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• Poverty

• Geography

• Education

• Age 

• Health

• Religion, Race, and Ethnicity

• Disability

• Gender Identity and Sexual Orientation

Note: these categories often overlap. People can be vulnerable or 

disadvantaged in multiple different ways.
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Kenya: Electricity access by expenditure quintile

World Bank, 2019
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Created by Our World in Data using World Bank and WHO/UNICEF data
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DMSI FINAL REPORT, Competition Commission of South Africa, 2020
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Kenya: Electricity payment as a % of household income by quintile

World Bank, 2019
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• Addressing geographical vulnerability and disadvantage in access to 
utilities

• Rural vs Urban

• Regional

• Priority: expansion coverage and access

• Investment, operating efficiency, roll-out into disadvantaged areas

• Going beyond the grid/fiber/traditional technologies to expand access to 
the vulnerable and disadvantaged

• Financial and operational sustainability: The vulnerable and 
disadvantaged do not benefit from utility connections that are not 
working
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• Progressive tariff structures that support vulnerable and disadvantaged 
consumers

• Lifeline tariffs that are set at appropriate levels: balancing social stability, 
affordability, fairness, energy efficiency as well as cost recovery

• Payment mechanisms to support poor, vulnerable and disadvantaged 
groups

• Innovation in service delivery (e.g. service kiosks, pre-payment meters, flow 
limiters, frequent meter readings and mobile payment mechanisms) 



2019 
• 71% out of 195 regulators worldwide had an ICT accessibility framework
• 52% in Africa

Example: The South African regulator, ICASA, has a Consumer Advisory Panel which includes representatives 
of people with disabilities. It also has a comprehensive Code for People with Disabilities, listing many 
requirements

Source: Digital Regulation Handbook and Platform: https://digitalregulation.org/consumer-affairs/
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• Pro-poor strategy and policy focus

• Explicit policy on poor and vulnerable consumers (rights of access, fair 
treatment, redress)

https://digitalregulation.org/consumer-affairs/


The World Bank’s focus on Vulnerable and 

Disadvantaged people
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• Protecting vulnerable and disadvantaged customers through provision of: 

• Access

• Reliable services

• Affordable prices

• Balancing protecting the needs of consumers and ensuring the financial and 
operational viability of services providers

• Explicit policy and regulation focused on the needs of the vulnerable and 
disadvantaged




