15 PLEDGES
TO CUSTOMERS
TOGETHER FOR A SUSTAINABLE, INCLUSIVE AND SMART ENERGY FUTURE

We, European electricity suppliers, have
traditionally been in close contact with our
customers to provide them with electricity. Today,
while continuing to do so, we must step up and
assume a broader mission: we need to accompany
citizens in the energy transition. Not only the
most active ones, but also those who choose to
“connect and forget”. We need to make sure that
everyone can benefit from carbon neutral electric
solutions and in particular from energy efficiency,
renewables and e-mobility services.
Electrifying our economy is a tremendous
opportunity for European citizens. It will help build
more comfortable and healthier living environment
with less noise, better air quality and increased
energy efficiency. Thanks to digital technologies,
electricity will drive exciting new customer services
– ranging from new means of communicating to
new ways of entertaining, moving, and even curing.
But we will not be able to get there without the
active support and involvement of citizens.

For more than a year we have travelled across
Europe and debated with representatives from
consumer associations, national and regional
authorities, NGOs, the automotive industry and
technology providers about the main solutions to
engage citizens in the energy transition. Together,
we have reflected on the evolving role of electricity
suppliers. We have exchanged ideas and have
collected inspiring best practices.
We have learned that leading the transition to a
sustainable, inclusive and smart society will require
deep transformation and cultural adjustments
from our side. It will also require genuine support
from all stakeholders – from policymakers and
regulators to consumer associations – to make sure
that we have an enabling legislative framework.
While our companies are confronted with different
national situations and level of competition across
the EU, we do have the ambition and the social
responsibility to become true energy partners for
customers.

EMPOWERING CUSTOMERS WITH NEW
SERVICES AND ELECTRIC SOLUTIONS
We will innovate and partner with customers, service providers, and local authorities to provide sustainable
solutions to all citizens. We will facilitate the adoption of electric-mobility, energy efficiency services and
renewable generation.

WE WILL:
>

Help customers to support the development of carbon neutral electricity through various products
and services such as transparent decarbonised offers, photovoltaic & storage packages, or investments
options in local renewable generation.

>

Develop innovative services and electric solutions to help customers better control their energy
consumption and improve comfort at home: e.g. home management systems, energy efficiency, demand
response and storage services.

>

Actively inform and advise customers about the most appropriate solutions to generate their own
renewable electricity, heat and insulate their homes, and charge their cars.

>

Facilitate the adoption of such electric solutions by playing a leading role of intermediary between
customers and other service providers involved throughout the process – e.g. from contracting and
financing to installation and maintenance.

>

Provide our expertise to local authorities and communities in planning, deploying and ensuring public
acceptance of the infrastructure needed for the energy transition, from charging stations for electric
vehicles to small scale renewables projects.

STRIVING FOR AN AFFORDABLE
AND INCLUSIVE ENERGY TRANSITION
We will help customers to benefit from electric mobility, energy efficiency, and small scale renewables,
including tenants and vulnerable customers. Equally important, the transition must be kept fair to all
customers, especially those who cannot or wish not to take an active part in the market.

WE WILL:
>

Help customers invest in appropriate technologies such as heat pumps, renewable generation,
storage, electric vehicles’ smart charging, as well as home insulation by urging policymakers to have
robust budget for the energy transition and cooperating with financial institutions to develop green
loans.

>

Give customers personalised advice to help them better manage their energy consumption and
inform them about costs, payback and expected benefits of available technologies.

>

Continue to advocate for lower levels of taxes and levies in electricity bills and cost-reflective
network tariffs thus contributing to affordable and inclusive energy transition for all customers.

>

Support customers and communities in generating, storing and consuming their own renewable
electricity – in a fair and efficient way both for all customers and for the electricity system - and to earn
additional revenue by providing flexibility services to system operators.

>

Provide vulnerable customers with advice and support on our offers and services and cooperate with
governments and social services to guide them towards relevant support schemes and local actors.

IMPROVING CUSTOMER’S ENERGY EXPERIENCE
THROUGH SIMPLICITY AND TRANSPARENCY
We want to be the trusted contact point for customers by providing user-friendly products, high level
of service and protecting their privacy. With the digitalisation of society, it has become essential to help
customers in finding their way through all the providers and services available.

WE WILL:
>

Ensure high quality customer service that is responsive, friendly, and adapted to each customer’s
needs, from the most active ones to those who choose to “connect and forget”.

>

Help customers navigate through our products by providing clear, transparent and consistent
information in our offers, contracts and bills.

>

Offer user-friendly products and services, with easy opt-in and opt-out.

>

Become an information hub on available support schemes and technology options and provide our
customers with administrative support and guidance for paperwork.

>

Apply best data protection practices to ensure that customers have full control over the data
collected from them or on their behalf.
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