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A digital, decentralised, decarbonised

and integrated energy system
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Multiple actors, technologies and value chains. Decarbonisation Digitalisation Decentralisation Integration
One interconnected system. Clean energy, Data, smart solutions, Distributed resources, Across energy carriers,
lower emissions new services local value sectors and markets
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EU retail market structure

WFER IX

Electricity §7 - ,ﬁ\ Wholesale electricity market g

Transmission network %
1 A
e -
Retail electricity market
(\- - (< 'm KX \

‘Sopol
@:% ‘@ . :@,% o Retail prices (€) /, ——
z=| Direct interventions: . . . g p R : /‘{ ;}
*  Universal service o =) NV ) ~ (=), AV ' &
* Consumer protection %@_ %@. %@. Electricity g : ﬁ ﬁ
2 b ¥ & N '
S 2 :

\\‘*‘{%//

i '

'

'

Tariffs (€) InfustmﬂweQ H ﬁ “ : \Pm—to—pe« tndlng)

o m————— :

“oso 0O DO DSO :

P o ;
'

é E g a ; emm\ < EMM’\/ — ; Ew”m) § Ka‘dﬂ “\

E C«wu.?l;n'(g-- % iB % % %-" = =] Citizens energy

SELGTIT S ﬁﬁﬁ Communities
e B

\Distﬁbutlon network / \Distribuﬂon network j

i

\o;susbuuoo network / \oisustmson network /



https://wires.onlinelibrary.wiley.com/doi/abs/10.1002/wene.359

Living in a complicated, digital, world

). Diario de un Sanitario
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Una sociedad que obliga a un
anciano a usar un smartphone
para acceder a sus derechos, no es
moderna, es excluyente: ha decidido
liberarse de sus padres.

En el 2026 todo ha llegado a ser
una App, un cadigo, un portal. Pero
quien construyo el pais con sus
manos, hoy es un analfabeto en su
propia casa. Si para pactar un turno
0 pagar una tasa necesita que
lo ayude un hijo o un sobrino -si lo
tiene- el sistema ha fracasado. No es
innovacion; es exclusion.

La tecnologia tiene que ayudar a - .
todos, no seleccionar quién tueneL\' )
derecho a la dignidad. U
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A society which obliges an elderly person to
use a smart phone to access their rights, is
not modern, it’s exclusionary: it has decided
to free itself of its parents.

In 2026, everything has become an app, a
QR code, a portal. But those who built the
country with their hands, are now illiterate
in their own home. If to make an
appointment or pay a tax you need to ask
your son or nephew for help — if you’ve got
one — the system has failed. That is not
innovation; it’s exclusion.

Technology should help everyone, not
choose who has a right to dignity.
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Consumer protection principles

Universal / public service

Basic contractual rights

Vulnerability and energy poverty

Information

Empowerment
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Fundamental safeguards

Core consumer rights . .
& Access to information

framework

e Basic consumer rights
and transparent tariffs

e Minimum standards for

e Transparency
requirements — clarity,
accuracy, simplicity

metering and billing e Ensure non-digital

e Vulnerable consumer options are available
protection e Require clear, concise

e Simple complaint and and comparable bills
redress mechanisms e Establish single points

e Consumer access to of contact for consumer
consumption data support

e Cybersecurity and data * Harmonise the language
protection requirements e Ensure consumer access

to and control of their
consumption data

e Tech neutrality of
consumer rights

Targeted protection for
vulnerable and energy-
poor

e Leverage “digitalisation”
to work for
inclusiveness

e Cooperate with social
welfare systems

e Embed policies against
digital vulnerability in
energy sector

e Multiplier solutions —
e.g. energy sharing with
social housing

e Energy justice policies —
to support vulnerable,
e.g. disconnection
protection, targeted
advice

Consumer education and
outreach

e Help consumers
understand the market

e Energy literacy
campaigns for different
consumer groups and in
a variety of formats

e Multiple
communication and
advice channels — local
govts, social and welfare
institutions, consumer
protection authorities,
regulators, suppliers,
etc.

e Comparison tools



Key takeaways © %

WFER IX

* Digitalisation must reduce information asymmetry, not reproduce it in digital
form

* Regulators should guarantee a minimum level of information, transparency,
data protection, accessibility and redress for every consumer, irrespective of
their digital skills or access to technology

* Digitalisation should become a means of empowerment rather than a new
barrier to access.....

Technology should help everyone, not choose who has a right to dignity.
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