
 

Energy Switch Guarantee 
Draft Statement – British Gas Compliance Hearing Decision 
 
Purpose 
 
This statement provides a record of the outcome of the Energy Switch Guarantee compliance 
committee hearing held on 23 September 2019 regarding British Gas. 
 
Finding 
 
The committee found that British Gas had been in breach of the commitment to ensure that customers 
who moved to British Gas from another supplier were switched within 21 days as specified by the 
Energy Switch Guarantee. The duration of the breach was from October 2018 until end of July 2019.  
 
The committee issued British Gas a 12-month deferred suspension of its membership from 1 October 
2019 to 1 October 2020. The suspension of British Gas’s membership will be invoked immediately and 
automatically if during the period of deferred suspension British Gas fails to perform at or above the 
required standard for any of the Guarantee’s existing commitments or any subsequently agreed during 
this period.  
 
The committee considered an immediate suspension of British Gas’s membership but decided that, on 
balance, a deferred suspension is more appropriate for the reasons set out below. 
 
As the breach has ceased, consumers are better served in this case by the Energy Switch 
Guarantee continuing to hold British Gas to account 
 
British Gas has addressed the issue and in August 2019 was compliant with all of the Guarantee’s 
commitments. The company has identified the issues and has dedicated resource to ensure switching 
would be completed on time from August 2019 onwards. As this commitment is voluntary and not 
currently a legal requirement1, the committee considered that British Gas’s commitment to on-going 
compliance with 21-day switching was more likely to be maintained by being monitored and held to 
account by the Energy Switch Guarantee. 
 
A deferred suspension is proportionate given the impact of the breach 
 
While the inconvenience caused to those consumers impacted by British Gas’s failings is not to be 
under-estimated, the committee considered that a deferred suspension was appropriate given that the 
delays to customer switches during the period of the breach were relatively short; on average 5-10 
days. Throughout the duration of the breach, British Gas switched, on average, 98.22% of their 
customers between 21 and 28 days, and on average 99.83% of their customers between 28 and 35 
days, with no delayed switches of over 35 days. 
 
Background 
 
The aim of the Energy Switch Guarantee (ESG) is to increase consumer confidence in switching, and 
to improve the speed and the ease of the switching process. Members of the Guarantee currently 
commit to completing switching processes within 21 days, issuing final bills to consumers within six 
weeks of leaving and refunding credit within 14 days of issuing the final bill. Compliance is demonstrated 
when suppliers have achieved these commitments for at least 98% of consumers in the case of 
switching and 90% of consumers for final bills and refunds. 
 

                                                      
1 Ofgem are consulting on Phase 2 of their Guaranteed Standards of Practice, which would take effect 
in spring 2020 and would require the gaining supplier to offer compensation, apart from in exceptional 
circumstances, to all customers who are not switched within 21 days from the supplier receiving the 
completed customer application. 
 



 

The quarterly reporting and compliance process2 identifies and escalates incidents of 
underperformance. Signatories are required to resolve performance issues or will have their breach 
considered by the compliance committee. A failure to comply for three successive quarters will result in 
a signatory being required to attend a hearing with a compliance committee formed of the independent 
chair of the ESG and senior representatives from Citizens Advice and Energy UK. The compliance 
committee is responsible for deciding whether or not a signatory is in breach of the Guarantee, and 
approving the most appropriate action to be taken according to the nature, frequency, persistence and 
impact of the breach. 

                                                      
2 ESG Compliance Process 

https://s3-eu-west-1.amazonaws.com/switchguarantee2018/wp-content/uploads/20190514114401/ESG-Compliance-escalation-process-v2-Apr-2019_FINAL-WEBSITE.pdf

