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Background

Consumer Vulnerability Strategy (CVS)
Vv
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CVS aims

O Protect and empower customers in vulnerable situations — so as to reduce the
impact of vulnerability; and

[ Ensure all consumers can access market benefits

A vulnerable consumer is someone who due to their personal circumstances is
especially susceptible to detriment, particularly when companies are not acting with
appropriate levels of care or consideration:

» One who is significantly less able than the typical consumer to protect or represent
their own interests

» and/or is significantly more likely to experience detriment, or for that detriment to
be more substantial

Published July 2013
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ofgem s :
9 Background - Why review the PSR?

v
X Low awareness of PSR and low uptake of associated services
X Sole reliance on blanket categories to define vulnerability
X Services not reflective of technology advances (smart-world)
X Poor and inconsistent data sharing between energy companies

X Monitoring lacks focus on quality of services delivered




ofgem i Background - Our visions for the PSR

v
'} Any energy customer with identified safety, access and communication
needs should be offered free services
'} Services to deliver overall better customer experience and ensure equal
outcomes for customers based on needs
v Energy companies to identify customers in vulnerable circumstances and

to record and share relevant data about customers between themselves
and with other utilities

v Improved customer awareness of PSR to increase trust and uptake of
services
'} Provisions for effective compliance and performance monitoring

“PSR Provisions should deliver equal outcomes for customers — by this we mean that
customers should not be disadvantaged or receive a worse service because of their
vulnerability”
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ofgem s Draft Proposals 2014 & Open Letter 2015
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eAny customer that needs a service should be able to receive it for free

o eTransient vulnerability accounted for

E I |g| bl | |ty *“Core” groups retained for customers at risk being off-supply and updated to include

pregnant women, families with children under 5, pensionable age refined to ‘75 and
over’

eBetter tailored to meet customer’s access, communication and safety needs

eRetained set of prescribed services — but this is minimum baseline and energy companies
should go beyond this so customer is not at disadvantage

eUpdated for technological advances

eNew service ‘Knock and Wait’

Services

¢ Companies to identify households that need a service

C ustomer | d e nhﬁ Cat| on eCompanies to develop new consistent minimum ‘needs codes’ and share data between

themselves, with appropriate privacy safeguards

an d Data S h are eCompanies to signpost to similar support by other utilities ; explore the potential for data
sharing and more aligned approaches across sectors

*A single PSR brand will be developed to help raise awareness of the services

Awa re n eSS a n d u pta ke Of *Ofgem to produce a simpler clearer guide for advice providers outlining the services
o available to customers and their rights
services

¢ Any changes scheduled to come into force in 2016

CO m p | |a nce an d o Impacfc on suppliers’ performance monitored through.revised Social Obligations
Reporting data and Standards of Conduct Panel reporting

P e rfo rmance M on ito ri N g * Impact on networks’ performance measured through the existing stakeholder

engagement incentives




ofgem s What this means for the gas industry

Energy companies to identify customers in vulnerable circumstances and to record and
share relevant data about customers between themselves and with other utilities

Sharing data from gas suppliers to gas networks

= Existing data industry flow S83 and S84

= Understanding how these can be updated to reflect proposed minimum requirements
(basic customer contact details and information recorded in ‘needs’ codes) and associated
timescales.

Project Nexus

Sharing data from gas networks to gas suppliers
= No existing data industry flow to transfer customer data
= Understanding how/ whether a flow can be created and

associated timescales What are the challenges
associated with this?

Scope for tie-in with Oct 2016
implementation?

» Similar arrangements within the electricity industry

» Long-term potential for centralised system. Link with faster switching project (for supplier-
supplier project).
b
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Proposed next steps

Further industry
and stakeholder
engagement

Publish Final
Proposals, draft
SLCS and IA

v :

Licence
conditions go-

Publish Statutory
live, staggered
implementation

Consultation

Current

November
2015

January Spring
2016 2016
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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




