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Directive (EU) 2019/944 of the European Parliament and of the Council
of 5 June 2019 on common rules for the internal market for electricity

and amending Directive 2012/27/EU (recast) (Text with EEA relevance)

CHAPTER III

CONSUMER EMPOWERMENT AND PROTECTION

Article 28

Vulnerable customers

1 Member States shall take appropriate measures to protect customers and shall ensure,
in particular, that there are adequate safeguards to protect vulnerable customers. In this context,
each Member State shall define the concept of vulnerable customers which may refer to energy
poverty and, inter alia, to the prohibition of disconnection of electricity to such customers in
critical times. The concept of vulnerable customers may include income levels, the share of
energy expenditure of disposable income, the energy efficiency of homes, critical dependence
on electrical equipment for health reasons, age or other criteria. Member States shall ensure
that rights and obligations linked to vulnerable customers are applied. In particular, they shall
take measures to protect customers in remote areas. They shall ensure high levels of consumer
protection, particularly with respect to transparency regarding contractual terms and conditions,
general information and dispute settlement mechanisms.

2 Member States shall take appropriate measures, such as providing benefits by means
of their social security systems to ensure the necessary supply to vulnerable customers, or
providing for support for energy efficiency improvements, to address energy poverty where
identified pursuant to point (d) of Article 3(3) of Regulation (EU) 2018/1999, including in
the broader context of poverty. Such measures shall not impede the effective opening of the
market set out in Article 4 or market functioning and shall be notified to the Commission, where
relevant, in accordance with Article 9(4). Such notifications may also include measures taken
within the general social security system.


