Regulation of Electricity
Supply Contracts




Energy Regulators Regional Association

44/B Logodi Street, 1012 Budapest, Hungary

Tel.: +36 1 477 0456 | Mobile: +36 70 392 5986

E-mail: secretariat@erranet.org | Web: https://erranet.org

REGULATION OF ELECTRICITY SUPPLY CONTRACTS

Prepared by the ERRA Customer Protection Committee

Authors:

Ms. Alexandra DIALA
Expert, Romanian Energy Regulatory Authority (ANRE)

Ms. Nicoleta DINESCU
Expert, Romanian Energy Regulatory Authority (ANRE)

Ms. Biljana JADROVSKA PANOVA
Head of Investigations and Misdemeanor Unit in the Sector for Monitoring, Investigations and
Misdemeanor, Energy, Water Services and Municipal Waste Management Services Regulatory
Commission (ERC), North Macedonia

Ms. Ana NEBIERIDZE
Senior Lawyer, Georgian National Energy and Water Supply Regulatory Commission (GNERC)

Supervising Editor:

dr. Viktor SZILAGY
Vice-Chairman of the ERRA CP COM,; International Expert for Energy,
Hungarian Energy and Public Utility Regulatory Authority (MEKH)

May 2026

The Energy Regulators Regional Association assumes no responsibility for the use that may be made of the
information contained in this publication or any errors that may remain in the texts despite the care taken in their
preparation. This text is intended for personal research purposes only. Any further reproduction for purposes
other than personal research, whether in hard copies or electronically, requires the consent of ERRA. Proper
referencing should include ERRA’s full contact details.

12]
© ERRA 2026


mailto:secretariat@erranet.org
https://erranet.org/

TABLE OF CONTENTS

AKNOWIEAGEMENTS ...ttt ettt ettt et ettt ettt et et e e e e et e e e e e e e e e e e e e e e s eaeaaaes 4

EXECUTIVE SUMMARY ........oiiiiiiiiteeeieeeeetetteeeneeeeeeeeeeeeesssssssssssesssesssnsssssssssssssssssnnsssssssssesssssnnne 5

INEFOAUCTION......ciiiiiiiiceeeeeeceeeeeee e ettt eeee e e e e e e e eannssseessseseeasennssssssssssssesssnnssssssssssssssnnnns 6

1. Regulation of Electricity Supply CONtracts ..........ccooieeuiiiiieiiiiiiieeeccreceeceeeeeeeeeeee e e eenaeeees 7

National PartiCUIAIES ........c.ooouiieiieieeeee ettt e ae e e saaeens 10

2. The Conclusion, Modification and Termination of the Electricity Supply Contract............... 13

National PartiCUIAIITIES .........ocviiieieeiee et st saeeneas 16

3. The Role of the NRA Regarding Electricity Supply Contracts ........ccccccoeiveuiiiiiinncieniennncennnes 20

3.1. The Role of the NRA in the Pre-Contractual Phase............c.cccecveviiieeiieieceeieeeee, 21

3.2. Contract Templates and Model TEMMIS .........oouieiiiiiiieieeceeeeeee e 23

Case study: Algeria | Mandatory Contract Template ........cccecevieieiieienieseceeeeeee 25

Case study: Greece 1 | Colour Coding for Different Types of Contracts................... 28

Case study: Greece 2 | Supply Contract Templates by Each Coulour Code.............. 30

3.3. The Role of the NRA in Dispute Situations Related to Contractual Issues..................... 34

3.4. Sanctions and ENfOrcemMeENnt POWETS.........cc.ooieieriieieciieieeeeeieete et 43

3.5. Comparative Synthesis and CONCIUSION ..........ccovieiiiiieiieieieeeee e 45

4. Common and/ or Extreme Problems or Infringements Encountered by NRAs....................... 46

4.1. Most common and/ or serious issues related to supply contracts that consumers or

suppliers have raised to the NRAS .......c.oi o 46

4.2. Infringement Cases for which the NRA Adopted a Binding Decision .............cccccceune. 48

NATIONAI CASES.....cueieieieeiiee ettt et e e st e be et e sbeesseeseessessaenseeseeseeneas 48

CONCIUSIONS.....ciiiiiiiiiiiieeiiietiieeeeeeeeeeeeeeanneeeeeeeeeeeeeensssssssssssssesnsssssssssssssssssnnnssssssssssssssnnnnnssnss 49
|31

© ERRA 2026



AKNOWLEDGEMENTS

The Energy Regulators Regional Association (ERRA) would like to acknowledge the Authors of this
report and those ERRA Members who contributed their time and provided input for the development
of this report:

Ms. Karima SADOU and Mr. Mohamed Youcef ALLALOU, Electricity and Gas Regulatory
Commission (CREG), Algeria

Ms. Narmin GURBANOVA, Azerbaijan Energy Regulatory Agency (AERA)

Ms. Julija CILIMKOVIC, State Electricity Regulatory Commission (SERC), Bosnia and
Herzegovina

Mr. Sanel DURANSPAHIC, Regulatory Commission for Energy in Federation of Bosnia and
Herzegovina (FERK)

Ms. Ana NEBRIEDZE, Georgian National Energy and Water Supply Regulatory Commission
(GNERC) - Author (no data for Georgia)

Ms. Irene IACOVIDES and Mr. Alexandros SMYRNIOTIS, Regulatory Authority for Energy, Waste
and Water (RAAEY), Greece

Mr. Viktor SZILAGY, Hungarian Energy and Public Utility Regulatory Authority (MEKH) —
Supervising Editor

Ms. Elza BERGMANE, Public Utilities Commission (PUC), Latvia
Ms. Sandra GRABAUSKAITE, National Energy Regulatory Council (NERC), Lithuania
Mr. lulian GUZUN National Agency for Energy Regulation (ANRE), Moldova

Ms. Biljana JADROVSKA PANOVA, Energy, Water Services and Municipal Waste Management
Services Regulatory Commission (ERC), North Macedonia — Author

Ms. Zofia JANISZEWSKA, Energy Regulatory Office (URE), Poland

Ms. Alexandra DIALA and Ms. Nicoleta DINESCU, Romanian Energy Regulatory Authority
(ANRE) - Authors

|41
© ERRA 2026



EXECUTIVE SUMMARY

The legal frameworks on energy supply contracts in ERRA Members National Regulatory Authorities
(NRAs) are diverse but yet similar in many aspects. EU Member States and Contracting Parties to
the Energy Community tend to have more similar legal regimes aligned with the requirements of the
EU acquis in the areas of consumer protection and energy. Other ERRA Members develop their own
national rules that sometimes are also similar or identical to the EU acquis since both issues on
consumer protection and energy are internationally important and focused on providing better lives
for people as consumers and customers of energy.

This report uses both terms consumer and customer interchangeably, however they both relate to
the same category of subjects - household and non-household customers that purchase energy for
their own use i.e. that consume energy and as such are entitled to a consumer protection. In the EU
electricity acquis' “customer” is defined as a wholesale or final customer of electricity with
“wholesale customer” defined as natural or legal person who purchases electricity for the purpose
of resale inside or outside the system where that person is established and “final customer” defined
as a customer who purchases electricity for own use. Thus, final customers conclude electricity
supply contracts. In the EU consumer protection acquis, that is comprised of several different legal
instruments, “consumer” usually is defined as any natural person who is acting for purposes which
are outside his trade, business, craft or profession?.

This report aims to be an introductory overview of the electricity supply contracts in ERRA Members,
their importance and regulation, their conclusion, modification and termination as well as NRAs role
in ensuring their compliance with national requirements for the purpose of providing greater
consumer protection.

ERRA Members as energy regulators regulate electricity and gas sectors, as well as other energy
and non-energy sectors®. The jurisdiction in regulating consumer rights of electricity customers, is
often shared with other bodies like consumer protection authorities while the enforcement is either
shared with national courts or exclusively vested in national courts. NRAs mandates typically
include defining mandatory contractual elements, approving or supervising standard terms and
conditions, monitoring supplier behaviour, and enforcing compliance with licensing obligations.

In all responding jurisdiction, electricity supply contracts are regulated in a way that primary
legislation establishes binding principles, while secondary regulation ensures effective
implementation and enforcement. The legislator defines the general contractual framework through
civil law and introduces sector-specific obligations through energy legislation.

1 Directive (EU) 2019/944 of the European Parliament and of the Council of 5 June 2019 in common rules for the internal
market for electricity and amending Directive 2012/27/EU (recast)

2 Directive 2011/83/EU of the European Parliament and of the Council of 25 October 2011 on consumer rights,
amending Council Directive 93/13/EEC and Directive 1999/44/EC of the European Parliament and of the Council and
repealing Council Directive 85/577/EEC and Directive 97/7/EC of the European Parliament and of the Council

3 For more information please see the Report on Legal Actions and Processes of National Regulatory Authorities
Benchmarking Report, prepared by ERRA Customer Protection Committee (CP COM) June 2025
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Explicit pre-contractual obligations on electricity suppliers are imposed in all responding
jurisdictions. However, the scope and intensity of these obligations vary depending on national
regulatory design, market structure and the degree of contractual standardization. Regulation of
electricity supply contracts in some jurisdictions is done by establishment of mandatory minimum
contractual elements through legislation and regulatory acts, combined with supplier discretion to
define additional terms within those limits while in others, standardized contractual frameworks or
model contracts are introduced as mandatory.

Conclusion of electricity supply contracts in written form, including electronic form where permitted
by national legislation, is mandatory. Oral contracts are either explicitly excluded or not applied in
practice. Contract modification may occur by mutual agreement of the parties, unilaterally by the
supplier only where expressly permitted by law and subject to prior notification, or by operation of
law following legislative or regulatory changes.

Consumers are generally entitled to terminate contracts of indefinite duration free of charge, subject
to notice requirements. Early termination of fixed-term contracts may give rise to termination fees,
but these are typically limited to the supplier's direct economic loss. In some jurisdictions,
termination is closely tied to regulatory conditions, changes in consumer status or property
ownership, while compensation mechanisms are defined through regulatory service standards
rather than market-based concepts, and termination fees are not structured around competitive
switching considerations.

NRAs receive many questions, complaints and requests for interventions or clarifications related to
electricity supply contracts. For some of the issues, NRAs have competence to act and issue
instructions, adopt binding decisions imposing administrative fines and order corrective measures
etc. while for other issues, such as compensation for damages, the competence is vested
exclusively in the courts. Most common issues raised by consumers to various NRAs are: billing
disputes, non-payment and debts, unclear wording, transparency and complexity, non-compliant
contractual clauses in supply contracts, supplier customer service failures and difficulties in
completing switching procedure.

INTRODUCTION

Electricity supply is one of the pillars in the complex energy system where different actors are
involved such as producers, transmission and distribution network operators, market operators,
suppliers and customers. Lately, in the electricity sector of EU and EU candidate countries, this list
was expanded by aggregators, citizen energy communities and active customers.

For customers connected to the network, the conclusion of an electricity supply contract is the
following step after their connection and a precondition for enabling their supply. The relationship
between the electricity customer and his/her supplier is defined in the supply contract concluded
by these two contracting parties. Thus, the rights and obligations of both contracting parties are set
in the electricity supply contract and therefore this contract is very important tool for customers to
understand and protect their rights.

Electricity supply contracts are usually regulated in civil law, as general law for contractual rights
and obligations and in special (sectorial) legislation such as energy and/or electricity and consumer
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protection legislation. Therefore, in addition to general contractual rights and obligations set in the
civil law, consumers have a set of rights and obligations as regards their electricity supply defined
in the energy (and/or electricity) legislation and consumer protection legislation.

Understanding electricity supply contracts better is beneficial for identifying common grounds and
differences among regulatory frameworks, which in turn facilitates mutual learning and cooperation
among ERRA Members.

This report is based on the responses collected from a set of questions circulated among ERRA
Members in December 2025, providing an overview of the key aspects of the electricity supply
contracts in ERRA Members and NRAs activities to ensure electricity supply contracts are aligned
with the legal requirements thus leading to greater customer protection. Answers from 12 ERRA
Members were received.

The first chapter examines what electricity supply contract is and why should be regulated. It further
examines who sets the rules for contracts whether the legislator, the ministry or the NRA, what type
of regulations for contracts are in force, who has jurisdiction for the compliance and what happens
in case of non-compliance.

The second chapter explains the conclusion, modification and termination of the contract. It
presents a short description the precontractual situation focusing on what should an offer contain,
the binding nature of the offer, etc., how can a contract be concluded and modified. It also give
details on rules termination of the contract in various jurisdictions with the aspects of fees,
deadlines, responsibilities of the parties.

The third chapter examines on the role of the NRA regarding contracts. It examines what is the role
of the NRA in the precontractual situation and in case of disputes, does the NRA offer a template
for the contract and if it does, then is it binding etc. The chapter also include sanctions that are
applied in various jurisdiction in case of non-compliance.

The fourth chapter presents common and/or extreme problems or infringements the NRAs
encountered. It focuses on the most common or serious issues related to contracts and the
infringements cases for which the NRAs adopted a binding decision.

1. REGULATION OF ELECTRICITY SUPPLY CONTRACTS

This chapter provides a policy-oriented and normative assessment of the regulatory frameworks
governing electricity supply contracts within 12 ERRA member organisations that submitted the
requested information necessary for the preparation of the report. It is based exclusively on
information submitted by national regulatory authorities and is intended to support CP COM
deliberations by identifying common regulatory patterns, institutional roles, and policy-relevant
approaches.

Across all analysed jurisdictions, electricity supply contracts are regulated through a layered legal
framework in which primary legislation establishes binding principles, while secondary regulation
ensures effective implementation and enforcement. In all cases, the legislator defines the general
contractual framework through civil law and introduces sector-specific obligations through energy
legislation. Civil law governs the validity of contracts, the autonomy of the parties, and general rules
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on formation, modification, and termination. Energy legislation acts as lex specialis, limiting
contractual freedom where necessary to ensure transparency, consumer protection.

National regulatory authorities are consistently entrusted with translating legislative principles into
enforceable contractual standards. Their mandates typically include defining mandatory
contractual elements, approving or supervising standard terms and conditions, monitoring supplier
behaviour, and enforcing compliance with licensing obligations. In several jurisdictions, including
North Macedonia, Moldova, Romania, and Greece, secondary legislation adopted by NRAs plays a
central role in shaping the practical content of electricity supply contracts. Algeria represents a
highly centralised regulatory model, where the regulator is explicitly mandated to publish binding
contract templates that must be applied uniformly by distributors.

From a policy perspective, two principal regulatory approaches to contract content can be identified.
The predominant model relies on the establishment of mandatory minimum contractual elements
through legislation and/or regulatory acts, combined with supplier discretion to define additional
terms within those limits. This approach is applied, with varying degrees of regulatory detail, in
Poland, Romania, Lithuania, Latvia, North Macedonia, Bosnia and Herzegovina and Azerbaijan. It
seeks to strike a balance between consumer protection and contractual flexibility, allowing market-
driven innovation while safeguarding core consumer rights.

A more prescriptive model is applied in jurisdictions that impose standardised contractual
frameworks or model contracts. In Moldova, binding model contracts apply to universal service
suppliers and suppliers of last resort, while other suppliers are subject to detailed mandatory
clauses. In Greece, mandatory templates for pre-contractual offers and billing documents ensure
transparency and comparability across the retail market. Algeria applies the most restrictive model,
as electricity supply contracts must strictly follow regulator-approved templates, significantly
limiting contractual variation.

Compliance oversight is ensured through a combination of regulatory supervision and judicial
control. NRAs are responsible for monitoring compliance with energy legislation, regulatory acts,
and licensing conditions, and are empowered to adopt binding decisions, order corrective measures,
and impose administrative sanctions. In several jurisdictions, NRAs also provide extrajudicial or pre-
judicial dispute resolution mechanisms, particularly in relation to regulatory obligations and
consumer protection. Courts retain final jurisdiction over civil contractual disputes, including the
validity of contracts, compensation for damages, and the review of regulatory decisions.

This table below presents a comparative matrix of ERRA jurisdictions based on:
(i) the predominance of civil law versus sector-specific energy legislation, and

(ii) the degree of discretion exercised by national regulatory authorities (NRAs) in shaping
contractual frameworks.
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Sector-specific law Civil law / balanced

predominant framework
Strong NRA role Algeria Azerbaijan
(rule-shaping) Greece Latvia

Hungary Lithuania

Moldova

North Macedonia

Romania
Limited NRA role Bosnia and Herzegovina Bosnia and Herzegovina
(enforcement-focused) (SERC) (FERK)

Poland

Table 1. Regulatory Positioning of Electricity Supply Contracts in ERRA Jurisdictions

Note: Jurisdictions positioned in the upper-left quadrant reflect highly structured regulatory models
characterised by strong NRA involvement and a predominance of sector-specific legislation. Upper-
right positions indicate hybrid systems combining legislative frameworks with active regulatory
oversight. Lower quadrants reflect systems where contractual governance relies more heavily on civil
law and judicial enforcement, with comparatively limited NRA intervention.

Consumer protection authorities complement regulatory enforcement in certain jurisdictions,
notably in cases involving unfair contractual terms or misleading commercial practices.

The consequences of non-compliance reflect the regulatory objectives pursued. Administrative
sanctions range from warnings and corrective orders to significant fines and, in severe or repeated
cases, suspension or revocation of supply licences. Contractual consequences include the invalidity
of non-compliant clauses, obligations to amend contracts, reimbursement of unlawfully charged
amounts, and liability for damages. In systems based on mandatory templates, contracts concluded
outside the prescribed framework may be deemed legally ineffective.

From a CP COM policy perspective, several good regulatory practices can be identified. These
include the use of clearly defined mandatory minimum contractual requirements combined with
detailed regulatory guidance, as observed in Poland, Romania, Hungary, Latvia and Lithuania, which
enhances consumer protection without unduly restricting market dynamics. The ex ante approval of
suppliers’ standard contractual documentation by regulators, as applied in Hungary, reduces
compliance risks and strengthens consumer trust. The standardisation of pre-contractual offers
and billing documents, as implemented in Greece, represents a targeted intervention that improves
transparency and comparability while preserving contractual freedom.

More restrictive approaches, characterised by mandatory model contracts and limited contractual
flexibility, such as those applied in Algeria and, for specific market segments, in Moldova, provide
strong safeguards for consumers and regulatory certainty but may constrain market
responsiveness and innovation. From a policy standpoint, a proportionate regulatory approach that
combines clear legislative principles, targeted regulatory intervention, effective enforcement, and
access to judicial remedies appears best aligned with the objectives of consumer protection, market
efficiency, and regulatory coherence within the ERRA region.
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NATIONAL PARTICULARITIES

This section complements the consolidated policy-oriented assessment by presenting the specific
national particularities reported by 12 ERRA member organisations. For each jurisdiction, the
analysis follows a uniform structure addressing:

= the authority setting contractual rules,

= the type of contractual regulation in force,

»= the body competent for compliance oversight, and

*  the consequences of non-compliance.

The descriptions reflect the regulatory self-assessments provided by the respective authorities.

CREG Algeria

i

In Algeria, electricity supply contracts are governed by sector-specific
legislation and executive decrees that explicitly mandate the Electricity
and Gas Regulatory Commission (CREG) to establish binding standard
contract templates. The regulatory approach is fully standardised,
requiring distributors to conclude contracts strictly in accordance with
regulator-approved models. CREG has jurisdiction for compliance
monitoring and dispute resolution, acting as a pre-judicial authority, while
courts adjudicate unresolved disputes. Non-compliance may lead to
binding regulatory decisions, administrative sanctions, and corrective
measures, with contracts concluded outside the approved framework
considered legally ineffective.

AERA Azerbaijan

In Azerbaijan, contractual rules are set through civil legislation and the Law
on Electricity, supplemented by secondary legislation adopted by the
Cabinet of Ministers, notably the Rules for the Use of Electric Energy.
These rules establish mandatory contractual conditions and standardised
contractual provisions applicable nationwide. Compliance oversight is
exercised by the Azerbaijan Energy Regulatory Authority (AERA), while
courts and the State Service for Antimonopoly and Consumer Market
Control have complementary roles. Non-compliance may result in
mandatory instructions issued by the regulator, administrative sanctions,
and judicial remedies, including compensation for damages.

SERC Bosnia and
Herzegovina

L\

In the Bréko District, contractual rules are set by the legislator through the
Law on Electricity and by the local supplier through General Conditions for
Electricity Supply approved by the State Electricity Regulatory Commission
(SERC). Legislation determines the minimum contractual elements, while
standard contracts are offered by the supplier. Compliance oversight and
dispute resolution fall primarily under the jurisdiction of the Appeal
Commission of the Brcko District and competent courts, with SERC
retaining licensing powers. In case of non-compliance, decisions of the
supplier may be set aside, damages awarded, or licences suspended.
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FERK Bosnia and
Herzegovina

kl

In the Federation of Bosnia and Herzegovina, the legislator and the NRA
jointly define contractual rules through energy legislation and regulatory
bylaws, with civil law applying subsidiarily. The regulatory approach is
limited to defining minimum contractual elements, without standardised
contract templates. Courts have exclusive jurisdiction for ensuring
compliance and resolving disputes. Contracts that do not comply with
mandatory legal requirements may be declared invalid and produce no
legal effects, with remedies pursued through judicial proceedings.

RAAEY Greece

—

In Greece, electricity supply contracts are regulated through the Electricity
Supply Code, adopted by ministerial decision following an opinion of the
Regulatory Authority for Energy, Waste and Water (RAAEY). The law
establishes minimum contractual elements, while the Supply Code and
NRA decisions introduce detailed and, in some areas, standardised
requirements, particularly regarding transparency and pre-contractual
information. RAAEY has jurisdiction for monitoring compliance and
imposing administrative sanctions. Non-compliance may result in
significant fines, corrective measures, daily penalties, and, in cases of
repeated breaches, revocation of the supply licence.

MEKH Hungary

In Hungary, the legislator sets the contractual framework through the Civil
Code and the Act on Electricity, while detailed rules are introduced through
implementing decrees. The regulatory approach focuses on detailed
minimum contractual requirements rather than full standardisation. The
Hungarian Energy and Public Utility Regulatory Authority (MEKH) has
jurisdiction for ensuring compliance, including approval of suppliers’
commercial codes. Non-compliance may result in warnings,
administrative fines, suspension, or ultimately revocation of the supply
licence.

PUC Latvia

In Latvia, the key contractual rules have been established by Parliament in
the Civil Law and in the Electricity Market Law, and by Cabinet of Ministers
in the Regulations Regarding the Trade and Use of Electricity. Compliance
with the requirements of the aforementioned regulatory acts is primarily
oversighted by the Public Utilities Commission. However, certain aspects
of the contracts, such as unfair contractual terms, are monitored by the
Consumer Rights Protection Centre. Failure to comply with the specified
requirements may result in infringement proceedings, during which the
Public Utilities Commission may require the supplier to ensure compliance
with the relevant requirements within a specified time limit, issue a
warning to the supplier or impose a fine. Under certain circumstances, the
regulator may also remove a supplier from the register and thereby prevent
it from continuing to provide services.
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NERC Lithuania

In Lithuania, contractual rules are established by Parliament through civil
and energy legislation, complemented by secondary legislation adopted
by the Government and the Ministry of Energy. The regulatory framework
introduces imperative contractual provisions that limit contractual
freedom, particularly for household customers. Compliance oversight is
exercised by the National Energy Regulatory Council (NERC), while the
State Consumer Rights Protection Authority addresses unfair contractual
terms. Non-compliance may lead to invalidity of unfair clauses,
contractual remedies, regulatory sanctions.

ANRE Moldova

i

In Moldova, electricity supply contracts are governed by a dual system in
which the Parliament establishes general contractual and sectoral rules
through the Civil Code and the Law on Electricity, while the National
Agency for Energy Regulation (ANRE) adopts binding secondary
regulations. The regulatory framework includes both minimum mandatory
contractual elements and standardised model contracts, particularly for
universal service suppliers and suppliers of last resort. ANRE exercises
supervisory and sanctioning powers to ensure compliance with regulatory
requirements, while courts have jurisdiction over civil disputes concerning
contract validity and damages. In cases of non-compliance, ANRE may
issue binding decisions and impose sanctions, and courts may order
contractual remedies or compensation.

ERC North
Macedonia

DI

In North Macedonia, the legislator sets the main contractual rules through
the Energy Law and the Law on Contracts, while the Energy Regulatory
Commission (ERC) adopts binding secondary legislation in the form of the
Rules for Electricity Supply. The regulatory approach combines statutory
minimum requirements with detailed regulatory specification of
mandatory contractual elements, resulting in a highly structured
contractual framework. ERC has jurisdiction for monitoring compliance,
given its role in licensing electricity suppliers. Non-compliance may result
in binding corrective measures imposed by ERC, initiation of
misdemeanour proceedings before competent courts, and, in serious
cases, suspension or revocation of the supply licence.

URE Poland

In Poland, the rules governing electricity supply contracts are primarily set
by the legislator through a combination of Civil law, Energy law,
Competition and Consumer protection law. Civil law establishes the
general concept of a contract and the principles of contractual freedom
and equality of the parties, while the Energy Law defines the scope and
mandatory elements of electricity supply, distribution and comprehensive
contracts, as well as specific consumer rights. The regulatory framework
follows a minimum mandatory content approach, whereby legislation
determines essential contractual elements and safeguards, leaving
additional terms to contractual autonomy within statutory limits.
Compliance with contractual regulation falls under the jurisdiction of civil
courts, while the Office of Competition and Consumer Protection (UOKIK)
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is competent in cases involving unfair commercial practices or abusive
contractual clauses. In case of non-compliance, consequences may
include judicial rulings on the validity of contracts and civil liability, as well
as administrative penalties imposed through regulatory or competition law
enforcement.

URE monitors the occurrence of restrictive contractual practices, including
exclusivity clauses that may prevent customers from concluding contracts
with more than one supplier at the same time or limit their choice in this
respect, and if it deems it necessary, URE notifies the President of UOKiK
about such practices,

ANRE Romania In Romania, the contractual framework is established through primary
legislation adopted by Parliament, notably the Energy and Natural Gas
lj Law, complemented by the Civil Code. The National Energy Regulatory

Authority (ANRE) plays a central role by adopting detailed secondary
regulations governing the content and execution of electricity supply
contracts. The regulatory model is based on mandatory minimum
contractual content, with enhanced standardisation for household
consumers. ANRE is responsible for monitoring compliance and imposing
administrative sanctions, while courts have jurisdiction over contractual
disputes. Non-compliance may lead to regulatory fines, corrective
measures, license suspension or withdrawal, invalidity of unlawful
contractual clauses, and civil liability for damages.

2. THE CONCLUSION, MODIFICATION AND TERMINATION OF THE ELECTRICITY
SuPPLY CONTRACT

This chapter provides a consolidated and policy-oriented assessment of the regulatory frameworks
governing the conclusion, modification and termination of electricity supply contracts in the ERRA
member countries that submitted information for this report. The analysis is based exclusively on
information submitted by national regulatory authorities.

Across all analysed jurisdictions, national regulatory authorities play a significant role in structuring
the electricity supply contracts, from the pre-contractual phase to termination. While civil law
establishes the basic legal framework, energy legislation and secondary regulatory acts introduce
mandatory rules aimed to ensure transparency, protecting final customers and securing continuity
of electricity supply. The degree of regulatory intervention varies considerably among ERRA member
countries depending on whether electricity supply is organised under a liberalised market model or
a regulated supply regime.

In liberalised markets contractual freedom is recognised in principle, but is substantially constrained
by mandatory transparency, information and consumer protection requirements. In more regulated
or centrally organised systems contract conclusion, modification and termination are governed by
regulator-approved templates or standard contractual frameworks, leaving limited room for bilateral
negotiation between suppliers and customers.
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All responding jurisdictions impose explicit pre-contractual obligations on electricity suppliers.
However, the scope and intensity of these obligations vary depending on national regulatory design,
market structure and the degree of contractual standardisation. In jurisdictions with competitive
retail electricity markets, such as Poland, Romania, Greece, Hungary, Lithuania, Latvia and, partially,
Moldova, the pre-contractual phase plays a central role in enabling informed consumer choice and
supporting effective competition. Suppliers are required to provide clear, transparent and
comprehensive offers prior to contract conclusion, including information on pricing or pricing
methodology, contract duration, termination rights and complaint-handling procedures.

Several jurisdictions have introduced additional mechanisms to enhance comparability and
transparency and operate an NRA-managed price comparison tool covering all electricity supply
offers available on the market. In Greece, suppliers are required to use regulator-mandated supply
offer templates that standardise the presentation of pricing structures, contract duration and key
contractual terms and pursuant to the most recent NRA decision suppliers must provide consumers
with a detailed summary of the main contractual terms prior to conclusion, including price
components, risks and potential termination fees. Lithuania and Latvia applies enhanced pre-
contractual transparency requirements for household customers, requiring full disclosure of all
price components, including network charges and taxes. In North Macedonia, pre-contractual
consumer protection is reinforced through the mandatory provision of a regulator-approved
customer checklist, which standardises information on customer rights and contractual
implications and must be provided prior to contract conclusion.

In jurisdictions characterised by a higher degree of contractual standardisation, such as Azerbaijan,
Bosnia and Herzegovina, the pre-contractual phase is largely formalised. Contractual conditions are
predefined through regulatory rules, standard contracts or service guides, and pre-contractual
obligations primarily serve to inform consumers about regulated service conditions rather than to
facilitate competitive choice.

Regarding the conclusion of electricity supply contracts, all responding jurisdictions require
electricity supply contracts to be concluded in written form, including electronic form where
permitted by national legislation. Oral contracts are either explicitly excluded or not applied in
practice. This requirement applies uniformly across liberalised and regulated markets and reflects
the need for legal certainty in electricity supply relationships.

In liberalised markets contracts are typically concluded on the basis of suppliers’ standard terms
and conditions, subject to mandatory regulatory requirements. Contract modification may occur by
mutual agreement of the parties, unilaterally by the supplier only where expressly permitted by law
and subject to prior notification, or by operation of law following legislative or regulatory changes.

In Hungary, suppliers’ general terms and conditions and commercial codes are subject to regulatory
oversight as part of the licensing regime. In Romania, Latvia and Lithuania, enhanced
standardisation applies to household customers, while greater contractual flexibility is preserved
for non-household consumers. In Greece, although no single model contract is imposed, mandatory
minimum content requirements and standardised pre-contractual documentation significantly
shape contract formation and modification.

In North Macedonia, Hungary and Moldova, contracts may be concluded and modified only in
written form, with unilateral modification permitted under strictly regulated conditions. In Azerbaijan
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(with the exception of household consumers) and Federation of Bosnia and Herzegovina, contract
modification is generally limited to bilateral agreement or adjustments required by changes in
regulated tariffs or consumption parameters.

In highly standardised regulatory systems such as Algeria, contract conclusion and modification
are tightly linked to regulator-approved templates. Contractual amendments are generally driven by
regulatory or tariff decisions and suppliers must notify consumers in advance of any approved
changes.

Termination of electricity supply contracts regimes across the responding jurisdictions reflect a
shared policy objective of protecting consumers while ensuring continuity of supply and settlement
of outstanding contractual obligations. However, the instruments used to achieve these objectives
differ between liberalised and regulated markets.

In liberalised markets such as Poland, Romania, Greece, Hungary, Latvia and Lithuania, consumers
are generally entitled to terminate contracts of indefinite duration free of charge, subject to notice
requirements. Early termination of fixed-term contracts may give rise to termination fees, but these
are typically limited to the supplier's direct economic loss. This principle is explicitly applied in
Romania, Greece, Hungary and North Macedonia, where the burden of proof lies with the supplier.
In Lithuania, termination fees are prohibited for household customers, micro-enterprises and small
enterprises, while Poland allows early termination fees only within strict statutory limits (ie. early
termination of a fixed-term contract does not entail any costs or compensation beyond those
specified in the contract. For households and micro- and small-businesses, the amount of these
costs and compensation cannot exceed the amount of direct economic losses). Hungary uses a
similar approach, where termination fees are forbidden in case of household consumers and micro
and small enterprises, and are strictly regulated in cases of other consumers.

In Latvia, if the electricity supply period specified in the contract with a household consumer
exceeds two years, a fee for early termination of the contract or amendment of the supply terms
may be applied only during the first two years of that supply period. In case an electricity supply
contract concluded with a consumer for a fixed term provides for a fee for early termination of the
contract, such fee must be calculated in proportion to the period of electricity supply remaining until
the early termination of the contract, divided into periods of at least three months.

In Moldova, termination is free of charge for universal service contracts, while market-based
contracts may include termination fees in accordance with contractual terms and applicable civil
law provisions. In Azerbaijan, termination rights and consequences are regulated under civil and
energy legislation, with compensation mechanisms linked to losses incurred by the supplier as a
result of early termination. In Bosnia and Herzegovina, termination is primarily governed by civil law
principles and standard contractual conditions, without a structured concept of direct economic
loss.

In regulated systems such as Algeria, termination is closely tied to regulatory conditions, changes
in consumer status or property ownership. Compensation mechanisms are defined through
regulatory service standards rather than market-based concepts, and termination fees are not
structured around competitive switching considerations.
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NATIONAL PARTICULARITIES

With regard to the conclusion, modification and termination of electricity supply contracts, specific
national particularities were reported by the ERRA member countries that submitted information for
this report. The descriptions below reflect the regulatory assessments provided by the respective
authorities and focus on distinctive features of national legal and regulatory frameworks, without
prejudice to the general comparative findings presented above.

CREG Algeria

i

Algeria applies a fully standardised regulatory model to electricity supply
contracts, characterised by a high degree of regulatory control over
contractual content and limited contractual freedom. Electricity supply
contracts must strictly comply with binding templates and standard
contractual frameworks established by the Electricity and Gas Regulatory
Commission (CREG). The pre-contractual phase is largely formalised.
Contractual conditions are predefined through regulator-approved
standard agreements and service guides. Pre-contractual information
obligations primarily serve to inform consumers of regulated service
conditions, applicable tariffs and service standards, It should be specified
that the customer may choose, with the assistance of the operator’s
customer service, the tariff according to their declared needs.

Electricity supply contracts are concluded in written form in accordance
with the binding templates approved by CREG. Contractual modifications
are closely linked to regulatory or tariff decisions and must remain aligned
with the approved contractual framework. Any contractual arrangements
concluded outside this framework are considered legally ineffective.

Termination of electricity supply contracts is governed by regulatory
conditions and service rules rather than market-based contractual
mechanisms. Termination may occur in accordance with changes in
consumer status, service conditions or regulatory decisions.
Compensation mechanisms are defined through regulated service
standards and do not rely on a general concept of termination fees or
direct economic loss.

AERA Azerbaijan

In Azerbaijan, electricity supply contracts are governed by a highly
standardised regulatory framework. Contracts must comply with
mandatory requirements established by the Rules for the Use of Electric
Energy and are concluded in written form using standard contract
templates.

Contracts are classified by consumer category, including household
consumers, commercial consumers, budget-funded organisations and
infrastructure entities. Contractual terms may be adjusted in response to
changes in consumption parameters or regulated tariffs, with the
exception of household consumers. Consumers wishing to modify
contracted consumption levels must submit a formal request in advance,
subject to supplier approval.
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Termination rights and compensation mechanisms are regulated by law
and contractual provisions. Where a consumer terminates a contract
before its expiry, the supplier may claim compensation for damages
incurred, as provided by energy legislation. Compensation mechanisms
are linked to regulated concepts of loss rather than market-based
switching incentives.

SERC Bosnia and
Herzegovina

k. |

In the Brcko District, standard electricity supply contracts are offered by
the local supplier and approved by the regulator. Contracts for household
and small customers are typically concluded for an indefinite period, while
market-based supply contracts are usually concluded annually and include
price provisions linked to approved price lists.

Termination of electricity supply contracts is free of charge. Contracts
may be terminated in cases such as transfer of property ownership, death
of the end customer, agreement of the parties, expiration of the contract
or prolonged disconnection from the distribution network. The applicable
legislation does not recognise the concept of direct economic loss in the
context of contract termination.

FERK Bosnia and
Herzegovina

b |

In the Federation of Bosnia and Herzegovina, electricity supply contracts
are concluded in written form based on documentation prepared by
suppliers or distribution system operators, subject to minimum regulatory
content requirements. The pre-contractual phase is relatively limited, with
contractual relations initiated following the issuance of the necessary
power permit.

Contract modification is possible only by mutual agreement of the parties.
The legal framework does not establish specific rules on termination fees
or compensation for early termination. In the event of contract termination,
each party is required to fulfil its outstanding contractual and legal
obligations, with disputes falling under the jurisdiction of civil courts.

RAAEY Greece

an—

Greece applies a highly detailed and prescriptive regulatory framework
governing electricity supply contracts. The pre-contractual phase is
regulated by the Supply Code and requires suppliers to provide binding
written offers using standardised templates. Offers must clearly disclose
pricing structures, price adjustment mechanisms, contract duration and
offer validity periods.

Contracts are concluded and can be modified ony if the consumer is
notified in written form two months before the modification takes place
allowing consumers sufficient time to switch suppliers without penalty.
Nevertheless, terms and conditions of fixed and dynamic supply contracts
cannot be modified at all.

Greek legislation permits fixed-price, variable-price and dynamic-price
contracts. Fixed-price contracts may include termination fees limited to
the supplier’s direct economic loss, with the burden of proof placed on the
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supplier. Variable and dynamic price contracts may be terminated without
cost, reflecting a strong emphasis on consumer mobility.

MEKH Hungary

Hungary imposes extensive pre-contractual information obligations on
suppliers. Prior to contract conclusion, consumers must receive clear and
intelligible information on pricing, risks, termination rights and potential
fees, along with a summary of contractual terms. General terms and
conditions must be publicly available and comply with regulatory
requirements.

Electricity supply contracts may be concluded only in written form.
Contract duration and pricing structures vary depending on the consumer
category, with universal service contracts concluded for an indefinite
period at regulated prices.

Termination fees are generally prohibited. An exception applies to fixed-
term, fixed-price contracts concluded with non-household consumers not
qualifying as micro- or small enterpises, where termination fees are
permitted only if clearly communicated in advance and strictly limited to
the supplier's direct economic loss. The burden of proof lies with the
supplier.

PUC Latvia

Specific requirements regarding the information to be included in
electricity sales offers apply only to household consumers. The supplier is
entitled to enter into a contract with the household consumer only if the
terms of the contract do not differ from the terms of the offer provided to
the household consumer.

Contracts are concluded in writing or via means of distance
communication.

The duration of electricity supply contracts is regulated in the case of the
universal service (12 months) and fixed price contract (minimum 12
month).

If an electricity supply contract concluded with a consumer for a fixed term
provides for a fee for early termination of the contract, such fee must be
calculated in proportion to the period of electricity supply remaining until
the early termination of the contract, divided into periods of at least three
months.

NERC Lithuania

Lithuania applies imperative contractual provisions, particularly in relation
to household customers. Suppliers are required to provide comprehensive
pre-contractual information, including full disclosure of all price
components, taxes and network charges.

Contracts may be concluded in written or electronic form, provided that
the contracting parties can be properly identified.

Household customers, micro-enterprises and small enterprises have
strong termination rights and may switch suppliers without paying
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termination fees. Contracts with these customer categories may not
include termination or switching fees.

ANRE Moldova Moldova applies a mixed regulatory model combining standardisation
with market-based contractual arrangements. The National Agency for
l*i Energy Regulation (ANRE) establishes binding model contracts for

universal service suppliers and suppliers of last resort, while competitive
market suppliers are subject to detailed mandatory contractual clauses.

Prior to contract conclusion, suppliers must disclose standard contractual
clauses and provide comprehensive information on pricing, supply
conditions, applicable fees, contract duration, termination rights and
complaint-handling mechanisms.

Contracts must be concluded in written form and may be modified only by
mutual agreement or as a result of mandatory legal changes.

Termination of contracts concluded with universal service suppliers is free
of charge. In contrast, contracts concluded on the free market may include
termination fees, subject to contractual terms and applicable civil law
provisions. The concept of direct economic loss is not expressly defined
in Moldovan electricity legislation.

ERC North North Macedonia applies a highly structured and prescriptive regulatory
Macedonia approach to electricity supply contracts. The pre-contractual phase is

explicitly regulated by the Energy Law and secondary legislation, requiring
% suppliers to provide customers with a regulator-approved checklist prior

to contract conclusion. This checklist standardises practical information
on customer rights, termination options and contractual implications,
ensuring a high level of consumer awareness.

Contracts may be concluded and modified only in written form.
Modification may occur by mutual agreement or unilaterally by the supplier
under strictly regulated conditions, where the customer’'s continued
performance following notification is deemed to constitute tacit consent.

Termination of electricity supply contracts is generally free of charge. An
exception applies to fixed-term, fixed-price contracts, where contractual
penalties may be agreed in advance, provided that they are clearly defined,
communicated prior to contract conclusion and limited to the supplier’s
direct economic loss. This concept was formally introduced in the Energy
Law adopted in 2025, with the burden of proof placed on the supplier. The
regulator is competent to adjudicate disputes in this area, although no
cases have been reported to date.

URE Poland In Poland, the regulatory framework governing electricity supply contracts
is largely anchored in general civil law, complemented by targeted sector-
e specific obligations. No special regulatory requirements apply to the pre-

contractual phase beyond general contract law, except in the household
and micro-enterprise segments. For these categories, suppliers are

1191
© ERRA 2026



required to publish their offers on their websites and to notify the President
of the Energy Regulatory Office (URE) at least seven days prior to the entry
into force of such offers. This mechanism enhances regulatory oversight
and transparency while preserving contractual freedom.

Electricity supply contracts are concluded in written or electronic form,
with electronic communication and digital signatures commonly used in
practice. Polish legislation allows a wide range of contractual structures,
including fixed-price, variable-price and dynamic-price contracts, as well
as contracts of fixed or indefinite duration. Certain suppliers are obliged
to offer specific contract types, including regulated-price contracts of
indefinite duration for household customers.

Contracts of indefinite duration may be terminated free of charge. Early
termination of fixed-term contracts may give rise to compensation limited
to the supplier’s direct economic loss.

ANRE Romania Romania applies an advanced consumer protection framework
characterised by enhanced pre-contractual transparency and regulatory
Ij oversight. Suppliers are required to provide clear and complete offers prior

to contract conclusion, and all final consumers have access to an NRA-
operated price comparison tool covering all electricity supply offers
available on the market.

Electricity supply contracts are concluded in written or electronic form.
Contract modification may occur by mutual agreement, unilaterally under
strictly regulated conditions, or by operation of law following legislative or
regulatory changes.

Early termination fees are permitted only to compensate for the supplier’s
direct economic loss. Punitive or deterrent penalties are explicitly
prohibited, and the burden of proof lies with the supplier. This framework
aims to balance consumer mobility with contractual stability while
preventing unjustified barriers to switching.

3. THEROLE OF THE NRA REGARDING ELECTRICITY SUPPLY CONTRACTS

The regulatory oversight of electricity supply contracts represents one of the most critical
interventions of a National Regulatory Authority (NRA) in ensuring a functional, competitive, and
consumer-centric energy market. Historically, the relationship between a utility and a customer was
governed by rigid administrative rules; however, the liberalization of energy markets across the
ERRA region has transitioned the NRA’s role into that of a market referee and a guarantor of
contractual fairness. In the European Union context, Directive (EU) 2019/944 explicitly tasks NRAs
with ensuring that all final customers are entitled to a contract with their supplier that specifies fair
and transparent terms, which is a principle mirrored in the Energy Community acquis. This chapter
explores how NRAs navigate the delicate balance between the principle of "freedom of contract"
and the necessity of "regulatory prescription” to protect vulnerable or less-informed participants.
The extent of this role varies significantly: in some jurisdictions, the NRA acts as a direct author of
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contract templates, while in others, it serves as a high-level supervisor ensuring that minimum legal
standards are met by private entities. Furthermore, the NRA's involvement is not static; it spans the
entire lifecycle of the contractual relationship, from the pre-contractual phase and the establishment
of model terms to the resolution of disputes and the exercise of enforcement powers. By analyzing
the responses of 12 member regulators, this chapter identifies a clear divide between "prescriptive"
models, common in emerging or centralized markets, and "framework-based" models prevalent in
more mature, competitive environments. Ultimately, the NRA's effectiveness in this area is
measured by its ability to reduce information asymmetry, lower barriers to market entry for new
suppliers, and provide consumers with a "safety net" through accessible dispute resolution and
robust sanctions. This benchmarking exercise provides a comparative lens through which
regulators can assess their own powers against regional best practices and international standards.

3.1. THE ROLE OF THE NRA IN THE PRE-CONTRACTUAL PHASE

The pre-contractual phase is arguably the most critical stage for consumer empowerment, as it
determines the quality of the information upon which a customer bases their decision to enter a
long-term commitment. Grounded in the principles of Article 10 of Directive (EU) 2019/944, NRAs
are required to ensure that consumers receive a clear and transparent offer before being bound by
any contract. This regulatory intervention is designed to combat "information asymmetry," where
suppliers may utilize complex pricing structures or hidden clauses to obscure the true cost of
energy. Effective pre-contractual oversight involves the standardization of information sheets, the
monitoring of marketing conduct, and the verification of "know-your-customer" obligations to
prevent predatory sales tactics. In many ERRA jurisdictions, the NRA's role during this phase has
evolved from simple monitoring to the active creation of "Comparison Tools" or mandatory "Offer
Summary" documents. By ensuring that price components (energy vs. regulated network fees) are
unbundled and clearly displayed, the NRA facilitates meaningful competition and lowers the
"switching inertia" that often plagues liberalized markets. Furthermore, in jurisdictions where
"Supply of Last Resort" or "Universal Service" is prevalent, the NRA often takes a more hands-on
approach by setting the pre-contractual conditions for these essential services to ensure they
remain accessible to all.

CREG Algeria The Electricity and Gas Regulatory Commission (CREG) holds a central
role in the pre-contractual phase by establishing the standardized forms
i that distributors must provide to prospective customers. This ensures that

every applicant for low-voltage or low-pressure services is treated with
administrative uniformity, preventing discriminatory treatment at the point
of application.

AERA Azerbaijan AERA ensures the compliance of suppliers with the "Rules for the Use of
Electric Energy," which establish contractual conditions and transparency
ﬁ requirements, including information on tariffs and service conditions, prior

to contract conclusion.
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SERC Bosnia and

Herzegovina

kI

In the Brcko District, SERC's role is primarily indirect; it ensures that the
"General Conditions for Electricity Supply" are publicly available so that
consumers can understand their rights before contacting the public
supplier, Komunalno Brcko.

FERK Bosnia and

Herzegovina

b |

FERK’s oversight is concentrated on the approval of the "General
Conditions," which dictate how suppliers must interact with customers;
however, the specific pre-contractual negotiation remains a bilateral
process between the DSO/Supplier and the applicant based on the power
permit.

RAAEY Greece

—

RAAEY has implemented a leading best practice by mandating a
standardized "Supply Offer Request" template through Decision 389/2022.
This ensures that suppliers provide all essential information—including
offer duration, termination fees, and billing frequency—in a format that
allows consumers to conduct an "apples-to-apples” comparison.

MEKH Hungary

The Hungarian regulator focuses its pre-contractual jurisdiction on
verifying that suppliers include all legally required information in their
public offers, ensuring that consumers are aware of their right to switch
and the specific terms of the "Universal Service" if applicable.

PUC Latvia

The Public Utilities Commission monitors compliance with regulatory
requirements, including (in a case of households) whether terms of the
contracts do not differ from the terms of the offer provided to the
household consumer.

NERC Lithuania

NERC exercises a supervisory role, monitoring whether suppliers fulfill
their legal obligations to provide consumers with a copy of the draft
contract terms and a clear explanation of the price mechanism before any
signature is required.

ANRE Moldova

i

Following Energy Community principles, ANRE requires suppliers to
provide a standardized set of information before contract conclusion,
including details on the quality of service levels and the specific
administrative procedures for filing a complaint.

ERC North
Macedonia

DI

Prior to conclusion of the electricity supply contract, the supplier must
provide to the customer, in a timely manner, a copy of the checklist for
customer. Such checklist must contain practical information relating to
customer rights in the energy field presented in a clear and unambiguous
way that will not cause confusion or mislead the customer when choosing
to conclude or terminate or continue an existing supply contract. The form
and the content of the checklist is approved by the ERC and suppliers are
obliged to publish the checklist on their websites.
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URE Poland The Energy Law Act requires suppliers targeting household and micro-
enterprise segments to publish their offers online and provide them to the

— regulator. URE publish these offers.

ANRE Romania ANRE provides a comprehensive regulatory framework for the pre-
contractual phase, including the operation of an official "Price Comparison

lj Tool" and mandatory "Information Sheets" that suppliers must present to

customers before they sign a liberalized market contract.

3.2. CONTRACT TEMPLATES AND MODEL TERMS

The question of whether an NRA should provide a mandatory contract template is a central debate
in energy regulation, pitting the need for "standardization" against the desire for "market innovation".
From a legal perspective, mandatory templates provide a "Safe Harbor" for consumers, ensuring
that they are not subject to unfair "small print" or abusive clauses, such as excessive termination
fees or unilateral price hikes. Conversely, in highly competitive markets, NRAs often prefer to define
"Minimum Mandatory Elements" rather than full templates, allowing suppliers to differentiate their
products through innovative service level agreements or bundled digital services. This section
analyzes the diverse approaches within ERRA, distinguishing between jurisdictions that utilize
"Mandatory Model Contracts" and those that rely on "Regulatory Frameworks" to guide private
drafting. For EU Member States, the focus is typically on ensuring compliance with Annex | of
Directive 2019/944, which lists specific items that must be in a contract, such as the supplier's
identity, the services provided, and the dispute settlement methods.

CREG Algeria CREG utilizes a highly prescriptive model, publishing mandatory standard
contract templates for all low-voltage and low-pressure consumers. These

ii‘ templates are established by CREG's decision, in accordance with the
provisions of the Executive Decree, and any modification requires CREG's
approval.

AERA Azerbaijan In Azerbaijan, the contractual relationship is governed by mandatory
standard conditions defined in the national "Rules for the Use of Electric

ﬁ Energy." These rules serve as a "de facto" model contract that all suppliers

must implement without deviation.

SERC Bosnia and SERC does not provide a verbatim template but instead approves the
Herzegovina "General Conditions" which contain the "Standard Terms of the Contract,"
which the supplier then transcribes into their individual customer

N agreements.

FERK Bosnia and FERK follows a similar path to SERC, focusing on the approval of the
Herzegovina general regulatory framework rather than providing a word-for-word
template, although the mandatory elements are strictly defined in

N secondary legislation.
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RAAEY Greece

—

RAAEY mandates standardized templates for supply offers and
consumption bills in order to ensure a clear distinction between supply-
related costs and regulated charges, and to guarantee that a minimum set
of essential information is consistently included both in the contract and
in billing documents.

MEKH Hungary

MEKH does not issue templates but instead exercises oversight through
the approval of each supplier's "Commercial Code." These codes must

 —

- - reflect the mandatory protections of the Hungarian Electricity Act, creating
a "regulated freedom" for contract drafting.

PUC Latvia The Public Utilities Commission does not set a template for the contracts,

== but it does ensure that the requirements set forth in the Regulations

— Regarding the Trade and Use of Electricity in such contracts are met.

NERC Lithuania While NERC itself does not draft the template, it enforces the "Description

of Standard Terms and Conditions" approved by the Ministry of Energy,
which is mandatory for all household supply contracts and ensures high
levels of consumer protection.

ANRE Moldova

i

ANRE provides mandatory "Model Contracts" specifically for Universal
Service and Last Resort supply. For competitive market contracts, the
regulator provides a list of "Mandatory Clauses" that must be inserted
verbatim into the supplier’s drafts.

ERC North
Macedonia

1S

The ERC does not provide a physical template but utilizes a "Detailed
Mandatory Elements" approach. Suppliers must submit their draft check
lists for customers to the ERC for review to ensure every mandatory
regulatory protection is present before the contracts are offered to the
public.

URE Poland

Poland represents a "Supervisory Model" where the NRA does not provide
templates. The Energy Law lists the required content of a contract, and
URE intervenes only if those contracts are found to contain "abusive
clauses" or violate competition law (such cases are transferred to UOKIK,
in accordance with the division of competences).

ANRE Romania

il

ANRE maintains mandatory templates for regulated segments (Last
Resort) while providing a "List of Mandatory Elements” for the competitive
market. This hybrid approach ensures a safety net for those who haven't
switched while allowing flexibility for market-based offers.
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CASE STUDY: ALGERIA | MANDATORY CONTRACT TEMPLATE

In Algeria, legislative framework — in force in since 2010 — empowers the NRA to publish standard
contract templates for all types of customers, that suppliers/ distributors (as in Algeria supply and
distribution is not unbundled) are legally required to use. The purpose of establishing the mandatory
template model was ensure uniformity and transparency among suppliers, provide consumers an easy
to understand format regardless in which part of the country they live, and to ensure a high level of
consumer protection. The templates developed by the NRA are to be used for both electricity and natural
gas, for household and small non-household consumers (low voltage and low pressure consumers).
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Technical specifications:

For Electricity :
Type of Connection Requested : Single-
phase (220V) or Three-phase (380V)
Power available : 6 kW, 12 kW, 20 kW, 40
kW,

Circuit breaker (yes or na)

Tarif requested (51, 52, 53, 54)

Tatif type : Houshold, non houshold.
Desired connection date.

For Gas
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« Tariff Type: Residential (23M) or Non-
Residential (23NM).

» Desired connection date.
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of Commercial Agency)
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Reference: Client No: (In case of second energy)

General terms and conditions
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) PRECISIONS TECHNIQUES

Akl Jelicd) (=

C-1) ELECTRICITE [ #hy (15

Type de raccardement demandé seiplinad sl gy
Monephasé (220V): [ T b 220) ol galeed
Puissance mive & disposition : LW O izaw 2 ki gl Bl
Triphasé ( 380V) : L1 dutgh 380) syl 80
Puissance s & disposition : 20kW a0 kW i o gl byl
Fourniture de disjoncteur : i [ Nom [ ¥ - plelllly g0
Tarif somhaité : a4 O LU a2 O s O = gyl il N
Type Taril : Non Ménage (NM) A b Miémage (M) L] dd + gyl i
Date soubsitée pour be racoordement : ... /... A gk S
| Les PMD de o W T Al s g e 2 ) Sl g 2

mément 4 s réghemcatation eu viguenr. L A 55 e Akt

C-1)Gaz | J[2-g

Dbt mis & dispasition (m'/h) : Oe O O O £ i o gl il
L=/ Type Tarif : Noa Ménage (23NM) L) 05 Minage (3M) L350 cdkpadipe
Date soubabtés pour be raccordement : £ el dag) i

C-3) ADRESSE DE RECEPTION DE LA FACTURE I

Ryl ek s (3g

Je souhaite receveir ma facture d'énergic & 'sdresse smivante ©

© JEN el i g A b il G 3]

Cadre réservé

)..h'x-.hn..m

il
Diate revevabilits de ks demands | it ! s
N Evimement : . Ak by
Rifirence | e
Lals T H g by
AThma ke s e s S fnengie | it e 0 )
Signature slane¥
lgoature dy demandeyr el uelie dhgnel
Fait i ... Le 3

mmpciant o &ribotrar ot v o el vt o0 Fremesos vvempuged dos

i ) A B e P 8 ks o i g £

- '-'h-_d-k.n.-. e gt e | 45950 8 8 g 8 e 6
s ormmlauee den pmcment i devia A i i s
o[ e e s it e ke s e

b apmstars s formulai d denare pve s dew purtes. ok ke can A e
* An paicment den participations. ferfsisires pour les shmeststions individuclies i | £ S0 Bed A uplh Bl Y o i et g @
i i ) et g

® A ln demunde d Tistallation da compicss mdrvidhucl du bocatasre posr ey logrments
-

e, e programmes &
® A prmmer pascment de factune. ks e complous o deys matallc

B e ) P e i ) e o e o ¥
.

L2 30 i e o i oy S it it I e

Conditions generales

Zlall Jog 0

e Lrme e e e bt e e
oy G condirn parartes wpate

AL et e st e 4 S Oe e S— g . o Copa—
o GF s & et e S S s deance ache # G et S Sun
e

ALL Low dupontin de comptage wort berte par e deiriute, posts ot plamtes g
e e e LT e ———
Tt g B v & 53 g

404 Lo Oartane od S &0 bew Skt s 1o g2 o0 pmmemanin, &

el ed mp— - -
s e, Ls et &' towsks de Hke o0 Ttmmamgns s Ihss o
Bt e e el ——
L e ——
v

omry -
-

e e
A1 o et et v bgormanra de Seser— e

AL Lo dpontis G complage o s sl wors pots, Saiummts e S &
G v v b - s o - v

- vom gt

£ o e v e Sweah e @ w8
. rangu— peat - Ty e e o - . . o
(W ron comptaate o Coreatasee 4 b1 ws w Gree e eGEmAIt P
B

LA Lo chart pos Gumarte i erficaton Gem depowthh g complage B Un S
St dum commn aceed avec e Ouisisess Les b Se waocaton e sont &
e B et G 5 e Compter et o e, das (s b e S

ALIL (e et i T S g e - G
g

e e ot s A b o e & St g e

———n.. [

e @ oot e S e amin § 2 e ssion s G, o shend

e o
s S . Gt ok g o sonn 00 et St ot B
e fanerge scustane A Geind de won sbouemerent, e duistung Sk

e
Bt st e s & 4 b o g
AL Lo Duntrbsenr worgage § b fbmchictn st o i s el chom pa e
et 1 50t ke @ et s 23 S o chAgare Sarbcator kst © aSw
o o = e

e e e e L L
8 Carmmonaes e Bogsatin e 7Emvnne o & Gont

AL
e

A A gD ay gh ) gD MM e ad ] hd
wﬂiuﬂ‘muyt‘*lr.‘./"%w-rﬁb#‘a
P D o W D G syt § A b o
A gy B U A sy P el ) e L) e
iy e f gyan s Y | gahad A Rl p k)
iR
AN e ke Al L L A ki ) R+
) s W Gyt bl A I sk ) g § diad e
Uy s e Ly A i) i A b e i
Ty Sl s i dnd iy i) s W ) Sinll o Ty
e
.;-’,.»».—‘)._,a-»,-u—-.(-—aw»
D (gD RS AP K ) e i gk ) Gl gl
o3 g o - gl iV S
Lad gy A by M gy e Vi) ] sy had
by
PN L g Bl sl o OF s g Y e ST ) R
AP b P i) S i g B NI iy
S e s e iy et b e ey ) B! i iy A i)
U o A Gy S P S 1 e D ) 4 e g
g S oy
Abaed
iy W g b iy ) b o e iy A i)
Al A lgily S el iy Al afasdy (g pe Py
g B e U R G e e e b
B o Gyt i o ) Rl pb Dy Wi U B e W by
Ly 1 5 0 g e [y gl g i S
A s o s iy SN 3 o gl gt b oy Ak
A Y ) ot bk ) oy 1 e P
hndailly Bhpsd Sy plll gt wlak § iy pyby J Riped Sy
AL e mad JALY s iish gl LS gy Hiinad
PN Aady A g e andy Jaa e sy
,,,,...n.-w,ﬂ.,,.._v..-_;.,.uvm..m_,-,-
T i (3] ey e b el ik 4D B e
Tl g D N Sy s 5 b § ] A g s T
g ) D e e e
Lip? e o Iy okl gy ke L odd ! 57 3 bkt
et Sl B Ay A | e L) oy ) S i3
AN A o) 118 5 iy F 0
g s o aghis gl pyhe o Byl ) S s A W
e Sy ! g ) P Bl P i i e
Ky bbby Jons 9 A0 e o
Ly e e o WDy A gl s ey O Sy ey B A
O b S o ) i ey Oy S Y Byt e SR
At ) L) s S oD g G 23D
e o e L) (kg 53 AN 3 A0 D pinid 10 Mk
St 5 g oI S ) oAl e TN Sy Yy AN i Sy P
&’{’]H.’.“wd—lhv*ww’ﬂtﬂ
Hanie by B s by ) 5 e g ) i
s sk g 3yms F A S ) b am Lged iy b uw
Laied b S e o pad Sy AR i My S Ao
P e o A N g o S S G U e e
o A g At e i g ) B Vo] iy o oy
B e ot e et R
SRET e ST g o Send § g ey
B e e T |
Bnd ol sy pii I L e O pa B |y i

&y o [
g P By 340 3y ey S s Llyed demsy (AR bad
S neD ey gy b 3] Gl W yhne S MY e Uiy
J 0P S9F Kay widhaglad o did (D3 bl 2035 Ioris b
Ja2s N s iy Uy L I 1 3y

P 3 st s WS oy e Iy W 1)
P e i Ws D e iy g § 3D Y
A 2 s Y L D Zand b S oS! By

126 |

© ERRA 2026




Client’s signature B______ 2

Director of the
Commercial Agency's
signature
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CASE STUDY: GREECE 1| COLOUR CODING FOR DIFFERENT TYPES OF CONTRACTS

In 2023, RAAEY introduced a colour-coded system for retail electricity products. The colour-coded
system is essentially a transparency label. A colour is assigned to each group of products- blue for fixed-
term fixed price products, yellow for variable products and orange for dynamic products. In this way
consumers can immediately understand the basic nature of the product without needing to go through
complex contractual details. This way consumers can decide easier to pick the contract most suitable
for them, balancing between potential benefit. In practice, this proved very effective, as it turned complex
information into something simple, intuitive and visual.

INTRODUCING COLOURCODING  RAAEY

GREEN YELLOW
REGULATED VARIABLE PRICE VARIABLE PRICE

BLUE ORANGE
FIXED PRICE DYNAMIC PRICE

GREEN
REGULATED VARIABLE PRICE PRODUCT

= Duration: 12-month period =  The equation that links the wholesale
market to the retail price can be

» Standing Charge (€/month) can change altered

every month, 5 €/month is max L
= No Early Termination fees allowed

= Energy Price (€/kWh) is variable and
changes every month according to the
wholesale market.
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BLUE
FIXED-TERM FIXED PRICE PRODUCT

= Duration: 12-month period

= Standing Charge (€/month) is fixed
for 12 months

= Energy Price (€/kWh) is fixed for
12 months

YELLOW
VARIABLE PRICE PRODUCT

= Duration: 12-month period

= Standing Charge (€/month) is fixed for
12 months

= Energy Price (€/kWh) is variable and
changes every month according to the
wholesale market

ORANGE
DYNAMIC PRICE PRODUCT

= Duration: 12-month period

= Standing Charge (€/month) is fixed for
12 months

= A smart meter is required, capable of
recording consumption at intervals of up
to 60 minutes.

Obligation for Supplier to keep the
price fixed and no possibility of
changing the price. We have only
accepted price alternations that are
on favor of consumers - price
reductions

Early Termination fees apply

Obligation for supplier to keep the
pricing methodology fixed for 12
months

The supplier can alter the pricing
methodology only by informing the
consumer through a personal
notification two months in advance

No Early Termination fees allowed

The supply price is dynamic and may
vary up to hourly, reflecting
wholesale spot market prices.
Suppliers must publish the next
day’s hourly prices by 17:00 on the
previous day and issue alerts for very
high price periods.

No Early Termination fees allowed.
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CASE STUDY: GREECE 2 | SUPPLY CONTRACT TEMPLATES BY EACH COLOUR CODE

The Greek mandatory supply offer template system for low voltage consumers was introduced in 2022.
The template includes a set of mandatory elements, which may be complemented by additional items
defined by the suppliers. As offers became standardized, contracts followed the same structure given
that offers are required to contain the key contractual elements. The Greek template is easy to use and
understand and is addressed to low voltage consumers, the majority of whom are household and small
non-household consumers. A key characteristic of such consumers is their limited knowledge of how
the energy market operates, as well as their lack of interest in acquiring such expertise. They primarily
seek a simple transparent way to secure an essential service. With this in mind, RAAEY developed the
template in order to support informed choice and maintain trust in the retail energy market.

Template Application Form for Electricity Supply Offer LV (Low Voltage)

FORLOW VOLTAGE CUSTOMERS SALESPERSON NAME:

CUSTOMER INFORMATION

N
APPLICATION FOR ELECTRICITY SUPPLY OFFER [ CONTRACTOR NO.#:

ADDRESS: POSTAL CODE: CITY: E-MAIL:

QN'\ : VAT No: TAX OFFICE: /

SUPPLY POINT INFORMATION

SUPPLY NUMBER 12345678
SUPPLY CATEGORY Residential / Business / Shared (Common Area)
SUPPLY ADDRESS [

Property Address or Google Maps location (where no address exists)
GEOSPATIOAL MARKER

METER READING Daily / Bizonal / Hourly
QHASES & SUPPLY CAPACITY e.g. Single-Phase— 8 kVA / Three-Phase — 25 kVA /
30|
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OFFER CONTRACT IDENTIFICATION

APPLICATION SUBMISSION DATEAND METHOD e.g. 30.11.2025- Digitally via website / In-Person at store
SUPPLY OFFER NAME As named by the supplier and declared to NRA )
SUPPLY OFFER TYPE FIXED / VARIABLE EX-POST / VARIABLE EX-ANTE / REGULATED / DYNAMIC / FLEXIBLE
ADJUSTMENT CLAUSE YES / NO (if yes, applies if there is a clause even for one day of the contract duration)
SPECIFIC SUPPLY OFFER Brief layout
CHARACTERISTICS

EXTRA TERMS NON-RELATED

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms that
have an energy-related nature. In this case, according to Article 24 of the Electricity Supply Code, an additional provision

CHARGE AMOUNT
VALIDITY

TO ELECTRICITY SUPPLY may be included in the Supply Contract. This form includes a concise description of the additional energy-related services or
terms. If the Supplier and the Customer agree on the provision of additional services or the application of additional terms
that are not energy-related, a separate contract is signed.

MINIMUM DURATION OF

The charge may be modified from the 6" month or after written individual notification from the
company, which is provided at least 60 days before the charge change, based on the provisions of the
Electricity Code

1.STANDING CHARGE

2. CONSUMPTION CHARGE

YES / NO - € per month/30 days (e.g. 5 €/month)

e.g. 0.150€£/kWh (fixed) / a * (wholesale mark) + b / scalable €/kWh based on consumption level

3. MISC. CHARGES YES / NO
4, DISCOUNTS YES / NO
CONTRACT DURATION Duration in months (e.g. 12 months)
BILL ISSUANCE Every 1 month / 2 months / 4 months
APPLICABLEFOR
VULNERABLE CUSTOMERS bl
EARLY TERMINATION FEE YES / NO (This field appears only for strictly Fixed Price and Fixed-Term contracts)
\.GUARANTEE Amount (€) J

L] ol [TV AW S X S iV UL [ [&3  The standing charge is ... €/month

FIXED CHARGE
VARIABLE CHARGE
DYNAMICCHARGE

MISC. CHARGES

MISC. CHARGES

SPECIFICSUPPLY OFFER CHARACTERISTICS

ANALYSIS OF OFFERED CONTRACT CHARGES

e.g. scalable charge, combination of fixed and variable charge example

The Fixed Supply Chargeis ... €/kWhor ... €/year or ... €/month
The Variable Supply Charge per kWh is based on the wholesale price index and calculate
with the following formula[...]

Charge: .................. , calculated by
Discount: .................., calculated by
31|
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EXAMPLE OF VARIABLE CHARGE FLUCTUATION :

See below, indicative examples of the VARIABLE CHARGE could take, based on the historical data of the past 3 months
A. Highest Price of the Year | Lowest Price of the Year Average Price
€/kWh €/kWh kwh
B. | Price of Month-1 | Price of Month-2 | Price of Month-3
€/kwh €/kwh kwh

FINAL PRICING IS DETERMINED BY ALL THE ABOVE CHARGES

NOTE: Regulated Charges such as System Usage Charges (T50), Network Usage Charges (DSO), Special Duty for the Reduction of Air
Pollutant Emissions (renewables support levy), Public Service Obligations as well as Third Party Charges (e.g. municipal lighting fees,
property levy fee, television license, other levies), duties of a legislative nature which appear on your bill are identical regardless of
which supplier you choose

EXAMPLE OF SCALABLE PRICING

kWh Price per kWh kWh Discount
0-150 .. £ 0-150 .. %
151-300 £ 151-300 %
301-500 .. £ 301-500 .. %
501+ 3 501+ %
EARLY TEMINATION FEE
MONTH 12 MONTH 11 MONTH 10 MONTH 9 MONTH 8 MONTH 7 MONTH 6
€ € € . €-10% . €-20% .. €£-30% .. €-40%
MONTH 5 MONTH 4 MONTH 3 MONTH 2 MONTH 1 MONTH 0
... €£-50% .. €-60% . €£-70% .. €£-80% .. €£-90% ... £-100%

SELLER SIGNATURE

CUSTOMER SIGNATURE

ANALYSIS OF OFFERED CONTRACT TERMS

GENERAL TERMS OF CONTRACT

(reference should be made to the terms with titles (one per line per term) and a link to the detailed printed text of the terms)
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PRODUCT SPECIFIC TERMS OF CONTRACT

(reference should be made to the terms with titles (one per line per term) and a link to the detailed printed text of the terms)

ADDITIONAL TERMS NOT RELATED TO ELECRICITY SUPPLY

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms that are energy-
related. In case, according to [legal reference], an additional provision may be introduced into the Supply Contract. This form includes a
brief description of the additional energy services/terms. In the event that the Supplier and the Customer agree on the provision of
additional services or the application of additional terms that are non-energy-related, as separate contractis signed.

ACCEPTANCE OF TERMS — CONSENT DECLERATION

I wish my bill to be sent by:

Post I:I e-mail |:| an alternative method that includes confirmation of receipt I:I
Consumers may choose one or more methods of bill delivery. Consumers receive their bill and invoicing information free of charge

In case of modification of the terms of this contract, | wish to be informed by a separate letter which will be sent to me:

by post El by email D Along with the bill, free of charge I:I
By registered letter, with charge |

| do not with to be informed by a separate letter by the following methods, according to [legal reference]

by phone D via a brief notification included in the Consumption Bill D

CUSTOMER SIGNATURE

. I do not consent to the Supplier using my company name, distinctive titles, and trademarks for
their own promotional purposes according to the law

SELLER SIGNATURE

Use the QR code to automatically compare your tariff to
the NRA's Price Comparison Tool or visit
www.energycost.gr
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Following the implementation of colour coding as of January 1, 2024, and the expansion of the
regulatory framework required by the introduction of Directive (EU) 2024/1711, which amended the
Electricity Directive (EU) 2019/944, RAAEY also introduced templates for each individual supply product,
tailored to the specific characteristics of each category.

Now also covering fixed, variable and dynamic supply products, the new contract templates are
expected to be officially introduced to the market this year.

PARTNER CODE: .........
APPLICATION FOR ELECTRICITY SUPPLY OFFER / SALESPERSON NAME: ..o

SUPPLY CONTRACT FOR LOW VOLTAGE CUSTOMERS

VARIABLE REGULATED PRICING

NAME / SURNAME \
CONTACT DETAILS
ADDRESS ZIP CODE: CITY: ‘ TEL: ‘ E-MAIL:
IDENTIFICATION NUMBERS
\ID CARD NUMBER: ‘ VAT NUMBER: ‘ TAX REGISTRY: )
SUPPLY POINT DETAILS
™\
SUPPLY NUMBER 12345678
SUPPLY CATEGORY Household / Non-Household / Communal
SUPPLY ADDRESS Property address
METERING Daily / Daily & Time of Use / Hourly
PHASES & SUPPLY CAPACITY e.g., Single-phase -8 kVA
\_ J
SUMMARY OF SUPPLY CONTRACT PRICING TERMS
“\

SUPPLY PRODUCT NAME As named by the supplier and declared to RAAEY
PRODUCT CATEGORY VARIABLE (REGULATED) PRICING
COLOUR MARKING GREEN
e.g. Variable Charge linked to the Day-Ahead Market DAM Monthly Market
Clearing Price (MCP) + with adjustment mechanism
ABILITY TO MODIFY CONTRACT PRICING TERMS Pricing terms may be amended monthly.
1. STANDING CHARGE YES/NO Maximum 5 €/month
The calculation method for the Final Supply Price is as follows:
Base Supply Price + Adjustment Mechanism
The Adjustment Mechanism is linked to the MCP (Market Clearing Price):
When MCPM-1 < LI = Adjustment Mechanism = a * (MCPM-1-L1) +
When LI £ MCPM-1 < Lu = Adjustment Mechanism =0
When MCPM-1 > Lu = Adjustment Mechanism = a * (MCPM-1 -Lu) + B
Lu = Freely defined by the supplier
LI = Freely defined by the supplier
o = Freely defined by the supplier
B = a*( MCPM-1 - MCPM-2)
3. DISCOUNTS YES/NO
PRODUCT TO WHICH THE CUSTOMER REVERTS
AFTER CONTRACT EXPIRATION
EARLY TERMINATION FEES NO
CONTRACT DURATION Duration in Months (e.g. 12 months)
BILL ISSUANCE Every Month
GUARANTEE Amount (€)

SPECIAL PRODUCT FEATURES

2. SUPPLY PRICE

Variable Supply Product (With reference to the pricing method)

J
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Use the QR code to compare your tariff on the
RAAEY Price Comparison Tool at www.energycost.gr

GENERAL & SPECIAL CONTRACT TERMS

Here are attached the general terms of the supply contract regarding supply terms for all products with the same characteristics
offered to this specific customer category

(e.g., General terms of fixed tariffs for domestic customers)

SPECIAL CONTRACT PRICING TERMS
Here, a reference is made to the special pricing terms of each specific product

ADDITIONAL TERMS NOT CONCERNING ELECTRICITY SUPPLY

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms of an energy
nature. In this case, according to article 24 of the Electricity Supply Code, an additional provision may be introduced into the Supply
Contract. This form includes the description of the additional energy services/terms.

(In the event that the Supplier and the Customer agree on the provision of additional services or the application of additional terms of
a non-energy nature, a separate contract is signed)

ACCEPTANCE OF TERMS - CUSTOMER DECLARATION OF CONSENT

| wish my bills to be sent:
By Post [....], By e-mail [....], By alternative means including confirmation of receipt [....]

The pricing terms of this contract cannot be modified.

In the event of modification of other terms of this contract

(a) I wish to be informed by a separate letter which will be sent to me:
-By Post [...], By e-mail [....], Alongside the Bill [...], By SMS [...]

(b) I wish to be informed

-By Post [...], Via a short notice included in the Consumption Bill [...]

Customer Signature: ........ccocevvreerennnene

Date: i Customer Signature: ..........ccoceevevvvcnenecnnn.

Representative Signature: ............ccccoveveneienennns
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PARTNER CODE: .....cevvviiriiicicceci e,

APPLICATION FOR ELECTRICITY SUPPLY OFFER / SALESPERSON NAME: e eeeeeeseeeee e seeeeeeeeseeee
SUPPLY CONTRACT FOR LOW VOLTAGE CUSTOMERS

FIXED PRICE/TERM

NAME / SURNAME \
CONTACT DETAILS
ADDRESS ZIP CODE: CITY: ‘ TEL: ‘ E-MAIL:
IDENTIFICATION NUMBERS
kID CARD NUMBER: ‘ VAT NUMBER: ‘ TAX REGISTRY: )
e —)
SUPPLY NUMBER 12345678
SUPPLY CATEGORY Household / Non-Household / Communal
SUPPLY ADDRESS Property address
METERING Daily / Daily & Time of Use / Hourly
\ PHASES & SUPPLY CAPACITY e.g., Single-phase -8 kVA )
\

SUPPLY PRODUCT NAME

PRODUCT CATEGORY
COLOUR MARKING

SPECIAL PRODUCT FEATURES

ABILITY TO MODIFY CONTRACT PRICING TERMS

1. STANDING CHARGE
2. SUPPLY PRICE

3. DISCOUNTS

PRODUCT TO WHICH THE CUSTOMER REVERTS

AFTER CONTRACT EXPIRATION
EARLY TERMINATION FEES
CONTRACT DURATION

BILL ISSUANCE

GUARANTEE

NOTE: The Regulated Charges (System Use Charges, Network Use Charges, ETMEAR, Public Service Obligations/YKO), as well as
Third-Party Charges (Municipal Fees, Municipal Taxes, Real Estate Fee, ERT Fee, Other Charges based on legislation) that appear
on your Bill, are the same regardless of who your Supplier is

As named by the supplier and declared to RAAEY

FIXED TERM, FIXED PRICE

BLUE

e.g. Bi-Zonal Time of Use Pricing

NO

€/ Month (e.g. 5€/month)

Fixed (€/kWh)

YES/NO (With analysis of the amount and type of discounts)

Variable Supply Product (With reference to the pricing method)

YES (With analysis)

Duration in Months (e.g. 12 months)

Every Month

Amount (€)

\o

Use the QR code to compare your tariff on the
RAAEY Price Comparison Tool at www.energycost.gr
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GENERAL & SPECIAL CONTRACT TERMS

Here are attached the general terms of the supply contract regarding supply terms for all products with the same characteristics
offered to this specific customer category

(e.g., General terms of fixed tariffs for domestic customers)

SPECIAL CONTRACT PRICING TERMS
Here, a reference is made to the special pricing terms of each specific product

ADDITIONAL TERMS NOT CONCERNING ELECTRICITY SUPPLY

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms of an energy
nature. In this case, according to article 24 of the Electricity Supply Code, an additional provision may be introduced into the Supply
Contract. This form includes the description of the additional energy services/terms.

(In the event that the Supplier and the Customer agree on the provision of additional services or the application of additional terms of
a non-energy nature, a separate contract is signed)

ACCEPTANCE OF TERMS - CUSTOMER DECLARATION OF CONSENT

| wish my bills to be sent:
By Post [....], By e-mail [....], By alternative means including confirmation of receipt [....]

The pricing terms of this contract cannot be modified.

In the event of modification of other terms of this contract

(a) I wish to be informed by a separate letter which will be sent to me:
-By Post [...], By e-mail [....], Alongside the Bill [...], By SMS [...]

(b) I wish to be informed

-By Post [...], Via a short notice included in the Consumption Bill [...]

Customer Signature: .........ccceeevurnnnene

Date: .o Customer Signature: ..........c.cccceeverrvcieenen.

Representative Signature: .............ccoccoeevieenennn.
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APPLICATION FOR ELECTRICITY SUPPLY OFFER /

PARTNER CODE: .....cevvviiriiicicceci e,
SALESPERSON NAME: ......cooviiiiiiciciie s

SUPPLY CONTRACT FOR LOW VOLTAGE CUSTOMERS

VARIABLE PRICE

NAME / SURNAME
CONTACT DETAILS
ADDRESS ZIP CODE: CITY: ‘ TEL: ‘ E-MAIL:
IDENTIFICATION NUMBERS
kID CARD NUMBER: ‘ VAT NUMBER: ‘ TAX REGISTRY:
(
SUPPLY NUMBER 12345678
SUPPLY CATEGORY Household / Non-Household / Communal
SUPPLY ADDRESS Property address
METERING Daily / Daily & Time of Use / Hourly
r
SUPPLY PRODUCT NAME As named by the supplier and declared to RAAEY
PRODUCT CATEGORY VARIABLE PRICING

COLOUR MARKING

YELLOW

SPECIAL PRODUCT FEATURES

e.g. Variable Charge linked to the Day-Ahead Market DAM Monthly
Market Clearing Price (MCP)

ABILITY TO MODIFY CONTRACT PRICING TERMS

Yes. The pricing terms may be modified from the 7th month of the
contract's validity, provided that the customer has been notified 60
days prior to the implementation of the modification via a written
individual notice.

1. STANDING CHARGE

€/ Month (e.g. 5€/month)

2. SUPPLY PRICE

With reference to the terms of the Variable charge, e.g.: A+ B * MCP

3. DISCOUNTS

YES/NO

PRODUCT TO WHICH THE CUSTOMER REVERTS
AFTER CONTRACT EXPIRATION

Variable Supply Product (With reference to the pricing method)

EARLY TERMINATION FEES

No

CONTRACT DURATION Duration in Months (e.g. 12 months)
BILL ISSUANCE Monthly
GUARANTEE Amount (€)

\_

Use the QR code to compare your tariff on the
RAAEY Price Comparison Tool at www.energycost.gr
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EXAMPLES OF VARIABLE PRICE FLUCTUATION:

See below for indicative examples of the values that the variable price could take

A Variable Price
Highest Price during the previous year
€/kWh
B. Variable Price
Lowest Price during the previous year

€/kWh

NOTE: The Regulated Charges (System Use Charges, Network Use Charges, ETMEAR, Public Service Obligations/YKO), as well as
Third-Party Charges (Municipal Fees, Municipal Taxes, Real Estate Fee, ERT Fee, Other Charges based on legislation) that appear
on your Bill, are the same regardless of who your Supplier is.

GENERAL & SPECIAL CONTRACT TERMS

Here are attached the general terms of the supply contract regarding supply terms for all products with the same characteristics
offered to this specific customer category

(e.g., General terms of fixed tariffs for domestic customers)

SPECIAL CONTRACT PRICING TERMS

Here, a reference is made to the special pricing terms of each specific product

ADDITIONAL TERMS NOT CONCERNING ELECTRICITY SUPPLY

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms of an energy
nature. In this case, according to article 24 of the Electricity Supply Code, an additional provision may be introduced into the Supply
Contract. This form includes the description of the additional energy services/terms.

(In the event that the Supplier and the Customer agree on the provision of additional services or the application of additional terms of
a non-energy nature, a separate contract is signed)

ACCEPTANCE OF TERMS - CUSTOMER DECLARATION OF CONSENT

| wish my bills to be sent:
By Post [....], By e-mail [....], By alternative means including confirmation of receipt [....]

The pricing terms of this contract cannot be modified.

In the event of modification of other terms of this contract

(a) I wish to be informed by a separate letter which will be sent to me:
-By Post [...], By e-mail [....], Alongside the Bill [...], By SMS [...]

(b) I wish to be informed

-By Post [...], Via a short notice included in the Consumption Bill [...]

Customer Signature: .........ccceevrveenenene

Date: . Customer Signature: ..........c.cccceeverrncireenen.

Representative Signature: .............ccocoeevieenenen.
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PARTNER CODE: oo eeeeeeeeeenenessssessseeennes
APPLICATION FOR ELECTRICITY SUPPLY OFFER / SALESPERSON NAME: e eeeeeeseeeee e seeeeeeeeseeee

SUPPLY CONTRACT FOR LOW VOLTAGE CUSTOMERS

DYNAMIC PRICING

CUSTOMER DETAILS
NAME / SURNAME
CONTACT DETAILS
ADDRESS ZIP CODE: CITY: ‘ TEL: ‘ E-MAIL:
IDENTIFICATION NUMBERS
kID CARD NUMBER: ‘ VAT NUMBER: ‘ TAX REGISTRY: J
SUPPLY POINT DETAILS
( - ~)
SUPPLY NUMBER 12345678
SUPPLY CATEGORY Household / Non-Household / Communal
SUPPLY ADDRESS Property address
METERING Daily / Daily & Time of Use / Hourly
. J
SUMMARY OF SUPPLY CONTRACT PRICING TERMS
“\
PRODUCT CETAGORY As named by the supplier and declared to RAAEY
COLOUR MARKING ORGANG
SPECIAL PRODUCT FEATURES DYNAMICE
A) Installation of a Smart Meter is required.
ABILITY TO MODIFY CONTRACT PRICING TERMS
B) Hourly Price linked to the Day-Ahead Market Clearing Price.
1. STANDING CHARGE NO
PRODUCT CETAGORY YES/NO € / Month (e.g. 5€/month)
2. SUPPLY PRICING
i D i g B*
(PRICING METHODOLOGY) With reference to the terms of the Dynamic charge, e.g.: A + MCP
3. DISCOUNTS (STANDING CHARGE OR
SUPPLY PRICING) YES/NO
CONTRACT DURATION 12 Months
PRODUCT TO WHICH THE CUSTOMER REVERTS Variable Supply Product (With reference to the pricing method) or Dynamic
AFTER CONTRACT EXPIRATION Supply product with similar contract terms
EARLY TERMINATION FEES NO
BILL ISSUANCE Every Month (Only Clearing Bills)
GUARANTEE Amount (€)
— _/

Use the QR code to compare your tariff on the
RAAEY Price Comparison Tool at www.energycost.gr
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EXAMPLES OF VARIABLE PRICE FLUCTUATION:

NOTE: The Regulated Charges (System Use Charges, Network Use Charges, ETMEAR, Public Service Obligations/YKO), as well as
Third-Party Charges (Municipal Fees, Municipal Taxes, Real Estate Fee, ERT Fee, Other Charges based on legislation) that appear
on your Bill, are the same regardless of who your Supplier is.

GENERAL & SPECIAL CONTRACT TERMS

Here are attached the general terms of the supply contract regarding supply terms for all products with the same characteristics
offered to this specific customer category

(e.g., General terms of fixed tariffs for domestic customers)

SPECIAL CONTRACT PRICING TERMS
Here, a reference is made to the special pricing terms of each specific product

ADDITIONAL TERMS NOT CONCERNING ELECTRICITY SUPPLY

The Customer and the Supplier may agree on the provision of additional services or the application of additional terms of an energy
nature. In this case, according to article 24 of the Electricity Supply Code, an additional provision may be introduced into the Supply
Contract. This form includes the description of the additional energy services/terms.

(In the event that the Supplier and the Customer agree on the provision of additional services or the application of additional terms of
a non-energy nature, a separate contract is signed)

ACCEPTANCE OF TERMS - CUSTOMER DECLARATION OF CONSENT
| wish my bills to be sent:
By Post [....], By e-mail [....], By alternative means including confirmation of receipt [....]

The pricing terms of this contract cannot be modified.

In the event of modification of other terms of this contract

(a) I wish to be informed by a separate letter which will be sent to me:
-By Post [...], By e-mail [....], Alongside the Bill [...], By SMS [...]

(b) I wish to be informed

-By Post [...], Via a short notice included in the Consumption Bill [...]

Customer Signature: .........ccccevrveenenene

Date: ...oocciiic Customer Signature: ............ccccovvereverenvennnnnes

Representative Signature: ..............coceeeviieenennn.
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3.3. THE ROLE OF THE NRA IN DISPUTE SITUATIONS RELATED TO CONTRACTUAL ISSUES

As the energy transition accelerates and billing structures become more complex, the role of the
NRA as a "dispute resolution body" has become paramount to maintaining public trust in the market.
Consistent with Article 26 of Directive (EU) 2019/944, NRAs must ensure that customers have
access to simple, fair, transparent, and inexpensive out-of-court dispute settlement procedures. The
NRA's involvement in disputes is often grounded in its technical expertise, which allows it to resolve
complex issues like meter inaccuracy, "shadow" debts from previous owners, or the misapplication
of variable price formulas more effectively than a general civil court. Across the ERRA region, the
legal weight of NRA decisions varies; in some states, the NRA acts as a formal "Ombudsman" with
binding decision-making power, while in others, it provides non-binding "Recommendations” or

mediation services.

CREG Algeria

i

CREG acts as a pre-judicial authority. Before a consumer can take a
distributor to court regarding a contractual disagreement, they must first
seek a resolution through CREG's specialized dispute handling
department.

AERA Azerbaijan

AERA serves as a primary complaint body for technical and contractual
issues, such as illegal disconnection or billing errors. While AERA can
issue instructions to suppliers, parties retain the right to escalate the
matter to the civil courts for final adjudication.

SERC Bosnia and
Herzegovina

L\

SERC does not handle individual consumer disputes directly; instead, it
oversees the process by which the "Appeal Commission" within the utility
handles complaints, ensuring the utility follows the approved regulatory
procedures.

FERK Bosnia and
Herzegovina

kI

In the Federation of BiH, FERK’s role in individual disputes is limited.
Contractual breaches are generally considered civil matters, and FERK
refers consumers to the judicial system unless the breach involves a
violation of the supplier's license conditions.

RAAEY Greece

RAAEY has implemented the "MyRAAEY" platform, an advanced digital
tool for complaint submission. This allows the regulator to actively
oversee and monitor complain handling of suppliers. In cases where
complains are not resolved, the issue can be forwarded to the national
Energy Ombudsman (ADR), operated by RAAEY, who will in turn fully
evaluate the individual claim and issue an out-of-court suggested
resolution.

MEKH Hungary

MEKH can investigate and sanction if a supplier's conduct is contrary to
the provisions of the Act on Electricity, its implementing decrees and the
suppliers’ General Terms and Conditions even in individual cases related
to contractual issues. Therefore, MEKH has jurisdiction to investigate the
fulfillment of public and sectoral law in contractual cases (for instance the
supplier's compliance with the provisions relating to conclusion of the
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contract, change of user, change of supplier, the charging of certain costs,
the imposition of penalties, and termination of the contract). Having said
this, for the civil law aspects of these cases (for instance individual claims
for “reparations” or “damages”) only courts have jurisdiction.

The Public Utilities Commission examines disputes between suppliers and
consumers in so far as the relevant issues are regulated in regulatory
enactments. The only exception is that the Public Utilities Commission
does not examin disputes concerning losses, payment documents or
collection of debt. These matters fall within the jurisdiction of the court in
accordance with the procedures laid down in the Civil Procedure Law.

he)
c
-
o
<
o

NERC Lithuania NERC functions as a mandatory Alternative Dispute Resolution (ADR)
body. Its decisions in contractual disputes are binding on both parties,
carrying the legal force of an enforcement order unless challenged in a
court of general jurisdiction.

ANRE Moldova ANRE is highly active in dispute resolution, often issuing binding decisions
on specific issues like "debt succession," where suppliers attempt to hold
a new tenant responsible for a previous occupant's unpaid bills.

=

ERC North The ERC handles disputes related to the switching process and early
Macedonia termination fees. Because these are regulated elements, the ERC's
decisions are binding, and it can force a supplier to waive an illegal fee.

i

URE Poland The President of URE has a specific mandate to resolve disputes in cases
where a supplier refuses to conclude a contract with a customer who has
— a legal right to service (public service obligation — connection to the

network, default supply, last resort supply, and others, guaranted by energy
law), acting as a "guarantor of access" to the network and to the energy.

ANRE Romania ANRE investigates complaints related to the breach of contractual
transparency. While it does not settle individual financial claims, it can
lj order a supplier to "revert" a customer to their original contract if a price

change was made unlawfully.

3.4. SANCTIONS AND ENFORCEMENT POWERS

An NRA's ability to regulate electricity supply contracts is fundamentally dependent on the
"Dissuasiveness" and "Proportionality” of its enforcement toolkit. Without the power to penalize non-
compliance, regulatory guidelines remain mere suggestions. Common sanctions include
administrative fines (often linked to a percentage of annual turnover), the suspension or revocation
of supply licenses, and "Corrective Orders" that force a supplier to refund thousands of customers
simultaneously. Furthermore, the "Publication of Decisions" has emerged as a powerful tool in the
ERRA region, as "naming and shaming" non-compliant suppliers can lead to customer churn in a
competitive market.
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CREG Algeria

i

CREG's enforcement powers allow it to issue formal notices to distributors
to comply with standard contract terms and propose administrative
sanctions to the Ministry if violations persist.

AERA Azerbaijan

AERA is empowered to issue binding instructions to suppliers to ensure
compliance with energy legislation and regulatory requirements. In cases
of non-compliance, AERA may initiate administrative proceedings and
impose sanctions. In serious or persistent cases, such measures may
include the revocation of the supplier's permission (authorisation) to
operate.

SERC Bosnia and

Herzegovina

kI

SERC's primary enforcement tool is "License Oversight." If the supplier
fails to follow the approved General Conditions, SERC can initiate a license
review.

FERK Bosnia and

Herzegovina

b |

While FERK does not impose civil damages, it can fine suppliers for failing
to comply with the "Code of Conduct" or for failing to submit required
contractual data.

RAAEY Greece

an—

RAAEY possesses a robust sanctioning regime, including the power to
impose fines based on a percentage of turnover. It also utilizes "Interim
Measures," ordering a supplier to stop a certain practice immediately.

MEKH Hungary

MEKH can impose administrative warnings and fines ranging from a few
thousand to several million Forints. Decisions are listed on the regulator’s

 — )

— website.

PUC Latvia The Public Utilities Commission may require the supplier to ensure

pr— compliance with the relevant requirements within a specified time limit,

— issue a warning to the supplier or impose a fine. Under certain
circumstances, the Public Utilities Commission may remove a supplier
from the register and thereby prevent it from continuing to provide
services.

NERC Lithuania NERC can impose significant financial penalties on energy undertakings
for violations of the Law on Energy. These fines are designed to ensure it

- is more expensive for a supplier to break the rules than to follow them.

ANRE Moldova ANRE has the power to identify violations and issue "Mandatory Orders"

i

for compliance. It can also impose fines and has the authority to revoke
licenses.
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ERC North The ERC uses a graduated enforcement scale, starting with warnings. If a

Macedonia supplier repeatedly violates rules, such as charging illegal switching fees,

% the ERC initiates formal misdemeanor procedures.

URE Poland The President of URE can fine a supplier up to 15% of its annual revenue
for specific breaches, like failure to comply with the prohibition on

— concluding an energy sales contract with a household consumer outside
the business premises.

ANRE Romania ANRE is known for its active use of "Corrective Measures." It not only fines

suppliers but often mandates they "reimburse" all affected customers if a
contractual breach resulted in overcharging.

il

3.5. COMPARATIVE SYNTHESIS AND CONCLUSION

Model Type Key Jurisdictions Characteristics
Prescriptive Algeria Mandatory NRA-drafted templates
Azerbaijan approved by the relevant government
authority; high focus on uniformity
and administrative control.
Framework- Greece NRA defines mandatory elements and
Based Moldova offers templates; suppliers draft
North Macedonia terms within strict limits.
Romania

Supervisory

Bosnia and Herzegovina (SERC, FERK)

NRA monitors for "minimum content";

Hungary high reliance on civil law and market
Latvia competition.

Lithuania

Poland

Table 2: NRA Regulatory Models

The analysis of ERRA member practices reveals that the NRA’s role regarding electricity supply
contracts is a dynamic spectrum. While EU Member States and Energy Community members are
converging toward a model of "structured transparency"—where the NRA defines the rules but
allows for market-driven contracts—other jurisdictions find greater stability in "mandatory
standardization." As markets evolve, the NRA must transition from a "drafter of documents" to a
"guardian of the process," ensuring that even in a highly complex and digitalized energy market, the
electricity supply contract remains a fair, transparent, and enforceable foundation for the
consumer’s energy needs.
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4. COMMON AND/OR EXTREME PROBLEMS OR INFRINGEMENTS ENCOUNTERED BY
NRAs

NRAs competence related to consumer protection in the electricity sector is firmly established in
every jurisdiction. This especially relates to mandatory contractual elements of electricity supply
contracts, clear terms and conditions and transparency of suppliers related to pricing, termination
of contract and fees.

Bearing in mind the evolving legislation aimed at enhancing consumer protection in the electricity
field as well as the vast number of consumers of electricity, these inevitably lead to NRAs receiving
many questions, complaints and requests for interventions or clarifications related to electricity
supply contracts. For some of the issues, NRAs have competence to act and issue instructions,
adopt binding decisions imposing administrative fines and order corrective measures etc., as
thoroughly explained in chapter 3 of this report, while for other issues, such as compensation for
damages - beyond the automatic compensation provided by the regime of guaranteed standards,
if applied, the competence is vested exclusively in the courts.

This chapter elaborates the most common and extreme problems or infringements related to supply
contracts that NRAs have encountered as well as some infringements cases related to supply
contracts for which the NRAs adopted binding decisions.

4.1. MOST COMMON AND/ OR SERIOUS ISSUES RELATED TO SUPPLY CONTRACTS THAT
CONSUMERS OR SUPPLIERS HAVE RAISED TO THE NRAS

The most common issues related to supply contracts presented below are raised mainly by
household customers, but also in certain cases they are raised by non-household customers. This
is due to the fact that household customers tend to be less familiar with the language and
terminology of the contracts, while non-household customers have the possibility to acquire legal
in-house or external counsel before entering into a contract.

a) Billing disputes, non-payment and debts (Algeria, Greece, North Macedonia and
Moldova) are one of the most common issues raised by customers. Billing inaccuracies
usually result of delayed meter reading or sometimes incorrect readings that lead to
disputed settlement amounts and wrongful invoicing. Thus, improving the coordination
between the network operator and the suppliers is one of the steps to overcome this issue
as well as the increase of the smart meters instalment rate in the countries.

In cases of debts, key issue raised by customers is clear implementation of the rule that outstanding
debts are to be paid by the previous owner in cases of change of ownership of the property or service
termination. In Moldova one of the most frequently raised issues by customers was refusal of a
universal service supplier to conclude electricity supply contracts with new owners of residential
properties where outstanding debts had been incurred by previous owners. In Lithuania the
approach applied in such cases is that a property owner who transfers ownership of an electricity-
supplied object must terminate the contract within 5 calendar days and provide final meter readings
and all information required to settle accounts. The new owner must apply for a new contract within
5 days from receiving the notice, but no later than within 14 days from acquiring ownership. In North
Macedonia the new owner is obliged to notify the supplier of the change of ownership within 3 days
from the registration of the change in the Cadaster and together with the supplier (who may be the

146 |
© ERRA 2026



same supplier as before or a new one) inform the network operator of such change. The obligations
of the previous owner cease on the day of the metering by the network operator.

b) Unclear wording, transparency and complexity are also issues raised by consumers
(Greece, North Macedonia, Poland, Romania).

Supply contracts are usually quite long, complex and difficult for the average consumer to
understand. Consumers report their inability to verify how charges are calculated and report unclear
contractual wording, particularly regarding pricing structures and commercial conditions and
sometimes together with non-transparent cost components on invoices or non-understating of the
cost components on invoices. Thus, customers do not understand the terms of the contract, and
they often realize they had agreed to a disadvantageous contract after their first bill arrives.

Offers to conclude contract sometimes include a service package, additional costs and/or benefits
and are difficult to compare since offers are not presented appropriately by suppliers'
representatives. Marketing activities with gifts or coupons, which are not clearly defined in the
contract terms and that are frequently not provided after signing the contract have also been
reported for some suppliers.

In some cases, suppliers unfairly or without proper communication to the customer introduce new
contract without informing the customer that terminating the existing contract will result in early
contract termination fee so in some cases also misleading the customers to the fact. If termination
fees are envisaged in the contract and the customer has been informed about it prior to concluding
the contract, then the termination fee is not unlawful. Early termination fee for fixed price fixed term
contracts must be justified by direct economic loss for the supplier, and some NRAs have received
complaints that this was not always the case.

c) Non-compliant contractual clauses that restrict termination rights of the customers or
limit supplier liability have been noted by some NRAs (Romania).

d) Supplier customer service failures reported by consumers comprise of slow or
inadequate responses to complaints or dissatisfaction with the actions (or inaction) of
responsible personnel of the supplier (Greece and Azerbaijan), absence of guidance on
debt resolution before disconnection (Greece) or unlawful disconnection of electricity
supply without prior notice (Azerbaijan).

e) Difficulties in completing switching procedure, delays or obstacles in supplier switching
have also been reported by consumers (Greece and Romania). A practice of “last call
option” of suppliers has been noted in Hungary. This practice means that a supply
contract obliges the consumer to disclose the offered price of another — the possible new
— supplier in case of a supplier switch, and the current supplier reserves the right to make
a counteroffer at the price offered by the new suppliers. This practice harms market
competition and results in decreasing competition and switching rates, therefore MEKH
continuously makes efforts to phase out the last call option from the commercial codes
of suppliers.

f)  Other problems not specifically related to the supply contracts, but related to electricity
supply relate to reported problems by consumers with the quality of electricity supply,
interruptions and voltage levels below the standards are also reported by consumers
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(Algeria, Azerbaijan, Bosnia and Herzegovina) delays in connections (Algeria,
Azerbaijan), energy fraud (Algeria).

4.2. INFRINGEMENT CASES FOR WHICH THE NRA ADOPTED A BINDING DECISION

In many jurisdictions NRAs have competence relating to consumer protection, more specifically to
electricity supply contracts, and have several mechanisms at their disposal to ensure compliance.
One of them is adoption of binding decisions when infringement related to electricity supply
contracts was established. This mechanism enables uniform application of legislation and
enhanced consumer protection. However, it is to be noted that even if NRAs have competence to
act, if the case refers to compensation for damages from an electricity supply contract, then the
courts are the only competent institutions to resolve the dispute.

In some jurisdictions the competence to adopt binding decisions in consumer protection cases
related to electricity supply contracts is exclusive competence of the courts. This is the case in BiH
(FERK) and Poland. In Brcko District of BiH consumers or suppliers do not raise issues to SERC
since it does not have jurisdiction over dispute resolution.

Several infringement cases related to supply contracts for which NRAs in several jurisdictions
adopted binding decisions are presented below.

NATIONAL CASES

ANRE Moldova ANRE acted in the situation of refusals of the universal service supplier to
conclude electricity supply contracts with new owners of residential
l*i properties where outstanding debts had been incurred by previous

owners. From the supplier's perspective, the new owner was required to
settle the outstanding debt in order to conclude a new contract, otherwise,
the property would remain disconnected from the electricity network until
the debt was paid. ANRE adopted decisions obliging the supplier to
conclude supply contracts with the new owners and imposed
contravention sanctions for non-compliance with the legal framework.
Following these decisions, the supplier aligned its practice with the law
and began concluding contracts irrespective of debts incurred by previous

owners.

ERC North In 2021 there were few cases when some suppliers started to unilaterally

Macedonia terminate fixed term contracts to their customers without following the
mandatory procedure i.e. without giving customers proper notice on what

% the customer failure was and without giving deadline of no less than 15

days for undertaking measures to save the contract from unilateral
termination. Instead, suppliers started to offer to their customers who
were late with payment of their bills, but also to their regular paying
customers, amended contract terms consisting of higher prices and very
short deadline for acceptance of the amended terms and conditions (in
some cases shorter than 21 days necessary for switching) and if this was
not accepted by the customers, then the contracts were unilaterally
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terminated and customers were switched to the supplier of last resort. In
these cases, ERC adopted binding decisions ordering suppliers to cease
such practice and report back to ERC regularly. The customers were
directed to the courts for compensations for damages, since ERC has no
competence regarding this issue.

ANRE Romania ANRE has adopted binding decisions and sanctioning measures in cases
where suppliers breached Energy and Natural Gas Law no. 123/2012 and
lj secondary legislation adopted by ANRE. Typical infringement cases

concerned the following issues:

=  Failure to include mandatory contractual elements,

= Unlawful unilateral changes to prices or contract conditions,

= Application of unjustified termination fees,

»  Failure to properly inform consumers of their statutory rights.
ANRE in these cases imposed administrative fines, ordered corrective

measures, and required suppliers to amend contractual practices. These
decisions are binding and subject to judicial review.

CONCLUSIONS

As we can seg, the legal landscape of the electricity supply contracts is quite diverse. The common
ground, that those contracts must be regulated for the sake of legal clarity and for the defence of
the weaker party — the consumer — is the same at every ERRA-member. But the way how to achieve
this is quite different: in some countries this is achieved by exhaustive legislation and the
enforcement of it belongs to the responsibility of the NRA, while in other countries the NRA has a
wider role as it is given the power to actively shape the rules of electricity supply contracts. Also, we
can observe that the typical problems can be quite diverse in different countries, which reflects the
differences among the legal systems and their approaches. As the harmonisation of legal systems
takes time and it is a broader topic than energy legislation, the first step to help consumers is
education, both educating consumers about their rights, obligations, and risks of electricity supply
contracts, and to educate NRAs by offering them an overview about the experiences, issues and
solutions used by their peer regulators. This report aims to do this.
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