Appendix A - current consumer journey (section 1.1 - 1.3

1.1 Energy supplier performance league table

1.2 Energy supplier customer service tool

1.3 Price comparison site
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Energy supplier performance

Citizens Advice's energy supplier performance model aims to accurately illustrate relative energy company performance on
access to the information they need to make well-informed switching decisions.

How does your energy provider
stack up?

What sort of service can you
expect from your energy
supplier?

Citizens Advice's energy supplier performance model
aims to accurately illustrate relative energy company
performance on complaints. This will provide
consumers access to the information they need to

make well-informed switching decisions.

Our energy supplier customer service tool allows you
to compare key information about what an energy
company offers.
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Energy supplier performance

Citizens Advice's energy supplier performance model aims to accurately illustrate relative energy company performance on|
access to the information they need to make well-informed switching decisions.

How does your energy provider
stack up?

What sort of service can you
expect from your energy
supplier?

Citizens Advice's energy supplier performance model
aims to accurately illustrate relative energy company
performance on complaints. This will provide
consumers access to the infermation they need to
make well-informed switching decisions.

Qur energy supplier customer service tool allows you
to compare key information about what an energy
company offers.
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Compare gas and electricity prices

We search and compare every single tariff available from every single supplier in the UK. Our average saving is £188.65" per annum

What prices do you want to compare?

Gas and Electricity Electricity only Gas only

Energy supplier performance: January - March
2016

Supplier Movement since October - October - December 20
October - December | December 2015 | Rank
2015 Ratio

SSE

1 284 A 34.9 2

2 Flow 326 A 89.0 6
Energy

3 EDF Energy 35.4 v 345 1

4 E(Gasand 540 4 74 4
Electricity)

5 British Gas  69.0 ¥ 65.3 3

6 Ecotricity | 74.8 A 98.8 9

7 Ovo 900 A 102.6 10
Energy

8 E.ON 91.1 v 88.9 5
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> What sort of service can you expect from your energy supplier?

EX=FEE \What sort of service can you expect from your
How Citizens Advice works energy Supp"er?

Our energy supplier customer service tool [ 71 kb] allows you to compare key information about what
an energy company offers, including opening hours, how often you'll receive a new bill and the different
Ways you can get in touch with the company.

y supplier pe

Our consumer work
Supplier performance

Energy supplier performance

This is information that you told us that you're most interested in when thinking about switching
How does your energy provider stack  supplier.

up?
‘We will be adding new information to this tool in the future.
What sort of service can you

‘expect from your energy > o .
supplier? How does your supplier stack up against the
rest?

Energy Company Dashboard
Gompany National Gas

Select company fom list
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Compare gas and electricity prices

Your current energy supplier

Do you have the same supplier for o ves
both gas and electricity? M
Current dual fuel supplier Please seloct B

Your electricity

Monthly Dioct Debit
Quartery Direct Dobit

Pay whon you recaive a bl
Prepayment meter

How do you currently pay?

Do you have an Economy 7 Meter? Jes

We have located 121 energy plans for you

Based on the information you provided we calculate that your energy spend for the next 12 months will be £480 (see details here)

Monday 8am -8pm If you wish to filter these results, please select the filter(s) below:
Tuesday gam - 8pm
Wednesday sam - 8pm
Tt Supp P
Thursday 8am - 8pm llled it il
Friday 8am - 8pm Fixed or Variable 4 Show all B Show all +
Saturday gam - 6pm
Sunday Closed
Different ways to contact your supplier and Electricity | Electricity Only | Gas Only
Freephone or ocal raie number
Email1 Tariff Name Billing Exit Fee. Personal Projection Payment by Savings
Email 2 fo@nationalgas.org.uk
Webform Wabform
Web Chat o
i [—
Ring backs Frisquseia] Paper & Paperess — £327.03 £98.00 £152.97
ile holline o Bil peryosr
Mohile ol M " per year Monthly Fixed Direct Debit
Winicom/Text No
Frequency of bil Direct Dobit Cash or Cheaue Propayment GRERGY Fixed July 2017 i
Annually Yes Yes
6 Nonthly Yes Yes . £307.25 £98.00 £152.75 Nextsteps.
Quarterly Yes Yes 9 GnERGY Paperiess Billing £49.98 o - e e
Monthly y,-‘ Yes il per year Monthly Fixed Direct Debit




