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Presentation of the document  

The Covid-19 outbreak has gradually disrupted the rules of the everyday life 

for European countries: the effects of this emergency have also been 

paramount in the energy markets, particularly for the most vulnerable 

consumers. In fact, many households are forced to pay a very high price in 

socio-economic as well as health terms of the crisis. 

Following the emergence of risks to public and private safety connected with 

the spread of the COVID-19 virus, Governments and the Energy Regulators 

adopted measures of extraordinary and urgent nature to support energy 

consumers, in particular those more in need: consumers in energy poverty 

conditions. 

The objective of this document is to provide a clear framework of the existing 

measures - adopted across the different Member States - to support those 

consumers, at the time of writing. The Covid-19 crisis is already starting to bite 

hard for vulnerable consumers, thus creating space for an unwanted increase 

of the energy poors in the European Union. This document would like to assess 

what Member States are doing to prevent this to happen, during those difficult 

times. It is a document which reports the situation to date (end of April 2020) 

and as the situation is continuously changing the document may be updated. 

The document was prepared with inputs from partners of the ASSIST project 

in collaboration with the STEP-IN project and the network of consumer 

associations members of BEUC. 
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Austria 

Since the 26th of March, in Austria a voluntary agreement by the energy 

industry has been reached: households and small business will not be switched 

off of electricity or gas in the event of late payment due to the Covid-19 crisis. 

The regulation is currently valid until 1st May and it is aimed not only at private 

customers but also at one-man businesses and other small companies. 

Customers affected by payment difficulties should contact their energy provider 

and agree a payment deferral or instalment contract. 

 

Belgium 

In Belgium, energy regulations differs according to the region.  

 Wallonia: disconnection or installation of prepaid meters is not possible 

until the end of the emergency period. Other measures of support for 

consumers with prepaid meters are going to be applied, in order to avoid 

such consumers going out to recharge the meter.  

 Brussels: The regulator has proposed to extend the winter truce to 30 

April in order to avoid disconnection in vulnerable households temporarily 

supplied by the DSO.  

 Flanders: The Flemish government covers the water and energy bills of 

vulnerable consumers for a period of 1 month. The measure applies to 

households where at least one member is temporarily unemployed 

because of the COVID-19. Such consumers must submit a refund 

application electronically, which will be automatically and directly 

transferred to the consumer's account, based on an average water and 

energy bill of all households. The total bonus amounts to €202.68 and is 

composed as follows: for water €30.77, for heating €95.05 and for 

electricity €76.86. 

One of the suppliers (Lampiris) applies night tariff to their electricity customers 

during 1 month. This however corresponds to a reduction of only 3 euros on a 

yearly average bill of 900 euros.  

 



 
Cyprus 

The Cyprus’ Electricity Authority has adopted different measures in order to 

cope with the energy effects of the crisis. A 10% discount applies on energy 

bills for two months, to help households and businesses hit by COVID-19. This 

does not include VAT and special charges for renewable energy. The cut will 

apply for two months and the decision will be reassessed. 

For consumers who pay on a monthly basis, the discount applies on bills 

reflecting consumption at the end of March 2020. For those who pay every two 

months, the discount will be reflected for consumption accounts as of 1 April. 

With regard to disconnections, the Electricity Authority said its aim was to 

provide electricity to households and businesses without interruptions. 

However, EAC also argued that the authority cannot guarantee there will be no 

disconnections due to unsettled bills, as “the authority will have to continue its 

operations, which means that it will have to buy fuel to power its stations”. 

 

France 

During the winter period, from 1 November to 31 March, electricity suppliers in 

France cannot suspend electricity and gas supplies to households that have 

not paid their bills.  

The so-called winter truce allows families in difficulty to maintain minimum 

comfort at home. Following the declaration of a state of emergency, an 

extension of the winter truce for two months has been approved and will last 

until 31 May 2020.  

In addition, following a new decree, water, gas and electricity suppliers will be 

forced by law to suspend payments of bills from small businesses in economic 

troubles (less than ten employees) that will require it.  

Energy poor consumers in France receive a bonus called chèque énergie, sent 

by normal post (and then this benefit must be sent to the supplier). There are 

5.5 million consumers receiving this voucher, but only 800,000 of them has 

chosen to send it automatically to their supplier. This means for the vast 

majority of energy poor consumers delays, stress and potentially dangerous 

activities in order to send the voucher to their suppliers. This is a good reminder 



 
of the importance of adopting automatic bonus for vulnerable consumers, 

granting the discount automatically on the bills. 

 

Germany 

In Germany there are regulations for consumers in the energy and housing 

sector since the 1st of April, but they include only deferment of payments and 

disconnection. In particular, domestic consumers may defer payment of their 

electricity and gas bills until 30 June, if payment jeopardises a reasonable level 

of subsistence of the consumer or his family and if the supplier's business is 

not affected by non-payment. 

The same applies to micro-enterprises, which may defer their payments until 

30 June 2020 if the economic base of the enterprise is endangered and the 

supply contract is necessary for the continuity of the business; at the same time 

the activity of the other party should not be affected by non-payment. 

These two categories have the right to defer payments: this means that there 

is no added payment interest on arrears or legal fees for lawyers or debt 

collection for companies, for example. 

Those consumers who cannot pay electricity, gas, telecommunications and 

water bills due to the crisis should not be cut off. 

Moreover, with regards to the housing conditions – which is a driver of energy 

poverty - tenants may not be given an eviction notice in the next three months 

if they are unable to pay the rent because of the Covid-19 crisis. However, they 

must prove that their inability to pay the rent is actually due to the pandemic 

and the obligation to pay remains, but is simply suspended. 

 

Greece 

In Greece the public electricity enterprise (DEI) announced several measures 

in order to support consumers during Covid-19 crisis: 

 all customers are spared the fixed fees for electricity; 

 Vulnerable consumers are granted 8% discount; 

 8% discount is granted also for consumption over 2000 kw. 



 

 Digital bills are granted with 5 euros discount (it was 1 euro before 

coronavirus) 

A telephone line has been established operating 24 hours every day to help 

consumers pay their bills electronically (so that they avoid queues) and arrange 

partial payments of their bills.  

Other companies announced price reductions on the oil used for heating and 

fuels for cars. 

 

Ireland 

The regulator issued a moratorium on disconnections of consumers due to 

non-payment. No disconnection should happen until 16 June. 

For households with prepaid meters, there are two different scenarios: 

• For prepaid electricity meters, the usual procedure applies, so that 

households can activate an emergency credit of €10 to be taken from their next 

top-up.  

• For prepaid gas meters, the emergency credit has been extended from €10 

to €100. 

This is because prepaid gas meters can only be topped up by going to specific 

shops. Prepaid electricity meters can be recharged in several ways, e.g. online 

or by telephone or at the post office.  

 

Italy 

In Italy, one of the most affected countries in the EU, in order to counter the 

critical issues related to the COVID-19 epidemic, measures have been taken 

to help consumers both from the Government and the Energy Authority:  

1) suspension of water, electricity, gas and waste bills until April 30th valid only 

for users in the 11 municipalities of the former red zone of Lombardy and 

Veneto, following the Decree of February 28th; 

 2) From 10 March, throughout Italy, any procedures for the disconnection of 

electricity, gas and water supplies of households and small businesses have 



 
been postponed until 3 May 2020. The Energy Authority has also issued new 

instalment plan criteria. In the event of non-payment of bills during the 

lockdown period or for the related consumption, suppliers of the standard tariff 

services and Integrated Water Service contracts are required to include in the 

first reminder of default the offer to the consumers to be able to pay the related 

amounts in installments without payment of interest. 

3) Extension of the expiration date of the social bonuses by two months in the 

period 1 March - 30 April 2020, to help citizens who may have logistical 

difficulties in submitting their application for renewal. 

4) The Energy Authority has also provided for the establishment at the Cassa 

per i Servizi Energetici e Ambientali of a special fund for energy and 

environmental services, regarding extraordinary need for immediate availability 

of financial resources to ensure, in the emergency phase, the sustainability of 

interventions in favour of consumers in the electricity, gas and water sectors. 

The maximum availability of the specific account already set up at the COVID-

19 emergency is increased to 1.5 billion euros. 

Moreover, the Energy Authority has adopted a review of the standard tariff, with 

a reduction of -18.3% for electricity and -13.5% for gas for a standard 

household consumer – with total savings of roughly 184 euro/year. 

 

Lithuania 

Lithuanian Association of Heat Producers published list of criteria upon which 

consumers can apply for payment postponement and payment by smaller 

installments. 

Electricity and gas provider "Ignitis" announced that private households can 

temporarily suspend 1 month worth of payments (hassle-free) and even apply 

for the second month, if needed due to personal circumstances (loss income 

etc.). No extra fees or fines apply for such a late payment. A one-year 

repayment option in installments is also provided (to be negotiated after the 

quarantine ends). 

 



 
Poland 

Utilities are being encouraged to declare a moratorium on energy bill 

payments. 

 

Portugal 

The Energy Regulator has adopted measures similar to those of other 

countries. In particular, energy disconnections require an additional 30 days 

timeline besides the already 20 existing days, after the bill payment expires.  

Companies cannot charge interests in case of a 30 day delay on the payment. 

Moreover, suppliers need to facilitate instalments payments.  

Furthermore, the Regulator issued an extraordinary review of the regulated 

tariff, since the electricity wholesale price is much lower then predicted. It is 

expected that other suppliers will follow with an update to their tariffs in the 

"free market".  

 

Slovakia 

The National Energy Regulator asked suppliers to adopt flexible and 

accommodating solutions to the problems which can arise from this crisis. The 

Authority asks them to sensitively consider the suspension of any sanctions, 

including disconnecting of energies. The Authority recommends consumers to 

communicate with the supplier and inform him in good time of any problems. 

The Slovak ministry of economy promised to adopt an official moratorium for 

any energy disconnections during pandemia and there will be no sanctions for 

late payments for energy bills (60 days maximum).  

Electricity and gas supplier (ELGAS) officially announced to all his consumers 

that there will be no disconnections of gas or electricity from 1st of April till 30th 

of June due to non-payment of bills – without any interest of delay payments. 

 

Slovenia 

Based on a government decree, households and small business customers will 

not pay a contribution to support the productions of electricity from renewable 



 
energy sources (RES) and high-efficiency cogenerations (CHP) between 

March 1 and May 31. 

Moreover, the Energy Agency enforced a change in tariff items for charging the 

transmission network charge - between March 1 and May 31 household and 

small business customers will not be charged with rated power which depends 

on the power of the built-in fuses (the price for this item will be € 0.00 per 

kilowatt). 

In addition, it reduced the price for the network charge (transmission network 

charge and distribution network charge) - for the average household and small 

business customers, the network charge will be reduced by 33 % between 

March 1 and May 31. 

The government estimates that these measures will reduce the electricity bill 

for the average household by about 20 %. 

Some electricity providers reduced the price of electricity for their customers 

from 5 to 15 %. Several natural gas providers have decided to lower their prices 

for households and small business customers - from 10 to 30 %." 

 

Spain 

The Spanish Government has adopted several measures in order to help 

consumers more in need. 

At the end of March a Government Decree has deliberated that natural gas, 

electricity, water and LPG users (all of them, not only vulnerable ones) cannot 

be disconnected during the emergency. 

Moreover, the validity of the social bonus for electricity (which in Spain has to 

be renewed every two years) is extended for current beneficiaries who have to 

renew their application during this period: they will be able to complete the 

procedure until 15 September.  

At the end of March, a new government decree extended the group of potential 

beneficiaries of the social bonus for electricity, which represents a discount on 

bills of between 25% and 50%. According to the new decree, self-employed 

workers who have ceased their professional activity or who have seen their 

income reduced on average by 75% compared to the previous six months, will 



 
be able to benefit from the electric social bonus (25%), exceptionally and 

temporarily and only in their usual residence.  

Furthermore, regulated prices for LPG and natural gas can only be reduced or 

kept the same in the next 6 months 

 

UK 

On 19th March 2020, the UK government Department for Business, Energy 

and Industrial Strategy reached an agreement with energy supply companies, 

setting out principles to support energy customers impacted by COVID-19. 

Consumers with prepaid meters who cannot add credit can talk to their provider 

about options to keep them supplied. This will support more than 4 million 

customers, thus avoiding any disconnection of their supplies. 

In this case, one option could be to appoint a third party for credit recharges, 

adding a discretionary fund to their credit, or sending a preloaded rechargeable 

card so that their supply is not interrupted. 

Moreover, not only vulnerable consumers are supported: any energy customer 

who is experiencing financial difficulties will also have the support of their 

supplier, which may include debt repayment and bill payment that will be 

revalued, reduced or suspended if necessary. Furthermore, disconnection of 

credit meters will be completely suspended. 

Although the agreement was a welcome step in the right direction, the reality 

is that many vulnerable consumers will still not be aware that support is 

available, and what that support includes. There also seems to be a lack of 

consistency from the energy companies in terms of the support they are 

providing.  

At the time of writing we are not aware of any resources being made available 

in different languages or in sign language / Braille / audio format that relate 

specifically to the support available during the COVID-19 pandemic. 

The majority of the many regional or local energy advice agencies in the UK 

are continuing to offer support to vulnerable consumers over the phone, but 

are obviously no longer able to make visits to consumers’ homes at this time. 

This makes it difficult to help consumers in their interactions with the energy 

companies and to work as advocates on their behalf, as the consumers 



 
themselves have to make the phone-call to access the support from the energy 

company. 

Energy advice agencies are also looking for new ways to reach consumers, 

including working with other third sector partners, and distributing practical 

energy advice leaflets together with food parcels etc. Many are proactively 

contacting vulnerable consumers from their databases to help signpost and 

direct people to the support available.  

Given that COVID-19 affects the respiratory system, and living in cold and 

damp homes also increases the risk of respiratory diseases, it is essential that 

additional support, or grants are made available to vulnerable consumers so 

that people can stay warm and safe at home. 

In their guidance on the impacts of COVID-19 on vulnerable consumers, the 

national charity National Energy Action (NEA) suggests that “there is also a 

need to consider new mechanisms to ensure that the most vulnerable 

customers can afford to live in a warm, safe home during the outbreak. NEA 

would support a universal ‘levelling up’ of friendly credit limits for PPM 

customers, the Government reintroducing support such as the General 

Electricity Rebate (GER) or similar energy rebates to those which are used via 

Warm Home Discount or payments to those eligible for Cold Weather 

Payments. There are also increasing calls for the Government to take fiscal 

measures such as temporarily freezing VAT on fuels (not just electricity and 

gas but other heating fuels) to reflect the essential nature of this service”. 


