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•	
  Market-­‐oriented	
  reform	
  of	
  public	
  services:	
  electricity,	
  
telecommunica8ons,	
  railways,	
  water,	
  financial	
  services,	
  
health,	
  etc.	
  

•	
  Aims:	
  

-  	
  Market	
  integra8on	
  and	
  compe88on:	
  lower	
  prices	
  and	
  
higher	
  choice	
  for	
  consumers.	
  

-  	
  Ci8zens,	
  as	
  homogeneous	
  ra8onal	
  consumers	
  (homo	
  
oeconomicus),	
  op8mal	
  decisions	
  in	
  the	
  markets.	
  

-  	
  Benefits	
  for	
  all	
  the	
  ci8zens	
  as	
  consumers	
  (welfare	
  and	
  
sa8sfac8on).	
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•	
  Importance	
  of	
  public	
  services:	
  

-  Beyond	
  its	
  delivery	
  to	
  an	
  individual	
  consumer:	
  effect	
  on	
  the	
  wider	
  society.	
  

•	
  In	
  Europe,	
  “Services	
  of	
  General	
  Interest”:	
  services	
  that	
  have	
  a	
  “general	
  
interest”	
  dimension:	
  

-  Including	
  public	
  infrastructure	
  services	
  (Services	
  of	
  General	
  Economic	
  
Interest):	
  electricity,	
  water,	
  telecommunica8ons,	
  transport,	
  etc.	
  

-  To	
  protect	
  certain	
  values	
  (i.e.:	
  universality,	
  equity,	
  etc.).	
  

-  “Essen4al”	
  service:	
  lack	
  of	
  it	
  for	
  an	
  individual	
  or	
  a	
  group	
  is	
  considered	
  a	
  
problem,	
  to	
  be	
  remedied	
  by	
  some	
  interven8on.	
  
·∙	
  Key	
  role	
  in	
  equity,	
  inclusiveness,	
  social	
  cohesion.	
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•	
  Discussions	
  and	
  policy	
  about	
  access	
  to	
  public	
  services:	
  

-  Geographical	
  dimension:	
  access	
  to	
  services	
  in	
  all	
  geographical	
  
areas	
  (i.e.:	
  remote	
  or	
  sparsely	
  populated	
  areas).	
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1.	
  The	
  territorial	
  role	
  of	
  public	
  services	
  

Source:	
  BBSR	
  (2013).	
  



• 	
  Discussions	
  and	
  policy	
  about	
  access	
  to	
  public	
  services:	
  

- Geographical	
  dimension:	
  access	
  to	
  services	
  in	
  all	
  geographical	
  
areas	
  (i.e.,	
  remote	
  or	
  sparsely	
  populated	
  areas).	
  

-  Social	
  dimension:	
  access	
  to	
  services	
  may	
  be	
  too	
  expensive	
  (or	
  
too	
  difficult)	
  for	
  some	
  ci8zens	
  (“vulnerable”).	
  
·∙	
  I.e.:	
  avoiding	
  cut	
  off	
  from	
  electricity	
  or	
  water,	
  promo8ng	
  internet	
  
access	
  to	
  job	
  seekers,	
  or	
  telephone	
  to	
  the	
  elderly.	
  

•	
  How	
  do	
  markets	
  really	
  func8on	
  for	
  ci8zens	
  as	
  consumers	
  aaer	
  
regulatory	
  reform?	
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•   Ci8zens	
  opinions	
  as	
  “consumer	
  sa8sfac8on”.	
  Increasing	
  acen8on	
  from	
  
governments,	
  regulators,	
  interna8onal	
  ins8tu8ons,	
  firms,	
  consumer	
  
associa8ons…	
  

•	
  Concerns	
  from	
  the	
  consumer	
  perspec8ve:	
  
-  	
  Affordability.	
  
-  	
  Universality.	
  
-  	
  Problems	
  to	
  switch	
  and	
  also	
  on	
  switching.	
  
-  	
  Complaining.	
  
	
   	
  …	
  

•   Specific	
  regulatory	
  policies	
  from	
  the	
  consumer	
  perspec8ve	
  (OECD,	
  US	
  
Government,	
  UK,	
  European	
  Commission,	
  etc.).	
  	
  

	
  Empowering	
  consumers:	
  more	
  ac8ve	
  and	
  confident	
  consumers	
  may	
  
facilitate	
  compe88ve	
  func8oning	
  of	
  the	
  markets.	
  

Regula4ng	
  public	
  services	
  from	
  
the	
  consumer	
  perspec4ve	
  



•	
  New	
  regulatory	
  approaches	
  from	
  the	
  consumer	
  perspec8ve.	
  

•   Behavioural	
  Economics:	
  psychological	
  biases	
  in	
  decision	
  making:	
  

-  Bounded	
  ra8onality	
  and	
  limited	
  selfishness.	
  

-  Use	
  of	
  heuris8cs	
  (mental	
  shortcuts).	
  E.g.:	
  reliance	
  on	
  an	
  “anchor”.	
  
Cri4cal	
  Thinking	
  -­‐	
  Cogni4ve	
  Biases:	
  Anchoring.	
  

•	
  Biases	
  in	
  decision-­‐making:	
  loss	
  aversion	
  and	
  impa8ence,	
  status	
  
quo	
  bias,	
  choice	
  overload…	
  	
  

•   	
  Iner8a,	
  risk	
  aversion…	
  Disempowered	
  consumers.	
  

Regula4ng	
  public	
  services	
  from	
  
the	
  consumer	
  perspec4ve	
  

https://www.youtube.com/watch?v=NFiDdbquWJY


•	
  Revealed	
  preferences:	
  

–	
  Observable	
  choices	
  of	
  individuals.	
  

–	
  Tradi8onally	
  used	
  in	
  economics:	
  
·∙	
  Advantages:	
  understood	
  to	
  represent	
  objec8ve	
  informa8on.	
  
·∙	
  Disadvantages:	
  
-­‐	
  Difficul8es	
  when	
  obtaining	
  informa8on.	
  
-­‐	
  Do	
  not	
  allow	
  the	
  analysis	
  of:	
  
•   Some	
  decisions.	
  (I.e.:	
  a	
  ci8zen	
  who	
  does	
  not	
  consume).	
  
•  Or	
  if	
  a	
  decision	
  leads	
  to	
  maximize	
  sa8sfac8on	
  (behavioural	
  economics:	
  
biases	
  in	
  decision	
  making).	
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How	
  can	
  we	
  measure	
  this?	
  

•	
  Stated	
  preferences:	
  

–	
  Individuals	
  opinions	
  about	
  their	
  perceived	
  sa8sfac8on.	
  

–	
  Advantages:	
  
·∙	
  Enable	
  the	
  analysis	
  of	
  other	
  aspects	
  beyond	
  decisions.	
  
·∙	
  Ci8zens	
  “voice”	
  should	
  be	
  taken	
  into	
  account	
  in	
  non-­‐compe88ve	
  
markets	
  (experience	
  goods).	
  

–	
  Disadvantages:	
  
·∙	
  Subjec8ve	
  informa8on	
  alone	
  may	
  not	
  be	
  enough.	
  
·∙	
  Survey	
  design	
  and	
  biases.	
  



•	
  Ci8zens’	
  social,	
  cultural	
  and	
  economic	
  environment	
  may	
  influence	
  
behaviour,	
  leading	
  to	
  heterogeneous	
  outcomes.	
  

•	
  Differences	
  between	
  socio-­‐economic	
  groups:	
  difficul8es	
  with	
  
understanding	
  tariffs	
  and	
  choices	
  available	
  and	
  behaviour	
  in	
  the	
  
markets.	
  

•	
  “Vulnerable	
  consumers”.	
  
But:	
  
–	
  To	
  clarify	
  the	
  concept	
  of	
  “vulnerable	
  consumer”.	
  
–	
  To	
  define	
  which	
  kind	
  of	
  regula8ons	
  could	
  be	
  jus8fied,	
  and	
  how	
  they	
  
should	
  be	
  designed.	
  

Public	
  services	
  and	
  ci4zens/consumers:	
  
the	
  social	
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•	
  “Vulnerable	
  consumers”:	
  those	
  at	
  a	
  disadvantage	
  due	
  to	
  characteris8cs	
  
not	
  controllable	
  by	
  them	
  (Andreasen	
  and	
  Manning,	
  1990).	
  

•	
  Ci4zens	
  poten4ally	
  vulnerable	
  as	
  consumers.	
  
Socio-­‐economic	
  characteris8cs	
  representa8ve	
  of	
  poten8al	
  vulnerability:	
  

-  Age	
  (elderly/very	
  young).	
  

-  Low	
  incomes.	
  

-  Not	
  working.	
  

-  Long-­‐term	
  disabled.	
  

-  Low	
  educa8onal	
  acainment.	
  

-  Rural	
  dwellers.	
  

-  Ethnic	
  minori8es.	
  

Public	
  services	
  and	
  ci4zens/consumers:	
  
the	
  social	
  dimension	
  



•	
  What	
  regula4on	
  is	
  jus4fied?:	
  

-  “Paternalism”	
  (Thaler	
  and	
  Sunstein,	
  2003):	
  policies	
  which,	
  preserving	
  
freedom	
  of	
  choice,	
  steer	
  the	
  choices	
  of	
  affected	
  par8es	
  to	
  make	
  them	
  
becer	
  off.	
  

-  “Asymmetric	
  paternalism”	
  (Camerer	
  et	
  al.,	
  2003):	
  regula8on	
  focused	
  
on	
  those	
  boundedly	
  ra8onal,	
  but	
  minimizing	
  their	
  effects	
  on	
  the	
  
others.	
  

-  UK,	
  EU:	
  considering	
  asymmetric	
  paternalis8c	
  regula8on	
  to	
  address	
  
vulnerability	
  issues	
  (OFGEM,	
  2012;	
  Stearn,	
  2012;	
  EP,	
  2012).	
  

•	
  But	
  further	
  empirical	
  evidence	
  is	
  required	
  on	
  the	
  rela8ons	
  between	
  
socio-­‐economic	
  characteris8cs,	
  behaviour	
  and	
  sa8sfac8on.	
  

Public	
  services	
  and	
  ci4zens/consumers:	
  
the	
  social	
  dimension	
  



•	
  Objec4ve:	
  to	
  analyze	
  differences	
  in	
  sa8sfac8on	
  and	
  behaviour	
  as	
  regards	
  
public	
  infrastructure	
  services	
  depending	
  on	
  socio-­‐economic	
  characteris8cs.	
  

•	
  Context:	
  European	
  Union.	
  12	
  EU	
  countries	
  where	
  comparable	
  informa8on	
  
exists.	
  

•	
  Services:	
  

-  Energy:	
  electricity	
  and	
  gas.	
  

-  Telecommunica8ons:	
  fixed	
  phone,	
  mobile	
  phone	
  and	
  Internet.	
  

•	
  Focusing	
  on	
  characteris4cs	
  representa4ve	
  of	
  vulnerability:	
  

-  Employment	
  (not	
  employed).	
  

-  Age	
  (over	
  64	
  and	
  over	
  74).	
  

-  Educa8on	
  (basic	
  educa8on).	
  

Case	
  study:	
  
energy	
  and	
  telecommunica4ons	
  in	
  the	
  EU	
  



• 	
  Combined	
  analysis	
  of	
  stated	
  preferences	
  and	
  revealed	
  preferences:	
  

-  Revealed	
  preferences,	
  actual	
  choices	
  in	
  the	
  market.	
  

-  Stated	
  preferences,	
  further	
  aspects	
  (i.e.:	
  results	
  of	
  decision	
  making).	
  

-  Complementary	
  analysis	
  of	
  both	
  sources:	
  to	
  maximize	
  their	
  strengths,	
  
to	
  minimize	
  their	
  limita8ons	
  and	
  to	
  enrich	
  data	
  interpreta8on.	
  

•	
  Hypotheses:	
  

-  H.1.	
  Socio-­‐economic	
  characteris8cs	
  condi8on	
  sa8sfac8on	
  with	
  the	
  
price	
  of	
  the	
  services.	
  

-  H.2.	
  Socio-­‐economic	
  characteris8cs	
  associated	
  with	
  lower	
  price	
  
sa8sfac8on	
  are	
  also	
  related	
  to	
  expenditure	
  on	
  services.	
  

Case	
  study:	
  
energy	
  and	
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  in	
  the	
  EU	
  



• 	
  Stated	
  preferences:	
  

-  Eurobarometer	
  65.3.	
  

-  Dependent	
  variable:	
  probability	
  of	
  sa8sfac8on	
  with	
  the	
  price	
  of	
  each	
  
service	
  (electricity,	
  gas,	
  fixed	
  telephone,	
  mobile	
  telephone,	
  Internet).	
  

-  Addi8onal	
  es8ma8ons	
  on:	
  probability	
  of	
  subscribing	
  and	
  probability	
  
of	
  sa8sfac8on	
  with	
  the	
  price	
  when	
  subscribing.	
  

• 	
  Revealed	
  preferences:	
  

-  EUROSTAT	
  HBS.	
  

-  Dependent	
  variable:	
  logarithm	
  of	
  households’	
  expenditure	
  on	
  a	
  cate-­‐
gory	
  of	
  services	
  (energy,	
  telecommunica8ons).	
  

Case	
  study:	
  
energy	
  and	
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  in	
  the	
  EU	
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Fuente:	
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  al.	
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• 	
  Heterogeneity	
  of	
  ci4zens	
  as	
  consumers.	
  Social	
  context	
  and	
  social	
  
environment:	
  

-  Less-­‐educated:	
  
·∙	
  Telecommunica8ons,	
  lower	
  sa8sfac8on	
  and	
  lower	
  expenditure:	
  reduced	
  
par8cipa8on.	
  
·∙	
  Energy,	
  lower	
  sa8sfac8on	
  and	
  higher	
  expenditure:	
  poorer	
  decision-­‐making.	
  

-  Not	
  employed:	
  
·∙	
  Newest	
  telecommunica8on	
  services	
  (mobile	
  ph.,	
  Internet):	
  lower	
  
sa8sfac8on	
  and	
  reduced	
  par8cipa8on.	
  

-  Elderly:	
  
·∙	
  Newest	
  telecommunica8ons	
  services:	
  lower	
  sa8sfac8on	
  and	
  reduced	
  
par8cipa8on.	
  

·∙	
  Iner8a	
  in	
  favour	
  of	
  using	
  fixed	
  phone.	
  Higher	
  expenditure:	
  poorer	
  decision-­‐
making.	
  

Conclusions	
  



•	
  Regulatory	
  policies,	
  to	
  take	
  into	
  account	
  the	
  specific	
  needs	
  of	
  
vulnerable	
  consumers	
  (ECCG,	
  2013).	
  

•	
  But	
  heterogeneity	
  may	
  require	
  variable	
  policies,	
  rather	
  than	
  
“one-­‐size-­‐fits-­‐all”	
  approaches:	
  default	
  op8ons	
  providing	
  easy	
  
and	
  comparable	
  informa8on,	
  personal	
  acen8on…	
  

•	
  Different	
  socio-­‐economic	
  contexts,	
  but	
  also	
  different	
  sectorial,	
  
na8onal	
  and	
  regional/territorial	
  contexts.	
  

•	
  Empirical	
  analysis	
  as	
  a	
  base	
  of	
  regulatory	
  policies.	
  

Conclusions	
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