Paris, 7th June 2010.

Dear Sir, Dear Madam,

Please find below the comments of the CLCV relating to the public consultation
launched by the European Regulators’ Group for Electricity and (ERGEG) on the
monitoring of the retail market of energy.
We remain at your disposal for any further information.

Best regards

Reine-Claude MADER
President
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For the indicator number 3, « Customer information », CLCV considers that it is
very important that the website must be easily accessible, provides reliable and
comparable information on the suggested prices by the various suppliers present on
the market. This piece of information must be updated in real time and controlled:
we think that it cannot rely only on declarations.
Customer satisfaction could also be evaluated according to:
- the rate of answers to the complaints of the customers
- the time of treatment of a complaint
- the customer judgment on the quality of the statement: satisfying or not
- the existence or not of a code of good behaviour together with measures of followup and control
- the presence or not of ecological indicators (carbon footprint for example)
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The Diversity of contracts (indicator number 7) could also be evaluated according
to the taking into account of vulnerable consumers with the presence or not of
specific engagements for this profile of consumers.
Concerning the regulated end user prices, CLCV considers that it is important to
have a real transparency of the production costs of the historical operator.
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For CLCV, it would be interesting to have information on the cross participations
and the economic relations between operators, those being often unintelligible.
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Indicator number 13 « number of renegociated contracts for household customers »
can concern requests from customers to change their profile, their customer
category, etc…
The good quality of service could be evaluated by using the following indicators:
- The time of completion of services (connections, repairs, starting dates,
cancellation of contracts…)
- The number of annual appointments planned, realized/not respected
- The number of smart meters installed
- The number of requests for interventions for connections, starting of
services, repairs
- The number of power failures because of outstanding invoices, problems on
the network…
- The number of customers benefiting in their contracts of personalized
engagements in case of power failures, tensions failures…
- The number of compensated customers
- The number of clients that are sold door-to-door by alternative operators:
CLCV notes more and more aggressive behaviours from salemen that can be
seen as abuses of their weakness. It seems important that these door-to-door
sales have to be taken into account and that specific controls are carried out.
Today, the Ombudsman can intervene on the contractual problems between
operators and consumers and not on those resulting from these door-to-door
sales whereas they are becoming numerous.
- Etc…

5

