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EURELECTRIC is the voice of the electricity industry in Europe.

We speak for more than 3,500 companies in power generation, distribution, and supply.

We Stand For:

Carbon-neutral electricity by 2050

We have committed to making Europe’s electricity cleaner. To deliver, we need to make use of all low-carbon technologies: more renewables, but
also clean coal and gas, and nuclear. Efficient electric technologies in transport and buildings, combined with the development of smart grids and a
major push in energy efficiency play a key role in reducing fossil fuel consumption and making our electricity more sustainable.

Competitive electricity for our customers

We support well-functioning, distortion-free energy and carbon markets as the best way to produce electricity and reduce emissions cost-efficiently.
Integrated EU-wide electricity and gas markets are also crucial to offer our customers the full benefits of liberalisation: they ensure the best use of
generation resources, improve security of supply, allow full EU-wide competition, and increase customer choice.

Continent-wide electricity through a coherent European approach

Europe’s energy and climate challenges can only be solved by European – or even global – policies, not incoherent national measures. Such policies
should complement, not contradict each other: coherent and integrated approaches reduce costs. This will encourage effective investment to ensure
a sustainable and reliable electricity supply for Europe’s businesses and consumers.
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KEY MESSAGES

 Customers are the very essence of our business, and their satisfaction is our top priority. This
is why the European electricity industry strives to ensure that customers in Europe can
benefit from competitive, well-functioning retail markets, leading to simple, reliable and
affordable offers.

 EURELECTRIC and its member organisations fully support the CEER/BEUC 2020 Vision for
Europe’s energy customers and the four principles of Reliability, Affordability, Simplicity, and
Protection & Empowerment (RASP).

 Since these principles necessarily interact with one another, we believe that a balanced and
integrated approach is the best way to ensure greater customer confidence and participation
in the market.

 A good strategy for Europe’s energy customers should also remain flexible, allowing retailers
to innovate and satisfy their diverse needs and preferences.

 This paper defines how the European electricity industry understands the RASP principles
and sets out examples of national and EU-level actions that EURELECTRIC and its members
are taking to translate them into reality.
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1. Introduction

At the 5th Citizens’ Energy Forum (November 2012), the European energy regulators CEER and European
consumer organisation BEUC presented their 2020 vision for Europe’s energy customers. This vision is
based on the so-called ‘RASP’ principles – Reliability, Affordability, Simplicity and Protection &
Empowerment – and aims at guiding future actions and commitments from all retail market stakeholders.

This paper starts by defining how we – as a pan-European industry – understand the RASP principles. It
then sets out examples of national and EU-level actions that EURELECTRIC and its members are taking to
translate them into reality.

2. EURELECTRIC’s views on the RASP principles

The RASP principles are geared towards governing customers’ interactions with their energy retailer1. We
endorse them as a means to increase customers’ awareness of, and trust in, the market so that they are
willing – and able – to make choices in a competitive environment. In our view, the RASP principles entail
the following:

 Reliability = customers should be able to rely on their contract, including information on
offers, tariffs, etc., and processes governing their electricity supply.

 Affordability = all customers should benefit from transparent bills and fair prices. Those
experiencing fuel poverty should be offered targeted solutions that do not affect retail market
functioning.

 Simplicity = customers should have easy access to the relevant information and tools needed
to make informed choices, e.g. quality-guaranteed price comparison tools. Simplicity is best
ensured if customers have their retailer as main point of contact.

 Protection & Empowerment = customers should be shielded from unfair commercial
practices, benefit from independent and impartial dispute settlement mechanisms, and be
confident that their consumption data are protected and secure.

3. Examples of actions at EU level

Studies/reports
EURELECTRIC is a long-time advocate of well-functioning retail markets leading to a high level of customer
satisfaction. Over the years, we have progressively developed and refined a fully-fledged market model
centred on customers – with concrete regulatory recommendations – allowing them to benefit from:

- Choice of different companies, products and services (e.g.
lower entry barriers for retailers into new markets; the
regulatory framework should enable competition,
entrepreneurship and innovation)

- Trust in market players (e.g. the retailer should be the
customer’s main point of contact, making all processes
simpler for them)

1 For the sake of clarity and conciseness, in this paper “retailers” refers to all market parties active in the retail
business: supplier, ESCO, aggregator, etc.
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- Fair prices (e.g. the customer’s bill should reflect as far as
possible the market-based cost of energy and should not be a
vehicle for financing other policies)

- Reliable and easily accessible information (e.g. customers
should receive a single bill comprising both commodity prices
and grid tariffs)

- Adequate customer protection rules (e.g. transparent
complaint mechanisms and alternative dispute resolution
systems should be in place; vulnerable customers should
benefit from targeted support, etc.)

We regularly publish reports and organise conferences to share our conclusions/recommendations and
get feedback on our work. Examples include: “EURELECTRIC report on Customer switching in Europe”
(March 2003); “Towards one generic switching model in Europe” (April 2006); “Challenges of building retail
markets in Europe” (April 2007); “EURELECTRIC views on demand side participation” (August 2011).

Since the end of 2012, EURELECTRIC has worked on three main studies/reports looking into the evolving
interactions between customers and utilities:

Utilities: Powerhouses of Innovation (May 2013)
Customers are interacting with utilities in a different way than they did
ten years ago, when digital touch points were almost non-existent in
the power sector. A large set of opportunities across energy efficiency,
distributed generation and the electrification of transport and
heating/cooling are at or near commercial viability. As a result,
dramatically different business models for serving customers’ needs
are being developed, no longer defined in terms of energy supplied
but directly in terms of benefits that end-users can derive from various
appliances and energy-consuming services. This report sets the
industry-wide perspective on the power sector transition and puts
forward recommendations for an improved policy framework centred
on innovation.

Communicating smart meters to customers – which role for DSOs?
(June 2013)
In most Member States, the installation of smart meters is/will be the
responsibility of distribution system operators (DSOs), who must
therefore be prepared to answer customer questions related to this
installation process. They should be able to explain what a smart
meter is, how it works, and where to go for impartial advice on smart
meter benefits. This paper presents a series of best practices of DSOs
across Europe.
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The Retail (R)evolution - Power to the consumer (December 2013)
The line between energy, telecommunications, and other industries is
increasingly blurred. Customers are gaining access to an interactive,
on-demand digital world which is changing the way they inform and
entertain themselves, but also how they interact with their service
providers (banks, insurance companies, energy companies). In the
energy sector, new customer-related concepts like smart meters and
smart grids are emerging. In parallel, expressions such as “active
customer” or even “prosumer” are becoming more common. The
objective of this paper is to clarify this picture and answer the
numerous associated questions such as: what exactly is a smart energy
system? What’s in it for the customer? Why would customers want to
become more active? Can such a system really bring benefits to all?

EURELECTRIC has also set up a “Smart Grid Projects Academy”, a forum for experts working in the area of
smart grids to share and benefit from detailed and targeted insights into the latest smart grid
developments and pilot projects. The academy consists of a series of ‘hands-on’ workshops through 2012
and 2013 focusing on a specific functional area of smart grids. One of them was dedicated to the question
of how to engage and empower customers.

Dialogue with stakeholders and promotion of good practices
At EU level, EURELECTRIC is in close contact with the EU institutions, the energy regulators and the
consumer associations to help improve the regulatory framework on consumer issues:

- Throughout 2013, we have actively contributed to exchanging and
promoting best practices on e-billing & data management and
vulnerable consumers within dedicated European Commission (EC)
Working Groups. This follows our previous work on “Transparency in
the energy sector” (2012); “Alternative Dispute Resolution in the
energy sector” (2011), and “Billing” (2009).

- We are delivering structured input to the EC Task Force Smart
Grids, especially its expert groups EG2 (data privacy and security)
and EG3 (market model).

- We regularly exchange views with other stakeholders on market
developments and their effects on consumers: e.g. European
Parliament public hearing on “Consumers on the (green) electricity
market - How to get there?” in January 2013; BEUC workshop on
“collective switching” in April 2013.

- We are supporting the recent initiative of the Economic and Social
Committee to establish a European Energy Dialogue - at national,
regional and local level - aiming to provide citizens with reliable and
comprehensible information on energy policy.
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EU legislation on consumer issues
We are doing our best to help improve EU legislation on consumers. Most recently:

- We pushed for electricity to be included in the Consumers Rights Directive – this was not the case
in the first drafts.

- We fully supported the European Commission’s proposal to develop a horizontal approach on
Alternative Dispute Resolution (ADR) with the aim of guaranteeing a high level of consumer
protection, confidence and thus participation in the European internal market. ADR mechanisms
vary considerably throughout the EU and we believe it is important to set minimum EU-wide
cross-sectorial standards.

EURELECTRIC’s internal organisation
In June 2013, the EURELECTRIC Board endorsed a restructuring proposal which – amongst other things –
aims at enhancing EURELECTRIC’s retail profile. Concretely this means that more resources will be
dedicated to retail and customer issues. While these issues were so far dealt with by a Working Group
placed under the Markets Committee, they have now been transferred to a new fully-fledged Retail
Customers Committee, backed by a new unit at Secretariat level.
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4. Examples of actions at national level

Pilot projects
Many EURELECTRIC members are involved in pilot projects on smart grids, whose ultimate aim is to
engage and empower consumers:

InovGrid is a 15 million euro project launched by EDP in the Portuguese
city of Évora in 2009. It aims to equip the electricity grid with information
and devices to automate grid management, improve service quality,
reduce operating costs, promote energy efficiency and environmental
sustainability, and increase the penetration of renewable energies and
electric vehicles. It will allow retailers to use this technological platform
to offer consumers information and value-added energy products and
services. 30,000 smart meters have been installed and an InovGrid store
and communication office have been set up to provide local citizens with
easy and simple information about the project’s progress:
http://www.inovcity.pt/en/Pages/inovgrid.aspx

ADDRESS is a 16 million euro large-scale integrated project co-funded by
the European Commission under the 7th Framework Programme. It was
run between 2008 and 2012 in Italy, France and Spain by a consortium of
25 partners from 11 European countries, coordinated by Enel
Distribuzione. The project investigated how to use small customers’
potential flexibility of consumption to alleviate peak loads or network
congestions. Lessons learnt include insights into customer interest and
involvement: http://www.addressfp7.org/

In the Netherlands, Enexis is working on a project involving a new solar
powered washing machine allowing customers to maximise the use of
sunshine with the help of the smart grid. Residents of the city of Breda
will be able to select the most favourable time for using this cheap and
sustainable form of energy. The system will give them information about
their energy use and record their preferences. Testing the washers in a
controlled population will help to develop the technology and provide an
understanding of how people use it. In particular, the test will
demonstrate whether enough customers are ready for it:
http://jouwenergiemoment.nl/

The Belgian Linear project studies ways in which households can tailor
their electricity consumption to the amount of solar and wind energy
available, both in terms of technology and user interaction. Twenty
partners have teamed up to make the project a success, including
EURELECTRIC members Eandis, EDF Luminus, GDF Suez (Laborelec), and
Infrax. More info: http://www.linear-smartgrid.be/



10

Good practices on RASP

The conceptual development of the RASP principles by CEER/BEUC has been an important step forward in
understanding customers’ needs. Many national projects by (or supported by) EURELECTRIC members
already reflect these principles, as demonstrated by the following recent good practice examples2:

Principle Member
State

Good practice

RELIABILITY Belgium Companies continuously strive to improve their performance. For instance,
Electrabel has defined key performance indicators concerning the
availability of its employees to respond to customer requests by phone, e-
mail, live chat, etc. and regularly measures and improves its performance.

The national regulator regularly evaluates the quality of service provided
by electricity and gas suppliers and publishes the results on its website,
including a ranking based on the number of complaints per 5,000
customers.

Finland The industry in Finland (association and companies) has been working to
achieve a fluent, fast and customer-friendly supplier switching process.
This means that only one contact with a supplier is enough to conclude a
contract, switching can take place within 14 days, and switching suppliers
is also possible during the week-end.

Italy Some retailers (e.g. Edison, Enel Energia, Sorgenia) have launched a
publicly available “Sales Code” as a reference vendor rating contract to be
subscribed to by all third party contracted sales companies. See the
following websites:
http://goo.gl/8u3wTX
http://www.edisonenergia.it/cms-files/media-library/497.pdf

The national regulator publishes on its website a ranking - updated twice a
year - of the quality of service of companies’ call centres.

Netherlands The energy industry association Energie-Nederland has drawn up a
voluntary code of conduct on providing information and fair sales to
consumers with the aim of increasing their confidence in the energy
market. It applies to contacts between the energy supplier (or a company
operating on their behalf) and a consumer concerning the sale, contract,
continuation and termination of supply agreements for energy and related
contacts. Energy suppliers that apply the code of conduct commit to:
- inform consumers in the best way,
- contract consumers in a honest way,
- allow for supplier switching in the best possible way.
http://www.energie-nederland.nl/gedragscode-consument-en-
energieleverancier/

Portugal The national regulator evaluates the quality of service provided by
electricity suppliers on a regular basis and publishes the results on its

2 This list is not exhaustive. Examples are presented in alphabetical order.
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website. The report assesses three major components: commercial,
technical and servicing.
http://www.erse.pt/pt/electricidade/qualidadedeservico/Paginas/default.
aspx

Sweden Since 2003 the Swedish industry associations have cooperated with the
national transmission system operator to develop routines and
standardised message formats for the actors on the electricity market, and
to improve supplier switching, customer moving, metering handling and
settlements. This has resulted in a regularly updated “Electricity market
handbook” which provides detailed information of how different processes
should be handled.

Since 1 January 2013 the Swedish national regulator is responsible for
supervising suppliers’ information to customers regarding electricity origin,
i.e. the contribution of each energy source to the supplier’s overall fuel mix
over the previous year.

UK A code of confidence for switching sites managed by the national regulator
calls for direct regulation of third-party intermediaries to ensure that
customers are not misled. The sites covered by the code act independently
of the energy suppliers and have to make sure that the prices they quote
for energy deals and the information given about these offers are shown in
a fair and unbiased way:
http://www.consumerfocus.org.uk/news/confidence-code-can-help-
consumers-get-a-better-energy-deal

Principle Member
State

Good practice

AFFORDABILITY Austria The promotion of energy efficiency in the electricity sector is based on a
voluntary agreement between the Austrian Association of Electricity
Companies (Oesterreichs Energie) and the Federal Ministry of Economy,
Family and Youth. The agreement is fulfilled by the member companies in
the electricity sector. It contains quantitative targets and is constantly
monitored by an independent body, the Austrian Energy Agency. The
electricity companies are active in different fields of energy efficiency and
energy services such as promotion of heat pumps, audits, energy check
and advice to customers, appliances check and financial support to change
appliances (www.monitoringstelle.at).

Finland Most members of Finnish Energy Industries have voluntarily joined
National Energy Efficiency Agreements. A company joining this agreement
commits (with quantitative and temporal targets) to becoming more
energy-efficient and to drawing up a plan with the energy services and
energy efficiency improvement measures it offers to its customers.
Companies offer different types of energy efficiency services, e.g. personal
advice to their customers by phone, email, etc. They have to report
annually on their achievements:
http://www.energiatehokkuussopimukset.fi/en/
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Netherlands Energy suppliers have made a voluntary agreement with all the debt
service organisations working for the municipalities. This agreement
revolves around informing the relevant officials at the local authorities
about those customers having problems paying their energy bill. It also
allows debt service organisation to make the right arrangements while
energy suppliers refrain from continuing their debt collection procedure.
http://www.nvvk.eu/schuldhulpverlening/Convenanten

Portugal Besides promoting energy efficiency services, EDP has created a specific
site where it helps consumers to reduce their energy bill and to become
more energy-efficient (e.g. tariffs simulation, tips, advice, etc.):
http://www.eco.edp.pt

From 2007 to 2012, EDP voluntarily invested in several energy efficiency
measures, e.g. free distribution of more than one million LFC light bulbs.
http://www.eco.edp.pt/particulares/agir/projetos-eco-edp/acoes-2011-
2012/oferta-de-lampadas-economizadoras?lang=pt

In addition, EDP has developed energy efficiency measures for vulnerable
consumers.
http://www.edp.pt/pt/media/noticias/2013/Pages/EDPvaioferecertressist
emasdemicrogeracaoaIPSSs.aspx

Spain Spanish energy industry association UNESA offers a consumption
calculator which allows customers to see the cost breakdown of the
invoice: energy, access fees, taxes, premiums for renewable energy, etc.
http://www.unesa.net/u/factura.html

Most supply companies give energy saving tips on their websites and bills.

UK Money Saving Expert is the UK's biggest consumer website with over 13
million users a month and seven million recipients of the weekly email. The
Cheap Energy Club is a service that aims to alert consumers when cheaper
energy deals become available, or when it is time to switch away from a
tariff that is ending. This service takes into account exit fees and other key
tariff information, providing personalised calculations. Almost 300,000
users have signed up to the club in a short space of time.
http://www.moneysavingexpert.com/cheapenergyclub

Principle Member
State

Good practice

SIMPLICITY Austria Oesterreichs Energie (Austrian Association of Electricity Companies) has
developed information material on the functioning of the electricity
market, especially on electricity prices and energy bills:
http://oesterreichsenergie.at/daten-fakten/statistik/Strompreis.html

The national regulator has set up a price comparison tool on its website:
http://www.e-control.at/de/konsumenten/service-und-
beratung/toolbox/tarifkalkulator/tarifkalkulator-application
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Finland Finnish Energy Industries have developed four animations to explain how
the energy system works and what goes into energy bills:
http://energia.fi/sahkomarkkinat/sahkon-hinta-ja-sopimukset/mista-
sahkon-hinta-muodostuu

The national regulator has set up a price comparison tool on its website.
Customers can use it to compare the different offers from all suppliers that
joined the system. Price statistics can also be found at: www.sahkonhinta.fi

France EDF publishes a short newsletter “Esprit conso” to regularly inform its
customers about the latest news and offers available.

Germany The German Association of Energy and Water Industries (BDEW), together
with other industry associations, developed guidelines for transparent and
informative billing for the end customer in 2009. The purpose is to
promote best practices across the industry on clear and transparent
energy bills. An update of these guidelines is underway.

Italy Major energy suppliers such as Edison and Enel Energia are regularly
consulting with groups of customers on how to make the layout of bills
clearer and simpler. In addition, the national regulator has recently started
a consultative process with stakeholders to assess and review the current
rules for the bill layouts, in order to make them more customer-friendly.

The national regulator has set up a price comparison tool on its website.
Customers can use it to compare the different offers from all suppliers that
joined the system:
http://trovaofferte.autorita.energia.it/trovaofferte/TKStart.do

Netherlands Energy suppliers recently presented an action plan – the so-called
transparency agenda – to the national regulator and the government with
the aim of making the energy market simpler and more transparent for
consumers. One of the building blocks is the simplification of the
presentation of relevant price information to consumers and more
transparency throughout the ‘chain’ of offering, contracting and billing.
Indeed the energy bill is often composed of several price components,
which are not all set by the supplier. It should be clear to customers how
the agreed price offer will be reflected in the final supply agreement and in
the energy bill. Suppliers have set up new terminology and definitions that
will be consistently used in offers, supply agreements and energy bills - this
will also help consumers to compare the offers on the market.

Portugal EDP has developed a section on its website to give simple information to
its customers about the liberalisation process, the cost of energy, the
switching process, etc.
https://energia.edp.pt/ParticularesHome/perguntas-frequentes.aspx#faq-
5874

Spain The Spanish national regulator has developed a price comparison tool
which documents the various options available to consumers and provides
a comparison of offers.
http://www.comparador.cne.es/comparador/index.cfm?js=1&e=N



14

Sweden Between 2004 and 2009, Swedenergy engaged in a so-called “customer
offensive”, which aimed at making things better and simpler for the
customer. Amongst others the project resulted in wordlists to use the
same terminology, checklists and manuals for customer service,
standardised basic invoice information, leaflets with standardised
customer information, etc. Since then, Swedenergy’s annual market
measurements have shown a dramatic improvement in the share of
customers stating that the bill is easy to understand. In addition, the
waiting time when calling the customer service has been greatly shortened
and the number of complaints to the electricity consumer association
much reduced.

Since 2011 Swedenergy has been engaged in a new project, “Ladda
Sverige” (=Loading Sweden), which aims to increase customers’ knowledge
of electricity use and costs. Swedenergy wants to create awareness about
the value and importance of access to electricity, especially in the
development of a sustainable society. The project has so far resulted in
several videos explaining the cost of consumers’ daily needs (i.e. hairdryer,
toasted bread, alarm clock, computer, mobile phone etc.). The project has
also resulted in regular market research on customer opinion on the value
of electricity; several reports; simple presentation material and leaflets
which can be used by suppliers.
http://www.svenskenergi.se/Vi-arbetar-med/Fragor-K-O/Ladda-
Sverige/Framtidsbilder/

The Swedish national regulator manages an independent price comparison
web page where customers are able to compare all the offers proposed by
suppliers.

UK Energy UK has developed a number of videos explaining e.g. the cost of
energy, what goes into energy bills, how smart meters work, or how easy it
is to switch supplier:
http://www.energy-uk.org.uk/videos.html

Npower has developed a short leaflet explaining in simple terms the
changing cost of UK energy to its consumers
http://www.npower.com/idc/groups/wcms_content/@wcms/@corp/docu
ments/business/ee_latest_report.pdf

To address specific needs for older customers, E.ON offers a package
through a partner organisation, Age UK. The package offers easy-to-read
bills, locks in energy prices over a given period and provides a call centre
staffed by personable agents.
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Principle Member
State

Good practice

PROTECTION Austria Oesterreichs Energie (Austrian Association of Electricity Companies) has
developed a code of conduct for energy suppliers against unfair
commercial practices:
http://oesterreichsenergie.at/stromkunden/lieferantenwechsel/allgemein
e-informationen-zum-lieferantenwechsel.html

Wien Energie opened its own ombudsman's office in early 2011. The
primary objective of the office is to support those individuals facing social
hardship and to develop tailor-made solutions in order to avoid possible
energy poverty. The intention is to help such individuals re-establish
regular access to electricity and heating supplies. The team consists of
three trained social workers. The advice is holistic and involves other
(official) social institutions as the problems of the clients are usually not
confined to the energy bill.
http://www.wienenergie.at/eportal/ep/home.do?tabId=0

Belgium Electrabel has adopted an action plan against energy poverty which aims
at better understanding the phenomenon, developing a specific service
offer for precarious clients, financing energy efficiency investment in
precarious homes and establishing an “energy poverty observatory” which
brings together relevant stakeholders (energy companies, social
organisations, academia, etc.).

Consumers can turn to an independent mediation service (“ombudsman”)
in case they have an issue with an electricity or gas company which could
not be solved bilaterally. The ombudsman strives to resolve the dispute
amicably in order to avoid the cost and hassle of going to court. Consumers
can call upon this service free of charge.

France Since March 2012, customers benefitting from basic social health coverage
automatically benefit from the electricity social tariff as well. This measure
has already allowed the number of people benefitting from it to double.

Germany In 2001 the “Schlichtungsstelle Energie”, an independent ADR body, was
established following a joint initiative between the energy industry and the
federal consumer organisation, organised and funded by the energy
industry, and supervised by the German ministry of industry and
technology:
http://www.schlichtungsstelle-energie.de/index.php?id=2

Italy A social tariff was introduced in 2009 as a financial support (cash discount
on the bills) for customers with low income or severe physical disease (i.e.
customers who need electric medical equipment). The income threshold is
based on a statistical indicator that takes into account different
parameters (income, number of family members, etc.).  Around 5 million
customers are estimated to be eligible. The funding is granted through a
“system charge” tariff component.

Portugal Both in the regulated and liberalised market, eligible consumers have
access to social tariffs.
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http://www.edpsu.pt/pt/destaques/Pages/TarifaSocialeAsece.aspx
https://energia.edp.pt/ParticularesHome/perguntas-frequentes.aspx#faq-
5874

EDP has set up its own ombudsman’s office, which gives a voice to
customers’ demands and complaints. It reports annually on its activity:
https://provedordocliente.edp.pt/

Sweden The Swedish Consumer Authority collaborates with Swedenergy in
developing general conditions for sale of electricity to protect customers.

Swedenergy has issued ethical guidelines around telemarketing and street
vending which have been agreed with the Swedish Consumer Authority.

UK Energy UK members have signed up to the ‘Safety Net’ initiative, pledging
to never knowingly disconnect a vulnerable customer at any time of year,
where for reasons of age, health, disability or severe financial insecurity
that customer is unable to safeguard their personal welfare or the personal
welfare of other members of the household. In addition, the Safety Net
provides enhanced measures that are integrated into all suppliers’ debt
management processes, an agreed universal definition of a potentially
vulnerable customer, improved communication with support agencies, a
range of debt management and repayment options and follow-up
procedures to support vulnerable customers.

Principle Member
State

Good practice

EMPOWERMENT Belgium Electrabel offers a Smart Energy Box which allows consumers to consult
their electricity consumption and cost at any moment via a web platform
using a computer, a smart phone or tablet. The application can show the
total electricity consumption as well as the consumption of individual
appliances or a group of appliances for each quarter of an hour of the
present day, the day before, the last 7 days, the last month or the last year.
https://www.electrabel.be/en/residential/price-gas-electricity-
supplier/smart-energy-box

Finland “Free My Consumption” is a free service provided by Vattenfall that allows
customers to follow their hourly consumption (day after the delivery day)
on the internet. This service also includes outdoor temperatures and
comparisons with previous consumption and similar customers. In
addition, EnergyWatch is a product available at an extra fee which allows
customers to follow their real-time consumption on a minute-by-minute
basis either on their mobile device or on the internet. EnergyWatch can
also provide the consumption of each device within the house.
http://www.vattenfall.fi/fi/energywatch.htm

Germany According to a BDEW internal survey conducted at the end of 2012, more
than 60% of retailers offer smart and innovative solutions for end
customers to enable energy savings or monitor their consumption.
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Italy Enel Smart Info is a smart device which allows customers to always have
their electronic meter information at hand, helping them to optimise their
energy consumption and move towards a more efficient and sustainable
energy consumption. The device provides easy access to information on its
own display, a computer or a smartphone. It will allow the use of the
information provided by the electronic meter to programme domestic
appliances so that they are used at the most convenient times. Currently
the Smart Info is being tested in several municipalities. Pilot projects
involve a few thousand families which received a free kit consisting of the
Smart Info itself, a dedicated display and software for their computers and
smartphones.
http://www.enel.com/en-
GB/innovation/smart_grids/smart_homes/smart_info/

Portugal EDP offers a Global Management Energy Service (“Gestão Total”), which is
a free service that allows consumers to manage the energy consumption of
their homes. Consumers can enter the readings of their electricity meters
and gas and know their consumption profile, change their consumption
habits to save on their energy bill and reduce their carbon footprint.
https://energia.edp.pt/particulareshome/particulares/servicos/gestao-
total.aspx

Spain Gas Natural Fenosa provides talks and visits to elderly people in order to
explain the bill, the form of contract and saving tips.

UK “Midata” is a partnership between the UK government, consumer groups
and major businesses aimed at giving consumers access to the data
created through their household utility use in a machine-readable portable
electronic format.
http://webarchive.nationalarchives.gov.uk/+/http:/www.bis.gov.uk/policie
s/consumer-issues/personal-data

There is a voluntary agreement to publish complaints data on suppliers
websites. This enables customers to better hold their supplier to account.



5. Conclusions and policy recommendations

Customers are the very essence of our business. As they enjoy new opportunities in the liberalised
markets, their satisfaction cannot be anything but our top priority. Satisfied customers are loyal
customers, creating the conditions for companies to focus on innovating their energy offers and services
to ensure an even better customer experience.

By committing to principles such as awareness, trust and choice on top of the RASP principles developed
by CEER/BEUC, the utility industry pro-actively addresses the challenge of fostering working retail markets
in which all customers – household, commercial and industrial – can find the best deal for them with a
high degree of confidence in market dynamics and processes.

This paper offers a glimpse into the homework being done by EURELECTRIC’s members. Whilst the
industry should strive to continuously improve their relationship with the customers, policymakers and
regulators can support such actions. To this end, EURELECTRIC offers the following policy
recommendations:

RELIABILITY AFFORDABILITY SIMPLICITY PROTECTION &
EMPOWEREMENT

Enforce existing
legislation, in
particular the 2nd and
3rd Energy Packages
and the Energy
Efficiency Directive

Clarify legal basis for
price regulation by 2014

Certify the accuracy and
objectivity of price
comparison tools through
e.g. a ‘trust mark’ from
the energy regulator

Enforce existing
legislation in the fields of
vulnerable customers (3rd

Package), consumer
rights (Consumer Rights
Directive) or dispute
settlement (Alternative
Dispute Resolution)

Propose a timeline to
abandon price
regulation where it still
exists

Make retailers the main
point of contact towards
customers to simplify
their market experience

Ensure that customers
bills are transparent and
with a breakdown of
cost-components

Explore the possibility of
using standardised
terminology to make
offers more easily
comparable

Make social policy fit-
for-purpose so that it
can tackle the root-
cause of vulnerability
and energy poverty

Assess the impact of
current national legislative
provisions regulating the
presentation of offers and
bills to strike a balance
between
comprehensiveness and
simplicity



EURELECTRIC pursues in all its activities the application of
the following sustainable development values:

Economic Development

Growth, added-value, efficiency

Environmental Leadership

Commitment, innovation, pro-activeness

Social Responsibility

Transparency, ethics, accountability
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