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Our duties and priorities
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• Our principal duty is to protect 
the interest of current and 
future consumers

• Protecting consumers, especially 
those in vulnerable situations, is 
a key priority for Ofgem as set 
out in our Strategic Narrative 
2019-23

• We are finalising our updated 
Consumer Vulnerability 
Strategy to ensure the market 
delivers for consumers in 
vulnerable situations



How we define vulnerability
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Some of Ofgem’s achievements 
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Nearly eradicated 
disconnections for 
debt – down to 6 in 
2018 from 5,727 in 

2007

Successfully 
administered WHD 

delivering £140 
rebates to 2.2m 

consumers in 2018

Through our incentives, gas distribution 
companies have connected 64,000 

households to the gas grid and given these 
households access to a cheaper source of 

fuel

Protected consumers 
from excessive 
warrant costs, 

expected to save them 
£18m

Put in place price 
protections for 

consumers on standard 
and prepayment tariffs

We have implemented 
backbilling protections 
to protect consumers 

from shock bills.

Improved the Priority 
Services Register and 

expanded it’s eligibility 
criteria

Increased market transparency by 
publishing the annual vulnerability report, 

our state of the market report and our 
consumer impact report

Introduced a new 
vulnerability principle 
to ensure companies 

put vulnerability at the 
heart of their business

Taken strong 
compliance and 

enforcement 
action



Draft Consumer Vulnerability Strategy 2025
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• Our draft strategy to 
support consumers 
in vulnerable 
situations until 2025

• 2 strategic questions

• 5 themes 

• 5 priorities for the 
first year of the 
strategy

• 14 outcomes



Our strategic questions
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Do stakeholders agree with our proposed approach 
on affordability?

If there is anything else we can do through energy 
regulation to assist consumers in vulnerable 

situations?



Five themes
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• Improving identification of vulnerability and 
smart use of data

• Supporting those struggling with their bills

• Driving significant improvements in customer 
service for vulnerable groups

• Encouraging positive and inclusive innovation

• Working with others to solve issues that cut 
across multiple sectors.



Priorities in the first year of the strategy
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• Create an analytical framework to consistently assess the 
impact of our policies on particular groups of consumers in 
vulnerable situations

• Strengthen protections to protect consumers in vulnerable 
situations from self-disconnecting their pre-payment meters. 

• Strengthen the Ability To Pay principles to support consumers in 
payment difficulty 

• Consult on our proposals for the future energy retail market, 
including future price protection.

• Propose a requirement on gas network companies to adhere to a 
vulnerability principle, similar to the obligation that we have 
placed on gas and electricity suppliers. 



Questions
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How can Ofgem work more closely with ALEO?

What are your views on the draft strategy?

What work should we do in future years?



Our core purpose is to ensure that all consumers can 
get good value and service from the energy market.
In support of this we favour market solutions where 
practical, incentive regulation for monopolies and an 
approach that seeks to enable innovation and 
beneficial change whilst protecting consumers.

We will ensure that Ofgem will operate as an efficient 
organisation, driven by skilled and empowered staff, 
that will act quickly, predictably and effectively in the 
consumer interest, based on independent and 
transparent insight into consumers’ experiences and 
the operation of energy systems and markets.

www.ofgem.gov.uk


