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About ACM

The Netherlands Authority for Consumers and Markets (ACM) is an 

independent regulator that wishes to ensure that markets function well for 

people and businesses, now and in the future. When markets function well, 

businesses compete fairly with one another, and people and businesses 

are not harmed by unfair practices. People and businesses know what 

rules apply, and how they are able to exercise their rights. 

We ensure that markets work well by: 

• Conducting investigations into markets and into possible problems 

that occur there; 

• Enforcing the rules for free and regulated markets, and by 

promoting compliance with those rules; 

• Providing information and guidance so that everyone knows the 

rules, and is able to exercise their rights; 

• Regulating the energy, telecommunications, transport, and postal 

markets in order to safeguard affordability, quality, continuity, and 

accessibility in these markets. 

In addition, we give advice to the Dutch legislature to improve rules and 

regulations if markets will work better as a result. In 2020, the digital 

economy and the energy transition were two of the focus areas in our 

oversight. In addition, we gave priority to ensuring that markets work as 

well as possible during the coronavirus (COVID-19) pandemic.  
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Foreword from the Board
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Dear reader,

Making sure that markets work well for people and businesses, now and in 

the future. That is the mission of the Netherlands Authority for Consumers 

and Markets (ACM). Protecting people and businesses against misleading 

practices and unfair competition. Those were the objectives we had in mind 

in 2020. Our focus was particularly on the digital economy and the energy 

transition. With regard to both topics, we have made significant steps, 

about which you can read more in this annual report. However, the 

coronavirus (COVID-19) pandemic has obviously also had an impact on 

our day-to-day work, and will continue to do so in 2021. 

Our mission is of particular importance in the digital economy where, on the 

one hand, we see markets evolve as a result of innovation, but where, on 

the other hand, we are concerned that large technology companies are 

increasingly leaving a mark on those markets. That growing dependence 

on large technology companies has consequences for further innovation  

as well as for the distribution of welfare between larger and smaller 

companies, and between businesses and consumers. And that 

dependence also has an effect on the relationship between large 

technology companies and the government. Moreover, new digital 

techniques such as the use of sophisticated algorithms may result in 

people and businesses losing control over their own choices, thereby 

curtailing their freedoms. Furthermore, those new techniques give way to 

new methods for distorting competition that may not be easily visible to the 

outside world. All of these developments erode the confidence that people 

and businesses place in the digital economy, and also puts the social 

contract that holds society together under pressure. Only if there is enough 

confidence, will there be room for further innovation and development, and 

are all people and businesses able to reap the benefits. That is why, in 

2021 too, ACM will continue to devote much attention to the digital 

economy. 

Confidence of people and businesses is also crucial in the energy 

transition. Switching from fossil fuels to renewable energy sources is 

necessary for a sustainable future. This energy transition must take place 

while also keeping in mind the importance of affordability and security of 

supply. Society is facing an enormous task in terms of necessary 

investments. In that context, it is critical to have transparency regarding 
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who bears what costs and for what. In addition, people and businesses 

must be able to have confidence that possible higher costs will be actually 

used for the energy transition, and that products and services promoted as 

carbon-neutral by companies are truly carbon-neutral. If confidence about 

these points is lacking, it will become an obstacle to the energy transition. 

That is why, in 2021 too, the energy transition is at the top of our agenda.  

Last year, the Ministry of Economic Affairs and Climate Policy (EZK) 

evaluated ACM’s performance over the past five years. The evaluation 

revealed that, through its oversight efforts, ACM makes a significant 

contribution to a healthy and fair economy. Examples thereof include 

consumer protection and consumer education, our role in the health care 

market, the guidelines on sustainability agreements, and our role vis-à-vis 

digital platforms. ACM takes the evaluation’s recommendations for further 

improvement to heart. In the next few years, ACM will continue to take into 

account different social trends and public interests in its oversight efforts. In 

that context, ACM will pay extra attention to explaining and answering for 

the choices it makes. 

We will do all of this with our eyes on the future. We strive to be a regulator 

that ensures that markets work well, not just for today, but also for 

tomorrow. In that ambition, we work closely together with other regulators, 

at the national, European, and global levels. We share as much of our 

knowledge as possible, and engage in a dialog with people and 

businesses. For only through cooperation and staying in touch with the 

outside world will we continue to be able to tackle today’s major social 

issues such as the energy transition, the digital economy, and the effects of 

the coronavirus pandemic.  

Martijn Snoep, Manon Leijten, Cateautje Hijmans van den Bergh 
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Summary of ACM’s activities in 2020
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In 2020, ACM achieved the following

 

We raised consumer confidence in the digital world 

We worked on oversight of algorithms 

We tackled the trade in fake reviews and fake likes 

We contributed to and promoted the energy transition 

We saved Dutch consumers 510 million euros with our 

actions 

We fined four cigarette manufacturers 82 million euros 

We set minimum conditions to COVID-19 travel 

vouchers, and, because of the pandemic, we gave extra 

room to collaborations in health care 

 

 

 

 

 

 

We ordered Apple and Google to be clear about the data 

use of apps 

We gave businesses room for collaborations with 

sustainability objectives 

We published the first Agro-Nutri monitor 

Over 4.1 million visitors to our websites 

Over 76,000 reports from consumers and businesses 

152 completed investigations 

And 590 dedicated and professional employees 
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Our oversight efforts in 2020
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The Digital Economy

The digital economy was one of the focus areas on ACM’s Agenda in 2020. algorithms to nudge online consumers in their choices and purchases, 

That means that ACM devoted extra attention to important topics in these which are not always in the consumers’ best interests. In addition, with 

focus areas, such as online misleading practices, and access to platforms.  personalized offers, businesses are able to raise their prices for certain 

groups of consumers. Finally, there is a risk that, as a result of algorithms, 

ACM protects online consumers businesses are able to coordinate sooner and more behind the scenes.  

In 2020, we made the protection of online consumers a key priority. 

Taking action against the trade in fake reviews, fake followers, and Businesses have become better and better at nudging consumers online in 

fake likes their decision-making processes and purchasing behavior. That can be 

beneficial to consumers, but that is not always the case. We published ACM investigated businesses that trade in fake reviews, fake followers, 

guidelines in which we explain how people and businesses must be and fake likes. We ordered them to stop those practices. We also took 

protected against unfair persuasion techniques, for example when dealing action against businesses that buy and use such fake reviews. On the 

with personalized offers or the ranking of search results. Since platform website of ACM’s consumer information portal ACM ConsuWijzer, we 

providers play an important role in the protection of consumers against explain to consumers how they are able to distinguish real information from 

unfair persuasion, we also provided clarity about the responsibilities of fake information 

platforms. We believe this is important because consumers must be able to 

choose and make online purchases with confidence. ACM took enforcement action against online stores regarding online 

information  

ACM works on oversight of algorithms We took enforcement action against various, large online retailers so that 

Last year, we launched a trial in which we seek to find out how we can they present information on their websites more clearly. For example, 

monitor the functioning of algorithms that businesses use. ACM conducts online retailer Bol.com now clearly indicates on its website who the seller of 

this trial in collaboration with Muziekweb, the music library of the a product is, if Bol.com is not the seller. And retail chains Coolblue, 

Netherlands. Algorithms play an increasingly larger role in commercial Mediamarkt and Bol.com adjusted their information on their websites 

practices of businesses. In order to ensure digital markets work well, it is regarding ‘smart’ devices. They had to inform consumers better about 

important that we are able to determine how algorithms function in practice, software updates. This is important, because smart devices without 

and what consequences they have. The use of algorithms can offer updates become unsafe, and may even become unusable. 

businesses many benefits, such as matching supply and demand better. 

However, there are also concerns, because, for example, businesses use 
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ACM urged Apple and Google to offer more insight into the data use other than those of their manufacturers access to the NFC chip. ACM 

of apps wishes to find out whether this is allowed under the Interchange Fee 

Regulation, because it harms competition as well as the freedom of choice We have achieved great results at an international level too. On behalf of 

of consumers. 27 other consumer authorities, we called on Apple and Google to comply 

with the rules regarding the offering of apps. App providers are required to 

indicate what personal information an app uses. Consumers must have this Booking.com and Expedia now inform consumers more clearly 

information prior to using the app in question, so that they stay in control of Together with other European regulators, ACM has ensured that the 

their privacy. In 2020, Apple answered this call, and now presents this Expedia group and Booking.com now inform consumers more clearly on 

information in its app store. We expect Google to do the same in 2021.  their websites, for example, about how search results are created, and 

what the total price of accommodations is, including unavoidable costs. 

Market study into the payment system Over the next few months, other platforms that offer tour packages, flights, 

and accommodations will also be reminded of their responsibility to comply In late-2020, we published a market study into major tech firms on the 

with the rules.Dutch payment market. This study was carried out by ACM at the request 

of the Dutch Ministry of Finance. The market study gives an overview of the 

current and the expected trends and developments regarding Big Tech 

companies on the Dutch payment market, both online and offline. Big Tech 

companies such as Apple, Facebook and Amazon increasingly offer their 

own methods of payment. This can act as a driving force behind 

competition and, by extension, behind innovation on the Dutch payment 

market. The market study shows that there is risk that these companies 

make it impossible for competitors on the payment market to perform well 

on the online platform or on their own devices. 

Study into contactless payments 

Following the market study into the payments market, ACM launched an 

investigation into the access of payment apps to the so-called near field 

communication (NFC) chips found in mobile phones. NFC technology 

offers the ability to make contactless payments in brick-and-mortar stores 

using your smartphone. Some smartphones seem to deny payment apps 
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The Energy Transition

The digital economy was one of the focus areas on ACM’s Agenda in 2020. we check whether providers of charging stations and charging cards 

ACM devoted extra attention to this daunting task that society faces, comply with the rules. If they do not, ACM can take enforcement action.   

particularly to consumer problems in the energy transition, and the role of 

system operators. Certainty about supply of heat and about invoices 

Heat will play an increasingly larger role as the share of consumers and 

ACM pays closer attention to sustainability claims businesses that consume heat is growing. In 2020, ACM released 

Last year, we published a draft version of our guidelines regarding guidelines for heat suppliers in which we explain the rules about the supply 

sustainability claims. With these guidelines, businesses are able to give of heat. For example, they explain that suppliers must be clear about the 

consumers correct and complete information regarding the sustainability length of the contract, what rate their customers must pay, and where 

aspects of their products or services. As consumers more and more often users can go to if they have complaints. In addition, we urged heat 

take into account sustainability in their purchasing decisions, it becomes suppliers to get their disruption registration systems in order, and to publish 

more appealing for businesses to promote their products and services as those overviews. 

sustainable. And in that dynamic, it becomes easy to mislead consumers. 
We also believe that heat suppliers must send their users invoices that are Businesses must be honest and concrete about their sustainability efforts. 
more transparent. Consumer reports suggest that heat invoices are not And they must substantiate sustainability claims, and keep them up-to-
always easy-to-understand. At a sector meeting in December 2020, we date. Last year, insulation company Isoprofs adjusted incorrect claims 
explained what we expect from suppliers, and we set a deadline. Suppliers about the potential energy saving with their products. And various energy 
must get their invoices in order before 12 March 2021. After that date, we suppliers adjusted incorrect claims about the origins of the green power 
will start checking those invoices, and, if necessary, take enforcement that they supplied. 
actions.  

Transparent rates of EV charging stations 
ACM issued recommendations about the upcoming new Heat Act 

ACM urged providers of EV charging stations and charging cards to be 
At the request of the Dutch Ministry of Economic Affairs and Climate Policy transparent about the costs for charging electric vehicles. Providers are not 
(EZK), ACM in 2020 issued several recommendations about the new Heat always clear about the rates, even though they are statutorily required to 
Act. Most of the questions primarily concern a possible role of network do so. Consumers must be able to have confidence that such providers 
companies in the heat market. We pointed out, among other aspects, the give easy-to-understand and correct information. Since 1 December 2020, 
independent position of the system operator within the network company, 
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as well as the importance of a level playing field between private and public More opportunities for collaborations between competitors to achieve 

market participants in the heat market in order to promote the development climate goals 

of the heat market as much as possible. ACM often hears that competition rules stand in the way of collaborations 

that seek to create a more sustainable economy. That is not always the 

ACM helps solve congestion on the electricity grids case. In order to provide clarity about what is and what is not allowed, we 

In multiple locations in the Netherlands, demand for transport capacity drew up in 2020 the draft guidelines Sustainability Agreements. In these 

exceeds supply. This is called congestion. In order to ensure that the guidelines, we explained that the competition rules do offer a lot of room for 

energy transition encounters as few obstacles as possible, and also to sustainability agreements if these help towards a sustainable economy and 

reduce congestion on the electricity grids in the longer term, various market society. In many cases, such collaborations do not fall under the cartel 

participants need to put in more effort. ACM contributes to these efforts, prohibition. If they do, we will still allow such collaborations if the benefits of 

too. Last year, we assessed the investment plans of all system operators a sustainable agreement for society as a whole or for users on the relevant 

for the first time ever. In these plans, system operators are required to market exceed the costs resulting from the distortion of competition. 

include their planned investments that are necessary for the execution of Furthermore, the agreement must be necessary for realizing the benefits, 

their statutory duties. We established that no investments are planned that and sufficient competition must remain on the market. 

are not necessary, but we also established that the capacity shortage in 
One of the objectives of publishing the draft guidelines was to trigger a 

multiple locations will continue to exist for the next five to ten years.  
debate among competition authorities. That objective has been achieved: 

The effects of this congestion on people and businesses can be reduced following the guidelines’ publication, we spoke several times at 

by utilizing the transport capacity as efficiently as possible. In 2020, we international conferences, and had many discussions with other regulators, 

granted transmission system operator TenneT an exemption from the including the European Commission. Many countries and organization 

obligation to reserve capacity for contingencies, thereby allowing TenneT appreciate our initiative, and are thinking about a similar interpretation of 

to use that capacity for the transmission of sustainably generated power. In the competition rules. 

addition, we worked on new rules for congestion management, so that it 

becomes clearer what system operators can do about congestion in the 

short term.  
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Consumer information about the energy transition has been improved 

In 2020, we improved our consumer information about the energy transition 

on the website of ACM ConsuWijzer, and we made it easier-to-find. For 

example, this concerns information about the rights of consumers when 

making their homes more sustainable, about the freedom of choice that 

they have if a heat network is built in their district, and about exporting 

power back to the grid. With these improvements, we wish to help boost 

consumer confidence in the energy market. That is crucial for enabling the 

energy transition to make further steps. 

Energy monitor: the supply of green power is becoming more and 

more important  

The 2020 Energy Monitor that ACM published in 2020 showed that over 

one in five households in the Netherlands switched energy suppliers 

between April 2019 and April 2020. We also saw that the supply of green 

power is becoming more and more important. Each year, we check the 

power disclosure labels of energy suppliers in order to make sure that 

green power is truly green. Following an ACM intervention among several 

suppliers, the power disclosure labels of all suppliers meet the statutory 

requirements. 
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The effects of the coronacrisis pandemic

The coronavirus (COVID-19) pandemic was, without a doubt, the biggest offered excellent solutions, but we also found shortcomings among other 

and most unexpected event in 2020. It required many people and businesses. We sat down with those businesses, and they have already 

businesses to adapt quickly. ACM has looked for opportunities in the adjusted their voucher schemes. 

different laws it enforces in order to make sure that markets were able to 

continue to function properly. We are constantly looking for the right Telecom Monitor: effects of the coronavirus (COVID-19) pandemic 

balance between the interests of people and businesses in the short term In the second quarter of 2020, the coronavirus (COVID-19) pandemic 
and in the long term. started to have noticeable effects on telephony and data consumption in 

the Netherlands. ACM reported on this development in the Telecom 

ACM sets minimum conditions on corona voucher schemes Monitor, which is published every quarter. People in the Netherlands called 

Over the course of the coronavirus (COVID-19) pandemic, ACM supported more, both over mobile phones as well as over fixed phones. Data 

the issuance of vouchers to consumers that were actually entitled to consumption increased less than in the past few years, probably because 

refunds. At the same time, we also set clear limits on such schemes, for many people were at home and used Wi-Fi instead of mobile data on-the-

example that vouchers must represent a full replacement for the go.  

undelivered product or service, and that their period of validity must be 

reasonable. In addition, the consumers’ right to refunds remains intact. We Oversight of the health care sector during the pandemic 

wanted to stimulate the creation of schemes that would both respect the The coronavirus (COVID-19) pandemic presented unique challenges to 
consumers’ right to refunds, as well as take into account the situation of health care providers, health insurers, and other health-care-related market 
businesses as a result of the crisis. participants. We emphasized that the rules and regulations that ACM 

enforces offer the room that is needed for working together in these 

ACM reviews corona voucher schemes, and educates consumers extraordinary times in order to prevent people and businesses from getting 

On our websites, we educated consumers and businesses about these harmed by the crisis. For example, during the pandemic, hospitals, hospital 

corona voucher schemes, for example about why it can be wise to accept pharmacies, and pharmaceutical wholesalers are allowed to collaborate 

such a voucher, what requirements vouchers must meet, what to check with each other regarding the procurement and distribution of essential 

when accepting vouchers, and we provided examples of how to contact drugs, which, under normal circumstances, is not allowed at this scale. 

businesses when asking for refunds. In addition, ACM has reviewed 
We indicated we would not take any action if the measures are transparent, voucher schemes in various sectors. We came across businesses that 
temporary, and necessary, and if they do not go beyond what is necessary. 
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We wish to help find the right balance between the interests of all parties 

involved for both the short term and the long term. That is how we do our 

part in making sure that markets continue to work for people and 

businesses.  

At the request of health insurers, we also looked at the opportunities for a 

collaboration between health insurers for providing financial support to 

health care providers that are not directly involved in health care to Covid-

19 patients. ACM has agreed to this collaboration. That assistance was 

necessary for ensuring that health care is maintained during and after the 

coronavirus crisis. In addition, health insurers in 2020 were allowed to 

distribute the additional costs of the effects of the coronavirus (COVID-19) 

crisis among themselves. Under normal circumstances, health insurers 

must bear the costs of any financial risks associated with their health care 

expenditures. However, 2020 is not a normal year. The outbreak of the 

pandemic has had significant financial consequences for the health care 

system, and it has created exceptional uncertainties among health insurers 

regarding financial risks. We believed that an arrangement regarding 

mutual equalization for the year 2020 is necessary with an eye to the 

continuity of health care.   

Also, following media reports, ACM sat down with Roche Diagnostics, 

various government agencies, and experts about the shortages of lysis 

buffer and other test materials, which are needed for testing people for 

COVID-19. Roche promised ACM to help solve the shortages. 
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What else did ACM do?

to a buying group. Those criteria can be necessary for the proper 

functioning and clout of such buying groups. 

Preserving consumer choice in mergers in the health care sector 

ACM closes investigation into abuse of dominant position by AbbVie
In 2020, ACM again received many notifications of mergers in the health 

ACM closed its investigation into anti-rheumatic drug Humira, and into care sector, although fewer than in 2019. Most mergers could be cleared 

possible abuse of a dominant position by drug manufacturer AbbVie. It after the phase-I-investigations. For three mergers, we granted merger 

stated that it will not force hospitals to purchase exclusively or to a large licenses after extensive phase-II-investigations. Three geriatric-care 

extent from AbbVie through discount schemes (or rebate programs). This providers in the south of the Netherlands (de Schakelring, de Riethorst 

ensures that, once a patent has expired, there will be more room for new Stromenland, and Volckaert) were cleared to merge. ACM ruled that, after 

competing drugs (biosimilars).   the merger, sufficient alternatives remained in the market. ACM also 

conditionally cleared the acquisition of elderly care provider Vrijwaard in the 

northern Dutch city of Den Helder by rival provider Omring. Three of Investigation into orphan drug CDCA-Leadiant 

Vrijwaard’s care locations must be transferred to another care provider, ACM is still conducting an investigation into the orphan drug CDCA 

thus leaving patients with sufficient alternatives. And ACM also cleared the manufactured by Leadiant. This drug is used for the treatment of a specifi

merger between health care provider Thebe Wijkverpleging and Stichting metabolic disease. We investigate whether the manufacturer abuses a 

Careyn in the south of the Netherlands on the condition that Careyn dominant position by charging an excessive price for this drug.  

transfer its district-nursing activities in the municipalities of Alphen-Chaam 

and Baarle-Nassau to another health care provider. Otherwise, consumers Sector studies in the health care sector 

would be left with too few options in those municipalities. 
Last year, we published several sector studies, which offer much insight 

into the functioning of different health care markets. The sector study into 
Revision of guidelines on the collective procurement of prescription capacity issues in hospitals revealed that staff shortages were the largest 
drugs bottleneck for hospitals. As capacity shortages may result in patients 

ACM revised the Guidelines on the collective procurement of prescription finding it more difficult to go to other hospitals, as well as in health insurer

drugs for medical specialist care, and gave more clarity regarding the room having a harder time procuring additional capacity in other hospitals, ACM

that competition rules offer for collective procurement of drugs. The will, in its merger assessments, pay more attention to the capacity of 

guidelines indicate what room there is for using criteria for being admitted nearby hospitals. 

Health care 

 

c 

s 
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An ACM sector study into the choice behavior of insured further reveals Energy 
that the failure of a health insurer to contract a certain hospital elicits strong 

reactions from insured. This affects the bargaining positions of health Fine imposed on Innova Energie 
insurers vis-à-vis hospitals. However, health insurers can influence the 

ACM imposed a fine of 1,250,000 euros on Dutch energy company Innova 
patients’ choice behavior by, for example, covering the costs of 

Energie B.V. for offering energy contacts with too high termination fees to 
transportation to other hospitals. 

small businesses. If small businesses mostly use their energy for private 

purposes, such as self-employed workers (or independent contractors), The 2020 Consumer Survey in the Health Insurance Market (the 2020 
they are also entitled to consumer protection. Unreasonably high Health Care Monitor) revealed that cutting the group insurance discount in 
termination fees do not promote confidence in a well-functioning energy half was the most often cited reason for consumers to look at other 
market.  insurances or health insurers. However, it did not result in an increase in 

the switching rate. In fact, it even went slightly down. 

Rapid interventions 

Agro-Nutri In 2020, ACM carried out 49 rapid interventions in the energy sector. For 

example, ACM instructed energy suppliers NieuweStroom and easyEnergy 

to send their consumer bills, annual and final bills, on time, and Allround 
Publication of first Agro-Nutri Monitor  

Hollands Energie adjusted the information on its website following a 
Over the past few years, ACM together with Wageningen Economic 

request from ACM. And, approximately 20,000 households were each paid 
Research (WR) carried out a study into the price trends of in the 

too little for feeding electricity into the grid. In 2020, they were repaid this 
agricultural sector. In 2020, we published the Agro-Nutri Monitor for the first 

amount.
time ever. That monitor revealed that the costs that farmers and growers 

incur for producing organic agricultural products are covered by the 

revenues in five out of six examined product categories. Only organic dairy 

farmers have, on average, made a loss. The study also revealed that 

farmers and growers face uncertainties regarding the switch to more 

sustainable production methods, for example, uncertainty over the 

switching costs or changing production requirements set by certification 

labels. We will continue to pay close attention to the agro-nutri sector in the 

next few years.  
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Telecom 

Unwanted anonymous phone calls 

ACM reminded telecom operators of their responsibility to help victims of 

unwanted anonymous callers. We received reports that operators do not 

always go about it in the right way when someone files a complaint about 

an anonymous caller. Telecom operators are in a position to help 

individuals that are harassed by unwanted anonymous callers, and also 

have the obligation to do so. We keep a close watch on reports, and take 

action if it turns out that telecom operators do not comply with this 

obligation.  

Comparability of mobile plans must be increased 

ACM called on telecom operators to make it easier for consumers to 

compare information about the different mobile plans. A study revealed that 

consumers that wish to take out new mobile plans sometimes have a hard 

time comparing information from different providers. We believe it is 

important that consumers are properly informed. We therefore asked 

providers to pay extra attention to the comparability of information. 

 

 

 

 

Other sectors 

Cigarettes 

ACM has imposed fines for distortion of competition. Four major cigarette 

manufacturers were fined over 82 million euros. For years, these four 

manufacturers received information from wholesalers about the retail prices 

of competitors. They used this information for setting their own prices, 

thereby increasing their profits. As a result of these arrangements, the 

market did not function properly, and competition between the 

manufacturers was distorted.  

Construction  

ACM also took action in tender processes in the construction industry. Four 

construction firms were fined for concluding illegal arrangements in three 

tender processes in the civil-engineering sector in the municipality of 

Amsterdam. In addition, we fined two roofing contractors for bid-rigging. In 

both cases, the firms coordinated their bids in tender processes. That is 

illegal because it distorts competition.  

Debt collection 

Debt collection agency Unitedcall was fined 800,000 euros for aggressive 

and unfair debt collection practices. Employees of the company put 

enormous pressure on consumers to pay for bills immediately, and refused 

to give consumers information about the bills. 
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Lawyers 

ACM carefully monitors the developments within the Netherlands Bar 

(NOvA) of allowing new types of services by lawyers. In that way, people 

and businesses will have more options for legal representation, and 

innovation is promoted. We said that an experiment of NOvA to allow 

lawyers that are employed with legal-protection insurers to act for non-

insured as well is a step in the right direction. However, we do wonder 

whether businesses other than legal-protection insurers are able to have 

their lawyers work under similar conditions. 

ACM focuses on compliance of regulated companies 

In 2020, ACM together with VU Amsterdam university carried out a study 

into compliance by regulated companies. This study produced new insights 

into behaviors and company cultures that help businesses comply with the 

rules better. By applying behavioral insights, we seek to prevent violations 

(unintentional or intentional) instead of enforcing afterwards, after the 

damage has already been done. In this project, we worked together with 

companies to identify counterproductive and effective elements of various 

compliance programs. In that process, we looked at how compliance 

programs were set up on paper, at the company cultures, and the real-life 

behavior of employees, for example to what extent a company is capable 

of learning from its mistakes. Concurrences nominated ACM’s project for 

the 2021 Antitrust Compliance Awards.
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The impact of our work

ACM wishes to be an effective and efficient regulator. We want to step in 
Impact assessments  

wherever our actions can truly make a difference for people and 
ACM monitors the conduct of companies. In that process, we assess what 

businesses. That is why we attach great value to the impact of our work.  
effects have been realized after the market intervention. We call this impact 

assessment. With such assessments, we gain more insight into the real-life 
Outcome in 2020: 510 million euros 

consequences of interventions and decisions. We are then able to take that 
Each year, ACM estimates how much money Dutch consumers have into account in upcoming interventions and decisions. Impact assessments 
saved as a result of our interventions in the market. This is called outcome. are attracting more and more attention at ACM. We will discuss three 
In that calculation, we look at the expected short-term effects (that can be impact assessments we carried out in 2020.  
calculated easily) of our actions on consumer welfare.  

Chicken of Tomorrow 
The total outcome of ACM for Dutch society in 2020 is estimated at 

approximately 510 million euros. This figure is composed of:  In January 2015, ACM came to the conclusion that a planned agreement 

(dubbed the ‘Chicken of Tomorrow’) between producers, traders, and 
• 150 million euros from activities that ACM completed in 2020; retailers about minimum requirements regarding the welfare of chickens did 
• 355 million euros from activities in previous years, the impact of not qualify for an exemption of the cartel prohibition. This decision triggered 

which still lasted in 2020. a broader discussion about the question of whether competition oversight 

is an obstacle for achieving socially desired sustainability benefits. In order 
ACM uses conservative assumptions in the outcome calculation. This 

to contribute to that discussion, we look back on the developments in 
means that some effects that are difficult to quantify are not included. As a 

chicken welfare since 2014. The results show that the chicken welfare of 
result, the actual outcome can be either higher or lower than reported. 

chicken meat products sold in Dutch supermarkets today is at a higher 
Furthermore, we do not quantify the long-term outcome, but, in some 

level than the level of the ‘Chicken of Tomorrow’ as envisaged in the 2015 
cases, we do mention it, for example, sustainability gains as a result of the 

plans. 
energy transition that is taken into account in oversight of the energy 

sector, or telecom services where higher prices go hand in hand with 

higher download speeds.  
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Follow-up checks of competition in ports 

As part of its Agenda topic ‘Ports and transport’, ACM, over the past few 

years, has given extra attention to oversight of competition in the Dutch 

ports. In 2016, a study was carried out in order to measure the pre-Agenda 

situation. In 2020, VU Amsterdam university published a study with the 

results of a replication study to assess the 2019 situation. 

The results in 2019 show that the risk of distortion of competition by 

companies that are active in the Dutch ports and in port-related markets 

has remained more or less the same since 2016. Also, the level of 

awareness of the competition rules has virtually remained the same since 

2016. A lack of such awareness appears to be a key predictor of risks of 

distortion of competition. Among smaller companies, awareness of 

competition rules is weaker than among larger ones. This is in line with a 

previous study conducted by ACM that revealed that small and medium-

sized businesses in particular are less aware of the cartel prohibition.  

An important point for attention is that ACM is still unknown to many 

companies. A higher name recognition rate will increase the potential 

impact of actions. It is crucial that smaller companies in particular get to 

know ACM, its regulatory duties, and the competition rules that are relevant 

to them. 

ACM’s reputation survey 

Just like in 2017, a survey was held to measure the reputation and name 

recognition rate of ACM and ACM ConsuWijzer. According to the survey, 

ACM’s reputation among businesses has risen slightly: from 6.9 to 7.1 (out 

of 10). ACM’s name recognition rate has virtually remained the same. 

ACM ConsuWijzer’s name recognition rate is slightly lower than in 2017. 

One of the positive findings is that individuals that know ACM ConsuWijzer 

are, much more than before, aware of what we do. Moreover, they 

associate ACM ConsuWijzer with ACM to a higher degree.  

The results of the survey help ACM fine-tune its strategy and 

communication efforts. For example, it reveals that our reputation can rise 

even further if we present more of our market knowledge, and invest even 

more in education.  
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ACM and the courts

In 2020, the courts handed down 38 rulings on ACM decisions. In three in against other companies, most of its decisions were upheld. For example, 

four cases, the contested decision was either upheld in its entirety or most the courts did not follow the argument of arbitrariness put forward by 

of it was upheld. The highest administrative-law court in the Netherlands, furniture retailer Seats & Sofa’s and rental agency Duinzigt. Nevertheless, 

the Dutch Trade and Industry Appeals Tribunal (CBb), handed down there is still room for improvement. In its ruling in the Westland case, the 

relatively many rulings on decisions involving sector-specific regulation. In CBb established that, within energy law, ACM violated the principle of 

the Wholesale Fixed Access case in particular, the court’s ruling called for equality. ACM should have further investigated the illegal activities and 

a profound shift in ACM’s approach. In enforcement cases, the courts strategies of other system operators before launching a sanction procedure 

largely followed ACM. However, the courts were critical of certain aspects. against Westland only.  

With regard to decisions related to the Dutch law on competitive neutrality, 

the Dutch Act on Government and Free Markets, the CBb completely The courts were critical of burden of proof 

followed ACM’s line. In rulings in cases related to sector-specific oversight, too, it appeared that 

the CBb takes a close look at the question of on whom the burden of proof 
In the majority of cases, there was no reason for ACM to file an appeal with 

falls, and that the CBb critically assesses whether that has been met. In 
the highest court against rulings of the other courts. In three cases, we 

most cases, ACM passed that test, such as in the Lotteries case where the 
expressly decided not to do so. In the Netflix case, for example, ACM 

CBb approves ACM’s quantitative assessment, following a thorough 
decided not to file an appeal because it could follow the court’s ruling that 

examination. However, not all of our decisions were upheld. With regard to 
Netflix’s chat functionality, similar to an email address, met the European 

the market analysis decision WFA (wholesale fixed access), the CBb found 
requirements on accessibility. In its earlier decision, ACM ruled that a chat 

that ACM did not meet the necessary burden of proof. That is why this 
functionality offered consumers insufficient contact options with Netflix. In 

decision was not upheld. ACM had failed to substantiate sufficiently the 
the future, ACM will follow the court’s interpretation of the European rules 

joint dominance of KPN and Vodafone-Ziggo. Moreover, the CBb was 
in similar cases.  

receptive to the European trend of deregulation. 

ACM applies the principle of equality better In the so-called Diva case, too, the CBb ruled that, with its investigation, 

Various rulings in enforcement cases in 2020 revealed that we have ACM did not meet the burden of proof. ACM had imposed an order subject 

learned from previous rulings where the courts corrected ACM with regard to periodic penalty payments on PostNL for the conditions under which 

to the principle of equality. As ACM explained better in its decisions as to PostNL delivered bulk mail of other postal companies. The CBb ruled that 

why it did take enforcement action against certain companies, and not ACM’s investigation into the degree to which the post-sorting was time-
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consuming was not correct. As a result, it could not be ruled out that inspection of digital data. The judge in preliminary relief proceedings of the 

PostNL’s lower discounts for the mail offered to it were justified. District Court of Rotterdam subsequently handed down a first ruling on the 

use of and access to the obtained digital data. Potential violators / 

ACM’s assessments in competitive-neutrality cases are upheld suspected companies have the right to access the investigation data sets 

that ACM has compiled, and that were made available to the investigators The rulings in cases involving the Dutch law on competitive neutrality, the 
during the investigation. The suspected and ACM must have the same Dutch Act on Government and Free Markets, reveal that the CBb agrees 
exculpatory and incriminating data but, in that context, ACM must also with ACM’s line in its assessments. Moreover, various rulings offer 
properly protect the rights of third parties such as buyers. In order to guidance to other municipalities. With the outcome in the case involving 
balance these interests in real life, ACM had offered the lawyers of the parking lots and curbside parking spots offered by the municipality of 
companies a data room. According to the courts, this procedure is suitable, Veenendaal, other municipalities are able to learn lessons for their 
and sufficiently proportional in light of the rights of defense. However, this business models when offering parking spots.  
outcome has not yet fully settled the legal debate about access to the data. 

Regulatory principles for the Caribbean Netherlands are upheld 
CBb clarified the role of the property-tax assessment vis-à-vis the 

A ruling of the Joint Court of Justice of Aruba, Curaçao, Sint Maarten, and 
duty to connect immovable properties to electricity networks 

of Bonaire, Sint Eustatius and Saba has offered clarity regarding the 
The rules that ACM enforces often overlap with other legal domains. For regulatory principles that ACM uses for the energy companies in the 
example, for the question of whether there is a right to a connection in Caribbean Netherlands (Bonaire, Sint Eustatius, and Saba). The Court 
energy law, property-tax assessments also play a critical role in tax law. ruled that these were in line with the law. This concerned a ruling on appeal 
That is why, for reasons of legal uniformity, the CBb had asked advice from with the highest court filed by three energy companies against the 2017 
the advocate-general before ruling on the case. This ruling is important for tariffs. The Court disallowed the appeals for the most part, thereby 
more dispute cases.confirming the underlying method decision. However, one appeal did 

succeed according to the Court, which means that ACM needs to make a 

slight adjustment to the previously established reasonable return. And the 

Court did send a signal to the legislature: the regulatory regime is highly 

technocratic, and is quite taxing for all parties involved.  

Courts agree with access to data through a data room 

The Hague Court of Appeal upheld the previous, positive ruling in summary 

proceedings involving the application of ACM’s Procedure for the 
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Facts & Figures
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Organization

Diversity and inclusion 
Continuity during the coronavirus (COVID-19) pandemic 

ACM aims to have a diverse workforce, and to create an inclusive 
For ACM and its consumer information portal ACM ConsuWijzer, it was 

workplace environment where everyone feels welcome and included. 
‘business as usual’ during the pandemic. Unannounced dawn raids and 

Diversity helps us detect and understand market problems from a broader 
interrogations in investigations into violations by businesses were 

perspective, and it helps us select the best solutions to those problems. 
temporarily suspended between March and June 2020 in order to limit the 

That is why ACM fully supports the initiatives of the ACM working group on 
spread of the virus. These activities were resumed in June, and ACM has 

Diversity & Inclusion, as well as those of employee networks such as our 
implemented measures so that ACM staff is able to hold interrogations, 

LGBTI employee network and our network for young employees.  
enter premises, and search homes in a safe manner. All other oversight 

activities continued to take place as usual. The coronavirus outbreak has 
In 2020, the Diversity & Inclusion working group organized a townhall 

hardly led to any delays in ACM’s ongoing proceedings.   
meeting on racism and discrimination in the workplace, and also drew 

attention to diversity and inclusion during the pandemic. For example, ACM 
Accessibility has ensured that confidential advisors and compliance officers are easily 

accessible when working from home. That will help make the workplace The information on our websites must be easily accessible to everyone, as 

safer. In addition, ACM in 2020 also looked at the worker inflow, internal everyone in the Netherlands is entitled to information about its rights as 

flow, and outflow from a diversity and inclusion perspective, and has consumers. The Temporary Decree on digital accessibility of the 

implemented various changes in the recruitment and selection process, government (in Dutch: Tijdelijk besluit digitale toegankelijkheid overheid) 

among other processes.  stipulates that government websites must meet accessibility requirements 

as laid down in EN 301 549/WCAG 2.1, and must account for that in a 

Furthermore, ACM’s signing of two charters (Charter Diversiteit and published accessibility statement. In 2020, ACM updated the accessibility 

Charter Talent naar de Top) as well as our participation in the Dutch statements of acm.nl and consuwijzer.nl. The statuses of the websites are 

Inclusion Monitor underline our ambitions and commitment to promoting B - reasonably satisfactory.

diversity and inclusion in the workplace, and help us make targeted 

interventions in our strategy and in our day-to-day work in order to make 

ACM even more inclusive. 
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Complaints against ACM or ACM employees 

If an individual feels that they are not treated properly by an ACM 

employee, they have the opportunity to file a complaint. ACM handles 

complaints in accordance with its Complaints procedure. This procedure is 

based on the Dutch General Administrative Law Act (Awb). Our complaints 

officer handles the complaints, and gives the board advice about them. If 

necessary, the board has the final say. 

Complaints are mostly solved through education and explaining our 

methods. In almost all of these cases, the complainants were satisfied with 

the complaint-handling process. With regard to three complaints, ACM 

handed down official decisions, of which two were from 2019 

In 2020, the number of complaints about ACM and its staff went down, but 

the complaints themselves did become more diverse in terms of substance. 

The most frequently filed complaints include difficulties reaching ACM as a 

result of the coronavirus (COVID-19) lockdown measures, the spam form, 

and about other individuals and organizations pretending to be ACM.  

Figure 1: Complaints against ACM or ACM employees 

  2019 2020 

New complaints 56 40 

Completed complaints from previous year 7 4 

Complaints to be completed next year 4 2 

Total number of complaints  59 42 
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ACM staff

Figure 2: Employee utilization rate and gender diversity 

  1 jan '20 31 dec '20 

Total 596 588 

Fte 562.3 544.4 

Men 50.9% 51.0% 

Women 49.1% 49.0% 

 

Figure 3: Age structure of staff 

  2019 2020 

24 and younger 7 11 

25 to 34 160 161 

35 to 44 173 161 

45 to 54 168 162 

55 to 59 50 55 

60 and older 38 38 

Figure 4: Inflow and outflow of staff 

  Inflow Outflow 

Men 33 38 

Women 28 35 

Total 61 73 

 

 

Figure 5: Absenteeism rate (in %) 

2016 2017 2018 2019 2020 

3.8% 3.2% 3.4% 3.6% 3.6% 
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Our oversight efforts in facts and figures

Investigations 

ACM carries out investigations on the basis of 

indications, reports, and ACM’s own detection 

efforts. Our enforcement teams assess whether 

a violation has been committed. If that is the 

case, an enforcement team can use different 

instruments to end the violation. For some 

violations, enforcement teams draw up a 

statement of objections, which is handed over 

to the fining team. This team subsequently 

assesses whether a fine is imposed for the 

violation. Not all statements of objections result 

in fines. In addition, some of these 

assessments run into the next calendar year, 

which means the number of statements 

objections is not equal to the number of fines. A 

breakdown of completed investigations per 

instrument can be found on the next two pages. 

Figure 6a: Investigations launched 

  2019 2020 

Consumer protection 48 108 

Energy 11 9 

Competition 11 5 

Health care 3 1 

Telecom & postal services 15 24 

Transport 3 9 

Total 91 156 

 

Figure 6b: Investigations completed 

  2019 2020 

Consumer protection 87 119 

Energy 8 13 

Competition 17 5 

Health care 4 7 

Telecom & postal services 12 7 

Transport 2 6 

Total 130 157 
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Investigations completed per instrument 

Figure 7a1: Number of Statement of objections 

  2019 2020 

Consumer protection 8 2 

Energy 1 3 

Competition 6 3 

Health care 0 1 

Telecom & postal services 1 0 

Transport 1 0 

 

Figure 7a2: Median lead time Statements of objections (in days) 
 

  2019 2020 

Consumer protection 618 208 

Energy 279 604 

Competition 473 492 

Health care - 706 

Telecom & postal services 1,568 - 

Transport 122 - 

Figure 7b1: Number of Orders subject to periodic penalty payments 

  2019 2020 

Consumer protection 6 12 

Energy 1 0 

Competition 1 1 

Health care 0 1 

Telecom & postal services 4 1 

Transport 0 0 

 

Figure 7b2: Median lead time Orders subject to periodic penalty 
payments (in days) 

  2019 2020 

Consumer protection 169 378 

Energy 134 - 

Competition 316 373 

Health care - 72 

Telecom & postal services 112 79 

Transport - - 
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Figure 7c1: Number of Other instruments 

  2019 2020 

Consumer protection 70 101 

Energy 3 12 

Competition 3 4 

Health care 3 4 

Telecom & postal services 6 2 

Transport 0 0 

 

Figure 7c2: Median lead time Other instruments (in days) 
 

  2019 2020 

Consumer protection 122 92 

Energy 484 84 

Competition 427 184 

Health care 378 404 

Telecom & postal services 182 37 

Transport - - 

 

Figure 7d1: Number Suspended without any intervention 

  2019 2020 

Consumer protection 3 4 

Energy 3 1 

Competition 7 2 

Health care 1 2 

Telecom & postal services 1 4 

Transport 1 6 

 

Figure 7d2: Median lead time Suspended without any intervention  
(in days) 

  2019 2020 

Consumer protection 25 69 

Energy 682 288 

Competition 92 96 

Health care 132 40 

Telecom & postal services 286 265 

Transport 290 127 
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Investigations under the Dutch act on 
competitive neutrality 

Government organizations (such as municipalities) are allowed to offer 

products and services on the market. If they do, they will compete with 

commercial businesses. The government organizations will have to play by 

the rules though in order to prevent unfair competition. These rules have 

been laid down in the Dutch law on competitive neutrality, the Dutch Act on 

Government and Free Markets. This act is part of the Dutch Competition 

Act. ACM enforces compliance with this law, and has the power to launch 

investigations into violations of that law. ACM can subsequently take 

enforcement action if government organizations fail to comply with the 

rules.  

Figure 8: Number of investigations under the Dutch law on 
competitive neutrality  

  2019 2020 

Order subject to periodic penalty payments 0 0 

Enforcement decisions 2 1 

Offender (alleged or actual) stops the 
violation 

1 1 

Investigation suspended 3 1 

Continuing in next year 6 5 

Total 12 8 

 

Concentrations 

Businesses are required to notify ACM of their plans for mergers, 

acquisitions or joint ventures (these are all called concentrations). If ACM 

has been notified of a concentration, we will determine, in a so-called first 

phase, whether or not the concentration can go through or whether a 

further investigation is required. If, after the first phase, ACM has concerns 

about the effects on competition, the parties involved will have to apply for 

a license. As some cases run into the next calendar year, the number of 

notified concentrations is not equal to the number of decisions.  

Figure 9a: Concentration notifications 

  
2019 

 (total) 
2020  

(Health care) 
2020 

(Competition) 

Concentration notifications 132 11 78 

Withdrawn notifications 1 0 1 

 

Figure 9b: ACM decisions on concentration notifications  

  
2019 

 (total) 
2020  

(Health care) 
2020 

(Competition) 

Concentrations cleared 127 11 76 

License requirements 8 0 3 

Exemptions granted under 

Section 40 of Dutch 

Competition Act.* 

3 1 0 
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Figure 9c: License applications 

  
2019 

 (total) 
2020  

(Health care) 
2020 

(Competition) 

License applications 7 1 3 

Withdrawn applications 0 1 0 

 

Figure 9d: Decision of ACM on license applications 

  
2019 

 (total) 
2020  

(Health care) 
2020 

(Competition) 

License granted 3 3 3 

License not granted 0 0 0 

Exemptions granted under 

Section 40 of Dutch 

Competition Act.* 

0 0 0 

 

* Large undertakings are, normally speaking, only allowed to merge after 

they have notified ACM of their planned concentration, and after ACM has 

completed its assessment thereof. In critical situations, ACM can grant an 

exemption in order to prevent irreparable damage inflicted on the 

undertakings involved if they had to wait for ACM’s assessment.
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Newly imposed fines 

ACM can impose fines for violations of the laws 

it enforces. It starts with an investigation in 

which a statement of objections is drawn up. 

Based on that statement of objections, a fine 

can be imposed. In 2020, ACM imposed fines 

in 6 cases on 13 businesses. These totals 

exclude orders subject to periodic penalty 

payments and the calculated statutory interest. 

  

Figure 10a1: Undertakings fined (in 
numbers) 
 

  2019 2020 

Consumer 
protection 

11 3 

Energy 1 0 

Competition 1 10 

Telecom & postal 
services 

0 0 

Transport 1 0 

Total 14 13 

Figure 10a2: De facto executives fined 

  2019 2020 

Consumer 
protection 

4 0 

Energy 0 0 

Competition 0 0 

Telecom & postal 
services 

0 0 

Transport 0 0 

Total 4 0 

 

Figure 10a3: Cases completed without fines 
 

  2019 2020 

Consumer 
protection 

0 0 

Energy 0 0 

Competition 0 0 

Telecom & postal 
services 

0 1 

Transport 0 0 

Total 0 1 

 

 

Figure 10b: Newly imposed fines (in euros) 

  2019 2020 

Consumer 
protection 

€ 14,862,500 € 2,055,000 

Energy € 50,000 - 

Competition € 1,840,000 € 82,467,000 

Telecom & postal 
services 

- - 

Transport € 25,000 - 

Total € 16,777,500 € 84,522,000 

 

Figure 10c: Percentage of cases where 
statutory lead time was met 

  2019 2020 

Consumer 
protection 

60% 33% 

Energy 100% - 

Competition 100% 33% 

Telecom & postal 
services 

- - 

Transport 0% - 

Average 65% 33% 
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Objections and appeals 

If a party disagrees with an ACM decision, it can file an objection or an appeal. Each objection or appeal is counted separately. The handling of multiple 

appeals or objections is often joined together, which means multiple cases are completed in one go. The statutory lead time for objections is 42 days. In case 

of postponement, that lead time can be extended to 84 days 

Figure 11a: Number of resolved objections in 2020 
 

  Founded 
Partially 
founded 

Unfounded Withdrawn Inadmissible Direct appeal 

Consumer 
protection 

- - 6 2 1 10 

Energy 1 1 5 1 - 1 

Competition - - 9 - 1 - 

Health care - - - - - - 

Telecom & 
postal 

services 
- - 1 2 1 - 

Transport - - - - - - 

Total 1 1 21 5 3 11 

Figure 11b: Percentage of cases in which 
statutory lead time has been me 

  2019 2020 

Consumer 
protection 

90% 100% 

Energy 80% 30% 

Competition 85% 60% 

Health care - - 

Telecom & 
postal 

services 
82% 75% 

Transport 100% - 

Average 87% 66% 
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Figure 12: Rulings on appeals 

  
Decisions 

upheld 

Decisions 
largely 
upheld 

Decisions 
largely not 

upheld 

Decisions 
not upheld 

Consumer 
protection 

4 0 1 1 

Energy 5 0 0 3 

Competition 0 1 0 0 

Health care 0 0 0 0 

Telecom & 
postal services 

1 1 0 1 

Transport 1 0 0 0 

Total 11 2 1 5 

 
Figure 13: Rulings on appeals by a higher court 

  
Decisions 

upheld 

Decisions 
largely 
upheld 

Decisions 
largely not 

upheld 

Decisions 
not upheld 

Consumer 
protection 

1 0 0 0 

Energy 2 0 0 2 

Competition 8 1 0 0 

Health care 0 0 0 0 

Telecom & 
postal services 

0 0 0 1 

Transport 0 0 0 0 

Total 11 1 0 3 

Figure 14a: Number of Preliminary injunctions 

  2019 2020 

Consumer  
protection 

9 1 

Energy 0 0 

Competition 4 0 

Health care - - 

Telecom &  
postal services 

- - 

Transport - - 

Total 13 1 

 
Figure 14b: Number of Civil-law proceedings 

  2019 2020 

Consumer  
protection 

0 0 

Energy 0 1 

Competition 4 2 

Health care - - 

Telecom &  
postal services 

- - 

Transport - - 

Total 4 3 
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Requests for enforcement

ACM receives many valuable tip-offs, indications, and complaints. If an official complaint is filed, it is 

considered a request for enforcement. We handle such requests with care. Other complaints, tip-offs, 

and indications are included in tables elsewhere in this annual report. 

 

The European consumer authorities work 

together within a network for consumer 

protection (Consumer Protection Cooperation, 

CPC). They can request each other’s 

assistance when dealing with cross-border 

violations. 

Figure 15a: Number of requests for 
enforcement 

  2019 2020 

Consumer protection 9 12 

Energy 10 5 

Competition 6 2 

Health care 1 1 

Telecom & postal services 4 6 

Transport 11 4 

Total 41 30 

Figure 15b: Lead time of requests for 
enforcement (Median lead time in days) 

  2019 2020 

Consumer protection 36 71 

Energy 58 70 

Competition 247 55 

Health care 156 48 

Telecom & postal services 47 140 

Transport 121 201 

Average 111 98 

Figure 16a: European requests for 
information 

  2019 2020 

Sent 1 0 

Received 5 3 

Completed 8 5 

 

Figure 16b: European requests for 
assistance 

  2019 2020 

Sent 2 9 

Received 9 15 

Completed 12 16 
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Disputes in regulated sectors 

Consumers and businesses do not always agree with the methods of operators or suppliers in the energy, telecommunications, postal services and transport 

sectors. In such situations, disputes can be submitted to ACM. ACM seeks to resolve disputes to the satisfaction of all parties. If parties file an appeal against 

the dispute decision, the case will be brought to the Dutch Trade and Industry Appeal Tribunal (CBb). 

Figure 17a: Number of resolved disputes in 
regulated sectors 

  2019  2020 

Energy 10 14 

Telecom &  
postal services 

9 11 

Transport 0 0 

Total 19 25 

 

Figure 17b: Lead times of disputes (in days) 

  2019  2020 

Energy 92 119.5 

Telecom &  
postal services 

125 80 

Transport - - 

Average 109 99.8 

 

Figure 18: Decisions in disputes in regulated sectors 
 

  
Decisions 

upheld 
Decisions 

largely upheld 

Decisions 
largely not 

upheld 

Decisions not 
upheld 

Disputes 
inadmissible 

Energy 2 0 0 2 1 

Telecom & 
postal services 

0 0 0 0 0 

Transport 0 0 0 0 0 

Total 2 0 0 2 1 
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Licenses and exemptions 

ACM grants licenses and exemptions in the energy sector. For the supply of electricity and natural gas, 

suppliers need to have a license. All providers that supply heat to consumers and small-scale users, 

too, have a license requirement. This obligation does not apply to small heat providers and providers 

that own or rent out the building to which heat is supplied. Owners of grids or gas transmission 

networks must designate a system operator. Sometimes there may be circumstances in which it is 

unreasonable to require the designation of a system operator. Owners can then apply for an exemption 

with ACM.  

Figure 19a: Number of licenses and exemptions 

  
Licenses of electricity 

and gas suppliers 
licenses of heat 

suppliers 
exemptions for closed 

distribution systems 

Granted 10 3 6 

Amended 6 0 8 

Withdrawn 8 1 1 

Changes to license 
instructions 

4 0 0 

 

Figure 19b: Median lead times to licenses and exemptions (in days) 

  
Licenses of electricity 

and gas suppliers 
licenses of heat 

suppliers 
exemptions for closed 

distribution systems 

2019 86 120 182 

2020 77 44.5 188.5 

 

Requests under Dutch Act on 
Public Access to Government 
Information  

Consumers and businesses have the 

opportunity to request information regarding the 

government’s actions. They can do so under 

the Dutch Act on Public Access to Government 

Information (Wob). The statutory term limit for 

Wob-requests is 28 days. 

Figure 20a: Number of Wob-requests 

  2019 2020 

Completed Wob-requests 13 14 

Completed Wob-requests 

on objection and appeal 
1 2 

Total 14 16 

 

Figure 20b: Lead time of Wob-requests 

  2019 2020 

Median lead time in days 28 27 
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Reports filed by consumers 

Consumers contact consumer information portal ACM ConsuWijzer for 

various reasons. They can ask questions, but also file complaints about a 

company. We refer to such questions and complaints as reports. ACM 

bases its oversight to a large extent on the number of reports it receives. In 

2020, ACM received through ACM ConsuWijzer 73,033 reports. That is 

almost 20% more than in 2019. 

Figure 21a: Reports filed with ACM ConsuWijzer 

  2019 2020 

Telephone 28,486 19,825 

Email 25,491 50,307 

Regular mail 123 124 

WhatsApp* 4,214 0 

Social media 878 2,777 

Total 59,192 73,033 

 

*In 2020, we did not use WhatsApp. As a result of updated conditions used 

by WhatsApp, government organizations were no longer allowed to use 

this customer contact channel. In 2019, we received 4,214 indications 

through WhatsApp 

Figure 21b: Top 5 reports, nature of consumer complaints 

  2019 2020 

Termination and cancellation of contracts 10,159 14,334 

Customer recruitment, and selling methods 7,343 12,089 

Faulty product/service and warranty 4,551 7,343 

Delivery issues 4,366 7,009 

Bills and payments 3,884 3,266 

 

Figure 22: Top 5 sectors among consumer reports 

  2019 2020 

Services 12,155 19,327 

Retail 12,273 15,838 

Energy and heat suppliers 6,528 9,668 

Telecommunication services* 2,858 2,455 

Postal services 555 524 
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Figure 23a: top 3 categories of reports: 
Services 

  2019 2020 

Travel agencies and 
intermediaries 

1,041 7,096 

Consultancy, research, 
and specialist services 

3,195 3,067 

Hotels, and holiday 
accommodations 

- 1,965 

 

Figure 23b: top 3 categories of reports: 
Retail 

  2019 2020 

Electronics 2,495 2,611 

Fashion 1,774 2,380 

Interior decoration 1,407 1,297 

 

Figure 23c: top 3 categories of reports: 
Energy and heat suppliers 

  2019 2020 

Intermediaries - 4,551 

Electricity and natural-gas 
suppliers 

4,262 3,791 

Energy-saving services 786 458 

Figure 23d: top 3 categories of reports: 
Telecommunication services 

  2019 2020 

Combination products 1,108 1,342 

Mobile telephony 574 382 

Fixed internet 376 345 

 

Figure 23e: top 3 categories of reports: 
Postal services 

  2019 2020 

Mail delivery in general 411 321 

24-hour mail (USO) 72 185 

Collection boxes 41 15 

 

Figure 23f: top 3 categories of reports: 
Digital content 

  2019 2020 

Download 66 83 

Cloud services 22 25 

Streaming 12 16 

Figure 23g: top 3 categories of reports: 
Transport 

  2019 2020 

Aviation 101 168 

Public transportation 23 19 

Maritime pilots 2 2 

 

Figure 23h: top 3 categories of reports: 
Health care 

  2019 2020 

GPs 126 69 

Insurers 38 28 

Specialists 26 15 
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Reports filed by businesses 

Businesses, too, are able to contact ACM if they have questions or 

complaints, for example, if they are unsure whether they comply with the 

rules, or if they suspect competitors having concluded illegal agreements. 

ACM ConsuWijzer records the reports filed by self-employed workers 

(independent contractors) regarding wrongful energy contracts. In 2020, 

ACM’s business desk received 3,185 reports from businesses, which is 

lower than 2019, when we received 4,478. That drop can be explained in 

large part by the coronavirus (COVID-19) pandemic. Between March and 

September in particular, fewer reports and questions were submitted. In the 

final months of 2020, the number of interactions went up again.  

Figure 25a: Number of reports filed with ACM’s business desk 

  2019 2020 

Telecommunications and internet 1,275 944 

Energy 839 852 

Competition 504 513 

Other 1,860 876 

Total 4,478 3,185 

Figure 25b: Nature of reports filed with ACM’s business desk 

  2019 2020 

Within ACM’s regulation 4,071 2,508 

Referrals 407 376 

General questions - 216 

Unknown - 85 

Spam complaints board Spamklacht 

ACM enforces compliance with spam regulations. Consumers receive 

spam through all kinds of channels, and have the opportunity to file their 

spam-related complaints with ACM. The ‘other’ category also includes 

reports filed over the phone and fax. In 2020, ACM received 11,049 spam-

related complaints. In 2019, we received 11,122 such complaints. 

Figure 26: Reports filed with spam complaints board 

  2019 2020 

Email 9,891 9,786 

Text messages 393 492 

Social media 46 41 

Other 792 730 

Total 11,122 11,049 
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Satisfaction with customer 
interactions  

Visitors of our websites are able to submit 

substantive feedback immediately. With this 

feedback, ACM is continuously able to improve 

both sites. In 2020, we did not use WhatsApp. 

As a result of updated conditions used by 

WhatsApp, government organizations were no 

longer allowed to use this customer contact 

channel. 

Figure 27a: satisfaction with ACM 
ConsuWijzer’s customer interaction (1-10) 

  2019 2020 

Phone 8.1 8.2 

Email 6.6 6.8 

WhatsApp 8.7 - 

Social media 8.0 9.2 

 
Figure 27b: satisfaction with ACM’s 
customer interaction (1-10) 

  2019 2020 

Phone 8.4 8.6 

Email 6.9 7.1 

Registrations 

All providers of electronic communication 

services and postal services in the Netherlands 

are required to register themselves with ACM. 

Figure 28a: Overview of registrations of 
various market participants 

  2019 2020 

Public electronic 
communication network 

988 995 

Public electronic 
communication service 

1,203 1,217 

Related facilities 123 131 

Qualified certificates 0 0 

Provider of postal services 126 126 

Provider of postal delivery 
services 

17 16 

Figure 28b: Overview of new and terminated 
registrations 

  New Terminated 

Public electronic 
communication network 

68 61 

Public electronic 
communication service 

93 79 

Related facilities 19 11 

Qualified certificates 0 0 

Provider of postal services 16 16 

Provider of postal delivery 
services 

0 1 

 

Figure 29: Number of registrations for 
electronic communication 

  2019 2020 

Number of new and terminated 

registrations  
399 331 

Percentage of registrations 

within the statutory term limit 
100% 100% 
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2020 Annual statement of accounts ACM 

ACM’s 2020 annual statement of accounts consists of the following parts: 

1. Annual statement of accounts of the ACM Organization  

2. Breakdown of expenditures along market organizations 

3. Annual statement of accounts of the Autonomous Administrative 

Authority ACM (ZBO ACM)  

4. Corporate affairs of the Autonomous Administrative Authority ACM 

(ZBO ACM)  

 
This annual statement of accounts concerns 2020 in its entirety. In the 

tables below, amounts are rounded up or down to the nearest euro. As a 

result, rounding errors may occur. 

1. Annual statement of accounts of ACM 
Organization 

From an administrative point of view, the ACM Organization is an integral 

part of the Ministry of Economic Affairs and Climate Policy (EZK) without 

any statutory obligation to publish an independent annual statement. The 

accounting check takes place at EZK level. In addition, the so-called 

Authorization Directive (EU Directive 2002/20/EC) applies to the ACM 

Organization. The ACM Organization uses a cash-basis accounting system 

in the administration of EZK. There is no balance sheet or profits-and-loss 

account.  

1.1 Expenditures of ACM organization 

The table below lists the cash expenditures for 2020 and 2019. 

Table 1: Cash expenditures of ACM organization (in euros) 

  2020 2019 

Personnel costs     

Salary costs  50,762,500 48,338,542 

Temporary employees 2,789,141 4,271,498 

Travel expenses 481,011 1,443,390 

Employee education and training 814,729 883,643 

Other personnel costs 633,894 282,163 

State Advocate 217,774 704,475 

Total personnel costs 55,699,049 55,923,712 

Material costs     

Housing 3,664,709 4,079,187 

Research 3,172,458 3,874,059 

IT 5,165,536 7,158,258 

Catering/security/cleaning 884,683 1,060,632 

Office furniture and supplies 799,862 649,076 

Public education and events 2,814 126,053 

Other material costs 96,420 101,129 

Total material costs 13,786,481 17,048,392 

Total expenditures 69,485,529 72,972,104 

https://eur-lex.europa.eu/legal-content/EN/TXT/HTML/?uri=CELEX:32002L0020&from=NL
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Explanatory notes to table 1 
employees. In 2020, ACM hired fewer temporary employees.  

From 2020, paid damages no longer fall under the cash expenditures of 

ACM Organization but under the EZK policy article ‘Well-functioning Besides by pandemic-related expenditures, the increase in the item Other 

economy and markets’. For the sake of comparability, this adjustment has personnel costs is also caused by subsequent invoices from 2019 for hiring 

also been applied to the figures over 2019. individuals with special needs.  

Coronavirus (COVID-19) pandemic has effect on total expenditures State Advocate 

The coronavirus (COVID-19) pandemic has an effect on multiple items of The expenditures of the State Advocate fluctuate from year to year. This is 

ACM’s budget. As most of ACM’s employees worked from home, several because more or fewer legal proceedings are launched in one year than in 

items have been lower than budgeted, such as Temporary employees, another year as a result of ACM’s execution of its duties. In 2020, the 

travel expenses, catering, events, and IT-related expenses. On the other expenditures were lower.  

hand, items such as other personnel costs (ergonomic equipment) and 

office supplies went up.  Housing 

The drop in housing expenses in 2020 was caused by subsequent bills for 
Salary costs, temporary employees, and other personnel costs 

building-related service fees from the Central Government Real Estate 

Salary costs have gone up. Starting in 2020, vacation pay and the end-of- Agency for 2016 and 2017, which were paid in 2019. In addition, ACM did 

year bonus have been replaced with a so-called Individual Choice Budget not receive the expected bill for 2018 in 2020.  

(in Dutch: Individueel Keuze Budget or IKB). In connection therewith, the 

earmarked amounts of vacation pay and end-of-year bonuses from 2019 IT and IT-related projects  
have also been paid out in 2020. As a result, the salary costs in 2020 are 

In 2020, the prioritization and execution of IT projects were revised. As a 
higher than normal. Furthermore, the salaries of the pay scales laid down 

result of the coronavirus pandemic, it was necessary to prioritize the 
in the Civil Servants Pay Decree (BBRA) have been raised as a result of a 

mobile-workspace project, thereby supporting the work-from-home 
new collective labor agreement. 

mandate. The execution of the other projects has subsequently been 

resumed. The planned expenditures have consequently been deferred. The expenditures on temporary employees are connected with the 
Furthermore, IT-related framework agreements that expired at the end of necessary capacity for the execution of ACM’s duties, the implementation 
2020 have led to some expenditures be carried over to early-2021. of strategic projects (including IT projects), open vacancies, and dealing 

with peak absenteeism. In 2019, the costs for temporary employees were 

higher because of the many open vacancies in 2019. In anticipation of 

hiring permanent staff for the job openings, ACM relied on temporary 
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Catering/security/cleaning 

As a result of the lockdown measures, meetings with ACM staff and non-

ACM individuals have primarily been held online. This has led to fewer 

expenditures on catering.  

Office furniture and supplies  

In 2020, more was spent on office furniture and supplies. For example, 

extra expenditures were spent on housing the front office of ACM’s 

consumer information portal ACM ConsuWijzer in the offices of ACM. In 

addition, ACM has paid the necessary expenses on making the offices 

COVID-19-proof.  

Claims/damages 

From 2020, paid damages no longer fall under the cash expenditures of 

ACM Organization but under the EZK policy article ‘Well-functioning 

economy and markets’. For the sake of completeness, this item is still 

included. In connection with liability claims following legal procedures, ACM 

paid out damages in 2020.  

Table 1a: Paid damages (in euros) 

  2020 2019 

Paid damages 1,742,182 120,000 

Totaal of paid damages 1,742,182 120,000 

 

ACM is handling 14 claims, having a combined value of 19.8 million euros.  
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1.2 Income of ACM organization 

Table 2: Income of ACM organization (in euros) 

  2020 2019 

Telecom     

Electronic communication  3,904,066 3,354,340 

Numbers 2,332,977 2,101,366 

Arbitration services 1,916,831 940,197 

Total Telecom 8,153,815 6,395,903 

Postal services contributions     

Universal Service Obligation 26,803 69,452 

Non-Universal Service Obligation 852,860 1,286,107 

Parcel regulation USO  47,084   

Parcel regulation non-USO  12,993   

Total Postal Service 939,740 1,355,559 

Energy     

Distribution system operators electricity 1,009,110 789,470 

Distribution system operators natural  
gas 

1,307,654 431,020 

Transmission system operator electricity 4,869,665 4,186,967 

Transmission system operators natural 
gas 

1,930,493 2,703,628 

Heat license holders 1,083,884 483,355 

Total Energy 10,200,806 8,594,440 

Merger notifications 1,675,200 2,380,183 

Licenses of energy providers 12,990 13,990 

Receipts from Personnel / Materials 98,866 192,473 

Total income 21,081,417 18,932,548 

Explanatory notes to table 2 

The levels of the income from market organizations are largely determined 

by the contribution scheme and the sanctions imposed. The levels of the 

contributions from the market organizations have been laid down in the 

Regulation on the passing on of costs to regulated parties (in Dutch). 

Income per market category may change from year to year. The reason is 

that, on the one hand, more or fewer investigations and studies are needed 

for ACM’s tasks. That, in turn, also affects the capacity that is needed for 

ACM’s tasks. The income in 2020 is largely based on the expenditures to 

the market category as calculated in 2019. 

Telecom 

The income from Electronic communication is in line with the Regulation on 

the passing on of costs to regulated parties. For the arbitration service for 

the deaf and hard of hearing, income was received in 2020 for invoices that 

were sent in late-2019.  

Postal services 

The income from the Postal services market category is in line with the 

Regulation on the passing on of costs to regulated parties. In accordance 

with the general principles of the passing on of costs, these costs will be 

passed on to market organizations.  

Energy 

The income from the Energy market category is in line with the Regulation 

on the passing on of costs to regulated parties.  

http://wetten.overheid.nl/BWBR0036097
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Transport (not included in the table because the balance was zero)  

In accordance with the Regulation on the passing on of costs to regulated 

parties, ACM in 2020 received 0.7 million euros for its oversight of the 

Transport market category for the Ministry of Infrastructure and Water 

Management. In 2020, this income was transferred to the Ministry of 

Infrastructure and Water Management. 

Financial (not included in the table because the balance was zero) 

In accordance with the Regulation on the passing on of costs to regulated 

parties, ACM in 2020 received 0.1 million euros for its oversight over the 

Financial market category for the Ministry of Finance. In 2020, the income 

was transferred to the Ministry of Finance. 

 

Table 3a: income from sanctions (in euros) 

Explanatory notes to tables 3a and 3b 

Sanctions that ACM has imposed under the former statutory regime only 

need to be paid by parties after the highest court has ruled on their cases. 

Therefore, the period between the imposition of the sanction and the actual 

payment therefore can take multiple years, because of the legal 

procedures. As a result, receipts from sanctions can greatly vary from year 

to year.  

Under the Streamlining Act, ACM can demand payment of the sanctions 

within 6 or 24 weeks. In general, ACM receives payment of the fine on 

behalf of the Dutch State within these term limits, barring any ongoing legal 

proceedings. If the court hands down a ruling in a case and either lowers or 

reverses the fine, ACM will have to make repayments on behalf of the 

Dutch State. Such a situation can also occur years after the procedure, 

which means the Dutch State runs the risk of fluctuations to this part of its 

income. In order to provide more insight, a distinction has been made 

between income and repayments.
  2020 2019 

Sanctions (including statutory interest) 106,581,161 17,485,863 

Total income 106,581,161 17,485,863 

 

Table 3b: repayments of sanctions (in euros) 

  2020 2019 

Repaid sanctions (including statutory 
interest) 

990,000 45,571,087 

Total repayments 990,000 45,571,087 
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1.3 Outstanding receivables of ACM organization 

The tables 4a and 4b list the outstanding receivables as of December 31, 

2020 and December 31, 2019. 

Table 4a: Outstanding receivables of ACM organization (in euros) 

  2020 2019 

Telecom     

Electronic communication 5,186 8,555 

Numbers 330,021 108,732 

Arbitration services 193,149 769,366 

Total Telecom 528,356 886,654 

Postal services contributions     

Non-Universal Service Obligation - 3,440 

Total Postal Service - 3,440 

Merger notifications  523,520 331,570 

Other receipts 517,233 388,956 

Total 1,569,109 1,610,620 

 

Table 4b: Outstanding receivables from sanctions (in euros) 

  2020 2019 

Sanctions (including statutory interest) 11,692,505 23,828,674 

Total  11,692,505 23,828,674 

 

The amount of outstanding receivables for sanctions has increased by 12.1 

million euros from 23.8 million euros in 2019 to 11.7 million euros on 

December 31, 2020. This change can be explained as follows:  

    

Imposed sanctions 94,721,670 

Income from sanctions (including statutory 
interest) 

-106,581,161 

Decrease in receivables resulting from court 
rulings and non-recovery of debts 

-342,027 

Increase in statutory interest 65,349 

Changes to outstanding sanctions -12,136,170 
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2. Breakdown of expenditures along market 
organizations 

In the Decision on the method of passing on costs to regulated industries 

(in Dutch) and its amendment (in Dutch), it has been laid down how ACM 

can pass on costs to market organizations. According to this method, the 

income of the year in question is based on the actual expenditure of the 

previous year. The market categories and the formula have been explained 

in more detail in the explanatory notes to the Decision on the method of 

passing on costs to regulated industries of October 27, 2014, and 

December 10, 2014, respectively, and the Decision of 18 December 2019 

amending the Decision on the method of passing costs to regulated 

industries (in Dutch) in connection with the expansion of oversight of the 

postal services and aviation sectors.  

Per sector, ACM calculates the expenditures to be passed on to the 

relevant categories. For each category, ACM has one or more timekeeping 

codes. This will ensure that ACM is able to allocate the costs to the right 

category. ACM calculates the amount to be passed on per category as 

follows:  

1. Per category, the ‘direct material costs’ are determined, which are 

the costs that can be directly attributed to this category. 

2. Next, the remaining amount is determined, consisting of the indirect 

material costs and all direct and personnel costs. These costs are 

allocated based on the actual hours spent on these categories. 
 

Table 5: Total cash expenditures (in euros)  

    2020   2019 

  
ACM 

Organization 
ACM ZBO Total Totaal 

Direct material 
costs  

3,800,612 - 3,800,612 5,790,364 

Remaining 
costs based 
on actual 
direct hours 
consisting of:  

        

personnel 
costs 

55,699,049 637,543 56,336,591 56,533,542 

+ indirect 
material costs 

9,985,869 2,322 9,988,191 11,262,182 

Total 
personnel and 
indirect 
material costs 

65,684,917 639,865 66,324,782 67,795,724 

Total 
expenditures 

69,485,529 639,865 70,125,394 73,586,088 

https://wetten.overheid.nl/BWBR0035712/2020-01-01
http://wetten.overheid.nl/BWBR0036097/
https://wetten.overheid.nl/BWBR0035712/2017-04-04
https://wetten.overheid.nl/BWBR0035712/2017-04-04
https://zoek.officielebekendmakingen.nl/stb-2019-519.html
https://zoek.officielebekendmakingen.nl/stb-2019-519.html
https://zoek.officielebekendmakingen.nl/stb-2019-519.html
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Explanatory notes to table 5 Explanatory notes to table 6  

Table 5 provides a breakdown of the cash expenditures for ACM Table 6 gives an overview of the allocation of the total expenditures of 

Organization and for the Autonomous Administrative Authority ACM (Dutch ACM and to be passed on to market organizations on the basis of the 

abbreviation: ZBO ACM). From 2020, paid damages no longer fall under Decision on the method of passing on costs to regulated industries. The 

the cash expenditures of ACM Organization but under the EZK policy amount stated in the column ‘total share’ indicates the amount to be 

article ‘Well-functioning economy and markets’. For the sake of passed on to market organizations. It does not indicate the total amount of 

comparability, this adjustment has also been applied to the figures over expenditures to that sector. For example, sanction procedures in one of the 

2019. The direct material costs in 2020 were lower than those in 2019. This regulated sectors are not passed on to market organizations but to the 

is primarily caused by lower expenditures on IT-related projects, and on Dutch State. 

investigations and studies. As a result of the coronavirus (COVID-19) 

pandemic, a reprioritization has been implemented because of the central 

government’s work-from-home mandate.  
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Table 6: Overview of the allocation of the expenditures of ACM to be passed on to market organizations (in hours and euros) 

  2020 2019 

  Direct hours 
Direct material 
expenditures 

Personnel and 
indirect expenditures 

based on share of 
hours 

Total share Total share 

Telecom  in hours in euros in euros in euros in euros 

Public electronic communication services, public 
electronic communication networks, and related facilities 33,056 95,152 4,067,740 4,162,892 3,970,276 

Numbers 

20,584 33,196 2,532,971 2,566,167 2,679,067 

Subtotal Telecom 53,640 128,348 6,600,711 6,729,059 6,649,343 

Postal Service  in hours in euros in euros in euros in euros 

Universal Service Obligation (USO) 1,005 7,044 123,653 130,697 43,003 

Non-Universal Service Obligation 3,022 - 371,828 371,828 852,009 

Parcel regulation USO  110 - 13,570 13,570 47,084 

Parcel regulation non-USO  40 - 4,917 4,917 13,557 

Subtotal Post 4,177 7,044 513,967 521,011 955,653 

Energy  in hours in euros in euros in euros in euros 

Distribution system operation Electricity 12,517 22,131 1,540,307 1,562,438 1,009,110 

Distribution system operation Natural gas  10,608 59,563 1,305,361 1,364,924 1,307,654 

Transmission system operation Electricity  42,279 273,593 5,202,755 5,476,348 4,910,165 

Transmission system operation Natural gas  10,663 183,919 1,312,149 1,496,068 1,970,993 

Supply of heat  5,913 26,898 727,588 754,486 1,083,884 

Subtotal Energy 81,980 566,104 10,088,159 10,654,263 10,281,807 

Transport  in hours in euros in euros in euros in euros 

Registered pilots  784 - 96,483 96,483 204,144 



 

53/55 

  2020 2019 

  Direct hours 
Direct material 
expenditures 

Personnel and 
indirect expenditures 

based on share of 
hours 

Total share Total share 

Aviation  3,650 - 449,127 449,127 501,895 

Subtotal Transport 4,434   545,609 545,609 706,040 

Financial in hours in euros in euros in euros in euros 

Payment system  1,131 - 139,139 139,139 147,153 

Subtotal Financial 1,131 - 139,139 139,139 147,153 

Total market organizations 145,361 701,496 17,887,585 18,589,081 18,739,996 

Central government  in hours in euros in euros in euros in euros 

State/treasury 393,618 3,099,116 48,437,197 51,536,313 54,846,092 

Transport  538,979 3,800,612 66,324,782 70,125,394 73,586,088 

 



 

54/55 

3. Annual account of ZBO ACM 

This financial account of the Autonomous Administrative Authority ACM 

(ZBO ACM) concerns the entire calendar year of 2020. The ZBO ACM 

concerns the Board of ACM. The ZBO ACM used a cash-basis accounting 

system in the administrative system of the Ministry of Economic Affairs and 

Climate Policy (EZK). 

3.1 Expenditures and income of ZBO ACM 

The below table is an overview of the expenditures and income over 2020 

and 2019 

Table 7: Total expenditures and income of ZBO ACM (in euros) 

  2020 2019 

Personnel costs     

Salary costs 612,919 577,307 

Travel expenses (domestic)  3,944 5,849 

Travel and accommodation expenses (abroad)  3,970 23,697 

Various expenses 13,654 210 

Employee training 3,055 2,768 

Total personnel 637,543 609,831 

Material costs      

Contributions and memberships 2,322 4,153 

Social allowance  - - 

Total material 2,322 4,153 

Total expenditures 639,865 613,984 

Income  162,000 162,000 

Total income 162,000 162,000 
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Explanatory notes to table 7  

Based on information at my disposal, no irregularities with regard to the 
In 2020, a change in the board took place. As a result, the salary costs and 

accountable lawfulness of the expenditures of the ZBO ACM that have 
various expenses went up. In 2020, the item Various expenses mainly 

exceeded the relevant reporting tolerance thresholds have occurred. 
concerned costs for the farewell ceremony of a former Member of the 

Board. In addition, the salary costs went up in January and July because of 
II Establishment of non-financial policy information  changes in the collective labor agreements. The government-imposed 

coronavirus (COVID-19) lockdown measures have had an effect on the Based on information at my disposal, no shortcomings have occurred in the 

reduced travel & accommodation expenses. establishment of non-financial policy information. 

The item ‘income’ concerns the receipts from market organizations, as laid III Budgetary, financial and material management  
down in the Decision on the method of passing on costs to regulated 

No irregularities have occurred. 
industries (in Dutch). 

IV Other aspects related to corporate services  
As of 31 December 2020, the ZBO ACM did not have any outstanding 

receivables. No irregularities have occurred. 

 3.2 Corporate services of ZBO ACM 

This section on corporate services lists all relevant points of attention in the 
Was signed. 

operations of ZBO ACM. In accordance with the Government Accounts Act 

2016, the corporate-services section is organized as an exception report. T.M. Snoep, LL.M. 

The information included in this section has been collected from the Chairman of the Board 

management control system of the ZBO ACM and from information coming 

 from the audit of the Central Government Audit Service. The corporate-

services section consists of four mandatory elements: lawfulness, 
 

establishment of policy information, financial and material management, 

and other aspects related to corporate services.  

  

I Lawfulness  

https://wetten.overheid.nl/BWBR0035712/2017-04-04
https://wetten.overheid.nl/BWBR0035712/2017-04-04
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