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Austrian regulator for electricity and gas (established 2001)

What we do for Consumers

« Single point of contact for customers

« Energy Hotline

« Website (consumer section in English, Turkish and Croatian)
* Online price comparison tool (“Tarifkalkulator™)

« Consulting consumers (trade fairs, municipality)

 ADR, dispute settlement

« Monitoring electricity and gas markets with respect to prices,
supplier switching, disconnections, complaint handling...



Definition of Vulnerable Consumers C
and Energy Poverty? E-CONTROL

* No explicit legislation on what groups of consumers are
considered vulnerable in the energy sector

* No explicit definition of energy poverty

« BUT: Social security system knows and protects vulnerable
citizens and sets means against poverty in general!
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« Social security system provides a set of measures to alleviate
poverty in general

— Social security benefits
— Universal benefits
— Means-tested benefits

* One energy-specific social benefit: heating allowance
— Matter of federal states, one-off payment between €70-€250/year
— For low-income households receiving other social security benefits



Adequate protection of consumers C

E-CONTROL

« Qualified reminder procedure prior to disconnection
« Supplier of last resort

« Capped charges for specific services (reminders, pre-
payment meter installation, costs of disconnection,...)

« Exemption from payment of charges for renewable energy (for
low-income plus recipients of specific social security benefits)

- Defined concept of vulnerable customers in Austria:
tailor-maid means in energy law to protect consumers on energy
markets in addition to social security system
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 Energy Consultancy in low-income households

— Pilot project by E-Control and Caritas (2009), 60 households
Involved
— Providing cost-neutral recommendations on saving energy and
related costs
« Results
» Poor housing, old appliances, above average energy consumption
» Widespread difficulties to pay bills, passive market behaviour

« Huge saving potentials (up to 25%, or €430/household/year) despite
greatest potentials out of reach of low-income households

* Energy consultancy works on several dimensions (incl. social,
educational, economic...)

For more information, see http://www.e-control.at/de/econtrol en/projects/social-responsibility
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Thank you very much
for your attention!

Contact Christina Veigl-Guthann

+43 1247 24 403

christina.veigl@e-control.at

www.e-control.at
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Member States shall take appropriate measures to protect final
customers, and shall, in particular, ensure that there are adeguate
safequards to protect vulnerable customers.

In this context, each Member State shall define the concept of
vulnerabel customers which may refer to energy poverty and,
Inter alia, to the prohibition of disconnection of electricity to such
customers in critical times.

Memeber States shall ensure that rights and obligations linked to
vulnerable customers are applied {(...)
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Member States shall take appropriate measures, such as

formulating national energy action plans

providing benefits in social security systems to ensure the
necessary electricity supply to vulnerable customers

or providing for support for energy efficiency improvements

to address energy poverty wehre identified, including in the
broader context of poverty
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