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The fifth meeting of the European Citizens' Energy Forum took place in London on 13 and 14 

November 2012. The Forum was opened by keynote speeches from Guenther H. Oettinger, 

EU Commissioner of Energy, and Martin Crouch of Ofgem, speaking on behalf of Lord 

Mogg, chair of the Council of European Energy Regulators (CEER) and of Ofgem.  

The Forum was chaired by the Commission and attended by national and European consumer 

associations, representatives of Member States, national energy regulators, standardisation 

bodies, and representatives of the Energy Community and Norway, the electricity and gas 

industry, and independent ombudsmen.  

The Forum continued in its fifth year to provide a central platform for the European energy 

sector, consumers and policy makers alike, to evaluate current work and to identify and 

prioritise future plans. By focusing on the development of competitive retail markets 

benefitting consumers as well as on cornerstone principles of a consumer-centric vision for 

the energy sector, the Forum gives an opportunity to all actors to work together in building a 

European energy sector which engages with and understands the diverse needs of consumers 

and delivers services that meet those needs. 

1. Building a consumer-centred vision of the retail market  

The Commission's consumer market scoreboard shows energy markets near the bottom of the 

list in terms of consumer satisfaction. While a lot has been done to develop a comprehensive 

legislative package with strong consumer provisions, much remains to be achieved to deliver 

fair markets for consumers.  

As the European Consumer Organisation (BEUC) highlighted, liberalisation in energy 

markets has not yet fully delivered on the expected benefits, and consumers are still 

experiencing difficulties regarding for example switching, high prices, unclear billing, and 

poor complaint handling procedures. The engagement of Member States governments, 

regulators, consumer associations, ombudsmen, and industry actors is crucial to achieve more 

consumer-friendly energy markets. 

The joint CEER-BEUC statement on a 2020 Vision for Europe's Energy Customers, presented 

by CEER at the Forum and annexed to these conclusions, promotes the four principles of 

reliability, affordability, simplicity, and protection & empowerment as the cornerstones of an 

energy sector where the European consumer truly comes first. To achieve this vision, decisive 

action, collective efforts and continuous dialogue between NRAs, governments, consumers, 

industry and European institutions are essential. 

The joint CEER-BEUC statement has the support of the Forum as well as stakeholder groups, 

such as energy ombudsmen, and industry representatives. Industry needs to operate 

internationally, while working at a local level in each Member State to reflect differing 



requirements. Customers’ expectations must be recognised by industry, and it should be clear 

to customers what they can expect in the coming years as the industry develops. 

Retail market competition is not always evident immediately after transposition; it takes time 

for markets to develop, and stakeholders are encouraged to share good practice through 

working groups etc. The Forum invites all market actors and stakeholders to demonstrate 

their commitment to improving the EU's retail energy markets through concrete actions 

towards stronger consumer protection and empowerment, in line with the presented 2020 

Vision for Europe's Energy Customers.  They should be prepared to report to the next 

Forum on progress achieved. 

2. State of play in EU energy market integration and transformation 

Full implementation and active enforcement of existing rules will be important for further 

progress in building an energy market that puts consumers first. Consumer-centric energy 

markets cannot be achieved without close market monitoring and strict enforcement of 

consumer legislation so that consumers are fully protected and can exercise their rights.   

The ACER
1
-CEER retail market monitoring report to be published in late November will 

show that Member States are at different stages of transposition of market legislation, which 

is reflected in varying levels of competition. 

As a result, customers suffer in some Member States due to slow transposition of the 3
rd

 

Energy Package; efforts should be made to ensure consumers understand their options and are 

empowered to make valid choices. 

The Forum calls for ACER’s and NRAs’ continuous monitoring of retail markets, prices 

and consumer measures to provide important indications of whether markets are 

functioning in the consumers’ interest and of what further improvements are needed. 

 

2.1 Price transparency and price comparison tools 

The Price Transparency Working Group report, presented by DG SANCO, gives 10 key 

recommendations on how to improve transparency in markets while implementing the Third 

Package. National perspectives and experience with public and private initiatives show that 

both public and private actions can provide best practices for improving market performance 

via transparency and tools helping consumers participate in the market. In this regard, CEER 

announced their guidelines of good practice (GGP) on price comparison tools. 

The Forum welcomes CEER's plans to review customer access to information on the costs 

and sources of energy as well as efficiency schemes.  

                                                           
1
 Agency for the Cooperation of Energy Regulators 



Customers are entitled to clear and easy-to-understand contracts, transparent prices, and 

information tools on energy sources as well as energy efficiency schemes. Customers should 

have access to clear information on the components of their energy bills and on current and 

past consumption patterns, and current practices in this field will be reviewed. The Forum 

welcomed the Commission's intention to revisit the 2009 Billing Recommendation, 

extending it to cover electronic billing and the management by consumers of their personal 

data. 

Linked to transparency and fair prices for consumers is a better understanding of so-called 

green offers for electricity. The Forum welcomed CEER's plans to analyse different 

approaches to defining green offers and to provide advice on how to make this information 

transparent and accessible for customers.  

The above actions should aim to help empower customers via the provision of reliable and 

simple information. 

 

2.2 Protection of vulnerable consumers 

Vulnerability is of growing concern due to actual and expected price increases, increased 

choice and complexity in the market, and new types of vulnerability linked to growing 

integration of IT technologies, Internet, etc. in energy services offers. 

Member States have a clear responsibility to provide effective protection and assistance to 

consumers in vulnerable situations. This requires sensible identification of such consumers, 

respecting their privacy as well as the time-dynamic and diverse nature of their vulnerability. 

The Commission's work, in collaboration with a broad group of stakeholders, on the drivers of 

vulnerability can help Member States in defining the concept of vulnerable customers and 

addressing their needs, including energy poverty where applicable.  

The Forum calls for the Vulnerable Consumers Working Group to continue its work in 

providing an indicative overview of possible drivers of vulnerability that could serve as 

useful guidance for Member States. Good practices as well as lessons learnt from negative 

experience need to be shared between Member States in order to ensure a high level of 

prevention and protection across the EU.  

Social policy, specific energy policy, or a combination of the two, can be effective in 

addressing energy-specific consumer vulnerability. Either way, reducing energy consumption 

through energy efficiency measures should be the first means of public sector action regarding 

energy poverty in particular. 

 

2.3 Energy efficiency 

Energy efficiency actions should be linked to consumer needs (for lighting, heating, etc.) 

within the framework of the requirements of the Energy Efficiency Directive (published on 



the second day of the Forum).  Timely and correct transposition by MS is considered to be 

key. The Commission will adopt documents/interpretative notes by June 2013 to support 

Member States with transposition and implementation.  

The importance of bringing efficiency improvements through new service offers to 

consumers, and other measures (such as energy efficiency obligations), was highlighted; this 

can be further assisted through other energy efficiency policies such as the eco-design 

legislation. While smart meters should be an important tool in providing useful information 

and accurate billing to consumers, they will alone not achieve efficiency breakthroughs. 

Moreover, a number of efficiency measures should be introduced without smart meters. The 

Forum stressed the role of consumer information, education, and awareness, as well as the 

need to remove barriers to active involvement in implementing such efficiency measures.  

Member States, including at local government level, as well as industry, consumer 

organisations, and regulators, have key roles to play in this respect, and the Forum 

called for their action in sharing best practices at national and European level. The 

concrete actions that regulators could take at European level will be considered further in the 

planned CEER Status Review of customer access to the cost and sources of energy and 

efficiency schemes. 

 

3. Creating new benefits for consumers in energy markets 

 

3.1 Demand response and smart metering 

The rollout of smart metering systems calls for a collaborative approach of governments, 

industry, consumer organisations and regulators for consumer benefit. The state of play of 

smart meter rollout in MS, as presented by the Commission, shows that the success of the 

rollout depends on criteria decided largely by Member States, which should follow the 

Commission's Recommendation of March 2012, particularly as regards privacy issues and 

common minimum functionalities recommended for smart metering systems.  

Sharing of best practices and lessons learned from initial stages of the rollout of smart 

metering systems should be reflected in any wider rollout so that appropriate consumer 

protection as well as empowerment is built into the emerging market models. Member States 

and national regulatory authorities should work towards bringing forward the benefits of the 

rollout of smart metering programmes, monitoring smart metering consumer information and 

demand response, and finding consensus on viable options to empower and benefit consumers 

while bearing in mind consumer diversity. Discussions at European level will continue under 

the Smart Grids Task Force during next year.  

The Forum calls on Member States to report on the net benefits delivered to consumers, in 

addition to monitoring consumer experience with smart meters. The Forum welcomes the 

Commission's plan to issue a Data Privacy Impact Assessment template and a 



benchmarking report on the rollout of smart metering in the EU in 2013. The main 

conclusions, including potential market models and regulatory implications, will be 

presented at the next Forum. 

 

3.2 Future models in a smart grid environment 

Installation of smart meters is only a first step in the transformation to smarter retail markets – 

the smart meter rollout needs to lead to fully-fledged smart metering systems focused on 

delivering benefits to both industry and consumers. BEUC's Consumer checklist, presented at 

the Forum and highlighting 11 consumer protection rules for future smart energy markets, can 

provide useful guidance when assessing the value created for consumers.  

In this context, the Forum welcomed CEER's presentation of their benchmarking report on 

meter data management in some Member States in the smart metering environment.  The 

Forum also welcomed CEER's plans to cover in its work how data management - technical 

and customer/prosumer data - should be developed in a future environment with smart 

metering and smart grids. In 2013 CEER also plans a Status Review of the regulation of 

smart metering, including an assessment of rollout and implementation of ERGEG GGP 

on regulatory aspects of smart metering.  

The Forum takes note of the three models
2
 for data processing, under examination by the 

Smart Grids Task Force, and of the running analysis of expected consumer services and 

regulatory implications. Further stakeholder collaboration with the European Commission 

in the context of the Smart Grids Task Force on their respective findings should strengthen 

the outcome of the analyses to be conducted next year. The results achieved through such 

collaboration will be reported at the next London Forum. 

 

3.3 Stimulating innovative and competitive service 

To best serve consumer needs, European retail energy markets need a framework that allows 

for maximum competition between suppliers and is conducive to the appearance of new 

business models and actors. 

For delivering innovative services, free price formation is indispensable as it enables suppliers 

to compete not only on price but also to differentiate their products. This makes it possible to 

offer value–added services, and allows suppliers to compete on quality. The innovation 

should actively promote rather than detract from the principles of simplicity, reliability, 

affordability, and empowerment and protection. 
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Innovative services, such as real-time pricing, depend on data availability. It is thus important 

that we have rules in place that facilitate and clarify the roles and responsibilities around data 

hub management on which smart and innovative products and services depend. The roles 

should be distributed in a way which ensures a level playing field, for example, the clear 

separation of the role of market facilitator as opposed to that of market participant, and 

clarification of the role of intermediaries. The Forum welcomed CEER's overview of the state 

of play in smart meter data management in Member States and encouraged further work on 

the subject.  

Local authorities can have an intermediate role in the development of innovative services by 

educating consumers. Through awareness raising campaigns and personalised advice (as 

demonstrated by the example of Sweden in the Introductory Panel Discussion), they can 

encourage customers to take up existing innovative services. 

 

4. Strengthening consumer engagement and bringing the Forum closer to consumers 

An important element in improving markets for the benefit of consumers is communication 

and dialogue with consumers. The Forum has called for the creation of a true coalition for 

consumers where each stakeholder group provides active contribution to improve the 

conditions in energy retail markets. For its part, CEER will develop additional, 

complementary formats for communicating its work in ways that relate directly to the 

Customer Vision, and in a form which is explicitly designed to be accessible to customers.  

Collectively and individually, the Forum participants should deepen and update their 

communication efforts and their approaches to engaging with consumers. 

A Consumer Summit will be organised by the European Commission in early-2013.  During 

the Summit, the Commission will organise a seminar for energy regulators, consumer 

authorities, and other stakeholders, focussing on enforcement and better co-ordination among 

relevant public authorities.  

The new Commission video on supplier switching and its website focusing on consumer 

rights
3
 are important steps towards achieving consumer engagement, as is the new CEER 

website
4
 dedicated to providing information to energy customers. 

On future issues and activities for the Forum, areas that are important include the impact of 

wholesale market competition on retail prices, the implementation of the Energy Efficiency 

Directive, and how to ensure that energy investments follow the principles of cost efficiency 

as well as consumer benefits.  

The Commission will ensure that the key messages for consumers are conveyed between the 

London, Florence and Madrid Forums. 
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Commission services will continue to review how a wider range of stakeholders can be 

included in activities linked to the Citizens' Energy Forum. Building on the success of the 

Madrid event held in July 2012, individual Member State visits ("Miniforums") will continue 

in 2013 (prioritising New Member States) to include a wider range of Member State 

stakeholders than those who are able to attend the Forum, and to discuss national issues.   

The work of the Commission's European Consumer Consultative Group (ECCG) Sub-group 

on Energy may also result in activities for the year ahead. The Commission will ensure 

greater participation of consumer representatives from all MS in the ECCG Sub-group on 

Energy and at the London Forum, with particular focus on the new Member States.  

As part of its efforts to give substance to the 2020 vision for energy customers to involve 

stakeholders from the consumer side in their regulatory work to protect and empower 

customers, CEER will undertake a review of the involvement of consumer organisations in 

the regulatory process.  This will map the interactions of NRAs with organisations 

representing the interests of energy customers, and collect best practices describing how 

NRAs interact with consumer bodies and how to involve them in the regulatory process.  

CEER also plans a second Customer Conference in 2013 to bring together consumer bodies, 

industry, policymakers, and regulators, for an open dialogue on customer issues. 
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