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Solid infrastructures for a long-term sustainable strategy
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Omnichannel
customer
support and
feedback

Hera has developed an integrated service model with
according to customer needs:

multiple access points and channel choices

Digital service: My Hera App and online customer area
support day-to-day interactions, digital requests, bills,
consumption monitoring and service management.

Forms and direct email: Online forms, suggestions and
complaints pages, and direct e-mail contacts allow
customers to submit requests and give feedback in
writing.

e-mail utenti domestici: clienti.famiglie@gruppohera.it
fax utenti domestici: 0542/368165

e-mail utenti non domestici: clienti.business@gruppohera.it
fax utenti non domestici: 0542-843189

Dedicated phone lines: Customer service numbers are
available for families and business customers, with
dedicated support hours and separate contacts for
market segments.

Famiglie Servizio a Tutele Business Salvaguardia
Graduali domestico
800.999.500 800.999.700 800.999.790
800.554.000 "
ko

Orarie

In-person support: Local customer service desks
provide face-to-face assistance, helping users who prefer
or need personal support for complex requests.

Al based chatbot: VHERA is the generative Al-based
chat that answers questions and provides information
about company channels.

Ciao! Sono VHERA, posso aiutarti?
Chiedimi qualcosa...
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Customer
feedback feeds
service
development

Monitor: KPIs, complaint trends and
satisfaction results close the loop
and guide continuous improvement.

Improve: Actions are embedded in
process redesign, digital journeys,
service standards and customer
communications.
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CUSTOMER
VOICE
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Customer inputs are transformed into improvement actions through a structured voice-of-customer loop:

Capture: Feedback from contact centres, digital channels,
surveys, claims and local desks.

Classify: Requests are categorized
by topic, service, territory, urgency
and root cause.

Analyse: Recurring pain points and
service gaps are reviewed with
operating and commercial teams.
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Complaint
handling,
resolution and
inclusion

Hera combines formal complaint channels with customer-care processes and accessibility mechanisms

for vulnerable users:

Submit

Online form, e-mail,
phone, local desk

Acknowledge

Request is registered and
taken in charge.
Customer receives a
confirmation

Assess

Responsible unit
investigates root cause
and corrective options.
Expected duration of the

complaint resolution
process is communicated
to customer

Learn

Complaint trends feed
process improvement

Resolve

Customer receives a

motivated response within

applicable standards

Accessibility for

disabled customers:

* In-person desks and phone support
complement digital channels

» Channel choice helps customers with
low digital confidence

» Assisted interactions support complex
or sensitive requests

» accessibility of the customer web
portal, in compliance with Italian Law
n. 4/2004 and the requirements set
out in Annex A to the UNI CEl EN
301549 standard

» Customer service offices equipped
with compliant ramps and free of
architectural barriers,

+ Waiting area with compliant seating

elderly or

Transparency on timelines:

* Complaints are tracked and
answered through formal channels

» Transparent deadlines, 40 days, in
line with ARERA quality rules

External verification:

The complaint handling process is managed within
the Group’s ISO 9001-certified Quality Management
System, independently verified by an accredited third-
party certification body through regular surveillance
and recertification audits. 1ISO 9001 establishes
requirements for a customer-focused approach and
continuous improvement, ensuring that customer
feedback, complaints and suggestions are
systematically collected, assessed and addressed
through  defined  responsibilities, = documented
procedures and corrective actions. The certification
process includes periodic reviews of complaint
management activities, monitoring of response times,
root-cause analysis and the implementation of
improvement measures aimed at enhancing customer
satisfaction and service quality. This independent
verification provides assurance that complaint
handling processes are effectively managed,
consistently applied and aligned with internationally
recognised quality management principles.
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