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Submission to Ofgem: Developing a framework for assessing whether conditions are in place for effective competition in domestic supply contracts 

About energyhelpline 
· energyhelpline is a price comparison service that specialises in helping consumers, particularly some of the most vulnerable, find a better energy deal.  Over the last twelve months the service has processed over 1.3 million energy switches.

· We share Ofgem’s commitment to increasing engagement in the energy retail market and, over the course of the last year, have worked with the regulator to conduct three consumer engagement trials to test the most effective way of contacting consumers in order to help them switch supplier and gain a better deal. 

Question 3: What are your views on the structural changes that we propose to include in our framework?  Are there any specific changes you think we should consider? 
· As set out in the framework Ofgem intends to monitor the extent to which the remedies proposed by the CMA’s Energy Market Investigation have been implemented. One of these remedies includes the creation of a database of 8 million ‘disengaged customers’ – those who have been on a standard variable tariff with the same supplier for over three years. 

· Over the course of the last year, Ofgem has progressed this remedy, with energyhelpline running the most successful of these trials to date.  The first of these trials ran between February and April of last year and involved 50,000 Scottish Power customers. In total 8,227 consumers switched through energyhelpline’s platform and 80 per cent opted to be contacted again in the future. These 6,781 consumers have now reached the end of their deal. 
	
· To test whether this project truly delivers long-term engagement energyhelpline re-contacted consumers to see whether they were interested in finding another competitive energy deal.  Initial findings have been encouraging:
· The overall re-switch rate was 38 percent. 
· 70 percent of consumers saved between £200 and £500 a year.
· 79 percent of consumers switched to a supplier outside of the Big Six.
· 25 percent of consumers that found a new deal were between 70 and 80 years old. 

· It’s important to note that consumers who did not re-switch using the energyhelpline service may have engaged with the market in other ways; the original process could have encouraged people to contact their supplier directly to re-negotiate best price, or they may have used a different route to comparing and switching. 

· [bookmark: _Hlk12888016]We believe that our initial findings provide compelling evidence of the success of these trials in delivering long-term engagement.  As Ofgem considers the progress of these remedies, we would encourage the regulator to build on our encouraging findings by holding further consumer engagement trials by spring 2020.  This will allow Ofgem to address issues that emerged in the first three trials, which will be important to rectify ahead of the roll out of the 8 million disengaged customer database. 

Question 4: Are there any indicators of the competitive process not listed here that you think we should consider in our analysis? 
· We believe that Ofgem should consider the cost of energy as part of its analysis, as our findings have shown that it is a vital factor in determining whether the energy retail market is functioning competitively. 

· During Ofgem’s first consumer engagement trial with energyhelpline, the average consumer saving was £300. We believe that the size of this saving played a significant role in helping consumers decide whether they should switch their energy provider, as shown by the positive switching rates in all three of the trials. 

· While it should be weighted alongside other significant factors, energy prices proved to be crucial in helping to deliver promising levels of engagement in the consumer engagement trials. We would encourage Ofgem to consider energy prices alongside other indicators, as the disengaged customer database remedy has showcased its value in delivering promising levels of engagement.  

Question 6: Is there any other aspect of effective competition that the framework should consider?
· [bookmark: _GoBack]The goal of the cap on default and standard variable tariffs is to reduce consumer bills and encourage engagement in the energy retail market. Our work with Ofgem has demonstrated that the 8 million disengaged customer database remedy has the potential to achieve both, which could help negate the need for the cap.  

· A possible negative outcome of the cap is continued disengagement from consumers that don’t understand the market and who feel the cap has restricted prices enough for them not to have to worry about shopping around.  The database remedy has sought to address this, as during our first consumer engagement trial with Ofgem, 41 per cent (20,000) of consumers that were contacted engaged with the service to compare prices.  While this particular trial involved 50,000 consumers, we would encourage Ofgem to hold further trials, with larger volumes to develop further learnings and improve this engagement rate further.

· The consumer engagement trials and our recent re-switching programme have helped consumers, including some of the UK’s most vulnerable, achieve substantial savings.  During the first trial 40 percent of consumers that switched could be classed as ‘vulnerable’ – aged over 75, households registered on the PSR, and unemployed.  Consumers aged over 75 made up 25 percent of the overall number. 

· The energy price cap was introduced because the energy retail market was not working for consumers. Our work with Ofgem has shown that the 8 million disengaged customer database remedy is a vital way of reducing bills and engaging consumers.  Ofgem and government should give serious consideration to whether the full implementation of this remedy could help remove the price cap.  From our initial findings this is a remedy that is delivering long term engagement in the energy retail market, which will ultimately help the market work for all consumers.  
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