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Introduction
With the ever-changing landscape in the 
energy industry Synergy Outsourcing is 
conducting ongoing research to learn 
more about what motivates consumers to 
switch energy provider, their thoughts on 
the switching process itself and particularly 
their levels of satisfaction once the process 
has been completed.

Our research has shown that over 25% 
of switches take longer than the Ofgem 
recommended time of three weeks. It also 
shows that over 15% of consumers found 
the process either difficult or very difficult 
and that over 32% of consumers are 
unhappy with the results of their switch.

Since the Big Six utilities have the largest 
customer bases, it is not surprising that the 
highest numbers of switches were away 
from these companies.  However, these six 
utilities also enjoyed the largest numbers of 
new customers. 

The highest degrees of satisfaction for 
switching came from consumers that 
switched to challenger brands and we show 
which companies fared best.

State of the Market
The energy industry has experienced some 
turbulence in the last two years. Many new 
suppliers have been launched, which from a 
competition perspective should be regarded 
as a good thing. 

However many budding energy entrepreneurs 
have discovered the harsh reality of the market 
place with 12 utilities either closing or being 
purchased in the last two years, from GB Energy 
Supply to most recently Our Power Energy.

We have calculated that the total number of 
household customers of failed utilities (1,375,000) 
amounts to 5.06% of UK households. 

Our initial analysis has covered 45 utilities but we 
expect to publish updated analysis in May 2019 
covering 80+ utilities.

We have another research report scheduled for 
later this spring on the effectiveness of utilities 
using WebChat and Facebook to communicate 
with their customers. Please let me know if you 
would like to receive a copy.

Lionel Thain, CEO
Synergy Outsourcing
lionel.thain@synergyoutsourcingltd.co.uk
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Research Objective
With frequent rises in the price of gas and electricity consumers are constantly urged to shop 

around to find a better deal. With over 80 utilities to choose from this is not a straightforward task.

Synergy Outsourcing wanted to understand consumers’ motivation to change provider and their 

satisfaction levels on the complete switching journey from making the decision to switch, through 

to whether they thought switching was worthwhile.

Our research addresses:
What motivates a consumer to switch energy supplier?

Why some consumers won’t change their utility.

What are the most popular routes to switching supplier?

How easy was it to switch and how long did the process take?

Is the consumer happy with the results of their switch?

Research Methodology
Approximately 14,000 people responded to a Synergy Outsourcing Research questionnaire 

hosted online.

Of these some 7,236 indicated that they had switched utility in the past and completed the remainder 

of the questionnaire.  It should be noted that not all respondents answered every question.

Responses were collected between 20th November 2018 and 22nd January 2019.
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Switchers
How to motivate non-switchers to switch
Motivating consumers to shop around 

for a better energy deal has been a long 

and arduous task for the energy industry. 

However it seems that more and more 

consumers now realise that they can make 

significant savings by moving to a new 

supplier. So much so that some have even 

become serial-switchers.

More than half of our respondents have indicated 

that they have at some time changed their gas 

and/or electricity provider.

Have you switched your gas and/or electricity account?
YES
51.77%

NO
48.23%

YES
51.77%

NO
48.23%

A sizeable 57.05% of our respondents have 

switched in the last year, rising to 74.84% in 

the last three years.

It’s over five years since a significant 

percentage (19.47%) of our respondents 

changed providers. It would be interesting 

to know why.

How long ago did you switch your gas and/or electricity?
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In the last ten years how many times have you 
switched energy accounts?
A considerable 54.58% of our responders 

have switched energy accounts two or 

more times. Does this indicate that once 

a consumer has taken the plunge they are 

more likely to switch again?

Even if we are to ignore the serial-switchers 

that have changed energy provider five 

times or more, just over 40% of consumers who 

have indicated that they have switched provider, 

have done so between two and four times in the 

last ten years. 

The 45.42% of consumers that have only switched 

once in 10 years is a prime audience to market to.
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Non-switchers

Why have you never 
switched?
6,740 of the consumers that started our 

research questionnaire stated that they 

There is still a sizeable rump of intransigent 

consumers that have no wish to switch. 

The fact that there are a number of reasons 

for their reluctance to switch indicates that 

more information is required to convince 

them of the benefits of switching.

had not ever switched energy provider. Over 50% 

of those consumers who said they had never 

switched energy provider admit that they ‘can’t 

be bothered’. Being content with (or loyal to) their 

existing provider is the second most popular 

answer with 28.53%.

Surprisingly there is a small number of people 

(2.72%) who actually believe that roads and paths 

will need to be dug up to enable them to switch 

provider.
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Gas companies - net gain or loss of customers

Which gas company did you switch from and which did 
you switch to?
We asked these questions separately but 

thought it would be interesting to combine 

the answers to see what was the net gain or 

loss for each utility.

Unsurprisingly the Big Six utilities have 

suffered the highest number of gas 

customers leaving however it’s also 

interesting that they are all picking up 

significant numbers of new gas customers. 

These new customers are not enough to 

prevent four (British Gas, E.on, Npower 

and SSE) of the Big Six suffering a net loss of 

customers. EDF Energy and Scottish Power buck 

that trend with net gains of customers.

The revealing story behind this data is that many 

of the challenger brands are losing as many 

gas customers as they are gaining. It won’t be 

surprising to see higher attrition rates for Extra 

Energy and Future Energy due to their demises. 

The challenger brand winners are Ecotricity, 

Glide, Octopus, Orbit Energy and So Energy who 

all enjoyed a sizeable increase in gas customers

No. switched from No. switched to Difference Net gain/loss

Avro Energy 185 196 11 5.61

Better Energy Supply Ltd 88 88 0 0

Bristol Energy 96 92 -4 -4.35

British Gas 1904 1192 -712 -59.73

Bulb Energy 88 284 196 69.01

Daligas 19 13 -6 -46.15

E.ON 901 697 -204 -29.27

E.org 20 59 39 66.10

Ebico 12 21 9 42.86

Economy Energy 89 93 4 4.30

Ecotricity 5 39 34 87.18

EDF Energy 437 500 63 12.60

Extra Energy 28 18 -10 -55.56

Fairer Power 8 12 4 33.33
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No. switched from No. switched to Difference Net gain/loss

First Utility 164 189 25 13.23

Future Energy 16 9 -7 -77.78

Glide 2 8 6 75.00

GnERGY 6 2 -4 -200.00

Go Effortless Energy 6 6 0 0

Good Energy 6 20 14 70.00

Green Energy UK 28 28 0 0

Green Network Energy 12 24 12 50.00

Green Star Energy UK 52 65 13 20.00

iSupply Energy 8 13 5 38.46

M&S Energy 8 8 0 0

Npower 312 233 -79 -33.91

Octopus Energy 29 125 96 76.80

Orbit Energy 2 12 10 83.33

OVO Energy 98 192 94 48.96

Peterborough Energy 8 8 0 0

Robin Hood Energy 12 10 -2 -20.00

Sainsbury’s Energy 48 52 4 7.69

ScottishPower 492 540 48 8.89

So Energy 2 16 14 87.50

Southend Energy 16 10 -6 -60.00

Spark Energy 60 73 13 17.81

SSE 293 272 -21 -7.72

The Co-operative Energy 10 27 17 62.96

USIO Energy 0 4 4 100.00

Utility Warehouse 117 152 35 23.03

Other 1949 2031 82 4.04

Zog Energy 8 8 0 0

Which gas company did you switch from and which did you switch to? (continued)
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Electricity companies - net gain or loss of customers
Which electricity company did you switch from and 
which did you switch to?
Again we asked these questions separately 

but thought it would be interesting to 

combine the answers to see what is the net 

gain or loss for each utility.

Like the results for gas switchers the Big 

Six utilities experienced the highest number 

of departing electricity customers but again 

they are all picking up respectable numbers 

of new electricity customers. 

The same four Big Six utilities as for gas, 

British Gas, E.on, Npower and SSE, have all 

made net losses. EDF Energy and Scottish Power 

should be reasonably happy with their net gains.

Once again many of the challenger brands seem 

to be losing as many customers as they are 

gaining new ones. Bulb Energy, Good Energy, 

Green Network Energy and M&S Energy are the 

big winners.

Ecotricity experienced a net loss of electricity 

customers as did Glide and Southend Energy.

No. switched from No. switched to Difference Net gain/loss

Avro Energy 144 176 32 18.18

Better Energy Supply Ltd 105 97 -8

Bristol Energy 108 101 -7 -6.93

British Gas 1633 1105 -528 -47.78

Bulb Energy 96 309 213 68.93

E.ON 1049 724 -325 -44.89

E.org 28 57 29 50.88

Ebico 17 20 3 15.00

Economy Energy 100 124 24 19.35

Ecotricity 41 28 -13 -46.43

EDF Energy 480 564 84 14.89

Extra Energy 53 28 -25 -89.29

Fairer Power 16 13 -3

-8.25

-23.08

First Utility 169 209 40 19.14
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No. switched from No. switched to Difference Net gain/loss

Future Energy 20 18 -2 -11.11

Glide 13 10 -3

GnERGY 6 10 4

Go Effortless Energy 0 8 8

Good Energy 2 23 21 91.30

Green Energy UK 36 37 1

Green Network Energy 6 30 24 80.00

Green Star Energy UK 48 60 12 20.00

iSupply Energy 21 29 8 27.59

M&S Energy

Npower

Octopus Energy

Orbit Energy

OVO Energy

Places for People Energy

Robin Hood Energy

Sainsbury’s Energy

ScottishPower

So Energy

Southend Energy

Spark Energy

SSE

The Co-operative Energy

USIO Energy

Utility Warehouse

Other

Utilita

LoCO2 Energy

-30.00

40.00

100.00

2.70

3 1 -2 -200.00

4 15 11 73.33

380 252 -128 -50.79

44 133 89 66.92

0 12 12 100.00

93 188 95 50.53

0 6 6 100.00

10 10 0 0

53 49 -4 -8.16

536 576 40 6.94

0 16 16 100.00

13 12 -1 -8.33

51 85 34 40.00

340 316 -24 -7.59

16 31 15 48.39

1740 1701 -39 -2.29

0 2 2 100.00

156 393 237 60.31

88 104 16 15.38

Which electricity company did you switch from and which did you switch to? (continued)
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For your most recent switch what were your reasons for 
switching?

£Price
44.36%

Moved house 
20.48%

Billing issues 
15.30%

Poor customer 
service
9.25%

Quality of service
8.72%

Interruptions in supply 
of gas / electricity
1.89%

Reasons and motivation for switching
Just about everyone will have a reason to change their energy provider so we wanted to learn what 

they are. And once a consumer has decided to switch what is it that gives them that final nudge 

to action?

Price is the leading reason that consumers switch utility with over 44% of answers. Moving home 

with over 20% of response is the second most popular answer.

However combining ‘Poor customer service’ and ‘Quality of service’ as reasons for switching adds 

up to 17.97% of respondents. This suggests that there is a lot of room for improvement in the way 

that energy companies interact with their customers.
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Friend, relative 
or neighbour’s 

recommendation

40.68%

Newspaper feature
2.85%

Money saving 
TV show

19.77%

Television 
feature
4.94%

TV/Newspaper 
advertisement
8.02%

Utility company 
phoned
23.73%

Word of mouth recommendation from 

friends, relatives and neighbours with 

40.68% of response is clearly the most 

popular reason to motivate consumers into 

switching energy supplier. Perhaps there is 

a greater feeling of trust listening to one’s 

peers. 

Trust would also appear to come into play 

with 19.77% of consumers that have been 

motivated to switch by a TV show that 

focuses on how to save money.

The second most popular motivation to 

switch is when consumers have been 

called by utility companies. A call centre agent 

can explain the process of switching and provide 

illustrations of how much the consumer can 

expect to save on their energy. This type of 

interaction allows the consumer to ask questions 

and voice their concerns which may contribute 

to this being a popular motivator.

Outbound calling appears to be a successful 

method of motivating consumers and converting 

them into new customers.

What motivated you to switch supplier?
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The act of switching
There are many options for a consumer 

to start their switch; for instance they can 

actively seek the best deals available via 

utility and Price Comparison websites. 

Alternatively they can talk to a representative 

or agent in person or on the phone.

How did you go about 
switching account(s)?
The fact that 44.12% of consumers that 

have applied to switch online via a Price 

Comparison website suggests that they 

have no preconceived ideas of to whom they 

should switch their energy provision. It’s 

likely they are primarily interested in what 

tariffs and deals are available. 

This may also mean that they are not particularly 

loyal and will use Price Comparison websites 

again in the future.

It’s interesting to note that 21.34% of our 

respondents have applied online with a specific 

utility. Have they been swayed by marketing, a 

utility’s reputation or are they risk averse to trying 

one of the challenger brands?

The 29.85% of consumers who switched via door 

to door, in-store booth, exhibition or call from a 

utility are more likely to have been ‘sold’ to.

Applied online (Price comparison website) 44.12%

Applied online (Utility website)  21.34%

Door to door salesman 9.11%

In store booth 3.24%

Utility company phoned me 15.87%

Utility shop 4.68%

Stand at exhibition 1.63%
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How long did the process take from agreeing to change 
account(s) to the completion of the switch?
With 74.85% of supplier switches taking three weeks or less to complete, the energy industry 

should consider itself very efficient in this process. Whilst there will always be problems with 

some switches, is the 25.15% of switches that took over three weeks to complete (the time that 

Ofgem advise a switch should take) a bit too high?
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Please don’t go!

Did your existing gas supplier contact you to try to persuade you 
to not to switch?
We can speculate that the Big Six utilities 

have the infrastructure to be able to contact 

gas customers that are leaving in an effort 

to change their mind. It is interesting that 

challenger brands particularly Spark Energy, 

Green Star Energy UK, Utility Warehouse 

and Sainsbury’s Energy also make the same 

effort.  Alternatively do the figures illustrate how 

much each utility cares about losing customers? 

British Gas seems to care whereas many of 

the smaller brands appear not to. What’s more 

important, acquisition or retention? 

No. Switched No. Contacts % Contacted

Spark Energy 60 24 40.00

Green Star Energy UK 52 19 36.54

ScottishPower 492 168 34.15

Utility Warehouse 117 37 31.62

Sainsbury’s Energy 48 15 31.25

E.ON 901 261 28.97

Economy Energy 91 25 27.47

Avro Energy 185 52 28.11

EDF Energy 439 116 26.42

British Gas 1904 480 25.21

Bristol Energy 96 24 25.00

Bulb Energy 88 23 26.14

Npower 312 79 25.32

The Big Six utilities have unsurprisingly lost the most customers due to the original size of their 

customer base. The following tables show the number of customers who were approached by 

their existing gas or electricity provider who endeavoured to get them to change their mind 

about switching.

SSE 293 61 20.82

First Utility 164 35 21.34

Better Energy Supply Ltd 88 17 19.32

OVO Energy 99 15 15.15

5580 1498 26.85
We have listed those companies with 15% or more contact rate

Total
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Did your existing electricity supplier contact you to try to persuade 
you to not to switch?
Like gas, the Big Six utilities are contacting 

electricity customers to try to change their 

mind about switching. Challenger brands 

including Avro Energy, Better Energy Supply, 

Bristol Energy, Bulb Energy, Economy 

Energy, First Utility, Spark Energy, Utilita and 

Utility Warehouse are also trying to change 

consumers’ minds.

No. Switched No. Contacts % Contacted

Green Energy UK 18 8 44.44

Spark Energy 25 10 40.00

Better Energy Supply Ltd 53 21 39.62

Utility Warehouse 44 17 38.64

Utilita 78 30 38.46

ScottishPower 268 96 35.82

Economy Energy 50 17 34.00

Bristol Energy 54 17 31.48

Sainsbury’s Energy 27 8 29.63

Green Star Energy UK 24 7 29.17

E.ON 525 152 28.95

EDF Energy 240 69 28.75

Ecotricity 21 6 28.57

British Gas 817 215 26.32

Npower 190 50 26.32

SSE 170 44 25.88

Bulb Energy 48 12 25.00

2927 835 28.53

Avro Energy 72 14 19.44

OVO Energy 47 9 19.15

We have listed those companies with 15% or more contact rate

First Utility 85 15 17.65

Total
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Was it worth it?
Some consumers take the switching of their energy provider(s) in their stride. Usually the goal is to 

save money so most people probably accept there may be a few hiccups along the way. For others 

switching is a leap in the dark and the consumer may feel he or she has no control over the process 

and even worse may be unhappy with the results of their switch.

How easy do you feel it was to switch account(s)?
A total 66.64% of consumers felt that it was easy or very easy to switch energy suppliers. However 

a worrying 15.77% of respondents didn’t find the switching process easy.

Very easy
48.09%

Easy 
18.55%

Neither easy nor difficult
17.60%

Difficult
5.35%

Very difficult
10.42%

If you received a welcome pack how helpful and 
informative was it?
We believe that some of our respondents didn’t recognise the correspondence that they 

received from their new supplier was actually a welcome pack. Some 54.53% of consumers that 

acknowledged receiving a welcome pack considered it helpful or very helpful. However 22.23% of 

consumers found the information received to be not helpful or very unhelpful.

i
Very helpful

32.56%

i
Helpful
21.97%

i
Neither helpful nor unhelpful

23.25%

i
Not helpful

5.94%

i
Very unhelpful

16.29%
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Are you happy with the results of your switch?
Interestingly the number of consumers who found the switch easy and very easy almost mirrors the 

amount of consumers that are happy with the results of switching. Sadly 32.28% of respondents 

were not happy after completing their switch.

Happy
67.72%

Unhappy
32.28%

We accept that some of the negative feelings a consumer may have towards their switch may be 

attributable to the utility/ies that the consumer left. We have however mapped the Yes and No 

answers against the utilities to which consumers switched to see if there are any trends.

We have ranked the utilities by Happiness Percentage however since some of the sample sizes are 

small we do not wish to draw any conclusions from the statistics. We will evaluate this information 

in the future.
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Which gas company did you switch to and are you 
happy with the results?

Green Network Energy 91.67

Octopus Energy 88.89

% Happy with switch

Sainsbury’s Energy 88.46

SSE 87.50

OVO Energy 87.50

Green Energy 85.71

Npower 85.47

The Co-operative Energy 84.62

E.ON 84.53

ScottishPower 82.22

Spark Energy 81.08

First Utility 81.05

Bulb Energy 79.58

EDF Energy 79.20

Utility Warehouse 77.63

E.org 75.86

British Gas 74.66

Green Star Energy UK 72.73

Economy Energy 72.34

Bristol Energy 69.57

Avro Energy 67.35

Better Energy Supply Ltd 59.09

Ecotricity 52.63

We have listed those companies where 20 or more consumers have reported that they are happy with their switch
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Which electricity company did you switch to and are 
you happy with the results?

The Co-operative Energy 93.33

% Happy with switch

Sainsbury’s Energy 92.00

Octopus Energy 89.55

Green Energy 89.47

OVO Energy 89.36

Npower 88.10

SSE 87.34

Green Network Energy 86.67

Utility Warehouse 84.62

E.org 82.76

ScottishPower 82.64

E.ON 82.60

Utilita 82.23

Bulb Energy 81.29

EDF Energy 80.85

Spark Energy 79.07

First Utility 79.05

Avro Energy 70.45

Bristol Energy 66.67

Green Star Energy UK 66.67

Better Energy Supply Ltd 57.14

We have listed those companies where 20 or more consumers have reported that they are happy with their switch

Economy Energy 70.97

British Gas 73.60
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If you are unhappy with the results of your switch, 
please state why.

£ Tariff not cheaper than I 
was paying
27.41%

Poor quality of service
13.65%

Other
58.94%

Conclusions
Synergy Outsourcing has drawn the following 

conclusions from the results of our research.

There appears to be a need to educate non-

switchers about how easy the process of 

changing their energy provider is.

As poor customer service and poor quality 

of service account for nearly 18% of the 

reasons for switching perhaps utilities 

should enquire of their customers how they 

could improve their service.

Surprisingly few utilities seem to make a 

concerted effort to dissuade customers 

So for some consumers it appears to be out 

of the frying pan into the fire. We already know 

that for 44.36% of consumers the reason for 

switching energy provider(s) was price. It’s 

startling that 66.75% of consumers, who 

indicated a reason for their unhappiness, 

stated that they were now paying more for 

their energy than before they switched.

However we don’t know that even if the 

consumer’s tariff was higher after the switch 

whether their former provider has put their 

prices up meaning the consumer is still better off 

with their new supplier.

from switching. Retention is surely cheaper than 

acquisition.

With over 23% of switches taking longer that the 

Ofgem recommended time period of three weeks, 

there is clearly room for improvement.

Utilities should enquire why over 22% of switchers 

stated their Switch Information Pack was not 

helpful or was very unhelpful. 

Over 15% of switchers found the process difficult 

or very difficult. Utilities could learn how they can 

improve this with a post-switch customer survey.
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Cost per call handled £3.56
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5%
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40%
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