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Companies were telling us that they have always 
been offering bill deferrals, payment plans and 
advice. But do consumers know?
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…AND FACING UNRESPONSIVE CUSTOMER 
SERVICE...

„Die Verbraucherin versucht 
seit Tagen den Anbieter 

telefonisch zu erreichen. Auch 
nach einer Stunde 

Warteschleife bekommt sie 
keinen Mitarbeiter ans 

Telefon.“

„Guten Tag, Ich renne seit der Rechnung 
für Strom vom 18.06.2021 einem 

Guthaben von ca. 300 € hinterher. Die 
Hotline ist selbst nach Stunden in der 
Warteschlange nicht zu erreichen und 
auch auf E-Mails wird nicht reagiert. 

Laut Trustpilot bin ich nicht der Einzige, 
der dieses Problem mit dieser Firma 

hat.“



…AND MANY WENT TO AN OMBUDSMAN / TO 
COURT



CONSUMERS WERE SEEKING FIXED PRICE 
CONTRACTS…

1. Demand for fixed-price contracts increased: 
consumers were seeking price stability

2. OCU (ES) ran a collective switching campaign: 
record of subscribers

3. Test-Achats (AT) ran an advocacy campaign to 
re-establish fixed-price tariffs

4. Estonia: fixed tariff were introduced – soon 
after the introduction the most expensive on 
the market



…BUT HAVE THEY BEEN WELL ADVISED?
Retail electricity prices (in c/kWh) in H2 2022 in Flanders with a selection of offers
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SOME LESSONS LEARNT

1. Consumers are not all the same – the ‘average 
consumer’ does not exist

2. Digital tools can help some consumers to 
engage – but digitally illiterate will struggle

3. Easily implementable actions via SMS (e.g. 
California) can help – but there may be a sense 
of fatigue

4. Tips on newspapers, TV, social media help – but 
different consumers use different channels
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