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Energy Prices 2010 — 2106 - A Public Concern: 1

« Energy Bills are seen by
the public as a serious
issue with price rises both
frequent and unjustified

« Above average rises in
energy prices since 2010
(inflation adjusted)

Claim

Households are £900 worse off
due to increased enerqy bills since
2010,

Conclusion

That's adding up the increase in
average electricity and gas bills in
each of the six years from 2010 to
2016 (adjusting for inflation) if
enerqy use stayed the same over
this time. It hasn't, The
Committee on Climate Change
has said that household bills in
2016 were lower than they were in
2008, due to reductions in enerqy
Use,



www.energy.soton.ac.uk S UNIVERSITY OF
outh

ampton

Energy Prices 2010 — 2106 - A Public Concern: 2

Rising energy bills?
Average annual domestic standard electricity and gas bills*, real
terms, 2010 prices
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* UK electricity bills for consumption of 3,800kWh/year; GB gas bills for 15,000kWh/year

Source: Depariment for Business, Energy & Industrial Strategy, "Annual domestic '
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energy bills", tables 2.2.1 and 23.1




www.energy.soton.ac.uk UNIVERSITY OF

Southampton

Energy Prices 2010 — 2106 - A Public Concern: 3
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° Significant Variations EMCredit MMDirect Debit MM Prepayment
arise between payment
types in terms of cost

« Energy Bills are cheaper
when paid by direct debit

« Prepayment methods are
bad for CustomerS! EMECredit MM Direct Debit Prepayment

4 Standard Electricity & Gas
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« Issues also arise between
areas of the country
(geographical) based
upon payment types in
terms of cost

e The conclusion is that
Energy Bills are more
likely to be cheaper in the
south and south east than
elsewhere where most
people pay by direct
debit!
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e Government Policy (via
Ofgem) encourages
customers to switch
provider to save money

L

Department for
Business, Energy
& Industrial Strategy

Guidance

What the Government is doing to keep

your energy bill down

Updated 9 March 2016

Contents

L

2

3.

Helping you lower your
energy bills

Giving you more choice:
The Big 37

Making switching energy
supplier easier

. Controlling the impact of

policies on bills

. Making the energy sector

fairer

. What we're going to do

1. Helping you lower your energy bills

The cost of your energy bill is determined by a variety of factors including wholesale,
network and environmental costs. Government is keeping bills as low as possible by
encouraging more competition; making switching energy supplier easier; and
controlling public subsidies paid for through energy bills.

2. Giving you more choice: The Big 37

Government is making it easier for new companies to enter and compete in the energy
market and there are now 37 suppliers to choose from; that’s more than double the
numberin 2010. It means that independent energy companies now make up 15% of the
dual fuel energy market, up from 1% in 2010.
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« Commercial switching
companies (e.g. USwitch)

exist to facilitate this
activity
Ofgem also provide

information, tools and

guidance to make it
happen

3. Making switching energy supplier easier

By shopping around and taking advantage of the best energy deals on the market, you
can save around £200. In 2015, nearly 4 million people switched energy supplier.
Government has made it easier for more people to switch by working with industry to
cut the time it takes to switch from 35 days to 17 days. Government action has also led
to energy suppliers including Quick Response (QR) codes on energy bills so you can
switch with a couple clicks on your smartphone.

4. Controlling the impact of policies on bills

Government is controlling public subsidies paid for by your bills - actions we've taken
since 2014 to control the costs of green policies on household bills has saved around

£30-35 per year.

« Ofgem-accredited price
comparison sites.

* How to switch energy supplier if
you're in debt

 How to switch energy supplier if
you're a tenant

« How to deal with energy sales
people

« Ofgem energy customer database
senvice

© Save money on your gas and
electricity bils

© Who to contactif its difficult paying
energy bills

© Extra help from energy services
© Connections and moving home
© Key terms and issues explained

Business gas and electricity guide

Energy supplier comparison data

Consumer research

Shop for cheaper gas and electricity

It pays to shop around. Ofgem research finds comparing and switching supplier or
energy tariff can make a big difference to your gas and electricity bills — with annual

savings of around £300 available.

If you've never compared energy tariffs or switched gas or electricity supplier, it may

seem a daunting process. But it's actually quite simple.

We've developed a range of online tips and tools covering the essentials. And as
Britain’s energy regulator, you can trust that our guides are independent and

unbiased. Get savvy and find savings — be an ‘energy shopper.

Tools to help you compare gas and
electricity tariffs

Citizens Advice guide: How to compare energy tariffs and deals (opens another
website): Get to grips with the questions to ask suppliers, using comparison websites
and the information you'll need.

Citizens Advice energy deal guide (opens another website): Learn more about the

benefits of taking on a new energy deal.
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Consumers
Household gas and electricity guide ¥
© Understand your gas and electricity
bills
© Complain about your gas or
electriciy bl o supplier

© Understand smart, prepayment and
other energy meters.

© How to switch energy supplier and
shop for abetter deal

« Ofgem-accredited price
comparison sites

« How to switch energy supplier if
you'rein debt

= How to switch energy supplier f

How to switch energy supplier and
shop for a better deal

Mae'r dudalen yma ar gael yn Gymraeg. .

Comparing energy tariffs and deals regularly can help you make sure you're getting

the best gas or electricity tariff for your usage and the best service offer. It can also

highlight if you could cut your bills by switching supplier.

Shop for cheaper gas and electricity

It pays to shop around. Ofgem research finds comparing and switching supplier or

energy tariff can make a big difference to your gas and electricity bills — with annual

« Ofgem-accredited price
comparison sites.

« How to switch energy supplier if
you're in debt

« How to switch energy supplier if
you're a tenant

« How to deal with energy sales
people

« Ofgem energy customer database
service

© Save money on your gas and
electricitybills

© Who to contact f i’ dificult paying
energy bills

© Extra help from energy services
© Connections and moving home
© Key terms and issues explained

Business gas and electricty guide

Energy supplier comparison data

Consumer research

Shop for cheaper gas and electricity

It pays to shop around. Ofgem research finds comparing and switching supplier or
energy tariff can make a big difference to your gas and electricity bills — with annual

savings of around £300 available.

If you've never compared energy tariffs or switched gas or electricity supplier, it may

seem a daunting process. But it's actually quite simple.

We've developed a range of online tips and tools covering the essentials. And as
Britain's energy regulator, you can trust that our guides are independent and

unbiased. Get savvy and find savings — be an ‘energy shopper’.

Tools to help you compare gas and
electricity tariffs

Citizens Advice guide: How to compare energy tariffs and deals (opens another
website): Get to grips with the questions to ask suppliers, using comparison websites
and the information you'll need.

Citizens Advice energy deal guide (opens another website): Learn more about the

benefits of taking on a new energy deal.
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Infographic: Bills, prices and
profits

Publication date 3ist August 2017

Updated date 3ist August 2017

Bills, prices
and profits

Facts and figures on Britain's energy market, larger
supplier prices and profits, energy bills and switching.

What makes up Britain's energy market?

The full rollout of competition in the energy market began in the late 90s.

4 active
suppliers
compete in the domestic
energy market

March 2017

i

provide both gas | 6 solely su
46 and electricity and 2 eylat:t':;ll“(:ﬂyg.B

Domestic market shares
Gas Electricity

18% - 17% -
small and g small and
medium medium
suppliers suppliers

82% - 83% -
large suppliers larger suppliers

|

o In 2009, we told energy companies they must publish annual statements (CSS)
showing separately their revenues, costs and profits for how they generate and
supply energy so profits are clearer for consumers.

10
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Ofgem and Money Saving:4

Prices and profits of the larger energy suppliers
The latest numbers show:

Large suppliers: Domestic dual fuel bill breakdown over time (GB)
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Average available tariffs

At July 2017:

Average available
VARIABLE TARIFF

AROUND

£1,142

PER YEAR*

compared
to

Cheapest
AVAILABLE TARIFF

AROUND

£843

PER YEAR?
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How do UK prices compare with Europe?

ABOVE AVERAGE
on electricity prices

and

AROUND AVERAGE
on gas prices

Average domestic gas price
{mediam user)

Average UK domestic gas price (inl. txes) for medium user
forped Ay o Decermber 2016 s et o ecian EU e

Average domestic electricity price
(medium user)
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When it comes to energy shopping...

During January to June 2017 ...

1.87 MILLION 2.47 MILLION

Gas Electricity
customers customers
switched switched

29% of total switches across both fuels

During this time ... : : e
moved to small and medium suppliers (net gain)

566 THOUSAND 702 THOUSAND

moved to small or moved to small or
medium suppliers medium suppliers
for gas (net gain)’' for electricity (net gain)’

1 Small and medium suppiier igurae calcul3t=d by taking the groes
F;m for medivmismall suppliers and en sublracting 1h2 lesas
0 calculals 2 et game Vaue

Market structure and share figures from Distribution Network Operator and Xoserve data. Prices and profits of the larger energy suppliers
from Ofgem Consolidated Segmental Statements. Average available tariffs calculated from Ener-de pline data. Figures based on dual fusl
tariffs paid by direct debit {Typical domestic consumption values: 12,500kWh for gas and 3, 10053. Vh for electricity). Average variable tariffs
based on dusl fuel direct debit standard variable tariffs available from the six largest suppliers. UK/Europe price comparison Sigures from
the Department for Business, Energy and Industrial Strategy. Switching figures to small/medium supliers are calculated taking the gross
gains for medium/small suppliers the;n subtracting the losses to calculate a net gains value. Ofgem switching figures calculatec from

e O oo St o S = Lol af cocso io e - oo allocsioo b S Soc o o = e &

12
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Little information exist about
what happens after switching
as, from government policy
perspective it’s “job done”

As people in the south / south
east are more likely to switch,
more likely to pay by direct
debit and use IT to facilitate
savings what are their
experiences “Post Switching”?

Using data from the most
recent switching period
(January 2017 — June 2107)
here is a window into what
actually happened next

Remove label (1 ] i .- ‘ v More ~

welcome to

Your personalised Welcome Tracker is
ready

Thank you for choosing By switching to us, you'll save yourself an

estimated £120.06* a year on your energy bills.
Now that you've selected our Online Fixed Price Energy June 2018 v2 tariff, you'll enjoy
guaranteed fixed energy prices” until 30th June 2018 and, you can manage your

account online or via our YourEnergy App. So, we hope you agree that you've made a

great choice

What happens next?

13
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«January 2017 — Switching of Energy Providers

eDual Fuel Customer with:

— accurate previous energy usage information
— IT literate using the internet to submit readings / receive bills

— Direct debit customer

*The “ideal” switcher with the likelihood of the best savings

and value!

14
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What Happened Next?: 2

« The household is both energy-wise and the home is well insulated

resulting in a relatively low energy cost per month

« Based upon previous energy usage information and using the
internet switching service another company was chosen as the

cheapest provider

« A fixed tariff dual fuel direct debit internet based billing package

was accepted by the customer lasting 18 months until June 2018

« The contract had a Direct Debit payment price of £35.79 per month

and an estimated saving of £120 per year

15
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e Remove label (1] [ ] m- ® - More ~

£

Move between
our tariffs without

Take our free Home Stay in control of

Energy Check your Direct Debit £ -
SOSTgY Leek s paying exit fees

Your account summary

Account Number:

Gas start date: 7th January 2017

Supply address:

Tariff: Online Fixed Price Energy June 2018 v2

Payment method: Monthly Direct Debit

Monthly Direct Debit amount: £35.79

This is made up of £11.94 for gas and £23 .85 for electricity

Payment date: 1st each month, and the first payment will be on 1st February 2017
First statement is due around: 9th April 2017

Log in to your account

16
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What Happened Next?: 4

o Before the end of March 2017 (earlier than indicated in
the January contract details shown on the previous slide)
the new provider contacted the customer stating that
their energy usage is higher than estimated and they
need to increase their monthly Direct Debit amount to
£102.00

A graphic was submitted by the new provider to
demonstrate this request

e The new provider also kindly informed the customer that
by adopting the new DD amount that they would be
£104.06 in credit at the end of their review period
(August 20™ 2017)!

Southampton

17
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What Happened Next?: 5

By continuing to use this site, you are agreeing fo our use of cookies. If you do not want fo see this message again, click continue.

£150

£140

£130

£120

£110

1102 NEW

£90

80

£70

60

£50

Actual usage

£40
JAN 2017

MAR 2017

AVAaoL

MAY 2017

JuL2017

Likely usage

SEP 2017 NOV 2017 JAN 2018

4

Monthly payment

£ 102.00

Your monthly
payment includes any current
debit or credit balances.

Your likely annual
review date balance

£ 104.06 fu

Annual Review Date
20th Aug 2017

Submit new

Direct Debit

18
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What Happened Next?: 6

The customer, being IT literate,
amended the payment projections
down from the new estimate from
the new provider of £102 pcm on
line. This was possible, as the

ayment curve was well above
goth the graphic provided for
anticipated usage, let alone actual
usage to date!

A revised estimated amount was
derived by the customer resulting
in a need to increase their
monthly Direct Debit amount to
£66.00

They also required an extra one
off ¢ to%up” payment of £39.34 to
cover the anticipated debit even at
the new DD rate of £66.00 pcm

i Thank you for updating your
re may be further security This will take effect from 1st Maj

questions. Your one off payment of £39.94 has been successfully taken

| I

Customer Service  Energy Efficiency Business New Connections
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By continuing to use this site, you are agreeing to our use of cookies. if you do not want to see this message again, click confinue

£150 value below

£140
Monthly payment
£ 66.00
£120
Your monthly
£110 payment includes any current
debit or credit balances.
£100
£90 Your likely annual
review date balance
£80

£ 39.94n

m ‘ To set your monthly Direct

=
£60 8 Debit to this value, you need
E to make a one-off payment at
£50 the next step.
Actual usage Likely usage
£40 Annual Review Date
JAN 2017 MAR 2017 MAY 2017 JuL 2017 SEP 2017 NOV 2017 JAN 2018 20th Aug 2017

20
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However, the household usage figures for energy had not deviated from the initial
projections
No methodology or credible usage /costing evidence to justify the increased DD and

one off payment requests had been made

In fact the evidence provided by the new provider demonstrated that based upon the
usage to date the household would use less energy than initially expected based upon
a yearly consumption profile provided by the new provider and still less than the new

(downwardly revised by the customer) DD amount

In light of this the customer went back on line to their account payment profile and
manually was able to reduce the DD payment further, to £44.00 pcm, even though
this was higher than the original January estimate of £39.57

21
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The annual review date
(August 20t 2107) arrived and
the customer accessed the
information about their

account on line after that date T — —

It showed that the £44.00 DD — - e
payment had still generated a — e
surplus of £95.45 to the end of = e o mw O
August! ——— -
Further examination of the Bz BE- K% a

account in September 2017 re-
emphasised this credit total in
respect to payments

22
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By continuing to use this site, you are agreeing to our use of cookies. If you do not want to see this message again, click continue.

Account balance: £95.45 In Credit This includes any payments made since your last bill date on 12th Sep 2017
This doesn't include any energy used since your last bill date.

Graph Fuel type Period range

KN - paire [ Gae
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|
|
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[
[
|
|
[
|
|
|
|
£25 |
|
|
[
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Nov '16 Jan'17 Mar 17 May '17 Jul17 Sep'17 Nov 17

23



www.energy.soton.ac.uk S UNIVERSITY OF
outh

ampton
Customer Confidence and Next Steps: 3

By continuing to use this site, you are agreeing to our use of cookies. If you do not want to see this message again, click continue.

Date Bills Payments Charges Balance Bill(pdf)
14 Sep 2017 £ 48.73 (Credit) £ 95.45 in Credit

14 Sep 2017 £21.72 (Credit) £ 46.72 in Credit

13 Sep 2017 £ 70.45 (Debit) £25.00 in Credit

12 Sep 2017 5068 @ £ 9545 in Credit
01 Sep 2017 £ 25.00 (Credit) £ 146.13 in Credit

01 Aug 2017 £ 25.00 (Credit) £121.13 in Credit

03 Jul 2017 £ 66.00 (Credit) £96.13 in Credit

29 Jun 2017 £10751 @ £ 30.13 in Credit
01 Jun 2017 £ 66.00 (Credit) £ 137.64 in Credit

02 May 2017 £ 66.00 (Credit) £ 71.64in Credit

Show more

Gas & Electricity Customer Service  Energy Efficiency  Business New Connections

24
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Customer Confidence and Next Steps: 4

Th e oacaeni

Click to go back,

hold to see history

N Ussasrwamsag YOU are agreeing fo our use of cookies. If you do not want to see this message again, click continue.

Date

Bills

Payments

Charges

Balance

Bill(pdf)

14 Sep 2017
14 Sep 2017
13 Sep 2017
12 Sep 2017
01 Sep 2017
01 Aug 2017
03 Jul 2017

29 Jun 2017
01 Jun 2017
02 May 2017
03 Apr 2017
31 Mar 2017
30 Mar 2017
01 Mar 2017

01 Feb 2017

£50.68

£107.51

£139.12

£ 48.73 (Credit)
£ 21.72 (Credit)

£70.45 (Debit)

£ 25.00 (Credit)
£ 25.00 (Credit)

£ 66.00 (Credit)

£ 66.00 (Credit)
£ 66.00 (Credit)
£ 34.94 (Credit)

£ 39.94 (Credit)

£ 34.94 (Credit)

£ 34.94 (Credit)

£ 95.45 in Credit

£ 46.72 in Credit

£25.00 in Credit

£ 95.45 in Credit

£ 146.13 in Credit

£121.13 in Credit

£96.13 in Credit

£30.13 in Credit

£ 137.64 in Credit

£ 71.64 in Credit

£ 5.64 in Credit

£29.30 in Debit

£69.24 in Debit

£ 69.88 in Credit

£ 34.94 in Credit

25
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Customer Confidence and Next Steps: 7

e Over 1,870,000 customers switched gas providers and
2,470,000 customers switched electricity providers

during the period that this southern household switched
« How many others have experienced similar issues?

o Itisclear that further “post switching” research into
provider behaviour is required based upon the

experiences of this customer

26



www.energy.soton.ac.uk UNIVERSITY OF

Southampton

Customer Confidence and Next Steps: 8

« Active DD management on the level undertaken in this case is only

really possible by the diligent and IT enabled customer

« Justification for DD changes (especially increases) requires much
stronger supporting evidence from the provider than demonstrated

as occurring in this case

« Based upon this evidence it appears that Ofgem have new work to do
on the “post switching” aspect and new questions of providers will
surely be asked at future Select Committee meetings with the

industry

27



www.energy.soton.ac.uk S UNIVERSITY OF
outh

ampton
Customer Confidence and Next Steps: 9

Your Home v  Energy Efficiency Smart Meters GetaQuote PowerlUp e O @

My account My messages Logout
By e

Great news, you are on track

Your monthly payment hasn't
changed and is still £44.00

Your next payment is due on 1st October

Your annual review date is on the 20th August

Manage your Direct Debit

28



