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Welcome and Introductions
Aiyesha Andrade



Start thinking....

Later in the agenda, we will be asking you to share your thoughts on where you 
would like to see movement on energy theft in 2024. Feel free to start making a 
note of your thoughts on this ready for this agenda item.



Minutes of the Previous Meeting

The ETREG is invited to approve the minutes of the previous meeting.



Action Updates
Rosalind Timperley



ETREG Action Updates
Reference Action Owner Target Date Update

ETREG_07_01 Share if they are aware of a data set that can be used to 
identify the volume of non-domestic sites with domestic 
customers.

ETREG 
members

November 
2023

ETREG_07_02 Electralink to present the proposed process for the theft 
investigations as part of the trial to ETREG members via 
the meeting

ElectraLin
k

TBC

ETREG_07_03 ETREG members to share feedback and comments on the 
Theft Monitoring Intelligence Reporting to Gemserv via 
alessandro.scarlatti@gemserv.com

ETREG 
members

November 
2023

ETREG_07_04 RECCo to issue a survey to gain feedback on the ETREG 
and energy theft forum to understand what is working well 
and what could be improved.

RECCo November 
2023

Agenda item



Forum Reflections
All



Forum Action Updates
Reference Action Owner Target Date Update

Forum 02_01 Add email signature friendly material to the Stay Energy Safe 
Partner Portal.

ETTOS 
Service 
Provider

TBC

Forum 02_02 Share information with RECCo on the illegal business offering meter 
tampers that were raised during the forum

Forum 
Attendees

December 
2023

Forum 02_03 Attendees who have had success in getting harmful web content 
removed to share learnings with RECCo via 
theft@retailenergycode.co.uk, so that RECCo can share these 
learnings with industry.

Forum 
Attendees

December 
2023

Forum 02_04 Explore whether guidance can be put in place around what 
information suppliers are legally allowed to share with each other. 
For example, where a customer under suspicion of theft changes 
Supplier before the stage of proven theft, can this be shared with 
the new Supplier.

RECCo TBC

mailto:theft@retailenergycode.co.uk


November 2023 Energy Theft Forum

ETREG Members are invited to share any feedback they may have on the November Energy Theft 
Forum and propose topics for the next forum

• 79 participants joined the November Energy Theft Forum
• 6 completed the post event survey, giving an average rating of 4.7 out of 5
• The survey invited respondents to put forward suggestions to optimise future forums, with the following 

responses received:



Theft Target 
Methodology 2024/25 Update
Nirav Vyas



Change Options Survey
This is the first year that responsibility for the Theft Target Methodology was with the Code Manager, following R0091. 
An options paper and call for evidence was released in September 2023 following finalisation of the previous scheme 
year processes. 

• Survey questions scope covered all areas of the TTM with the intention to gather as much feedback and evidence as 
possible and explore a wide range of possible changes.

• Party responses encouraged through variety of communications.

• 13 organisations responded, including ICoSS.

• Also consulted with ETREG, PAB, Ofgem and Citizen’s Advice.

• Many responses received were of mixed opinions on key questions.

• Limited evidence provided to form a basis for change on many aspects, notably:
• Splitting of the Non-Domestic pot to facilitate differential TDV and focussing of target
• Updating the TDV to reflect current costs and differential costs by segment

• TTM changes are developed based on the nature and detail of the responses received, availability of sufficient and 
suitable evidence to support change and constraints within the wider industry data model. We have considered the 
need for firm evidence given the scheme design means that changes will typically benefit some suppliers and be to 
the detriment of others, as well as considering the administrative impact on parties.



Theft Target Methodology Changes 2024/25

Item Summary of Changes

Incentive Pots Split Gas/Electricity Domestic customer segment to be split further by Smart and Non-
Smart meter types. Support in responses received for the view that a Smart meter 
itself should be a deterrent for meter tampering.

Theft Detection 
Value

Adjusted for inflation using December 2023 CPI figure published by the Office for 
National Statistics (December CPI figure will be used once published).

Theft Targets Addition of Smart and Non-Smart meter type targets within Domestic customer 
segment, with weighting applied to focus target on traditional metering.
Overall target levels maintained to preserve scheme value.

Attribution 
Methodology

Addition of data used to split pots between Smart/Non-Smart incentive pots.
Acknowledgement of potential issue with domestic premise indicator (under 
investigation).

Changes to be progressed via Category 3 change



Impact of change on Targets by Party
The following shows the total target that would be set if the Smart/Non-Smart split was applied (dark green) and if 
the current method was follows (light green). 
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Change Options not taken Forward and Future Plans

Item Reasons Future plans
Traditional Domestic 
Meter Type further 
split between 
Prepayment, and 
Credit

• Feedback from suppliers that investigations are not 
typically focussed on one meter type or the other.

• No significant evidence provided to support 
differential costs of investigation.

• Importance of not discouraging investigation of 
prepayment meters due to safety considerations.

• We will consider results from the periodic refresh of the TEM to 
gather additional information that may support need for split.

• We will engage with ETREG, Ofgem and Citizen’s Advice to 
understand any new insights on theft or supplier activities.

• We will analyse theft results to consider if there is strong evidence to 
suggest a need to encourage greater focus on credit metering.

Non-Domestic 
customer Type Splits 
to include SME, I&C 
and Domestic Type 
customers

• Mixed responses on the need for and basis of a split.
• Respondents do not believe it is realistic to 

differentiate SME and I&C customers with any 
reliable accuracy based on available industry data 
points (see also Appendix). 

• No consensus on a set of rules to define SME and I&C 
across the industry.

• We will continue to engage with Ofgem and DESNZ on their work to 
define Non-Domestic thresholds to gain a better understanding on 
how to apply the split. 

• We will perform further analysis in the coming year on the split of 
SME and I&C pots as more data becomes available.

Non-Domestic Meter 
Type Splits to include 
”domestic like”, 
Traditional and 
Smart/AMR

• Reservations in responses on overcomplicating the 
split and not gaining much benefit from it. 

• Population for domestic-like pot less than 1m meter 
points and increases risks of outlier cases.

• Given limited data to support updated TDV, potential 
benefit of change reduced.

• We will continue to engage with Ofgem and DESNZ on their work to 
define Non-Domestic thresholds to gain a better understanding on 
how to apply the split. 

• We will perform further analysis in the coming year on the split of 
SME and I&C pots as more data becomes available.

The following options were considered but not progressed at the current time. We have 
outlined our future plans, subject to the potential for a wider review of the scheme design 
superseding these considerations.



Change Options not taken Forward and 
Future Plans (continued)

Item Reasons Future plans
Theft Detection Value • Diverse comments were regarding the differentiation 

of TDVs between pots and which costs should be 
considered.

• Insufficient evidence provided (both via direct 
response or anonymously) regarding costs.

• We will engage further with industry participants including via ETREG 
over the next twelve months to try to gather further evidence to 
either support the current level of TDV or have a sufficient and 
consistent fact-base to adjust the value further. This will commence 
following publication of 2024/25 targets rather than as part of the 
wider TTM timeline given the difficulties experienced to date.

Theft Targets • Considering the combination of TDV and Targets 
together, both would have to be amended together 
to avoid a smaller Incentive Pot Value and therefore 
lower Debit and Credit Payments, ultimately reducing 
the incentive nature of the Scheme.

• Although limited information provided regarding 
TDV it did confirm suppliers are incurring significant 
costs consistent with the current scheme value in 
theft investigation.

• We will assess the effectiveness of the new approach to splitting a pot 
(i.e. domestic meters).

• Following conclusion on updates to TDV we will consider the need for 
any consequential change to theft targets as part of the 2025/26 
TTM drafting considering the overall impact on scheme value.

• We will consider results from the periodic refresh of the TEM to 
gather additional information that may support a change of targets.



Appendix
The below is an extract taken from a DESNZ study on Microbusinesses that asked large Suppliers how they 
categorise SMEs (although dated 2014 this is indicative of the challenge in classifying I&C /  SME customers 
consistently).

DESNZ study on Microbusinesses (2014)

https://assets.publishing.service.gov.uk/media/559fb67ee5274a155900002b/Appendix_9.1_Microbusinesses.pdf


ETREG Feedback 
on RECCo E2E 
Process Mapping Response
Ann Perry



Commissioned by RECCo, Capgemini completed an end-to-end review of the Energy Theft processes

Recap of the aims of the activity: 
• provide a comprehensive overview of end-to-end industry processes and data flows;
• identify applicable current licence and code requirements and overlay them onto the processes;
• identify areas of low industry awareness and understanding of processes
• identify any gaps in the E2E process where no REC Party has a clear role and responsibility for 

ensuring the efficacy of that process step and/or do not have appropriate incentive to do so
• identify gaps in current industry monitoring and reporting

Outputs
• A findings report; setting out 22 recommendations to address the gaps and issues identified
• A set of process maps that detail the end-to-end processes, obligations, inputs/outputs and gaps

The  ‘Review of Energy Theft Processes’ report and a set of Energy Theft process maps can be found 
on the Energy Theft Reduction Hub, on the REC Portal,  here

End to End process mapping recommendations and RECCo’s response

https://recportal.co.uk/group/energy-theft/information-and-guidance


RECCo’s response
• Each recommendation has been reviewed against the activity inflight and planned.
• The priority of each recommendation has been assessed against the 5 case model elements (Green 

book) 
• A response to each recommendation has been developed and was shared with ETREG members by 

email for review

End to End process mapping recommendations and RECCo’s response

ETREG members were asked to review the recommendations and responses, and provide any 
feedback or comments on the proposed way forward

E2E mapping 

recommendations



End to End process mapping recommendations - RECCo’s response

Theft Detection Incentive Scheme

Recommendation (summarised) RECCo’s response (summarised)

Full end to end review of TDIS
A review of the Theft Detection Incentive Scheme, and exploration of wider 
incentives, is already in scope of RECCo's Energy Theft Reduction Programme. 
We will take this forward, working with the Code Manager. 

Increased Performance Assurance against 
current scheme 

This recommendation will be raised with the REC Performance Assurance Board 
for consideration 

Review the TDIS submission process This is already in progress with the Code Manager
Utilising TDIS data for insights of repeated 
thefts: by site and by consumer

This is in scope of the Energy Theft Portal trial, the procurement and 
development of which is already in flight. 

Management of unregistered sites

Recommendation (summarised) RECCo’s response (summarised)

RFI to understand different processes in use RECCo will take this forward, working with collaboratively with other energy 
Codes.

Explore potential reporting on the 
management of sites

Information from Parties will be obtained first to understand the current 
position, after which the next steps will then be determined and prioritised. This 
may include taking forward changes to REC Schedule 8, the introduction of 
additional reporting obligations and the application of Performance Assurance 
Measures.

Introduction of Performance Assurance 
measures



End to End process mapping recommendations - RECCo’s response

Switching

Recommendation (summarised) RECCo’s response (summarised)
Conduct an assessment of the level of Energy 
Theft that goes undetected or continues 
longer than necessary due to Consumers 
changing supplier 

We will consider this as part of any future analysis of the nature of consumer 
behaviours in relation to theft, subject to the necessary data becoming 
available.

Assess feasibility of a theft related Switch 
Objection

Implementing this recommendation would likely require changes to the 
Electricity and Gas Supply Conditions, which has previously been consulted upon.  
We will pursue this with Ofgem. 

Permanent Service Removal

Recommendation (summarised) RECCo’s response (summarised)
Develop a consistent process for parties to 
request a service removal and prevent a new 
service being installed before a theft is 
remedied

Further information on the current processes to be obtained first, together with 
the impacts experienced by parties and Consumers, after which the next steps 
will then be determined and prioritised. Review obligations on Network Parties to 

prevent theft (e.g. denying a new connection 
following service removal)



End to End process mapping recommendations - RECCo’s response

Improving Theft outcomes 

Recommendation (summarised) RECCo’s response (summarised)

Public publication of theft outcomes

RECCo is developing a detailed strategy for how awareness and action about 
Energy Theft can best be raised across both industry and consumers. This will 
result in projects and initiatives to increase awareness and action. This 
recommendation is within the scope of this activity.

Address the inconsistent reporting across 
Police forces

This will be progressed through our ongoing discussions with the Police and will 
be considered and assessed as part of our feasibility for a partnership with the 
Police.

Best practice guidance: Gathering and storing 
evidence and Taking forward prosecutions

These will be progressed, either through ongoing discussions with the Police or 
will be considered as part of a project that has been initiated to research 
possible legal avenues that may be available to RECCo and REC Parties

Secure mechanisms for sharing and storage of 
evidence and information about theft between 
parties 

These recommendations are being considered and assessed by the Code 
Manager as part of Change Proposal R0121 and will be considered for inclusion 
as part of the Energy Theft Portal in the future.



End to End process mapping recommendations - RECCo’s response

Calculating losses and entering into Settlements

Recommendation (summarised) RECCo’s response (summarised)
Explore whether additional Performance 
Assurance activity is required regarding 
correctly entering energy associated with 
theft into settlements We will engage with Elexon and Xoserve to make them aware of the extent of 

the issue and identify ways that we can support them in addressing this issue.Review and refresh the tools and resources 
made available to parties to calculate losses 
resulting from Energy Theft



Stay Energy Safe
Personas

December 2023



Introductions

Eleni Andronicou

Senior Account Manager, 
BH&P

Nav Chaudhry 

Group Account Director, 
BH&P



Stay Energy 
Safe 

Research

Channel 
Strategy

The 
Personas

Areas to Cover



Research



Research – Stage 1

Purpose: In August, we initiated a research project 
with the goal to identify up-to-date and relevant 
Stay Energy Safe personas in detail, in order to 
guide our paid channel strategy.

Insight:  

• As a starting point, we used the 4 defined 
personas that were formed based on qualitative 
and qualitative research insights, overlaid with 
geodemographics and insights based on media 
performance. 

• We used a comprehensive 20-minute 
questionnaire targeting a representative sample 
of the UK population (1,507 respondents) 

Outcome: A detailed report that explores the 
different personas and their distinct characteristics 
for example, demographic and media consumption 
data. 



Research – Stage 2 
1. GWI – Research Panel

▪ To overlay the personas, we are using GWI, a research 
panel with over 58,000 data points

▪ By plugging the personas into the research panel, we 
are able to understand specific media consumption 
choices of our personas via their preferred platforms 
and channels.

▪ We will also be able to get a vast amount of persona 
specific insight around their energy company, their 
specific habits, behaviours, and attitudes.

2. Messaging Matrix

▪ The messaging matrix aims to have a specific tone and 
voice tailored to what each persona will resonate and 
relate to.

▪ The benefit of this is that it allows us to be hyper 
targeted in our conversations with our individual 
personas. 



Personas



The 6 Personas



Our Audience: Personas

We have 4 key personas for the Stay Energy Safe service, based on 
qualitative and qualitative research insights, overlaid with 
geodemographics and insights based on media performance. 

• Roxy Risk – A mum whose family could be at risk
• Tyler Trade – A tradesmen who is likely to be aware of energy theft
• Howard Housing – A housing officer who is exposed to this crime
• Emma Exit - A disgruntled employee 

In-depth detail on each persona can be found here. 

We know there are other specific personas (for example students,  
landlords, council employees, housing associations – these are approached 
tactically as opportunities arise, using appropriate media channels).

https://www.dropbox.com/s/w5308gza43vnbb3/SES%20Buyer%20personas%20.pptx?dl=0
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Channel 
Strategy



Channel Strategy

▪ Using the detailed report and overlaying it with GWI data, a research panel with over 58,000 data points, we are able to 
understand specific media consumption choices of our personas via their preferred platforms and channels.

▪ This will inform the channel strategy from now until the end of the year (March 2024)

▪ The channel strategy will be formed by 3 phases:

Phase 1: Existing assets and channels we have tested before

Phase 2: Refine phase 1, new assets, new channels

Phase 3: Refine phase 2, new assets, new channels



Assets

ReportEducate Awareness



Measures of Success & Reporting

Social Media Metrics

• Reach
• Impressions
• CPC
• CTR
• CPM

Channel Specific Metrics

• Radio reach/impressions
• Press reach

Overall Metrics

• Increase in website users
• Increase in reports



The Creative Venture 
Marketing Agency

and



Energy Theft Tip-Off Service –
Network Engagement

Kristina Jusyte 



The need for the service

• Connect with a wider audience through organisational bodies that can 

reach a new and wider audience.

• Discuss commercial energy theft more extensively with relevant 

audiences. 

• To talk to commercial partners in a tailored, relevant way to engage 

them, their colleagues and their customers.

• Educating new audiences, through partnerships, about the dangers 

of energy theft and Stay Energy Safe



Purpose of the service

• Connect with key stakeholders to expand the reach and awareness of Stay Energy Safe

• Ultimately ensuring more people are kept safe from harm.

• Supporting our ETTOS partners to recover more revenue lost to energy theft.



Objectives

• Use partnerships to educate both commercial and domestic audiences to raise awareness 

of the dangers of energy theft and the signs to spot and will talk about how important it is to 

speak up.

• Enhance the visibility of Stay Energy Safe among individuals who have yet to be reached 

through the traditional marketing channels using stakeholders.

• Serve as an additional touchpoint to reinforce the messaging of the existing marketing 

program.

• Reinforce brand awareness and service offerings by engaging both commercial 

and domestic audiences.



Activities for the couple of moths 

Main Activities

• Engaging with organisations within and beyond the energy sector. 

• Developing and cultivating partnerships to encourage them to share 

the Stay Energy Safe messages to empower people to tell us what 

they know about energy theft.

• Enabling organisations and their team members to understand the 

signs to spot.

• Driving the creation of campaigns and activities in conjunction with 

3rd parties to drive awareness of commercial energy theft. 





It is estimated that 250,000 cases of energy theft go 
unreported every single year(Stay Energy Safe).

What can we do to build awareness of Stay Energy Safe to reduce 

business loss?

Let’s talk at 

kristina.jusyte@crimestoppers-uk.org

https://www.stayenergysafe.co.uk/news/the-unknown-dangers-of-energy-theft/#:~:text=Energy%20theft%20is%20a%20crime,danger%20it%20brings%20to%20communities.


Theft Hub Feedback
Aiyesha Andrade



Share your feedback on the Theft Hub



ETREG Members Survey
Aiyesha Andrade



















Interactive session: where do 
you want to see movement in 
2024 on energy theft?
All



Questions

• What do you see are the biggest challenges in relation to tackling 
energy theft?

• Where do you want to see movement in 2024 in energy theft?

• What are you planning to do differently within your organisation in 
2024 to tackle energy theft?



Forward agenda
All



Forward Agenda

We welcome suggestions for further forward agenda items

February March

December January
•November forum outputs
•*SMM update
(subject to progress)
•Draft TTM
•Energy Theft 
Reduction Programme Update
•Theft Hub Feedback Session

•Forward Work Plan 2024/25
•Theft Portal Feedback Session

April



AOB
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