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1. CLAIMS TO CUSTOMER’S OMBUDSMAN
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Claims received by the Customer Ombudsman decreased by 12% in 2024
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CLAIMS RECEIVED BY THE CUSTOMER OMBUDSMAN
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Claims with previous complaints increased 5p.p.

2023 2024

With previous complaint

Without previous complaint

2023 2024

Claims from repeat customers

Unique Claims

PREVIOUS COMPLAINTS RECURRENCE OF CLAIMS

60% 55%

40% 45%

85% 83%

15% 17%
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In 2024 there was a big increase in the share of claims by companies and other entities

8%

92%

2023

Companies and other entities Private Customers

18%

82%

2024

TYPE OF CUSTOMER

• 2024 was the first year where companies and other entities accounted for more 10% of total claims.
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CLAIMS CAUSED BY SLOWNESS DECREASED 10 P.P. WHILE CONFLICT INCREASED 

CAUSE OF THE CLAIM
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PACKS ACCOUNTED FOR ALMOST A 1/3 OF THE CLAIMS
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Packs Billing Solar Contracting Debt/Collection DSO Others Eletric Vehicles Equipments APP EDP Solar

TAXONOMY OF THE CLAIMS 
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THERE WAS A PREDOMINANCE OF PACKS IN ZONE A AND SOLAR IN ZONE C

CLAIMS BY TAXONOMY 2024
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Packs Billing Solar Contracting Debt/Collection DSO Others Eletric Vehicles Equipments APP EDP Solar

*data from May to December 2024
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THERE WAS A DECREASE IN THE RELATIVE WEIGHT OF CLAIMS REGARDING SOLAR

20232021

NEW INSTALLATIONS

CLAIMS TO OMBUDSMAN

ACCUMULATED (PARK)

CLAIMS P/ 1.000

21.002

11.09
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(CLAIMS/TOTAL PANELS)*1.000 1.652.42
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3.99

RELATIVE WEIGHT OF CLAIMS 
ABOUT SOLAR
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THE AVERAGE RESPONSE TIME DECREASED 1.25 DAYS 

* Time period between filing the claim and obtaining a response from the Ombudsman

AVERAGE RESPONSE TIME (DAYS)*

10,2 10,53

5,62 5,16 5,70
4,45

2016 2018 2020 2022 2023 2024

• The average response time significantly decreased from 2018 onwards with the involvement of Customer Support Direction (CMS).

• 2024 had the lowest average response time ever.
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OMBUDSMAN DECISIONS IN DISAGREEMENT WITH CUSTOMERS CLAIMS INCREASED 7 P.P.
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30%
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Total Agreement Partial Agreement Already solved by EDPC Disagreement Claim about another
company

2023 2024

OMBUDSMAN’S DECISIONS 
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OMBUDSMAN DECISIONS IN AGREEMENT WITH EDPC PRIOR REPLY TO THE CUSTOMER INCREASED 10 P.P.

ALIGNMENT BETWEEN THE OMBUDSMAN’S DECISIONS AND EDPC'S PREVIOUS RESPONSES

14%

29%

21%

37%

8%

39%

27% 25%

Already solved Decision agreed with EDPC prior
reply to the customer

Decision disagreed with EDPC
prior reply to the customer

Without EDPC reply to the
customer before the decision

2023 2024



13

THE AVERAGE EXECUTION TIME DECREASE 1.8 DAYS 

46,2

21

2,6 3,6 4,4 2,6

2016 2018 2020 2022 2023 2024

AVERAGE EXECUTION TIME (DAYS)

• The average execution time significantly decreased from 2018 onwards with the involvement of Customer Support Direction (CMS).

• In 2024 99% of the Ombudsman decisions were executed.
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2. OMBUDSMAN’S EVALUATION BY 
THE CUSTOMERS



CUSTOMER SURVEY RESULTS

Response time

56%

96% 95%

Ease to claim

28%

57%

87%

Problem solving

Global Favorable decision

CUSTOMER SATISFACTION REGARDING OMBUDSMAN ASSESSMENT

Survey response rate: 51%

• A survey is sent to all customers 15 days after they present a claim to the Ombudsman where they evaluate their satisfaction with the Ombudsman 
and which priorities EDPC should be considered to improve customer experience.

Response timeEase to claim Problem solving

Global Favorable decision

58%

94%

55%

93%

25%

82%

Survey response rate: 50%
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