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John Dwane, Customer Operation Manager 
Colm Ó Raghallaigh, Payments Manager 
 
Thank you, Cathaoirleach and to the wider Committee for the opportunity to share our thoughts and 
views in relation to the exit of KBC and Ulster Bank from the Irish Market and its impact on our 
customers.  
 

Implications for customers of KBC and Ulster Bank exit 
As the Committee is aware, in February 2021 Ulster Bank announced its intention to exit the Irish 

market.  KBC Ireland announced their intention to exit in April 2021. 

In Q1 and Q2 2022 respectively, KBC Ireland and Ulster Bank advised Creditors and Direct Debit 

Originators (DDO), including Electric Ireland, that they were preparing to write to their customers on 

a phased basis to inform them they would have six months from the date of that correspondence to 

close their account(s) with the bank. We understand that whilst this process has begun there are still 

a significant number of letters that have yet to be issued from the exiting banks.  

On receipt of this letter, customers of both KBC Ireland and Ulster Bank will be prompted to open new 

bank accounts with another credit institution and to arrange to have any existing Direct Debits, 

Standing Orders or recurring Card Payments re-established. Of course, customers are entitled to 

change banks at any time for any reason.   

As we understand it, there are two mechanisms through which customers, or their current bank, can 
provide new bank details to a Creditor / new Direct Debit Originator such as Electric Ireland after 
opening their new bank account: 
 

i) Customers can update the new bank account details themselves by directly contacting 
Electric Ireland (i.e., online, telephone or by post), or alternatively 

ii) Customers can utilise the Central Bank of Ireland (CBI) Code of Conduct on the Switching 
of Current Accounts with Credit Institutions (known as the “Switching Code”).  
 

The CBI Switching Code requires the customer’s current bank (i.e., KBC or Ulster Bank) to write to the 

existing Direct Debit Originators such as Electric Ireland and notify them of the customers’ new bank 

account details. The system in place for this notification is currently paper-based.  

This CBI Switching Code was designed for individual bank account switchers under normal business as 

usual switching volumes. In our view and experience, it was not designed for bulk account switching 

activity resulting from banks exiting the Irish market.    

 



 

2 
 

Electric Ireland Customer Position  
In a normal year, Electric Ireland receives and processes approximately 2,000 Direct Debit amendment 

forms.  We would consider this to be Business as Usual (BAU) switching activity and it encompasses 

activity from every bank within the Irish market. 

Electric Ireland currently has a significant number of both residential and commercial customers 

paying their energy bills through either their KBC or an Ulster Bank account. Some of these customers 

have both electricity and gas accounts or multiple accounts with Electric Ireland.  

The number of Electric Ireland residential or commercial (SME) customers paying by Direct Debit (DD) 

through Ulster Bank and KBC at present is as follows :  

Ulster Bank 52,821 

KBC 11,573 

Total number of customers 64,394 

 

Some of these customers may have more than one account, so the overall number of Electric Ireland 
accounts affected is  
 

Ulster Bank 68,408 

KBC 17,508 

Total number of accounts 85,916 

 
 
In addition, there are approximately 400 large Industrial customers paying by direct debit through 
either KBC or Ulster Bank.  
 
The priority for Electric Ireland is to minimise the potential impacts and inconvenience to our 

customers by providing a smooth transition and an easy mechanism for customers to update their 

bank details once they have opened their new bank account. We are mindful that our customers may 

have several distinct Creditors / DD Originators and Payment Organisations who they will need to 

notify their new bank account details. This is a shared issue for all Creditors, in addition to Payment 

Organisations.   Electric Ireland is committed to update all bank details received regardless of how the 

updates are submitted. 

 

Energy Industry Parallel 
We are fortunate that, within our industry sector, the Commission for Regulation of Utilities (CRU) has 

established an automated and digital solution to transfer customers of any Energy Supplier who is 

leaving the market.   This process is called the Supplier of Last Resort (SOLR) process.   Under this 

process, customers of an energy supplier exiting the market do not have to take any action 

themselves, as they are automatically transferred to an alternative supply company as designated by 

CRU.   All customer data is digitally transferred between the supplier that is exiting the market and the 

recipient supplier who is accepting the transferred customer.  Under this process, after a 

predetermined amount of time (usually a month), transferring customers can opt to move to an 

alternative supplier of their choosing in a timeframe that suits them and when they have had time to 

consider their options.  
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We understand that both KBC and Ulster Bank mortgages are being dealt with in a similar way to this. 

However, the automated transfer does not extend to other customer arrangements - such as Direct 

Debits and Standing Orders. Therefore the onus is on customers to take the initiative to re-initiate the 

arrangements or utilise the paper-based CBI switching code.     

Electric Ireland has been proactively preparing for the impact of the banks’ exit as information has 

become available and has been engaging with all relevant fora.  In January 2022, we established a 

team to explore what issues might arise. In February, we commenced a monthly internal reporting 

process to  

- monitor customer migrations,  
- track issues, and  
- simplify and resolve any issues arising. 

 

To date we have successfully migrated more than 4,000 customers from the exiting banks to the ‘new’ 

bank chosen by the customer on their request. We have also modified our processes in line with 

experience gained to date to further streamline the experience for customers who will be in the same 

situation in coming months. 

Our team stands ready - as the departing banks ramp up their own customer communications 
regarding the closing of their accounts - to proactively communicate with our own impacted 
customers to explain how they can update their bank details as quickly and easily as possible. Electric 
Ireland will also make arrangements to support and assist our registered vulnerable customers or 
those that may not have updated their bank details with Electric Ireland as the transitionary period 
draws to a close. 
 
While we will work to ensure that the switching experience runs as smoothly as possible, we remain 
concerned at the paper based Central Bank of Ireland switching code and that customers may not 
open new bank accounts and inform us in a timely manner. However, Electric Ireland want to assure 
committee members that we will be firmly focussed on ensuring that that are no energy-supply 
related interruptions for our customers as a result of the departure of KBC and Ulster Bank.  
 
Our ask of the Committee would be that - if or when you encounter any customers impacted by this 
issue - that you:  

1. Encourage them to open a new bank account as soon as possible 
2. Ask them to notify us of their new bank account details in one of the following ways : 

a. On our website using the relevant link  
Personal / Residential Customers:  Sign up for Direct Debit - Electric Ireland 
Business Customers: Business Online | Electric Ireland Business  

b. By phonecall, to our Customer Call Centre on 1800 372 372 or  
c. By post: Electric Ireland, PO Box 12523, FREEPOST, Dublin 9. 

 
 

From our perspective, it would have been preferable if an automated or digital solution were deployed 

(such as our industry SOLR process as described above), as we have significant numbers of customers 

with both KBC and Ulster Bank. It follows that we will now have large numbers of customers looking 

to make these changes to their payment arrangements at the same time – many multiples of the 

annual activity we would normally experience in processing direct debit and standing order 

arrangements and in a more concentrated period of time. In this context, our focus will be to issue 

clear communications to advise our customers of the electronic means by which they can update their 

data with us on our website. Hopefully, this will – in turn - minimise the number of “manual” direct 

https://www.electricireland.ie/residential/online-services/sign-up-for-direct-debit
https://businessonline.electricireland.ie/?_ga=2.109458693.1852028623.1647438020-827252164.1645434415


 

4 
 

debit mandates being submitted through the existing cumbersome and paper-based bank switching 

process. 

 

Electric Ireland Customer Support and Arrangements 
In summary, Electric Ireland will aim to promptly update all new bank account details received for our 

customers, irrespective of the route through which they come to us. As stated, we are clear on which 

of our customers transact with us via KBC and Ulster Bank and are entirely focussed on ensuring that 

our customers do not experience any service interruptions as a result of this process.   

Over the coming months, we will continue to work with the respective banks and will issue our own 

customer communications so that customers changing bank details can do so with minimum 

disruption from an Electric Ireland point of view. We will also provide assurance to our customers 

impacted by these circumstances that they will not be at any risk of loss of supply should they 

experience difficulties or delays during the banking transition. We will stay close to our customers 

throughout this process to ensure that any concerns arising can be addressed.   

Electric Ireland continues to engage with KBC, Ulster Bank and the Banking and Payments Federation 

of Ireland (BPFI) to assist in raising customer awareness on the steps they may have to take and to 

support a smooth transition for customers as they change their bank.  

 

Thank you. 

 

 

 

 

 

 

 

 

  


