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Research objectives

Having established from the previous collective switch and market
Overarching offer trials that interventions can increase consumer engagement,
bi . Ofgem wanted to understand whether customers’ reactions and use
objective of letters differ and if there are differences in customer attitudes and
switching across suppliers.

Specific objectives:

a To understand reactions to the general concept of a letter with savings provided,
being informed of a specific (collective switch) deal, or being shown an (open market)
example saving.

To understand if customers’ perceptions of the brand of the gaining supplier influence
their switching behaviours and how important it is for the decision to switch.

To explore if the price cap has had any effect on switching behaviour (additional
objective)

e To explore how effective it is to offer the collective switch tariff again (re-engage).
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Background to the research .0

Between February and April 2018 Ofgem undertook its ‘Active Choice
Collective Switch’ trial. The trial tested the impact on switching rates
for those offered an exclusive tariff and help through a switching

service compared to a ‘control group’ which received no information.

Participants did not need to enter their existing tariff details in order to
have their projected personal savings calculated for them.

Customers who contacted the Price Comparison Website,
energyhelpline (ehl), also received results of an open market tariff
search, giving them a range of deals to choose from. They were
signposted to web and phone routes. Switching rates for this group
were over 8 times higher than in the control group™*.

* https://www.ofgem.gov.uk/publications-and-updates/active-choice-collective-switch-trial-final-results
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Background to the research .0

Given the success of this initial trial, Ofgem planned to further test different variants of the
intervention in second collective switch trials.

Customers received 3 letters:
1. First contact letter (with option to opt out)
2. Savings letter (highlighting the saving and how they can switch)

3. Reminder letter*

The Collective Switch Trial included the Collective Switch and Open Market arms. Customers in
Open Market arm were offered the best deal with an unnamed supplier.

Those in the Collective Switch trial arm and Reengagement Trial were offered an exclusive deal
negotiated by the service provider. Customers in the Reengagement Trial had been contacted in
the previous Collective Switch trial but had not switched.

Those in the Smaller Supplier Trial were offered a deal with a less familiar supplier that only offers
green tariffs.

*to note, during the Collective Switch Trial, the Price Cap was introduced. Participants in this trial therefore received a lower
saving in their reminder letter.




Methodology

A semi-structured qualitative
interview approach was adopted
in order to understand customer
actions and reactions to the
communications.

Topic guide developed by DJS Research
in partnership with Ofgem.

Quotas agreed with Ofgem to
ensure a mix of customers were
included, covering different suppliers,
trials and actions taken.

Quotas based on information provided
in the sample and then checked with
recruitment screeners.

OUt Decempg.

2018 to

February 2944

66 interviews with

second collective

switch trial participants

26 interviews with

small

supplier trial participants

Interviews
lasted
c.25 minutes
each

Participants
were all made
aware that
the research
was being
conducted for
Ofgem.
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Initial reactions

to the letters

What do customers recall
about the letters and how
did they react to them?




Initial reaction to the letters

Across the trials and outcomes, the letters were mostly received positively (even amongst
those that didn’t take action).

o
5
For many, the level of savings was a pleasant surprise. There was, however, some resentment towards the o
incumbent supplier across all trials /outcomes. Customers felt that their supplier had been forced to do =
something by Ofgem that it should have already been doing. -3
2
"I just thought, I've been with you “It kind of amused me...they had been told by Ofgem to let us know @
forever, why don't you switch me? Why that we were on their higher tariff and could save money by switching
are you charging me £220 more than you to the lower tariff because they couldn't be bothered to tell us. They
should be? Why do I have to make the haven't done it off their own back - out of the goodness of their heart,
effort to switch?” put it that way.”
Open market, not taken any action, Collective switch, switched to a new supplier via another
not switched method r’

Recall of Ofgem’s involvement was mixed, but where it was recognised, the Ofgem endorsement was seen

to add an air of credibility and reassurance across trials and outcomes.

"It made me think me about switching my utilities

"Their role in this was very positive and which I probably wouldn't have if I didn't receive
refreshing to see them do something that that letter. I think it was because it was from
has made a real difference.” Ofgem. It gave me a bit of reassurance and
Open market, switched via ehl confidence to switch.”
Open market, switched via ehl /

These findings largely reinforce what we have seen across similar
Ofgem consumer engagement initiatives
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Clarity and

comprehension:

the purpose

The majority of customers felt that
the letters were clear and easy to
understand. They understood the
messages about potential savings.

Whilst some had not realised they
were on a standard variable tariff,
most felt the letter highlighted
they were on a expensive tariff and
that was why they were contacted.

Including a tariff from another
supplier on the letter was useful
(especially a well-known supplier).

Customers appreciated being
able to compare deals with
minimal effort.

Attaching a deadline to the collective
switch deals in the letter also urged
some customers to act faster.

I

“Just the main bits of the text where it says you're are on a
standard tariff, we have cheaper options available which could
save you x amount, I think it said. So please get in touch. Clear
and concise, just what it needs to be.” Open market, switched
to a new supplier via another method

“Because we are on a high tariff. It was good that we had
been informed that we could switch to a different supplier
and get our bills cheaper.”

Collective switch, not taken any action, not switched

“It didn't use complicated tariffs and break downs that are
confusing, it was clear and concise and clearly laid out it didn't
place any doubts, it just clearly displayed the information, easy
for me to understand.” Re-engagement, switched to a new

tariff via ehl

“The first letter was from my existing company, and they made it |

clear what was going to happen. The following letter was clear on
savings. It made clear the process to follow to go ahead. The
reminder was clear. Very easy to understand, no jargon or
forcing, so it was really good.” Small supplier, not taken any
action, not switched
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Clarity and
comprehension:
next steps (1)

* In the Collective Switch arm

and Reengagement trial, the _ _ _
“Very clear. There was a link to energyhelpline and a website

vast majority were clear on the address.”

options for what to do next (go to Collective switch, switched to a new supplier via another
the energyhelpline website or call method

them).

.1 | | f h L. ~— “Yes I understood what action I could take. The information for
t was also clear for the majority energyhelpline their phone number. There's a website.”

in the Small Supplier trial. Small supplier, not taken any action, not switched
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Clarity and comprehension:
next steps (2)

A minority in the Open Market arm were less clear on what they should do after

receiving the letter. The lack of a specific deal/supplier and the deadline date seemed

less clear in contrast to the collective switch specifics.

"I just read the letter and it was clear that I could switch supplier |
but I'm not sure it was clear who to contact though.”
Open market, switched to a new supplier via another method

“The savings were clear but they gave a deadline date and I thought we'd be tied in
for another year on the standard tariff if we didn't opt for it by the date.”
Open market, switched to a new supplier via another method

“... it's clear as far as telling me I am paying more than I needed to but it doesn't go
as far as here are some alternatives. It doesn't say who I would be with from what I
can read, it just says about usage etc.”

Open market, switched to a new tariff via ehl

“A little more information about the date and clearer advice on the account
you've got, if you are tied into it or on a rolling scheme and what the
possible ramifications are of doing so.”

Open market, not taken any action, not switched

Customers were
less clear on who

to contact and the
deadline to contact
energyhelpline.

Several customers
would have liked
more information
about switching or

even options of
who to switch to

wue jers3 )sew uado




few people suggested any improvements at all.

Open market

+  Switch
automatically

«  Make next steps
clearer

“I've been with you forever, why
don't you switch me? Why are
you charging me 220 pounds

more than you should be...”
Open market, not taken any
action, not switched

“Don't send the letter, just
change my tariff. Just send a
— letter saying that we have
changed your tariff to this lower
tariff.”
Open market, not taken any
action, not switched

Collective switch

Too many brands
mentioned in
letter, confusing

“There's too many
names in it - there's
energyhelpline,
(incumbent supplier),
Ofgem, (service provider
collective switch
supplier), there's 4
names mentioned in one
single letter.” Collective
Switch, contacted
energyhelpline but did

Re-engagement

«  Fewer letters
needed.

“... maybe not quite as
frequently (the number of
times a letter is sent), 1
have had an awful lot of
them (letters).” Re-
engagement, not taken
any action, not switched

"I would have made it clearer
what course of action would be,
and what would happen next, as

it was a bit vague.” Open
market, switched with current
supplier

e
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not switch

Small supplier

+ Confusion about
switching process

+ Didn’t like supplier
offering the deal

“The letters were fine, but
the recommendation (small
collective switch supplier)
was not that great.”
Small supplier, not
taken any action, not
switched

.l 1
Suggested improvements to the letters

Across all the trials, most people said that there was nothing that they would change or
improve about the letters (even if they didn’t take any action as a result). Only a very
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“... there are details about
the process that are
confusing me - I'm in

credit with (incumbent
supplier), they owe me
about £800); when does
my deal with them stop
and (small collective switch
supplier) start?; what
about the meter readings?”
Small supplier, switched
to a new supplier via
another method




Impact of the reminder

The majority recalled the reminder letter. It was usually felt to be a useful additional
nudge that often tipped the balance between inaction and action. As in previous trials, the

first letter primes customers to switch but they often procrastinate.
Acted as an additional
nudge

°I think it just reminded me to make the phone call. “Because I needed to do something about it, the

When you're working and you're busy it's easy just to —__reminder pushed me over the line to do something as it
forget to do these things. It could get lost on the desk or reminded me.”

yeah, it just reminded me to make the phone call.” Re-engagement, switched to the tariff on the letter

Small supplier, switched to another tariff via ehl via ehl

19

A couple on the open market trial arm had left or had

already decided to leave:

"I had already switched by the time the reminder “Because I'd already made the decision to go and move
letter came through. - to another provider.”
Open market, switched to a new tariff via ehl Open market, switched to another supplier via

another method
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Re-engagement trial

Only a handful of customers actually remember being contacted last year, but the
majority didnt mind the thought of being re-contacted. They realised they benefited
from being told they are paying more than they should.

Those who recall

the initiative last year

“It was the same deal but it was a different

I

“I was quite happy where I was. The prices weren't
bad where we were but then they went up. So when we got the
next letter we thought we'd shop round.”
Re-engagement, switched to another tariff via ehl

price. It was not believable, and I thought the
first letter was just another company scouting
for business.”
Re-engagement:, switched to
another tariff via ehl

“We did receive it but we didn't act on it (the first time they received
the letter in the 15t trial) as it was from (incumbent supplier). I don't
really take that much notice of it.”
Re-engagement:, switched to a new supplier via another method

/_____.«-"

—__——

Those who did recall previous contact were generally positive and felt that being

reengaged was a useful additional nudge to combat their procrastination.

"I think it is one of those things, as
these days we have so much in our
lives, a good reminder it's things that
we tell ourselves we should do every
year. For me it's a good thing, it's a
reminder about something that needs
to be done.”
Re-engagement:, switched to
the tariff on the letter via ehl

—_—

“More likely to make you think
that you hadn't taken any action
and that you must do that. Then
getting the other one made me
think that yes I really need to do
that. Otherwise I would not have

particularly been proactive.”
Re-engagement:, switched to the
tariff on the letter via ehl

/
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Actions taken:

What did customers do ‘
after receiving the letter -
and why?

-—
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Decision Tree

—

REMINDER: ADDITIONAL NUDGE Took action
« The letters are often a timely
nudge; switching is in the back
Received letters of the mind. The initial letter
| serves as a primer.

A A | . Laying out an easy process,
combined with highlighting

a good saving, motivates these
customers to take action.

Took action Took no action

 Procrastinators were often
These findings nudged by the reminder.

In this section, are con5|ste.nt Took no action
we build a across all trials — - 1naction is mainly due to

‘decision tree’ to . . L
illustrate the and fit with attitudinal factors rather than

different actions what we have the communications themselves.

customers took, .
and why seen previously. | . Most of this group admit to

simply procrastinating, lack
of time or laziness.
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What were the motivations to act?

The letter provided the nudge, a significant saving provides the motivation, and

laying out an easy process helped prompt action.

The letter The information The
itself in the letter saving

Just seeing the EHL easy It was large enough
letter gave some for customers for them to want to

people the ‘nudge’ to switch. take action.
they needed to
switch.

“The savings were

“Three letters enough to make me
encouraged me to switch.”
do so. Ultimately I . . Small supplier,
rejected the dealyon It didn't use switched to another
the letter, but it complicated tariffs and tariff via ehl
encouraged me to break_dowr_15 that are
e i s e confusing, |t_ was clear
deal and switch.” and concise and .
Collective switch, _cIearIy laid |t_out... it
s ]ust_ clearly f:llsplayed
e e e the information - easy
ehl for me to understand.”
Re-engagement,

switched to a tariff on
the letter via ehl

Good
timing

For some it had

been on their mind

anyway.

“It reminded me that
I should do
something about my
energy. I was of the
opinion I should do
something about it.
The letter came at
the right time.”
Open market,
switched to a new
tariff via ehl

-
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Why did some customers do nothing?

The majority of this group admit that their inactivity was simply down to procrastination,
lack of time or laziness. Some still hope to switch in the future.

* Across all trials, the majority viewed . “Ithought about it at the time but didn't act on anything

i and put it into the pending file to do list.”
the letters p05|t|vely. They were also Open market, not taken any action, not switched
clear on what to do next, but often
admit to putting the letters ‘on a - “Chucked them in a pile and thought I will get around to
pile’ and leaving them. that at some point.”

Open market, not taken any action, not switched

YOIIMS 3,UpIp ‘UoIOE Ou 0oL

* There were some in the collective

switch who were worried about the ~—— “It is something I plan to do when I've got time.”
hassle of switching. Small supplier, not taken any action, not switched
* A limited saving and the deadline , 1 e lettere. 1 femred the Fasele of ewiten
. . — "I ignore e letters. I feare e hassle of switching
being too near were barriers for a ~ providers.”
very small number of Re- Collective switch, not taken any action, not
engagement customers. SR
\ "I suppose I went - ‘not another one!".”
Re-engagement, not taken any action, not
switched

“"We haven't switched because it's time consuming and

\ more hassle.”

Re-engagement, not taken any action, not
switched
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Decision Tree

REMINDER: ADDITIONAL NUDGE Contacted ehl but did not switch

 These customers were generally
Received letters happy with the ehl process/service -
but were often put off switching by

| concerns about suppliers. This was

D A | often due to negative supplier
. . ratings, which feature more
Took action Took no action prominently in this intervention.

« This was the case both for Open
Market deals and for the supplier
on the Collective Switch deal.

Contacted

ehl but did not

switch » To a lesser extent limited savings

seemed to be a barrier to switching,
particularly when combined with
concerns about suppliers. It is
notable that in the Open Market
trial arm customers often reported
disappointment that savings were
lower than the example tariff
originally ‘advertised’.




EHL provided an easy route to
comparing deals and good experience

In the Open Market and Collective Switch trial arms there was a mix of people
who either called energyhelpline or went direct to the website. Both routes were

generally viewed as easy and positive.

Those who rang ehl:

“"They answered the phone and they |
were really good... they probably
thought I was nuts that I didn't carry
on.”
Collective switch, contacted ehl but
did not switch

ble to go through

One customer was una

with the switch as the system wa
“Their letters and their information were |
very clear but the system was down at the
time and when I called I didn't have the
time to go through it with them.”
Open market, contacted ehl but did not
switch

/,\
| /» \ ‘energy

2 \)/ helpline

Those who went to the

ehl website

30U pPIp INq |y2 padLIU0)

“Helpful... There was enough information
and it was clear how to find the tariff.”
Open market, contacted ehl but did not
switch

s down:

"It just said, all you need to do is go to
www.save.energyhelpline on the letter. I
looked at it for advice.”
Collective switch, contacted ehl but did
not switch

“... you had to go there to put in your details |
and get the savings, from there you can go to
the companies to see if it was true, see what
they were and have time to think about it.”
Collective switch, contacted ehl but did

not switch




Supplier ratings caused concern

Customers were often put off switching by concerns about suppliers, often due to
poor supplier ratings. This was the case both for Open Market deals and for the

Collective Switch deal.

Concerns about
suppliers

The reviews of some
suppliers were off-
putting

22

“There were much smaller numbers, the largest ones were
from companies I didn't know of and larger companies
weren't worth switching for.”

Open market, contacted ehl but did not switch

"I didn't switch was because when I looked at the alternatives
offered and I looked at the reviews, they were all dismal. The letter
did not mention to look at the reviews of each supplier, that's
something I would naturally do.”

Open market, contacted ehl but did not switch

"I looked up (collective switch supplier) but there were bad
customer service ratings on various websites, that put me off a
bit. It made me less likely to switch if they've got bad press.”
Collective switch, contacted ehl but did not switch

“Yes, whenever you read the newspaper (collective switch supplier) and
(supplier) rank quite low in assessments. That is why they certainly didn't

tempt me to switch.”
Collective switch, contacted ehl but did not switch

30U pPIp INq |y2 padLIU0)




Limited/lower savings were a factor

To a lesser extent limited savings (or lower savings) were a barrier to switching,

particularly in the Open Market trial arm.

The saving wasn’t much better

than what they pay already.

"1 felt a little disappointed that there wasn't a significant
saving that could only have come from switching supplier.
It was a little bit lower, but not significantly lower, so it
wasn't worth the hassle of switching.”
Collective switch, contacted ehl but did not switch

The example saving in the
letter was no longer available
for several customers on the

Open Market trial arm. This

may be due to the introduction
of the Price Cap during the
trial.

In the Small Supplier trial, a
couple went to ehl but went no
further - this seemed to be

more a case of limited time and
procrastination than issues

30U pPIp INq |y2 padLIU0)

“When I did go on there the level of saving on the website
was less than stated in the letter.”
Open market, contacted ehl but did not switch

"It prompted me to look, but what was suggested wasn't
actually available.”
Open market, contacted ehl but did not switch

“The letter said I could make savings, but when I checked
it the deal was no longer available.”
Open market, contacted ehl but did not switch

"It looked good, but I didn't have time to look at it detail
properly.”
Small supplier trial, contacted ehl but did not switch

with ehl or the deals.

23



Decision Tree

REMINDER: ADDITIONAL NUDGE

Received letters

|
v | |

Took action

Took no action

Letter: nudge, easy Time, procrastination,
process, offer of a saving laziness

Contacted ehl

Switched using
but did not
switch

ehl to the tariff
on the letter

Supplier concerns/ratings
and limited/lower saving in
Open Market .

24

Switched using ehl to the tariff on
the letter

* These customers seem to have
gone for the easiest option and
simply ‘did what the letter said’ by
calling ehl or going to the website.

« They were generally guided by
what ehl suggested and tended to
be very positive about the process.

« Customers were pleased with the
helpful customer service they
received. The Ofgem endorsement
and advice from ehl provided
additional reassurance for some,
particularly in the Small Supplier
trial.




There was a real mix of people who
acted immediately and those that
procrastinated but ultimately acted

This was the case across the three trials that included a specific tariff (Collective
Switch deals). The reminder helped to prompt some.

V4
"I left it and didn't contact them for a while. Then a week or so later I
“It was very clear, it directed me to the remembered the (collective switch supplier) on the letter and went to the
website and I took it from there." website and rang them directly. They gave me a savings quote that was
Small supplier, different to what was said in the letter."
switched to the tariff on the letter via ehl Re-engagement,

switched to the tariff on the letter via ehl

There was a fairly even mix of people who said they used the website versus those who called

ehl. Although many may have used the website to check the legitimacy of ehl and the deal before
calling.

— switched to the tariff on the letter via ehl

25

“We just went on the website and entered our details.
We read the details, followed them and it was quite
simple."

Small supplier,
switched to the tariff on the letter via ehl

“Because they sent the letter advising me to do the switch
and I phoned them just to talk it through."
Collective switch,

/

“I'd never heard of them and they stated that they had
the deal with (collective switch supplier) and they would
do all the paperwork for me and it all went very
smoothly really.”

Collective switch, switched to the tariff on the letter via
ehl

“It was the reminder letter that made me do something.
I went to the energyhelpline website."
Re-engagement,
switched to the tariff on the letter via ehl
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Switching using ehl to the tariff on the
letter felt like the easiest, lowest hassle
option

Comments across the trials suggest they tended to simply do ‘what the letter
said’ to make life easy.

“Because that is what Ofgem told us to do. It was
easiest to call to start with, then once we'd done
the telephone call, (collective switch supplier) sent
literature and paperwork, and then we went onto
the internet to get more information.”
Collective switch, switched to a tariff on the letter

On the whole, information was
clear and easy to understand

and there was minimal hassle
for the customer.

“I think if I had just gone searching and found an
energy company that I didn't recognise I might
have been a bit more reluctant, but because I got
that information through the energyhelpline, I felt
more confident to go ahead with it.” Small
. supplier trial, switched to a tariff on the letter

Customers were pleased with

the helpful customer service

they received; speaking to advisors

provided additional reassurance for
some, particularly in the Small Supplier
trial.

“I hadn't heard of them, but because I'd had the
other letters from Ofgem and energyhelpline I
was reassured and fairly comfortable.”
Small supplier trial, switched to a tariff on the
letter

)
2
(g
0O
>
D
Q
C
o,
Tt

>
=)
o Q
—
® =
g—
m =
®o
Tt
>
)
ct
Q
=
=
o
>




. 000
Decision Tree

REMINDER: ADDITIONAL NUDGE Switched using ehl
to another tariff

Received letters e These customers

tended to call ehl

| to seek a better deal
h. A | (sometimes after looking
at the website), check

Took action Took no action the letter was genuine
Lett d - tinat and seek further advice
etter: nudge, easy ime, procrastination, o
process, offer of a saving laziness and reassurance. Ringing

| was also seen as less
effort than going on the

website.
Contacted ehl Switched to Switched
but the tariff on to another + Again these customers
did not the letter via tariff via ehl tended to be looking for

ehl

switch

an easy process and
some advice - and felt
that they got it. They

Supplier concerns/ Easy option, followed

ratings and limited/ instructions, guided tended to be very
lower saving in through process, complimentary about
Open Market trial arm. reassured.

ehl.

27




Those switching to a new tariff
tended to make contact by phone

This was the case for the majority of this group (although several had also looked at
the website first).
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“It's easier to talk to somebody... I always go by telephone if I
can because its much less time than filling all the questions
online.”
— Small supplier, switched to a new tariff via ehl

« Ringing and speaking to a

“She explained the initiative and she explained what the letters

person allowed the . were for... I didn't see any mileage using other comparison sites

and when I was on the phone... she said she would do all the
customer to ask about ground work.”
other offers and get the Open market, switched to a new tariff via ehl
best deal

“I looked at the options, I read it and thought it made sense.

o It ma kes them feel more Then I rang the number, they gave me further explanations, then
I made my choice.”

Secure a nd Come rta ble Re-engagement, switched to a new tariff via ehl
with the offer if it is -

explained to them

"I asked for verbal confirmation that I would still be able take

« It required less effort from Re-engageﬁf\f;ﬂ;tnf:f: R
them in terms of filling out
information online For the most part, they were guided through the
process by an advisor who simply found them the
best deal.

28
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Those in the Open Market trial arm also

wanted the work done for them

This group did not tend to act immediately. Of the customers we spoke to, when they
did act, it was a fairly even split of website usage versus contact via the telephone*.
Both routes were felt to be easy.
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Customers felt that the work was done
for them.

“Energyhelpline did the work for me, which was good.”
Open market, switched to a new tariff via ehl

"I believed it was a thoroughly professional approach by
energyhelpline and thought I should take advantage of it."
Open market,

Those who spoke to an advisor were switched to a new tariff via ehl -
complimentary about their
professionalism.

They were very good and it saves me doing it...they know what
they're doing, so I listened to their advice.”
Open market, switched to a new tariff via ehl

29 *However, quantitative findings revealed that three quarters of Open Market customers used phone https://www.ofgem.gov.uk/consumers/consumer-
research/other-research-household-consumers/Ofgem’s-Collective-Switch-Trials



https://www.ofgem.gov.uk/consumers/consumer-research/other-research-household-consumers/Ofgem's-Collective-Switch-Trials

Decision Tree

REMINDER: ADDITIONAL NUDGE

Received letters

Took action Took no action
Letter: nudge, easy Time, procrastination,
process, offer of a saving laziness

Contacted Switched to Switched Switched
ehl but the tariff on to another via

did not the letter tariff via another
switch via ehl ehl method

Supplier concerns/ Easy option, followed instructions,
ratings and limited/  guided through process, reassured.
lower saving in

Open Market .
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Switched via another method
» This group tended to visit PCWs

they had used before.

Those in the Collective Switch
trial arm were more likely to try
ehl as well as alternatives, with
several reporting more/better deals
on other PCWs. For a minority, the
saving on ehl was not as good as
originally shown. A couple of
customers in the other trials went
direct to the Collective Switch
supplier to ‘cut out the middleman’.

Those in the Open Market were
more likely to go directly to their
preferred PCW than those in the
Collective Switch, possibly as a lack
of a specific ‘deal’ provided less
impetus to use ehl.

As we have seen in other trials,
there is an underlying feeling that
this cohort of customers were
more keen to ‘take control’ and
do their own research rather than
just ‘going with the flow".



This group tended to revert to
familiar PCWs they had used before

Those in the Open Market were more likely to go directly to their preferred PCW,
probably as a lack of a specific ‘deal’ provided less impetus to use ehl. Those in the
Collective Switch were more likely to try ehl as well as alternatives.

“Ease of use, that's basically it - I am already in it - I've HH H
used it before.” Open market, switched via another method Went to famlllar prlce

- comparison website.
"I have used (another PCW) for car and house insurance,

and they're quick and easy.”
Open market, switched via another method

-
“I noticed the offer was a little bit less, so I looked to see if Looked at ehl, price
other companies offered tariffs that offered better com pa I‘iSOI‘IS and alternative
savings.” :
o Collective switch, switched via another method su ppl iers .

A couple of customers in the Collective Switch had missed the (collective switch supplier) deal deadline

which contributed to them using an alternative PCW as they could not take up the specific deal offered.

"I missed the deadline for the (collective switch
supplier) deal, I probably would've taken that. I

looked at two or three comparison websites and
went with the cheapest, most trustworthy deal that
I could find.” (

Collective switch, switched via another method
31
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Some found better deals on other

PCWs, or by going to suppliers directly

A handful of customers in the Open Market felt that more deals were available on
other PCWs. A couple in the other trials went direct to the Collective Switch supplier

to ‘cut out the middleman’.

Other PCWs have more/better deals
than ehl.

Went direct for better saving or to cut
out the middle man.

case of just getting a wider data source or wider list of
suppliers.”
Open market, switched via another method
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"I got a cheaper deal from a provider not listed. It was a |

N
"I used (PCW) instead of energyhelpline because they gave
me 10s of options to look at, unlike energyhelpline that
only offered me 1 option.”
Open market, switched via another method
S

"I didn't call the humber they gave me, but I called (collective
switch supplier) from their website and (collective switch
supplier) gave me a different price which was cheaper and it was
£70 or £80 lower than the one in the letter."
Re-engagement, switched via another method

"I went online to check if the company existed and its
background...then decided to go ahead...There are too many
middlemen so decided to contact (collective switch small
supplier) direct.”

Small supplier, switched via another method




Decision Tree

REMINDER: ADDITIONAL NUDGE

Received letters

|
v | |

Took action

Letter: nudge, easy

process, offer of a saving laziness

Took no action

Time, procrastination,

Switched tariff with current supplier

(internally)

* This group tended to go to their current supplier
or PCWs they had used before.

* Those in the Open Market and Collective
Switch were more likely to go directly to their

own supplier as they felt more comfortable with
them.

* Those in the Collective Switch were
more likely to try ehl as well as alternatives.
Whilst some did not want to switch to another
supplier due to the smart meter they have
installed.

Contacted
ehl but

Switched
using ehl to
the tariff on

the letter

Switched
using ehl
to another
tariff

did not
switch

<

»
<« »

Easy option, followed instructions,
guided through process, reassured.

Supplier concerns/
ratings and limited/
lower saving in
Open Market .

33

Switched
via
another
method

Switched
tariff with
current
supplier

Familiar PCW,
more choice,
cut out middle
man, take
control, missed
deadline
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Main reasons for switching internally

This cohort appear more likely to have suspicions about the letter and to want to
have checked its authenticity. As a result, they tended to simply call up their

supplier and then proceed to ‘negotiate’.

A number of comments across trials
suggest this group are more
comfortable with well known

suppliers and/or sticking with what

they know.

The majority switched without
researching or looking at
alternatives, although one (Collective
Switch) checked the deals on
energyhelpline and were put off by
bad supplier reviews.

A couple of customers in the Open
Market and Collective Switch
highlighted issues relating to smart
meters which, for now, have made
them reluctant to switch supplier.

“Would rather stay with someone I
have a comfort zone with, like one of
the major suppliers...I know what I'm
getting with (incumbent supplier). It

affected how I acted.”

Small supplier, switched internally

"I called (incumbent
supplier) straight away
and I used the amount
that was on the second
letter as a negotiating

tool. (Incumbent
supplier) offered a similar

deal.”
Open market, switched
Y internally
"I just called
(incumbent
supplier) to "I was already a customer and I have no
enquire further complaints - I checked the reviews about
about it.” the other companies and in the end I
Open market, decided to stick with (incumbent supplier).”
switched internally Collective switch, switched internally

"I did not switch as I am waiting for the
installation of a smart meter first and I will
switch after. I have no reservations about
switching, as it's become more prevalent

now, and everyone does it.”
Open market, switched internally

“Because they were
my existing provider
and had just put in the
smart meter, so it was
convenient. If they
hadn't offered a
discount, I would've
looked elsewhere.”
Collective switch,
switched internally
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In Summary...

REMINDER: ADDITIONAL NUDGE

Received letters

|
v | |

Took no action

Took action

Letter: nudge, easy
process, offer of a saving

Time, procrastination,
laziness

Many of these factors, barriers and
motivators reinforce what we have seen
in previous trials (particularly the first

Collective Switch trial).

There are some nuances and

differences however.

Switched to Switched
the tariff on to another
the letter tariff via

via ehl ehl

Contacted
ehl but

did not
switch

Supplier concerns/ -
ratings and limited/
lower saving in

Easy option, followed instructions,
guided through process, reassured.

Switched
via
another
method

> Familiar PCW,
more choice,
cut out middle

Switched
tariff with o

current
supplier

Suspicious about
authenticity, risk
averse, stick with

Open Market . man, take what you know,
control, missed concern about other
deadline supplier (reviews),

35

smart meter issues

Impact of customer
attitudes towards
suppliers and supplier
ratings

Indication that

some customers

were disappointed

by changing/lower savings
(potentially due to the
introduction of the default
tariff price cap)

Different reactions to

a specific (Collective
Switch) ‘deal’ versus an
example of what they
might save (Open
Market).
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Awareness &

impact of the
suppliers offering
the deals

We have seen supplier
perceptions/ratings feature
more prominently in this
trial, but what impact did
@ perceptions of the suppliers
f’ ! offering the collective
switch deals have?

R




Perceptions of large suppliers

The use of well-known suppliers on the collective switch and re-engagement trials was
reassuring for many (especially those that took the deal) - but mixed feelings about their
reputations was also a barrier for a significant minority of others.

Generally those that did take up the collective switch deals felt reassured that the deal they were offered
came from a large, well known supplier

“I am probably more likely to go with a big company
that I know although there are good small companies
out there.” Re-engagement,

'--r_ switched to a tariff on the letter via ehl

"I had heard of (collective switch supplier) before which was
positive.” Collective switch, switched to a tariff on the
letter via ehl

Conversely, those that didn’t take up the deal (either because they took another route or didn’t switch) often

did so because of concerns about the collective switch supplier’s reputation

[ n H 5 g 1
“I have heard bad reports about (collective switch supplier) so L Estlit (e [9ese i SLpplier) e reve

. L . . a good reputation and I thought there’s not
it made me question |t_. Collectlvg switch, not taken any much point.” Collective switch, contacted ehl
action, not switched

but did not switch

Supplier ratings appear to have played a role in this whatever the eventual outcome.

"I looked up (collective switch supplier) but there
were bad customer service ratings on various
websites, that put me off a bit. It made me less
likely to switch if they've got bad press.”
Collective switch, contacted ehl but did not
switch

"I saw those on the comparison site but ended up sticking with
one of the big five. I read reviews of the smaller companies and
there were lots of negative reviews about the standard of
customer service.” Collective switch,
switched to a new tariff via another method
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Perceptions of small suppliers (1)

Across outcomes there are customers who appear open to the idea of switching to a smaller
supplier in principle. They identified a number of key benefits of going to a smaller supplier over a

larger one.

Perceived benefits of small suppliers:

Lower overheads, leading to cheaper prices.

Better deals as small suppliers try to break into the market.

YOHMS dA1303]|0) J131jddns |jews

Power all comes from the same place, regardless of the supplier used.

Small suppliers are still subject to the same regulation as larger suppliers.

Potential for better or more personal customer service with a smaller supplier.

For those who did express concern about switching to a small supplier, this was generally due the supplier being
‘unknown’, raising questions around the security of the deal. There was also some concern that the deals may be too good
to be true. These customers were generally less likely to feel that the letter was believable and trustworthy, and were less
likely to switch to the deal offered in the letter.



Perceptions of small suppliers (2)

There appeared to be some concerns specifically with the small Collective Switch
supplier and also with the deal itself (particularly those that took no action),

39

Concerns with the small

supplier...

* General concerns about small / unknown suppliers.

* A couple were unsure of using a firm based outside of the
UK and how this would impact the way issues were dealt
with, especially with the uncertainty surrounding Brexit.

* A few customers in the small supplier trial decided not to
switch to the deal in the letter as they wrongly thought that
the supplier only offered online accounts. This made them
wary of switching as they either did not like going online, or
thought this would reduce the level of customer service
offered.

Despite most being comfortable with the idea of small suppliers in general, for relatively unknown suppliers,
customers generally feel the saving needs to be significant to make the ‘risk’ of the switch worthwhile. However,
only two customers spontaneously mentioned smaller energy companies going out of business as a risk factor until

prompted.

Other concerns /

reasons not specific to
the trial ...

¢ Level of saving not sufficient to
spark interest.

* Happy with / loyal to current
supplier.

* Haven't got round to it

* Easier to switch internally

YOHMS dA1303]|0) J131jddns |jews



The impact of offering a ‘green’ tariff

Around half of customers had some understanding that the deal offered with the small
supplier was a green tariff. However, understanding of this had very little impact
(either positive or negative) on whether these customers switched to the deal offered

in the letter.
“That [a green tariff] would be something that
When understood, green tariffs were usually seen ~ would actually persuade me to go with them. If
as a ‘nice to have’, especially by those who tend to " they were slightly cheaper than the dearer one
always think about the environment in their daily then I would think 'yeah T'll go with Green”.”
activities. However, where customers did switch, the Small supplier, not taken any action, not

level of saving offered remained the primary driver. switched

YOHMS dA1303]|0) J3i|ddng [jews

"I didn’t seem to be more advantaged than
Until prompted, some customers did not notice that just staying as I am. I have no ildea what
the deal was a green tariff. There was also some it [a green tariff] is - they didn’t explain

confusion about the meaning of green tariffs, as the - er]iaetrth:o?:rfaelr(]et::lf; iS!a”ction ot
term was not explained in the letter. pplier, y !

switched

“It means it's probably coming from renewable

A minority of respondents did not trust that energy or a nuclear station so I'm not bothered it was

could be green or felt that green tariffs were a a green tariff - I think green is a bit of a
gimmick tha_t would not encourage them to switch to gimmick... It was the price that made me
a new supplier. However, these doubts do not switch.”

influence switching behaviour. -~ Small supplier, switched to
) a tariff on the letter via ehl




Impact of suppliers in the press (1)

When prompted about anything they may have seen or read about small or lesser
known energy suppliers recently, a minority of customers in the Small Supplier
recalled seeing reports of supplier failure in the press.

Specific concerns?

* Some specific concerns with the deal on the letter due to news of suppliers going bust. Specific
concerns about the safety of credit balances and the hassle of having to switch again.
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* Therefore, those who saw information about small suppliers in the press were more likely to view
small suppliers negatively, and were less likely to switch to the deal offered in the letter.

SWITCHED ON Six small energy firms |  Small is beautiful no more as Energy industry is "in crisis" after EIGHTH supplier goes

have gone bust this year — are they energy suppliers crash bust in a year
safe to sign up to?

“They were saying that some of the smaller energy
groups that tens of thousands of people have signed up to

"I am a bit wary of less well known suppliers... are going bust, basically. One woman had £500 that she
For the reasons that came out in the news, I feel paid that she was in credit so it’s a lot of worry!”
they are unable to sustain their business.” Small Supplier, not taken any action,

Small Supplier, not taken any action, not switched not switched.
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Impact of suppliers in the press (2)

Concerns regarding press coverage of small suppliers were mentioned across all the
trials (although reports had sometimes been seen after the event). Whilst in the
majority of cases this does not seem to impact switching behaviour, a significant
minority of customers did feel it influenced how they acted.

: : “Since receiving the letters we read a newspaper article that
KnOWIedge of small suppllers lelinig) said that people have switched to smaller energy suppliers

out of business may ma ke which have since closed down. It affected how I reacted as it

customers reluctant to move away vindicated our choice to remain with a larger company even
though the price may not be as favourable.”

from Iarger suppliers. Collective switch, contacted ehl but did not switch

"I know that recently several of the smaller and lesser known
companies have gone into liquidation or closed. I only chose a
company that I know the name of.”

Open market, switched to a new supplier via another

method
This knOWIedge does not aIways “The supplier I switched to was a smaller or lesser known
impact behaviour amongst less risk one. There was something in the press about them going
out of business... The fact I've switched doesn’t worry
averse consumers. me, because even if my supplier goes bust, another

energy company will pick it up... It’s low risk.”
Collective Switch, contacted ehl but did not switch

"I read the letter saying I was being ripped off by one of

There were other stories in the the biggest energy companies in the country, whilst on
press about la rger suppliers that the news the same day various energy companies are
. .. paying their directors 20 million a year!”
may have influenced decisions. Small supplier, switched to another tariff via ehl
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Awareness &
impact of the
price cap

In the reminder, the
savings in the Collective
Switch and Open Market
arms were updated to
show savings against
(incumbent supplier’s)

new price-capped tariffs
coming in from Jan 20109.
What impact did this have?




depending on the level of saving.

sponse: Do you remember

rompted re _
e p inder letter that was different

anything in the rem
¢ from the previous letters?

“The offer was lower. We had already decided not to
switch but that reinforced it.”
~ Collective switch, contacted ehl but didn’t switch

“It was a lower price between the original letter and when

I went to switch. The potential saving had dropped.”
Open market, switched to a new tariff via ehl

. ifference
ted response: Do you recall a dif
botwes v gs offered in the first letter and

minder letter?

between the savin f
the savings offered in the re

“The savings went down between letters. The savings
were less in the reminder letter than in the initial letter.”
Collective switch, not taken any action, not switched

In reminder letters, the savings in the Collective Switch and Open
Market arms were updated to show savings against the incumbent
supplier's new price-capped tariffs introduced in early 2019.
Although recall/understanding of the price cap is hazy, there are definite signs that

_ savings were often lower. This appears to have had some impact on behaviour (either
reducing likelihood of switching or encouraging customers to explore other deals/PCWs)

"It announced that it was a reminder letter and I
— noticed that the offer was slightly different.”
Collective switch, switched to another tariff via ehl

“Yes I do recall. I can't remember how much but they
did, but it was probably lower.”
Open market, switched to a new tariff via ehl

response: Do you remember

nprompted
e N der letter about a cap on

anything in the remin _
energy prices?

"Yes, but I didn't understand it properly. It doesn't necessarily
mean you'll pay less, it just means it won't go up more than a
certain amount.”

Collective switch, contacted ehl but didn’t switch

"I had a vague feeling that it was less than I thought it
was going to be in the first initiative. It didn't surprise
me."”

Open market, switched to a new tariff via ehl

“Yes it just said that as from Jan 4th there will be a cap on prices.

They did say that I would be making savings.”

44 Open market, switched to a new tariff via ehl

“Yes, but I don't remember the details.”
Open market, switched to a new tariff via ehl
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Impact of the price cap in the press

A minority of customers spontaneously mentioned reading information on the price cap
in the press.

“The capping of energy prices won't help customers as the
capping is being increased and the price increase in energy is
being passed onto customers.”

Open market, contacted ehl but did not switch
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“The recent hike in the cap that's just come
out recently, price cap has been raised, it's
going to cost some families £170 a year I
believe.”

Re-engagement, switched to a new supplier
via another method

”

"I knew that there was going to be a cap on standard prices.
Open market, switched to a new supplier via another
method

“Social media, more about energy prices increases and
caps. General awareness, it has made me more likely to
check regularly for energy prices.”

Collective Switch, switched to another supplier via
another method

“In the press, simply that the cap wasn't going to be as

good a deal as originally thought.”
Collective switch, contacted ehl but did not switch
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Summary & conclusions

Many of the key findings in these trials reinforce what we saw in the
previous Collective Switch trial*:

The vast majority of recipients were positive about
the communications. Very few improvements were
suggested.

Savings were the key driver to act for those that
that took action. They were encouraged to do so by
the clear and easy process in the letters.

Inaction is mainly due to attitudinal factors, rather
than the communications themselves. Most of this
group admit to procrastination, lack of time or
laziness.

Those who just want to take the easiest route
simply follow instructions, contact ehl and take the
suggested deal.

Those more risk averse contact their existing
supplier or take control by doing their own research
and comparisons.

Ofgem being involved in the trials helped build
trust and credibility.

There was a sense of resentment towards the
incumbent supplier where it was the messenger
amongst a few customers. However, this appears
to have increased the impetus to switch in some
cases.

Customers who used the ehl website were
generally very positive. They often said that the
work was all done for them.

Being able to talk about deals over the telephone
with an ehl employee seems to have provided
additional customer reassurance (for example,
where deals less well known suppliers were
shown).

. https://www.ofgem.gov.uk/publications-and-updates/active-choice-collective-switch-trial-final-results



Summary & conclusions

New insights and nuances (1)

Some differences have emerged in this trial:

+ Customers were generally happy with the ehl process/service. Their main barriers to switching were the deals or
wider concerns about suppliers in general. This may be because of press coverage about small energy suppliers
having financial difficulty. These concerns seem to have had some impact on the Small Supplier trial.

+ These concerns also hold true for some in the Collective Switch Trial. Large, more well known suppliers provide
more confidence/reassurance.

+ There is evidence that some customers (especially in the Open Market arm) were disappointed to find smaller
savings than they were originally quoted (possibly a result of the Price Cap).

+ Open Market arm participants were more likely to go directly to their preferred price comparison site after
receiving the letter. The lack of a specific ‘deal’ may have provided less impetus to go via ehl.

A minority in the Open Market arm were also less clear on what they should do after receiving the letter. The
lack of a specific deal/supplier and the deadline date for deal seemed less clear in contrast to the Collective
Switch deals.




Summary & conclusions

New insights and nuances (2)

« Those in the Collective Switch trial arm were generally happy (and surprised) to receive an ‘exclusive’ deal with a
named supplier and a time limit on the deal. It made the process of switching feel easier as some of the research
had already been done. Many took the ehl route as it seemed the easiest option.

« Those in the Open Market trial arm understood the overall aim of the letter. Some were slightly confused as to
what they should do next. The example saving they were given required them to do further research and required

effort. Some suggested it would have been better to be automatically switched rather than simply informed about
savings.

« As with the previous Collective Switch trial, these trials included a third reminder letter. There is a clear indication
that the reminders had a impact on those still procrastinating after the initial letter.

« Although the majority of those in the Re-engagement trial failed to remember being contacted previously, most
liked the idea of being given an additional prompt and some switched because of this.
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Quotas & sampling

Suppliers provided customer contact information, including the type of information they
received details and the action that the customer took.

Quota sampling

Quota sampling is a non-probability sampling
technique where the sample interviewed

has specific proportions of respondents

with known characteristics (e.g. x males,

x females, x who switched, x who didn’t
switch, x per trial etc.).

In this instance the approach allows for
analysis by subgroup, in particular the trial
and those who did and didn’t take different
types of action as a result of

the trial.

It was not intended as a means of
making the overall sample ‘representative’
of the population of trial participants.

Core quotas were determined on the basis

of respondents’ answers to a single quota
question relating to their recall of, and action
arising from, the communication(s):

1) Switched to a tariff via energyhelpline

2) Switched to the tariff on the
letter via energyhelpline

3) Switched to a new supplier via another method

4) Switched to a new tariff with their
existing/incumbent supplier

5) Contacted energyhelpline but did not switch

6) Not taken any action, not switched

We also endeavoured to ensure a spread of customer demographics (e.g. gender, age).
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Quota achieved:

Second collective switch

Completes achieved by trial & outcome...

Colle:ctlve Open market Re- Small
I engagement supplier
(pre-price cap) gag PP
Switched tariff via energyhelpline 8
Switched to the tariff on the letter via
: 2 8 5
energyhelpline
Switched to another tariff via energyhelpline 2 4 5
Switched to a new supplier via another method 3 8 3 3
Switched to new tariff with
. . 2 5 1 2
current/incumbent supplier
Contacted energyhelpline but did not switch 5 3 0 2
Not taken any action, not switched 5 5 2 8
Affected by consumption data error* 2 2

* A small number of customers received a projected saving in the original Savings letter that was not
accurate because their supplier mixed up their day and night electricity consumption used for calculating
the saving. When we spoke to them, these customers did not notice/recall the error.



Quota achieved:
Second collective switch

Collective switch

These customers were
offered an exclusive deal
from one of two suppliers.
They were guided to
switch via energyhelpline
and received 3 letters:

1. Initial contact letter
2. Savings letter
3. Reminder letter

Note: There was a
different saving in the
reminder as the price cap
was introduced - the price
cap was mentioned and
explained in the reminder
letter*.
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Completes achieved by trial

& outcome...

Open market

These customers were offered
a ‘best deal’ (no named
supplier just indicative). They
were guided to switch via
energyhelpline and received 3
letters:

1. Initial contact letter
2. Savings letter
3. Reminder letter

Note: There was a different
saving in the reminder as the
price cap was introduced - the
price cap was mentioned and

explained in the reminder
letter*.

Re-engagement
(pre-price cap)

These customers were
offered an exclusive
deal from one of two
suppliers. They were
guided to switch via

energyhelpline and
received 3 letters:

1. Initial contact letter
2. Savings letter
3. Reminder letter

Note: These customers
were contacted for the
previous collective
switch trial so were
being re-engaged.
There was no mention
of the price cap for
these customers.

Small supplier
(pre-price cap)

These customers were
offered an exclusive
deal from a smaller
supplier. They were
guided to switch via

energyhelpline and
received 3 letters:

1. Initial contact letter
2. Savings letter
3. Reminder letter

Note: There was no
mention of the price
cap for these
customers.

* A small number of customers received a projected saving in the original Savings letter that was not
accurate because their supplier mixed up their day and night electricity consumption used for calculating

the saving. When we spoke to them, these customers did not notice/recall the error.



