Ofgem announces review into the networks’
response to Storm Arwen and secures
agreement from companies to provide more
compensation for those affected
Press release
Ofgem has today announced it is launching a review into the impact of Storm Arwen. This
will focus on the role of the network companies in maintaining the resilience of the system
and their emergency response, including their communications with customers.
Recognising that network companies across Britain have faced challenging conditions to
restore power and have done so to almost a million people, 10,500 people are still without
power in some parts of Scotland and the North of England. As part of this review, Ofgem will
establish the facts and, if necessary, will pursue further enforcement action. The full terms of
reference will be available Monday 6 December.
Ofgem has engineers on site to meet with the network companies and talk to local customers.
Although most are back on power, Ofgem will be looking carefully at the response to the
storm to see if there are any lessons to be learnt by network companies.
The limit on the amount of compensation available to those affected by Storm Arwen has
also been removed which means that the customers most affected could receive up to £140 a
day for each day they’re off power* until power is restored.
The network companies are working with British Red Cross and local resilience forums to
provide extra help and support. Welfare centres have been set up in some of the worst hit
areas, providing hot food and respite. Tens of thousands of hot meals have been distributed
across the impacted areas and dedicated teams are contacting vulnerable customers to offer
support.
Jonathan Brearley, Ofgem’s Chief Executive said:
“We understand this is a really worrying time for people who are without heat and power as
the severity of Storm Arwen has hit homes and businesses in the North of England and
Scotland. The effects of Storm Arwen are still being felt with 10,500 homes still without
power.
“We accept the network companies have been working in challenging conditions, but until
every home in Britain has power restored, that relentless effort must continue. We are
launching a review into how the storm has been handled. We have strict rules on how
network companies need to operate in these circumstances, and we will take action if needed.
“The absolute priority remains getting people back on power as quickly as possible, but for
those who have not had power because of Storm Arwen, there are ways for customers to
claim compensation by contacting their network company. After discussions between the

regulator and the industry, network companies have agreed to remove the £700 cap on
compensation to allow affected customers to claim for the full period they have been without
power.
“I’ve launched an urgent review to see if there are things that the industry could learn from
this response in order to improve our support to consumers in the future.”
Peter Bingham, Chief Engineer at Ofgem said:
“We’re onsite in the hardest hit areas of Scotland and the North of England to see for
ourselves the enormous challenge network companies have had.
“We are talking to affected customers in these areas as well as our colleagues in the industry
to get an accurate picture of whether there are lessons to be learnt from the response to this
storm that we can use to improve support given to consumers in the future.”

Notes to editors
*£70 compensation is available for first 48 hours, and then £70 for every 12 hours thereafter
without power. The additional compensation will apply to customers without power for more
than 6.5 days, which would otherwise have been capped at £700.

Further Information
General enquiries (non-media)
If you are an energy customer looking for help and advice, including complaints about energy
firms, please see our Household gas and electricity guide. Citizens Advice also provide a
free, impartial helpline service across a range of issues on 0808 223 1133.
We also regularly share news and post general advice to help consumers get the most out of
their energy services via our @Ofgem twitter and Facebook pages. If you have an enquiry or
complaint relating to Ofgem’s policies or functions, contact us
at consumeraffairs@ofgem.gov.uk or on 020 7901 7295.
For all other non-media related enquiries, please visit our Contact us page.

