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Who bills customer?

● Recent NordReg report and CEER Guidelines have 
recommended that combined billing by the supplier is the 
most suitable billing regime for a common market, and that a 
mandatory rather than voluntary approach is preferable

 Supplier provides customer with one bill, containing both 
supply and network charges

 Supplier is responsible for collecting for both components 

● Regulatory framework must provide clear provisions on how 
costs for DSO services billed by the supplier are dealt with.

● This is especially the case for the spread of financial risk 
between DSOs and suppliers when facing a non-paying 
customer.
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Supplier billing

● Supplier is the primary contact point for any inquiry relating 
to the content of the bill, including issues related to the 
DSO (i.e. network costs). 

 In such cases, the supplier could redirect the inquiry to the 
DSO or other relevant stakeholder

● DSO does not invoice the customers directly, but via the 
supplier

 DSO must provide supplier with relevant billing information 

 DSO must implement IT solutions that ensure relevant billing 
information provided to suppliers in non-discriminatory and 
efficient way

● DSO’s contact with the customer is limited to technical and 
network-related inquiries 3
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Payment methods
● The 3rd Package provides that customers should be 

offered a wide choice of payment non-discriminatory 
methods (i.e., electronic payment, direct debit, etc.)

● A wide choice of payment methods means a minimum 
of two.

● Highly automated payments such as direct debit or 
electronic bills have little or no cost.

● CEER therefore finds that at least one of the payment 
methods should be free of charge.

● Suppliers should provide flexibility in payment 
methods for vulnerable customers. 
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Supplier – DSO Communications

● An electronic data exchange system is the preferred vehicle 
to enable the efficient exchange of information between 
DSOs and suppliers and effectuate customer billing (and 
switching) in a timely manner  

● Features include: 

 A regulated framework for meter value management, a 
standardized electronic format between the DSO and 
suppliers, and timetables 

 Manual work during the data exchange between the DSO and 
suppliers should be minimized
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Supplier – DSO Communications

● Examples of data exchange requirements in other EU 
countries are:

 Austria – the communication between supplier and grid operator is 
based on a transfer register which is a standardized Excel file with a 
strictly defined format and cell content 

 France – the definition of standardized process of data exchange has 
been adopted by the majority of DSOs and involves a multi-channel 
communication system to suppliers: extranet portal, xml messages, 
FTP, e-mail, etc. Through its decisions and by monitoring the working 
groups, the French regulator ensures that suppliers have enough 
information to build their information system 

 Spain – The distributor is the main actor in the flow of information; it 
must have a database referring to all the supply points connected to 
their networks and to the transmission networks in their area 
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Supplier collection of payments

● Generally recommended that the supplier collects all 
payments from customers, including taxes and VAT 

● Billing between all stakeholders (including customers) is 
monthly; but for supplier liquidity, suppliers should be 
given extra days (e.g., month plus 15 days) of credit 
concerning payments to DSOs

● Creates financial risk for both parties, depending on the 
payment system  

 If payments from supplier to DSO are “pass-through,” the 
DSO’s revenue depends on the collections of the supplier

 If supplier owes DSO for services on behalf of customers who 
never pay, it essentially becomes the guarantor of payment to 

the DSO (including the DSO’s tax responsibility)
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Risk allocation options

● Monthly billing increases cash flow for both parties and 
reduces amount of outstanding credit

● Use of client accounts (“lockbox” approach) whereby 
payments are wired to an account set up by suppliers (but 
operated by third party) and divided between the supplier 
and DSO 

 Each bears risk of nonpayment and can pursue debt collection 
separately 

 This approach considered less customer-friendly
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Risk allocation options cont’d

● Nonperforming, non-creditworthy suppliers are barred from 
market 

● Redistribution of risk – the DSO/Supplier agreement could 
allocate risk of nonpayment between the parties, or make 
each party responsible for payment of own taxes
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Bill Contents

● ERGEG, CEER and Nordpool agree on the basic 
information that should be available to customers 
in their bills  

 Bills must be accurate, transparent, readable, and easily 
understandable

 Bills should contain sufficient information to enable 
customers to properly regulate consumption and
to compare market offers, which includes:

● actual electricity and gas consumption 

● energy price per kWh

● historical consumption (at least 12 months)
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Bill Contents

● The 3rd Liberalisation Package (Art. 3(9)) provides 
that electricity suppliers must specify in or with 
the bills in promotional materials available to end 
use customers:

 The contribution of each energy source to the overall 
fuel mix of the supplier over the preceding year in a 
comprehensible and comparable manner.

 Reference to existing reference sources, such as web 
pages, where information on the environmental impact 
of at least CO2 emissions resulting the fuel mix in the 
last year.

 Information on customer rights on dispute settlement.
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Billing Methods

● Bills should offer customers a choice in billing methods 
and payment service (frequency of billing, amount of detail, 
method of delivery) 

 E.g., in Italy, regulations require that bills contain a 
simplified section and a detailed section

 Balance between too much and too little information will 
depend on the types of customers or level of service; 
business and large customers may require more detail

 Bills should contain information about procedures to 
deal with payment difficulties

● The design and length of the bill are also important (use of 
color and boxes)
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Billing Frequency
● Customers should be billed regularly (e.g., 

monthly)

 3rd Liberalisation Package: customer should receive a 
final closure account no later than six weeks after a 
change of supplier has taken place.

● Some countries have minimum requirements for 
the number of bills sent annually

 A 2010 ERGEG survey of 25 countries concluded that 
“Although there are a significant number of countries 
where household customers receive monthly bills, the 
yearly bill is still the most common form of billing.”  

 However, in order to encourage greater participation in 
the markets, greater frequency is desirable 16
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Conclusions from CEER’s 1-24-12 Paper

● Mandatory combined billing provided by the 
supplier.

● Final bill should be received by the customer as 
soon as possible − as quickly as within two 
weeks and in any case within six weeks.

● Customer should be offered at least two different 
payment methods:

 Easily accessible

 At least one should be free of charge
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Conclusions Cont’d

● Customer should have a choice of a minimum set 
of different billing and payment frequencies, 
including monthly.
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Issue Document Articles/Item Responsible Party Note

Billing General Conditions 

of Supply

Art. 83-85 Supplier Gap: Provisions written for tariff customers 

supplied by the incumbent supplier.

RS Billing



20

Issue Document Articles/Item Responsible Party Note

Billing General Conditions 

of Supply

Art. 63-64 Supplier Gap: Provisions written for tariff customers 

supplied by the incumbent supplier.
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