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To whom it may concern,  

ElectraLink response to the REC Code Manager Performance Assurance Consultation 

ElectraLink welcomes the opportunity to respond to the Retail Energy Code (REC) code manager for 

Performance Assurance’s consultation on the proposed approach to aspects of the Performance 

Assurance Framework (PAF) for the REC.  

Our full response can be found in Appendix 1. The key points in our response are outlined below:   

• ElectraLink agrees that the monitoring of real-world market performance using industry data 

is the effective way to ensure that industry participants are meeting their obligations, and 

that the REC is meeting the expectations set by Ofgem. ElectraLink currently supports Ofgem 

and the Master Registration Agreement (MRA) and Supply Point Administration Agreement 

(SPAA) performance assurance, through the provision of industry data on a variety of topics, 

including switching, and we welcome the opportunity to continue this support as the 

industry transitions to the REC.  

• ElectraLink believes that this data should be obtained from central systems, including 

ElectraLink’s EMDH dataset. This will provide the PAF with a single dataset for all suppliers, 

preventing a duplication of effort across industry participants, reducing costs across the 

industry, and making compliance easier across REC parties. This is especially beneficial for 

the smaller businesses at the core of the retail market who may not have the cost base to 

support large reporting teams. 

• ElectraLink believes that, where possible, the code manager should take advantage of new 

analytics platforms that allow for more granular data interrogation and advanced reporting 

on required metrics. ElectraLink has developed its EMPRIS platform for this goal and would 

welcome use of this platform to provide data to the Performance Assurance Code Manager 

(PACM) in the future and enable the PACM to investigate, discover and derive a deeper 

understanding of the energy market.  

Thank for you for the opportunity to respond. Should you require any additional information or if 

you have any questions, please contact Rosella Jones (rosella.jones@electralink.co.uk) in the first 

instance.  

Many thanks,  

 

Dan Hopkinson  

Acting CEO  

mailto:rosella.jones@electralink.co.uk
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Appendix 1 
Performance Assurance Methodology 
 

1. Are you supportive of the enhanced definition for Retail Risk we have defined within? 

 

ElectraLink are supportive of the enhanced definition of retail risk. ElectraLink believes that, by 

focusing on consumer outcomes, this enhanced definition should ensure the appropriate application 

of REC processes by REC parties, rather than a focus on meeting minimal regulatory requirements.  

 

2. Do you agree that Retail Risks should be assessed using a tiered system 

(pass/minor/major/fail) and that performance is measured against thresholds based on 

regular monitoring?  

 

ElectraLink agrees with the use of tiers to manage performance and focus intervention activities. A 

binary pass/fail does not take into account the possible variations in retail performance and offer 

opportunities for early intervention. For example, multiple “within tolerance” minor performance 

issues could signal a wider issue with the REC party and, therefore, the need for pre-emptive 

measures and support from the REC manager prior to the party failing in a major or absolute way.  

ElectraLink believes that there should be a low tolerance for risks that have a significant impact on 

market effectiveness or the consumer. This will ensure that the PAB minimises their occurrence and 

the number of consumers impacted. ElectraLink agrees that different REC Parties should have 

different obligations. However, we believe that this should be dictated by the level of consumer 

impact, rather than the REC party’s market share. Therefore, we agree with the weighted score as it 

means that, as more smaller parties enter the market, the size of consumer base that could be 

impacted is minimised.  

 

3. Do you have any comments on the overall approach to the Performance Assurance 

Methodology, in terms of identifying, analysing and assessing Retail Risks?  

 

ElectraLink agrees with the overall approach.  
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4. Do you agree that performance expectations and any other thresholds are set by the PAB, 

based on the monitoring of real world market performance and the provisions of the REC? 

ElectraLink agrees that the PAB is best placed to understand the correct performance expectations, 

as this is based on performance data (historic and actual) that supports their understanding of the 

potential drivers of poor performance or performance failures. That being said, we believe that 

there should be a significant role for consumer bodies – such as Citizens Advice – and the regulator, 

Ofgem, to help steer consumer-focus and validate the thresholds to ensure market and consumer 

outcomes.  

Best in class performance assurance will use data to support decision making. ElectraLink believes 

that monitoring data from the energy industry is the only way to monitor performance in the 

industry. ElectraLink has provided data on a variety of topics to a variety of industry participants 

(including the MRA, SPAA and Ofgem) for a variety of different uses (including monitoring Erroneous 

Transfers and supplier switching performance). This data has driven changes and improvements to 

performance tracking and allowed industry to better understand the drivers and route causes. 

During the ETPAB, our SPAA team has used ElectraLink reports to identify poor performance in 

erroneous transfers and written out to the Suppliers to highlight their lack of compliance. We have 

monitored performance following this action and we have seen a visible improvement as a result. 

ElectraLink is supportive of the REC using industry data, at a granular level, and that to reduce costs 

were possible, this data be initially sourced from central market providers to help validate 

assumptions, improve efficiency, and provide new and valuable insights.  

 

Retail Risk Register 
 

5. Are there any reasons why the Retail Risks defined in Table 1 should not be the initial 

priority focus for the PAB in the first year (from September 2021)? Please provide reasons 

to explain your answer. 

 

ElectraLink agrees with the Retail Risks identified in the Table 1. ElectraLink understands the need 

for prioritisation and taking a pragmatic approach based on available data and potential impacts. It is 

important to understand whether these risks can be monitored in a cost-effective way. For example, 

proving whether a customer is ineligible or eligible for PSR support could be costly and time-

consuming for REC parties, when the focus should be ensuring all customers who need the PSR get 

the support they need. A pragmatic approach to data and monitoring will need to be taken to ensure 

cost effectiveness and the right consumer outcomes.      

 

6. In your view, are there any priority Retail Risks that have not been captured? Please 

provide details. 

 

ElectraLink does not have any other priority Retail Risks that have not been captured in Table 1.  
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Performance Assurance Techniques 
 

7. Do you agree with the principle that our work and that of the PAB, will be driven by risk 

and our focus is spent on targeted assessments where risk scores determine issues, rather 

than regular audits for every REC Party? 

We believe that the PAB should focus interventions where risks have been identified, as this is the 

most cost-effective mechanism to monitor compliance. However, this approach to monitoring risks, 

rather than parties, will only work when the data is obtained from a central party, rather than the 

REC parties directly. If the data to prove compliance is obtained from the party directly, then 

auditing may be a function that the REC PAB may want to employ to validate their data and 

compliance.    

 

8. Do you agree with the principle that any performance charges will be objective, 

deterministic and used to address specific industry challenges? 

 

ElectraLink agrees that all performance charges should be objective, deterministic and used to 

address specific industry challenges and we believe that the current position is in line with these 

principles.  

 

9. Do you agree that as a general rule performance charges should not apply and be set to 

zero for REC Parties within the first year? 

ElectraLink agrees that REC parties will need time to adjust to the REC PAB guidelines.  

We would recommend that the REC continues to include the SPAA and MRA performance assurance 

requirements, which have been in existence for some time and successfully managed by ElectraLink 

and Gemserv. The industry, as supported by the SPAA EC, would recommend continuing with 

existing arrangements, until such time the new REC performance requirements come into place. If 

this is case, compliance should be relatively straightforward for key metrics in the retail energy 

market, until the new metrics are enforced.  

The REC should continue to monitor and engage with suppliers (as has been done with the ETPAB) to 

ensure that a lack of charges does not lead to poor performance for the first year of the REC, risking 

negative consumer outcomes. The PAB should revisit this position based on actual performance 

throughout the year and encourage support from Ofgem to promote improved performance during 

the first year.  
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Principles of Data Collection 
 

10. Are you supportive of the principle of ongoing performance monitoring to enable the Code 

Manager and PAB to conduct a risk based approach to REC performance assurance? 

ElectraLink is supportive of this position.  

11. Do you agree with the principle of obtaining data from central systems (including if 

necessary making changes to existing contracts and codes) and utilising existing data 

sources and mechanisms, wherever possible, rather than requesting each REC Party to 

compile and submit data to the REC Portal? 

ElectraLink believes that obtaining data from central systems will minimise costs and reduce the 

need for audits of REC parties. This in turn will minimise reporting and compliance overheads for REC 

Parties. We continue to work closely with the REC Performance Assurance Code Manager (PACM) to 

provide switching datasets on the REC parties, thereby supporting energy retail performance 

management. We can also provide access to the Energy Market Datahub dataset that covers data 

sent by industry over the DTS. The DTS data is extracted and stored in our data hub (the EMDH) and 

covers the whole of the electricity market.  

Use of this data for performance assurance will provide the PAF with a single dataset for all 

suppliers. This will prevent duplication of effort across suppliers such as having to extract and 

analyse the data themselves. It also reduces overhead for the PAF, such as collating, combining and 

translating datasets across multiple parties. Both of which will reduce costs. 

 This is especially advantageous for the smaller businesses at the core of the retail market, who 

would have to increase their cost base to meet the increasing reporting needs of the REC, which 

could prove a barrier to entry. 

We pioneered this approach by providing data to the Erroneous Transfers Performance Assurance 

Board (ETPAB) and have years of experience providing this data under the MRA, SPAA and Ofgem, 

informing performance-based decision making; for example, ElectraLink’s switching datasets have 

been used to inform Ofgem’s switching consultations and support decision-making in the ETPAB, 

including highlighting and monitoring non-compliance on industry participants.  

Central datasets, such as those on the EMDH, include non-switching datasets – such as metering and 

DNO related data – which could prove helpful to PAB parties.  For example, the REC PAB could 

investigate non-switching issues (such as multiple DNO visits) that could influence a consumers 

satisfaction score with their supplier.  

We have significant experience of securely providing data to numerous industry participants through 

a variety of different methods, including SFTP and APIs. However, ElectraLink believes that the 

industry can move beyond SFTP and APIs for providing data to bodies such as the PACM. We have 

built our new analytics platform, EMPRIS, and believe that EMPRIS enhance how data is provided to 

the PACM.  
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EMPRIS provides industry bodies with defined reports to support monitoring (graphical or tabular), 

which will be needed by the PACM to monitor supplier performance. It also empowers parties to 

interrogate the raw data (with the appropriate GDPR protections) and generate their own, new 

insights. Making the data available in new granular forms, will move the PACM beyond standardised 

monthly reports and enabling them to investigate, discover and derive a deeper understanding of 

the energy market. As this is a central platform, PAB and REC parties will be able to access the same 

datasets, with the appropriate protections in place (commercial and GDPR) to allow them to better 

engage with the PACM and Ofgem investigations. 

 

12. Do you agree with the approach of analysing data at an energy company licence level by 

default, with the option of combining analysis as outlined in paragraph 8.3.2? If you 

disagree, please give reasons for this. 

 

ElectraLink agrees with this approach - granular data will help identify ‘problem areas’ at a much 

faster rate.  

With EMRPIS, data can be provided at a variety of different levels, providing granularity and 

interrogability of the data. This will allow the code manager to more easily create different reports 

based on the changing needs of the industry, without having to create a continual dialogue with 

ElectraLink to produce these reports or provide data on their behalf.  

 

13. Do you agree that data can be provided without requiring further customer consent as 

outlined in paragraph 8.4.3? If not, please provide details of your rationale. 

 

ElectraLink agrees that additional consent is not required from customers of REC Parties in relation 

to this activity as it forms part of existing consent for regulatory purposes. However, it is important 

to ensure that personal data is only shared when it is necessary for Performance Assurance. While 

the reporting for the PAB will be derived from personal data, the appropriateness of sharing 

personal data must be considered to ensure that only the parties required to see consumer-level 

data have access to this output. For example, in a dispute between Supplier A and Supplier B, it 

would be appropriate for these parties to see consumer’s personal data to understand the issues, 

however, it would not be necessary for the PACM to see the consumer information to perform their 

functions.  

When we provided granular data to Ofgem in EMPRIS, granular data is used and viewed by parties 

performing analysis on performance; however, it is pseudonymised so that only the licensed party 

and the Data Controller (ElectraLink) is able to identify the customer, as there is no need for Ofgem 

to know the actual identity of the customer to perform their performance assurance role.   

 

 


