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Context

® Legal obligations in the Third Package
»  Member States to protect final customers and to ensure adeguate
safequards to protect vulnerable customers

»  Member States to define the concept of vulnerable customers,
ensure that rights and obligations linked to vulnerable customers are
applied

» Members States to address energy poverty where identified

® London Forum 2011 conclusions

"The Forum called upon the Member States to speed up the
transposition, notably the definition of vulnerable customers.
The Forum shared also the view that energy efficiency
measures should play an active role in addressing the specific
vulnerable consumers' needs."
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Vulnerable Consumers Working Group

® Launched in March 2012, 4 meetings to date

® Membership:
» NRAS/CEER
» Consumer associations + ombudsmen
»  Industry
»  Academia
® Terms of Reference
»  Map aspects of vulnerability and measures addressing them
»  Provide recommendations for defining VCs
»  Highlight good practices

»  Goal: reduce & prevent
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Interim Report for London Forum 2012

@ Monitoring State of Play in Member States

»  Definition of the concept — CEER survey

»  Role of energy and social policies; industry contribution

® Drivers of Energy Vulnerability

»  Understanding vulnerability in its diversity and with its dynamics
»  Key for enlargement of protection to assistance

@ Helping Vulnerable Consumers Effectively: the importance of
efficiency improvements

»  Long-term measures: prevention and protection

»  Financial investment and education are vital
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Drivers of vulnerability table

Energy prices Income level
Market structure Health and disability
(competition)

IT skills/internet access

Education: literacy/
numeracy skills

Debt policies Age
Selling practices Single-parent family/
carer

Bill transparency
Retired/unemployed

Role of decentralized status
generation

Under-occupancy

Quiality of housing
stock

Location
Tenancy

Prepayment meters

State of economy
Climate

Cultural preferences

Immigrant or national/
expat/ ethnic minority

Governance
(local/regional/national)

Social inclusion
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Next Steps

2012: Drivers I:> MS Instruments/Measures overview

2013: Good ::) Guidance
Practice Document for MS

To assist Member States with:
»  Defining the concept of vulnerable customers
»  Designing measures

»  Applying measures
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Documents:

http://ec.europa.eu/energy/gas electricity/forum citizen enerqy
en.htm



http://ec.europa.eu/energy/gas_electricity/forum_citizen_energy_en.htm
http://ec.europa.eu/energy/gas_electricity/forum_citizen_energy_en.htm

