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Summary of presentation

Beth Moon is the Head of the Behavioural Insights Unit at Ofgem which was set up
following the CMA energy market investigation. A social researcher by background, she
has previously worked in research roles at Ofgem, the Department of Energy and Climate
Change and the Office for National Statistics.

This presentation was given by Beth at the fourth workshop of the UKCN Consumer
Remedies project held at the CMA on 22 June 2017. The second half of this workshop was
focussed on working with regulated companies.




ofgem s Recap

* Following the CMA energy market investigation Ofgem have:
* formed a new Behavioural Insights Unit
* embarked on a new programme of work to identify and test
new ways of engaging consumers in the energy market

* Programme to include ‘Ofgem led’ and ‘Supplier led’ trials
e OQur first Ofgem led trial is currently in the field
* For supplier led trials we will shortly publish guidance
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SLC 32A: Power to Direct Suppliers
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Implementation-of-Standard-Licence-<Condition-3 2A:-Power-to-direct-suppliers-to-
testc es—-decision-t kelicence-modificationsy

Dear-Colleaguey

1

This-letternotifies-stakeholders-of the-Gas-and Electricity- Markets-Authority’s-(the-
Authority®)-decisionto-proceed-with modlﬁcatonsto he-gas-and-electricity-supplylicences-
by-inserting-new-standard-condition-324-('S -gmag-Ofgermthepowerto-direct-
supplierstotest-consumer-engagerent-megfsures. The effective-Mate forthese-
madifications-is-on-andfrom-00:00-on-Morigay-27-March-2017.-9
1

0n-19-October-2016,-we-ssued-a-statutory-consUite E-Ockober-consultation’)-on-
these-proposedH Ilcence modifications. 2 Inthis- consultatlon, -we-set-out-our-consideration-
that+the-introduction-of-SLC-32 A-isnecessary-and-proportionate. We-consider-SLC-32 Awill-
bewaluablein-enabling-Ofgem+to-gatherevidencein-orderto-identify the-most-appropriate-
way-of-promotingtheinterests-of-existing-andfuture-consumers, for-example, through the-
development-of new-ormaoreeffective-ways-of prompting consumer-engagementinthe
domestic-energy-market.-This-was-based-on-thefindings-of Competition-and-Market-
Authority's-(CMA)-Energy-Market-Investigation-and-consideration-of Ofgem’s principal-
objective-and-general-duties.-A-summary-of the relevant-CMAfindings-can-befound-inthe-
October-consultation.y

1

In-parallel-with-publication-of the-Octoberconsultation, we-consulted-onthe-selection-
criteria-Ofgem-would-use-to-select the-right-supplier(s)totest-consumer-<engagement:
measures-underSLC-32A.-A-summary-of the responses-and-thefinal-selection-criteria-have-
been-publishedtoday. £The-selection-criteria-will-constitutethe-published-criteriaforthe-
purposes-ofparagraph-22A.7 of-5LC-32 A-and-thismeans-that-all-elements-of SLC-232 A-will-
be-capable-of-being-enforced fromthe implementation-date-set-outabove.-|
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*Theterms"we™, “Ofgem™and ™ Authority are-used-interct bly-in-this-letter.q
- https:// vovovr.ofgem. gov. uk/system/files/docs/2016/10/slc_32a_stat_con_-_open_letter_final.pdfq
*-https: // assets. publishing. service.gov.uk/media/S773de 24252743 0423000113/ final-report-snergy-market-
|rwest|gatmr| pefy]
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Following a consultation new powers
came into effect on the 27t March

2017

The new licence condition gives us the
power to direct suppliers to conduct
trials

Selection Criteria will be used to
identify and select suppliers who may
be issued with a ‘direction’

- Customer base

- Capability and proportionality
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The positives..

* We now know a lot more about how energy suppliers operate — who is
who, how they work etc.

 We have learned a great deal about energy suppliers’ systems and what
they know about their customers

 The licence condition acts as a backstop to ensure that trials get to the
field

* Suppliers have been cooperative in giving us access to their customers —
for the trial and for qualitative follow up research
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The challenges..

Mixed level of capability among suppliers
e Suppliers” understanding of RCT methodology

* Suppliers don’t always hold as much data as we had assumed. Lack of
transparency around their systems and data

* Long lead times for systems changes

* Involvement of third parties brings additional challenges

e Striking a balance between burden on suppliers and robustness of the
trial
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1. Do not assume anything!

2. ldentify the right individuals in the regulated companies at the outset

3. Investigate suppliers’ systems and data availability more closely
before choosing a supplier to work with

4. Be much clearer up front about the data that is needed at every stage
of the trial

5. Invest in good project management
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Ofgem is the Office of Gas and Electricity Markets.

Our priority is to protect and to make a positive
difference for all energy consumers. We work to
promote value for money, security of supply and
sustainability for present and future generations.
We do this through the supervision and
development of markets, regulation and the
delivery of government schemes.

We work effectively with, but independently

of, government, the energy industry and other
stakeholders. We do so within a legal framework
determined by the UK government and the
European Union.

www.ofgem.gov.uk




