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European Energy Regulators put forward a set of "good practices"

 in the field of consumer information

· The Customer Information Handbook sets out a range of communication tools recommended by the countries that have already opened their residential markets to competition.

· The aim is to improve the non-commercial information available to Europe's retail consumers of gas and electricity. 

· Access to better information is expected to contribute to the strengthening of customers’ position in the liberalised market.
From 1 July 2007, electricity and gas markets in all Member States will be open.  This should give EU energy customers the freedom to shop around and switch supplier.  The “Customer Information Handbook - A Review of Good Practices” adopted by ERGEG aims to bring the benefits of opening and integrating national energy markets to households across the European Union1.  
This handbook sets out recommendations for energy regulators for improving the position of the end consumer. The regulators hope that these “good practices” could benefit those countries that have yet to open their residential markets. The information tools that are provided should give customers the opportunity to better understand the rules of liberalised energy markets, facilitate the choice of suppliers and help them to know their rights as consumers.  

Three categories of good practices and recommendations are set out in the Handbook:

Customer information service centres
In addition to information from service providers, non-commercial information is offered by centres which are either managed by the regulator or that are the result of a joint initiative by regulators, consumer ombudsmen and/or consumer associations. 

Material providing general information

Regulators provide customers with general information on the procedures in relation to the choice of an energy supplier, on components of their energy bill and on fees that can be applied to particular types of consumers.  Among the materials that are recommended as good practices are: consumer guides and fact sheets, FAQs (Frequently Asked Questions), leaflets accompanying incumbent suppliers’ or network companies’ bills and advertising campaigns.

Material providing specific information on suppliers

Regulators provide customers with information in relation to the nature of services offered by suppliers such as price, duration of contracts and the quality of service.  The following materials are recommended as good practices: lists of suppliers, price comparators, statistics on complaints received and the quality of service delivered by service providers.

Today’s proposals and ERGEG’s continuing work on customer issues should help ensure that the vision of a single competitive European energy market, to the benefit of the European energy consumer, becomes a reality2.  
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Notes to Editors:  

1. The European Regulators Group for Electricity and Gas (ERGEG) is an advisory group to the European Commission on energy issues.  Membership is limited to the EU energy regulators, and regulators from the candidate countries and the European Economic Area hold Observer status. ERGEG´s “Customer Information Handbook - A review of good practices” can be found on the ERGEG website: www.ergeg.org. 
2. ERGEG will continue to build on its work on customer issues in 2007 with a particular emphasis on retail market issues.  In addition to working with the European Commission on a Europe‑wide campaign to explain to customers what full liberalisation means and the benefits it will bring, ERGEG will address issues that are important in order to create a secure and well functioning energy market. End-user price regulation, obstacles and barriers for switching, information and transparency gaps among other topics, are central to the regulators’ 2007 work programme. 
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