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Customer Charter and Complaints Policy

Commercial Waste Collection
July 2026 | Version 2.0

Bia Energy Limited, Huntstown, Co. Dublin. D11 N28R

National Waste Collection Permit Office (NWCPQ) permit number: NWCPO-25-13277-01 — permit
details can be viewed at www.nwcpo.ie.

Contact: 01 631 6025 | customercare@biaenergy.ie | www.biaenergy.ie

1. Introduction

Bia Energy is committed to providing the highest standards in the provision of waste collection
services to its commercial customers. The food and organic waste we collect is delivered to Bia
Energy's anaerobic digestion facility, where it is converted into renewable energy and biofertiliser —
meaning your waste is managed at the highest possible level of the waste hierarchy, with recovery
preferred over disposal.

We are committed to providing a service that incentivises waste prevention and encourages the
segregation of waste so that it can be managed in accordance with the waste hierarchy, whereby
waste prevention, preparing for reuse, recycling and other recovery are preferred over the disposal of
waste. This approach is in line with current national waste policy — A Waste Action Plan for a
Circular Economy — and the conditions of our waste collection permit.

This document sets out, in a clear and concise fashion, how we intend to provide commercial waste
collection services in accordance with these principles, and how we will handle any complaint or
dispute you may have.

2. Customer Service Standards

We will provide a regular and reliable collection service and process your waste in a professional and
environmentally sound manner. In particular:

» All service provision will be carried out in line with current local and national legislation and
sustainable waste management practices, under our NWCPO waste collection permit (details
available at www.nwcpo.ie).

»  We will provide you with timely, relevant and clear information regarding your collections,
including temporary changes resulting from public holidays or adverse weather conditions.

+ We will consider any reasonable special requests that individual commercial customers may
have, including site-specific access arrangements, restricted collection windows and
presentation requirements.

+  We will explain clearly what our service rules are and the reasons for them.

+ We will respond to formal complaints about our services in a timely and professional manner
(see Section 6).

+ We will ensure that there are no direct impediments to you switching your service provider
should you wish to do so.

+  We will design our service and carry out collections in a way that minimises litter and odour
nuisance, and we will comply with any site rules notified to us by customers (e.g. restricted
collection hours, designated access routes, engine-off policies while waiting on site).
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All waste collected will be weighed, with details of the weights communicated to customers.

Collection frequency will be in accordance with Bia Energy service schedules and the specific
requirements agreed with each commercial customer.

3. Communication with Customers

We will explain clearly what services you can expect to receive and will provide details of the
collection services we offer on a Local Authority basis to the National Waste Collection Permit
Office for publishing on their website.

We will provide you with clear and concise billing which will allow you to understand all elements
of the costs involved in providing your waste services.

We will endeavour to inform all customers of any predictable alternative collection arrangements
(e.g. public holidays) or any proposal to vary the level of collection, giving as much notice as
possible.

We will keep you informed of changes in our service that are designed to improve our service
offering.

At the time of initial service provision, each customer will be provided with: our full name and
address; account contact details (phone, email, postal address and website); a clear breakdown
of our pricing policy; the process for billing and payments; the process for dispute resolution; the
procedure applying to customers in arrears (where applicable); service frequency and details;
and the procedure for cancellation of service, including refund of charges where applicable.

You will be advised of the period of validity of any offer provided and of a cooling-off period
should you wish to change your mind.

In the case of e-commerce contracts, and in line with reducing paper usage, all communication
and documents will be sent by email unless otherwise requested.

4. Commercial Customer Responsibilities

In line with national policy, prevent, reuse and recycle waste as much as possible. Present your
waste materials properly segregated and placed in their respective bins/receptacles, in
accordance with our Waste Segregation and Presentation Guidelines.

Food/organic waste bins: only compostable liners certified to EN 13432 may be used.
Conventional plastic bags are not acceptable in food waste bins and constitute contamination.

Contamination procedure: should incorrect waste be placed in a bin, photographs will be
taken of the contaminated bin, our customer care team will contact you to inform you of the
contamination, and the contaminated bin will be booked for an alternative service as general
waste with the appropriate charge applied.

Present bins at the agreed collection point and time, ensure safe access for our vehicles and
crews, and notify us in writing of any site-specific rules, restricted hours or safety requirements
applying at your premises.

If you have difficulty paying an outstanding bill, contact us as soon as possible — we have a
procedure to agree an individual payment plan.

Contact us if you have any queries on how best to manage any of your waste materials; we
have the expertise to advise on the appropriate service.

All customers must also adhere to the waste presentation bye-laws of their local authority.

5. Pricing, Charging Mechanism and Access to Account Information
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The range of services and costs for service provision will be clearly communicated to each
customer and will be in accordance with commercial waste management legislation.

New customers will receive information on charging and pricing structures at the time of sign-up,
whether over the phone, via website sign-up or via completion of an application form.

A copy of our Terms and Conditions of Business will be provided to customers as part of the
new customer welcome pack and will be available on request.

Any changes to our Terms and Conditions will be communicated to customers in a timely
manner. Payment of invoices following such notification shall be taken as acceptance of the
updated terms.

Customers are entitled to easy access to their account information, including statements and
balances.

Bia may at its discretion, impose a penalty on a customer for overloading their receptacles or
failing to segregate properly, any such penalty will be clearly communicated to the customer.

6. Education and Raising Awareness

We shall implement an education and awareness programme in relation to waste management
for the commercial customers we service, via promotional literature, our website and the website
of the National Waste Collection Permit Office.

Information packs shall be available to all customers clearly indicating allowable waste in the
brown bin and how to present material for collection.

We shall work with national bodies in promoting waste prevention, reduction and recycling (e.g.
EPA, Repak, MyWaste).

We will explain to you what happens to the materials we collect — including how food and
organic waste is converted to renewable biomethane and biofertiliser at Bia Energy's anaerobic
digestion facilities.

7. Termination of Service, Refunds and Changing Service Provider

Should you wish to terminate your service, please advise us by email, in writing or by phone,
giving 14 days' notice. We will remove our bins by arrangement with you, and any balance owing
on your account, after any applicable cancellation charge is deducted, will be refunded within 30
days of receipt of the termination notice.

We will ensure that there are no direct impediments to you switching your service provider.

8. Equipment and Ownership of Bins

At the time of initial service provision, each customer will by agreement be supplied with
bins/receptacles appropriately sized to their needs.

All bins remain the property of Bia Energy. In the case of changing equipment, ceasing service
or changing service provider, we commit to arranging collection of our bins within two weeks of
the service ceasing.

Customers are responsible for bins while on their premises; lost, damaged or destroyed bins
may incur a replacement charge.
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This Charter does not affect your statutory rights in any way. It provides a simple statement of our
commitment to you, our customer, and what we expect in return, to ensure you receive the best

service level possible.
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Appendix A — Complaint Recording Procedure

Any complaint received will be recorded on the Complaints Form (Appendix B). The form will
normally be completed, signed and dated by the Customer Services Manager; if they are not
available, an alternative representative will complete it.

The name, address, telephone number and email of the complainant will be requested.
Each complaint will be given a unique reference number.

The complainant will be asked to give details of: the nature of the complaint; the time it occurred;
how long it lasted; how often it occurs; whether this is the first time the problem has been
noticed; and what prompted them to complain.

The person completing the form will, where relevant, note the weather conditions at the time
(e.g. for odour or noise complaints). And the activity taking place at the time, particularly
anything unusual.

The reason for the complaint will be investigated and the findings added to the report.

The complainant will then be contacted with an explanation of the source of the complaint, if
identified, and the action taken to prevent a recurrence.

If the complainant is unhappy with the outcome, or unwilling to identify themselves, they will be
invited to contact the local authority and/or the Environmental Protection Agency.

Following any complaint, the relevant management plan(s) and, where applicable, the Environmental
Management System will be reviewed to ensure appropriate actions are in place to counter any
problems.
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Appendix B — Bia Energy Complaint Form

bic

Bia Energy

Dacument: 01

Complaint Form

Mame: 5. Nalan

Date: D4/01/25

Detail of Complaint

Date of Complaint:

Time of Complaint:

Complaint Received by:

complaint Made via:

Subject of Complaint:

Complainant
Mame:
address:

Fhone Mumber:
Email:

Comments:

Inwestigation:

Oooooo

Telephone
Letter (attached)
Emazil [attached)

In person
Other (list)
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