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SECTION 2:  
Across sectors: how do UK 
regulators involve consumers, 
hear their views and take 
their interests into account? 

CONSUMER ENGAGEMENT 
WHAT APPROACHES DO REGULATORS USE? 

CONSUMERS HAVE SOME 
CHOICE OVER THEIR 
RETAIL PROVIDER
FOR EXAMPLE:
• Financial services 
• Telecoms (�xed/mobile)
• Airlines
• Legal services 
• Parcels 
• Energy supply
HOWEVER: MARKETS...
• May not always work in consumers’ interests
• Can be complex and challenging to navigate 

CONSUMERS CURRENTLY 
HAVE LIMITED OR NO 
CHOICE OVER THEIR PROVIDER
FOR EXAMPLE:
• Water (residential)
• Letters
• Most commuter rail services

DETERMINE 
CHARGES, ACCESS 
CONDITIONS AND 
SERVICE QUALITY 
FOR SET PERIODS
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POLICY

PRICE 
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ADVISORY PANELS AND GROUPS WITHIN THE REGULATOR

CONSUMER ENGAGEMENT THROUGH THE REGULATED COMPANY

ORR
Network Rail routes: Comparative assessment 
of stakeholder engagement

Heathrow
Consumer Challenge Board for Heathrow

Electricity and gas
Provider (transmission & distribution companies) 
led engagement 

Water Industry 
Commission for Scotland
Customer Forum

Ofwat
‘Provider-led’  + Customer Challenge Groups within 
water companies

Electricity/Gas/Water Regulator
Partnership research conducted between regulator, 
Government, Consumer Council NI, monopoly company

Understand 
whether 

markets are 
working for 
consumers 

Ensure 
regulatory 
decisions 
re�ect 

consumers’ 
needs

WHAT IS THE 
REGULATORS’ ROLE? 
WHAT DECISIONS DO 
WE MAKE?

HOW IS THE 
SECTOR 
STRUCTURED?

DO CONSUMERS 
HAVE CHOICE?

WHY ENGAGE
WITH
CONSUMERS?

MAKE MARKETS 
WORK BETTER 
FOR CONSUMERS:
• Empower consumers: 
promote competition 
to enable choice of 
price and quality

• Protect consumers: 
from harm and improve 
their experiences

COMPETITIVE

RETAIL PROVIDERS 
HAVE LIMITED OR NO 
CHOICE OVER WHICH 
COMPANY THEY CAN USE, TO 
ACCESS THE INFRASTRUCTURE 
OR NETWORKS NEEDED TO 
DELIVER THEIR SERVICES 
FOR EXAMPLE:
• Network Rail
• Openreach
• Heathrow airport
• GB and NI energy networks

FCA
Financial Services Consumer Panel

CAA
CAA Consumer Panel

Ofgem
Consumer First Panel and Consumer Challenge Group

Legal Services Board
Legal Services Consumer Panel

Ofcom
Communications Consumer Panel

ORR 
Consumer Expert Panel

UNDERSTANDING 
THE CONSUMER 
EXPERIENCE

Market research

Complaints analysis 

ENGAGEMENT WITH 
CONSUMER INTEREST 
GROUPS OUTSIDE OF 
THE REGULATOR

Statutory and 
other bodies

Political 
representatives

To understand how sectors are regulated and how regulators 
take consumers’ interests into account in regulatory decisions, 
we have broken the process down into key questions that can 
be asked of each sector.  The level of competition in a sector 
and the role of a regulator shape regulators’ approaches to 
consumer engagement. This is a simple snapshot that highlights 
examples across different sectors.


