering was not the standard in DHC, but we
started doing it in Lisbon 20 years ago.

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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B2C market in DHC: eNGice

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 remote reading is not in operation)
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B2C market in DHC: CNGIC
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.

A SUA CASA ESTA

: : : - NA NOssA
With a team of highly skilled technicians, H, g

HOME offers you a service of permanent ((y s Clmansoo. ot v
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 e S L MAL ST

eNGie

side”.
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B2C market in DHC: eNGice

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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B2C market in DHC: eNGice

The invoice

Final customers receive CLIMAESPACO

CNGIe

their individual bill either T —— -
electronically or by post,

DETALHE DA FATURA

Fatura n: FOLGE NOME E Df:ﬁ Quantidade Prego Valor sAVA A Histérico de consumos (kWh)
. . Periodo de faturagao:  00-00-0000 a 00-00-0000
depending on their o ENDEREGO remtn e |
Data de vencimenta:  00-00-0000 Contagem parcial
. i Modo de pagamento:  XXXKOOOGOOXKXX Perdas de calor '

choice. : e v
H Leturado contadar s oo 0000190 o
2 Campo para asbatiiclo de cantadr.
§ DADOS DO CONTRATO RESUMO DA FATURA
& Chente n." 000000 ENERGIA: 000€
E Contribuinte n.*: MK FRIO
ie | Conratont CEXXO0GO0K WA 0,00 € Descrigia Quantidade Prego ValorsiVA | VA Histérica de Consumos (KWh)
3 NI XOOVOO0KX = e
Exd Fragsa: XXXHOOKK TOTAL A PAGAR: 0,00 € Pante Fixa de frio
i Poténcia de calor- 00,000 kW parcial
& Poténcia de frio: 00,000 kW DA IMITE AGAMENTO:  00-00-0000 Pordas de fiio
¥
i [Frr— coono0 30000 14
b Lurado contader am comom 0000400
; Camp s bt do contdr

[ Quadro resuma de VA | [ Energia [ oooooopoe |
Incidéncia Taxa ‘Valor VA 000 000,00 €
T0000000€ | 2% | 000000D0E TOTAL APAGAR 000 000,00 €
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A fatusa sard vilids come recibo apbs boa cobranga

Em caso da incumprimento da data imie de pagamento, o

ATENDIMENTO COMERCIAL - LOJA: 218 956 265

1D do credor: HOOXX forneciments de energia poderd ser SUSPENS0 NOS LerMoS
chmasspaco.lcja@clmasspace. pt N*da autorizagio: 000G e 3
Dias tteis das Bh30 & 15h30. Sabado das 10h00 5 1300 oA commatuais, A reativng B do servigo terd um custo szgaciads
8 JOOOCOOOOOOOCOOOCOOO
ATENDIMENTO TECNICO: 218931 057
Atendmento 24 horas por dia T dias por semana DICAS PARA POUPANGA DE ENERGIA
ATENDIMENTO FATURAGAO: 213910828 PAGAMENTO POR MULTIBANCO
Dias s das 9h30 s 17h00
SERVIGO DE APOIO A CLIENTES: 213 171 182 MB E""'D“EDE‘ JOOXX
REFERENCIA:  X00% XXX XXX

dimaespaco nfoi@climaespaco.

: " bt MONTANTE:  00,00€

Dias leis das Gh30 ds 13h00 e das 14h00 ds 17h00

Mados de Pagamento.

* Débito Direto: a forma de i ‘aderiu, poderd ativar ¢ ligando 218 956 265
* Mulibanco: pagamento utihzando os dados ndicados na fatura. ﬁ ﬁ ﬁ ﬁ
- para a conta da SA, IBAN: , BIC: BNPAPTPLIO(( ° o °

* Loja Climasspago: ATM, numeririo ou chequs, nos dias ineia das 8haD b3 15h30 e a0 sibada das 1000 ds 13h00 %) m'\ m\ %,

SGS| " SGS

0mi— Pncassass por programs carcass o 21VAT
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Next steps: EnGie

Remote readings and customer app

Providing additional information, for a better customer experience!

» Big data and digital tools open the possibility of collecting and sharing more
information.

= Qur goal is not to keep it inhouse, but to share it with customers through an end-
user app.

= This will provide useful information for an effective
demand side energy management:
v" Permanent monitoring of consumption
Year on year comparisons
Benchmarking with similar users
Establish a link between climate and consumption

R NEENEEN

Early detection of technical failures

v Forecasts

= Remote reading pilots already installed in a few
buildings.
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