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OVERVIEW

1.The National Energy Ombudsman in a nutshell

2. An overview of the French Energy markets

3. A sharp rise in the number of disputes

4. Making energy markets more efficient and fostering trust for 
consumers
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THE FRENCH ENERGY OMBUDSMAN

✓Created by the law regarding the energy sector dated December 2006

✓ A public institution, completely independent from the energy companies and from the energy regulator

• Financed through by the State budget (5,4 millions euros in 2021), 43 co-workers

• The Ombudsman is appointed by the government for 6 years. His mandate is irrevocable and renewable once

✓ 2 legal missions : 

• To recommend solutions to disputes between energy companies, and small/medium-sized companies or domestic 
consumers/prosumers

• Disputes are admissible 2 months after a written complaint 

• To provide information to the energy consumers about their rights

✓ ADR fully compliant with the ADR directive

• Notified by the French government to the European Commission in January 2016
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THE FRENCH ENERGY MARKETS : BACKGROUND

✓ The opening up of energy markets in France began 20 years ago : 

• Initially reserved for businesses, it was gradually extended to domestic consumers ;

• It allowed the "historical” electricity and gas suppliers (EDF and GDF, now ENGIE) to compete with 
other, so-called “alternative” suppliers. 

✓ Since July 1st 2007, by giving everyone the possibility to choose their gas and electricity 
supplier, the opening of the markets has created new opportunities for consumers. 

✓ Private consumers traditionally had a contract for the supply of gas or electricity at the 
regulated sales tariff, which was set by the Government.
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THE OPENING UP OF THE GAS MARKET

✓ The Council of State ruled on July 19th 2017 that the regulated gas tariffs were contrary to 
European Union law.

✓ As a result, the law of 8 November 2019, relating to energy and climate, put an end to 
regulated gas sales tariffs on December 1st 2020 for business customers and on July 1st 2023 
for private individuals. 

✓ Regulated gas sales tariffs have been phased out and are no longer marketed for new 
contracts : they are therefore no longer offered to consumers when they change supplier or 
move house. 

✓ According to the regulator (the Energy Regulatory Commission), 30% of gas contracts were 
still with regulated tariffs on December 31st 2020. 
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A SLOWER PROCESS FOR THE ELECTRICITY MARKET

✓ In its decision of May 18th 2018, the Council of State ruled that the regulation of electricity sales 
tariffs fulfilled an objective of general economic interest, which is not the case for gas.

✓ Regulated electricity sales tariffs have been abolished on December 31st 2020, but only for 
business consumers that employ 10 or more people and/or whose annual turnover, revenue or 
balance sheet total exceeds 2 million euros.

✓ According to the regulator (the Energy Regulatory Commission), over 70 % of electricity 
contracts were still with regulated tariffs on December 31st 2020. 
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COMPETITION IS INCREASING
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COMPETITION IS INCREASING

✓ A choice between a hundred electricity offers and about sixty natural gas supply offers 

✓ Energy suppliers become commercially more and more “aggressive” to gain market shares: door to 
door selling, phone selling and partnerships with price comparison tools

✓ Even if the supply of electricity and natural gas remains dominated by historical suppliers (EDF in 
electricity and Engie in gas), the trend is accelerated and this trend should continue with :

• The end of regulated gas tariffs

• The increase in energy prices

✓ It is currently possible to save up to 15% on the bills and to avoid increases with a fixed price contract 
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A STEADY RISE IN DISPUTES

✓ During 2020, the national energy ombudsman received 27,203 disputes, i.e., a 19% increase compared 
to the previous year, which had in turn seen the number of disputes grow by 35% : 

✓ Over the last 12 months, disputes exceeds 32 000 
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A LARGE NUMBER OF DISPUTES SHOULD BE AVOIDED

✓ 2020 saw 1,800 additional disputes filed because of billing compared to 2019 : most of these disputes 
should be solved by the companies themselves. 

✓ Some new suppliers lack rigor in business rules 

✓ Abusive commercial practices are on the rise (doorstep selling for instance), and will no doubt continue to 
do so, as regulated gas tariffs disappear. 

✓ The departments of the National Energy Ombudsman sometimes even witness practices that are 
genuinely fraudulent.
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THE CHALLENGES FACED BY THE ENERGY OMBUDSMAN

✓ In an open market, customer trust and satisfaction are key. 

✓ Energy companies should aim for the highest standards, and this involves treating disputes in 
a fast and efficient way.

✓ Today, the conditions for consumer trust in the energy markets are not fully in place : 

• billing problems, unanswered complaints and unfair commercial practices

✓ Our objectives : contribute to the proper functioning of energy markets by encouraging energy 
companies to improve their practices to better deal with complaints from their customers 
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THE METHODS USED BY THE ENERGY OMBUDSMAN

✓ The National Energy Ombudsman encourages energy companies to improve their practices with generic 
recommendations.

✓ If an energy company cannot be persuaded to change its ways, then the ombudsman uses name and 
shame in the media and on social networks.

✓ The ombudsman systematically reports regulatory breaches by suppliers to the competent authorities 

✓ The National Energy Ombudsman does not limit itself to handling individual disputes ; it has also been 
instrumental in changing legislation to enhance customer protection. Examples :

• Strictly supervise door to door selling for the supply of energy 

• Improve the quality, clarity and reliability of information given in connection with the subscription of 
an energy supply contract 

• Supervise the implementation of dynamic pricing offers to protect consumers 
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THANK YOU FOR YOUR ATTENTION

• 2020 annual report (english) on our website.

• Social networks : 

• Websites: energie-mediateur.fr / energie-info.fr

https://www.energie-mediateur.fr/publication/rapport-annuel-2020/
http://www.energie-mediateur.fr/
http://www.energie-info.fr/

