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TERMS OF REFERENCE
Customers & Retail Services Committee

	CHAIR: 	Antonio COUTINHO (PT)

VICE CHAIR:	Monica IMMOVILLI (IT)

	SECRETARIAT: 	Charlotte RENAUD / Sébastien DOLIGÉ



Group Rationale

The mission of the Customers & Retail Services Committee is to advocate for a vibrant, sustainable and customer-centric retail business within Europe through well-functioning and competitive retail markets. The Committee promotes the role to be played by suppliers in delivering good customer service, empowering consumers through innovative services and creating value for customers in the energy transition. 

The main items under the Committee’s responsibility include: 
· Regulatory and policy trends affecting the design, development and functioning of retail markets, including constraints on marketing and offering mechanisms
· Retail market design, including roles and responsibilities for all market actors, market entry barriers and a level playing field between all players, information exchange between system operators and market parties
· Retail prices, level and structure, including impact of taxes and levies in the electricity bill and on customers’ investment decisions
· Downstream energy services and businesses – including behind the meter services and equipment servicing - and the related regulatory challenges with focus on application and commercialisation (such as energy efficiency, distributed technologies, bundled offers, e-mobility, etc.)
· Other non-energy related downstream services, like insurance products e.g. through bundled offers
· Pre-sale processes (such as marketing and contracting), sales channels and post-sale processes (billing, customer care, switching and dispute resolution)
· Energy poverty, vulnerable customers, credit risk and disconnection

Committee structure:
The Customers & Retail Services Committee delivers products through its working groups which are dedicated to policy, regulatory, operational and technical issues. The WGs cover the scope of the Committee’s annual work programme in its entirety. Each of these groups have their own ToRs and report to the Committee which approves positions.
· WG Retail market design
· WG Customers
· WG New services 



Committee Members:
The Customers & Retail Services Committee is composed of high level representatives – equivalent to Directors or Managers – from either national associations or companies active in and with a thorough understanding of retail markets and new services.

Transversal Eurelectric Cooperation:
The Committee cooperates with other Committees and initiates joint work where relevant on topics of transversal nature. Transversal projects always start with Terms of Reference which define the objective, the scope as well as the governance and approval process. 

Specifically, the Customers and Retail Services Committee closely cooperates with: 
· The Markets and Investments Committee on investment signals for customers to invest in local energy generation, storage and demand response
· [bookmark: _GoBack]The Electrification and Sustainability Committee on energy efficiency, E-mobility and electrification of other sectors that underpin the development of new energy services. 
· The Distribution and Markets facilitation Committee on access to local flexibility resources, data management, demand-side flexibility, new services and all operational aspects of network management impacting electricity supply to final customers. 

European and international liaison:  
DG Energy (ENER), DG Justice & Consumers (JUST), European Parliament’s Industry, Research & Energy (ITRE) and Internal Market & Consumer Protection (IMCO) Committees, Citizens’ Energy Forum (Dublin Forum), Agency of the Cooperation of Energy Regulators (ACER), Council of European Energy Regulators (CEER), European Consumer Organisation (BEUC), SmartEn, RESCoop, Eurogas, EDSO for Smart Grids, GEODE, CEDEC.

Work programme

The Chairmanship along with the Secretariat, on a yearly basis and towards the end of each year, submits to the Committee a work programme proposal with clearly defined priorities, together with appropriate justification on added-value. These priorities shall be in line with the Board’s priorities and take into account the foreseen resources available at the Secretariat side.



ANNEX – Work Programme 2018-2019

	Deliverable
	Deliverable Type
	Anticipated Start Date:
	Anticipated
Delivery Date:
	Stakeholders/
External parties to be influenced and by when?

	Clean Energy Package finalisation, in particular on the electricity directive.
	Position papers, joint statements, 

Active participation in regulatory fora 

Bilateral meetings
	2016
	Q2 2019
	All EU institutions

	Develop a Eurelectric manifesto on suppliers’ role in the energy transition

	Internal and external workshops 

Manifesto with a clear description of the on-going evolution of the role of suppliers, resulting commitments and requests to policy makers

High-level conference

Communication campaign 
	Q2 2018
	Q1 2019
	All EU Institutions and stakeholder associations such as BEUC, Rescoop, etc  

	Influence Consumer package

	Position papers, joint statements, bilateral meetings.

Facts sheets on commercial processes 
	Q2 2018
	Q4 2018
	All EU Institutions, regulators

	Input to digital single market strategy and data regulation, engage with institutions
	
	tbd
	tbd
	EU institutions, regulators

	Develop business intelligence on key consumer and retail issues
	Investigate state of play and role of Guarantees of Origins – internal workshop + policy recommendations

Local energy communities, business models and contractual arrangements, energy poverty
	tbd
	tbd
	EU institutions, regulators

	Input to the internal Electrification and Decarbonisation study with McKinsey
	Internal workshops on decarbonisation and electrification
	Q2 2018
	Q4 2018
	EU institutions, stakeholder associations (sector associations, NGOs, etc)

	Bill infographics to be updated with the new data from the upcoming EC report on prices and costs
	Infographics
	Q4 2018
	Q1 2019
	EU institutions, regulators

	Input to the revision of the Energy Taxation Directive
	Respond to the EU consultation
	March 2018
	May 2018
	EU institutions, regulators
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