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Abstract

This document (C11-RMF-39-03) is a CEER document on Retail market design, with
a focus on supplier switching, moving and billing.

Building on regulators’ work to date, these guidelines address the roles and
responsibilities of market actors in the European electricity and gas markets,
including the DSOs’ role as neutral market facilitators. The work will also be used to
further develop regulators’ collective thinking on Europe’s retail market design.

Target Audience

Energy suppliers, traders, gas/electricity customers, gas/electricity industry, consumer
representative groups, network operators, Member States, academics and other interested
parties.
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EXECUTIVE SUMMARY

These Guidelines of Good Practice (GGP) address the roles and responsibilities of market
actors in the European electricity and gas retail markets. While competition and consumer
protection issues are central, the GGP also gives guidance on the DSOs’ role as neutral
market facilitator. The work is intended to complement the handbook on market design
developed by the EC’s working group as presented on the 3™ Citizens’ Energy Forum in
2010. These Guidelines of Good Practice of retail market design were the subject of a public
consultation and the input of 57 stakeholders was incorporated.*

The GGP will feed into CEER’s further work and analysis of retail market design, which best
meets customer’ needs.

CEER believes that, in order to reach a harmonised European energy market, there needs to
be a step by step approach to putting into practice the necessary policies.

This document is written with a customer and forward-looking perspective. In order for
customers to become active in the energy market, basic information of the markets’
functionality and customers’ rights must be available and easy to understand. The interface
to the customer should be easy and intuitive for customers; a customer needs to be enabled
to contact the relevant market actor depending on his/her request. Especially suppliers® need
to provide transparent, comprehensive and easy to understand information to customers and
deal with enquiries and complaints promptly and efficiently. This document proposes that
comparable price information is best achieved by communicating all tariffs as a unit price.

CEER recommends that the general market model should be supplier-centric, with the
supplier being the main - but not only - contact to the customer. This initial choice then
guides the design of the processes that enable market actors to act on the energy markets.
CEER recognises that demand response and smart grid* developments may lead to a
different, more sophisticated approach for those customers that are active in for example
micro generation. However, there is no reason for the processes surrounding smart grids and
demand response not to be supplier-centric.

CEER recognises that a retail market model consists of a number of different processes.
Here, CEER has chosen to focus on two of them: supplier switching and billing. These are
the most relevant processes, as they imply the most frequent customer interaction with the
energy market. If these processes are well-designed and functioning well, the customer can
engage in the energy market in a positive way, with the result to build customer trust and
greater customer engagement. There are also huge benefits for the suppliers, DSOs and
metering operators in having processes that enable efficient and reliable day to day business
activities.

! see accompanying Evaluation of Responses document (C11-RMF-39-03a)
2 For the definition of customer, please see Annex 3 — Glossary of Terms

% For the definition of supplier, please see Annex 3 — Glossary of Terms

* For the definition of smart grid, please see Annex 3 — Glossary of Terms
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CEER finds that a mandatory combined billing regime performed by the supplier is the most
appropriate approach for the billing process, since the supplier is the market actor acting in
the competitive layer of the retail market.

CEER highlights, as in previous documents, that competition in retail markets will evolve with
the existence of a fair and non-discriminating framework. This includes a regulated and
binding framework for electronic data exchange with a minimum set of information, including
data formats, processes and timeframes, as well as the abolition of regulated end-user-
prices.

CEER recognises that these recommendations might lead to changes in national setups.
When updating IT systems and if smart meters are introduced, CEER finds that it is
important to keep the customer perspective in mind with respect to designing these changes.
CEER underlines, as also repeatedly expressed by stakeholders in the public consultation,
that costs and benefits of redesigning retail markets, whether by implementing new
processes, empowering customers or the installation of new hard- and software, should be
assessed thoroughly.

These GGP contain thirteen recommendations: three recommendations on retail market
design; three recommendations on information; three recommendations on switching; and
four recommendations on billing.

All thirteen recommendations are presented in the table below:

Reference Number | Recommendation

As an overall principle, the supplier should be the main
point of contact for the customer.

Retail market design

The supplier should always be the first point of contact for
2 guestions regarding switching, billing and moving in or
moving out.

There should be a regulated framework for meter value
management; this means a standardised data format,
timetables for data exchange and a minimum set of
information.

The supplier should give complete information on the
offers in a clear and concise manner. Comparability
should be ensured, by presenting all costs as a projected
unit price’.

Information

The customer should always receive a contract in a
durable medium.

® For the definition of projected unit price, please see Annex 3 — Glossary of Terms
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The customer should be clearly informed in the offer, the
contract and on the bill about the methodology used to
calculate the costs of energy consumption.

A switch should be executed as quickly as possible. This
Switching could be as quickly as within 24 hours and in any case
within three weeks.

A supplier switch should be possible any day of the week

No market actor should be able to stop an initiated switch
except for limited cases foreseen in the regulatory
framework.

Combined billing, to be provided by the supplier, should be
mandatory.

Billing

The final bill should be received by the customer as soon
as possible. This could be as quickly as within two weeks
and in any case within six weeks.

The customer should be offered at least two different
payment methods, which are easily accessible and at
least one of them should be free of charge.

The customer should have a choice of a minimum set of
different billing and payment frequencies, including the
possibility of a monthly frequency.

Table 1 —Recommendations
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1 Introduction

A well-functioning retail market is an essential element in liberalised energy markets. It links
wholesale markets to customers and should provide a choice of commercial offers at fair and
transparent prices, a satisfactory quality of service and should also enable innovative
services.

A well-functioning retail market requires low barriers for new entrants and a free choice of a
sufficient number of suppliers for customers across all Member States. The existence of
artificially low regulated end-user-prices will hinder the development of competition.

The active participation of customers requires customer confidence and trust. This can be
achieved if there are clear and reliable rules in place and access to information is easy to
obtain for the customer. Moreover, it is important to ensure the privacy and security of
customer data when market actors carry out processes and meter value management in the
energy market. Empowered customers are as essential as competitive suppliers for the
development of competition in energy retail markets. Having efficient retail markets in place
will foster the energy efficiency and the use of renewable sources.

Energy retail markets encompass a set of collaborative processes. The definition of "market
design" in this report is the following:

"Clearly defined roles and responsibilities of different market actors, the
processes between them and the framework for empowering customers"

Efficient market design, including a level playing field and a customer-friendly approach, is an
important contributor for bringing the benefits of competition to the customer. The existing
European legislation is not extensive with regard to retail market design and necessary
elements of retail markets. However, one single internal energy market is impossible to attain
without a common understanding of well-functioning retail markets.

The 3" Citizens' Energy Forum in 2010 examined results of the DG Energy Retail Market
Design Working Group which was set up by the European Commission. The Working Group
report® identified key elements of retail markets that should serve as a guide for further work.
The Forum invited CEER to work on additional recommendations and guidance to complete
this handbook. CEER therefore developed a draft GGP on Retail market design with a focus
on supplier switching and billing. CEER presented preliminary results of the public
consultation at the 4™ Citizens’ Energy Forum 2011. The Forum then invited CEER to
continue its work and to present the final GGP at the 5" Citizens’ Energy Forum.

® Retail Market Design, report from the EC Working Group for the 3" Citizens Energy Forum,
http://ec.europa.eu/energy/gas_electricity/forum_citizen energy en.htm
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The social importance of energy as an essential or critical service for households places
particular responsibilities on suppliers and DSOs, especially with regard to the supply of
vulnerable customers and also related to energy savings and sustainable energy use. In
general terms, vulnerable customer groups should primarily be addressed through national
social policy frameworks but in some respects can also be supported by energy policy, for
example, by facilitating their access to and understanding of energy services and ensuring
that they are not adversely affected by market practices.

Retail market design defines the common rules and procedures that all market actors have to
follow in order to operate in the market. Roles and responsibilities of the different market
actors, business processes between them and corresponding data exchange should provide
a level playing field, be binding in nature and streamlined to efficiency. Furthermore,
customer empowerment and well-functioning retail markets require that adequate market
regulation is also in place. It is important to ensure that the regulation empowers and protects
the customer without creating unjustified barriers for market entry. Legal barriers for market
entry and engagement, e.g. conditions of possible supplier licences, should be analysed
carefully and with respect to the unhindered development of competition. That being said, the
question of supplier licences is not within the scope of this report.

From a wide range of necessary processes in retail markets, there are two particular
processes where the customer has frequent and direct contact with the market actors of the
energy markets: billing and supplier switching. Therefore, the focus of the recommendations
in this report is on these processes.

CEER and ERGEG have previously worked on retail market design, in particular principles
concerning supplier switching and billing. This report is a continuation and further
development of this work, taking into account previously agreed upon principles.” This GGP
will also feed into CEER’s future work and analysis of retail market design.

1.1 Scope

The purpose of these Guidelines of Good Practice on retail market design, with a focus on
supplier switching and billing for both electricity and gas is to illustrate a market model
including important interfaces among the market actors. In addition to the detailed guidelines
on supplier switching and billing processes, this report also provides guidance on aspects
related to providing information to the customer.

"Inits previous work, ERGEG listed a number of general principles for electricity and gas that should be taken into
account when considering supplier switching and billing.

- “GGP and Status Review — Obstacles to Switching in the Gas Retail Market”;

- “Obstacles to Supplier Switching in the Electricity Retail Market — Guidelines of Good Practice and Status
Review”;

- “Final GGP on Indicators for Retail Market Monitoring”;

- “GGP on Regulatory Aspects of Smart Metering for Electricity and Gas”;

- “Supplier Switching Process — Best Practice Proposition”; and

- “Status Review Supplier Switching Process Electricity and Gas markets - Five case studies”.

9/32



Ref: C11-RMF-39-03
GGP on Retail market design, with a focus on supplier switching and billing

DMMmO

This document is directed towards Member States, national regulators and market actors
when designing and acting in national electricity and gas retail markets.

Where this report refers to ‘customers’ they are to be understood as ‘household customers’
and those customers that are deemed to be protected by Annex 1 (and Article 3) of the 2009
Electricity and Gas Directives®, when implementing the 3™ Package. Each individual Member
State may in addition choose to enlarge the scope from only household customers to also
include small and medium-sized businesses. The national definition should be used when
applying the recommendations.

In addition to the recommendations, this GGP also includes key results of a CEER internal
guestionnaire to the national regulatory authorities® (NRAs) on the models of their national
retail markets. The complete results can be found in the document C11-RMF-39-03a.

CEER would like to underline that the recommendations in this GGP are in some cases an
outlook towards the future of energy retail markets and beyond the obligations imposed by
the present European legislation and the framework suggested by the European
Commission’s DG Energy Retail Market Design Working Group. CEER is aware that the
implementation of these recommendations requires efforts to enhance communication
among market actors.

CEER will continue to work on optimising the design of retail markets to the benefit of
customers.

1.2 Methodology

CEER held an open workshop with stakeholders to receive input for the draft GGP in
February 2011. The draft GGP was open to public consultation from July to September 2011
and the outcome of the consultation has been processed according to CEER public
consultation procedures including a hearing with respondents. This document presents
CEER'’s final GGP. CEER presented preliminary outcomes of the public consultation and the
draft recommendations at the 4™ Citizens’ Energy Forum in 2011. CEER intends to present
the final GGP at the 5" Citizens’ Energy Forum in 2012. CEER intends to continue working
on retail market design in 2012, including work on meter value management in a smart
metering environment.

® Directive 2009/72/EC and Directive 2009/73/EC
° For the definition of national regulatory authority, please see Annex 3 — Glossary of Terms
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2 Recommendations

2.1 Retail market design

The main characteristic describing the structure of the retail market is the retail market
model: the focus should be on how the customer engages with the different market actors in
each process. The interaction between the market actors is also of key importance.

cost
efficient

Customer level
interface playing
model field

optimal
customer
service

Figure 1 - Key components when designing a retail market model

CEER recommends that the four objectives listed below should be considered when
designing the customer interface and processes in energy markets. These objectives should
be taken into account in the chosen retail market model in a balanced way, as shown in
figure 1. The objectives are therefore not mentioned in a prioritised order.

(a) The retail market model should be intuitively comprehensible for the customer. The
customer should understand without great effort which market actor he/she should be in
contact with whenever he/she has questions related to electricity or gas. This requires that
the roles and responsibilities of each market actor towards customers are well-defined and
customers are properly informed about them.

(b) The retail market model should enable optimal customer service. This means that
there should be several easy ways/channels to reach the relevant market actor and the
request/question should be dealt with without delay. The customer should have easy access
to customer service and get answers correctly and as quickly as possible.™®

% This recommendation is also mentioned in the ERGEG GGP on customer complaint handling, reporting and
classification, June 2010, Ref. E10-CEM-33-05
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(c) The retail market model should provide a level playing field to ensure competitive
retail energy markets. It is important to ensure that the chosen interface model does not
give any structural advantages to any market actor and thus hinders competition.

(d) The retail market model should ensure cost efficiency. When designing a retail
market model, the costs of each process within this model should be considered.

2.1.1 Recommendations on the retail market model

11 out of 22 respondent countries to an internal survey by CEER have indicated that their
current market model is a model with the supplier as the main point of contact. 9 countries
have a dual point-of-contact model and 2 countries have a one point-of-contact model when
a customer has a contract with an incumbent supplier and a dual point-of-contact model for
customers who have switched supplier.

When developing retail market models, it should be remembered that the basic structure of
open electricity and gas markets is that suppliers, independent metering operators and
ESCOs are acting under competitive circumstances, whereas the DSO is operating as a
monopoly. Thus, the market actors and the DSO have different kinds of roles and
responsibilities. Unbundling rules™ foster this separation by requiring vertically-integrated
DSOs to develop their own communication and branding which differs from the
communication and branding of the supply branch of the vertically-integrated undertaking.
These measures are to be respected in order to create a level playing field among energy
suppliers and to ensure sound development of the retail market.

CEER finds that a supplier-centric model is preferable, since it is crucial that participating in
the energy market is as easy as possible for customers. Since the supplier acts on the
competitive part of the retail market, the supplier would be the relevant actor at this level.
Suppliers will need to find ways to keep their existing customers and to gain new customers.
There are a wide range of opportunities for the supplier to do so, for example through
developing products and defining competitive contracts which are appealing to the customer.
Moreover, given the expected developments with respect to smart metering and automated
processes, it is important to ensure that processes are intuitively comprehensible to
customers. Since the supplier is the market actor with whom customers usually have the
most contact, the supplier would be the most intuitive market actor to contact for a customer.

Nonetheless, the roles and responsibilities of other market actors should be clear to
customers, since, in the absence of a strict one point-of-contact model, it is important for the
customer to know which market actor to contact in what situation. Also, it is crucial for the
customer to be able to contact other relevant market actors directly.

CEER finds that in order to have a successful supplier centric model, it is important that the
information exchange among market actors is appropriate and well-functioning.

HArticle 26(3) in Directive 2009/72/EC and Article 26(3) in Directive 2009/73/EC
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CEER believes that the customer interface must be defined at each process, in order to
exercise the flexibility offered by the supplier centric model. In the supplier centric model, the
supplier is the standard interface. However, in the following processes another market actor
could be the customer interface: when the customer needs a new connection, has
interruption problems, and for questions with respect to the network connection or about the
grid. Then, the DSO and/or the metering operator would be the relevant market actor for a
customer to contact.

Nevertheless, it is expected that with the increased interaction of customers and grids as
anticipated in the smart grids concept a review of the existing contact models in Europe, in
particular with regard to the role of the DSO, might be necessary. Demand response and
smart grid developments may lead to a different, more sophisticated approach for those
customers that are active in for example micro generation. However, there is no reason for
the processes surrounding smart grids and demand response not to be supplier-centric.
Also, new developments with respect to smart metering may mean that new market actors
such as metering operators or ESCOs emerge. CEER finds that these developments are not
hindered by the supplier-centric model since these processes are outside of the regulated
framework.

CEER considers that the customer should be clearly informed about which market actor must
be contacted for solving specific issues. The appointed single point of contact” should
provide information on and the contact details of the relevant market actor responsible for
those issues. Also, the supplier should be well-informed about which market actor is
responsible for specific issues for each customer.

Recommendation 1: As an overall principle, the supplier should be the main point of
contact for the customer.

In the supplier centric model, the supplier should be the main point of contact for the
customer regarding the majority of the processes in the energy market, including the
switching process, the process of moving in or moving out, and for questions about billing.
CEER believes that providing the customer with one main point of contact is convenient and
service-oriented to the customer, especially as the energy market gets more complex and
the customer has multiple parties to deal with.

In addition to the supplier generally being the main point of contact for the customer, CEER
finds that in the processes that require the most interaction between the customer and the
energy retail market, the supplier should be the first point of contact for the customer. CEER
finds that it is most intuitive for the customer to contact the supplier when there are questions
about billing, moving or switching supplier. The supplier as first point of contact is then
responsible for redirecting the customer to the relevant market actor if the supplier cannot
deal with the question.

Recommendation 2: The supplier®® should always be the first point of contact for
guestions regarding switching, billing and moving in or moving out.

2 Article 3(12) in Directive 2009/72/EC and Avticle 3 (9) in Directive 2009/73/EC
'3 This could be the old, new or current supplier, depending on the process.
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2.1.2 Recommendation on meter value management*

14 respondent countries that answered the internal survey currently have a regulated
framework for meter value management in place. 2 countries do not currently have a
regulated framework for meter value management.

Well-defined processes for meter value management within the binding regulatory framework
are of essential importance to obtain well-functioning processes. These processes include
switching, billing, moving, etc'. The data exchange should be in a standardised electronic
format between market actors, in order to obtain automatic, cost-efficient, timely and reliable
data exchange. The regulation of the data exchange should therefore cover at least data
formats, timetables and the minimum set of information. CEER encourages the use of
European standards® when applicable to enable interoperability. It should be guaranteed
that an incumbent market actor does not have any advantage compared to other market
actors.

Regardless of the meter value management process, full transparency of metering data is
the principle. It is always the customer that chooses in which way metering data shall be
used and by whom, with the exception of metering data required to fulfil regulated duties and
within the national market model. The principle should be that the party requesting
information shall state what information is needed, with what frequency and will then obtain
the customer’s approval for this."’

Recommendation 3: There should be a regulated framework for meter value
management; this means a standardised data format, timetables for data exchange
and a minimum set of information.

 For the definition of meter value management, please see Annex 3 — Glossary of Terms
!5 Such as for instance connection and disconnection.

'8 For the definition of standards, please see Annex 3 — Glossary of Terms

" E10-RMF-29-05 Recommendation 1.
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2.2 Information

2.2.1 Recommendation on information on offers

Offering transparent and comparable price and product information, which enables the
customer to compare offers, lies in the hands of the suppliers. Notwithstanding suppliers’
possibilities to differentiate themselves by being innovative and competitive in their offers,
customers need to receive clear, concise and comparable information on offers to be able to
easily determine which offer is most appropriate. To make the information comparable for the
customer, the supplier should calculate a unit price based on projected or standard
consumption. This means that all costs with regard to the offer, including fixed costs and
taxes, are translated into a unit price.”® For instance, for a three-year fixed contract with a
one-time rebate of 200 Euros, the costs and deductions over the three-year period would be
divided equally per year. This goes for all types of offers, whether through the internet,
telephone or on paper. In addition, the information on the offer should be complete.

Recommendation 4: The supplier should give complete information on the offers in a
clear and concise manner. Comparability should be ensured, by presenting all
costs as a projected unit price.

2.2.2 Recommendation on the contract

According to the 3" Package®, the customer should have the right to a contract that specifies
the key elements in the contract. Also, according to article 5 of the Directive on distance
contracts® the customer is always entitled to a written confirmation of information on a
contract concluded at a distance, including a regret period. However, CEER believes that the
customer would benefit from receiving the actual contract with its terms and conditions
including clear and concise information on the switching date and the prices applying. The
contract can be sent in paper form, but also in an electronic format that is a durable medium;
e.g. a pdf-file. CEER finds that this does not hinder contracting being done electronically, e.g.
through the internet, or orally, e.g. through the telephone or in person.

Recommendation 5: The customer should always receive a contract in a durable
medium.

2.2.3 Recommendation on information about calculating the costs of energy
consumption

Costs of energy consumption are calculated by energy suppliers according to a certain
methodology. In many cases, the customer lacks information on this methodology and

8 In Sweden for example, all stakeholders that market products to household-customers must present the costs
of the product as a unit price. This is also true for suppliers so that all costs related to the product/offer must be
transparent. So the supplier will present the unit price per kWh for the offer with the following components: energy
price, any fixed yearly costs (excluding network tariffs) and the most expensive billing payment option. This
makes it easy for the customers to choose and compare offers from different suppliers.

9See Annex I, article 1(a).

“Directive 97/7/EC on The protection of consumers in respect of distance contracts.
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therefore does not understand how costs relate to their consumption. Furthermore, some
customers opt for non-standard products, where there is a special need for further
explanation in order to enhance customers' trust. CEER finds that the customer should be
made fully aware of the method used by the supplier to calculate the cost of energy
consumption as well as the methodology for non-standard product designs.

CEER recognises that the information must be easy to understand and easy to access.
There needs to be a balance between the display of necessary information on methodology
and complexity. CEER considers it reasonable for this information to be given with the offer,
the contract and on the bill although recognising that each channel allows for different
degrees of detail. It is feasible to provide additional information e.g. through websites,
although the needs of vulnerable customers need to be met.

Components for information on the methodology of calculating energy costs could be e.g.
historical consumption, standard consumption, price indexation, current unit price, any
service package discount and current account balance.

Recommendation 6: The customer should be clearly informed in the offer, the

contract and on the bill about the methodology used to calculate the costs of
energy consumption.

16/32



Ref: C11-RMF-39-03
GGP on Retail market design, with a focus on supplier switching and billing

DMMmO

2.3 Supplier switching

By 2007 at the latest, the electricity and gas markets in all EU Member States had to be
opened up to competition and all customers have had the possibility to switch supplier in
both electricity and gas markets. A well-functioning market needs well-informed, active and
empowered customers who are in a position to switch supplier in an uncomplicated,
protected and risk-free way. It is important that the markets are organised in such a way that
customers have easily accessible information about suppliers and their offers. It is also
important that the actual switch is simple to carry out for both for customers and all market
actors involved.

CEER defines a switch as the action through which the customer acts and changes his/her
supplier. The meter point associated with a household must be re-registered with a new
supplier. A customer moving residence should only be recorded as a switch if the customer
switches supplier.”

Below, CEER presents three recommendations on supplier switching.

2.3.1 Recommendations on the timing of a supplier switch

Looking at the current situation, CEER notes that two countries® have a switching period of
around one week and five countries® have a switching period of around two weeks. Out of
these countries, only one® has smart metering in place. Seven countries have a switching
period of around one month; in 6 countries, a switch takes place in one to two months.

The 3" Package states that a switch should take place within three weeks for both electricity
and gas customers. ® In recommendation 3, CEER underlines the importance of a regulated
framework for meter value management. With faster, easier and cheaper communication
between the relevant market actors and appropriate settlement rules, CEER is of the opinion
that a supplier switch should be possible within less than three weeks. This timeframe starts
when the new supplier sends the correct data of the switch to the DSO. CEER refers to this
as an “initiated switch”. CEER believes that it is important that timeframes for a switch do not
differ between electricity and gas, in order not to complicate dual fuel switches.

! E10-RMF-27-03

?|reland and Norway

“Einland, France, Portugal, Spain and Sweden

4 Sweden

% See chapter Il Article 3(5) a) of Directive 2009/72/EC and chapter Il Article 3 (6) a) of Directive 2009/73/EC
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From a customer perspective, there are numerous benefits to a shorter switching period.
Firstly, a short switching period facilitates the customer’s ability to switch quickly and take
advantage of a good temporary offer with for instance a low price. A shorter switching period
also decreases the barriers for switching, thereby increasing customer participation.
Processes which enable increased customer mobility will lead to suppliers becoming more
competitive, for instance by competing on good customer service. Good customer service
leads to positive customer experiences of activity in the energy market and therefore
increases customers’ trust.

CEER finds that with the aforementioned prerequisites in place, it should be possible to
switch on the same day once the supplier has sent the correct data to the DSO, as some
stakeholders have also put forward in the public consultation. CEER therefore recommends
that if rolling out smart meters, a forward-looking approach would strive toward a same-day
switch in the long run. Bearing this in mind, regulators should keep the timeframe under
review.

Concerning the timeframe between the customer signing a contract and the new supplier
sending the correct data of the switch to the DSO, it is important that the new supplier sends
the switching request to the DSO as soon as possible respecting the customer’s wishes. If
the distance selling law is applicable and the customer has a regret period, it might be
feasible for the new supplier to respect the regret period before initiating the switch, if the
balancing system does not offer other alternatives.

Recommendation 7: A switch should be executed as quickly as possible. This could
be as quickly as within 24 hours and in any case within three weeks.

In some European countries®, it is possible to switch supplier any day of the week. CEER is
of the opinion that a switch can take place any day of the week in all Member States. While
CEER recognises that smart metering by itself is not the solution for having well-functioning
switching processes, it can be seen as a step in further facilitating and speeding up the data
transfer between all relevant market actors, therefore making the date of the switch more
flexible. Market actors will review their communication systems if smart meters are in place.

From the customer’s point of view, the possibility to execute a switch any day of the week
shortens the time necessary to switch suppliers, therefore facilitating switching as described
before. Moreover, market competitiveness and efficiency is enhanced when the number of
occasions when a switch can take place is not restricted to certain days of the month.
Therefore, the switching process should not be delayed due to the fact that the switch can
only take place on a specific day of the week or month. CEER emphasises that for a
customer to take advantage of temporary offers, it is important that not only the switching
period be as short as possible, but that it should also be possible to switch any day of the
week. Therefore, the switching date should be as flexible as possible, adapting to the
customer’s wish on when the switch should take place. It is important to keep in mind that
ultimately it should be up to the customer to choose the date of the switch e.g. when the old
contract expires.

% For instance, in Norway it is possible to switch any day of the week.
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While sustaining this general principle, CEER recognises that if a technical intervention is
needed at the customer’s home, this switch may in practice not be possible any day of the
week. Even without the necessity of technical interventions restrictions from labour law or
other requirements might be in place and lead to the fact that switching is not possible to
execute any day of the week.

Recommendation 8: A switch should be possible any day of the week.

2.3.2 Recommendation on stopping a switch

Currently, in 9 of the respondent countries to CEER’s internal survey it is not possible for any
market actor to stop a switch. In 8 countries, it is possible for the DSO or the old supplier to
stop a switch.

The DSO as a neutral market facilitator should carry out the switch without delay or
discrimination. If the DSO is not able to carry out the switch because of lacking/wrong data,
the DSO could technically reject the message, and thus prevent the switch process from
being initiated, depending on the legal framework, However, CEER believes that the DSO
should, as a neutral market facilitator, speed up the process of achieving or correcting data
and thus assist the wishes of the customer.

There should be clearly defined rules on the information needed to be able to switch; see
recommendation 3. This would mean that if the new supplier sends incomplete or incorrect
data to the DSO, the DSO can reject the request. In such a case, a switch is n