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Executive Summary

Ovo Energy is one of the largest independent suppliers in Great Britain, since being founded in 2009, Ovo Energy has over 4 million customers within the United Kingdom. (Ovo Energy, 2024) 

However, even with Ovo Energy being one of the biggest energy suppliers within the UK, it has recently faced a lot of backlashes due to their poor customer care. Recent customer feedback shows Ovo Energy is currently rated 4.5 stars out of 5 on Trust Pilot, however due to recent problems within Ovo Energy which include having to pay £2.37 million in compensation due to customers having to wait lengthy times for their problems to be solved, this report will demonstrate what Ovo Energy needs to do to ensure their new and existing customers are continuously satisfied.

Within this report will discuss SWOT analysis which demonstrates the strengths, weaknesses, opportunities and threats of Ovo Energy. The SWOT analysis revealed that Ovo Energy is not responding as quick as their competitors which can have a big impact on the company as due to there being many competitors within the UK, it is very easy for consumers to switch energy suppliers if they feel they are not being well treated and valued. However, with Ovo Energy becoming more sustainable by promoting solar panels, greener energy and smart meters can result in existing customers wanting to stay due to many people wanting to be more sustainable within their lives.

The second framework that was used within this report is the PESTEL framework, after reviewing the PESTEL framework it shows that that many customers now realise how important it is to become greener and have renewable energy, by customers becoming more aware means that Ovo Energy could see an increase in customers wanting to switch to Ovo Energy due to how much Ovo Energy promote renewable energy.  By keeping up with the technology will also have a completive advantage against Ovo Energy’s competitors. 

Finally, the third framework used within this report was Michael Porters Five Forces framework. It clearly shows that when it comes to competitive strategy as an organisation is to find a position in the industry where the company can best defend itself against these competitive forces or can influence them in its favour. (Porter, M 1998). This framework also shows how cruical customer care is within an organisation and responding to queries and complaints in a timely manner can keep existing customers happy and also result in new customers wanting to switch to Ovo Energy due to the good customer care. 

Overall, this report states that even though Ovo Energy is a successful energy supplier organisation, it is cruical for them to put closer attention to their customer care as it is cruical for customers to feel valued and feel like their needs are being met. Without the good customer care would result in consumers switching to their competitors. 





Introduction

Ovo Energy is one of the largest independent energy suppliers in Great Britain, Ovo Energy was founded in 2009 by Stephen Fitzpatrick (Delvere, 2019) Since then, they have grown tremendously over the years, with them now having over 4 million customers all around Great Britain (Ovo Energy, 2024) 
In 2009, Ovo Energy had a mission to make energy cheaper, greener and simpler for everyone with their vision to becoming a net zero-carbon business by 2035. (Indeed, 2024). Their company values are do what’s right, find a better way and build something great. They believe that their supplies and business partners should act and behave in a way that upholds these company values too which is why Ovo Energy states in their internal code of conduct guidance on how everyone working with Ovo Energy should behave. (Ovo Energy, 2022) Finally, Ovo Energy’s objectives include 3 focus areas, these are climate, customers and culture. Ovo Energy have measurable targets to help keep them on track on their journey to net zero by 2035. (Ovo Energy, 2024)

This report will discuss how Ovo Energy can creatively reshape their organisation strategic decision to discover a new way forward for delivering approaches when it comes to customer care. This report will also include strategic frameworks to show how Ovo Energy can improve as an organisation. The strategic frameworks that are discussed within this report include SWOT analysis, PESTEL framework and Michael Porters Five Forces framework. 

The purpose of this report is to analyse Ovo Energy’s strengths and weaknesses as a company and what they can do to improve on their customer care and overall, as an organisation in order to become more successful and have a competitive advantage against their top competitors. 


Main Findings

When it comes to strategy, strategy is the direction and scope of an organisation over the long term, which achieves advantage in a changing environment through its configuration and resources and competences with the aim of fulfilling stakeholder expectations. (Johnson and Scholes, 2008). This shows strategy is an essential part of a business in order for them to become successful within the long run. When it comes to strategic decisions, there are five key elements that ensure the organisation’s ability to be successful within the long run, these key elements include existing and new customers, implementation process to deliver the strategy, offer sustainable competitive advantage, exploit linkages between the organisation and its environment and vision and purpose.(Lynch, 2018) Firstly, existing and new customers are an essential part of strategic management, attracting new customers and providing good customer care is cruical to keeping a business successful. For example, in 2023 Ovo Energy claimed 75% of their customers who contracted them were either “satisfied” or “extremely satisfied” with their service. They also claim in 2023 they were rated excellent on Trustpilot with 80% of their reviews getting 4 or 5 star ratings. (Ovo Energy, 2023) On the other hand, although Ovo Energy claim their customers are satisfied with their services, many customers are unhappy with their services with Ovo Energy having to pay £2.37 million in compensation to customers due to lengthy delays in dealing with complaints, in some cases, customers were waiting up to 18 months for Ovo Energy to respond back to their complaint. (Ofgem, 2024). This shows that in order for Ovo Energy to maintain their high ratings, it is cruical for them to respond to their existing customers in a timely and efficient manner in order for the customers to continue staying with Ovo Energy. Having bad customer care could result in consumers wanting to switch to an energy supplier that values their consumers a lot higher. 
Secondly, implementation to deliver the strategy. It is cruical for an organisation to have a strategic plan and turn it into action. For example, Ovo Energy have 3 core values, these include reach true net zero by 2035, be the UK’s most trusted company and be the UK’s best place to work. Research shows when it comes to working for Ovo Energy, they have an employee rating of 3.5 out of 5 stars based on 625 company reviews on Glassdoor, with 61% of those employees would recommend working for Ovo Energy to a friend. (Glassdoor, 2023). Research also shows when it comes to energy suppliers ranked by customer service, Ovo Energy was ranked 6th best energy firm in the United Kingdom (Emery, 2024). Although, they are not ranked the best energy firm regarding customer service, with their high rated reviews shows Ovo Energy are on track to becoming one of the UK’s most trusted company. 
Thirdly, offering sustainable competitive advantage, it is important that a company is sustainable for the long-term survival of the organisation. For example, Ovo Energy is all about renewable energy which is cruical for a more sustainable future. Ovo Energy claim to plant 1 million trees every year in the United Kingdom, they are creating greener spaces for communities to enjoy, with tree’s that will help absorb carbon. (Ovo Energy, 2024) This is a positive approach for Ovo Energy as many customers will want to go for a more greener energy option, by promoting green energy can allow customers to gain a better understanding on how important it is to go green. 
The next key element of strategic decisions within an organisation is exploit linkages between the organisation and its environment. The strategy has to exploit the many linkages that exist between the organisation and its environment: suppliers, customers, competitors and the government. (Lynch, 2018) Finally, when it comes to success every business should have a vision and purpose. As discussed, Ovo Energy have a vision to become a net-zero company by 2035. This is becoming more successful every year due to them having greener energy and planting 1 million trees every year. 

Customer care is an essential part of an organisation becoming successful, in order to deliver great customer care there are a number of key elements an organisation can do. For example, knowing your customers, reacting to customers before they even know they need you, integrating technologies and contacts across all channels and implementing real-time agent tools. (Mckinsey, 2020)

When it comes to Ovo Energy, they take great pride in customer care as it is one of their objectives within the organisation. Ovo Energy have a range of ways customers can contact them. For example, customers can contact them through live chat, a contact number, email, letter and they also have a free service called SignVideo. SignVideo is a free service that connects British Sign Language users to their advisors through an online interpreter. Having an online interpreter is a great way for their deaf customers to feel valued, this can make people want to have Ovo Energy as their supplier due to them making all customers feeling valued and catered too.  

When it comes to customer care, SWOT analysis is an effective framework to determine what areas of customer care Ovo Energy need to work on. SWOT analysis which is short for strengths, weaknesses, opportunities, and threats is a strategy that was created by Albert Humphrey in the 1960’s, this strategy is used to assess how an organisation compares to its competition. (Teoli, D et al, 2024). SWOT analysis is a good framework as it allows an organisation to assess its current strategy in light of its changing environment and its competitors to help turn potential threats into opportunities and weaknesses into strengths. (Henry, 2008)

	Strengths
	· Ovo Energy have a range of contactable services where customers can go too. For example, via email, telephone, or letter. Having these multiple services can help customers get through to Ovo Energy as quickly and effectively as possible without a long wait. Having multiple communication options can make consumers feel valued and continue wanting to stay with Ovo Energy due to their effective customer care
· Ovo Energy are all about making customers’ homes as energy efficient as possible, for example, they do support packages which include ECO4 support which include energy saving measures installed through ECO4 and the Great British insulation scheme, this includes installing cavity wall and loft insulation. Both schemes are either free or at a reduced cost. (Ovo Energy 2024) These can benefit a large number of customers who are struggling to pay their energy bills.

	Weaknesses
	· Although Ovo Energy have a range of contactable services, they have recently dealt with some issues regarding customer service, for example they have had to pay £2.37 million in compensation to customers due to lengthy delays in dealing with complaints, in some cases, customers were waiting up to 18 months for Ovo Energy to respond back to their complaint. (Ofgem, 2024). This can have a negative impact on the company, as the consumers who were compensated may switch energy suppliers as they did not feel valued.
· As of 2022, Ovo Energy only holds 8% of the UK energy market share, compared to their competitors British Gas who hold approximately 15% of the market share. This means British Gas have over 12 million customers with Ovo Energy only having 4 million customers. (CBM, 2024). With British Gas having more customers, may make customers prefer to go to British Gas knowing they are a more popular energy supplier.

	Opportunities
	· With a 62% and 47% share of renewable energy generated in Scotland and Wales, respectively, Ovo Energy has a chance to reach a wider audience than its current clientele. (CBM, 2024)
· With technology ever growing, technologies such as smart meters help customers not overspend when it comes to their energy bills. Ovo Energy should take advantage of this as this could attract more customers for the organisation. (CBM,2024)

	Threats 
	· Although Ovo Energy ensures a big focus on being green, they do not currently offer energy as standard. However, their competitor British Gas have fixed tariffs which are powered using 100% renewable electricity. (Jones, 2024). This could make customers lean towards British Gas more due to their greener energy. 
· Research shows when it comes to response times, Ovo Energy percentage of emails responded to within 2 days is 50.3%, on the other hand British Gas respond to 91.4% of emails within 2 days. (Jones, 2024). This is a big difference and impact Ovo Energy’s customers as they may not be happy with the waiting times and prefer to go to British Gas who respond to their existing customers a lot more quicker.



After reviewing the SWOT analysis, it shows that although Ovo Energy have many platforms where customers can reach, they are not responding in a timely manner which could result in many customers switching over to bigger companies such as British Gas. To gain customer engagement, it would be efficient if Ovo Energy kept up with the oncoming technology and trends such as smart meters, to attract more customers to their organisation. To keep customers happy, it would also be beneficial if Ovo Energy responded to customer emails a lot quicker, as due to the response times this may want customers to switch over to other energy supplies such as British Gas due to their quicker response time. 

When it comes to competition, it is the core of the success or failure of organisations. Competition strategy is the search for a favourable competitive position in an industry, the fundamental arena in which competition occurs. (Porter, 2004). When it comes to Ovo Energy, they heavily rely on providing renewable energy to all their customers, they gained many more customers when they took over the supplier SSE in January 2020. (Gallizzi, 2024). The reason many customers do choose Ovo Energy is due to a number of reasons which include, security of a big six supplier, good range of tariffs available, strong customer service record and services that go beyond energy supply. (Gallizzi, 2024). However, many organisations view competitors as a threat, but competitors hold many benefits to an organisation, for example increases competitive advantage, for example with Ovo Energy boosting about their renewable energy and going greener can be a great competitive advantage. For example, most big energy companies such as E-on, British Gas and Shell still make majority of their money from fossil fuels, with many people wanting to go greener, Ovo Energy would be the best option for them. (Fannin, 2024)
 
Another effective framework for an organisation to use for strategic analysis includes the PESTEL framework. The PESTEL framework categorises environmental factors into key types. (Johnson et al, 2014). PESTEL framework is made up of the following factors, political, economic, socio-cultural, technology, ecological and legal. Going through each of the environmental factors help raise a wide range of potentially relevant issues. (Johnson et al, 2014) 

	
	Opportunities 
	Threats

	Political 
	An opportunity within the political factor include the public’s opinion, with the public now increasing their knowledgeable on climate change, this can potentially make politicians push for policies that align with the public’s concerns which include transitioning to cleaner energy sources. (Keith, 2024) This can be a great opportunity for Ovo Energy due to them consistently promoting their greener energy and how important it is. 
	A threat within the political factor includes regulation and legislation, with the government setting results within the energy supplier sector which includes pricing, safety protocols etc this can have an impact on how electricity is produced, distributed and consumed. (Keith, 2024)

	Economic
	An opportunity for Ovo Energy within the economic factor includes customer awareness of energy use, due to people becoming more knowledgeable on greener energy and energy usage, customers will look to go with an energy supplier that can help them reduce their energy usage, for example smart meters. With Ovo Energy introducing smart meters within their organisation can help promote customer growth.
	A threat within the economic factor for Ovo Energy includes the cost-of-living crisis, Ovo Energy stated they their new price cap will be £1717 for a typical household which is an increase of £112 (Ovo Energy, 2024) This can affect many customers negatively due to the cost-of-living crisis which can see many customers switching energy suppliers to a cheaper option.

	Socio-Cultural 
	A socio-cultural opportunity for Ovo Energy includes lifestyle changes, with many people wanting to switch to electric vehicles, smart meters etc can increase customer growth within Ovo Energy. With Ovo Energy consistently promoting their renewable energy, this can make people realise Ovo Energy is a greener energy supplier to switch too. 
Research shows young adults between 18 and 34 71% stated they would prefer to buy from companies that demonstrate sustainability in their practices (CBM, 2024) with Ovo Energy promoting their sustainability can increase the chances of young people switching to Ovo Energy
	On the other hand, Ovo Energy may have a disadvantage within the social factors as due to their slow responding to consumers regarding complaints and queries, customers may switch over to a different energy supplier. 
Another impact that Ovo Energy can experience is that although young people would prefer to have a sustainable energy supplier, the older generation may not be too interested within sustainability and would rather go for an energy supplier that responds quick to their concerns and have cheaper tariffs, this could result in them choosing Ovo’s competitors British Gas.

	Technology
	An opportunity within technology for Ovo Energy includes smart meters. Smart meters have become a success for Ovo Energy with 3 out of 4 customers with a smart meter claiming it has helped them become more aware of their energy use, customers are saving on average £56 a year. (Ovo Energy, 2024)
	Although smart meters are a great step to the future regarding technology, it has impacted Ovo Energy staff. Ovo Energy stated that due to COVID-19, many staff had to be let go due to limitations on certain job requirements such as, smart meter installations and meter readings. (Mace, 2020)

	Ecological 
	An opportunity when it comes to an ecological factor is Ovo Energy’s net zero goal. Ovo Energy’s plan zero is their response to the climate crisis, they assess their own carbon footprint and the impact of their products and services, by doing this can help them achieve their net zero goal by 2035. (Ovo Energy, 2024) By having this goal, it can increase the likelihood of customers wanting to go with Ovo Energy due to them promoting greener energy.
	On the other hand, even though Ovo Energy continuously promote their sustainability and goal to be 100% renewable energy. Research shows Ovo Energy currently use 35% of fossil fuels. (Citizens Advice, 2024). This can have an impact on their consumers as more people want to switch to an energy supplier who is 100% renewable energy. 

	Legal
	An opportunity when it comes to a legal factor of Ovo Energy is GDPR. Ovo Energy clearly states on their website what information they take from you as a customer which includes full name, contact number, date of birth etc and what they use this information for. For example, Ovo Energy state they use this information to identify who you are and to contact you on their products and services. Having this clearly stated on the website can make customers feel more secure when Ovo Energy are their supplier. 
	When it comes to a threat with Ovo Energy, they have dependence on government policies and incentives for renewable energy, for example, in 2021 Ovo relied on £38 million in government incentives to support its renewable energy projects. (CBM, 2024)



After reviewing the PESTEL framework, it shows that many customers now realise how important it is to become greener and have renewable energy, by customers becoming more aware means that Ovo Energy could see an increase in customers wanting to switch to Ovo Energy due to how much Ovo Energy promote renewable energy. 
On the other hand, it is essential for Ovo Energy to keep up with the ever-growing technology, by encouraging customers to have a smart meter and switch to electric vehicles can also increase the likelihood of customers wanting to go with Ovo Energy for their supplier. If Ovo Energy do not keep up with the technology changes within the future then it could have a negative impact on them, this is because their competitors may be more advanced in technology than them which will make customers want to switch energy suppliers. 
Further research shows that rapid changes in competition, demand, technology, and regulations have made it more important than ever for organisations to be able to respond and act quickly. (Ahlback, K 2017), this shows how cruical it is for Ovo Energy to keep up with the changes in technology, competitors etc as falling behind can have a negative impact on Ovo Energy. On the other hand, a factor that could have affected Ovo Energy negatively is COVID-19.  During COVID-19, Ovo Energy made 2,600 employees redundant, Stephen Fitzpatrick CEO and founder of OVO explained that “today is a very difficult day” and that “the move was not a reflection of any of the brilliant team’s work” (Lempiere, 2020), this shows that due to many customers using digital services a lot more, this resulted in many employees being let go. However, on the other hand during COVID-19, Ovo Energy offered £50 million financial support packages to customers who are impacted by COVID-19. (Mace, 2020). This has a positive impact on customers who are with Ovo Energy for their supplier as customers may have felt supported during COVID-19 knowing Ovo had financial packages in place to support people who were in financial need. This can make customers feel valued and encourage their family and friends to switch to Ovo Energy due to how supported they felt during COVID-19. 

Another effective framework for an organisation to use regarding strategic anaylsis is Michael Porters Five Forces Framework, this framework helps identify the attractiveness of an industry in terms of power of suppliers and the extent of rivalry between competitors. (Johnson, G, Whittington R and Scholes, K 2012) The five forces include, supplier power, buyer power, competitive rivalry, threat of substitution and threat of new entry. 

	Supplier Power 
	Ovo Energy is one of the many UK energy suppliers who rely heavily on manufactures for specialised equipment such as wind turbines. (CBM, 2024) For example, when it comes to solar panels the average cost of a 350-watt solar polar within the United Kingdom is between £150-£300 for a customer. On the other hand, Ovo Energy state that if their customers would like solar panels installed, they would get £500 off their solar and battery installation, by having this offer can make customers feel like they should get solar panels knowing it would be beneficial in the long run. 
With the UK government now announcing they would like aim for net-zero by 2050, the demand for sustainable energy will continue to rise, with this continuous rise can empower supplies to negotiate better terms with energy companies. (CBM, 2024)

	Buyer Power
	More than four out of five consumers are willing to pay more for sustainability, as the market for sustainable energy continues to expand and consumers prioritise sustainability in their buying habits. (PWC, 2024)
With energy suppliers continuing to grow, there is currently 22 energy suppliers within the UK, with that many being within the UK means it is easily accessible for consumers to switch energy suppliers if they do not like their current supplier. Statistics show the number of British households switching energy suppliers each month in 2022 is 600,000 energy customers. (Statista, 2024). This can be a problem for big companies like Ovo Energy as if customers are not feeling satisfied or valued enough, then they have many options to choose from when it comes to switching energy suppliers.

	Competitive Rivalry 
	With Ovo Energy being one of the top energy suppliers within the UK, it is important to pay close attention to the competitors. 
In November 2022, the average fuel bill reached approximately £2,500 per year, Ovo Energy offered tariffs of £2,300 to attract customers to switch to their energy supplier. (CBM, 2024)
Another way to attract customers for Ovo Energy is smart meters, Ovo Energy announced that they hit a pre-tax profit of £30.4 million within 6 months due to smart meters. (Morris, 2016) Ovo Energy also have a range of contactable services for customers which include a service for people who are deaf, this is a step forward in technology with not many of their competitors having this service available.
When it comes to marketing in 2022, Ovo Energy invested £15 million into their marketing budget, (Ovo Energy, 2022) compared to competitors such as Octopus Energy who invested £28.6 million into their marketing budget to increase customer engagement. (Octopus Energy, 2023). This could have a positive impact on Ovo Energy as investing more into marketing could result in more people becoming more aware of Ovo Energy and why they are different to their competitors.

	Threat of substitution 
	Studies show in 2022 40.8% of electricity generated in the United Kingdom has come from fossil fuels compared to 32.2% of fossil fuels in 2023. (Jones, 2024)
When it comes to Ovo Energy, their fuel mix includes 35% of fossil fuel and 65% renewable energy (Citizens Advice, 2024) compared to competitors British Gas who uses 19% of fossil fuels, 26% of nuclear and 54% renewable. (Citizens Advice, 2024)
When it comes to solar panels, studies show that 191,524 solar panel systems were installed within the UK, this was seen as a record number of domestic green energy installations. (Absolute Solar, 2024)

	Threat of new entry
	Within the United Kingdom, the energy renewable market has been growing rapidly throughout the years, the UK government have now announced their target of reaching net-zero emissions by 2050. (CBM, 2024) When it comes to Ovo Energy, their mission is to become net zero by 2035, with their 3 focus areas being climate, customers, and culture. Each focus areas have measurable targets to help keep them on track towards their net zero goal. (Ovo Energy, 2024)
When it comes to the ability to differentiate through innovative services and offerings, Ovo Energy have introduced a service called “Ovo Beyond”. This service helps customers monitor and reduce their energy usage with technology. (CBM, 2024) With having this service, it can make customers want to switch to Ovo Energy due to their innovative to carve out niche markets.



After reviewing Michael Porters five forces, it clearly shows that when it comes to competitive strategy as an organisation is to find a position in the industry where the company can best defend itself against these competitive forces or can influence them in its favour. (Porter, M 1998). When it comes to customer care, it is cruical for big organisations such as, Ovo Energy to ensure their existing customers are continued to feel valued and appreciated, as shown above, it is extremely easy for UK customers to switch energy suppliers if needed. The framework also shows that with how technology is growing more and more each year, it is important for Ovo Energy to keep on top with the technology and competitors may become a step ahead of them which can result in Ovo losing existing customers. 

When it comes to big organisations, sustainable business strategy is a cruical way of helping address some of the world’s most pressing problems, within the business strategy can include topics such as climate change. (Chladek, 2019). This means that it is cruical for Ovo Energy to continue promoting sustainability as it can have an impact on their organisation and customer care. Sustainability is about the vision of providing a meaningful quality of life for the billions of people who inhabit this planet now and within the future. (Stead et al, 2017), when it comes to Ovo Energy, they take pride in their sustainability and their mission to become net-zero by 2035. After reviewing Ovo Energy’s sustainability report, it shows what they are doing in terms of sustainability and customer care. For example, Ovo Energy announced they have launched new products to reward their existing customers, these products include heat pumps to be offered to all existing Ovo customers and have also launched solar panels to help people cut bills and carbon by powering their homes with clean energy from the sun. (Ovo Energy, 2023). Having this sustainability report as public access, it is a great way for existing customers or potential new customers to see what Ovo Energy is doing to implement sustainability and what they have done throughout the year. This can also have a positive impact on Ovo Energy as people who are deciding between energy suppliers may compare Ovo Energy to a different energy supplier and use the sustainability reports to see who is more sustainable.

It is also cruical for a business to have innovation in order to be successful, when it comes to Ovo Energy, when the employees interact with their users and customers, innovation often increases. (Dess et al, 2024). This is due to how Ovo Energy interact and successfully communicate with their existing customers, by promoting new products or new tariffs to existing customers can increase innovation. 	For example, communication should be encouraged across all departments and between managers and employees (Dess, et al 2024) By encouraging communication can lead to increase quality of customer care and an increase in innovation. 



Conclusion 

Customer care is a vital part of keeping an organisation successful, even though Ovo Energy has faced many challenges which include having to pay £2.7 million in compensation to existing customers due to the lengthy waiting times, cost of living crisis which included inflation for many customers and COVID-19 which resulted in Ovo Energy having to let go 2,600 of their employees, Ovo Energy have bounced back and are still currently the 6th best energy supplier within the UK, with their Trustpilot reviews customers claimed to either be “satisfied” or “extremely satisfied” with Ovo Energy’s services show that they do value their customers.
After reviewing all frameworks used in this report, it clearly shows that it is cruical for Ovo Energy to keep on top of their customer care by responding within a certain time frame, especially with customers such as British Gas responding to their customers a lot quicker. With how easy it is to switch energy suppliers due to there being 22 energy suppliers in the UK, it is important for Ovo to value their existing customers to ensure they do not switch to a competitor. With technology ever-growing, it is also important for Ovo to ensure to keep on top of the new and upcoming technology to have a competitive advantage when it comes to their biggest competitors. 

Recommendations 

· Keep on top of customer care which includes responding to customers as quickly as possible to ensure customers do not feel disvalued and change energy suppliers.
· Improve customer value by retrieving customer feedback and acting upon that to ensuring customers feel valued and listened too. 
· With technology ever-growing, it is important for Ovo Energy to keep on top of the technology in order to maintain competitive advantage.
· Keep on top of sustainability can updating the sustainability report to show to new and existing customers what is being done throughout the years to achieve the goals of net-zero. 
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