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Executive summary

1 Executive summary

1.1 Background

1.2

In September 2015, Ofgem commissioned BMG to undertake a survey of how micro and
small businesses® across England, Wales and Scotland engage in energy markets. In
total, 1500 telephone interviews were completed between 19" October 2015 and 4"
December 2015. The survey follows on from a broadly similar survey conducted by BMG
in Autumn 2014.

Key Findings

As in 2014, micro and small businesses reported mixed experiences and perceptions of
the energy market.

Key findings for 2015 include:

Recent switchers and those who have recently shopped around are more likely to
take notice of contract renewal letters and contract documents. These documents
may be triggers for switching and shopping around or they may be part of the
information gathering process.

Those that have read their contract documents in detail are more likely to be
satisfied with their clarity and length. This suggests that among those rating the
document negatively in these respects, it is the fact that they have not examined
the document in detail, rather than deficiencies in the document itself, that is at the
root of dissatisfaction.

The contract renewal point is a critical time for reviewing supply arrangements.
Hence the importance of the contract renewal notification in terms of encouraging
businesses to be proactive in pursuing better deals.

There has been a shift away from extending/rolling-over contracts towards
negotiating new contracts with existing suppliers this year. The propensity to
negotiate a new contract with an existing supplier is particularly evident among
businesses with higher than average energy expenditure.

There has been an improvement in ratings of suppliers since 2014, but there is still
a relatively high level of distrust in suppliers’ propensity to treat businesses fairly.

Businesses are more likely to consider switching easy than to have a negative
view of the process. However, a significant minority of businesses are negative
about the ease of switching, and opinion is divided with regard to how worthwhile
switching is.

Views on brokers remain overwhelmingly negative across all businesses.
However, businesses that use brokers are much more likely to be positive about
them.

! Defined as having fewer than 50 employees across all GB sites. For brevity these have been referred to
throughout this summary as ‘businesses’.
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Gas and electricity usage and expenditure

Two fifths of businesses (41%) use both gas and electricity. More than half of businesses
with both mains electricity and gas (56%) have the same supplier for both.

One in three businesses (33%) report having a smart meter. This is a slight increase
compared with 2014 (30%).

On average, businesses spend approximately £4,000 a year (including VAT) on mains
electricity, on average, it accounts for 14% of all operating costs. The average spend on
mains gas is lower at just under £3,000 (inc. VAT) and represents 11% of overall costs on
average.

Current contracts and contract change

The majority of businesses (93%) have a fixed term contract for their gas/electricity supply
and pay by direct debit (86%). Around two thirds of businesses with a fixed term contract
report that the duration of these are for either one (32%) or two (34%) years.

A significant minority of businesses — just over two fifths (43%) - are in their first contract
with a supplier. However, more than half of those that have remained with their supplier
have negotiated a new contract (53%). The propensity to have done so is greater than in
2014 (45%), when we found that businesses were more likely to have extended or rolled
over their existing contract (50% in 2014; now 42%).

Most businesses whose previous contract was extended or rolled-over (90%) were aware
of this occurring at the time.

Satisfaction with the renegotiation or extension process is high (73% satisfied). The 10%
that say they are dissatisfied with the process highlight price increases, poor
communication and renewing without the businesses knowledge as some of the reasons
for this.

Nearly half of businesses that were able to recall and who provided a response to the
question? (48%) recalled receiving a contract renewal letter in the last 12 months; with
those that have recently switched supplier more likely to recall doing so (60% of those that
had switched in the last year).

Forty-one per cent of those recalling receiving the contract renewal letter reported having
read it in detail; 47% had glanced at it or skim read it. Recent ‘switchers’ and those who
have recently shopped around for a new contract were more likely to have read the letter
in detail.

The majority of all businesses that have read or at least glanced at the contract renewal
letter, recall seeing their current energy prices on the letter (80%); with two thirds (67%)
recalling information about their energy consumption from the letter.

More than three quarters of businesses (77%) have read their current contract document
in detail or at least glanced through it. This includes a quarter of all businesses that have
read it in detail (24%).

% Excludes respondents that replied ‘don’t know’ from the base
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Eighty-two per cent of businesses with fixed term contracts know when it ends; 59% know
exactly and 23% know approximately. Three fifths of businesses with fixed term contracts
(62%) know when they are able to start renegotiating or giving notice of termination; 16%
know exactly and 46% know approximately.

Of the 95% of businesses who recall receiving a bill in the last 12 months, 70% do not
recall seeing a contract end date or a date they need to give notice by.

Of those businesses that have noticed contract end dates and shopped around in the last
12 months (17% of all businesses), more than half (54%) said they were prompted to do
so by the dates included on the bill. However, this is a lower proportion than in 2014
(64%, when it was based on a similar proportion of all businesses - 16%)

The switching experience

Most businesses (82%) said they review their energy supply arrangements when their
contract comes up for renewal. This is a higher proportion than in 2014 (73%) and
suggests that information regarding renewal dates is becoming increasingly important as
a trigger for contract review.

Nearly two thirds of all businesses (64%) report they switched gas/electricity supplier in
the last 5 years. The proportion of all businesses that have switched supplier in the last 12
months has increased slightly; from 23% in 2014 to 25% in 2015.

As in 2014, just under half of all businesses (47%) have looked into other supplier or tariff
options in the last 12 months.

While cost savings remain the main factor in decisions to switch, knowing that a contract
was coming to an end and receiving a renewal notice from an existing supplier were also
significant triggers (82% and 70% of those that switched in the last 12 months).

Overall views of the switching process amongst businesses that have switched in the last
12 months tend to be broadly positive. Businesses were more likely to agree than
disagree that comparing prices is easy (48% strongly agree/agree; 39% strongly
disagree/disagree) whilst the majority (61%) thought that switching supplier was easy and
a minority (37%) felt that the switching process was too long. However, views are mixed
with regard to whether expected savings actually materialise. Just under two fifths agreed
that that expected savings do not always materialise but the proportion that disagreed was
the same (38% agree; 38% disagree with this statement).

Overall, 16% of all businesses have never considered switching supplier. Among
businesses that have not switched in the last 5 years satisfaction with the current supplier
is a key reason for not switching (77% of non-switchers). Being tied to an existing
contract is also significant as a reason (51%).

Use of brokers

Brokers are the most frequently cited source of information when businesses choose their
electricity/gas contract (64%). Slightly fewer businesses cite their current supplier as a
source (59%). Both of these sources are now more frequently cited when compared to
2014 (57% and 46% respectively).

In 2014, the current supplier was most likely to be cited as a primary source of information
when choosing a contract. This year businesses are now as likely to cite brokers in this
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respect (both 28%, compared with 33% and 26% respectively in 2014). In addition, one in
ten businesses (10%) has mainly used a price comparison website or telephone service
and satisfaction with these (among those that have used them) is high (75% satisfied).

Overall, perceptions of brokers across all businesses tend towards the negative (46%
negative; 19% positive), but among users of broker services, perceptions are more
positive (29% negative; 44% positive). However, when rating the services of their own
broker, more than four fifths of users are satisfied (82%) and only a small minority (7%)
are dissatisfied.

Eighty-five per cent of all businesses have been approached by a broker in the last 12
months and 20% report more than 50 contacts. During interviews and attempted
interviews many businesses relayed their frustration with the number of cold-calls they
receive from brokers. As in 2014, we found that some refusals to participate in the survey
were a result of businesses believing the interviewer was actually an energy broker.

Two thirds of businesses that have been approached by brokers and felt able to provide
an assessment of broker behaviour® believe that they had a professional tone (66%).
However, fewer of those able to provide a view recall that brokers identified themselves
clearly (as a broker) and provided accurate information about the services they offered
(53% for both)®. Just 31% of businesses able to recall® said brokers had been upfront
about the cost of using their services.

Satisfaction with the broker service amongst those that have used one is high, with 82%
of users satisfied overall.

Contact with suppliers

Forty-nine per cent of all businesses have contacted their gas/electricity supplier in the
last year. Of those who made contact, the main reason was to seek information (60%),
while nearly one in four made a complaint (23%).

Around three fifths of businesses that have contacted suppliers have been satisfied with
the time it took them to respond to their query or complaint (57%) and the solution they
offered (60%). However, fewer than half (48%) have been satisfied with any follow up
service/communication. One in four businesses that have contacted suppliers are
dissatisfied with the time it took them to respond to their query or complaint (25%); the
solution they offered (23%); and any follow up service/communication (26%). Views on
contact with suppliers tend towards being positive, although the proportions of one in four
that are dissatisfied represent significant minorities for whom supplier contact could be
improved.

Views on suppliers and the energy market

Two thirds of businesses are satisfied with their current supplier’s services overall (67%).
Satisfaction levels are highest for the supplier meeting their business needs (72%
satisfied) but lower for the information provided on available tariffs and options (51%
satisfied) and value for money (53% satisfied). Compared to 2014, satisfaction with
suppliers has increased slightly across all aspects measured.

® Excludes respondents that replied ‘don’t know’ from the base
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Two fifths of businesses (39%) say they tend to distrust or completely distrust energy
suppliers to be fair in dealing with business customers. A lower proportion (26%) tend to
trust or completely trust them in this regard, while a third (33%) are neutral on this subject.

Just a third of businesses providing a rating in 2015* (33%) are satisfied with the
competitiveness of prices in the energy market and more than a quarter (27%) are
dissatisfied.

* Excludes respondents that replied ‘don’t know’ from the base




Micro and Small Business Engagement in Energy Markets

2 Introduction

2.1 Background and context

In September 2015 the Office of Gas and Electricity Markets (Ofgem), commissioned
BMG Research to undertake a survey of how micro and small businesses engage in the
energy market.

The 2015 survey follows previous surveys in 2012, 2013 and 2014 which tracked the
experiences of non-domestic customers. While the 2014 and 2015 surveys only focus on
the experiences of micro and small businesses, the 2012 and 2013 surveys also included
medium and large businesses. The 2015 survey findings are compared only to those of
2014 as a result.

The target populations for both the 2014 and 2015 research were all micro and small
businesses across England, Wales and Scotland; defined as those with up to 49
employees across all their sites within Great Britain. The survey was undertaken at
enterprise rather than establishment level. Thus, where a business operated from more
than one site only its head office was contacted.

2.2 Aims and objectives

Ofgem’s non-domestic proposals for the Retail Market Review (RMR) were designed to
make the market simpler, clearer and fairer for businesses. Changes introduced as a
result of the review included making it compulsory for energy suppliers to include contract
end dates on bills and allowing micro businesses to provide termination notice at any time.
These measures took effect on 31% March 2014.

In 2014, Ofgem also consulted on options to regulate non-domestic Third Party
Intermediaries (TPIs)® and to improve processes for automatic rollovers and contract
renewal.

Micro and small businesses have been considered those most likely to be affected by
Ofgem’s Retail Market Review and thus, they remain the focus of policy change within the
energy market in 2015 and while the survey’s overarching aim was to provide Ofgem with
a clear picture of micro and small business engagement in the energy market, it also
aimed to provide feedback on the RMR changes.

The survey covered a wide range of topics including:

e Current energy usage
o  Which types of energy are currently used
How much is spent on each energy type
Proportion of overall expenditure spent on energy
Which suppliers are used
How energy is paid for
Type of contract in place
Any monitoring arrangements

O O 0O O O O

® In this survey, TPIs include brokers, telephone and website price comparison services.
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e Information provision
o Extent to which businesses understand energy bills and contracts
o Extent to which businesses are satisfied with energy bills and contracts
o Sales and marketing activity experienced
e Market engagement
o Frequency of reviewing energy arrangements
o Experiences of last contract renewal process
o Experiences of switching suppliers
o Use of energy brokers/telephone/website price comparison services
e Perceptions of market players
o Perceptions of energy brokers/telephone/website price comparison services
o Extent to which businesses are satisfied with suppliers
o Overall perceptions of the energy market

Research methodology

In total, 1500 interviews were conducted with micro and small businesses across England,
Wales and Scotland. The interviews were undertaken by both BMG at its Birmingham-
based call centre facility and ICM (as a sub-contractor) at its London-based call centre
facility. Computer-assisted telephone interviewing (CATI) was used. Fieldwork was carried
out between 19" October 2015 and 4™ December 2015.

A full explanation of the sampling and weighting process is presented in the Technical
Annex in this report (Appendix 3). A glossary of Standard Industry Classification (SIC)
groups is also included (in Appendix 4).

The survey data were weighted by business size (number of employees) and industry
sector to Inter-Departmental Business Register (IDBR) statistics to counteract any
disproportionate representation. Businesses with two or more employees were sampled
in greater proportion to their actual representation within the population. This was to
ensure robust sample bases among businesses with two or more employees, which
ensures a higher level of statistical reliability when analysing the data by business size.
Furthermore, the sample achieved by industry does not closely reflect the actual business
population. This was due to the requirement to speak to businesses that were:

e responsible, either solely or jointly, for arranging mains gas and electricity contracts
or paying these bills.

e representing a business that holds a non-domestic (i.e. business) contract for its
energy supply managed either by the business itself or an energy broker.

Report conventions

The report provides a summary of the survey findings amongst businesses with 0 to 49
employees across all sites (zero-employee, micro and small businesses). For brevity
these have been referred to throughout as ‘businesses’. Businesses with 50 or more
employees across all GB sites have been excluded.

The report presents findings from all respondents (sample base: 1500) and by the
following variables:
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e Total number of employees across all sites: zero-employee (unweighted base:
245); 1-9 employees (micro) (808); 10-49 employees (small) (447).

e Industry sector: Primary (307), construction (152), retail/wholesale (318),
transport/food/accommodation (212), business services (282) and other services
(229).

e Nation: England (1223), Wales (114) and Scotland (163).

e Type of energy that the respondent has responsibility for arranging: Where the
business only uses electricity questions were answered on the basis of their
electricity contract. If they also used gas, they were randomly selected to answer
gquestions about their gas contract. The unweighted sample bases were as follows:
electricity: 1154; gas: 341.

All findings in this report are weighted by employee size band and industry sector (SIC
2007) (see Technical Annex for full details) but unweighted sample bases are reported in
graphs and tables. This is due to the fact that the size of the unweighted sample governs
the extent of sampling error. The larger the unweighted sample the smaller the sampling
error and the more robust the findings are. Thus, giving the unweighted sample base on
which a finding is based provides an indication of how statistically reliable the finding is.

Throughout this report statistically significant differences (at the 95% level of confidence)
are noted between sub-samples, while differences that are not statistically significant are
noted where it is deemed appropriate (such as there being an obvious reason for the
difference but small sample bases do not allow the difference to be statistically significant)
and referenced accordingly.

Significance testing is based on the difference between a sub-sample (e.g. all small micro
businesses with 1-4 employees) and the sample average minus the sub-sample in
question (e.g. businesses across all size bands except those with 1-4 employees).

Unless stated otherwise, all findings reported in bold font in the charts and figures
are statistically significantly higher than the overall total. Those reported in italics
are statistically significantly lower than the overall total.

A fuller explanation of the way statistical reliability is calculated and the level of standard
error attached to the overall sample and to each of the sub-sample groups is included in
the Technical Annex.

Graphs and tables are used throughout the report to assist explanation and analysis.

Occasional anomalies appear due to ‘rounding’ differences and these are never more
than +/-1%. These anomalies are most common with regard to the sum of two or more
whole integer response percentages. Sometimes the sum total is +/-1% of the figure that
would be expected based on adding the individual percentages. This is because the
aggregate percentage is calculated from the actual number of weighted cases in the data
and therefore introduces decimal places into the calculation.

For example: 28% of respondents are very satisfied; 46% of respondents are satisfied but
the proportion that are satisfied overall is 75% rather than 74%. This is due to the fact
that the aggregated satisfaction figure is based on 43 respondents (28.4%) plus 70
respondents (46.4%) out of a sub-sample total of 151, which totals 74.8% and rounds up
to 75%.
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Some data is reported on the basis of ‘where provided a response’. This is generally with
regard to financial and other numeric data, as well as ratings questions, where there are a
relatively high proportion of respondents that have been unable or unwilling to provide an
answer (they have replied ‘don’t know’; ‘not applicable’ or they have refused). This is
noted where appropriate.

The questions on which the data is based is referenced for each graph and table and a
copy of the questionnaire is included in Appendix 5 of this report.

Where appropriate, the 2015 findings are compared with the 2014 survey.

Overview of 2015 sample profile

When the population of businesses with fewer than 50 employees across all GB sites is
adjusted to include only those that arrange their own non-domestic energy contracts,
either directly or through a broker, the proportion of businesses without employees
decreases — from 45% to 29%. The proportion with 5 or more employees increases, from
55% to 71% - compared with the total business population.

In addition, against the micro and small business population as a whole (i.e. including
businesses with a domestic contract or contract managed by a landlord), primary,
retail/wholesale and transport, food and accommodation sectors are over-represented in
the sample, whilst construction and business services sectors are under-represented.
This suggests that businesses in construction and business services sectors are more
likely than average to have domestic contracts or landlord managed energy supply
contracts.

Ninety-one per cent of micro and small businesses are single site organisations.

Eighty per cent of respondents representing multi-site organisations (including franchises)
have responsibility for arranging energy contracts or paying bills for the entire organisation
across Great Britain.
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3 Gas and Electricity Usage and Expenditure

3.1 Overview and key findings
This chapter provides a summary of current energy usage and expenditure. It covers:

e Types of energy used.

¢ Average annual expenditure on electricity and gas.

e How energy expenditure breaks down between electricity and gas.

e The proportion of overall costs that is accounted for by energy costs.
e Take up of smart meters.

Key findings:

Two fifths of businesses (41%) use both mains electricity and gas.

Fifty-six per cent of businesses with both mains electricity and gas have the same supplier for
both.

On average, businesses spend £4,048 (including VAT)® per annum on mains electricity;
£2,744 (including VAT) on mains gas.

Across all businesses, electricity expenditure accounts for 80% of all energy expenditure; gas
expenditure for 20%.

Across businesses with both mains electricity and gas, electricity expenditure accounts for
63% of all energy expenditure; gas expenditure for 37%.

On average, electricity expenditure accounts for 14% of all costs across sites that
respondents have responsibility for arranging the energy contracts for; the equivalent figure
for gas expenditure is 11%.

In 2015, energy expenditure as a proportion of all costs across sites has decreased. In 2014,
electricity expenditure accounted for 16% of all costs; gas for 13%. This may reflect recent
price decreases.

One in three businesses (33%) report having a smart meter; a slightly higher proportion than
in 2014 (30%).

¢ All expenditure figures and estimates of contribution to site costs are based on where respondents were
able to provide an estimate.
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3.2 Energy usage

3.2.1 Types of energy used

Respondents were asked about energy usage within their businesses. Two fifths of all
businesses (41%) use both mains electricity and mains gas.

Usage of both mains electricity and gas increases with business size to 39% of those with
1-9 employees and 61% of those with 10-49 employees. It is significantly lower for
businesses without employees and those with fewer than 5 employees (both 35%);
primary (25%) and retail/wholesale (32%) industries; and amongst businesses in Wales
(29%) and Scotland (32%).

More than half of businesses with both a mains electricity and gas supply (56%) have the
same supplier for both. There has been no change since 2014 in this respect.

3.3 Energy expenditure

3.3.1 Expenditure

On average, businesses spend approximately £4,000 on electricity per annum (including
VAT). This increases to approximately £10,000 for businesses with between 10 and 49
employees.

On average, businesses with mains gas spend approximately £2,700 on gas per annum
(including VAT). This increases to approximately £5,100 for businesses with between 10
and 49 employees’.

" Direct comparisons between 2014 and 2015 expenditure data cannot be undertaken as the format for
responses was altered this year. In 2014, respondents were initially asked for absolute values and then
banded values (e.g. £500-£999) were requested if they were unable to provide an estimate. This year only
banded values were requested and these bandings differ from those used in 2014. Thus, the mean values
were calculated on a different basis in 2014 and 2015.
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Figure 3.1: Average yearly electricity and gas expenditure, by size and sector (all
respondents with electricity/gas supplies that provided a response)

m Electricity expenditure ~ ® Gas expenditure

All businesses (1361/573) £2744 £4048

£2424

0 employees (222/68) £1687

£3012

1 - 4 employees (437/140) £1989

5 - 9 employees (301/137) T £4192

10 - 49 employees (401/228) £9993

Has employees (1139/505)

ABCDE - Primary (290/90) £5424

F - Construction (138/63)

G - Retail/ Wholesale (294/92)

HI - £5468
Transport/Food/Accommodation..
JKLMN - Business services
(243/122)

PQRS- Other services (202/97)

Unweighted sample bases in brackets (respondents specifying electricity/gas expenditure - where provided a
response)
B2A. To the best of your knowledge, approximately how much has the organisation as a whole spent on

electricity in the last 12 months? B6A. To the best of your knowledge, approximately how much has the
organisation as a whole spent on mains gas in the last 12 months?

Across all businesses (by aggregating all energy expenditure across businesses with both
fuels and those with just one) the ratio of electricity to gas expenditure is 80%: 20%. The
proportion of energy expenditure on electricity increases to 87% in businesses within retail
and wholesale and 86% in primary sector businesses and 84% for businesses in
Scotland.
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Figure 3.2: Ratio of electricity to gas expenditure across all businesses with an

electricity and/or gas supply, by business size and sector (where provided a response)

Response based on total expenditure in £ sterling

m Electricity mGas

All businesses (£8,824,750) 80% 20%

0 Employees (£649,750) 81% 19%

1-4 employees (£1,499,500) 83% 17%
5-9 employees (£1,640,500) 78% 22%
10-49 Employees (£5,035,000) 77% 23%

Primary (£2,913,750) 86% 14%

Construction (£479,750) 75% 25%

Retail/wholesale (£1,418,000) 87% 13%

Transport/food/accomm (£1,704,500) 72% 28%
Business services (£1,212,000) 77% 23%
Other services (£1,096,750) 68% 32%
England (£7,264,500) 79% 21%
Wales (£510,750) 81% 19%

Scotland (£1,049,500) 84% 16%

Unweighted sample bases based on total expenditure (in £ sterling) across all businesses (where provided a
response)

B2A. To the best of your knowledge, approximately how much has the organisation as a whole spent on
electricity in the last 12 months? B6A. To the best of your knowledge, approximately how much has the
organisation as a whole spent on mains gas in the last 12 months?

For businesses that have both electricity and gas, electricity expenditure accounts for just
over three fifths (63%) and gas for just under two fifths (37%) of total energy costs.

3.3.2 Proportion of all costs spent on energy

In terms of the proportion of overall costs, 65% of those able to provide an estimate
reported that electricity accounted for up to 10% of all site costs®.

The average proportion of business costs spent on mains electricity is 14%, this
proportion is similar across all business sizes and sectors.

For businesses able to provide an estimate, three quarters (75%) said mains gas
expenditure accounts for up to 10% of total site costs.

® This figure is on the basis of the entire organisation or just the site or sites depending on the
respondent’s responsibility for arranging energy contracts or paying bills.
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The average proportion of total costs for mains gas is 11%. Again, this proportion is
similar across all business sizes but is slightly higher in primary and transport, food and
accommodation sectors (13% in each).

Figure 3.3: Proportion of total costs spent on electricity and gas (where have
electricity/gas supplies and have provided a response)

M Electricity (1190) ® Gas (524)

10% or less

74%

Between 10% and 19%

Between 20% and 29%

Between 30% and 39%

Between 40% and 49%

50% or more

3.4

Unweighted sample bases in brackets (where deal with electricity/gas)

B3. To the best of your knowledge, what percentage of your total organisation’s site’s costs is spent on
electricity? B7. To the best of your knowledge, what percentage of your total organisation’s site’s costs is
spent on gas?

Smart meters

One in three businesses (33%) report having a smart meter. This is a slight increase
compared with 2014 (30%).

By sector, smart metering is reported to be highest within transport, food and
accommodation (39%) but there is strong growth within retail and wholesale (from 29% in
2014 to 37% in 2015) and business services (from 24% to 31%).

While smart meter penetration has increased in England and Wales, there has been no
change in Scotland.
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Figure 3.4: Proportion of businesses that report having a smart meter, by business size

and sector (all respondents)

All businesses (1500)
0 Employees (245)

1-9 Employees (808)
10-49 Employees (447)
Primary (307)
Construction (152)
Retail/wholesale (318)
Transport/food/accomm (212)
Business services (282)
Other services (229)
England (1223)

Wales (114)

Scotland (163)

m2015 m2014

39%
41%

Unweighted sample bases for 2015 in brackets (all respondents)

G1. Does your business have a smart meter?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested
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3.5 Comparisons with the 2014 survey

Figure 3.7 below compares the 2015 survey findings with those of 2014.

There has been little change in these figures between 2014 and 2015.

Figure 3.5: Gas and electricity usage and expenditure: Year on year comparisons

Question: 2014 2015
i 2

Wh_lch of these forms of energy do they use* 40% 41%

mains gas

Unweighted bases (all respondents): 1502 1500

Electricity expenditure accounts for more than 10%
of organisations’ costs 34% 35%
(where provided a response)

Unweighted bases (where provided a response): 1151 1199

Gas expenditure accounts for more than 10% of
organisations’ costs 29% 25%
(where use gas and provided a response)

Unweighted bases (where use gas and provided a response): 527 524

Bold font signifies a statistically significantly higher figure in 2015 compared to 2014; italics signifies a
statistically significantly lower figure in 2015 compared to 2014
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4 Current Contracts and Contract Renewal

4.1 Overview and key findings

This chapter discusses current non-domestic energy contracts held by businesses and the
process of contract negotiation and renewal. It covers the following:

e How businesses pay for energy.

e Whether or not they have fixed term contracts and the length of fixed term contracts.

¢ How the current contract was arranged.

e Contract renewals and renegotiations, including satisfaction with the process of
renewing.

e Satisfaction with particular elements of the contract.

e Awareness of contract end dates.

Key findings:

Amongst the 54% of businesses that stayed with their existing supplier when renewing their contract,
the proportion that extended/rolled-over their existing contract were in the minority (42%; 24% of all
businesses). This reflects a significant change since 2014 when businesses were more likely to
extend/roll-over a contract than to negotiate a new one (50% in 2014). In 2015, more than half of
those not changing supplier (53%) have negotiated a new contract (45% in 2014).

Businesses spending more than £5k per annum on electricity are significantly more likely than average
to negotiate a new contract with their existing supplier (44% of all businesses spending more than £5k,
compared with 30% of all businesses on average), rather than switch (35%, compared with 43%) or
extend/roll over their contract with their existing supplier (20%, compared with 24%)°.

Around three guarters of businesses that have renewed their contract with their supplier were satisfied
with the experience of renegotiating, extending or rolling-over their contract (74%), including 33% that
were very satisfied. However, satisfaction is continuing on a downward trend, with 77% satisfied with

this process in 2014.

Just under half of businesses (48%) recall receiving a contract renewal letter in the last 12 months and
the majority of these businesses (88%) have at least glanced at it or skim read it (41% have read it in
detail).

More than three quarters of businesses (77%) report having read their contract in detail or at least
glanced through it in the last 12 months (24% report reading it in detail). This proportion is higher
amongst businesses that have recently shopped around (82%), as well as those that have switched in
the last 12 months (83%).

Of those that have read or at least glanced through their contract documents in the last 12 months,
most were satisfied with all aspects of their contract measured in this survey. This ranges from 51%
who were satisfied with the length/size of the document to 73% who were satisfied with the clarity on
the duration of the contract. Those who have read it in detail are more likely to be very satisfied with
both its length and clarity.

® These statistics are based on all respondents and not just on those respondents answering this
question.
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Eighty-two per cent of businesses with a fixed term contract know at least approximately when it ends
(59% know exactly and 23% approximately). However, businesses with a fixed term contract are less
likely to be aware of when they can give notice of termination to their supplier (62%).

Of the 92% of respondents that recall receiving a bill in the last 12 months, 26% recall seeing a
contract end date on their bill (24% in 2014), while fewer (20%) recall seeing a date they need to give
notice by (as in 2014).

Just under half of all businesses (47%) have looked into other suppliers or tariff options for their
energy arrangements in the last 12 months. The propensity to look into other supplier or tariff options
increases with energy expenditure.

In total, 17% of all businesses have noticed both details about contract end dates or dates from which
they could renegotiate or give notice on their bills and have taken some action to explore their options
in the last 12 months. Of this group, 54% were prompted to take some action as a result of noticing
the information.

4.2 Payment methods

The majority of businesses said they pay for their energy by direct debit (86%).
Businesses with 10-49 employees are more likely to pay this way (89%) in comparison to
businesses with 1-4 employees (84%).

One in ten businesses pay only on receipt of the bill (via cash, cheque, credit card or
BACS). There is little variation in this respect by business size, but the proportion that pay
on receipt of the bill is higher than average within the construction (14%) and business
services (13%) sectors.

Paying on receipt of a bill is more prevalent amongst the small proportion of businesses
without a fixed term contract (32%, compared with 9% of those that are on a fixed term
contract).

Standing order is used by just 3% of all businesses and this does not vary by business
size or sector.

4.3 Fixed term contracts

The majority of businesses (93%) have a fixed term contract for their gas/electricity
supply. This is a similar proportion to that reported in 2014 (92%). It varies little by
business size but is higher than average amongst businesses within the transport, food
and accommodation sectors (97%) and lowest within business services sectors (90%).

Nearly all businesses that have used a broker (99%) are on fixed term contracts, while the
likelihood of having a fixed term contract is greater amongst users of telephone/website
price comparison services (97%). Businesses that have switched suppliers in the last 5
years are more likely than average to have a fixed term contract (97%) with their current
supplier. The proportion that say they have a fixed term contract is significantly lower
amongst those who have not switched supplier in the last 5 years (87%).
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Length of contracts

Of the businesses with fixed term contracts, around a third (32%) has a contract for a
year; a slightly higher proportion report that their contract is for two years (34%). A fifth
(20%) have a fixed term contract duration of three years. There is little variation by
business size, but shorter fixed term contracts are more prevalent than average amongst
businesses in business services sectors (42% have a 12 month contract), while
businesses in transport, food and accommodation sectors are more likely than average to
have 5 year or longer fixed term contracts (7%, compared to 3% of all businesses).

Arranging contracts

Just over two fifths of respondents (43%) report their contract to be the first with their
current supplier. This is a slightly higher proportion than in 2014 (40%). Construction
businesses are significantly less likely than average to report their current contract as their
first with that supplier (31%).

More than half of all businesses (54%) already had an existing contract with their current
supplier (57% in 2014). Businesses with 1-4 employees are less likely than average to
have held an existing contract with their current supplier (50%), as are businesses in other
services sectors (49%).

Businesses that have used brokers and/or telephone/website price comparison services
are more likely than average to be in their first contract with their current supplier (both
50%).

Of those who have had more than one contract with their current supplier, just over half
have negotiated a new contract with their supplier (53%) while fewer than half (42%) have
extended or rolled-over their existing contract. Compared with 2014, there has been a
significant reversal in the propensity to negotiate new contracts versus extending/rolling-
over an existing one. In 2014, 45% of those remaining with their supplier negotiated a
new contract, while a higher proportion (50%) extended/rolled-over their existing
arrangements.

Where a contract has been extended or rolled-over, the majority (90%) report it as being
with their knowledge (91% in 2014). Only a minority (7%, as in 2014) report the contract
extension or rollover being without their knowledge,

As a proportion of all businesses, just 2% report they were unaware that their contract
was being renewed at the time of extension or rollover, unchanged since 2014.

Three in ten of all businesses (30%) had negotiated a new contract with their existing
supplier (i.e. they have not switched to a new supplier), slightly higher than in 2014 (27%).
The proportion increases to 35% of all businesses with 10-49 employees. By sector,
businesses in transport, food and accommodation sectors are more likely to have
negotiated a new contract (33% of all).

Examining the extent of contract renegotiation by the level of expenditure on electricity
and gas highlights a greater propensity for businesses with larger bills to negotiate new
contracts with their existing supplier (see Figure 4.1).
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Figure 4.1: Summary of contract renewal, by expenditure (all respondents)

m First contract with current supplier (have switched supplier)
New contract with existing supplier (have not switched supplier)
m Extension/rollover (have not switched supplier)

All businesses (1500) m 24%

Electricity Up to £1,000 (403)
Electricity £1K - £2.5K (378)
Electricity £2.5K - £5K (245)

Electricity £5K - £10K (166)

Electricity £10K plus (169)

27%

22%

24%

22%

18%

Gas Upto £1,000 (229) 22%

Gas £1K - £2.5K (151) 20%
Gas £2.5K - £5K (83) 25%
Gas £5K - £10K (75) 19%

Gas £10K plus (35) 35%

4.6

Unweighted sample bases in brackets

C8. Is the gas/electricity contract you have now, the first contract you have had with your supplier? C9. Did
you or a broker negotiate this contract as a new contract, or was it an extension or rollover of the previous
contract you had with this supplier?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Satisfaction with last contract change

Respondents who have renegotiated, extended or rolled-over their contract with their
existing supplier were asked how satisfied or dissatisfied they were with the renewal or
renegotiation process.

Most have been satisfied with this experience (74%, of which 33% say they were very
satisfied). This is slightly lower than reported in 2014 (77%, including 36% very satisfied).

Ten per cent were dissatisfied with the process. This compares with 8% in 2014.
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Figure 4.2: Extent to which businesses are satisfied with the experience of renegotiating,
extending or rolling-over their contract with their gas/electricity supplier (where not the
first contract with their current supplier)

Very satisfied
Quite satisfied 40%
Neither satisfied nor dissatisfied

Quite dissatisfied

Very dissatisfied

Don't know

Unweighted sample base (where not the first contract with their current supplier): 810

C11. How satisfied or dissatisfied were you with the experience of renegotiating/extending or rolling over the
contract with your gas/electricity supplier?

Dissatisfaction with the renegotiation or contract extension/rollover process is at higher
than average levels amongst businesses that have shopped around (13%, compared to
6% of those that have not); where there is no fixed term contract in place (23%, compared
to 9% of those with one in place) and frequent switchers (16% of those that have switched
3 or more times in the last 5 years, compared to 8% of infrequent switchers).

One in six businesses that estimate their electricity expenditure to be more than £10k per
annum (16%) have been dissatisfied with the contract renegotiation/extension or rollover
process. Given their level of expenditure, a price increase is likely to be a major factor in
their dissatisfaction but they are twice as likely to give lack of knowledge of the contract
renewal than a price increase as the reason.

The most frequently cited reason for dissatisfaction overall is a price increase (30%; 28%
in 2014), while one in seven businesses (14%) said they were dissatisfied with poor
communications and a similar proportion (13%) were not happy because the contract was
renewed without their knowledge.

The number of dissatisfied respondents is small (just 75 respondents'®) so these findings
should be treated as being indicative only.

10 Unweighted base (number of respondents asked this question)
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4.7 Contract renewal correspondence

When asked if they had received a contract renewal letter for either gas or electricity in the
last 12 months, around half of those able to provide a response'! said they had (48%).
Businesses with 5-9 employees and those in the retail and wholesale sector are more
likely than average to recall receiving a contract renewal letter (both 53%). Businesses in
Wales are significantly less likely than average to recall such a letter (40%).

Having switched suppliers recently i.e. in the last 12 months, as well as more frequently,
are factors in the propensity to recall receiving a contract renewal letter.

Figure 4.3: Whether have received a gas/electricity contract renewal letter in the last 12
months, by switching behaviour (where able to recall)

Considered switching but never done so (257)

Frequent switchers (3+ in last 5 years) (232)

Infrequent switchers (only 1-2 times in last 5

All businesses (1402)

Have switched in last 5 years (935)

Have switched in last year (378) 60%

Have not switched in last 5 years (418)

64%

years) (703)

Unweighted sample bases in brackets (where provided a response)
C12a. Have you received a mains gas/electricity contract renewal letter in the last 12 months?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

While two fifths of those that recalled receiving the contract renewal letter read it in detail
(41%), a higher proportion (47%) reported only having glanced at it or skim read it. The
remainder reported not reading it.

Once again, shopping around and switching suppliers are associated with having read the
contract renewal letter in detail. Of those who have switched suppliers in the last 5 years,
45% read the letter in detail, compared to only 31% of those who have not switched
during that period; this increases to 49% of those who have switched in the last 12

™ 79 of all respondents were not sure if they had received a contract renewal letter
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months. It highlights a potentially heightened interest in contract details and renewal
amongst ‘switchers’.

Figure 4.4: Detail in which businesses have looked at contract renewal letter, by
switching behaviour (where received a contract renewal letter)

m You read it in detail You glanced at it or skim read it
®m You saw what it was, but did not read it

All businesses that have received a contract
renewal letter (681)

S
S

Shopped around last year (445)

o

Have not shopped around (236) 1

© B

Have switched in last 5 years (456)

Have switched in last year (220) 8%
Have not switched in last 5 years (202) 0%
Considered switching but never done so (129) 6%

Frequent switchers (3+ in last 5 years) (143)

Infrequent switchers (only 1-2 times in last 5 years)
(313)

H
=l <

Unweighted sample bases in brackets (where received a contract renewal letter)
C12b. In how much detail did you look at the contract renewal letter?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Four fifths of respondents that have read or at least glanced at their renewal letter (80%)
recall seeing their current energy prices on the letter. Two thirds (67%) recall seeing
information about their energy consumption on the letter.

Although less likely to recall having received a renewal letter in the first place,
respondents who have not switched suppliers in the last 5 years and who recall receiving
a letter about their contract renewal are significantly more likely than their ‘switcher’
counterparts to recall seeing information on both prices and consumption on the letter:

Recall seeing information on current energy prices:

e Have switched in the last 5 years, 78%;
e Have not switched in the last 5 years, 86%.

Recall seeing information on energy consumption:

e Have switched in the last 5 years, 64%;
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4.8

48.1

¢ Have not switched in the last 5 years, 72%.

There are also significant differences between businesses with smart meters and those
without in this respect, with those without more likely to recall seeing the information.

Recall seeing information on current energy prices:

e Have a smart meter, 76%;
e Do not have a smart meter, 83%.

Recall seeing information on energy consumption:

e Have a smart meter, 60%;
Do not have a smart meter, 70%.

Overall, 33% of all businesses recall seeing information on energy prices and
consumption in the contract renewal letter. Of these, 80% took some action as a result.
For most it was a case of comparing prices across suppliers or getting quotes themselves
(64%) and this increases to 79% of businesses that have switched in the last 12 months
and 81% of frequent switchers.

Engaging with contract information

Contract document

More than three quarters of respondents (77%) report that they read or at least glanced
through their current contract document.

The propensity to have read current contract documents in detail increases with business
size; 21% with no employees to 28% with 10 to 49 employees.

The proportion is significantly higher amongst respondents that report having shopped
around for a new contract in the last 12 months: 30%, compared with 18% of those that
have not. It is also higher than average amongst those that have actually switched,
particularly those that have switched in the last 12 months (29%) and frequent switchers
(i.e. those that have switched 3 or more times in the last 5 years) (28%).

More than half of all respondents (53%) have only glanced at or skim read their current
contract document. This includes 54% of ‘switchers’ (i.e. both in the last 5 years and in the
last 12 months). The proportion is significantly higher than average amongst respondents
that report their contract was knowingly rolled-over (60%).

Businesses with higher expenditure are also more likely to read their contract in detail.
Slightly over a third of respondents with an annual electricity expenditure in excess of
£10k (36%) say they have done so.
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Figure 4.6: Extent to which respondents have looked through their current mains
gas/electricity contracts, by switching and renewal (all respondents)

Don't know m Other
m Or have you not noticed it at all ®mYou saw it, but did not read it
You glanced at it or skim read it m You read it in detalil

All businesses (1500) | BEeEZNeLZ 24%
Have shopped around in last 12 months (729) | RsEZIeEZ

Have not shopped around (771) 13% 11% 18%

Have switched in last 5 years (979) |BIAZEEZ)

Have switched in last year (396) | BLAeL%)

N

9%
Have not switched in last 5 years (459) 13% 11% 21%
First/New contract (1092) |BELZReLZ)
Rollover with knowledge (326) | BeLZRIOL 19%
Electricity expenditure: Up to £1,000 (403) ReLLReL 23%
Electricity expenditure: £1K - £2.5K (378) | BEeLZINES] 22%
Electricity expenditure: £2.5K - £5K (245) | BALELS

Electricity expenditure: £5K - £10K (166) 8% 12%

N N N w
el B 3 2 3
S B x X >

Electricity expenditure: £10K plus (169) 36%

3
S
3
S

Unweighted sample bases in brackets (all respondents)

Please note: the sample base for ‘rollover without knowledge’ is too small (20 respondents) to report on this
group with any confidence

C6. In how much detail have you looked through your current mains gas/electricity contract?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

4.8.2 Satisfaction with contract document

Of the three quarters of respondents that have looked at their contract in some way (read
in detail, glanced at or skim read), the majority are satisfied with various elements of it.

They are most satisfied with clarity on the duration of the contract (73% are very/quite
satisfied). Although nearly two thirds (64%) are satisfied with the document in terms of its
clarity of costs and charges, fewer (56%) are satisfied with the clarity of the contract
document overall.
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Figure 4.7: Extent to which businesses are satisfied with aspects of their contract
documents (where read/glanced at contract in the last 12 months)

The clarity of the contract document overall

The clarity on the duration of the contract

The length/size of the contract document

m1 - Very dissatisfied m2 =3 m4 m5-Very satisfied

The clarity of costs and charges

4.9

Unweighted sample base (where read/glanced at contract in the last 12 months): 1156

C7. Thinking about your current <GAS>/<ELECTRICITY> contract document, how satisfied or dissatisfied are
you with the following? Please answer on a scale of 1 to 5 where 1 is very dissatisfied and 5 is very satisfied

Respondents that have read their contract document in detail are significantly more likely
to be very satisfied with all aspects of it than those who have just glanced at or skim read
it. More than half that read it in detail (57%) are very satisfied with the clarity on duration,
compared with a third (35%) of those who have not read it so thoroughly. Two fifths
(41%) are very satisfied with its clarity of costs and charges, compared with 26% of those
who have glanced at it or skim read it. A third (35%) are very satisfied with its clarity
overall, compared with just 16% of those who have not read it in detail. They are also
significantly more likely to be very satisfied with its length or size than those who have
only glanced through it (37%, compared with 19%). This suggests satisfaction levels may
relate to the time taken to read their contract documentation, rather than problems with
the document itself.

Awareness of contract end date

Almost all business say that they have a fixed term contract (93%). The majority of these
businesses know at least approximately when their contract ends. Around three fifths
(59%, as in 2014) are aware of this exactly and 23% know approximately (25% in 2014).
One in six respondents with a fixed term contract (17%) do not know when their contract
ends (16% in 2014).

Businesses that have shopped around or actually switched suppliers in the last 5 years
are significantly more likely to know when their mains gas/electricity contract ends.
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Figure 4.8: Knowledge of contract end dates, by recent shopping around/switching
(where has a fixed term contract)

m Know exactly (i.e. know month) Know approximately ~ mDon't know when it ends

All businesses with a fixed term contract (1407) 17%

Have shopped around in the last 12 months (701)

=
o
=

Have not shopped around (706) 23%

Switched in last 5 years (945) 3%

Switched in last year (384)

10%

Not switched in last 5 years (405) 24%

Unweighted sample bases in brackets (where has a fixed term contract)
C4. Do you know when your gas/electricity contract ends?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Businesses with higher energy expenditure are also more likely to know their contract end
date. The propensity to know exactly when their contract ends increases to 71% of
businesses spending £5k or more a year on electricity and 75% of those spending £5k or
more a year on gas.

4.10 Awareness of termination notice date

Awareness of when businesses can give termination notice to their supplier is lower: 16%
know exactly; 46% know approximately. Thirty-nine per cent of businesses with a fixed
term contract do not know when they can give notice of termination to their supplier
(compared with 17% that do not know when their contract ends).

Again, those who have recently switched or shopped around are more likely to be aware
of their termination notice date, but still around three in ten of those who have recently

shopped around or switched are unaware of their termination notice date on their current
contract.




Micro and Small Business Engagement in Energy Markets

Figure 4.9: Knowledge of when to give notice of termination, by recent shopping
around/switching (where has a fixed term contract)

m Know exactly (i.e. know month) Know approximately m Don't know when

All businesses with a fixed term contract (1407) 39%

Have shopped around in the last 12 months (701) 29%

Have not shopped around (706) E¥AZ 48%

Switched in last 5 years (945) 32%
Switched in last year (384)

29%

Not switched in last 5 years (405) [ 51%

Unweighted sample bases in brackets (where has a fixed term contract)
C5. Do you know when you can give notice of termination to your gas/electricity supplier?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

4.11 Energy bills

The majority of businesses recall receiving a bill in the previous 12 months leading up to
the interview (95%). All businesses were asked if they recalled seeing a contract end
date or date they need to give notice by to renegotiate or terminate their contract on their
last bill. Seven in ten (70%) did not recall seeing this date (72% in 2014).

Around one in four of all businesses (26%) recalled seeing a contract end date on their
bill; while fewer (20%) recall seeing a date they need to give notice by.

There is a positive association between having shopped around and switched in the last 5
years and recalling seeing this information on their most recent bill. Those who have
shopped around in the last 12 months are significantly more likely than those that have
not to recall seeing both types of information:

Recall seeing the contract end date:

e Have shopped around in the last 12 months, 31%;
e Have not shopped around, 22%.
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Recall seeing the date the business needs to give notice by to renegotiate or terminate
their contract:

¢ Have shopped around in the last 12 months, 25%;
e Have not shopped around, 15%.

This is echoed between switchers and non-switchers:
Recall seeing the contract end date:

e Have switched suppliers in the last 5 years, 29%;
e Have not switched in the last 5 years, 22%.

Recall seeing the date the business needs to give notice by to terminate their contract:

e Have switched suppliers in the last 5 years, 24%;
e Have not switched in the last 5 years, 13%.

4.12 Action taken to change supplier or tariff

Just under half of businesses (47%) have looked into other supplier or tariff options (with
their existing supplier) or ‘shopped around’ in the last 12 months. This increases to 53%
amongst businesses with 10-49 employees and is significantly lower than average
amongst primary sector businesses (42%).

More than a third of all businesses (37%) have looked at both other suppliers and other
tariffs with their existing supplier. A further 8% have just looked at other suppliers, while
just 2% have looked at other tariffs with their existing supplier.
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Figure 4.10: Action taken to look into other supplier or tariff options for gas/electricity in
the last 12 months, by expenditure (all respondents)

Ut?weighted Any atho (f))tkhee(: Loc;l'[(ed Iz;to (())tlileedr Vb6l
ases (all ) . other  suppliers :
respondents)  ction % sup(;;(l)lers tariffs and ac(t)/loon
% tariffs %
All businesses 1500 a7 8 2 37 53
Electricity expenditure
Up to £1,000 403 40 7 2 31 60
£1,001 to £2,500 378 52 10 2 40 48
£2.501 to £5,000 245 49 9 3 36 51
£5,001k to £10,000 166 60 8 1 51 40
£10,001 plus 169 56 6 1 49 44
Gas expenditure
Up to £1,000 229 44 11 1 32 56
£1,001 to £2.500 151 46 7 3 37 54
£2.501 to £5,000 83 44 12 3 29 56
£5,001k to £10,000 75 68 9 1 58 32
£10,001 plus 35 51 3 0 48 49

Unweighted sample bases in brackets (all respondents)

C15. In the past year, have you taken any action to look into other supplier or tariff options for gas/electricity?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Of the 17% of all businesses that have noticed contract dates on their bills and taken
some action in the last 12 months, more than half (54%) said they were prompted to take

action after seeing this information. This proportion is lower than in 2014 (64%).
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4.13 Comparisons with 2014
Some key comparisons between the 2014 and 2015 surveys are presented below.

e There has been little change in the propensity to have a fixed term contract and in
methods of payment since 2014.

e The proportion of businesses that report starting a contract with a new supplier
continues to increase, while the proportion extending or rolling-over an existing
contract has decreased significantly.

e Satisfaction with the experience of renegotiating, extending or rolling-over a contract
with an existing supplier has declined since 2014.

e A significantly higher proportion of businesses in 2014 have read or glanced through
their contract.

e Satisfaction with elements of the contract document, particularly its length and size,
has declined since 2014.

e Awareness of contract end dates has not changed in the last 12 months, but fewer
businesses now than a year ago are aware of renegotiation dates.

These findings are also highlighted in Figure 4.11.

Figure 4.11: Current contracts and contract renewal: Comparisons between 2014 and
2015 (All respondents unless otherwise stated)

Question: 2014 2015
How does your organisation pay for energy? — direct debit 85% 86%
- o :
Hovy dogs your organisation pay for energy? — on receipt 10% 10%
of bill (via cash, cheque, credit card or BACs)
- . .
How does your organisation pay for energy? — standing 4% 3%
order
Do you have a fixed term contract for your energy supply? 92% 93%

What is the total term of your energy contract? — 12
months 31% 32%

(where have a fixed term contract)

Is this current contract the first contract you have had with

0 0
this supplier? — yes 40% 43%
|S.thIS current contract the first contract you have had with 2704 30%
this supplier? — no but a new contract
Is this current contract the first contract you have had with 30% 24%

this supplier? — no, an extension/rollover

Is it an extension/rollover with or without your knowledge?
— with knowledge 91% 90%
(where an extension/rollover)

Satisfaction with the experience of negotiating, extending
or rolling-over their contract? — satisfied 7% 74%
(where not first contract)

Satisfaction with the length/size of the contract document?

0 0
— satisfied (where read/glanced through it) 60% 51%
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Question: 2014 2015

Satisfaction with the [2013/14: transparency] [2015: clarity] 65% 64%
of costs and charges? — satisfied

(where read/glanced through it)

Satisfaction with the clarity of the duration of the contract 77% 73%
[2015: and renewal dates]? — satisfied

(where read/glanced through it)

Do you know when your energy contract ends? — know
exactly/approximately 84% 83%
(where have a fixed term contract)

Do you know when you can give notice of termination? —

know exactly/approximately 73% 62%
(where have a fixed term contract)

Unweighted bases (all respondents): 1502 1500
Unweighted bases (where have a fixed term contract): 1398 1407
Unweighted bases (where an extension/rollover): 449 357
Unweighted bases (where not first contract): 850 810
Unweighted bases (where read/glanced through it): 733 1170

*Bases presented are the number of interviews after weighting ~question wording change

Font in italics signifies a statistically significantly lower figure compared with the previous year
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5 The switching experience

5.1 Overview and key findings

This chapter presents the findings related to questions regarding switching suppliers
and/or tariffs. It covers:

¢ How often micro and small businesses review their supply arrangements.
e Experiences and reasons for switching.

e Barriers to and reasons for not switching.

e Views on the switching process overall.

Key findings:

The majority of businesses on a fixed term contract (82%) review their supply arrangements when their
contract comes up for renewal.

Nearly two thirds (64%) have switched supplier in the last 5 years; this is a significantly higher proportion
than reported in 2014 (60%). Thirteen per cent have switched at least three times in this period.

Twenty-five per cent of businesses have switched supplier in the last 12 months (compared to 23% in
2014).

A third of businesses have not switched in the last 5 years and nearly half of these (44%; 16% of all
businesses) have never considered switching. This is a decrease compared with 2014 (39% and 19%
respectively).

One in five businesses that switched in the last 5 years contacted one or two suppliers when they last
considered switching (21%), with a slightly higher proportion having contacted three (23%) and fewer
having contacted four (16%) or five (15%). Another fifth (21%) contacted more than five suppliers for a
quote. This includes contact made with a supplier through a broker.

Cost savings remain by far the most likely reason for switching; 89% have switched in the last 5 years
say it was because they were offered a lower price.

Satisfaction with their current supplier is the most frequently cited reason for not switching in the last 12
months (77% of those that have not switched).

Views of those that have switched suppliers in the last 12 months tend towards the positive:
e 61% agree that the process of switching supplier is easy; 30% disagree
e 48% agree that it is easy to compare prices; 39% disagree

o 37% agree that the time between choosing a new tariff and supplier and switching is too long;
46% disagree

However, there are mixed views with regard to the financial benefit of switching:

o 38% agree that expected savings do not always materialise; 38% disagree.
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5.2 Reviewing supplier arrangements

The majority of respondents said they review their energy supply arrangements when their
contract comes up for renewal (82%; 73% in 2014). Review at the contract renewal point
increases to 85% amongst those with a fixed term contract (37% of those without a fixed
term contract).

One in four businesses said they review their energy supply arrangements at a set point
each year (25%; 16% in 2014), with slightly fewer doing so when prompted to do so by a
broker (19%; 10% in 2014). Just one in eight review their arrangements when they
receive a bill (12%; 8% in 2014). Less than one in ten do so more frequently throughout
the year (8%; 6% in 2014).

One in twenty businesses say they never review their energy supply arrangements (6%;
8% in 2014). This proportion is slightly higher amongst the smallest businesses (7% of
those without employees and those with between 1 and 4 employees) than amongst those
with between 10 and 49 employees (3%). More than a quarter of businesses without a
fixed term contract report never reviewing arrangements (27%) and those that have not
recently shopped around and/or have not switched in the last 5 years are more likely than
average to say it is not something they do (11% and 15% respectively).

Figure 5.1: Frequency with which businesses review their gas/electricity supply
arrangements - prompted (all respondents)

Multiple times a year, regardless of contract or bill

When your contract comes up for renewal 82%
At a set point each year
When prompted to do so by a broker
When you receive a bill

date

Other

Never

5.3

Unweighted sample base (all respondents): 1500

F1. Approximately how often, if at all, do you review your gas/electricity supply arrangements?

Switching

Nearly two thirds of businesses (64%; 60% in 2014) report that they switched
gas/electricity supplier in the last 5 years. Just over a quarter of all businesses (28%;
26% in 2014) has switched once, one in five (20%; 21% in 2014) switched twice and one
in six (16%; 13% in 2014) switched 3 or more times over this period.
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Figure 5.2: Number of times businesses have switched gas/electricity supplier in the last
5 years (all respondents)

Not in the last 5 years 33%
Once

Twice
Three times
Four times

More than four

Don't know

Unweighted sample base (all respondents): 1500

F1. How many times has your organisation switched gas/electricity supplier in the last 5 years?

The propensity to have switched in the last 5 years increases with business size to 70% of
businesses with 10-49 employees, while businesses without employees are significantly
less likely than average to have done so (60%). Businesses without employees are,
however, significantly more likely to have switched in the last 5 years now than in 2014
(46% in 2014).

The table that follows also highlights higher propensity to switch amongst larger electricity
spenders but, a significantly higher level of switching than average amongst the lowest
bands of gas spenders.
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Figure 5.3: Number of times businesses have switched gas/electricity supplier in the last
5 years, by size and annual electricity/gas expenditure (all respondents)

More

Unweighted Any_ Never Once Twice Three I_:our than Don't
bases (all  switching % % % times times four know

respondents) % % % % %
All businesses 1500 64 33 28 20 12 2 2 3
0 employees 245 60 39 27 17 14 2 1 *
1-4 employees 472 64 34 29 18 12 1 3 2
5-9 employees 336 68 28 30 24 9 2 2 4
10-49 employees 447 70 23 27 24 14 1 4 7
Electricity expenditure
Up to £1,000 403 62 37 33 18 9 1 2 1
£1,001 to £2,500 378 63 35 26 20 14 2 3 2
£2.501 to £5,000 245 71 27 28 24 15 3 2 2
£5,001 to £10,000 166 75 22 26 21 19 4 4 3
£10,001 plus 169 69 28 23 24 15 2 5 3
Gas expenditure
Up to £1,000 229 73 26 33 22 15 2 1 1
£1,001 to £2,500 151 72 26 28 27 11 2 3 2
£2.501 to £5,000 83~ 59 41 24 20 7 4 4 0
£5,001 to £10,000 75~ 69 28 19 25 14 3 9 3
£10,001 plus 35~ 71 29 21 24 20 0 6 0

E1. How many times has your organisation switched gas/electricity supplier in the last 5 years? ~caution
small sample base

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Of those that have switched supplier at all in the last 5 years, 39% have switched in the
last 12 months (no change since 2014). This equates to 25% of all businesses.

Businesses with 10-49 employees are significantly more likely than average to have
switched suppliers (31% in the last year; 45% in the last 5 years).
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Figure 5.4: Proportion of businesses that have switched gas/electricity supplier in the
last 12 months, by size, sector, type of contract and whether shopped around (all

respondents)

m Between 1 year and 5 years

All businesses (1500)

0 employees (245)

1 - 4 employees (472)

5 - 9 employees (336)

10 - 49 employees (447)

ABCDE - Primary (307)

F - Construction (152)

G - Retail/ Wholesale (318)

HI - Transport/ Food/ Accomm. (212)
JKLMN - Business services (282)
PQRS- Other services (229)

Have a fixed term contract (1407)

No fixed term contract (71)

Have shopped around in the last 12 months (729)

Have not shopped around in last 12 months (771)

® In the last 12 months

39%
37%
39%
45%
40%
38%
37%
41%
43%
38%
34%
40%

19% 9%

35%
43%

Unweighted sample bases in brackets (all respondents)

E2. Have you switched gas/electricity supplier in the last 12 months?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Of those who have not switched in the last 5 years, just over half (55%) have considered
doing so. Overall, 16% of all businesses have never considered switching supplier (19%

in 2014).

The higher the expenditure on either electricity or gas, the greater the probability that
businesses have switched or considered switching. As a proportion of those that have not
switched in the last 5 years, 48% of businesses with electricity expenditure of less than
£1k per annum have never considered switching supplier, compared with just 29% of
businesses with expenditure of £10k or more. The respective figures based on gas
expenditure are 50% (expenditure of less than £1k per annum) and 5% (businesses with
expenditure of £10k or more). The latter figure is based on a very small sample (26

respondents).
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Figure 5.5: Proportion of businesses that have considered/never considered switching
gas/electricity supplier in the last 12 months, by expenditure (all respondents)

—the remainder (not shown) have switched supplier in the last 5 years

Electricity Up to £1,000 (403)
Electricity £1K - £2.5K (378)
Electricity £2.5K - £5K (245)
Electricity £5K - £10K (166)

m Not considered mConsidered

All businesses (1500)

Electricity £10K plus (169)

Gas Upto £1,000 (229)
Gas £1K - £2.5K (151)
Gas £2.5K - £5K (83)
Gas £5K - £10K (75)

Gas £10K plus (35~)

Unweighted sample bases in brackets (all respondents) ~caution: low sample base

E3. Have you ever considered switching gas/electricity supplier?

5.3.1 Number of quotes

5.4

On average, businesses that have switched in the last 12 months contacted four
suppliers, either directly or through brokers. The figure was three in 2014, although this
figure is based on those who had switched in the last 5 years or who had considered
doing so.

Businesses using brokers reported a higher number of quotes obtained than those that
did not use brokers at all (5, compared with 2.5).

Overall, around three quarters of respondents who have switched in the last 12 months
were able to provide an estimate of the number of quotes obtained. Of those able to
recall how many quotes were obtained, 11% reported having obtained just one quote,
while a further 10% have obtained two. More than a fifth (23%) have obtained three
quotes, while fewer have obtained four (16%) and a similar proportion have obtained five
(15%). A fifth (21%) obtained more than 5 quotes.

Reasons for switching

Respondents that have switched suppliers in the last 12 months were asked what factors
had prompted them to do so. More than four fifths cited finding or being offered a lower
price contract or tariff (89%) or knowing their contract was coming to an end (82%). There
is obviously a considerable degree of overlap between these two reasons. Slightly fewer
cited that they had received a renewal notice from their existing supplier (70%).
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Another reason cited by the majority is that there was a price increase from their previous
supplier (57% of those that switched in the last 12 months).

Figure 5.6: Factors in the decision to switch gas/electricity supplier on the last occasion
— prompted, multiple response (where switched in the last 12 months)

You found or were offered a lower price contract or

You received a renewal notice from your existing

The new supplier offered greater assistance on

tariff 89%

Knowing your contract was coming to an end 82%

supplier

A price increase from your previous supplier

A broker/consultant recommended switching

The new supplier promised better customer
service

energy reduction initiatives

You were not satisfied with customer service
provided by your previous supplier

You were offered savings if you used the same
supplier for gas and electricity

Any other reason

5.5

Unweighted sample base (where switched in the last 12 months): 396

E5. Were any of the following factors in your decision to switch gas/electricity supplier on the last occasion you
switched?

Reasons for not switching

Respondents that had switched or considered switching suppliers in the last 5 years but
did not switch in the last 12 months were asked why they have not done so.

Their reasons for not switching are summarised in Figure 5.7. The top two reasons were
general satisfaction with their current supplier (77%) and being tied into an existing
contract (51%).

Nearly half of respondents, however, said they were sceptical of the savings that can be
made through switching (46% cite this), while a third of respondents cited the fact that
finding a new tariff or supplier is too complex and time consuming (31%).
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Figure 5.7: Reasons for not switching suppliers in the last 12 months - prompted,
multiple response (where have not switched in the last 12 months)

You were broadly satisfied with existing supplier 7%

You were tied to your existing contract

You did not believe switching would result in
significant savings

It was too complex and time consuming to find a
new tariff or supplier

Switching dates/procedures were unclear

Your existing supplier prevented switching

You were not happy with the broker's
recommendations

You did not start looking to switch in time

Any other reason

Unweighted sample base (where have switched or considered switching in the last 5 years but have not done
so in the last 12 months): 868

E6. You say you have not switched suppliers in the last 12 months. Why have you not switched?

5.6 Views on the switching process

Those businesses that had switched in the last 12 months'? (25% of all respondents) were
asked their views on various aspects of it.

As in 2014, higher proportions of respondents agree than disagree that it is easy to
compare prices (48% strongly agree/agree; 39% strongly disagree/disagree) and that the
process of switching supplier is easy (61% strongly agree/agree; 30% strongly
disagree/disagree). Although this year’s views are based on more recent switching
experiences, views are similar to those reported in 2014.

Similar proportions agree or disagree with the statement that expected savings do not
always materialise (38% strongly agree/agree; 38% strongly disagree/disagree), while
respondents are more likely to disagree that the time between choosing a new tariff or
supplier and switching to it is too long (37% strongly agree/agree; 46% strongly
disagree/disagree).

2 n 2014, this question was asked of those who had switched suppliers in the last 5 years.
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Figure 5.8: Extent to which respondents agree or disagree with aspects of the switching
process (where have switched in the last 12 months)

Don't know

m Neither agree nor disagree = Agree

It is easy to compare prices between tariffs and
suppliers

The process of switching suppliers is easy

The time between choosing a new tariff or supplier
and switching to it is too long

The expected savings do not always materialise

| Strongly disagree

m Disagree
m Strongly agree

19% 19% 11% 17%

12% 9%

37% 16% 18%

0% 28%

17% 15%

Unweighted sample base (where have switched in the last 12 months): 396

E7. In terms of the switching process, to what extent do you agree or disagree with the following aspects of it?

There are few differences in views of the switching process across business size and
sectors, as well as by other variables such as type of contract and expenditure. However,
respondents that used a broker to switch are significantly more likely than average to
agree that the process of switching is easy (66%).

Respondents that have not shopped around in the last 12 months are significantly more
likely to agree that expected savings do not always materialise (47%) than those who
have shopped around (35%). Frequent switchers (having done so at least 3 times in the
last 5 years) are significantly more likely than average to disagree that this is the case

(46%).
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5.7 Comparisons with 2014

Figure 5.9 presents figures for the 2014 and 2015 surveys on questions where it is
possible to compare the data.

It shows that there has been a significant increase in reported switching.

Figure 5.9: The switching experience: Comparisons between 2014 and 2015

Question:
How many times has your organisation switched

Lo 60% 64%
energy supplier in the last 5 years? — at least once
How many times has your organisation switched 26% 28%
energy supplier in the last 5 years? — once only
How many times has your organisation $W|tched 21% 20%
energy supplier in the last 5 years? — twice
Have you switched energy supplier in the last 12 2304 250413
months? — yes
Unweighted bases (all respondents): 1502 1500

Bold font signifies a statistically significantly higher figure compared with the previous year

13 Of those that have switched supplier at all in the last 5 years, 39% have switched in the last 12 months. This
equates to 25% of all businesses. The 2014 figure in this table is also based on all businesses.
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6 Use of brokers and other information sources

6.1 Overview and key findings

This chapter summarises use of brokers, as well as other sources of information when
businesses think about changing their contracts or tariffs. It covers:

e The sources that businesses consult.

e Satisfaction with price comparison websites or telephone services.
e Approaches from and use of brokers.

¢ Views on the conduct of brokers.

Key findings:

Sixty-four per cent of businesses cite brokers as a source of information when choosing their
energy contracts (28% say brokers are the main source). Use of brokers as a main source
increases to 35% of businesses with 10-49 employees.

Fifty-nine per cent of all businesses say their current supplier is a source of information when
choosing energy contracts. This is a significant increase compared with 2014 (46%). Twenty-
eight per cent cite them as the main source, which is lower than in 2014 (33%).

One in ten businesses (10%) have mainly used a price comparison website or telephone service
when choosing their current energy contract; 75% were satisfied with the service provided
(including 28% that say they were very satisfied).

Eighty-five per cent of businesses have been approached by brokers in the last 12 months.
Around two fifths of all businesses (40%) report receiving up to 10 approaches by brokers in the
last 12 months. One in five businesses (19%) have received more than 50 approaches from
brokers, which is a higher proportion than in 2014 (15%).

Of those businesses that have been approached by brokers in the last 12 months. Of those able
to provide a view*:

e 66% reported that brokers’ had a professional tone; 34% disagreed

e 53% reported that the brokers clearly identified themselves as an energy broker; 47%
disagreed

e 53% reported that the broker provided accurate information about the services they
offered; 47% disagreed

e 31% reported that brokers were upfront about the cost of their service; 69%
disagreed

Just 8% of businesses that have used a broker said they were charged for the broker’s services.
More than two in three (69%) of these businesses were aware of the charge before using the
broker’s services.

Most of the businesses that have used brokers (82%) were satisfied with the service provided.
This includes 47% that were very satisfied.

4 Excludes respondents that replied ‘don’t know’ from the base
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Key findings:

However, the perception of energy brokers more generally among micro and small businesses
tends to be more negative. Forty-six per cent of all businesses describe their overall view of
energy brokers as negative, while 19% describe their view as positive.

6.2 Use of brokers and other information sources

Respondents were asked about the sources they consulted or approached when choosing
their current contract or tariff.

Nearly two thirds of respondents reported consulting or being approached by brokers
(64%). Slightly fewer cited their current supplier as a source (59%). Around two fifths of
respondents report price comparison websites or telephone services (42%) or other
suppliers (41%) as sources, while a third (35%) said they speak to their previous supplier.

Compared to 2014, current suppliers have become more significant (46% in 2014) as a
general source, although brokers are also more frequently cited (57% in 2014). However,
there is evidence to suggest that businesses are consulting a wider range of sources in
comparison to the previous survey.

Figure 6.1: Sources consulted when choosing current gas/electricity contract or tariff:
All sources — prompted, multiple response (all respondents)

= 2015 (1500) m2014 (1502)

64%
A broker

59%

Your current supplier

A price comparison website or telephone service

Other suppliers

Your previous supplier

Don't know

Unweighted sample bases in brackets (all respondents)

D1. When choosing your current <GAS>/<ELECTRICITY> contract or tariff did you consult or were you
approached by, any of the following?

Bold font signifies a statistically significantly higher figure compared with the previous year; italics
signifies a statistically significantly lower figure compared with the previous year
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Businesses reported that the main source of information for choosing their contract or
tariff was likely to be their current supplier or a broker, with just over a quarter saying this
(28% for each). However, current suppliers have become less significant as a main
source (33% in 2014).

While price comparison websites or telephone services are consulted by more than two in
five businesses, they are only cited as a main source when choosing an energy contract
by one in ten (10%; 12% in 2014).

Although consulting other suppliers is more significant now than in 2014, the proportion
citing them as the main source has not changed (23% of all businesses; 22% in 2014).

Figure 6.2: Ways in which businesses mainly chose their current gas/electricity contract
or tariff — prompted, multiple response (all respondents)

= 2015 (1500) m2014 (1502)

Through a broker

Through a price comparison
website or telephone service

Consulted current supplier onl
pp y 3396
Consulted a range of suppliers

Other

Don't know

Unweighted sample bases in brackets (all respondents)
D2. And how did you mainly choose your current gas/electricity contract or tariff?

Bold font signifies a statistically significantly higher figure compared with the previous year; italics
signifies a statistically significantly lower figure compared with the previous year

Just over two fifths of all respondents that consulted or were approached by brokers
ultimately used one to arrange their current gas/electricity contract or tariff (45% of those
that have consulted a broker at all). There is a lower level of reliance on price comparison
websites or telephone services as a main source amongst those that have used these
services, with only 24% of those having consulted them having used them as a main
source.
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Figure 6.3: Main source consulted when choosing current gas/electricity contract or
tariff, based on all businesses that consulted each source at all (where consulted each
source)

Through a broker (996)

Through a price comparison website or telephone
service (613)

Consulted current supplier only (882)

Consulted a range of suppliers (523) 56%

Unweighted sample bases in brackets (where consulted each at all)
D2. And how did you mainly choose your current gas/electricity contract for tariff?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

6.2.1 Satisfaction with price comparison website or telephone service

As mentioned above, one in ten of all respondents (10%) have mainly used a price
comparison website or telephone service to choose their current gas/electricity contract or
tariff. Three quarters of these businesses have been satisfied with their experience of this
service (75%). Just 4% were dissatisfied (9% in 2014).
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Figure 6.4: Extent to which businesses are satisfied overall with the service provided by
the price comparison website or telephone service (where mainly used a price
comparison website or telephone service)

Very satisfied
Quite satisfied 46%
Neither satisfied nor dissatisfied

Quite dissatisfied

Very dissatisfied

Don't know

Unweighted sample base (where mainly used a price comparison website or telephone service): 139

D2b. How satisfied or dissatisfied were you overall with the service provided by the price comparison website
or telephone service when changing to your current gas/electricity contract or tariff?

The sample size of price comparison website or telephone service users is small, limiting
detailed breakdown of satisfaction levels by business demographics and behaviour. Itis
apparent, however, that those who have not shopped around in the last 12 months are
significantly more likely than those that have shopped around to be satisfied with the
service (89% very/quite satisfied, compared with 64%). The proportion is also significantly
lower than average (61%) amongst businesses that have switched in the last 12 months.

This suggests that price comparison website or telephone services are rated more
positively by those that have used them longer ago. However, there is a higher level of
neutrality than average amongst those that have shopped around in the last 12 months
(25%, compared with an average of 18%) and those that have switched in the last 12
months (30%) rather than dissatisfaction. These figures are based on small samples so
differences are indicative rather than conclusive.

6.3 Approaches from brokers

6.3.1 Number of times approached

Eighty-five percent of all respondents report having been approached by a broker during
the last 12 months. Two fifths (40%) say this has happened between one and ten times.

More than a fifth (22%; 23% in 2014) estimate having been approached more than 10
times up to 50 times, while around a fifth (19%) estimate more than 50 approaches and
too many to count.
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Figure 6.5: Number of times businesses have been approached by a broker in the last 12
months (all respondents)

None

1-10 times

40%

11-20 times

21-30 times

31-50 times

> 50 times (inc. too numerous to count)

Unsure

Unweighted sample base (all respondents): 1500

D3. Approximately how many times, if at all, have you been approached by a broker in the last 12 months?

The propensity to report more than 50 approaches varies little by business size, although
is slightly lower than average amongst businesses without employees (16%).

However, it does vary to a greater extent by sector, with those in transport, food and
accommodation, retail and wholesale particularly likely to report a large number of calls
(29% and 27% respectively). The proportion is also significantly higher within businesses
with single site (20%) compared to multi-site (11%) businesses. There is little variation by
switching behaviour, suggesting that there is no correlation between having received calls
from brokers and switching suppliers.

6.3.2 Satisfaction with broker approaches

Businesses’ views of broker conduct is mixed. Of those able to provide a response, two
thirds reported brokers’ tones as professional (62%). However, fewer reported that
brokers identified themselves clearly (54%), while they were equally as likely to report that
brokers provided accurate information about the services they offered.

Only around a third (31%) reported that brokers were upfront about whether there was a
cost to the business for their services.

Compared with 2014, respondents are slightly less positive with regard to brokers
identifying themselves clearly (54% in 2015; 58% in 2014) and with regard to the
professionalism of their tone (66% in 2015; 71% in 2014).
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Figure 6.6: Proportion of respondents agreeing with statements about the conduct of
brokers in approaches to businesses (where approached by a broker and provided a
response)

m2015 m2014

Identified themselves clearly as an energy broker
(1166/1036)

They provided accurate information about the
services they offered (972/880)

66%
Their tone was professional (1161/1028)
71%

They were upfront about whether there was a cost
to your business for their services (1068/922)

Unweighted sample bases in brackets (where approached by a broker and provided a response — 2015/2014)

D4. Thinking about the last time you were approached by a broker, would you say they...?

A more positive view of brokers’ conduct is held by those who have used brokers to
arrange their current contract compared with those who have consulted or been
approached by a broker but ultimately used another source (or who have not used brokers
at all).

However, even amongst those that have used a broker, a high proportion of respondents
reported that brokers were not upfront about the cost of their services (see Figure 6.7).
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Figure 6.7: Perceived conduct of brokers in approaches to businesses, by use of
brokers (where approached by a broker and provided a response)

All Broker usage
businesses
that have Consulted
been but not
approached Main main Not used
% source % source % %
Identified themselves clearly as  Yes 53 62 50 49
an energy broker No 47 38 50 51
Unweighted bases (where approached
by brokers and provided a response) 1166 386 17 263
They provided accurate Yes 53 63 48 48
information about the services
they offered No 47 37 52 52
Unweighted bases (where approached
by brokers and provided a response) 972 325 444 203
. . Yes 66 74 63 61
Their tone was professional
No 34 26 37 39
Unweighted bases (where approached
by brokers and provided a response) 1161 388 503 270
They were upfront about Yes 31 43 25 24
whether there was a cost to
your business for their services No 69 57 75 76
Unweighted bases (where approached
by brokers and provided a response) 1068 354 474 240

D4. Thinking about the last time you were approached by a broker, would you say they...?

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

6.4 Brokers’ charges

Eight per cent of respondents that had used a broker reported they were charged for their
services. This is higher than in 2014 (5%). However, it remains the case that very few
respondents are aware that brokers charge for their services and this continues to
highlight a lack of clarity with regard to the cost of broker services.

Around two thirds of respondents (69%) that recall being charged were aware of this
charge before using the broker’s services.

6.4.1 Overall satisfaction with broker services

There has been little change in satisfaction levels with regard to broker services. The
majority of those that have used brokers were satisfied with the service provided (82%),
which includes 47% that were very satisfied. Just 7% were dissatisfied, which includes
5% that were very dissatisfied.
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Figure 6.8: Extent to which respondents are satisfied with the service provided by their
broker (where used a broker)

Very satisfied

47%

Quite satisfied

Neither satisfied nor dissatisfied

Quite dissatisfied

Very dissatisfied

Don't know

Unweighted sample base (where used a broker): 445

D10. How satisfied were you overall with the service provided by the broker when changing to your current
gas/electricity contract or tariff?

All businesses were asked about their general views of brokers. When the views of
businesses that have not used brokers is factored in, a higher proportion have negative
perception of energy brokers than have a positive perception: 19% are very/quite
positive; 46% are very/quite negative.

The reverse is true of businesses that have used brokers to arrange their current contract
or tariff: 44% are very/quite positive; 29% are very/quite negative.

As one would expect, a higher proportion of respondents that have not used brokers than
average are neutral in their views (34%) or do not feel confident in giving a rating (15% do
not know).
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Figure 6.9: Overall views of energy brokers, by broker usage (all respondents)

Don't know m Very negative
m Quite negative m Neutral, neither positive nor negative
Quite positive m Very positive

All businesses (1500)

Used (445)

Used but not main (563)

Not used (492)

Unweighted sample base in brackets (all respondents)

D11. How would you describe your overall view of energy brokers?

6.5 Comparisons with 2014

Figure 6.10 presents comparisons between the 2014 and 2015 surveys.

Figure 6.10: Use of brokers and other information sources: Comparisons between
2014 and 2015

Question: 2014 2015
When choosing your current gas/electricity contract or

tariff did you consult or were you approached by a 57% 64%
broker?

And how d|d you mainly chopse your current 26% 28%
gas/electricity contract or tariff? — through a broker

And how d|d you mainly cho_ose your current 33% 28%
gas/electricity contract or tariff? — current supplier

And how did you mainly choose your current 2204 2304

gas/electricity contract or tariff? — range of suppliers

And how did you mainly choose your current
gas/electricity contract or tariff? — through a price 12% 10%
comparison website or telephone service
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Question:

How would you describe your overall view of energy
brokers? — positive

2014

20%

2015

19%

How would you describe your overall view of energy
brokers? — negative

44%

46%

Unweighted bases (all respondents):

1502

1500

Thinking about the last time you were approached by a
broker, would you say they...? - identified themselves
clearly as an energy broker (yes)

58%

54%

Thinking about the last time you were approached by a
broker, would you say they...? - They provided
accurate information about the services they offered

(ves)

54%

53%

Thinking about the last time you were approached by a
broker, would you say they...? - Their tone was
professional (yes)

71%

66%

Thinking about the last time you were approached by a
broker, would you say they...? - They were upfront
about whether there was a cost to your business for
their services (yes)

29%

31%

Maximum unweighted bases (where approached by a broker and
provided a response):

1036

1166

How satisfied were you overall with the service provided
by the broker when changing to your current
gas/electricity contract or tariff? — very/quite satisfied

81

82

Unweighted bases (where used a broker):

420

445

Bold font signifies a statistically significantly higher figure compared with the previous year; italics

signifies a statistically significantly lower figure compared with the previous year
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7 Contact with suppliers

7.1 Overview and key findings
This chapter focuses on businesses’ contact with suppliers. It covers:

¢ Recent contact with suppliers.
e Reasons for contact.

e Satisfaction with contact.

e Experience of back-billing.

Key findings:

Forty-nine per cent of all businesses have contacted their supplier in the last year.

The main reason for contact is a query or to obtain information (60%), with just 23%
contacting suppliers with a complaint.

Of those that have had contact with their energy supplier:

e 60% were satisfied with the solution offered (33% very satisfied, while 23% were
dissatisfied)

e 57% were satisfied with the time it took them to respond to their query or
complaint (31% very satisfied while 25% were dissatisfied)

o 48% were satisfied with any follow up service/communication (28% very satisfied
while 26% were dissatisfied).

Satisfaction is at similar levels to that reported in 2014, although there has been a slight
increase in satisfaction with the solution the supplier offered and the time it took suppliers to
respond to their query or complaint.

7.2 Contacting suppliers

Forty-nine per cent of all businesses have contacted their supplier in the last year. This is
slightly higher than in 2014 (45%).

Businesses that are significantly more likely than average to have contacted their supplier
in the last year included those that have shopped around for a new supplier or tariff in the
last 12 months (65%) and those that have switched in the last year (64%). Businesses at
the top end of electricity expenditure are significantly more likely to have contacted their
supplier than those spending least (62% of those spending £10k or more, compared with
44% of those spending up to £1k per annum). The proportion is also significantly higher
amongst those that do not currently have a smart meter than those that do (52%,
compared with 47%).
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7.2.1 Reasons for contact

As in 2014, the main reason for contacting suppliers in the last year is regarding a query
or information (60%; 65% in 2014). Nearly a quarter of respondents contacted their
supplier to make a complaint (23%).

Businesses that have used brokers to set up their current contract or tariff are significantly
more likely than average to be contact their supplier with a complaint (29%, compared
with 21% of those that have not).

Figure 7.1. Main reason for contacting suppliers, by use of brokers and switching
behaviour (where contacted supplier)

m Other ®A complaint A query/information

All businesses who have contacted suppliers

(733) 16%

23%

Used a broker (185) %) 29%

Used brokers but not as main source (335) WA 22%

Not used brokers (213) 21% 21%

Have switched in last 5 years (507) Rl 26%

Have switched in last year (239) RELZ 27%

Have not switched in last 5 years (205) BENAZIRENELZ)

13% 19%

Considered switching but never done so (151)

First/New contract with current supplier (557) B 25%

Rollover contract - with knowledge (141) BENAZIERNL)

Unweighted sample base in brackets (where contacted a supplier)

F5. Thinking about the last time you contacted your supplier, what was the main reason for contacting them?

Bold font signifies a statistically significantly higher figure compared with the average; italics signifies a
statistically significantly lower figure compared with the average

7.2.2 Satisfaction with contact

Those that had made contact with their supplier were asked how satisfied they were with
aspects of it. There has been little change since 2014. Around three fifths were satisfied
with the time it took suppliers to respond to their query or complaint (57% very
satisfied/satisfied) and the solution they offered (60%). Just under half were satisfied with
any follow up service/communication (48%).
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Around one in four respondents were dissatisfied with the time it took them to respond to
their query or complaint (25%), the solution offered (23%) and their follow up
service/communication (26%).

Figure 7.2: Extent to which respondents are satisfied with the last contact with their
gas/electricity supplier (where contacted supplier)

m Don't know Not applicable

m Very dissatisfied m Quite dissatisfied
m Neither dissatisfied nor satisfied = Quite satisfied

m Very satisfied

L 0
The time it took to respond to your query or /16% 9% 18%

complaint 0%
The solution they offered 17% 6% 12%
0
Their follow up service/communication 18% 9% 15%

Unweighted sample base (where contacted supplier): 733

F7. Thinking about the last time you contacted your gas/electricity supplier, how would you rate your level of
satisfaction with the following...?

While there is little difference in satisfaction by individual fuel type, businesses with both
electricity and gas supplies (rather than just electricity) are more likely to be dissatisfied
with each aspect than businesses with electricity only. Furthermore, businesses that have
used brokers are more likely to be dissatisfied with each aspect that those who have not.
This is summarised in Figure 7.3.
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Figure 7.3: Extent to which respondents are satisfied with their last contact with their
gas/electricity supplier, by fuel usage and use of brokers (where contacted supplier)

All Fuel - usage Broker - usage
businesses
that have Use
contacted Use electricity
supplier both only Used Not used
) ) ) ) )
Satisfied
| . (very/quite) 57 54 58 44 60
The time it took to Neutral 18 17 18 21 18
respond to your query Dissatisfied
or complaint (verylquite) 25 28 22 35 21
Average score 3.48 3.35 3.57 3.09 3.58
Satisfied
(very/quite) 60 58 61 50 63
The solution they Neutral 12 12 12 13 15
offered Dissatisfied
(very/quite) 23 25 21 34 18
Average score 3.57 3.49 3.62 3.21 3.69
Satisfied
- (verylquite) 48 48 48 34 48
Thel_r follow up Neutral 15 13 16 16 16
service/ Dissatisfied
communication (verylquite) 26 28 25 39 23
Average score 3.35 3.28 3.40 2.84 3.49
Unweighted bases (where contacted 733 324 408 185 213
supplier)

F7. Thinking about the last time you contacted your <GAS>/<ELECTRICITY> supplier, how would you rate
your level of satisfaction with the following on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very
satisfied...

*difference between total base and sum of sub-sample bases is due to respondents not included in sub-
samples due to don’t know/refused/other responses in the defining questions (A9 and A10)

Average score is calculated on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very satisfied.

Bold font signifies a statistically significantly higher figure compared with others in the sub-group
tested; italics signifies a statistically significantly lower figure than others in the sub-group tested
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The level of dissatisfaction with aspects of supplier contact increases with the level of
annual expenditure. This is evident in relation to both electricity and gas expenditure.

Figure 7.4: Extent to which respondents are satisfied with their last contact with their
gas/electricity supplier, by energy expenditure (where contacted supplier) ELECTRICITY
ONLY

Electricity expenditure per annum

£1k-£2.5k  £2.5k-£5k  £5k-£10k  £10k plus

) ) ) %
Satisfied
| . (very/quite) 64 60 48 52 44
The time it took to Neutral 14 15 21 16 22
respond to your query or Dissatisfiod
complaint (verylquite) 21 24 29 30 33
Average score 3.66 3.60 3.27 3.31 3.14
Satisfied
(verylquite) 66 61 53 54 50
Neutral 8 12 15 10 15
The solution they offered Dissatisfied
(verylquite) 19 22 28 33 26
Average score 3.76 3.62 3.35 3.29 3.37
Satisfied
(verylquite) 58 46 43 41 38
Their follow up Neutral 12 17 16 11 12
service/communication Dissatisfied
(verylquite) 21 24 33 35 38
Average score 3.60 3.41 3.13 3.05 2.97
Unweighted bases (where contacted supplier) 181 183 124 85 94

F7.  Thinking about the last time you contacted your <GAS>/<ELECTRICITY> supplier, how would you rate
your level of satisfaction with the following on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very
satisfied...

Average score is calculated on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very satisfied.

Bold font signifies a statistically significantly higher figure compared with others in the sub-group
tested; italics signifies a statistically significantly lower figure than others in the sub-group tested
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Figure 7.5 continued: Extent to which respondents are satisfied with their last contact
with their gas/electricity supplier, by energy expenditure (where contacted supplier) GAS

ONLY
Mains gas expenditure per annum
Up to
£1.000 £1k-£2.5k £2.5k-£5k £5k-£10k £10k plus
% % % % %
Satisfied
o (verylquite) 66 49 51 43 32
The time it took to Neutral 12 25 12 18 12
respond to your query or Dissatisfied
complaint (verylquite) 22 26 37 39 52
Average score 3.67 3.29 3.23 2.93 2.90
Satisfied
(very/quite) 64 60 52 39 58
Neutral 7 19 10 20 0
The solution they offered Dissatisfiod
(verylquite) 23 17 37 34 38
Average score 3.67 3.59 3.22 3.10 3.30
Satisfied
(verylquite) 57 40 49 30 59
Their follow up Neutral 7 22 16 10 8
service/communication Dissatisfied
(verylquite) 22 29 29 44 26
Average score 3.61 3.08 3.33 2.67 3.33
Unweighted bases (where contacted supplier) 101 75 44* 39* 16*

F7. Thinking about the last time you contacted your <GAS>/<ELECTRICITY> supplier, how would you rate
your level of satisfaction with the following on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very
satisfied... *caution small sample base

Average score is calculated on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very satisfied.

Bold font signifies a statistically significantly higher figure compared with others in the sub-group
tested; italics signifies a statistically significantly lower figure than others in the sub-group tested
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8 Views on suppliers and the energy market

8.1 Overview and key findings
This chapter examines views on suppliers and the energy market. It covers:

o Satisfaction with aspects of energy suppliers’ services.

e Overall satisfaction with the service provided by energy suppliers.

e Propensity to recommend suppliers.

e Views on the energy market in general.

e Perception of fairness of energy suppliers in their dealings with business customers.

Key findings:

Overall, 67% of businesses are satisfied with the service provided by their energy supplier. This
includes 32% that are very satisfied. Around one in eight (12%) are dissatisfied overall. Satisfaction
with the service provided overall has remained at a similar level to that reported in 2014; although
businesses are slightly more likely to be very satisfied in 2015 (66% were satisfied, including 28% that
were very satisfied in 2014).

Of all businesses:

o 72% are satisfied with the degree to which their energy supplier meets their needs (36% very
satisfied) while 9% are dissatisfied

o 53% are satisfied with their energy supplier with regard to value for money (22% very satisfied)
while 15% are dissatisfied

e 51% are satisfied with the information that their energy supplier provides on available tariffs and
options (23% very satisfied) while 20% are dissatisfied.

There has been a slight increase in satisfaction with these aspects since 2014.

Around a fifth (19%) of businesses would be very likely to recommend their supplier. However, those
that indicate that it is unlikely are in the majority (53% rating the likelihood at 6 or below out of a 10 point
scale where 10 is most likely and O is least likely). There has been a slight improvement in the Net
Promoter Score (NPS™), from -39% in 2014 to -34% in 2015, which is largely the result of fewer
businesses in 2015 rating the likelihood of recommending their supplier to others at 6 or below (57% in
2014).

Businesses’ views of the energy market overall are mixed. Businesses that felt able to provide a view*®
were most positive about the ease of switching (46% satisfied) and comparing prices (38% satisfied).
They were least positive with regard to the sales approaches of energy suppliers (18% satisfied) and
brokers (20% satisfied).

Dissatisfaction is higher with regard to sales approaches of suppliers and brokers. More than half of
businesses that felt able to provide a view** (57%) expressed dissatisfaction with sales approaches of
brokers. Nearly half said they are dissatisfied with sales approaches from suppliers (47%).

Two in five of all businesses (39%) say they tend to distrust or completely distrust energy suppliers in

> A Net Promoter Score (NPS) is calculated by subtracting ‘detractors’ (0-6) from ‘promoters’ (9-10).
The NPS highlights the extent to which one group either ‘detractors’ or ‘promoters’ outnumbers the other.

18 Excludes respondents that replied ‘don’t know’ from the base
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Key findings:

terms of their ability to be fair in their dealings with business customers. This compares with a lower
proportion (26%) that tend to trust or completely trust energy suppliers.

8.2 Views on current energy suppliers

Respondents were asked to rate their satisfaction with three aspects of their current
supplier’s services as well as their satisfaction with the service provided overall. There
have been slight improvements in satisfaction with suppliers since 2014.

They are most likely to be satisfied with the degree to which their supplier meets their
business needs (72% satisfied; 36% very satisfied) and least likely to be satisfied with
information provided on available tariffs and options (51%; 23% very satisfied) and value
for money (53%; 22% very satisfied).

Overall, two thirds of respondents (67%) are satisfied with their current supplier overall,
including 32% that are very satisfied.

Figure 8.1: Extent to which respondents are satisfied with their gas/electricity supplier
(all respondents) % don’t know/not applicable — included in the data but not shown

m Very dissatisfied m Quite dissatisfied
m Neither dissatisfied nor satisfied = Quite satisfied

m Very satisfied

Value for money (LZYA%) 29%

Information provided on available tariffs and

04100 0
options 10%10% 24%

The degree to which your supplier meets your
business' needs

The overall service provided

Unweighted sample base (all respondents): 1500

H1. Thinking about your current gas/electricity supplier, how would you rate your level of satisfaction with the
following..?

Satisfaction levels are lower than average amongst respondents that have used brokers
to arrange their current contract; as well as those who have reported that their last
contract was rolled-over without their knowledge (although this is based on a small
number of respondents). The most satisfied are those who have knowingly rolled-over
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their contract with their supplier. This suggests that general satisfaction is a key reason
for not switching.
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Figure 8.2: Extent to which respondents are satisfied with aspects of their current
supplier, by contract rollover and broker usage (all respondents)

Contract rollover

Broker usage

Rollover — Rollover —
All with without Not
businesses First/new knowledge  knowledge Used used
% contract % % % % )
Satisfied
(veryiquite) 53 54 56 10 49 51
Neutral 29 27 30 38 30 29
Value for Sresatisfied
issatisfie
money (verylquite) 15 15 11 46 16 18
Average
score 3.54 3.54 3.67 2.39 3.47 3.49
Satisfied
. (veryiquite) 51 50 59 17 43 52
Information Neutral 24 25 22 36 26 22
provided on Srssatisfied
available tariffs ~ Dssatsli 20 20 16 48 22 22
and options (very/quite)
Average
score 3.46 3.44 3.68 2.28 3.27 3.45
Satisfied
. 72 73 77 28 68 72
The degree to _(very/quite)
which your Neutral 18 16 19 52 20 18
supplier meets  pissatisfied
your business’  (very/quite) 9 10 3 20 10 9
needs Average
score 3.95 3.91 4.15 2.98 3.83 3.96
Satisfied
(veryiquite) 67 66 75 24 59 67
The overall Neutral 20 19 19 49 25 22
service Dissatisfied
provided (very/quite) 12 13 6 26 14 11
Average
score 3.81 3.77 4.05 2.76 3.63 3.82
Unweighted bases (all 1500 1092 326 20 445 492
respondents)

H1. Thinking about your current gas/electricity supplier, how would you rate your level of satisfaction with the
following..?  *caution small sample base

Average score is calculated on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very satisfied.

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested

Satisfaction levels tend to decrease as expenditure on energy increases. This is best
illustrated by electricity expenditure, where sample bases are higher and the pattern is
more evident.
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Figure 8.3: Extent to which respondents are satisfied with aspects of their current
supplier, by electricity expenditure (all respondents)

Electricity expenditure per annum

Up to £1,000 £1k-£2.5k £2.5k-£5k £5k-£10k £10k plus
% ) ) ) %
Satisfied 59 54 50 51 39
(very/quite)
Neutral 27 24 32 25 37
Value for —
money D|ssat|sf_|ed 10 18 14 23 29
(very/quite)
Average 3.73 3.50 3.51 3.36 3.16
score
Satisfied
| (veniquito) 53 48 57 50 42
Infor_matlon Neutral o5 o 21 o5 26
provided on —
available tariffs ~ Dissatisfied 16 23 20 22 24
and options (very/quite)
Average 357 3.36 3.55 3.37 3.22
score
Satisfied 79 71 72 65 64
The degree to _(very/quite)
which your Neutral 16 17 17 16 19
supplier meets  pissatisfied
your business’  (very/quite) 4 1 10 17 15
needs Average
score 4,13 3.94 3.91 3.62 3.61
Satisfied
(verylquite) 73 66 65 64 57
The overall Neutral 19 21 22 15 23
service Dissatisfied
provided (very/quite) 8 12 12 20 17
Average 3.98 3.81 3.77 3.55 3.53
score
Unweighted bases (all 403 378 245 166 169
respondents)

H1. Thinking about your current gas/electricity supplier, how would you rate your level of satisfaction with the
following..?

Average score is calculated on a scale of 1 to 5, where 1 is very dissatisfied and 5 is very satisfied.

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested
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8.2.1 Likelihood of recommending their current energy supplier

Respondents were asked to indicate their likelihood of recommending their gas/electricity
supplier to someone else or another business on a scale of 0 to 10, where 0 was least
likely to and 10 was most likely to. Their scores are classified as follows:

e Promoter (9, 10): 19%
e Neutral (7, 8): 25%
e Detractors (0-6): 53%

There is little change compared with 2014 scores, although fewer respondents selected a
score between 0 and 6 this year than in 2014 (53%, compared with 57% in 2014).

A Net Promoter Score (NPS) is calculated by subtracting ‘detractors’ (0-6) from
‘promoters’ (9-10). The NPS highlights the extent to which one group either ‘detractors’
or ‘promoters’ outnumbers the other. The resulting score of -34% signifies that
‘detractors’ outnumber ‘promoters’ and that there is a low level of advocacy in the market.
However, it is a slight improvement compared with the 2014 NPS of -39%.

There are few differences by business size or sector. However, reviewing the NPS by
type of contract, switching behaviour, contract renewal and expenditure, shows that there
is a lower NPS amongst those without fixed term contracts (-47%; 62% are detractors);
and those that have used brokers to arrange their current contract (-41%; 56% are
detractors). We also see a decrease in NPS as expenditure increases to -45% amongst
those spending between £5k and £10k per annum on electricity (61% are detractors) and
-51% amongst those spending £10k or more per annum on electricity (63% are
detractors).
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Figure 8.4: Likelihood of recommending their current gas/electricity supplier to someone
else or another business (all respondents) NPS at end of bars

m0-4: Detractor m5-6: Detractor ®Neutral: 7-8 Promoter: 9-10

All businesses (1500) 31% 22% PAS) -34%

Have a fixed term contract (1407) 30% 23% 26% -34%

No fixed term contract (71) 38% 24% 21% -47%

Used broker (445) 35% 21% 26% -41%

Not used a broker (492) 32% 24% 21% -36%

Have switched in last year (396) 35% 20% 24% -38%

Not switched in last 5 years (459) 27% 23% 24% -26%

First/new contract (1092) 30% 23% 25% -34%

Contract rollover with their knowledge (326) 27% 21% 29% -25%

Contract rollover without their knowledge 85% 2 -81%
(20%) 4%

Electricity expenditure: Up to £1,000 (403) 29% 22% 25% -29%

Electricity expenditure: £1K - £2.5K (378) 20% 27% -29%
Electricity expenditure: £2.5K - £5K (245) 25% 29% -33%
Electricity expenditure: £5K - £10K (166) 24% 23% -45%

Electricity expenditure: £10K plus (169) 25% 23% -51%

Unweighted sample bases in brackets (all respondents)

H2. How likely is it that you would recommend your current gas/electricity supplier to someone else or another
business? *caution: low sample base

NPS = Net Promoter Score, which is the proportion that are ‘detractors’ subtracted from the proportion that are
‘promoters’

Bold font signifies a statistically significantly higher figure compared with the average minus the sub-
group tested; italics signifies a statistically significantly lower figure than average minus the sub-group tested
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8.3 Views on the energy market in general
Respondents were asked for their views on the energy market in general.

Amongst those providing a rating, satisfaction levels range from 18% (very/quite satisfied)
for the sales approaches of brokers and 20% for the sales approaches of energy suppliers
to 47% for the ease of switching suppliers.

A significant minority of respondents (between 25% and 40%) are neutral in their views on
these aspects of the energy market.

Levels of dissatisfaction range from 28% (very/quite dissatisfied) for competiveness of
prices; 29% for the ease of switching supplier and 30% for the variety of options from
different suppliers to 57% for the sales approach by brokers.

Figure 8.5: Extent to which respondents are satisfied with aspects of the energy market
in general (all respondents, where provided a response)

m Very dissatisfied m Quite dissatisfied
m Neither dissatisfied nor satisfied = Quite satisfied
m Very satisfied

Competitiveness of prices (1345) RRLZIMELZ) 40% 11%
The variety of options from different suppliers 13% 17% 10%

(1347)

The ease of comparing prices (1399) BNAZENYLZ 28%

The sales approach by energy suppliers (1371)

24% 22%

=
a

22% 25%

@)
e

The sales approach by brokers (1348)

The ease of switching supplier (1303) 25%

15% 14% 22%

The level of advice available to businesses when
they are looking to switch supplier (1361)

16% 18%

=
S
S

Unweighted sample bases in brackets (where provided a response)

H3. Thinking now about the energy market in general, how would you rate your level of satisfaction
with the following..?

Compared with 2014, the only significant change is with regard to the level of
dissatisfaction with the sales approach of energy suppliers, which has increased from
42% to 47%.
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Figure 8.6: Proportion of respondents that are satisfied or dissatisfied with aspects of
the energy market in general; a year on year comparison (all respondents, where
provided a response)

33%

N ) 350,  ®2015 Very/quite satisfied
Competitiveness of prices (1332) o ) o
27% 2014 Very/quite satisfied
29% 2015 Very/quite dissatisfied
]
31% 5 Very/quite dissatisfie
The variety of options from different 32% m 2014 Very/quite dissatisfied
suppliers (1331) 30%
29%

38%
The ease of comparing prices 40%
(1392) 34%

34%

The sales approach by energy

suppliers (1364) 47%
42%
