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Section I:

Protection of consumers according to
Directive (EU) 2019/944 (Electricity
Directive)




rect
Directive (EU)

e are better informed

2019/944 * receive clearer bills
(ElECtI"iCity * have useful comparison tools easily at hand

Directive “ED") e are enabled to switch supplier (more) easily
. ! e have instant access to consumption information/data via
prime goal to digital smart meters
expand the role e have effective means to solve eventual disputes

of consumers in
Chc lachiciy
e become active consumers
market e produce, store and sell self-generated energy

* engage collectively in energy communities
e provide demand response and flexibility services




Freedom to choose and switch supplier
(articles 4,10,12 of ED)

All final customers shall be free to:
— purchase electricity from a supplier of their choice.

= have more than one electricity supply contract at the same time, provided

|
that the required connection and metering points are established. B a S I c (p re -)

= have their electricity provided by a supplier, regardless of the State (>Party

to the Energy Community) in which the supplier is registered. C 0 n t ra Ct U a I

= change supplier:

|
o without termination fees, except in very specific circumstances. rl g h t S

o the process of switching supplier shall not exceed three weeks from the
date of the request. By no later than 2026 such process shall take no longer
than 24 hours and shall be possible on any working day.

o household customers shall be entitled to participate in collective switching
schemes.
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Minimum contracts requirements
(article 10 of ED)

identity and address of the supplier.

the services provided, as well as the time for the initial
connection.

the types of maintenance service offered.

the means by which up-to-date information on all applicable
tariffs, maintenance charges and bundled products or
services may be obtained.

the duration of the contract, the conditions for renewal and
termination of the contract and services and whether
terminating the contract without charge is permitted.

information about the products or services that are bundled

any compensation and the refund arrangements which
apply if contracted service quality levels are not met, for
example inaccurate or delayed billing.

the method of initiating an out-of-court dispute settlement
procedure in accordance.

information relating to consumer rights, including
information on complaint handling.

Final customers have
the right to be:

v provided with a summary

of the key contractual
conditions in a prominent
manner and in concise and
simple language.

v' given adequate notice of

any intention to modify
contractual  conditions
and shall be informed
about their right to
terminate the contract
when the notice is given.

v’ offered with a wide choice

of payment methods.

Minimum
contract
requirements

Conditions shall be fair and
well known in advance




4 Suppliers shall: Contracting Parties shall
ensure that:

=

offer fair and transparent general terms and
conditions in plain and clear language.

give adequate notice on any intention to modify
the contractual conditions.

notify, in a transparent and comprehensive
manner, of any adjustment in the supply price >
no later than two weeks, and no later than one
month for household customers, before the
adjustment comes into effect.

provide transparent information on applicable
prices and tariffs on standard terms and
conditions.

offer a wide choice of payment methods.

handle complaints in a simple, fair and prompt
manner.

inform customers in advance about any planned
disconnection and alternative measures to avoid
disconnection (e.g., alternative payment plans,
debt management etc.)

Customers are protected against
unfair or misleading  selling
methods.

Final customers are free to
terminate contracts if they do not
accept the new conditions or
adjustment in the supply price

There is no discrimination between
customers that use different
payment methods

Suppliers’
obligations



Billing and billing information
(articles 18 and Annex | of ED)

=

B UV

Bills shall be offered free of charge and optionally electronic.
Flexible arrangements for payment shall be offered.
Billing on the basis of actual consumption shall take place at least once a year.

Basic information shall be contained in the bill including, among others:

the price to be paid and a breakdown of the price where possible;

payment due date;

consumption;

tariff name;

identification of discounts or future change of the product or price;

information on final customers' rights as regards out-of-court dispute settlement;
information on the availability and benefits of switching;

a link or reference to where comparison tools can be found;

Access to complementary information on historical consumption:
available upon request of the final customer to the supplier or other service provider
designated by the final customer.

Disclosure of energy sources:
suppliers shall specify in the bills the contribution of each energy source to the
electricity purchased by the final customer in accordance with the electricity supply
contract.

Billing

Bills and billing information shall be:
O accurate

(O easy to understand

QO clear, concise

U user- friendly and

L presented in a manner that
facilitates comparison by final
customers.




Out-of-court dispute settlement (article 26 of ED)

e Contracting Parties shall ensure that final customers have
access to out-of-court mechanisms for dispute settlement
through an independent mechanism (e.g., energy
ombudsman, consumer protection authority/ombudsman,
regulatory authority).

e The participation of electricity undertakings in out-of-court
dispute settlement mechanisms shall be mandatory
(unless it is demonstrated that other mechanisms are
equally effective).

Alternative

dispute

settlement



Bl Universal service (article 27 of ED)

* Contracting Parties shall ensure that (at least) all household customers have the
right to be supplied with electricity of a specified quality. Therefore, Contracting
Parties may appoint a Supplier of Last Resort.

e VUulnherable customers (article 28 of ED)

* Contracting Parties shall define the concept of vulnerable customers based on
the following criteria: income levels, the share of energy expenditure to the
income, the energy efficiency of homes, the dependence of electrical equipment
for health reasons, age or other criteria.

* The rights and obligations linked to vulnerable customers shall be defined (e.g.,
prohibition of disconnection of electricity in critical times).

me Energy poor customers (article 29 of ED)

e Contracting Parties shall assess the number of households in energy poverty and
relevant criteria.

Specific

protection

10



=

Independence

Transparency

=
Clarity
=

=
Accuracy
=
Accessibility

Reporting

Protection of
personal data

] Minimum requirements of CTs Entit

shall be independent from market participants and
ensure that electricity undertakings are given equal
treatment in search results.

shall clearly disclose their owners and the natural or
legal person operating and controlling the tools, as well §
as information on how the tools are financed.

shall set out clear and objective criteria on which the
comparison is to be based, including services, and
disclose them.

shall use plain and unambiguous language.

shall provide accurate and up-to-date information and
state the time of the last update.

shall be accessible to persons with disabilities.

shall provide an effective procedure for reporting
incorrect information on published offers.

shall perform comparisons, while limiting the personal
data requested to that strictly necessary for the
comparison.

operating the CT

any entity, including
private companies
and public
authorities or
bodies.

appointment of a
competent
authority to be
responsible for
issuing trust marks
for comparison
tools that meet the
requirements.

Comparison
Tools

Article 14 of ED

(1 At least household electricity customers
and microenterprises with an expected
yearly consumption of below 100,000
kWh shall have access to at least one
tool comparing offers of suppliers,
including offers for dynamic electricity
price contracts, to assist them in
choosing an energy supplier.

([ The customers shall be informed of the
availability of such tools in or together
with their bills or by other means.

D At least one CT shall cover the entire

market.
11




Dynamic Price Contracts

Dynamic price contracts can help
consumers participate more actively in the

electricity market.

With such a contract and
equipped with a smart
meter, consumers are
able:

/7

“- to adjust their
consumption to real-
time price signals to
save money on their
electricity bills;

- provide demand
response  services
and be remunerated
for such service.

An electricity supply contract between a
supplier and a final customer that reflects
the price variation in the spot markets,
including the day-ahead and intraday
markets, at intervals at least equal to the

market settlement frequency.
(article 1 (15) of ED)

12




Disadvantages <

e The price volatility and uncertainty.

[1The limited impact on electricity bills as
dynamic prices contracts are limited to the
pure energy cost (excluding network tariffs

and levies)

"1 The difficulty to find the right balance
between suppliers shifting the price risk to the
final consumers with dynamic price contracts.

1Possibly higher risks faced by consumers.




Legal
Framework

(article 11 of ED)

Suppliers with 200,000 or more final customers are obliged to offer a dynamic
price contract.

Suppliers shall inform customers about opportunities, risks and costs of
dynamic pricing.

.Suppliers shall obtain each final customer's consent before that customer is
switched to a dynamic electricity price contract.

.Customers with a smart meter can request such contract from at least one
supplier.

.Contracting Parties shall monitor and publish annual reports on the main
developments of such contracts, including market offers and the impact on
consumers' bills (for at least a ten-year period after dynamic price contracts are
available).

14



Examples:

RAE’s measures to protect consumers

Contract and Bill Templates: Guidelines and templates of the

Electricity Contracts and Bills. Suppliers that follows RAE’s guidelines will be
honorably mentioned in RAE’s monthly “Positive Report”.

Price Comparison Tool: Platform where consumers can compare
electricity and gas products offered by suppliers.

Consumer Complain Platform: Platform where consumers can

submit their complains on energy bills. RAE monitors the complains and intervenes
when necessary.

Microsite on electricity consumption of devices: website
(www.electricitycostcalculator.gr) which provides a user-friendly calculator where
consumers can enter the period of use of their devices and their supplier’s price and
calculate their energy bill.

—h

PA

PYOMIZTIKH APXH ENEPFEIAZ
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Section ll:

Empowerment of the consumers:
mechanisms for active participation
Creating a level playing field for new

market participants




Active consumers

Final consumers or a group of jointly acting consumers have the right to:

Consume, Store Sell

Electricity generated
within their premises
(or if permitted within
other premises)

Self generated
electricity to the
market

Participate in all
electricity markets by
providing flexibility to
the system, through:

J

Energy storage, such
as storage using
electric vehicles

Demand response

Energy efficiency
schemes

reflective. (article 15 of ED).

Electricity consumers are entitled to act as active consumers without being subject
to disproportionate or discriminatory technical requirements, administrative
requirements, procedures and charges, and to network charges that are not cost-

21




ACTIVE CONSUMERS
article 15 of ED

Active consumers are entitled to:

= operate either
aggregation.

directly or through

= sell self-generated electricity, including
through power purchase agreements.

= participate in flexibility schemes and
energy efficiency schemes.

third the

= delegate to a
management of the installations required
for their activities.

party

Obligations
Active consumers are:

subject to cost-reflective, transparent and
non-discriminatory network charges that
account separately for the electricity fed into
the grid and the electricity consumed from the
grid.

financially responsible for the imbalances they
cause in the electricity system; to that extent
they shall be balance responsible parties or
shall delegate their balancing responsibility in
accordance with Article 5 of Regulation (EU)

2019/943.

22




Energy Communities

come together to

be an active player

in the energy
sector

Small & medium

iti local authorities .
CILZERS enterprises (SMEs)

Although citizens’ energy cooperatives and community driven energy projects are not a new concept,
the Clean Energy Package introduced formally Energy Communities into European legislation.

“Energy communities” are specified in two separate legislative acts of the Clean Energy Package. The
Electricity Directive (EU) 2019/944 introduces new roles and responsibilities for “Citizen Energy
N Communities” (CECs) in the energy system covering all sectors of electricity and the Renewable Energy
Directive (EU) 2018/2001 (RED Il) sets the framework for “"Renewable Energy Communities” (RECs)
engaging in the renewable energy sector.

Energy Communities should be allowed to operate on the market on a level playing field without
distorting competition, and the rights and obligations applicable to the other electricity undertakings
on the market should be applied to citizen energy communities in a non-discriminatory and
proportionate manner. Those rights and obligations should apply in accordance with the roles that
they undertake, such as the roles of final customers, producers, suppliers or distribution system

erators. (recital 46 of ED). .



Main (common) characteristics

Types of Energy
Communities

(CEC/RECQ)

Legal Voluntary & Controlled by

entities Open shareholders /
(association, Participation members

cooperative, NGO, SME)

Primary objective:

Provide environmental, economic
and social community benefits to its
members—=> NOT focused on
financial profits

24



Specific requirements
Differences between CEC/REC

CEC REC
article 2(11) ED article 2(16) RED I
=  Natural persons, =  Natural persons,
*  Local authorities, including municipalities * Local authorities, including municipalities
=  Small enterprises and microenterprises (large and * Medium-Small enterprises and
Membership medium size enterprises are excluded). microenterprises, provided that for private

undertakings their participation does not
constitute their primary commercial or
professional activity.

Geographic RE geographic limitation (i.e., no proximity of the “effective ~ The shareholders or members must be

control” to the project owned by the community is required)  located in the proximity of the
renewable energy projects that are
owned and developed by the REC.

limitation

Electricity sector: Renewable energy sector:

Electricity generation, distribution and supply, consumption, Production, consumption, selling and
aggregation, storage or energy efficiency services, generation sharing of renewable energy.
/@ i\ 1[I of renewable electricity, charging services for electric vehicles

or provide other energy services to its shareholders or

members.

Technologies REEadgellole\ A Niie] Limited to renewable energy technologies

25



Examples of activities - projects

Community owned generation

assets — simple generation

©The Members of such Energy Communities usually do not self-consume the energy produced but sell it to the
market/ supplier.

©®The income is shared among the members and/or reinvested in energy projects.

Virtual energy sharing/net-

metering

©The energy produced by the generation unit owned by the Energy Community can be offset, through a common
supplier, with the energy consumed by the Member of the Energy Community. The supplier takes care of the
offsetting between production and consumption and supplies additional energy if needed.

Sharing of local production through

community grids

e Energy is physically shared through a community grid. For example, energy grids on islands without connection to
the mainland, or in other remote locations can be community owned.

26



Setting up the legal framework

___

Mandatory

Individual

Common Rules

Rules

Article 16 of ED Article 22 RED Il
participation in a citizen energy community is open and voluntary.

members or shareholders of a CEC/REC are entitled to leave the community.

members or shareholders of a CEC/REC do not lose their rights and obligations as household customers or active customers.
distribution system operators cooperate with CEC/REC to facilitate electricity transfers within CEC/REC.

CEC/REC are subject to non-discriminatory, fair, proportionate and transparent procedures and charges, including with respect to
registration and licensing, and to transparent, non-discriminatory and cost-reflective network charges, ensuring that they contribute
in an adequate and balanced way to the overall cost sharing of the system.

CEC/REC are able to access all electricity markets, either directly or through aggregation, in a non-discriminatory manner.

are treated in a non-discriminatory and proportionate manner as regards their activities, rights and obligations as final customers,
producers, suppliers, distribution system operators or market participants engaged in aggregation.

are entitled to arrange within the CEC/REC the sharing of electricity that is produced by the production units owned by the
community, subject to the community members retaining their rights and obligations as final customers.

are financially responsible for the imbalances they cause in=® tools to facilitate access to finance are available.
the electricity system. = regulatory and capacity-building support is provided to public
authorities in enabling and setting up REC.
as regards consumption of self-generated electricity, CEC are® rules to secure the equal and non-discriminatory treatment of
treated like active customers. consumers that participate in the REC are in place.
. specificities of REC shall be considered when designing

support schemes in order to allow them to compete for
support on an equal footing with other market participants.

27
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Common
Rules

Individual
Rules

are open to cross-border participation

=  CECare entitled to own, establish, purchase or
lease distribution networks and to autonomously
manage them subject to rules and regulations
applying to distribution system operators.

In this case it shall be ensured that CEC:

- are entitled to conclude an agreement on the
operation of their network with the relevant
distribution system operator or transmission system
operator to which their network is connected;

- are subject to appropriate network charges at the
connection points between their network and the
distribution network outside the citizen energy
community;

- do not discriminate or harm customers who remain
connected to the distribution system.
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Regulatory challenges

When setting up the requlatory framework it shall be ensured that Energy Communities:

» do not become a vehicle to circumvent existing market principles, such as unbundling,
consumer rights or the cost sharing principles applied to energy grids.

For example:

- Members of Energy Communities should enjoy their pre-contractual rights as consumers, thus
should be informed of the price of the supply agreement, including the price of the shared
energy or the right to change supplier.

- A tenant renting a property within a building with a PV plant which is shared among different

N flat owners should have the right to choose if he/she wants to participate in the self-generation

and self-consumption model or if he/she chooses a form of supply completely independent of

the energy community of the building.

» do not avoid costs to the benefit of their customers, whilst passing them onto the wider
customer base.

should be able to compete on a level playing field, meaning that the regulatory framework
shall ensure that ECs do not face undue barriers nor create undue distortions in existing
markets. 29



Example:
Energy
Communities
under Greek
law

T=

Formation requirements

Legal form

Membership

Members

Shares

Voting rights

Proximity
requirement

Distribution of
profits

Civil cooperative

Physical persons, legal persons (small enterprises for
CEC, SME for REC), local government administration

Minimum: 30; 15 for legal entities; 3 for local government
Each Member can be Member to one CEC/REC in the
same region

1 or more, up to 20% of the share capital

Each Member one voting right (irrespective of its share
in the share capital).

REC: 50% of Members shall be citizens or have a right in
rem in the region where the REC is seated

Only up to 20%

Financial incentives and support measures

v" Virtual net metering (REC/CEC)

v" Priority in obtaining licenses when overlapping with other applications (REC)

v" Reduced fees for licenses/ letter of guarantee for grid connection (REC)

v Eligible in participating in national/EU funding programs (REC)



Demand Response

According to the ED all consumers should be able to benefit from participating in
the market by adjusting their consumption according to market signals and, in
return, benefit from lower electricity prices or other incentive payments.

Thus, consumers
should have the right
to:

participate alongside

producers in a non-
discriminatory
manner in all

electricity markets.

participate in all
forms of demand
response (e.g., smart
charging of electric
vehicles).

participate in demand
response through
aggregation.

J

Products should be defined on all electricity markets, including ancillary services
and capacity markets, in order to encourage the participation of demand response.
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Aggregation

a function performed by a natural or legal person who
combines multiple customer loads or generated electricity
for sale, purchase or auction in any electricity market.

(article 2 (28) of ED)

In order consumers to be able to
participate in the energy system on a
level playing field they should be
allowed to make full use of the
advantages of aggregation of
production and supply over larger
regions and benefit from cross-
border competition.

/

Enabling the participation of active consumers in the market

Market participants engaged in
aggregation are likely to play an
important role as intermediaries

between customer groups and the

market, as customers do not possess

sufficient capacity for market
participation and may lack the
knowledge of market interactions.

J
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SETTING UP THE LEGAL FRAMEWORK

The regulatory framework shall contain at least the following elements:

>

>

>

>

>

>

>

the right for each market participant engaged in aggregation, including independent aggregators, to enter
electricity markets without the consent of other market participants.

non-discriminatory and transparent rules as regards roles and responsibilities to all electricity undertakings
and customers.

non-discriminatory and transparent rules and procedures for the exchange of data between market
participants engaged in aggregation and other electricity undertakings that ensure easy access to data on
equal and non-discriminatory terms while fully protecting commercially sensitive information and customers'
personal data.

an obligation on market participants engaged in aggregation to be financially responsible for the imbalances
that they cause in the electricity system.

provision for final customers who have a contract with independent aggregators not to be subject to undue
payments, penalties or other undue contractual restrictions by their suppliers.

a conflict resolution mechanism between market participants engaged in aggregation and other market

participants.
technical requirements for participation of demand response in all electricity markets on the basis of the
technical characteristics of those markets and the capabilities of demand response.
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Aggregators shall:

in a non-discriminatory manner
as regards cost, effort or time:

>

fully inform customers of
the terms and conditions of
the contracts that they offer
to them.

grant to the customers all
relevant demand response
data or data on supplied and
sold electricity free of
charge at least once every
billing period, if requested
by the customer.

Suppliers shall:

not discriminate the
customers who have a
contract with a market
participant.

not impose to them
technical and administrative
requirements, procedures or
charges on the basis of
whether they have a
contract with a market
participation engaged in
aggregation.

Aggregation
Contract

(article 13 of ED)

When a final customer wishes to conclude an
aggregation contract, the final customer is entitled
to do so without the consent of the final
customer’s supplier.
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Section lll:
\ Smart metering systems and data
management

35




Enable
Consumers

to receive accurate and
near real-time feed back
on consumption and/or
generation.

to manage their
consumption and
participate in the energy
market through demand
response, energy
efficiency and dynamic

pricing.

Enable
Distribution

system
operators

Smart metering systems

to have better visibility of
their networks, and as
consequence, to reduce
their operation and
maintenance costs.

to pass those savings on
to the consumers in the
form of lower distribution
tariffs.



Smart metering systems deployment and requirements

Contracting Parties shall recommend electricity market undertakings to implement smart metering systems.

*  The deployment of smart metering systems may be subject to a cost-benefit assessment.

*  Final customers contribute to the associated costs of the deployment in a transparent and non-discriminatory
General requirements manner.
(article 19 of ED)

=  Smart metering systems should operate in accordance with applicable data protection rules.

*  Minimum functional and technical requirements (including interoperability requirements) for the smart
metering systems to be deployed, shall be approved by the competent authorities.

Where the deployment of smart metering systems is positively assessed as a result of the cost-benefit assessment,
smart metering systems shall be deployed in accordance with European standards, related to:

= accurately measurement of actual electricity consumption;
Functionalities » availability of the data to the customers (including retrieval of data and transmit to other parties with no
(article 20 of ED) additional cost);
»  security of data and data communication;
= compliance with data protection and privacy rules;
=  appropriate advice and information that should be given to final customers prior to or at the time of installation
of smart meters.

N[l e i1 s Customers are entitled to a smart meter in cases where the deployment has been negatively assessed nor
meter systematically pursued. In this case, customers should bear the associated costs of deployment, under fair,

. reasonable and cost-effective conditions.
(article 21 of ED)
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Data management

Article 23 of ED
Discretion to apply any data management model provided that:

Data = the rules are transparent;
management [g data can be accessed under non-discriminatory conditions;
= the highest level of cybersecurity, data protection and impartiality of the entities which process the

m | .
ode datais ensured.

Data include:

Type I =  metering and consumption data;
= datarequired for customer switching, demand response and other services.

The rules on:

= access to data and data storage
= processing of personal data

Protection of
data

shall comply with the relevant data protection rules.

An authority may be appointed for supervising that data management is performed in compliance with
the applicable rules.

*  No additional costs shall be charged to final customers for access to their own data or for a request
to make their data available.

Access to data

- cost = Contracting Parties shall be responsible for setting the relevant charges for access to data by

eligible parties on a reasonable and justified manner.
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Thank you very much for your attention!

Tina Koutsopoulou
Legal Expert

Regulatory Authority for Energy
Tel.: +30 210 3727064

E-mail: ekoutsopoulou@rae.gr
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