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NEON is the European network of independent, not-for-profit consumer dispute-
resolution services and ombudsmen active in the energy sector. Our members have 
the public mandate to provide an easily-accessible and free-of-charge system to 
solve disputes between consumers and companies. 

We work to guarantee the rights of all consumers, including the most vulnerable 
ones, through the promotion of public-interest, independent complaint-resolution 
bodies. 
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I t is a great honour for me to open this annual report of our network. As you 

will see in the following pages, the year 2018 was a transformative year for 

NEON, with a change of Secretary General and myself joining the network to 

represent a new member state, Poland.  

With increasing competition in energy markets and more services offered to consumers, easy, independent 

and free of charge dispute-resolution procedures are more necessary than ever. This was recognised in the 

Clean Energy Package legislation adopted at the end of 2018, which, for the first time, mentions energy con-

sumers’ right to out-of-court dispute settlement and makes the participation of energy companies in the dis-

pute resolution process mandatory. In addition, the new legislation will give consumers and citizens new 

rights (including the right to produce and exchange their electricity) and enable a series of new services and 

contracts.  

The adoption of new EU legislation is however only a first step. Now it will need to be translated into national 

law. This will require open national debates on topics such as smart meters, aggregation, dynamic tariffs and 

the scope of the existing dispute-resolution bodies, as not all details were set in EU legislation. As independ-

Foreword by the President 
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ent and publicly-mandated dispute-resolution bodies, we will continue to closely monitor this process.  

With ongoing and fast changes in energy markets, it is more necessary than ever for dispute-resolution bod-

ies to cooperate. This is why I joined the network and decided to stand for President at the beginning of 

2019. I was thrilled to be elected and want to thank NEON members for their trust.  

It will be hard to succeed Lewis Shand Smith, who helped to create NEON and has done so much to drive this 

project forward. I am nevertheless optimistic as for the future of our network –it provides a unique space to 

exchange with peers and provides its members with inside-knowledge and contacts in Brussels and beyond. 

My goals for the term are to develop our network by increasing the number of full and associate members 

and observers; amplifying the cooperation between NEON, its members, consumer organisations and ADR 

bodies in other sectors, and start to look at ways of improving the sharing and comparability of data among 

NEON members, allowing us to identify possible Europe-wide tendencies in energy markets and complaints. 

I hope you enjoy this report and look forward to working with you! 

Janusz Gwiazdowski 

President of the National Energy Ombudsmen Network  

Coordinator for negotiations to the President of the Energy 

Regulatory Office (Poland) 
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The year 2018 marked new beginnings for NEON, 

with some changes that will influence our association 

in the years to come. In March, Annette Jantzen took 

over from Marine Cornelis as the Secretary General of 

NEON. In June, NEON members adopted a renewed 

strategy that redefined the associations’ mission and 

vision. This lead to the NEON articles of association 

being reviewed at the end of the year to clarify its 

membership structure.  

NEON got a new and important member: Poland 

joined NEON in September, and took over its presi-

dency in 2019 after NEON’s first and long-time presi-

dent, Mr Lewis Shand Smith, left Ombudsman Ser-

vices.  

NEON was born in 2015 out of the informal coopera-

tion of the Belgian, French, UK and Catalan energy 

ombuds and was registered as an association under 

Belgian law at the end of 2016. It is thus still a very 

young association, albeit with a strong potential for 

growth. The changes that were introduced in 2018 

consolidated the fast progress made in the last years 

and laid the foundations for our association to pursue 

its growth.   

The following pages aim at providing a succinct sum-

mary of the recent developments and activities of our 

network. It is also the first stand-alone annual report 

of NEON. Members’ complaints data –traditionally 

published together with the annual report– will be 

published (as previously) at the end of the year.  

Introduction 
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 The number of NEON members rose to nine, collectively serving over 220 million Europeans  

 The year 2018 saw the adoption of  the new directive on electricity markets that recognises 

the right to out-of-court dispute resolution by an “independent mechanism” such as an om-

buds or a national regulatory authority, reflecting NEON’s long-standing advocacy efforts 

 NEON members met four times in 2018 and two larger events were organised: a roundtable 

on the New Deal for Consumers and a workshop on smart-meter-related complaints 

 The voice of NEON was heard at three major EU events related to energy, consumer rights 

and dispute resolution  

Main Takeaways 
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Our Activities 

NEON is a member-led association. Our mission is to: 

 facilitate the exchange of information, experience and 
good practices among our members and support them in 
their efforts to continuously improve their service; 

 work to guarantee the rights of all consumers, including 
the most vulnerable ones, through the promotion of public
-interest, independent complaint-resolution bodies; 

 represent our members at European level and promote a 
specific model of Alternative Dispute Resolution (ADR), 
based on independent, national and regional ADR services 
that defend the general interest and the rights of all con-
sumers; 
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Our work is based on a bi-annual work pro-

gramme defined by our members.  

A new work programme for the years 2018-2019 

was adopted in June 2018. It singles out a series 

of areas of work of common interest and propos-

es a set of specific actions for each: smart meter-

related complaints, consumer dispute-resolution 

in the Clean Energy Package, implementation of 

the ADR Directive 2013/11/EU, collective self 

consumption and complaints of the future, etc. 

While some of the activities were completed in 

2018 and beginning of 2019,  others are still on-

going.  

In 2018 NEON also improved its communication 

channels by updating its website and by starting 

to edit a new external newsletter.  

Further details on your last years’ activities are 

presented in the following pages.  
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Meetings and Events  

NEON members met four times in 2018: in Paris on 

the 9th of January, on the 13th of June and the 27th of 

November in Brussels and on the 19th of September 

in Dublin. In addition, during last year, two events 

were organised by NEON: a roundtable on Ombuds-

men in the New Deal for Consumers that took place 

in February in Brussels and a workshop on smart-

meter-related complaints in Dublin in September.  

The January NEON meeting was preceded by an 

event organised by the French NEON member le Mé-

diateur National de l’Énergie. The morning discussion 

reviewed the two years of consumer mediation in 

France since the enforcement of the ADR Directive. 

The participation of NEON members and Secretary 

General brought a European perspective to the dis-

cussions.  

The February roundtable on the new deal for con-

sumers discussed the role of consumer ombudsmen 

in regulated sectors providing essential services for 

consumers, such as energy, water, telecom, banking, 

transport and postal services. While there were disa-

greements as to the meaning and use of the term 

“ombudsman”, participants agreed that a model 

based on publicly-mandated dispute-resolution bod-

ies such as ombuds or ADR services within a regula-

tor, is the best model in essential services sectors. It 

does not only guarantee an efficient way of solving 

disputes but also that consumer complaints are fed 

back to companies and policy makers to improve the 

market for the common good.  
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In September, NEON members met in Dublin to look 

at smart-meter-related complaints. The exchanges 

showed that while the type and number of com-

plaints do not essentially differ from analogue me-

ters, scepticism regarding smart meters is mostly 

driven by an expectation gap between the benefits 

that consumers are promised and those they actual-

ly see. The workshop concluded that, to be success-

ful, the roll-out of smart meters has to be accompa-

nied by clear, accurate and consistent information to 

counter false beliefs and avoid creating overly-high 

expectations. Publicly-mandated dispute resolution 

bodies can and will have a role in that. 
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Policy 

As a Brussels-based organisation, NEON represents 

its members in European fora and liaises with rele-

vant stakeholders in energy and consumer policy.  

The year 2018 marked a major achievement for NE-

ON in terms of policy activities and advocacy. In De-

cember, EU policy-makers adopted the new directive 

on electricity markets (“market design directive”, 

now Directive 2019/944). Its article 26 requires Mem-

ber States to put in place a specific model of out-of-

court dispute-resolution bodies, that is, 

“independent mechanisms” such as an energy om-

buds, a consumer body or a national regulatory au-

thority. The article thus maintains the wording al-

ready found in previous directives, which is necessary 

to safeguard the model implemented by many Mem-

ber States, that is, publicly-mandated national and 

regional dispute settlement bodies that report to 

public authorities and are accountable to the public 

and citizens at large.  

In addition, for the first time in EU law, the new Di-

rective requires that companies participate in the dis-

pute-resolution process. This is a welcome improve-
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ment, both for consumers, who will not be “left in the 

dark” whenever a company does not want to play be 

the rules, and for cooperating companies, who are 

not put in a competitive dis-advantage by companies 

that do not wish to engage in ADR. 

Another topic NEON worked on in 2018 included the 

“New Deal for Consumers” package presented in April 

and made up of two proposals: one on collective re-

dress (“European class actions”) and another one 

seeking to adapt general consumer law to digital 

change and other developments. NEON welcomed 

the proposal on collective redress and sent feedback 

to the European Commission on the proposal to re-

vise the consumer law directives. We especially 

sought to raise awareness on aggressive practices in 

doorstep selling, which are an increasing issue in en-

ergy markets.  

Looking forward to the future, NEON actively fol-

lowed Brussels debates linked to the new market for 

electricity that will develop with the implementation 

of the “Clean Energy Package”. Blockchain, artificial 

intelligence, platforms, peer-to-peer exchange and 

energy communities are and will continue to be in 

our association’s agenda in the years to come.  
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Stakeholder Relations and Outreach  

The NEON Secretariat and its members have estab-

lished a close cooperation with a large number of Eu-

ropean policy-makers, associations and NGOs and 

regularly participate in their meetings and events, in 

Brussels and beyond.  

In January, NEON was invited to the launch of the EU 

Energy Poverty Observatory. The Observatory aims 

to support informed decision making at local, region-

al and national level by providing a user-friendly and 

open-access resources that will promote public en-

gagement on the issue of energy poverty as well as 

serve to disseminate information and good practice 

among public and private stakeholders.  

In May, NEON attended two other gatherings focused 

on fighting energy poverty: a workshop of the EN-

GAGER COST project that looked at the issue from the 

broader angle of “energy justice” and the first 

meeting of the “Coalition of the Willing” on Energy 

Poverty set up by the Covenant of Mayors.  

In June, NEON members attended the first EU “ADR 

Assembly” in Brussels. The event brought together 

representatives of notified European ADR entities, 

ADR competent authorities, ODR contact points, Eu-

ropean Consumer Centres, consumer organisations, 

business associations and other stakeholders to ex-

change best practice, network and discuss questions 
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around the effective provision of alternative and 

online dispute resolution. 

 

In September, NEON was represented at the 10th EU 

Citizens’ Energy Forum that took place for the first 

time in Dublin. The 2018 Forum focused on the new 

possibilities opened by the “Clean Energy Package” 

and also discussed the “New Deal for Consumers” 

policy package.  

During the year, NEON had several meetings with Eu-

ropean Commission representatives from the Direc-

torates-General for Energy and for Justice to present 

ongoing activities and discuss policy issues and sup-

ported the Right2Energy coalition in its efforts to in-

scribe the right to energy in EU legislation. NEON also 

continued its close cooperation with BEUC, the Euro-

pean consumer association and CEER, the European 

association of energy regulators, two strong partners 

and allies of our network.  
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NEON aisbl is an association established under Bel-

gian law. Our members are consumer dispute reso-

lution services active in the energy sector independ-

ent of the industry and energy services. They have 

been put in place and received a mandate from na-

tional, regional or local authorities and function as 

autonomous and independent authorities or are part 

of such an authority.  

NEON membership is open to dispute resolution 

bodies established in an EU member state or a coun-

try that is part of the Energy Community. Since 

2018, dispute resolution bodies established in an EU 

member states join as « full » members and Energy 

Community countries as associated members. Other 

persons and entities that subscribe to NEON's goals 

and objectives, working to promote publicly-

mandated alternative dispute resolution entities in-

dependent from industry, business federations and 

business services linked to the energy industry, can 

join the network as an observer.  

In 2018, the number of NEON members rose to 9, of 

which 8 are established in an EU member state 

(Belgium, France, Ireland, Italy, Poland, Spain and the 

United Kingdom) and one in a country that is mem-

ber of the Energy Community (Georgia). Collectively, 

our members help over 220 million Europeans find a 

free, quick and easy solution to their unresolved is-

sues with their energy provider. 

 

Our Network 
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Our Members 
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Janusz Gwiazdowski 
Coordinator for negotia-
tions to the President of 
Energy Regulatory Office 

  
President 

Roberto Malaman  
Autorità di Regolazione 
per Energia Reti e Am-

biente - ARERA   
 

Vice-President 

Sabine Keirse  
Commission wallonne 

pour l'Energie  
 

Treasurer 

NEON is governed by its members, represented in the General Management Body (General Assembly), mee-

ting at least twice a year. Our daily activites are overseen and carried out by the Administrative Body com-

posed of a President, a Vice-president and a Treasurer and the permanent Secretariat, based in Brussels.  

Annette Jantzen 
 

Secretary General 

Governance 
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This report was drafted by the NEON Secretariat in September 

2019. Only the Secretariat is liable for its contents.  

Questions and comments can be sent to: 

neon@neon-ombudsman.org 


