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energywatch’s 

response to ofgem’s paper on-
TRANSFER OBJECTIONS: STRONGER RIGHTS FOR INDUSTRIAL AND COMMERCIAL CUSTOMERS
Summary-

Energywatch believes that the proposed reform is a positive step in the development of the transfer process. The current objection arrangements result in a significant number of complaints to energywatch and therefore need to be reformed. A contractual approach will allow the flexibility to tailor the customers contract to the customers need be they large multi or single site consumers.
This regulatory reform relies on prompt enforcement action from the regulator. Energywatch will act on receipt of complaints about supplier’s behaviour if they systematically break the contractual arrangements.

1. I&C complaints related to the objections processes
As a complaint category the transfer process is an important issue. The graph below shows what type of I&C complaints energywatch receives. In this financial year 50% of all I&C complaints have been about account and billing, 32% about transfers and 13% about direct selling. 
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As can be seen in the graph above, the proportion of transfer complaints has remained around the 30% mark of our case load with a slight seasonal dip in August 2002. There is also the possibility that billing complaints may be linked to the transfer process and if contested by the supplier can be part of the transfer process. Whilst these categories are generic they are never the less indicative of the problems faced by I&C consumers. In effect this is evidence that customers have been prevented from changing supplier.  
2. energywatch’s expectations about the objections process
energywatch wants there to be a transfer system where the consumer is-
· protected throughout the life of the contract from Erroneous Transfer;

· once the contract has expired we would want I&C customers to change without being blocked by the supplier;
· Finally, we would want arrangements that prevent consumers being locked into punitive out of contract rates as a result of failure in the transfer process.
We would also see these reforms of part of our call for a wider reform into the effectiveness of the transfer process. In particular we have concerns about the transfer process in the I&C sub 100Kwh market and know that some consumers have been deterred from changing supplier. This has been complicated by the poor billing standards of some suppliers that have a significant impact on how the consumer leaves the contract.
3. Proposals for the removal of the right to object
Energywatch acknowledges that different classes of I&C consumer have different requirements in terms of the protection they require from objections process. We agree with Ofgem that suppliers and customers are restricted from developing commercial arrangements other than those prescribed by the gas supply licence and MRA and that there is a lack of transparency for customers as to how gas suppliers use their ability to make objections. The contractual route seems to be an acceptable compromise for those who want to control whether or not they can be blocked from transferring.
4. The importance of the compliance regime
We note that the existing arrangements have not prevented suppliers who have no contract with the I & C consumer inadvertently transferring the site in either gas or electricity. In contrast to the existing arrangements energywatch thinks that a greater emphasis on compliance is necessary to make these proposals work. Energywatch will act on receipt of complaints about supplier’s behaviour if they systematically break the contractual arrangements.
After investigating complaints from customers, energywatch will have no hesitation in referring matters to Ofgem where it believes Ofgem may be able to use its powers to prevent further consumer detriment.
6. Conclusion
Energywatch believes that the proposed reform is a positive step in the development of the transfer process. The current objection arrangements result in a significant number of complaints to energywatch and therefore need to be reformed. A contractual approach will allow the flexibility to tailor the customers contract to the customers need be they large multi or single site consumers.

This regulatory reform relies on prompt enforcement action from the regulator. Energywatch will act on receipt of complaints about supplier’s behaviour if they systematically break the contractual arrangements.
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