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Group Rationale

Beyond advocating for well-designed and competitive retail markets, Eurelectric is actively involved in day to day customer issues, spanning all pre-sale and post-sale processes. Areas such as marketing and contracting on the one hand, and billing, customer care, switching and dispute resolution on the other hand, are all crucial to ensure that customers feel at ease while dealing with their electricity supplier.

Eurelectric is engaged to make sure that the regulatory framework allows customers to benefit from fair prices, transparent contracts and bills, and impartial dispute settlement mechanisms, as well as ensuring that their consumption data are protected and secure. 

More concretely, this WG chiefly deals with the core retail market processes and customer issues listed below:
· Supplier switching 
· Moving of end-users
· Billing and consumption data
· Customer data privacy and security
· Customer interface 
· Complaint handling 
· Customer satisfaction
· Transparency of energy prices and contracts
· Price comparison tools
· Vulnerable customers and energy poverty
· Consumption taxation
· Credit management (debt and disconnection)

This WG focuses not on consumer aspects of energy legislation and also deals with all transversal legislation impacting customers and customer rights such as the Consumer rights Directive, the Unfair Commercial Practices Directive, the Alternative Dispute Resolution Directive and the General Data Protection Regulation.

The WG reports to the Customers & Retail Services Committee.

WG Members:
The WG is composed of experts from either national associations or companies active in the field of retail markets and, specifically, customer issues.


Transversal Eurelectric Cooperation:
The WG Customers closely cooperates with: 
· The Distribution and Markets Facilitation Committee on retail market processes (switching, billing, etc.) and information exchange. 

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 a work programme proposal with clearly defined priorities for consideration to the WG, together with appropriate justification on added-value. These priorities shall be in line with the Board’s priorities, the respective Committees’ work programme and take into account the foreseen resources available at the Secretariat side. Following this process, the Chairmanship along with the Secretariat delivers for approval a final proposal to the respective Committee. 


ANNEX – Work Programme 2018-2019
	Deliverable
	Deliverable Type
	Anticipated Start Date:
	Anticipated
Delivery Date:
	Stakeholders/
External parties to be influenced 

	Clean Energy Package finalisation, in particular on the electricity directive (consumer issues  such as marketing, contracting, switching/billing, comparison tools, customer care (Complaint handling, customer service, customer satisfaction, transparency of contracts)
	Position papers, joint statements, 

Active participation in regulatory fora 

Bilateral meetings
	2016
	Q2 2019
	All EU institutions

	Develop a compelling vision on customers’ and suppliers’ role for 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 
	Q3 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 and sell channels (e.g. doorstep selling)
	Q2 2018
	Q4 2018
	All EU Institutions, regulators

	Input to CEER’s work on retail markets and consumers (Market Monitoring Report, follow up to Roadmap to 2025 Well-Functioning Retail Energy Markets )
	Response to consultations
Participation to workshops
	Q2 2018
	Q2 2019
	CEER

	Collect facts and figures for customer protection
	TBD
	Q3 2018
	Ongoing
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