Plain Numbers in Practice

Energia bill notification emails

Lots of people say they find energy
bills confusing. To help budget and
ensure we are getting the best deal,
we all need to understand our energy
bills.

One of the reasons billing information is
often so difficult to understand is
information overload. Confusing
additional information can distract the
reader from what they really need to
know.

Energia, one of Ireland’s largest energy
providers, have created Plain Numbers
Certified bill notification emails that keep
it simple. Information is stripped back to
what the customer really needs to know
and the numbers within this are
presented clearly.

This simplicity exemplifies the
Plain Numbers Approach,
demonstrating that often less is
more when it comes to numbers.

There are four versions of the email
which have all achieved Plain
Numbers Certification. Two of them
are shown here.
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Partnering with Plain Numbers
showcases Energia Group's
dedication to enhancing energy
bill accessibility, empowering
customers to manage usage
and make informed choices.

The certification of our bill

notification emails demonstrates
our commitment to clear,
accessible communication,
fostering control for customers
over energy consumption.

Una Craven
Customer Communications Manager, Energia

We know that energy bills can cause people
confusion, but we also know that the information
they contain is critical for household budgets

all over the UK and Ireland.

Energia and Power NI have recognised that there is always more

Jo Hustoft
Plain Numbers Partnerships
Manager for Energia

that can be done to support customer understanding. Their
update emails are just one of several sets of communications the
team have been improving, meaning more customers can

understand what's happening with their energy accounts.

plainnumbers.org.uk

The Plain Numbers Approach in action
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numbers as possible in the top
layer whilst still meeting the
customer’s needs. The cost
and relevant dates are the only

being paid is the most relevant
information for the customer,
so this is in the first line.

Certified Direct Debit version
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Your bill is ready to view

The total to pay for your Electricity account is €260.99.
This covers your energy use from 07/12/23 1o 09/02/24.
We will take this amount by direct debit on 26/02/24

We've based this bill on the most recent meter reading provided by ESB
Metworks, helping keep this bill accurate.

Log into your Energy Online account to view your full bill breakdown.
Meed help with your bill?

Watch our helpful bill explainer video and find useful advice through our
wilisile.

I you ever have difficulty paying your bill or would like to discuss your account
balance, please do not hesitate to get in touch. We ane here 1o work with you o

find a suitable payment plan.
Kind Regards,

Energia

Energy Online
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narrative is used to give is used to provide
the customer a clear
story to follow. The
language is humanised
numbers featured. The amount and jargon-free.

extra information. Full
breakdowns are left out
from these emails and
customers are directed
to their online account
if they are interested.

Certified Non-Direct Debit version

enérgia
Your bill is ready to view

The total to pay for your Electricity account is €125.52.

Please use our online payment service, Fast Pay, to make a payment before
04/04/24

If you would like to sign up 1o direct debit, please give us a call.

As you're on a smart meter taniff, your data is submitted automatically. Smart
el

Pay now with Fast Pay

Lo into your Enargy Online account to view your full bill breakdawn.

MNeed help with your bill?

Watch our helpful bill explainer video and find useful advice through our
wibsie.

If you ever have difficulty paying your bill or would like to discuss your account
balance, please do not hesitate to get in ouch. We are here 1o work with you o
find a suitable payment plan,

Kind Regards,

Energia

Energy Online
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