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Introduction

•Energy Prices 2010 – 2016 – A Public Concern

•Ofgem and Money Saving

•What Happened Next?

•Customer Confidence and Next Steps 
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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) 
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Energy Prices 2010 – 2106 - A Public Concern: 2
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Energy Prices 2010 – 2106 - A Public Concern: 3
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Energy Prices 2010 – 2106 - A Public Concern: 4

• Significant variations 
arise between payment 
types in terms of cost

• Energy Bills are cheaper 
when paid by direct debit

• Prepayment methods are 
bad for customers!
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Energy Prices 2010 – 2106 - A Public Concern: 5

• Issues also arise between 
areas of the country 
(geographical) based 
upon payment types in 
terms of cost

• 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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Ofgem and Money Saving: 1

• Government Policy (via 
Ofgem) encourages 
customers to switch 
provider to save money
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Ofgem and Money Saving: 2

• Commercial switching 
companies (e.g. USwitch) 
exist to facilitate this 
activity

• Ofgem also provide 
information, tools and 
guidance to make it 
happen
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Ofgem and Money Saving: 3
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Ofgem and Money Saving:4
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Ofgem and Money Saving:5
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Ofgem and Money Saving:6

• 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
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What Happened Next?: 1
•January 2017 – Switching of Energy Providers

•Dual 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!   



15

www.energy.soton.ac.uk

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 
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What Happened Next?: 3
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What Happened Next?: 4
• 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

• 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 20th 2017)!
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What Happened Next?: 5
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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 
payment curve was well above 
both 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 “top up” payment of £39.34 to 
cover the anticipated debit even at 
the new DD rate of £66.00 pcm  
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What Happened Next?: 7
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What Happened Next?: 8
• 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 
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Customer Confidence and Next Steps: 1

• The annual review date 
(August 20th 2107) arrived and 
the customer accessed the 
information about their 
account on line after that date

• It showed that the £44.00 DD 
payment had still generated a 
surplus of £95.45 to the end of 
August!

• Further examination of the 
account in September 2017  re-
emphasised this credit total in 
respect to payments
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Customer Confidence and Next Steps: 2
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Customer Confidence and Next Steps: 3
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Customer Confidence and Next Steps: 4
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Customer Confidence and Next Steps: 7

• 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?

• It is clear that further “post switching” research into 

provider behaviour is required based upon the 

experiences of this customer
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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 
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Customer Confidence and Next Steps: 9


