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Introduction from Chairs 
 

Anthony Pygram (Ofgem) 
Steph Hurst (BEIS) 
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Time Item Speaker Applies to 

0930 Arrival - tea and coffee available 

1000 Introduction and welcome Anthony Pygram (Ofgem) and 

Steph Hurst (BEIS) 

All 

1020 Introduction from Dermot 

Nolan, Ofgem CEO  

Dermot Nolan (Ofgem) All 

 

1035 CMA  Steph Hurst (BEIS) and Alex Tyler 

(Ofgem)  

All 

 

1100 The Switching Programme 

(presentation and workshop) 

Angelita Bradney (Ofgem) All 

 

1210 Networking lunch 

Morning Agenda 
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Time Item Speaker Applies to: 

1305 Future of retail market 

regulation (presentation and 

workshop) 

Andrew Thomsen (Ofgem) Domestic (non-

domestic welcome 

to participate) 

1405 Voluntary redress payments Kieran Coleman (Ofgem) All 

1420 Theft of energy Keavy Larkin and Sarah Jones 

(Electralink) 

All 

1440 Supplier Performance report Chris Wood, Roger Littlewood and 
Mark Jenner (Ofgem E-serve) 

All (except for gas-
only suppliers) 

1500 Coffee break 

Afternoon Agenda (1) 
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Afternoon Agenda (2) 

Time Item Speaker Applies to: 

1515 Vulnerability and the smart 
meter roll-out 

Charlotte Friel (Ofgem) Mainly domestic, 
although some 
requirements in SMICOP 
apply to non-dom 

1530 Energy Switch Guarantee Kerry LeVan (Energy UK) Domestic 

1550 Closing remarks / AOB Anthony Pygram and Steph 
Hurst 

All 

Project Nexus - cancelled  Rob Salter-Church Gas suppliers only 

1600 Finish 
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GREG CLARK - Secretary of State 
for Business, Energy and 
Industrial Strategy 
 

 Leading the Department's work across all 
areas 

BARONESS NEVILLE-ROLFE – 
Minister of State for Energy and 
Intellectual Property 
 

Energy (with Jesse Norman): 

JO JOHNSON - Minister of State 
for Universities, Science, 
Research and Innovation 
 

Science and Research 
Innovation 

BEIS Ministers 
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NICK HURD - Minister of State 
for Climate Change and Industry 
 

Climate change  
Industry and enterprise  

MARGOT JAMES - Minister for 
Small Business, Consumers and 
Corporate Responsibility 
 

JESSE NORMAN - Minister for 
Industry and Energy 
 

Supporting Nick Hurd on industrial policy 
Supporting Baroness Neville-Rolfe on 
energy policy 

BEIS Ministers 
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Introduction from Dermot Nolan 
 

Ofgem CEO 



CMA (Ofgem and BEIS) 
 

Steph Hurst 
steph.hurst@decc.gsi.gov.uk 

 
Alex Tyler 

remedies@ofgem.gov.uk 
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 Final report and remedies published 24 June 
 

 Comprehensive package of remedies to: 
 

 Drive innovation and consumer engagement in both domestic and 
micro  
business market; 

 Protect pre-payment customers, who are least able to benefit from   
competition;  

 Delivering a regulatory and industry framework more focused on 
competition 
 

 Implementation through: 
 

 CMA orders 
 Ofgem licence conditions 
 Primary and secondary legislation 

Competition and Markets 
Authority Investigation 
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BEIS remedies: 
 Greater transparency around CFD allocation process  
 Mandating midata for all domestic suppliers 
 Consideration on whether to remove any other potential barrier for suppliers 

collecting consumption data more granular than daily for implementing 
mandatory HH settlement 

 
 Legislation to: 
         - focus Ofgem duties more clearly on promoting competition 
         - establish  a process for Ofgem to publish opinions on draft legislation and 
            policy proposals relevant to its statutory objectives 
         -  give Ofgem the power to modify industry codes in certain exceptional  
            circumstances 
         - licensing code administrators 
 
Joint BEIS and Ofgem: 
 Consultation on plan and timetable for half hourly settlement 
 Publish joint statements on BEIS policy objectives that will require Ofgem 

interventions 
 

 
 
 

Competition and Markets 
Authority Investigation 
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How Ofgem is approaching 
implementing the CMA’s 

remedies 
 

Five clusters of remedies: 

 

1. Regulation for effective competition 

2. Prompting greater consumer engagement 

3. Protecting and empowering those on non-standard meters 

4. Building industry systems and governance for the future 

5. A robust and independent regulator 

 

 

         
   



Cluster  Into 2017 Q3 2016 Q4 2016 

Regulation for 
effective 

competition 

Statutory consultations on removal of certain Retail 
Market Review ‘simpler’ tariff choices rules 

Policy consultation on RMR ‘clearer’ & tariff 
comparability principle 

Policy consultation on Confidence Code review whole 
of market display removal 

Seek suppliers to bring forward microbusiness price 
transparency/ autorollover remedies 

Support delivery of access to ECOES/ SCOGES for price 
comparison websites 

Statutory consultation 

Ongoing monitoring and 
compliance 

Ongoing monitoring of 
remedy implementation 

General Ofgem implementation 
plan 

Indicative timeline:  
key remedies for suppliers 

We are seeking 
suppliers to act 

before 
deadlines 

We 
deprioritised 

enforcement in 
this area in April 

         
   



Cluster  Into 2017 Q3 2016 Q4 2016 

Prompting greater 
consumer engagement 

Protecting and 
empowering those on 
non-standard meters 

Prepare and conduct testing on database using Consumer 
First Panel 

Consult on licence 
requirements for supplier 
RCT participation 

Ongoing work to develop 
prompts and database 

Prepare monitoring and compliance for PPM price cap 

Statutory consultations on removal of regional 
variations for PPM 

April: Monitoring 
cap  

Overseeing industry-led implementation of changes to the 
Debt Assignment Protocol 

Opportunity to 
contribute on 

trials and 
prompts 

         
   

Indicative timeline:  
key remedies for suppliers 
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Contacting us 

For all queries/ feedback on the implementation of the 
CMA remedies, please contact us: 

 

remedies@ofgem.gov.uk 

 

         
   

mailto:remedies@ofgem.gov.uk


Switching Programme (Ofgem) 
 

Angelita Bradney 
Angelita.Bradney@ofgem.gov.uk 
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Objectives for today 

• Give you a quick overview of the Switching Programme 

• Inform you about progress and decisions made so far 

• Seek your views on two particular issues: 

o Erroneous transfers 

o Data cleansing 

• Summarise next steps 
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The objective of the Switching Programme is to improve customers' 
experience of switching, leading to greater engagement in the retail energy 
market.  
 
• We want to achieve this by designing and implementing a Centralised 

Registration Service and a new switching process that is reliable, fast and cost-
effective. 
 

• We expect that this will build consumer confidence and facilitate competition, 
delivering better outcomes for consumers. 
 

• Our intention is to deliver customer benefits from the new arrangements by 
2019. 

Switching Programme 
objective 

To achieve our objective we need the input, support and commitment of 
stakeholders across the industry 



19 

Structure of the 
Programme 

Blueprint 
Detailed Level 
Specification 

Enactment 
Design, Build 

and Test 

 

ACTIVITY 
 

• Define  new market 
arrangements in a 
Target Operating 
Model (TOM) including 
Delivery Strategy 
 

• Consultation and 
Decision (with IA) on 
preferred outcome 
 

 

 

ACTIVITY 
 

• Define in detail how 
reforms will work  
 

• Draft modifications to 
codes and licences 
 

• Consultation and 
Decision (with IA) on 
SCR Direction and 
licence mods 
 

 

ACTIVITY 
 

• Changes made to 
codes and licences 
 

• Central Registration 
Service procured 
 

 
 
 
 
 
 

 

ACTIVITY 
 

• Systems designed, 
built and tested. 
 

• Transition scheme 
executed 
 
 
 
 

 

PHASE 1 PHASE 2 PHASE 3 PHASE 4 

 

ROLES 
 

• Workgroups led by 
Ofgem 
 

• Industry and 
consumer reps to 
support workgroup 
option analysis  
 

• Industry to provide 
data for IA 
 

 

 

ROLES 
 

• DCC and Industry 
implement reforms  
 

• DCC undertake market 
assurance 
 

• DCC execute Transition 
Scheme 
 

• Ofgem monitor and 
take go-live decision 

 

ROLES 
 

• Industry Code 
Administrators and 
Ofgem led workgroups 
 

• Industry and 
consumer reps 
continue to support 
workgroups 
 

• Industry to provide 
data for IA 
 

 

ROLES 
 

• Industry raise code 
mods and Ofgem 
approve 
 

• Ofgem make licence 
modifications 
 

• DCC procure a central 
registration service 

 

Monitor 
and 

Evaluate 

PHASE 5 
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Decisions made, so far, by the 
Programme’s Design Authority 

Approved as baseline*: 
 
• Dual fuel switches: “one fail, all fail” functionality 

 
• Advanced registration: 28-day advanced registration 

functionality, capable of being amended. One pending 
registration request allowed at a time 
 

• Standstill period: functionality to enable a period post-
switch during which a further switch can not take 
place. Initial assumption of 5 days. Capable of being 
amended depending on whether meter is smart or 
standard 
 

• Objections: we will assess the impact of (a) instant 
objections (preloaded); (b) instant objections 
(messaging); ‘compressed window’ objections 
 

 
*Decisions made by the Design Authority will be reflected in Design Baseline 1 for the programme, which will be 
the subject of an impact assessment and a formal consultation in 2017 

Programme Board 

Design 
Authority 

External Design 
Advisory Group 

(EDAG) 

Design and impact assessment team 

Workstreams 
• Business process design 
• Regulatory design 
• Commercial and price controls 
• Delivery Strategy 



Forthcoming Design 
Authority decisions 

11 August 
• Linking related meter points 
• Operational requirements: information risk assessment, helpdesk, service availability 

 
16 August 
• Cooling off 
• Solution architecture options 
• Erroneous transfers 

 
28 September 
• Definition of “next day” 
• Governance, assurance, testing and post-implementation strategy 

 
27 October 
• Transition strategy 
• Data cleanse strategy 
• Data conversion and migration approach 

 
1 December 
• Finalise scenarios for request for information (RFI) 
 
For the Design Authority decision log (and more) see: https://www.ofgem.gov.uk/gas/retail-
market/forums-seminars-and-working-groups/switching-programme-design-authority           

   

https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
https://www.ofgem.gov.uk/gas/retail-market/forums-seminars-and-working-groups/switching-programme-design-authority
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Solution architecture 
options (1) 

Example: “Thick” CRS: instant objections, switching system and management 
information system database provide a complete centralised registration service 
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Solution architecture 
options (2) 

Another example: Intelligent middleware solution which will orchestrate the switching 
process, and interact with a virtual market intelligence service pulling data from existing 
services 
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https://www.ofgem.gov.uk/gas/retail-market/market-
review-and-reform/smarter-markets-programme/switching-
programme  

Next steps 

Rest of 2016: continue design work 
 
Late 2016: test scenarios for request for information (RFI) with industry 
 
Early 2017: Publish Design Baseline 1, strategic outline business case and 
RFI 
 
Mid 2017: Consultation on preferred way forward 

https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
https://www.ofgem.gov.uk/gas/retail-market/market-review-and-reform/smarter-markets-programme/switching-programme
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Workshop sessions – 
your views 

Erroneous 
transfers 

Data 
cleansing 
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• Erroneous transfers (ETs) occur when a consumer has been switched by a 
supplier against their wishes   
 

• Currently account for ~1% of switches - domestic and non-domestic 
 

• Difficult to determine with any accuracy where this number might go once 
the Switching Programme changes have been delivered 
o New business processes, data cleanse and clearer ownership of datasets 

ought to help to reduce the incidence of ETs 
o However, faster switching times mean there will be less time to correct 

ETs before a switch has been processed 
 

• We want to ensure that the right arrangements are in place to prevent ETs 
from occurring in the first place, and to rectify them when they do occur 
 

• Wherever possible, we want to process ET reversals by following the same 
switching arrangements we are currently designing 

Erroneous transfers 
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We have identified several potential routes that could be helpful in preventing 
ETs from occurring: 
 
• Improving triangulation of data sources 
• Enhancing the role of third party intermediaries (TPIs) 
• Consumer Identification Number (CIN) tests 

 

Questions – Preventing 
ETs 

1. How would these options work in practice?  
2. Are there circumstances in which some or all of them could not be used? 
3. Are there other means of validating information and reducing the incidence of 

ETs? 

         
   



28          
   

Questions – Rectifying ETs 

There are several instances in which effecting an ET reversal by the same means 
as a ‘normal’ switch may not be appropriate or possible:  
 
• Obtaining smart meter historical consumption: The consumer’s original 

supplier may need to access historic half-hourly consumption information to 
‘re-engineer’ the consumers bill.  

• ‘Standstill’ periods: Unlike a cooling off event, we do not think a consumer 
that has been erroneously transferred should be prevented from switching 
on again (either after the ET or after the return to their original supplier). 

• Prepayment: Smart prepayment customers may, when erroneously 
transferred, be set to credit mode and build up debt.  

• Consumer communications: A consumer that has been erroneously 
transferred may ‘miss’ communications like price increase or end of fixed 
term notices.  

4. For each of these exceptions, what is the best means of handling them to 
ensure a smooth return for the consumer to their original supplier?  

5. Are there additional exceptions that we should think about?  
6. Are there also difficulties in the case of non-smart prepayment ETs? 



Data cleansing 

• Poor data can delay or prevent customer switching, and the success (or otherwise) of 
other parts of the switching programme will depend on appropriate quality data. 

 

• As a result, we believe that a data cleanse is an important step towards reducing 
failed switches and preventing a loss of customer confidence in the switching 
solution. 

 

• Industry has made attempts to improve data before, most notably the Address Data 
Working Group (ADWG). 

 

• The Switching Programme represents an opportunity to improve the quality of data 
in across the industry.  
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7. How does poor data quality affect customers’ ability to switch to your business? 
8. Are you able to quantify how many switches are ‘lost’ because of poor quality 

data?  



• We have identified data that 
supports different parts of the 
switching journey. Some is used for 
switching the customer’s account, 
others for settlement and billing 

 

• Our initial view is that we should 
prioritise cleansing data used for 
physical meter point identification in 
the first instance. 
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  Aspects of the switching process 
supported 

Data type 
(not 
exhaustive) 

location of 
meter point 

tariff and 
contract for 

customer 

billing and 
customer 

experience 

MPAN/MPRN a a a 

Meter Point 
Address 

a   a 

Supplier   a a 

Meter Serial 
Number 

a     

Profile Class    a a 

Market Sector 
Code  

  a a 

Meter Time 
Switch Code 
and other 
Meter 
Technical Info  

  a a 

9. Which of the data types listed here 
(or any others not listed) should 
we prioritise in order for our data 
cleanse exercise to have the 
greatest effect? 

What data should we 
cleanse? 

         
   



How should we maintain data 
cleanliness going forward? 

31 

Below are some of the major issues identified with address data. 

10. How common are the issues with address data that we have identified? Are there 
others that we have missed? 

Issue Affected Body (non-energy industry in red) 

Plot-to-postal issues (alignment of plot 
numbers with postal addresses) in new 
build properties 

Suppliers, GTs/DNOs, 
Developers, Local Authorities 

Ambiguous address data provided by 
customers 

PCWs, Suppliers 

Flats and tenements where precise address 
is unclear 

PCWs, Suppliers, Royal Mail, database 
providers 

Identification of related meters Suppliers, GTs/DNOs 

         
   



1. How would these options work in practice?  

2. Are there circumstances in which some or all of them could not be used? 

3. Are there other means of validating information and reducing the incidence of 
ETs? 

4. For each of these exceptions, what is the best means of handling them to 
ensure a smooth return for the consumer to their original supplier?  

5. Are there additional exceptions that we should think about?  

6. Are there also difficulties in the case of non-smart prepayment ETs? 

7. How does poor data quality affect customers’ ability to switch to your 
business? 

8. Are you able to quantify how many switches are ‘lost’ because of poor quality 
data?  

9. Which of the data types listed here (or any others not listed) should we 
prioritise in order for our data cleanse exercise to have the greatest effect? 

10. How common are the issues with address data that we have identified? Are 
there others that we have missed? 
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Workshop questions 



Networking Lunch 
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Future of retail market regulation 
(Ofgem) 

 
Andrew Thomsen 

Andrew.Thomsen@ofgem.gov.uk 
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Today we want your views on: 
 

1. How clearly do the Standards of Conduct communicate your core 
responsibilities to consumers? What, if anything, would you change? 
 

2. What benefits and challenges do you see with a broad enforceable 
vulnerability principle? 

  

Indicative timings: 
 
• Standards of Conduct discussion – 20 mins 
• Vulnerability principle discussion – 20 mins 
• Feedback to the room – 10 Mins 

         
   

Agenda 
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Key engagement so far 

• December 2015 – The future of retail market regulation consultation: Rulebook; Operations; Transition 

• February 2016 – ISF presentation on the rulebook and guidance  

  – Future of retail market regulation stakeholder workshop 

• March 2016 – Future of retail market regulation consumer group workshop 

• June 2016 – Update on the way forward’ open letter  

  – Summary of stakeholder responses to the December consultation 

We are reforming the regulatory framework that applies to the rapidly transforming 
domestic supply market. The status-quo is not an option.  
 
Relying more on on principles will mean: 
• Consumers can benefit from innovation and competition 
• We have a more future-proof framework that protects consumers from existing 

and emerging risks effectively 
• Suppliers are putting consumers at the heart of their businesses. 

Programme Overview 

         
   

https://www.ofgem.gov.uk/sites/default/files/docs/the_future_of_retail_market_regulation.pdf
https://www.ofgem.gov.uk/publications-and-updates/ofgem-decc-independent-suppliers-forum-2-february-2016
https://www.ofgem.gov.uk/publications-and-updates/future-retail-market-regulation-stakeholder-workshop-3-february-2016
https://www.ofgem.gov.uk/publications-and-updates/future-retail-market-regulation-consumer-group-workshop-3-march-2016
https://www.ofgem.gov.uk/system/files/docs/2016/06/the_future_of_retail_market_regulation_-_update_on_the_way_forward.pdf
https://www.ofgem.gov.uk/system/files/docs/2016/06/summary_of_consultation_responses_1.pdf
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Significant changes to the supply 
licences and the way we operate 

them start with us, and will 
requires us to …. 

Where appropriate, shift away from a 
prescriptive approach to regulation in the 

supply licence, guidance and other forms of 
communication with suppliers. 

Describe clearly the policy intent of our 
rules and our expectations of suppliers so 

that they have greater regulatory certainty. 

Be comfortable with suppliers 
delivering positive consumer 
outcomes in different ways, 

except where a “one-size-fits–
all” approach is needed. 

Adopt a more risk-based, 
structured and proportionate 

monitoring approach.  

Engage proactively with 
suppliers and assist with the 

shift of culture.  

Our responsibilities 
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2016/17 milestones 

Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar 

Published letter 
updating 

stakeholders on 
key proposals 

- Stat-Con on the 
removal of RMR 
simpler rules 

- Policy-Con on CMA 
Remedy 3 and 
SLC25 principles 

Working paper on 
broad principles 

Senior 
stakeholder 

event  

Stat-Con on CMA Remedy 3 and  
sales and marketing principle(s)  

- Challenge Panel  
- Policy-con on broad principles  
- Propose the next set of 

prescriptive rules that we 
intend to review 

Engagement on 
broad principles 
and operating 

model proposals 

- Stat-Con on 
broad principles  

- Start review of 
the next set of 
prescriptive rules 
for reform 

         
   



Intent: 

Consumer trust and 
engagement falling. In 
some cases permanent 

disengagement from 
the market  

Scope: 

All supplier 
(representative) dealings 

with domestic 
consumers 

Features: 

Specifies binding 
standards relating to the 

broad areas of 
Behaviour, Information 

and Process 

Licensee must take all 
reasonable steps to 

achieve the SoC.   
 

The SoC must be 
interpreted and applied in 
a manner consistent with 
the Customer Objective.   

The SoC do not impose 
restrictions on the level of 

prices that energy 
suppliers charge.  

 
Deemed contracts are 

within scope. 

Intent of the SoC is to 
improve the interactions 

consumers have with 
energy suppliers.  
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Standards of Conduct 



Consumer Vulnerability 
Strategy 
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• The CVS articulates our definition of vulnerability and sets out a flexible framework 
suppliers can follow when dealing with consumers in vulnerable situations: 
• IDENTIFY vulnerability 
• RESPOND to vulnerability 
• EMBED consideration into design and delivery of products and services 



An enforceable broad vulnerability principle is intended to deliver positive outcomes 
for consumers in vulnerable situations by: 

 Providing effective consumer protection 
i. give prominence to vulnerability upfront in the supply licence 
ii. clearly communicate our expectations for appropriate treatment of 

consumers in vulnerable situations throughout the customer journey  
iii. future-proof against emerging risks and the detriment which may be 

experienced by consumers in vulnerable situations. 
 Putting the onus firmly on suppliers to place the needs and interests of consumers 

in vulnerable situations at the heart of their businesses. 
 Promoting innovation by giving suppliers flexibility to respond to different types 

of vulnerability, building on some the good practice we already see from many 
suppliers. 

Broad vulnerability principle 

41 

Identify Respond Embed 

         
   



 

1. How clearly do you think the Standards of Conduct 
communicate your core responsibilities to 
consumers? 

What, if anything, would you change? 

 

2. What benefits and challenges do you see with a 
broad enforceable vulnerability principle? 
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Workshop questions 
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FEEDBACK  
SESSION 

         
   



• Releasing a working paper on broad principles in mid-August. We will 
attend stakeholder events to present on the proposals in this paper.   

• Publishing formal consultation in November on broad principles, key 
aspects of the operating model and the next priority areas of the licence 
proposed for reform. 

• We will continue to engage on broad principles, and other issues, through 
bilaterals, phone calls, emails and stakeholder events.   

• Please contact us at FutureRetailRegulation@ofgem.gov.uk 

44 

Next Steps 

         
   



Voluntary redress payments (Ofgem) 
 

Kieran Coleman 
Kieran.Coleman@ofgem.gov.uk 

 
 
 
 
  
 

45          
   

mailto:Kieran.Coleman@ofgem.gov.uk
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Agenda 

• What are voluntary redress payments? 
 

• Our objectives 
 

• Options in the consultation 
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What are voluntary  
redress payments? 

A recent  
£18 million 

example 

Consumers directly 
affected 

Charity 

£1 Up  to  
£15 million 

At least £3 
million 

Voluntary redress payments are paid by companies investigated by 
Ofgem to suitable charities, trusts and organisations, and can be in 
addition to direct compensation as well as a fine paid to Treasury. 
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Our objectives 

• Build on benefits delivered 
 e.g. for settled cases in 2014 and 2015, voluntary redress payments of 
 £73.5 million went to charitable organisations and the work undertaken 
 by them as a result ultimately benefited 223,000 consumers. 

 
• Maximise the long-term impact for consumers by 

ensuring that funding is well targeted 
 Our focus, where possible, is on charitable recipients / projects that 
 support consumers in vulnerable circumstances. 

 
• Have robust & transparent process for selecting 

recipients 
 We want to ensure that a wide range of potential recipient organisations 
 have an opportunity to receive funding to deliver benefits for 
 consumers. 
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Options in the consultation 

1. Current process with enhanced principles 
• Company under investigation makes allocation proposal 
• Ofgem approves based on published principles 

 

2. Have an expert third party be responsible for 
managing redress allocation (our preferred option) 
• Main advantage = appropriate expertise 
• e.g. a Donor Advised Fund (DAF) provider 
• A variation of this option is for Ofgem to set up an 

independent charitable trust specifically for allocating 
voluntary redress money. 
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How you can respond 

• The consultation is available at 
www.ofgem.gov.uk/consultations 

 

• Deadline: 24 August 2016 
 
• Send queries / responses to:  

Kieran Coleman: redress@ofgem.gov.uk 
 

http://www.ofgem.gov.uk/publications-and-updates/allocation-voluntary-redress-payments-context-enforcement-cases
http://www.ofgem.gov.uk/consultations
mailto:redress@ofgem.gov.uk


Theft of Energy 
 

Keavy Larkin and Sarah Jones 
Energy.TRAS@electralink.co.uk 

ETTOS@electralink.co.uk  
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1. ElectraLink introduction 

2. Theft Risk Assessment Service (TRAS)  

3. Energy Theft Tip Off Service (ETTOS) 

Agenda 
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ElectraLink provide essential support services and change 
management to the following codes and agreements:  
 

• Supply Point Administration Agreement (SPAA)  

• Meter Asset Management Code of Practice (MAMCoP) 

• Distribution Connection and Use of System Agreement 

(DCUSA)  

• Distribution Charging Methodology Forum (DCMF)  

• Smart Meter Installation Code of Practice (SMICoP) 

• Data Transfer Service (DTS) 

ElectraLink 
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Theft Risk Assessment Service 
 

Under direction from Ofgem, new licence obligations effective 
from Feb 2016 were placed on suppliers to detect, prevent 
and investigate theft. 
 

• TRAS is a data analytics service administered by Electralink. 
• Following the completion of a competitive procurement 

exercise, Experian Plc were appointed to develop and 
implement a Theft Risk Assessment Service (TRAS).  

What is TRAS? 
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Theft Risk Assessment Arrangements  

– DCUSA Schedule 25 

– SPAA Schedule 34  

 

Suppliers are required by the SPAA and DCUSA 
industry codes to submit defined data items, split by 
domestic and commercial, to the TRAS at regular 
intervals commencing July 2015. 

Code Obligations 
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Key Characteristics of Experian’s TRAS Solution 
               – a data and analytics solution 

         
   

How TRAS Works 

• TRAS will use data provided by suppliers each month and 
augment it with third party data e.g. credit history; 

• The service will derive instances of suspiciously low energy 
consumption, which will be given a score based on the third 
party data that will indicate the likely hood that a consumer is 
stealing energy; 

• These ‘consumption outliers’  - potential instances of energy 
theft - are then passed onto suppliers to investigate; 

• TRAS has now been in live operation since April and is 
producing qualified outliers. 
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Key Characteristics of Experian’s TRAS Solution 
Finding the bad eggs – a data and analytics solution 
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How TRAS Works 
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TRAS Forums and 
Governance 

         
   

• The TRAS Steering Group (TSG) is comprised of the SPAA Executive 
Committee and the DCUSA Panel who are elected from within industry and 
are the governance bodies for the two codes. The TEG is ultimately 
responsible for approving any changes to the Service. Recommendations 
from the TEG and the Steering Group are fed back to the TSG. 
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• The TRAS Expert Group (TEG) is the industry working group for the TRAS 
Service – it is composed of industry experts and meets monthly to assess 
any code changes, operational issues  and to develop the service. The 
TEG make recommendations for approval to the TSG and request the 
Service Review meeting to consider contractual issues. 

 

• Service Review Meetings occur monthly between the Project Sponsors 
(SPAA and DCUSA representative), the Service Provider (Experian) and 
the Secretariat (ElectraLink). The Service Review meeting considers any 
contractual issues of the service and makes recommendations to the 
TSG for approval of contract changes. 

TRAS Forums and 
Governance 
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Opportunity for industry participants to: 

• Discuss TRAS related issues 

• Propose changes to the TRAS operational service or TRAS 
Contract 

• Debate draft SPAA and DCUSA Change Proposals 

• Develop formal Change Proposals 

 

TRAS Expert Group 

         
   

The TRAS Expert Group is open to all SPAA and DCUSA Party members.  
It is held on the first Thursday of every month, at either ElectraLink’s office 
or a venue close by.  
 
All suppliers are encouraged to participate, especially independent 
suppliers, so that we can ensure this service is right for all of industry. 
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• TRAS Portal - https://energy-tras.co.uk   

• TRAS E-Bulletins – contact energy-TRAS@electralink.co.uk  

• TRAS Helpdesk -  energy-TRAS@electralink.co.uk   

Further Information 

         
   

https://energy-tras.co.uk/
https://energy-tras.co.uk/
https://energy-tras.co.uk/
mailto:energy-TRAS@electralink.co.uk
mailto:energy-TRAS@electralink.co.uk
mailto:energy-TRAS@electralink.co.uk
mailto:energy-TRAS@electralink.co.uk
mailto:energy-TRAS@electralink.co.uk
mailto:energy-TRAS@electralink.co.uk
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Energy Theft Tip Off Service 

ETTOS will allow tip offs regarding suspected energy theft, 
received from the general public, to be sent to the relevant 
supplier or network operator based on the address provided in 
the tip off.   

 

Crimestoppers will deliver: 

• 24- hour, 7 days a week national free-phone telephone service; 

• website for members of the public to report suspected energy 
theft online 

 

ETTOS will go live in Autumn 2016. 

Introduction to ETTOS 
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• SPAA and DCUSA Parties are required to provide a nominated 
single point of contact (ESPOC) for ETTOS matters.  

• The role the ESPOC will be to manage the interface between 
your party and Crimestoppers in the implementation phase of 
the project. 

• The ESPOC will be responsible for the receipt of tip offs from 
the ETTOS, and any subsequent investigation (either directly or 
through their team). 

• To receive tip offs from the ETTOS, Crimestoppers will provide 
each company with access to a secure web email system.  The 
ESPOC will be the default user for your company, and will need 
to confirm receipt of test emails into the system.  

• Please provide these contact details ASAP by contacting 
ETTOS@ElectraLink.co.uk.  

What Do I Need To Do? 

         
   

mailto:ETTOS@ElectraLink.co.uk
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• If you would like to find our more information, please contact 
the ETTOS team at ETTOS@electralink.co.uk.  

 

• You can get involved by participating in the ETTOS Working 
Group – The ETTOS Working Group is open to all suppliers will 
meet on a monthly basis from May to September as the 
service is developed. Please contact ETTOS@electraLink.co.uk 
if you would like to be involved. 

 

• We understand that independent suppliers may have difficulty 
attending the ETTOS monthly meetings, to facilitate this all of 
the meeting documentation is available on the SPAA and 
DCUSA websites and Suppliers can feed in their views ahead of 
the meeting should they so wish. 

Further Information 

         
   

mailto:ETTOS@electralink.co.uk
mailto:ETTOS@electraLink.co.uk


Supplier Performance Report  
(Ofgem E-Serve) 

 
Christopher Wood 
Roger Littlewood 

Mark Jenner 

 
SPR@ofgem.gov.uk 
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• Supplier performance report (SPR) is a cross-E-Serve project 

 

• Collates & assesses supplier errors across the schemes 

 

• Aims are to: 

– improve suppliers’ performance 

– help the schemes run more effectively 

 

• We want consumers to benefit: reduced costs, increased transparency, 
more informed choices 

 

• If you have an obligation under any of the schemes that you haven’t 
complied with, the details will be in the SPR 

 

• Consultation published on 30 June 2016 
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What is the SPR?  

https://www.ofgem.gov.uk/publications-and-updates/e-serve-supplier-performance-report-consultation


• E-Serve administers six supplier schemes: 
− Renewables Obligation (RO) 

− Feed-in Tariff (FITs) 

− Energy Company Obligation (ECO) 

− Warm Home Discount (WHD) 

− Government Electricity Rebate (GER) 

− Offtaker of Last Resort (OLR)  

 

• All require suppliers to submit information/payments 

• Benefit consumers 

• Schemes cost suppliers over £6bn pa; suppliers pass on 
scheme costs to customers 
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Background 



• Generally suppliers meet overall scheme obligations, but struggle with 
sub-obligations. For example, suppliers submit electricity supply figures 
late. 

 

• We’ve take enforcement action for serious breaches, eg a misreporting 
case on RO and FITs where we penalised the supplier around £1m 

 

• Minor errors don’t warrant enforcement 

 

• But cumulatively they result in extra costs for consumers and tax payers 

 

• We want to improve the situation for consumers and improve suppliers’ 
culture of compliance 
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Background 



• We help suppliers comply (guidance, website, 1:1s, workshops) and 
take action within schemes 

 

• This has not greatly improved compliance 

 

• Since 2014 we’ve logged and assessed incidents in  the Supplier 
Performance Report (SPR) 

 

• We propose to publish the SPR:  

consultation open for comment 

until 25 August 2016 
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Background 

https://www.ofgem.gov.uk/publications-and-updates/e-serve-supplier-performance-report-consultation


Our project started in summer 2015 and has comprised two phases: 
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The SPR project (1) 

Phase 1 (Jun – Dec 2015) Phase 2 (Jan 2016 – present) 

Further developed internal reporting 
tool 

Developed the SPR to a position where 
we propose to publish it 

Put together governance, 
methodology, procedures, risk 
register; ran internal workshops 

Exploring legal gateways to allow us to 
publish the SPR 
 

Agreed that SPR could inform 
enforcement work, but not replace it 

Consultation document – published on 
30 June 2016 

Compliance teams have been using SPR 
as monthly process so they are already 
familiar with it 
 



• Developing scoring methodology has been a major part of the 
project 

 

• First version in 2014 and refined since 

 

• Thoroughness, fairness, objectivity our principal concerns 

 

• Robust governance for adding, updating and signing off scores 
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The SPR project (2) 



• Incidents get score of 0-4 against six categories: 

− Compliance with overall obligation 

−Meeting a deadline 

− Governance 

− Accuracy of data 

− Financial losses 

− Effect on confidence (Industry/scheme etc) 

 

• We’re scoring non-compliance, so 4 is the worst 

 

• Also classify incidents into issue types and legislative/admin for 
reporting 

 

• Full details of proposed scoring methodology in consultation  
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How do we score?  

https://www.ofgem.gov.uk/publications-and-updates/e-serve-supplier-performance-report-consultation


• Propose to publish charts showing scores for suppliers obligated under all 
schemes (currently 12) 

 

• Also publish full data set showing all suppliers 

 

• We will not be consciously ‘ranking’ suppliers 

 

• Propose to update the data on our website every quarter 

 

• Full data publishing proposals in consultation 
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Proposed SPR data 



Sample chart 1: each supplier’s total score per quarter 
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Sample chart 2: total score for each scheme per quarter  
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August 2016:  

• Our consultation is open until 25 August 2016 

• Supplier workshops:  

– 10 Aug (Glasgow)  

– 11 Aug (London) 

– Email us if you want to come 

 

September 2016: 

• Digest feedback from consultation 

 

Autumn 2016:  

• Aim to publish response 

SPR@ofgem.gov.uk 
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Next steps 

https://www.ofgem.gov.uk/publications-and-updates/e-serve-supplier-performance-report-consultation
mailto:SPR@ofgem.gov.uk


1. Do you agree with our analysis that shows that publishing the 
SPR will promote the interests of consumers? Please support 
your answer. 

 

2. Do you agree with this method of scoring and the definitions 
we are proposing? If not, what alternatives do you suggest? 

 

3. Do you agree with the data we plan to publish? 

 

4. Do you agree with our proposed timings of publication? 

 

5. Do you have any comments on the SPR webpage we propose? 
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Consultation 
questions 



Coffee Break 
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Vulnerability and the smart meter 
roll-out (Ofgem) 

 
Charlotte Friel 

Charlotte.Friel@Ofgem.gov.uk 
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• The smart meter roll out – a unique opportunity to identify and 
engage with consumers in vulnerable situations 
 

• What are suppliers obligated to do on vulnerability during the 
smart meter roll out ? 
 

• How Ofgem plans to monitor suppliers vulnerability obligations 
during the smart meter roll out 

 
 

Agenda 
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The smart meter roll out presents a significant one-off 
opportunity to engage consumers in vulnerable circumstances:  

• 53 million gas and electricity meters to all GB homes and small 
businesses by the end of 2020. 

• Suppliers will need to make services accessible to a broad range of 
customers potentially in vulnerable circumstances.   

 
Recent changes to vulnerability obligations via the Smart Meter 
Installation Code of Practice (SMICOP) 

Smart roll-out:  
vulnerability context 
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Recent changes to vulnerability obligations: Consumer Vulnerability 
Strategy definition of vulnerability was embedded into the SMICOP 

 
 

 
 
 
 
 
 
 
 
 
What does this mean for suppliers? 

 

Smart roll-out: SMICOP 
vulnerability obligations 

“A Customer is vulnerable, who, due to their Personal Characteristics or 
Circumstance, or otherwise being in a vulnerable situation, may require 
Priority Services or additional support.  Personal characteristics or 
circumstances includes:  
 a) the Domestic Customer being of pensionable age.  
 b) the Domestic Customer being chronically sick, or having an 
impairment, disability, long term medical condition (including but not limited 
to a visual, auditory, literacy or mobility impairment), or severe financial 
insecurity (they are unable to safeguard their personal welfare or the personal 
welfare of other members of the household)” 



 

• Vulnerability: 

⁻ Liaise with warden. 

⁻ Suitable IHD location. 

⁻ ID vulnerability and 
report back to 
business. 

⁻ Tailor engagement to 
needs. 

 

• Vulnerability:  

⁻ Tailor engagement & 
accommodate reasonable 
installation requirements. 

⁻ Train staff to identify 
vulnerability. 

Smart Metering Installation Code of Practice  
Supply licence 

Domestic: 
 

Condition 41 (Elec) & 35 (Gas)  
 

Complaint 
Resolution 

SMICOP 

Pre-
installation 

Installation 
Visit 

Fault 
Resolution 

Post 
Installation 
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Smart roll-out: SMICOP 
vulnerability obligations 

 

Health warning: this isn’t an 
exhaustive list – it just focuses 

on SMICOP. You have wider 
obligations that apply to 

treatment of customers in 
vulnerable circumstances. 

SMICOP definition of vulnerability is now broadly aligned with 
proposed PSR definition 
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Opportunities for Suppliers to improve customer service for consumers in 
vulnerable circumstances through their roll out obligations: 

 
• Identify vulnerability, and to refer back to base and enable other 

support services to be offered 
 

• Tailor demonstration of new equipment, especially PPM 
functionality 
 

• Tailor energy efficiency advice 
 

• Provide communications in an accessible format and / or offer 
communications relating to a customer’s account to a nominated 
person 

Smart roll-out: 
obligations 
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Smart roll-out: monitoring 
and compliance 

• Existing compliance mechanisms: 
• SMICOP customer surveys (when installing > 5,000 smart meters 

per year ) 
• Consumer complaints tracking 
• Tracking meter installations/replacements (RTS, PPM) 
• Roll out plans and progress reports 
• Social obligations reporting 

 
• You should be thinking about how you will comply with SMICOP 

once you start installing smart meters and broader vulnerability 
requirements 
 

• SLC changes as a result of Ofgem’s PSR consultation 
 

• Ofgem guidance note - sharing best practices on smart 
vulnerability 
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Steve Osmani-Edwards 
 Steve.Osmani-Edwards@Ofgem.gov.uk  
 020 7901 7044 
 Consumer Vulnerability Strategy 
 
Charlotte Friel 
 Charlotte.Friel@Ofgem.gov.uk 
 020 7901 7448 
 Smarter Metering Team 

 
Colin Down 
 Colin.Down@Ofgem.gov.uk 
 020 7901 7327 
 Smarter Metering Team 

Contact details 

         
   

mailto:Jonathan.Blagrove@Ofgem.gov.uk
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Energy Switch Guarantee (Energy UK) 
 

Kerry Le Van 
Kerry.LeVan@energy-uk.org.uk 

07789925130 
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• The Energy Switch Guarantee is a set of 10 commitments 
made by energy suppliers, which are signatories, to 
promote: 
 customer confidence in the switching process 
 customer understanding of the switching process 
 customer willingness to switch  
 incidence of switching 
 

• Suppliers need to be able to demonstrate compliance with 
the commitments to become, and continue to be,  
Signatories 

 
• Energy UK is currently the Administrator of the Guarantee 
 
 

 

         
   

What is the Energy Switch 
Guarantee? 
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• The Guarantee is an important customer engagement tool 

and is designed to give customers confidence to switch to 
any Signatory 
 

• Customer research:  
 Engagement of customers who have never switched 
 Creates a level playing field for all suppliers 
  

• The Guarantee was a government initiative and is still a 
key priority for the government – BIS consultation 
 

 
 

 
 

         
   

Why does this matter to 
independent suppliers? 
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What has happened so far? 
 
• There was a soft launch of the Guarantee on 7 June 2016 

with 9 signatories covering 70% of the market – British 
Gas, EDF Energy, E.ON, First Utility, Flow Energy, npower, 
Octopus Energy, Sainsbury’s Energy, So Energy. 
 

• There will be a full launch in October 2016 in conjunction 
with the BEIS “Power to Switch” campaign 
 

• Energy UK has received pledges from Ecotricity, Good 
Energy, Robin Hood Energy, Scottish Power, Utility 
Warehouse 
 

 
  

         
   

Progress to date 
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What has happened so far? – Website launched 
  

www.EnergySwitchGuarantee.com 

         
   

Progress to date 



What has happened so far? – Media coverage and website hits 
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(6,103, 2nd axis) 
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Progress to date 

https://www.energyswitchguarantee.com/media/
https://www.citizensadvice.org.uk/Global/CitizensAdvice/Energy/Behavioural Insights event summary paper.pdf
http://www.energy-uk.org.uk/press-releases/338-2016/5806-two-million-customers-switch-in-the-past-five-months.html
http://www.energylivenews.com/2016/06/07/around-2m-switches-so-far-this-year/
http://utilityweek.co.uk/Error/AnoymousSubscribe/energy-customer-switching-hits-two-million-in-2016
https://www.lovemoney.com/guides/52853/energy-switch-guarantee-change-suppliers-in-just-21-days
http://www.moneysupermarket.com/c/news/quick-and-easy-energy-switching-now-guaranteed/00234454/
http://www.thetimes.co.uk/article/why-there-really-is-no-excuse-for-not-switching-energy-supplier-bg0tf3j2x
http://www.bbc.co.uk/news/business-36501605
http://www.bbc.co.uk/programmes/b07f8qb0
http://www.which.co.uk/news/2016/06/energy-customers-turn-their-backs-on-the-big-six-445608/
http://www.moneysavingexpert.com/news/energy/2016/06/faster-energy-switching-included-in-10-point-guarantee---how-you-can-expect-to-benefit
http://www.mirror.co.uk/money/energy-firms-ignoring-complaints--8344365
https://www.ombudsman-services.org/10-years-of-the-energy-ombudsman-.html
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What has happened so far? – Comparison  Websites 
Citizen’s Advice, Energylinx, Which? and Confused.com 

highlights Signatories when listing tariffs 
 
  

         
   

Progress to date 
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What are the next steps/take home messages for 
Independent Suppliers? 
 
• BEIS, Ofgem and Energy UK would like all suppliers to be 

Signatories and are keen to understand every suppliers 
position 
 

• If you require any information Energy UK are happy to 
discuss any aspect of the Guarantee, compliance 
arrangements and consumer engagement with suppliers 
 

         
   

Next steps 



Project Nexus (Ofgem)  
Slot cancelled 

 
If you have any specific questions, please contact:  

 
Jonathan Dixon 

Jonathan.Dixon@ofgem.gov.uk 
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AOB/General Discussion 
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Closing Remarks 
and  

Feedback Forms 
 
 

97          
   



         
   


