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Supply & Markets Development Committee 

Stated objective: pro-competitive and non-discriminatory 
robust gas market to the benefit of consumers 
 

Several years contribution engaging in dialogue e.g. 
 

 London Citizens Energy Forum Reports and WGs 
 DG SANCO billing recommendations 2009 
 DG SANCO transparency report 2012 
 DG ENER Vulnerable Customers Working Group 

2012/13 
 

 CEER consultations and Hearings e.g. 
 Retail Market Design 
 Price comparison tools 
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Customer Choice is the key to 
ensuring the RASP principles 

“providing customers with effective 
choice over truly competitive offers and 

new, innovative services” 
 
 
 
 
 

“offering meaningful 
choice for customers, 
including residential 
customers, is a key 

way to ensure their full 
protection” 

 

“Our Vision recognises 
their right to choose 

by whom and how their 
energy is to be 

provided and charged” 

 

“for customers 
to be engaged, 

to take 
choices” 

 

“Many customers, and especially 

residential customers, want to be 

able to take quick and simple 

decisions in energy markets” 

 
 

 

“Simplicity in how 
information is 
provided to 

customers,…such 
that it is easy for 

them to 
understand their 

bill and better 
manage their 

energy 
consumption, 
making the 

choices that are 
right for them” 
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Suppliers give a high priority to directly 
engage with customers 

 
Member companies: 

 Survey from around 
2,000 up to  
400,000 customers 
per year 

 Many more online 
and post-interaction 
automated surveys 
(up to 1,000,000 
per year) 

 Host online 
discussion forums 

 Hold focus groups 
or have customer 
panels 

 

e.g. 28,000 strong customer panel… 
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 …in conversation with customers 
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Reliability 
 

Investment to maintain reliable, secure and sustainable 
energy supply is paramount 

 
Service reliability 

 Eurogas contributed to recommendations on billing, 
complaint handling and retail market design 

 Companies use their contact with customers 
including route cause analysis of complaints to 
improve service 

 E.g. E.ON has established a centre of excellence to 
turn customer research findings into service 
improvements and to share good practice across its 
Sales businesses in several member states 
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Affordability 
 

Market prices 
 Competitive pricing is the basis of a well-functioning 

market 
 
Services and initiatives - examples 

 Spreading cost throughout the year to avoid high 
payments for gas bills in the winter months 

 Payment plans for those having difficulty meeting 
their payments 

 Social welfare benefits checks 
 

Energy efficiency 
 Measures, services and awareness raising, 

examples… 
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    EVN with Caritas  

 Lowering energy cost for 
vulnerable households 

 Awareness raising of 
energy usage and the bill 

 EVN train Cartias social 
counsellors to give energy 
advice at the customer’s 
home 

 Caritas is the first point of 
contact 

 One trained social 
counsellor = 180 
households per year 
 

 

Energy Supplier – NGO Co-operation  

e.g. uninsulated heating pipes 

costs € 6 per metre per year 

Flow measurement 

Insulation 

Radiators 

Airing vs. humidity 
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Campaigns to raise awareness  

National and local radio, TV, newspapers, digital media 
 

 

“Lanzarote Lounges”  
 

“Creature comforts” 
 

“Baby Bills” 

Engaged a top blogger, running a 

competition to encourage people to 

think about energy saving 
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Simplicity… 

 
Clarity of presentation of products should underpin 

market opportunities 
 Transparency working group report 
 2009 billing guidelines and the current working 

group on e-billing and personal data management 
 
Eurogas brought many good examples to the Working 

Groups 
 From paper bills, to online account management, 

smart apps and home energy management systems 
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…in how information is provided 
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…and in accessing information  

Online menu with access to different 
categories 

- - Personal data 
- - My current energy contracts 
- - Energy bills 
- - Contracting new services 
- - Asking for budgets 
- - Meter readings 
- - What should I do when…? 

All the customers have the right to consult the online area. Additionally, customers 
opting for e-billing (not receiving paper format bills) will obtain an additional discount. 
Paper bills periodically provide information on this offer.  
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Cap Eco Conso innove en proposant à ses clients une analyse détaillée et personnalisée 

Y compris pour la seconde énergie pour laquelle le client n’aurait pas de contrat GDF SUEZ Dolce Vita 

Agir 

Pour réduire ses consommations en 

sélectionnant gestes au quotidien, équipements 

performants et travaux* dont le chiffrage des 

économies est  personnalisé 

Comprendre 

comment se répartit la 

consommation entre 

ses différents postes 

de consommation 

d’’énergie…  

…au fil de l’année 

Prévoir 

sa consommation 

d’ici la fin de 

l’année 

Comparer 

sa consommation sur 

l’année en cours à sa 

consommation de l’année 

passée 

sa consommation à celles 

d’autres utilisateurs ayant 

un logement et des 

habitudes similaires 

*Chiffrage des travaux à venir en 2013 

Etre accompagné 

Avec une FAQ expliquant comment fonctionne le service 

Avec la possibilité de contacter via un formulaire dédié nos experts Efficacité Energétique 

UN SERVICE INÉDIT, SIMPLE À UTILISER ET RICHE D’INFORMATIONS PERSONNALISÉES 

…in presentation of consumption 
information 
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Protection and empowerment 

Protection against unfair commercial practices 
• EU Consumer Summit enforcement, energy sector 

used as a good example  
 

Control, complaints and redress 
• Complaints process and contact details on bills 
• Details of official national consumer representative 

and ADR scheme 
• Giving more control to customers e.g. clear 

information, online account management and 
direct debit manager 
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Protection and Empowerment 

Reasons to complain 

Wrong meter reading 

Wrong invoice 

Wrong amount 

Problems to see the bill Straight-forward way to make a 
complaint / request clarification on 
the energy bill    
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Protection and Empowerment 
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 Gas Natural Fenosa app for smartphones (free of charge) 

• Customers can manage their personal details, consult gas energy bills and 

communicate meter readings manually.  

• It includes a short list of contact numbers for Emergencies, Maintenance 

Services, Commercial Info and Products, Complaints, Local Premises, 24h 

contact number 

• It also includes a GPS locator of the closest GNF premises 

Protection and Empowerment 
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Best Company of the Year 
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Summary 

 
Many examples of good practice 
 
Eurogas engages constructively in the 

multi-stakeholder dialogue  
 
Eurogas also acts as a forum for 

exchange of good practice amongst 
its members 

 
 
 

 


