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<0+0$)*;&N")*+%C

&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

F3X& ?"&."*.1#L04&+/0&."*.0N+&"T&K#1*0$(510&."*%#<0$%&/(%&500*&+$(*%N"%0L&)*+"&*(+)"*(1&1([%&)*&L)TT0$,

,

."*%#<0$%&)<N1).)+1>&)*&+/0)$&0*0$;>&"$&%".)(1&%0.#$)+>&1([%H&=0K0$+/010%%4&<"%+&-'%&$0N"$+&(&*#<50$&

"T&N$"+0.+)"*&<0(*%&."K0$)*;&+/0&0*0$;>&%0.+"$4&0H;H&$0%+$).+)"*%&"*&+/0&L)%."**0.+)"*&"T&K#1*0$(510&

,

+)"*%&)*&+/0&."<N($(5)1)+>&"T&+/0&*#<50$&"T&K#1*0$(510&."*%#<0$%&(.$"%%&-'%H

5.2.3 Customer information 

F83& ?/0&G10.+$).)+>&(*L&d(%&J)$0.+)K0%292&."*%)L0$& +/0& )*T"$<(+)"*&N$"K)L0L& +"&.#%+"<0$%&(%& +/0&<"%+&

)<N"$+(*+& T(.+"$& )*& .#%+"<0$& N$"+0.+)"*& (*L& 0<N"[0$<0*+H&h(K)*;& +/0& $);/+& )*T"$<(+)"*& (+& "*0]%&

L)%N"%(1&.(*&<(P0&(&L)TT0$0*.0&+"&"*0]%&(5)1)+>&+"&060$.)%0&"*0]%&$);/+%&(*L&(.+)K01>&N($+).)N(+0&)*&+/0&

0*0$;>&<($P0+H

F88& h0$04&5"+/&+/0&10;(1&(*L&N$(.+).(1&N0$%N0.+)K0&)*&-'%&."*.0$*)*;&.#%+"<0$&)*T"$<(+)"*&N$"K)%)"*%&)*&

+/0&J)$0.+)K0%&($0&."*%)L0$0Lc&+/)%&L0<"*%+$(+0%&+/0&10K01&"T&."*%#<0$&N$"+0.+)"*&)*&L)TT0$0*+&-'%&(%&

(&$0%#1+&"T&N$"K)L)*;&."*%#<0$%&[)+/&U#).P4&+$(*%N($0*+&(*L&(..#$(+0&)*T"$<(+)"*H&S*&"$L0$&+"&)L0*+)T>&

;""L&N$(.+).0%&[/)./&06.00L&+/0&<)*)<#<&$0U#)$0<0*+%4&(*&"K0$K)0[&"T&(11&)%%#0%&."K0$0L&#*L0$&+/0&

."*%#<0$&)*T"$<(+)"*&#<5$011(&[)11&50&N$0%0*+0LH

292& J)$0.+)K0%&A33XYDAYG!&(*L&A33XYD2YG!H
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F8A& 7)$%+4&+/0&N$"K)%)"*&"T&)*T"$<(+)"*&"*&N$).0&./(*;0%&(*L&"+/0$&."<N"*0*+%&"T&+/0&5)11&K($)0%&(<"*;&

-'%H&W%&%/"[*&)*&7);#$0&EE4&+/0&10;(1&$0U#)$0<0*+&+"&)*T"$<&/"#%0/"1L&B0*LC&."*%#<0$%&(5"#+&0*0$,
299

)*&W#%+$)(4&:#1;($)(4&\"1(*L&(*L&\"$+#;(1&T"$&0)+/0$&010.+$).)+>&"$&;(%c&+/)%&)%&(1%"&+/0&.(%0&)*&-(1+(&

BT"$&010.+$).)+>C&(*L&'[0L0*&BT"$&;(%CH&S*&G%+"*)(&(*L&'[0L0*4&(*&010.+$).)+>&%#NN1)0$&)%&*"+&(11"[0L&+"&

&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

F82& S*&89&."#*+$)0%4& 10;(1& $0U#)$0<0*+%&%N0.)T>& +/(+&."*%#<0$%&<#%+&50& )*T"$<0L&(5"#+&0*0$;>&N$).0&

,

7);#$0&EX&L0N).+%&+/)%&K($)(+)"*&)*&+/0&L)TT0$0*+&."#*+$)0%&(.."$L)*;&+"&*(+)"*(1&1([H&S*&N$(.+).04&+/0&

+)<0T$(<0&)*&*#<50$&"T&L(>%&L"0%&*"+&L)TT0$4&[/)./&<0(*%&+/(+&+/0&10;(1&$0U#)$0<0*+%&($0&L0&T(.+"&

(NN1)0LH

299

.#%+"<0$&0*0$;>&N$).0&."<N"*0*+&+"&(*&06N1).)+&N$).)*;&<0./(*)%<&(*L&)%&./(*;0L&"*&(&$0;#1($&5(%)%4&0H;H&(*&)*L060L&[/"10%(10&

0*0$;>&N$).0&"$&)*L060L&+"&$0;#1(+0L&N$).0%H

GasElectricity

46%
Have a specified
number of days

52%
Have a specified
number of days

22%
Do not 

have a specified
number of days

27%
Not allowed

to change the price

22%
Not allowed

to change the price

19%
Do not 

have a specified
number of days

No requirements 8% No requirements 4%
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7);#$0&EXV&& =#<50$& "T& L(>%& )*& (LK(*.0& +/(+& /"#%0/"1L& ."*%#<0$%& ($0& )*T"$<0L& (5"#+& 0*0$;>& N$).0&

&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

@.,#8/'k'."*&'C.$'#*#7,$-7-,&]'kk'."*&'C.$'%+8I

F89& ?/0&10;(1&$0U#)$0<0*+&+"&)*T"$<&/"#%0/"1L&."*%#<0$%&(5"#+&0*0$;>&N$).0&./(*;0%&)*&K($)(510,N$).0&

S+(1>4&+/0&=0+/0$1(*L%4&\"1(*L29F&(*L&\"$+#;(1&BT"$&5"+/&010.+$).)+>&(*L&;(%C4&"$&)*&-(1+(&BT"$&010.+$).)+>C&

"$&O"<(*)(&(*L&'1"K0*)(&BT"$&;(%CH&?/0$0&($0&*"&10;(1&$0U#)$0<0*+%&T"$&K($)(510,N$).0&."*+$(.+%&T"$&

0)+/0$&010.+$).)+>&"$&;(%&)*&d$00.04&h#*;($>&(*L&'[0L0*4&(*L&*"&10;(1&$0U#)$0<0*+%&T"$&010.+$).)+>&)*&

G%+"*)(&(*L&="$[(>H
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&7);#$0&X3V&& Q0;(1&$0U#)$0<0*+%&T"$&)*T"$<(+)"*&+"&."*%#<0$%&(5"#+&N$).0&./(*;0%&T"$&K($)(510,N$).0&."*,

&&&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

@.,#/'M+,+'."'#*#7,$-7-,&'C$.E'3P'a)$-82-7,-."8K'2+,+'."'%+8'C$.E'3:'a)$-82-7,-."8I

F8F& S*&88&."#*+$)0%4& 10;(1& $0U#)$0<0*+%&%N0.)T>& +/(+&."*%#<0$%&<#%+&50& )*T"$<0L&(5"#+&0*0$;>&N$).0&

X8CH&?/0&10;(1&$0U#)$0<0*+&T"$&)*T"$<(+)"*&"*&K($)(510,N$).0&."*+$(.+%&K($)0%&50+[00*&88&(*L&X3&L(>%&

T"$&L)TT0$0*+&-'%H&7);#$0&X8&L0N).+%&+/)%&K($)(+)"*&)*&+/0&L)TT0$0*+&."#*+$)0%&(.."$L)*;&+"&*(+)"*(1&1([H&

S*&N$(.+).04&+/0&$0%#1+%&<)$$"$&+/0&10;(1&$0U#)$0<0*+%&T"$&(11&-'%&06.0N+&O"<(*)(4&[/0$0&.#%+"<0$%&

($0&)*T"$<0L&10%%&+/(*&83&L(>%&)*&(LK(*.0&$0;($L)*;&0*0$;>&N$).0&./(*;0%4&."<N($0L&+"&+/0&88&L(>%&

$0U#)$0L&5>&1([H&S*&5"+/&W#%+$)(&(*L&="$[(>4&.#%+"<0$%&($0&)*T"$<0L&(5"#+&N$).0&./(*;0%&89&L(>%&)*&

(LK(*.0&)*&N$(.+).04&(1+/"#;/&+/)%&)%&*"+&$0U#)$0L&5>&*(+)"*(1&1([H

GasElectricity

43%
Have a specified
number of days 43%

Have a specified
number of days

43%
Do not 

have a specified
number of days

35%
Do not 

have a specified
number of days

No requirements 22%

No requirements 14%
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7);#$0&X8V&& =#<50$& "T& L(>%& )*& (LK(*.0& +/(+& /"#%0/"1L& ."*%#<0$%& ($0& )*T"$<0L& (5"#+& 0*0$;>& N$).0&

&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

@.,#8/'k'."*&'C.$'#*#7,$-7-,&]'kk'."*&'C.$'%+8I

F8M& ?/0&L(+(&$0;($L)*;&."*%#<0$&)*T"$<(+)"*&"*&0*0$;>&N$).0&./(*;0%&(11"[%&T"$&)*+0$0%+)*;&."<N($),

%"*%&[)+/&+/0&L(+(&$0;($L)*;&)*T"$<(+)"*&+"&."*%#<0$%&"*&./(*;0%&)*&+/0&"+/0$&."<N"*0*+%&"T&0*0$,

;>&."%+%4&%#./&(%&*0+["$P&+($)TT%&(*L&+(60%4&0+.H&S*&AM&"#+&"T&AE&."#*+$)0%4&=OW%&%+(+0L&+/(+&+/0$0&($0&

10;(1&$0U#)$0<0*+%&+"&N$"K)L0&."*%#<0$%&[)+/&)*T"$<(+)"*&(5"#+&+/0%0&./(*;0%c&W#%+$)(&(*L&d$0(+&

:$)+()*&($0&+/0&+["&."#*+$)0%&[)+/&*"&%#./&10;(1&$0U#)$0<0*+29M&S*&N$(.+).04&."*%#<0$%&)*&(11&-'%&($0&

N$"K)L0L&[)+/&)*T"$<(+)"*&(5"#+&./(*;0%&)*&"+/0$&."<N"*0*+%&"T&+/0&5)11c&[)+/&+/0&06.0N+)"*&"T&W#%,

+$)(&(*L&S$01(*L&B[/0$0&+/0&1([&)%&*"+&(NN1)0LCH&S*&d$0(+&:$)+()*4&+/)%&)*T"$<(+)"*&)%&"T+0*&N$"K)L0L&+"&

."*%#<0$%&)*&N$(.+).04&(1+/"#;/&+/)%&)%&*"+&$0U#)$0L&5>&1([H&

F8D& ,

<(+)"*&(5"#+&+/0&%)*;10&N")*+&"T&."*+(.+4&<0(*%&"T&L)%N#+0&%0++10<0*+4&%[)+./)*;4&N(><0*+&<"L(1)+)0%4&

%#NN1)0$&(*L&J'^&."*+(.+&L0+()1%4&(.+#(1&(*L&0%+)<(+0L&."*%#<N+)"*4&+/0&5$0(PL"[*&"T&N$).0%4&+/0&

0*0$;>&<)64&(*L&+/0&L#$(+)"*&"T&+/0&."*+$(.+H

F8E& W%&.(*&50&%00*&T$"<&7);#$0&XA4&)*&%"<0&."#*+$)0%&+/0$0&)%&(&1(.P&"T&)*T"$<(+)"*&"*&5)11%&$0;($L)*;&

."*%#<0$&$);/+%&B)H0H&+/0&%)*;10&N")*+&"T&."*+(.+C&(*L&0<N"[0$<0*+&B+/$"#;/&%[)+./)*;&)*T"$<(+)"*&

(*L&+/0&L#$(+)"*&"T& +/0&."*+$(.+CH& S*&d$0(+&:$)+()*4& +/0&$0;#1(+"$>&(#+/"$)+>&^T;0<&)*+$"L#.0L&*0[&

1).0*.0&"51);(+)"*%&T"$&%#NN1)0$%&+"&(1%"&%/"[&)*T"$<(+)"*&"*&+/0&./0(N0%+&+($)TT%&+/0>&"TT0$&(*L&+/0&

+($)TT&."<N($)%"*&$(+029D&"*&."*%#<0$%]&5)11%H& S*&+/0&=0+/0$1(*L%4&."*%#<0$%&.(*&./""%0&T$"<&+["&

+>N0%&"T&5)11V&(&%)<N10&"$&06+0*L0L&"*0H

29M& S*&d$0(+&:$)+()*4&(11&N$).0&./(*;0%&($0&."<<#*).(+0L&(%&)*L).(+0L&)*&+/0&N$0K)"#%&N($(;$(N/%4&%)*.0&*0+["$P&."%+%&(*L&+(60%&($0&

)*.1#L0L&)*&+/0&$0+()1&N$).0H

29D& S*&d$0(+&:$)+()*4& (11& 0*0$;>& %#NN1)0$%&($0&"51);0L& +"&N#51)%/&(&?($)TT&!"<N($)%"*&O(+0& T"$&;(%& B?!OC& T"$&0K0$>& +($)TT& "TT0$0LH&

?/0&?!O& )%&%#NN"%0L& +"&(%%)%+&.#%+"<0$%& )*&."<N($)*;&"*0& +($)TT&[)+/&(*"+/0$&"*&(&."%+,N0$,P_/&5(%)%H& S+&(%%#<0%& +>N).(1&

."*%#<N+)"*&T"$&(&/"#%0/"1L&(*L&)*.1#L0%&#*)+&$(+0%&B0*0$;>&N$).0C4&%+(*L)*;&./($;0%&(*L&(*>&(NN1).(510&L)%."#*+%H&h0*.04&+/0&

?!O&)%&*"+&(*&(.+#(1&N$).0&(*L&*"+&5(%0L&"*&N0$%"*(1&."*%#<N+)"*H
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&&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

@.,#/'3R'a)$-82-7,-."8'D+A#'H$.A-2#2'2+,+'C.$'#*#7,$-7-,&K'OD-*#'3<'a)$-82-7,-."8'D+A#'H$.A-2#2'2+,+'C.$'%+8I

F8X& -'%&<#%+&0%+(51)%/&(&%)*;10&N")*+&"T&."*+(.+&[/)./&."*%#<0$%&.(*&."*+(.+&)*&"$L0$&+"&"5+()*&)*L0,

N0*L0*+&)*T"$<(+)"*&(5"#+&+/0)$&$);/+%&(*L&+/0&<($P0+H&W1<"%+&(11&"T&+/0&$0%N"*L0*+&."#*+$)0%&<0*+)"*&

+/(+&+/0>&/(K0&%#./&(&%0$K).0&)*&N1(.0H&^*1>&!$"(+)(4&="$[(>&(*L&'1"K0*)(&*"+0&+/(+&+/0$0&)%&%+)11&*"&

%)*;10&N")*+&"T&."*+(.+H&S*&83&"#+&"T&AE&."#*+$)0%4&+/)%&$"10&T"$&010.+$).)+>&T(11%&[)+/)*&+/0&$0%N"*%)5)1)+)0%&

"T&+/0&=OWH&?/0&=OW&)%&+/0&%)*;10&N")*+&"T&."*+(.+&T"$&;(%&)*&88&"#+&"T&AD&."#*+$)0%H&S*&7$(*.04&+/0&

$"10&)%&+(P0*&5>&+/0&G*0$;>&^<5#L%<(*&)*&.""$L)*(+)"*&[)+/&+/0&=OW&(*L&+/0&d"K0$*<0*+c&[/)10&)*&

J0*<($P29E&(*L&d$00.04&)+&)%&+/0&;"K0$*<0*+4&(*L&)*&d$0(+&:$)+()*4&(&."*%#<0$&"$;(*)%(+)"*H&h#*,

;($>&$0N"$+0L&+/(+&+/0&%)*;10&N")*+&"T&."*+(.+&)%&(*"+/0$&5"L>4&[)+/"#+&;)K)*;&T#$+/0$&L0+()1%H&S*&%"<0&

."#*+$)0%4&*(<01>&:01;)#<4&:#1;($)(4&!>N$#%4&!g0./&O0N#51).4&G%+"*)(4&7)*1(*L4&S+(1>4&O"<(*)(4&+/0&

'1"K(P&O0N#51).&(*L&'[0L0*4&+/0&%)*;10&N")*+&"T&."*+(.+&$"10&T"$&5"+/&010.+$).)+>&(*L&;(%&)%&%/($0L&

50+[00*&+["&"$&+/$00&5"L)0%H&S*&!>N$#%4&+/0&$"10&"T&%)*;10&N")*+&"T&."*+(.+&T"$&;(%&)%&%/($0L&50+[00*&

+/0&=OW&(*L&+/0&d"K0$*<0*+H

29E& ?/0&G*0$;>&'#NN1)0$%&!"<N1()*+&:"($L&)*&J0*<($P&)%&(&;"K0$*<0*+&)*%+)+#+)"*&0%+(51)%/0L&)*&.","N0$(+)"*&[)+/&+/0&!"*%#<0$&

!"#*.)1&(*L&+/0&)*L#%+$>H

Single point of contact

Customers’s rights regarding dispute settlement

Switching infromation

Payment modalities

Suppliers’ details

DSO details

Consumption period

Breakdown of price

Actual consumption

Estimated consumption

Duration of contract

Energy mix

Other

0

Number of jurisdictions

30252015105

GasElectricity



217

A C E R / C E E R  A N N U A L  R E P O R T  O N  T H E  R E S U L T S  O F  M O N I T O R I N G  T H E  I N T E R N A L  E L E C T R I C I T Y  A N D  N A T U R A L  G A S  M A R K E T S  I N  2 0 1 3

&

6.)$7#/'?!!('M+,+B+8#K'@+,-."+*'U"2-7+,.$8'934:=>

@.,#/'k'."*&'C.$'#*#7,$-7-,&I

FA3& ?/0&G#$"N0(*&!"<<)%%)"*&/(%&.(110L&#N"*&-'%&+"&<(P0&(K()1(510&(&."*%#<0$&./0.P1)%+&"$&/(*L,

5""P&"T&N$(.+).(1&)*T"$<(+)"*&$01(+0L&+"&0*0$;>&."*%#<0$&$);/+%H&S*&89&"#+&"T&AM&."#*+$)0%4&%#./&(&."*,

%#<0$&./0.P1)%+&06)%+%&(*L&T(11%&#*L0$&+/0&$0%N"*%)5)1)+>&"T&+/0&=OWH&70[&."#*+$)0%&%+(+0L&+/(+&+/0$0&

)%&*"&*(+)"*(1&10;(1&$0U#)$0<0*+&+"&/(K0&%#./&(&L".#<0*+H&^+/0$&=OW%&."<N($0&)+&+"&+/0&%)*;10&N")*+&

"T&."*+(.+& )*T"$<(+)"*H&W&+/)$L&%0+&"T&."#*+$)0%&%+(+0L&+/(+&+/0&)*T"$<(+)"*&."*+()*0L&)*&+/)%&P)*L&"T&

./0.P1)%+&.(*&50&T"#*L&)*&%0K0$(1&5$"./#$0%YL".#<0*+%&"$&[05%)+0%4&5#+&*"+&)*&"*0&%)*;10&L".#<0*+H

FA8& 7)*(11>4&+/0&G10.+$).)+>&(*L&d(%&J)$0.+)K0%29X&$0U#)$0&(&K($)0+>&"T&N(><0*+&<0+/"L%&50&<(L0&(K()1(510&
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5.3 Consumer complaints
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Case study 10: Complaints received by the French energy ombudsman, Médiateur National de 

l’Energie
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5.3.2 Complaint procedure
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5.3.3 Alternative Dispute Resolution (ADR)
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5.4 Customer Access to Information about the Costs and Sources of Energy
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5.5 Conclusions and recommendations
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Annex 1: Methodology to calculate mark-ups in gas and 
electricity retail markets

?/)%&(**06&06N1()*%&+/0&%."N04&<0+/"L"1";>&(*L&L(+(&$0U#)$0<0*+%&#%0L&)*&+/0&<($P,#N&.(1.#1(+)"*%&N$0,

%0*+0L&)*&'0.+)"*&AH2HA2FMH&

,

0$(+)"*(1&."%+%&(*L&+(60%&"#+&"T&+/)%&<($;)*H&-($P,#N%&$0N$0%0*+&+/0&;$"%%&<($;)*4&[/)10&+/0&(.+#(1&"$&*0+&

<($P,#N%&<(>&%0$K0&(%&(*&)*L).(+)"*&"T&+/0&10K01&"T&$0+()1&."<N0+)+)"*&(*L&+/0&e$0%N"*%)K0*0%%]&"T&$0+()1&+"&

[/"10%(10&N$).0%&"K0$&+)<0H

Retail energy component cost

?/0&(K()1(510&L(+(&T"$&+/)%&060$.)%0&L)TT0$&T"$&;(%&(*L&010.+$).)+>&<($P0+%H&?/0$0T"$04&+["&L)TT0$0*+&(NN$"(./,

0%&[0$0&+(P0*&)*&"$L0$&+"&(%%0%%&+/0&$0+()1&/"#%0/"1L&0*0$;>&."<N"*0*+&."%+&)*&0(./&"T&+/0&<($P0+%H&:"+/&

."*%#<N+)"*&10K01%&(*L&N$).0%&)*L).(+"$%&[0$0&#%0L&T"$&+/0&(*(1>%)%H

a) Electricity

!"*%#<N+)"*&10K01%V&+/0&J!&G#$"%+(+&."*%#<N+)"*&5(*L&BA4F33,F4333&P_/C&[(%&(NN1)0LH&

./0.P0L&T"$&)*."*%)%+0*.)0%&[)+/&+/0&W!GO&L(+(5(%0&"*&$0+()1&"TT0$%&(*L&"+/0$&$010K(*+&L(+(H

b) Gas

G*0$;>& ."<N"*0*+V& +/0&W!GO&L(+(5(%0&"*& $0+()1& "TT0$%&5$0(PL"[*&[(%&#%0L4& %)*.0&G#$"%+(+&

L"0%&*"+&N$"K)L0&(&L0+()10L&."<N"*0*+&5$0(PL"[*&T"$&;(%H

Methodology to identify the wholesale price 

?/0&0*0$;>&."%+%&[/)./&%#NN1)0$%&)*.#$&[/0*&5#>)*;&010.+$).)+>&+"&%#NN1>&.#%+"<0$%&(+&$0+()1&10K01&L0N0*L&

"*&%0K0$(1&T(.+"$%H&_/"10%(10&0*0$;>&."%+%&K($>&50+[00*&%#NN1)0$%&(*L&"K0$&+)<0&[)+/&./(*;)*;&[/"10%(10&

N$).0%&(*L&N$".#$0<0*+&%+$(+0;)0%&B7);#$0&W&8CH&?/0%0&%+$(+0;)0%&)*.1#L0&/0L;)*;&%./0<0%&(;()*%+&K"1(+)10&

%/"$+,+0$<&BL(>,(/0(LC&N$).0%H&h0L;)*;&%+$(+0;)0%&($0&./($(.+0$)%0L&(<"*;&"+/0$&T(.+"$%&5>V&)HC&+/0&N"$+T"1)"&

M&<"*+/%&(/0(L&"T&+/0&+)<0&"T&L01)K0$>4&)<<0L)(+01>&50T"$0&L01)K0$>4&0+.HCH

2FM& ="+0&+/(+&)*&+/0&'0.+)"*&(%%0%%)*;&<($P,#N%4&<($P,#N%&[0$0&(%%0%%0L&T"$&$0+()1&/"#%0/"1L&."*%#<0$%H&7"$&010.+$).)+>4&<($P,#N%&

[0$0&0%+)<(+0L&T"$&+/0&N0$)"L&T$"<&A33E&+"&A382c&<0(*[/)10&T"$&;(%4&+/0&(%%0%%<0*+&."K0$%&"*1>&+/0&A38A&+"&A382&N0$)"L&L#0&

+"&+/0&1)<)+0L&L(+(&(K()1(510H
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7);#$0&W&8V&& W&%./0<(+).&$0N$0%0*+(+)"*&"T&(&N$".#$0<0*+&<"L01&

&

6.)$7#/'!S?.",$.*

\$"L#.+%&T"$&/0L;)*;4& )T&(K()1(510&+"&<($P0+&N($+).)N(*+%&)*&(*&-'4&)*.1#L0&(**#(1&B5(%0YN0(PC4&U#($+0$1>&
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0$;>&"T&5)1(+0$(1&."*+$(.+%&.(*&50&K(1#0L&(+&+/0&N$).0&(+&[/)./&."<N(*)0%&($0&(510&+"&%011&+/0&0*0$;>&"*&+/0&

[/"10%(10&<($P0+H

,
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e5(1(*.0L]&%+$(+0;>&["#1L&<0(*&+/(+&(LL)+)"*(1&010.+$).)+>&/(%&+"&50&5"#;/+&"*&+/0&%N"+&<($P0+&/(1T&"T&+/0&

+)<0&)*&(&>0($4&[/)10&L#$)*;&+/0&"+/0$&<"*+/%&+/0&$0+()10$&*00L%&+"&%011&06.0%%&010.+$).)+>&"*&+/0&%N"+&<($P0+H&

W&%+$(+0;>&[/0$05>&833f&"T&+/0&0*0$;>&)%&N$".#$0L&"*&+/0&%N"+&<($P0+&%00<%&#*1)P01>4&(%&)+&0*+()1%&(&/);/&

$)%P&T"$&%#NN1)0$%H&W*&06.0N+)"*&["#1L&50&+/"%0&<($P0+%&[/0$0&%#NN1)0$%&"TT0$&N$"L#.+%&[/)./&($0&L)$0.+1>&

1)*P0L&+"&/"#$1>&L(>,(/0(L&N$).0%4&(%&)*&+/0&.(%0&"T&010.+$).)+>&%#NN1)0$%&)*&="$[(>H&
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Approach for electricity

W%&06N1()*0L&(5"K04&N$".#$0<0*+&%+$(+0;)0%&T0(+#$0&<(*>&/0L;)*;&%./0<0%&$0U#)$)*;&L)K0$%0&N/(%0%2FDH&

J#0&+"&L(+(&(*L&+)<0&."*%+$()*+%4&T"$&+/0&(*(1>%)%&N$0%0*+0L&)*&+/)%&--O4&+/0&T"11"[)*;&<0+/"L"1";>&[(%&

(NN1)0L&+"&)*T0$&010.+$).)+>&[/"10%(10&<($P0+&N$).0%V

)*T"$<(+)"*&B#%#(11>&L(>,(/0(L&N$).0%Cc&

"*0&%010.+0L&/0L;)*;&%+$(+0;>&."<5)*0L&[)+/&(& 1)<)+0L&N$".#$0<0*+&"T&L(>,(/0(L&N$"L#.+%& +"&

<(+./&L0<(*LH&

?/0&/0L;)*;&%+$(+0;>&[(%&5(%0L&"*&+/0&N$".#$0<0*+&"T&>0($,(/0(L&(*L&L(>,(/0(L&N$"L#.+%c

2FE&(/0(L&"T&L0,
2FXH&?/0&)*.#$$0L&."%+&"T&>0($,(/0(L&N$"L#.+%&)%&(%%#<0L&

+"&50&%N$0(L&(.$"%%&+/0&5#>)*;&N0$)"L4&(*L&(%%#<0%&(&."*%+(*+&$(+0&"T&N#$./(%0c&(*L

?/0&(<"#*+&"T&010.+$).)+>&."*+$(.+0L&>0($,(/0(L&+"&%#NN1>&L"[*%+$0(<&[(%&(%%#<0L&+"&50&0U#(1&

+"&+/0&1"[0%+&"5%0$K0L&."*%#<N+)"*&B)H0H&1"(LC&"*&(&L(>&L#$)*;&(&>0($&)*&(*&-'H&?/0&$0<()*)*;&

L()1>&BK($)(510C&L0<(*L&[(%&(%%#<0L&+"&50&%"#$.0L&B5>&5#>)*;&"$&%011)*;C&L(>,(/0(L2M3H&7);#$0&W&

A&N$0%0*+%&(&%./0<(+).&$0N$0%0*+(+)"*&"T&+/0&%/($0&"T&>0($,(/0(L&K0$%#%&L(>,(/0(L&N$".#$0<0*+&
2M8H&

2FD& 7"$&(*&(..#$(+0&(%%0%%<0*+&"T& +/0&."%+&"T&L)TT0$0*+&/0L;)*;&%+$(+0;)0%4& +/0& T"11"[)*;&L0+()10L& )*T"$<(+)"*&(*L&%+0N%&(<"*;&

"+/0$%&["#1L&50&$0U#)$0L&+"V

"T&N$"L#.+%&+"&50&N$".#$0L&+"&<00+&L0<(*L&B>0($1>&N$"L#.+%4&U#($+0$1>4&0+.HC

^5+()*&T#11&(..0%%&+"&N$).0%&"T&(11&T"$[($L&(*L&L(>,(/0(L&N$"L#.+%H

N$".#$0<0*+&"T&;(%&[)11&50&/);/0$&T"$&L01)K0$>&)*&[)*+0$&+/(*&)*&%#<<0$CH

!(1.#1(+0&+/0&e%/(N)*;&."%+%]&BT"$&010.+$).)+>C4&[/)./&($0&+/0&."%+%&"T&%/(N)*;&+/0&N#$./(%)*;&"T&010.+$).)+>&+"&<(+./&+/0&/"#$1>&

BL)TT0$0*.0&50+[00*&L(>,(/0(L&L0<(*L&T"$0.(%+&(*L&+/0&N$".#$0<0*+&"T&1"*;&+0$<&N$"L#.+%CH

+/0&."%+%&"T&5#>)*;&B"$&$0%011)*;C&L(>,(/0(L&+/0&<)%%)*;&B"$&06.0%%C&"T&0*0$;>4&$0%#1+)*;&T$"<&+/0&L)TT0$0*.0&50+[00*&

L(>,(/0(L&L0<(*L&T"$0.(%+&(*L&+/0&N$".#$0<0*+&"T&1"*;,+0$<&N$"L#.+%H

2FE& 7"$&%"<0&-'%4&+/0%0&."*+$(.+%&<(>&*"+&50&(K()1(5104&)*&[/)./&.(%0&+/0&50%+&(1+0$*(+)K0&)%&%010.+0L&B)H0H&N$".#$0<0*+&%+($+%&8A&

2FX& ?/)%&/(%&N$"K0L&(&$0(%"*(510&%+$(+0;>&B0H;H&5(%0L&"*&^T;0<]%&["$PCH

2M3

2M8
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7);#$0&W&AV&& './0<(+).& $0N$0%0*+(+)"*&"T& +/0&N$"N"%0L&.(1.#1(+)"*&"T& +/0&%/($0&"T& T"$[($L&{W&N$".#$0,

L0<(*L4&-_/C

&

6.)$7#/'?@V?K'0?!('934:=>

S*&K)0[&"T&+/0&(5"K0&<0+/"L"1";).(1&%+0N%4&+/0&T"11"[)*;&(NN$"(./0%&($0&0*K)%(;0L&T"$&+/0&L)TT0$0*+&-'%V

?(510&W&8V&& G10.+$).)+>&[/"10%(10&<($P0+&N$).0%&N$".#$0<0*+&%+$(+0;)0%&0<N1">0L&N0$&-'H

F66&-*$? ,-./%&(

!MPKHQIa%-GVJQMWa%KLG%4^GUL%2GXMNVQUa%8GRWIHYa%:QRVIRTa%:HIRUGa%
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Approach for gas

,

)H& ST&+/0&-'&/(%&*"&/#54&+/0&;(%&[/"10%(10&N$).0&[(%&T#11>&$0T0$0*.0L&+"&+/0&N$).0%&"T&1"*;,+0$<&."*,

+$(.+%&5>&#%)*;&+/0&G#$"%+(+&!"<06+&J(+(5(%0&"*&L0.1($0L&;(%&)<N"$+&N$).0%&(+&+/0&-']%&5"$L0$%c

2MA4&(&."<,

5)*(+)"*&"T&1"*;,+0$<&."*+$(.+%&N$).0%&N1#%&%/"$+,+0$<&/#5&N$"L#.+%&N$).0%&[(%&#%0Lc&(*L

5(%0L&%"101>&"*&/#5&N$).0&$0T0$0*.0%H

S*&+/"%0&10%%&1)U#)L&/#5%2M24&+/0&[/"10%(10&N$).0&$0T0$0*.0&[(%&<()*1>&5(%0L&"*&<"*+/1>&1"*;,+0$<&

"$;(*)%0L&<($P0+%H

?/0&."*%)L0$0L&(<"#*+&"T&;(%&N#$./(%0L&0(./&<"*+/&[(%&E3f&"T& 1"*;,+0$<&."*+$(.+%]&N$).0&

$0T0$0*.0&(*L&A3f&"T&(K0$(;0&L(>,(/0(L&N$).0&N$".#$0<0*+H

?/0&N$"N"%0L&/0L;)*;&%+$(+0;>&[(%&(%%#<0L&+"&50&5(%0L&"*&+["&N$"L#.+%&>0($,(/0(L&(*L&L(>,

(/0(L&N$"L#.+%c

2M9&(/0(L&"T&L01)K0$>&

?/0&(<"#*+&"T&;(%&N#$./(%0L&[)+/&>0($,(/0(L&N$"L#.+%&[(%&<(L0&0U#(1&+"&+/0&(K0$(;0&L()1>&

L0<(*L&"T&+/0&1"[0%+&."*%#<N+)"*&<"*+/&"T&+/0&>0($H&?/0&L)TT0$0*.0&50+[00*&0(./&<"*+/]%&L0,

<(*L&(*L&+/0&<"*+/&"T&1"[0%+&."*%#<N+)"*&[)11&50&."K0$0L&5>&+/0&(K0$(;0&N$).0&"T&L(>,(/0(L&

N$"L#.+%&)*&+/0&<"*+/H

2MA

"T&(*&"K0$(11&[/"10%(10&N$).0&$0T0$0*.0&L#0&+"&+/0)$&1)<)+0L&+$(L(5)1)+>H

2M2& '00&T""+*"+0&2MAH
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S*&K)0[&"T&+/0&(5"K0&<0+/"L"1";).(1&%+0N%4&)+&)%&0*K)%(;0L&+"&(NN1>&+/0&T"11"[)*;&(NN$"(./0%&+"&+/0&L)TT0$0*+&-'V

?(510&W&AV&& d(%&[/"10%(10&<($P0+&N$).0&N$".#$0<0*+&%+$(+0;)0%&0<N1">0L&N0$&-'H

F66&-*$? ,-./%&(

BHSUMHGWGRK%+$$g%NIPGT%SR%="%USRKHIUKP%QWXSHK%XHQUGP%c%I)%Q !VV%SKLGHP

BHSUMHGWGRK%NIPGT%SR%="%IRT%SR%8!%LGTJQRJ%ZSH%VGPP%VQhMQT%LMNP%c%I)%QQ

BHSUMHGWGRK%NIPGT%SR%LGTJQRJ%ZSH%WSHG%VQhMQT%LMNP%c%I)%QQQ

@.,#/'!)$.8,+,'?.E#Z,'2+,+B+8#'['+,':4'X#B$)+$&'34:='['H$.A-2#8'".'2+,+'."'%+8'-EH.$,'H$-7#8'-"'0)8,$-+K'M#"E+$FK'X-"*+"2K'G#$S
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0?!(h8'H$.H.8+*K'+*,#$"+,-A#'8.)$7#8I'

Treatment of other supply costs 
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:>&06.1#L)*;&+/0%0&."%+%4&+/0&0%+)<(+0L&<($P,#N&$0%#1+%&[)11&50&10%%&."<N($(510&(.$"%%&+/0&-'%H&S*&"$L0$&
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