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Dear Nigel 

Review of the Erroneous Transfer Customer Charter

TXU welcomes the opportunity to comment on the Erroneous Transfer Customer Charter. We strongly agree with Ofgem’s efforts to improve the process for customers who have transferred to a supplier without consent. 

ETs cause significant inconvenience and upset to customers, as well as adding considerable administrative burden to suppliers. The customers’ specific ET experience is reflected in a poor general impression of the competitive market which is not of benefit to any market participant. 

We believe that the introduction of the charter has been a success. Despite the short timescales for its introduction, most suppliers have implemented robust manual or automatic systems and improved performance. By adding recognised timescales, the experience of customers in an ET situation is at least somewhat alleviated by improved information and a swift return to the supplier of choice. 

We believe that the remaining areas of concern for Ofgem – namely the sending of the 20 day letter and the escalation route are ones that can easily be remedied in the short to medium term and look forward to progressing these issues in industry groups where appropriate. On one of the specific areas of concern that Ofgem notes, we intend to issue a reminder to all ET staff to ensure the escalation process is used in accordance with agreed industry procedures. 

The ET charter can only attempt to remedy the problem of being transferred to the wrong supplier. We believe that focus is best placed on reducing the root-causes of ETs rather than the symptoms. Customers are normally transferred against their will for a number of reasons, a poor sales experience being the most frequent. Since the introduction of the ET charter, the industry has made significant progress to reduce the number of poor sales experiences through the Energysure scheme. 

Erroneous transfers are more than just the symptoms of bad selling however. Significant proportions of ETs come about from incorrectly chosen MPRNs or MPANS. Whilst significant advances have been made with the MPAS online service and the Transco customer online information facility, the quality of information that is held on industry databases continues to give rise to concern. TXU is supportive of further work in this area to reduce one of the underlying causes of ETs. 

TXU will continue to dedicate resource and staff to resolving ETs and preventing their occurrence. We welcome the decision to hold a second review in the autumn, which should allow a reasonable period of time for suppliers to ensure that the systems and processes are working. After this period of time, we do not believe that it will be necessary or appropriate to apply general licence measures. If the second review finds that particular suppliers are not compliant, there are already sufficient statutory powers at Ofgem’s disposal, and we would support targeted measures for non-compliant companies rather than placing additional regulatory requirements on all companies.  

In October 2002, assets and shares in some TXU companies were sold to Powergen. At present, the companies are operating separately pending an EU decision on the purchase. If the purchase is approved, all TXU policies and positions may be subject to review by Powergen, and whilst the view set out above is TXU’s current position, therefore this letter represents our current view only.  

I should be pleased to discuss any area of this letter, either on the contact details above or in person. Alternatively, Brian Fisher, UK Retail Regulation Manager will be available. 

Yours sincerely

Victoria Leitch 

Market Structures Manager 
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