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Four million homes switched their energy 

supplier in 2015 

 In 2015, 15 percent of GB homes changed supplier 

 Smaller energy suppliers increased their market share  

 Overall satisfaction with supplier is at 52 percent, down from a 

high of 59 percent in Q2 2010 

 Energy market has polarised into switchers and non-switchers 

 

London, March 10, 2016 – Close to 15 percent of homes switched energy 

supplier in 2015, up from 12 percent the year before according to latest 

figures from GfK’s Quarterly Energy Market Monitor. GfK prepares the 

Monitor using a nationally representative panel of 12,000 households that 

reflect the composition of the 26m households in Britain. 

The suppliers losing the most customers to switching in 2015 were all in the 

big six. Net gains were made by the smaller players, in particular Ovo 

Energy and First Utility. Almost one third (30 percent) of customers who 

switched in 2015 moved to a smaller supplier. 

Customers say the big six perform poorly for value for money 

The main reason customers switch is price. The big six suppliers score only 

37 percent for value for money overall. Customers rate the smaller 

suppliers much higher for value for money, at 54 percent.  

Six in ten households are “Active Switchers” 

The proportion of households that have switched energy supplier at least 

once stands at 58 percent. This is increasing over time, up from 50% in Q3 

2013. In Q4 2015, one third (33 percent) of those who had switched had 

done so three or more times. 25 percent had switched within the last year.  

John Banerji, Director at GfK, comments: “With most companies today 

aspiring to put the customer at the heart of everything they do, energy 

suppliers appear to be at the other end of the scale. It is therefore not 

surprising that switching in this sector is on the rise. Our consumer data 

tells us that satisfaction with energy companies is declining. Fewer than 

four in ten people would recommend their current provider. Only one in 

three customers feel valued, and for some suppliers up to 20 percent cite 

poor service as a reason for leaving. If energy providers can tackle poor 

service and satisfaction levels, they have a chance to break the downward 

spiral of competing only on price, which, as we’ve seen, is impacting the 

big six the most.   
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There is a polarisation in the market between those that switch and those 

that don’t. Switchers tend to be home owners and affluent. Non-switchers 

tend to be younger, in low income groups and living in rented or social 

housing. 

Suppliers are working harder to retain customers  

37% of customers considered changing their energy supplier during Q4 

2015 but ultimately ended up remaining with their existing supplier. For 

more than one half (52 percent), the overwhelming reason for staying was 

“Obtained a better deal with existing supplier”. 18 percent said they were 

already on the best deal or savings were minimal if they moved. However, 

there are still challenges. 13 percent said they were still in contract, had 

penalty clauses or owed money. For 12 percent, switching is still “too 

difficult”.  

Price comparison websites have helped the rise of smaller suppliers 

The majority of switching (60 percent) happens online. Smaller energy 

suppliers perform best here too, gaining 70 to 80 percent of all of their new 

customers via this channel. Price comparison websites have been a 

catalyst for switching. Four in ten switches are performed this way, 

compared to only 13 percent by direct sales approaches.  

 

-ENDS- 

Note to editors 

The big six referred to in this press release are British Gas, EDF, EOn, NPower, 

Scottish Power and SSE.  

GfK prepares this tracker using a nationally representative panel of 12,000 

households, demographically representative of the 26m households in Britain. Our 

quarterly surveys monitor supplier switching and satisfaction, with detailed 

questionnaires used to capture key market metrics.  

About GfK 

GfK is the trusted source of relevant market and consumer information that enables 

its clients to make smarter decisions. More than 13,000 market research experts 

combine their passion with GfK’s long-standing data science experience. This 

allows GfK to deliver vital global insights matched with local market intelligence 

from more than 100 countries. By using innovative technologies and data sciences, 

GfK turns big data into smart data, enabling its clients to improve their competitive 

edge and enrich consumers’ experiences and choices.  

For more information, please visit www.gfk.com or follow GfK on Twitter: 

https://twitter.com/GfK  

Responsible under press legislation: Marketing, GfK, Natasha Fernando, 25 

Canada Square, Canary Wharf, London, E14 5LQ Natasha.fernando@gfk.com 

http://www.gfk.com/
https://twitter.com/GfK
mailto:Natasha.fernando@gfk.com

