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About Citizens Advice  
Citizens Advice and Citizens Advice Scotland represent consumers across 
essential regulated markets. We are the statutory consumer advocate for 
energy and postal services in Great Britain and for water in Scotland. We 
use compelling evidence and expert analysis to put consumer interests at 
the heart of policy-making and market behaviour.  We have a number of 
responsibilities, including unique powers to require private and public 
bodies to disclose information.

We tackle issues that matter to consumers, working with people and a 
range of different organisations to champion creative solutions that make 
a difference to consumers’ lives.



The Citizens Advice service:

● Provides energy consumers with accessible advice as well as help raising 
a complaint through our core channels of web, telephone and face to face

Our role

● Provides energy consumers with information enabling 
them make decisions about their supply and access 
specialist services 

● Advocates on behalf of energy consumers to ensure 
regulation reflects how they actually think and behave



Who are consumers?

All of us.

● In 2016 the population of Great Britain was 63.7 million, its largest ever.
● Great Britain’s population is projected to continue growing, reaching over 

70.5 million by 2039.
● The population in the UK is getting older with 18% aged 65 and over and 

2.4% aged 85 and over.
● In 2016, there were 285 people aged 65 and over for every 1,000 people 

aged 16 to 64 years (“traditional working age”).
● Births are continuing to outnumber deaths and immigration continues to 

outnumber emigration, resulting in a growing population.
Source: Office for National Statistics



Consumers - Micro-business

● In 2017, there were 5.7 million businesses in the UK.
● Over 99% of businesses are Small or Medium Sized businesses – employing 

0-249 people
● 5.5 million (96%) businesses were micro-businesses* – employing 0-9 

people. 
● Micro-businesses accounted for 33% of employment and 22% of turnover.

Source: Business Statistics - Commons Briefing papers SN06152 

* This is not the definition normally used in the energy sector

http://researchbriefings.parliament.uk/ResearchBriefing/Summary/SN06152


UK population
Age Distribution of the GB population, 1976 to 2046 (projected)

Year 0 to 15 years (%) 16 to 64 years (%) Aged 65 and over (%) UK Population

1976 24.5 61.2 14.2 56,216,121

1986 20.5 64.1 15.4 56,683,835

1996 20.7 63.5 15.9 58,164,374

2006 19.2 64.9 15.9 60,827,067

2016 18.9 63.1 18.0 65,648,054

2026 18.8 60.7 20.5 69,843,515

2036 18.0 58.2 23.9 73,360,907

2046 17.7 57.7 24.7 76,342,235

Source: Office for National Statistics



Vulnerability in 
energy is complex 

Source: Consumer Vulnerability Strategy Progress Report 2015, Ofgem 

How will this change in a dynamic 
market?

● Don't have a smart meter/cant 
communicate?

● Don't have an electric 
vehicle/smart appliances? 

● Can’t/won’t share data? 

https://www.ofgem.gov.uk/sites/default/files/docs/2015/09/cvs_progress_report_for_website_final.pdf


How do consumers behave?

Source: Consumer Engagement in the Energy Market 2017, Ofgem, GfK



Consumer behaviour can have 
significant impacts

Source: Frozen Out, Citizens Advice, March 2017

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/frozen-out-extra-costs-faced-by-vulnerable-consumers-in-the-energy-market/


Switching and switch consideration

Source: GfK Energy360 report, Citizens Advice, 2017



Trust

Source: Consumer Engagement in the Energy Market 2017, Ofgem, GfK



Top energy consumer issues

1. Billing
2. Debt/disconnections
3. Transfers
4. Pre-Payment Meters
5. Customer Service Failure
6. Smart meters
7. Marketing
8. Metering
9. Information

10. Distribution / Transportation

Source: Citizens Advice, February 2018



Case Study - debt and prepayment
The consumer was struggling to pay for energy consumption 
at an all-electric property, and had accumulated a debt of 
£700. As a result she contacted her supplier and asked that a 
prepayment meter was fitted to help her budget as she was 
reliant only on her state pension. The consumer's daughter 
contacted the EHU after she had visited her mother 
unannounced and discovered that she was self-rationing her 
heating to stay warm. The consumer was adamant that she 
wanted the prepayment meter to remain as she didn’t want 
her debt to increase again.

Source: Frozen Out, Citizens Advice, March 2017

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/frozen-out-extra-costs-faced-by-vulnerable-consumers-in-the-energy-market/


Time of use tariffs

Source: The Value of Time of Use Tariffs (Summary), Citizens Advice, 2017

Consumers are interested in time of 
use tariffs

● But without electric heating and 
cars the value of time of use 
tariffs to the system is modest.

● Real time pricing could provide 
much more value when 
combined with automated 
controls

● Reductions in overall costs to 
the electricity system were 
similar for each of the tariff 
designs we tested under 
current generation and demand 
conditions

● Increases in renewable energy 
generation would not mean 
that the time of use tariffs in 
this study have significantly 
greater system value

https://www.citizensadvice.org.uk/Global/CitizensAdvice/Energy/Citizens%20Advice%20summary%20of%20the%20value%20of%20time%20of%20use%20tariffs.pdf


Data - what consumers say
● Transparency - want to know who’s accessing our data and why
● Control - want to be able to choose who accesses our data and how 

they use it
● Keep it simple and accessible “Help us get on with the rest of our 

lives” (OPS manifesto)
● Amendable - want to be able to correct or update information
● Using a service doesn’t always imply comfort with it - significant 

sense of unease in many cases
● Increasingly aware that their data has a value, not convinced that 

they see much of it
● Don’t trust Ts & Cs “They know I won’t read it or understand it if I do” 

(Smart and Clear) 



Data - what this means for energy 

● Consumers care about their data and their privacy and need 
advocates to help ensure they have it

● Consumers want many (though not all) of the new services 
that their data enables or catalyses

● There exists an asymmetry of both understanding and power 
between providers and consumers of data-derived services

● Trust is key - current methods (e.g. notice and consent 
model) not fit for purpose



Stew Horne, Principal Policy Manager, Energy Regulation
Stew.Horne@citizensadvice.org.uk 
28th February 2018

mailto:Stew.Horne@citizensadvice.org.uk

