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 74% had never switched gas supplier for the same reason, which is consistent with the 
2022 Tracker.  

 25% of electricity and 18% of gas customers said they were likely to switch their supplier 
in the next 12 months. 

 Internet access and confidence using the internet appears to influence the likelihood of 
comparing energy deals and of switching:  

- Almost all (98%) of those with internet access were aware they could choose between 
electricity suppliers;  

- 58% of those who are confident internet users said they had compared electricity deals 
compared to 35% who are not confident; and  

- Over half (54%) of those who have internet access had switched electricity supplier at 
least once in contrast to 17% of those without internet access. 

 

Payment difficulties 

 The proportion of respondents who sometimes struggle to pay their electricity bills has 
decreased from 39% to 33%:  

- The proportion who often or always struggle to pay has remained the same (4%).  
 For gas, the proportion of consumers who sometimes struggle to pay has increased from 

33% to 36%:  
- However, the proportions who often or always struggle has decreased from 7% to 5%. 
 20% of respondents with a prepayment meter reported that they had run out of money on 

their meter and had gone without electricity over the past year,  
- These figures are similar to those obtained in 2022, in which 18% with a prepayment 

meter had gone without electricity. 
 9% of consumers reported that they have had to delay or go without other essentials so 

that they could pay for electricity, a reduction from 11% in 2022.  
 10% reported delaying or going without other essentials to pay for gas.  This is consistent 

with results from the 2022 Tracker. 
 71% of respondents have reduced their electricity usage over the last year, which 

represents a decrease from 85% in the 2022 Tracker. 6% had borrowed money to pay 
their electricity bills, the same as in 2022.  

 This was also true for gas customers, with 71% reducing their usage (compared to 87% in 
2022) and 10% borrowing money to pay their bill (8% in 2022). 

 

Consumer protections 

 Over half (55%) of respondents were aware that energy suppliers have obligations to 
protect them. This represents an increase from 51% in 2022. 43% were not at all aware of 
these obligations. 

 Four in five (80%) respondents who were aware of these obligations said that they would 
know how to make a complaint if their energy supplier was not meeting these obligations, 
compared to 68% in 2022. 
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Support services 

 48% of respondents were not aware of the special services offered by energy companies 
to consumers who are vulnerable or who require extra support. This compares to 58% who 
were not aware of these services in 2022. 

 3% were signed up to or had utilised some of the support service offered by energy 
companies. 

 The majority (96%) of those in the high or medium vulnerability group had not signed up 
to utilise any of the support services offered by energy companies. 93% who have or live 
with someone who has a disability or illness also had not signed up for any of these support 
services.  

 One third (32%) were aware of the services for vulnerable consumers that NI Water 
provides, an increase from 18%. 

 
Conclusions and recommendations 
Energy costs remain high but stable 

The amount that domestic consumers report spending on their electricity and heating has 
remained consistent with the 2022 findings following a steep increase from the 2021 Tracker. 
In 2021, 13% of respondents paid £100 or more per month for their electricity, with this rising 
to 43% in both 2022 and 2023. The 2023 Tracker did however see an increase in the 
proportion of respondents spending £150 or more per month from 12% in 2022 to 16%. In 
terms of the amount spent on heating, the proportion of respondents paying at least £100 per 
month has fallen from 44% in 2022 to 41% (although this is significantly higher than the 12% 
observed in the 2021 Tracker), while those that are unsure has remained consistent at 21% 
(compared to 22% in 2022). For gas customers, the proportion of respondents spending £100 
or more has decreased from 48% in 2022 to 42% in 2023, however this remains high when 
compared to 9% in 2021.   
 
The proportion of domestic consumers that ‘sometimes’, ‘often’, or ‘always’ struggle to pay 
their electricity bills has fallen since 2022. 37% reported they have struggled to keep on top of 
their electricity bills over the past 12 months, compared to 43% in 2022. However, the 
proportion that struggled to keep on top of their gas bill has remained consistent with the 
previous tracker, with 41% reporting they that ‘sometimes’, ‘often’, or ‘always’ struggle to pay 
their gas bills, compared to 40% in 2022. It should be noted that the proportion of consumers 
that were ‘always’ able to keep on top of their electricity bills has increased from 56% to 63%, 
which may explain why fewer domestic consumers reported having to reduce their electricity 
usage (85% in 2022, compared to 71% in 2023). While the proportion of gas consumers that 
are ‘always’ able to pay for their bill has remained similar to the previous tracker, there were 
also fewer respondents that reported having to reduce their gas usage (87% in 2022, 
compared to 71% in 2023). 
 
Following on from the 2021 and 2022 Trackers there has been a further reduction in support 
amongst domestic consumers to pay extra on their bill for projects to protect the environment, 
for providing extra help for vulnerable consumers, and for improving the reliability of the 
network. This suggests that domestic consumers may struggle to cope with any further 
increases in their energy bills. 
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With the incidence of customers self-disconnecting from their energy supply, delaying getting 
other essentials to pay for energy, and borrowing money to pay energy bills remaining 
consistent with the 2022 Tracker, it would appear that while most domestic consumers have 
been able to adapt to higher energy costs, there is a section of customers for whom energy 
remains unaffordable.  
 

35 to 44 year olds struggling most with rising costs 

Respondents aged 35 to 44 were the age group who were most likely to spend at least £100 
on their electricity (55%) and on their heating (51%). This may explain why this age group are 
more likely to struggle with keeping on top of their bills. 47% of respondents in this age group 
reported that they ‘sometimes’, ‘often’ or ‘always’ struggled to stay on top of their electricity 
bills over the past 12 months, while half (50%) said this about their gas bills. Respondents 
aged 35 to 44 were also more likely to have gone without or delayed getting other essentials 
to pay for their electricity and were joint most likely with those aged under 35 to say they had 
borrowed money to pay their electricity bills. The findings also suggest those aged 35 to 44 
were more likely to have more negative experiences with their energy supplier, with this age 
group the most likely to: distrust their electricity and gas supplier to treat them fairly and to 
give them a fair price; to be dissatisfied with the overall service they receive from their gas 
supplier; and to be not confident that they are on the best electricity or gas deal available. 
 
With 35 to 44 year olds appearing to struggle more with their energy bills and to have had 
more negative experiences with their energy supplier, there is evidence to suggest they take 
a more proactive approach to ensuring they are on the best deal for them. Respondents in 
this age group were among the most likely to have switched their electricity supplier at least 
four times and to say they were likely or very likely to switch supplier again in the next 12 
months. However, while respondents in this age group were most likely to recall in what form 
they receive correspondence from their electricity supplier, they were also the most likely to 
report not reading or opening this correspondence.  
 

Most deprived areas have similar energy spend to least deprived 
areas, but are more likely to show signs of struggling 

As seen in the 2022 Tracker, there was little difference in electricity spend between 
respondents living in the most deprived areas and those living in the least deprived areas 
(although those in the most deprived areas were less likely to spend £100 or more per month 
on heating). Despite this, those in the most deprived areas were more likely to: sometimes 
struggle to pay their electricity bill; have to delay or go without getting essentials to pay for 
electricity; and borrow money to pay for their electricity and gas bill.  
 
These findings are concerning due to the lack of engagement exhibited by consumers living 
in these areas, with those in the most deprived areas also more likely to: be unsure about what 
form they receive correspondence from their energy supplier; and more likely to say they never 
receive any correspondence or report reading the correspondence. This lack of engagement 
was also evident in their approach to switching energy supplier. Respondents living in the 
most deprived areas who had switched electricity supplier were more likely to have done so 
after being approached by a doorstep seller, while those who had not switched were more 
likely to say this was because they felt they were on the cheapest option already. While there 
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were no significant differences in terms of being aware of the choice of electricity suppliers or 
in comparing electricity deals, it is important that those living in the most deprived areas are 
aware of the choices available to them, and so the Utility Regulator may wish to explore ways 
in which engagement with and understanding of energy deals can be increased amongst these 
consumers.  
 

Prepayment meter customers 

The prevalence of prepayment meters in domestic consumers homes has continued to 
increase. 47% now have a prepayment meter for electricity compared to 39% in 2021 and 
43% in 2022, while 69% have a gas prepayment meter, compared to 57% in 2021 and 59% 
in 2022. The majority of electricity (96%) and gas (97%) consumers who use a prepayment 
meter are content to remain using this method. Convenience was the most often cited reason 
for having a prepayment meter for both electricity (78%) and gas (75%) consumers, followed 
by to monitor energy use (33% for electricity and 34% for gas).  
 
Respondents who have a prepayment meter for electricity or gas were more likely than credit 
customers to be unaware of in what form they receive their correspondence, more likely to 
say they have not received any correspondence and less likely to read the correspondence 
that they received. This is to be expected since consumers with a prepayment meter are likely 
only to receive an annual statement or notices around tariff increases rather than regular 
correspondence from their supplier. In contrast, respondents with a prepayment meter were 
more likely than those who have a credit meter to have switched their electricity or gas 
suppliers.  
 
Those who have a prepayment meter were more likely to report that they sometimes struggle 
to pay their electricity or gas bill and were more likely than those with a credit meter to have 
borrowed money to pay their electricity bills. 20% of respondents with an electricity 
prepayment meter had run out of money on their meter and gone without electricity in the past 
year. These difficulties may explain why customers on a prepayment meter are more likely to 
be ‘switchers’ as they are more encouraged to find the best deal. Nevertheless, with 
prepayment customers more likely to be unaware of energy supplier’s consumer protection 
obligations it is important for them to be fully aware of the details of their current contract. 
 

Decreased engagement with correspondence 

The Domestic Tracker in 2022 found that consumers were more likely than in the previous 
Tracker in 2021 to engage with correspondence from their energy suppliers. In 2023, however, 
the proportion of respondents that could not recall in what form they received correspondence 
from their energy supplier increased from 11% to 19% for electricity customers, and from 18% 
to 27% for gas customers. The proportion of respondents that said they glanced at or read 
their correspondence in full has also fallen from 77% to 66% for electricity customers and from 
70% to 64% for gas customers between 2022 and 2023. Those that suggested they had not 
received any correspondence also increased from 13% to 21% for electricity customers and 
22% to 28% for gas customers. With regards to their energy contract and choice of suppliers, 
89% of domestic consumers are now completely aware that they have a choice between 
electricity suppliers, compared to 83% in 2022. Over half (53%) of domestic consumers have 
also compared their electricity deal, compared to 54% in 2022.  
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Despite the decreased engagement with energy suppliers, domestic consumers are now more 
likely to have switched their electricity supplier. 51% have switched electricity supplier at least 
once, compared to 44% in 2022, with the proportion that switched in the last three years also 
increasing slightly from 69% to 71%. However, it was electricity switchers that were more likely 
to show engagement with their supplier. Switchers (those who had switched supplier in the 
last three years) were more likely to have said they read the last piece of correspondence they 
received from their supplier and were more likely to have compared electricity deals and agree 
that having a choice between suppliers gives access to better deals. It may therefore be this 
greater engagement that has given electricity switchers more motivation to check that they are 
on the best deal when compared with non-switchers, and so the Utility Regulator may 
therefore wish to explore ways in which the benefits of increased engagement with energy 
suppliers can benefit domestic consumers. 
 

Passiveness in rural areas 

Rural domestic consumers have continued to have a more static approach to their energy 
contract, with 43% reporting that they had switched their electricity supplier and 27% of those 
who had switched doing so within the past year. This compares to 56% of urban customers 
who have switched and 39% that have done so in the past year. This could be explained by 
rural customers showing less interest in comparing electricity deals, or by them being less 
aware that they have a choice of suppliers. However, an alternative explanation could be found 
when looking at the ways in which domestic consumers switch their supplier. 45% of urban 
respondents who had switched had done so through a doorstep seller, compared to 24% of 
rural respondents. Rural consumers could therefore be less aware of their options as they do 
not receive as many (or any) direct approaches to switch their supplier. 
 

Impact of self-disconnection2 on trust and overall satisfaction with 
energy supplier 

20% of domestic customers with a prepayment meter and 3% with a credit meter had gone 
without electricity at least once over the past year. This appears to have impacted the trust 
these customers place in their energy supplier. One quarter (26%) of those who had gone 
without electricity did not trust their supplier to treat them fairly, while one third (33%) did not 
trust them to provide a fair price. This has also impacted on overall satisfaction, with under 
one fifth (17%) of those who had been self-disconnected from their supply reporting 
dissatisfaction with their energy supplier.  
 
In addition to this, 31% of domestic consumers who had experienced self-disconnection were 
not confident they were on the best electricity deal. These negative perceptions may therefore 
explain why such respondents were more likely to have switched their electricity supplier. 
Three in five (58%) of those who had experienced self-disconnection had switched their 
supplier at least once, compared to half (50%) who had not experienced self-disconnection 
from their electricity supply. This further emphasises the need for domestic consumers to be 
aware of how to compare energy deals and determine which deal works best for their current 
circumstances. 

 
2 Self-disconnection refers to respondents who have gone without electricity or gas because the cost 
was too high or because they had ran out of credit on their prepayment meter. 
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Awareness of supplier obligations remains low in vulnerable groups 

There has been a further increase in the awareness of energy supplier’s obligations to protect 
consumers. In 2021, one quarter (25%) of respondents were completely aware of these 
obligations, with this increasing to 35% in 2022 and 39% in 2023. There has also been an 
increase in the proportion of domestic consumers that know how to make a complaint if they 
felt these obligations were not being met. In 2021, two thirds (66%) said they would know how 
to go about making such a complaint, with this increasing slightly to 68% in 2022, and then to 
80% in 2023. However, several subgroups who would be considered as being potentially 
vulnerable were more likely to not be aware of these obligations, including: 
 
∙ Those in the C2DE socioeconomic group compared to those in the ABC1 group; 
∙ Those who privately rent compared to those who own their home; 
∙ Those who have children living in their household compared to those who do not; and 
∙ Those who have self-disconnected from their electricity and gas supply compared to those 

who have not. 
 
The Utility Regulator may therefore wish to explore the best methods of increasing awareness 
of energy supplier’s obligations amongst these subgroups. 
 

Low awareness and usage of support services aimed at vulnerable 
consumers 

Awareness of support services offered by energy companies has continued to grow. In 2021, 
one fifth (20%) of respondents knew about the services offered, with this rising to 29% in 2022 
and then to over one third (36%) in the 2023 Tracker.  However, despite the increased 
awareness overall, respondents identified as having a disability or illness or as being 
vulnerable were less likely to be aware, and so uptake of these services remains low amongst 
those who could potentially avail of them. Only 4 of the 36 respondents, who are dependent 
or live with someone who is medically dependent on electricity, had signed up for NIE 
Networks’ Critical Care Register (inferences should not be drawn from this finding alone due 
to the low base), while 99% of those in the high and medium vulnerability group were not 
signed up to their supplier’s Customer Care Register. 
 
The 2023 Tracker also examined awareness and uptake of NI Water’s support services, and 
while awareness about these services has increased from 13% in 2022 to 23%, two thirds 
(67%) of respondents said they did not know about the services. Again, those respondents 
who could potentially avail of such services were more likely to be unaware of what they are. 
 
As vulnerable domestic consumers were amongst the most likely respondents to report going 
without or delaying the purchase of essentials and to have had to borrow money to pay their 
electricity bills, it is important that they are fully aware of any support services that are available 
to them to help alleviate any energy pressures they face. Vulnerable customers remain less 
likely to be internet users or to be confident internet users, and so the Utility Regulator should 
consider alternative methods of increasing awareness.  
 



  
 10  

 

Customers without access to the internet may be missing out on 
vital consumer information 

Domestic consumers with no access to or lacking confidence in using the internet continue to 
show lower engagement with their energy contract, particularly in relation to switching. Those 
without access to the internet were more likely to be unaware they have a choice of electricity 
suppliers, while those who were not confident internet users were less likely to indicate 
confidence in their electricity deal (although there was no significant difference between those 
who said they were not confident with their deal). Domestic consumers who do not have 
internet access and who are not confident internet users were less likely to have compared 
their electricity deal. Therefore, it is not surprising that these customers were also less likely 
to have switched their electricity supplier while also being more likely to say they would not 
switch their supplier in the next year. 
 
The lower engagement amongst older domestic consumers may also be explained by their 
tendency to not use the internet or not be confident internet users. Over one quarter (27%) of 
those aged 65 and older indicated they do not have any access to the internet, while 46% 
reported being not confident as an internet user. Along with those who would be considered 
vulnerable, deprivation was also an indicator of digital inclusion. 11% of those living in the 
most deprived areas do not have internet access, while 19% did not think of themselves as 
confident internet users. This compares to 5% of those in the least deprived areas who do not 
have internet access and 10% who are not confident internet users. It is therefore important 
for energy suppliers to ensure that those consumers who are digitally excluded are kept fully 
informed of their energy deal and of any possibilities to improve on it. 
 

Low uptake of renewable energy sources 

8% of respondents reported that they use renewables or low carbon technologies (LCTs) for 
electricity or heating in their home. With regards to heating specifically, fewer than 10 
respondents indicated that they use renewable energy sources or LCTs.  
 
The proportion of domestic consumers that have recently incorporated energy efficiency 
measures has fallen since the previous Tracker. 37% of respondents in 2022 said they had 
put energy efficiency measures in place in the last three years, with this falling to one quarter 
(26%) in 2023. However, those who had not installed such measures in the last three years 
were now more likely to have installed them more than three years ago, suggesting that having 
these measures in place has now become the norm for many domestic consumers.   
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2. Introduction 
 

Background 
The Utility Regulator is the independent non-ministerial government department responsible 
for regulating Northern Ireland’s electricity, gas, water and sewerage industries. The Utility 
Regulator works to deliver a number of key statutory objectives including, to protect the short 
and long-term interests of electricity, gas, water and sewerage consumers with regard to price 
and quality of service. 
 
To support its mission, the Utility Regulator has identified a need to better understand the 
domestic energy consumer perspective in Northern Ireland, in line with best practice, through 
direct interaction and statistically robust research with the segment. In August 2022, the Utility 
Regulator commissioned Perceptive Insight, an independent market research company, to 
conduct the third and fourth phases of a Tracker survey to measure consumer engagement, 
experience and attitudes on a number of areas within the domestic energy markets in Northern 
Ireland.  
 

Alignment with Utility Regulator’s Corporate Strategy and Consumer 
Protection Programme 

The research conducted through the Domestic Tracker aligns to the themes in both the Utility 
Regulator’s Corporate Strategy 2024 - 2029 “Protecting Consumers on the way to Net Zero” 
and Consumer Protection Programme 2024 - 2029.  
 
The survey outcomes will be used to measure progress against key objectives in the UR 
Corporate Strategy under the heading “providing the highest level of consumer service and 
protection” where UR aims to produce “measurable improvement in customer service 
experience for consumers” and to “produce more evidence-based research to enable positive 
policy outcomes for current and future consumers”.  
 
The Consumer Protection Programme 2024 - 2029 consists of three main themes, with the 
Domestic Tracker being a key workstream under the theme of “Research and Leadership”. 
The outcomes of this research will inform and enable the work planned under the remaining 
themes of “Enablement” and “Protection”. 
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Figure 1: Overview of the Utility Regulator’s Corporate Strategy 2024-2029 

Figure 2: Overview of the Utility Regulator’s Consumer Protection Programme 2024-
2029 
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Research aims & objectives  
 
 
 
 
 
 
The aims of the research were as follows: 
∙ To measure consumer engagement, experience and attitudes in the domestic markets in 

Northern Ireland; and 
∙ To highlight the issues that impact this consumer group and track how these may have 

changed over time based on the findings from the 2022, 2021 and 2019 baseline Tracker 
surveys. 
 

This is a follow-up survey to the 2019, 2021, and 2022 Domestic Trackers. Comparisons 
between the results obtained in this survey have been compared with those from previous 
years where appropriate.  While interviewing for the 2021, 2022 and 2023 Domestic Trackers 
were carried out by telephone, the 2019 Tracker was conducted using a face-to-face 
methodology. This should be considered when interpreting any differences in results between 
the two Trackers. 
 

Report structure  
The report begins with an overview of the survey methodology and an outline of respondent 
demographics. The subsequent sections explore each of the survey themes as follow: 

∙ Heating types and current energy supplier; 
∙ Payment; 
∙ Interaction with energy suppliers; 
∙ Complaint handling; 
∙ Switching; 
∙ Payment difficulties; 
∙ Consumer protections; and 
∙ Support services; 
   
Percentages cited in this report were calculated using unrounded figures then rounded to the 
nearest whole percent. Percentages for categories in the charts therefore may not sum to 
100% due to rounding. Percentages cited that combine multiple response categories may not 
be equal to the sum of the rounded percentages for these categories. Where relevant 
statistically significant results exist at the 95% confidence level, these are clearly highlighted. 
Margin of error breakdowns are included at Table A3 in Appendix A. For data protection 
purposes, counts of less than five are not referenced in the main report and are suppressed 
in the supporting tables. The report concludes by highlighting areas for further consideration 
and with possible implications for the Utility Regulator Corporate Strategy.  

  

The research objective was to conduct a statistically robust and repeatable survey with 
domestic energy consumers in Northern Ireland to provide tracking data for planning and 
activity under the Utility Regulator’s Corporate Strategy 2024 - 2029 and Consumer 
Protection Programme 2024 - 2029.  
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3. Methodology 
 
This section provides an overview of the approach taken in the design and implementation of 
the survey research. For a more detailed description of the methodology, please see Appendix 
A.   
 

Approach  
Perceptive Insight undertook a statistically representative survey of domestic energy 
consumers in Northern Ireland using a telephone interviewing methodology. Interviewing took 
place during October 2023 and November 2023, with each interview taking, on average, 15 to 
20 minutes to complete. Interviewing was carried out in compliance with the UK GDPR 2018 
and the Market Research Society Code of Conduct.  
 

Questionnaire design 

The questionnaire was designed in collaboration with the Utility Regulator project team and 
was initially based on the 2019 Tracker questionnaire. The questionnaire is reviewed each 
year and minor changes may be made to either add new questions or to remove.  A copy of 
the questionnaire is included at Appendix C. 
 

Sample design 

The sampling frame for the study was all domestic households in Northern Ireland (NI). The 
inclusion of a question at the start of the survey ensured that interviews were conducted with 
the household member that has the sole or joint responsibility for bill payment.  
 
To ensure that the survey was representative of NI households, a stratified sampling approach 
was implemented.  Quotas were set based on Census data and mid-year population estimates 
for: 
∙ Age; 
∙ Gender; 
∙ Socio-economic group; 
∙ Urban/rural location; and  
∙ Local council area. 
 
Consumers with prepayment meters (PPM) 
At the planning stage of the project, it was noted that 45% of electricity customers and 62% of 
gas customers use prepayment meters. Although no formal quotas were set, the percentage 
of respondents with PPMs was monitored throughout project implementation to ensure good 
representation of these sub-groups. 
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Quintiles of deprivation 
Using the Northern Ireland Multiple Deprivation Measure (2017)3 we assigned each 
respondent, based on their postcode, to one of five quintiles of deprivation.  Again this was 
monitored throughout project implementation to ensure good representation alongside other 
factors including location by local council and housing tenure. 

 
Definitions 

Throughout the report we examine the statistical significance of any differences observed 
within the various subgroups represented in the data. Included in these groups are ‘switchers’ 
and domestic consumers that are considered to be vulnerable.  
 
Socioeconomic group 
Respondents were grouped into two socioeconomic groups based on the occupation of the 
highest earner in their household. Respondents that fall into the ABC1 classification involve 
those in non-manual professional jobs, while those in the C2DE group have manual jobs which 
are either skilled, semi-skilled or unskilled. The C2DE group also comprises of respondents 
who are unemployed and do not have a regular income. Respondents who were retired and 
in receipt of a pension were grouped based on the job they held before retirement. 
 
Switchers 
Respondents were asked whether they had switched their energy supplier and, if so, when 
was the last time they had switched. The Consumer Council of NI considers domestic 
consumers to be ‘sticky’ if they have not switched suppliers within the last three years and so 
may require more encouragement to switch in the future4. For the purpose of this report, 
respondents that are referred to as ‘switchers’ have switched their energy supplier in the last 
three years, while ‘non-switchers’ are those who have either never switched or have not 
switched in the last 3 years. These criteria were also used in the 2022, 2021 and 2019 
Domestic Trackers, which allows for comparisons over time. 
 
Disability or illness 
Respondents were classed as having a disability or illness if they or anyone in their household 
had any of the following: 
∙ Chronic/serious illness; 
∙ Medically dependent equipment oxygen use; 
∙ Physical impairment, including being unable to answer the door; 
∙ Blind or partially sighted; 
∙ Hearing/speech difficulties, including deaf; 
∙ Dementia; 
∙ Developmental condition; or 
∙ Mental health. 
 
  

 
3 https://www.nisra.gov.uk/statistics/deprivation/northern-ireland-multiple-deprivation-measure-2017-
nimdm2017 
4http://www.consumercouncil.org.uk/sites/default/files/original/Consumer_Council_response_to_UR_consultation
_on_the_review_of_the_effectiveness_of_competition_FINAL.pdf 
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Vulnerability 
Three levels of vulnerability are identified within the report: 
∙ High vulnerability – includes consumers with a chronic/serious illness; who require the use 

of medical equipment in the home; and require oxygen use; 
∙ Medium vulnerability – includes consumers aged 65 plus; with physical impairments; with 

mental health issues; with visual or hearing impairments; who are unable to answer the 
door; 

∙ Low vulnerability – includes consumers with children aged under 5; who are unable to 
communicate in English; and those who have caring responsibilities for another member 
of their family. 

 
For the purpose of this report, those respondents in the ‘high’ and ‘medium’ vulnerability 
category are grouped together, while those in the ‘low’ vulnerability group and those with no 
vulnerabilities will be considered separately.  This approach replicates that taken for the 2019, 
2021 and 2022 Domestic Trackers. 
 

Self-disconnection 
Self-disconnection refers to respondents who have gone without electricity or gas because 
the cost was too high or because they had run out of credit on their prepayment meter. 
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Respondent demographics 
Age, gender, SEG and location 

The table below indicates the final survey responses achieved by age, gender, socio-
economic group and location. 5 

STRATIFICATION VARIABLE  ACHIEVED NO. ACHIEVED % 

Age (HRP) 

18 - 34 215 14% 

35 - 44 263 18% 

45 - 64 572 38% 

65 and over  422 28% 

Prefer not to say 30 2% 

Gender 
Male 730 49% 

Female 771 51% 

Other 1 0% 

SEG6 

ABC1 730 49% 

C2DE 727 48% 

Prefer not to say 45 3% 

Urban/Rural 
Urban 905 60% 

Rural/Mixed 597 40% 

Council 

Antrim and Newtownabbey 120 8% 

Ards and North Down 128 9% 

Armagh City, Banbridge and Craigavon 167 11% 

Belfast 273 18% 

Causeway Coast and Glens 117 8% 

Derry City and Strabane 133 9% 

Fermanagh and Omagh 88 6% 

Lisburn and Castlereagh 120 8% 

Mid and East Antrim 101 7% 

Mid Ulster 123 8% 

Newry, Mourne and Down 132 9% 

Multiple Deprivation 
Measure quintile 

1 – Most deprived 286 19% 

2 299 20% 

3 310 21% 

4 310 21% 

5 – Least deprived 297 20% 

 Total 1502 100% 

 
5Percentages cited in this report were calculated using unrounded figures then rounded to the nearest 
whole percent. Percentages for categories in the charts therefore may not sum to 100% due to 
rounding. Percentages cited that combine multiple response categories may not be equal to the sum 
of the rounded percentages for these categories. 
6The socioeconomic group is based on the occupation of the chief income earner in the household. 
Those in the ABC1 group consist of people working in higher, intermediate and junior managerial, 
administrative, professional occupations. Those in the C2DE group consist of people working in 
skilled, semi-skilled, and unskilled manual occupations, as well as those who are unemployed. 
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4. Heating types and 
current energy supplier 

 
In this section we provide details of the type of energy that consumers have in their home 
and their suppliers.  The section is structured under the following headings: 

∙ Type of energy used to heat the household; 
∙ Intention to switch heating source; 
∙ Energy supplier; and 
∙ Energy efficiency measures 

 

Key findings  
 59% of respondents use oil to heat their homes, followed by 36% who have mains gas 

installed. 
 3% of domestic consumers7 have intentions to switch their home heating method in the 

next three years. 
 Almost all (95%) domestic consumers are aware of who their electricity supplier is. Most 

common were Power NI (51%) and SSE (23%).  
 94% of those with mains gas were able to recall who their gas supplier is. Most common 

were SSE (58%) then Firmus (40%). 
 26% had installed energy efficiency measures in their home within the last three years, 

compared to 37% in 2022. Of those who had not installed energy efficiency measures over 
the last three years, 43% said that their home came with them installed already, followed 
by 34% who had installed them more than three years ago. Loft insulation (69%), cavity 
wall insulation (47%) and double glazing (20%) were the most common measures 
implemented.  

 8% of domestic consumers use renewable energy systems or low carbon technologies in 
their home for heating or electricity. 

 
  

 
7 Where we refer to ‘consumers’ in the report, we are referring to survey respondents. 
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Type of energy used to heat the household 

The following charts provide a breakdown of respondents by the type of energy used to heat 
their household. Respondents who used more than one type of energy to heat their home 
were asked to select the source of heating that they predominantly used.  The source of energy 
most likely to be used was oil with 59% of respondents confirming that they have this in their 
home.  Over one third (36%) reported that they had mains gas, a slight increase from 34% in 
2022. 
 
Figure 4.1 Energy type usage 

 
 
  



  
 20  

 

Mains gas use  
Analysis by sub-group shows significant difference by age and location with those in the 18 to 
34 and 35 to 44 age groups, and those living in urban areas more likely to be mains gas users. 
 
Figure 4.2 Mains gas usage by gender, age, SEG and location 

 
 
The following significant differences in household fuel type were also observed on analysis 
(see table 4.1): 
∙ Respondents aged 65 and over (61%) were more likely to have oil heating in their home 

when compared with those aged 18 to 34 (46%); 
∙ Almost two thirds (64%) of those in the ABC1 socioeconomic group (SEG) had oil heating 

installed, compared to 55% in the C2DE group; 
∙ Respondents living in rural areas (84%) were more likely to have oil heating in their home 

than those in urban areas (43%); 
∙ Those living in the most deprived areas (1st Quintile of Deprivation) (67%) were more likely 

to use mains gas for their heating than all other respondents. Respondents living in the 
least deprived areas (5th Quintile) (54%, compared to 28% in the most deprived areas) 
were more likely to use oil heating; 

∙ Two thirds (67%) of respondents who own their home use oil heating, compared to 52% 
who privately rent and 27% living in social housing; 

∙ Respondents considered to be in the high or medium vulnerability group (40%) were more 
likely to have mains gas installed than those who are not vulnerable (32%); and 

∙ Two in five (42%) of those respondents who would be considered to have or live with 
someone who has a disability or illness have mains gas installed in their home, compared 
to one third (35%) of those who do not have a disability or illness. 
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Table 4.1 Fuel source by demographics, location, deprivation, tenure, vulnerability 
and disability/illness 

    Electricity 
heating 

Mains 
gas 

Oil 
Renewables

/ LCTs 
Other Total 

Overall All  
Base: 1502 3% 36% 59% 0% 2% 100% 

Age 

Under 35  
Base:215 1% 52% 46% - 1% 100% 

35-44  
Base:263 3% 41% 54% 0% 2% 100% 

45-64  
Base:572 3% 30% 65% - 2% 100% 

65 plus 
Base: 422 2% 34% 61% 0% 3% 100% 

SEG 

ABC1 
Base: 730 2% 31% 64% 0% 2% 100% 

C2DE 
Base: 727 3% 41% 55% - 2% 100% 

Location 

Urban  
Base: 905 3% 54% 43% 0% 1% 100% 

Rural  
Base: 597 3% 9% 84% 0% 4% 100% 

MDM 
Quintile 

1 - Most deprived  
Base: 286 3% 67% 28% - 2% 100% 

2  
Base: 299 3% 29% 65% 0% 2% 100% 

3  
Base: 310 3% 21% 73% 0% 3% 100% 

4  
Base: 310 2% 22% 74% - 2% 100% 

5 - Least deprived  
Base: 297 2% 43% 54% - 1% 100% 

Tenure 

Owner occupied 
Base: 1078 3% 27% 67% 0% 3% 100% 

Private rented  
Base: 163 4% 43% 52% - 1% 100% 

Social rented  
Base: 231 1% 71% 27% - 0% 100% 

Vulnerability 

High/medium vulnerability 
Base: 706 2% 40% 56% 0% 2% 100% 

Low vulnerability 
Base: 63 2% 38% 59% - 2% 100% 

Not vulnerable  
Base: 733 3% 32% 62% - 2% 100% 

Disability/ 
illness 

Yes 
Base: 283 2% 42% 55% - 1% 100% 

No 
Base: 1168 3% 35% 60% 0% 2% 100% 
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A new question was included this year where respondents were asked whether they use any 
renewable energy systems or low carbon technologies (LCTs) in their home for heating or 
electricity (see figure 4.3). 
 
8% reported that they use renewable energy systems or LCTs, with solar panels for electricity 
(6%) and water (4%) the most commonly used types. 
 
Figure 4.3 Renewable energy systems or LCTs 
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There were several subgroups that were significantly more likely to not have any renewable 
energy systems or LCTs installed (see Table 4.2): 
∙ Almost all (99%) of those who privately rent their home do not have any LCTs, compared 

to 91% who own their home; 
∙ Respondents living in the most deprived areas (97%) were more likely to not have any of 

these technologies installed when compared with those in the least deprived areas (92%); 
∙ 11% of respondents living in rural areas indicated that they have renewable energy 

systems or LCTs in their home, compared to 5% of those living in urban areas; 
∙ Those who have gas heating (97%) were more likely than respondents using other heating 

methods (90%) to not have these technologies in their home. 
 
Table 4.2 Renewable energy systems or LCTs by location, deprivation, tenure, and 
heating 

    
Any renewable 

energy 
systems/ LCTs 

None Total 

Overall All  
Base: 1502 8% 92% 100% 

Location 

Urban  
Base: 905 5% 95% 100% 

Rural  
Base: 597 11% 89% 100% 

MDM 
Quintile 

1 - Most deprived  
Base: 286 3% 97% 100% 

2  
Base: 299 5% 95% 100% 

3  
Base: 310 10% 90% 100% 

4  
Base: 310 10% 90% 100% 

5 - Least deprived  
Base: 297 8% 92% 100% 

Tenure 

Owner occupied 
Base: 1078 9% 91% 100% 

Private rented  
Base: 163 1% 99% 100% 

Social rented  
Base: 231 5% 95% 100% 

Heating 

Gas heating 
Base: 744 3% 97% 100% 

Other methods 
Base: 716 10% 90% 100% 
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Intentions to switch energy type 

When considering the type of energy used to heat their home, 3% (up slightly from 2% in 
2022) of electricity customers and 2% (the same as in 2022) of gas customers said that they 
were thinking about switching their current energy source within the next three years. A further 
1% of electricity consumers expected to switch in over three years-time, with only two gas 
customers expecting this (see Figure 4.4).  
 
Figure 4.4 Likelihood of switching energy source 

 
 
Of those who said they intend to switch their energy source, mains gas (62%, n=36) was the 
most preferred source, followed by renewables or low carbon technologies (19%, n=11).  
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Energy supplier 

Electricity supplier 
The majority (95%) were aware of who their electricity supplier was, although this has fallen 
from 99% in 2022. The most common electricity supplier was Power NI at 51%, followed by 
SSE Airtricity at 23% (see Figure 4.5). 
 
Figure 4.5 Electricity supplier 
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Gas supplier 
The proportion of respondents who are aware of who their gas supplier is has also fallen from 
98% in 2022 to 94%. Of those who are aware, SSE Airtricity was the most common supplier 
at 58% followed by Firmus Gas at 40%. 1% believed that Phoenix Gas was still their supplier 
and 1% cited other suppliers (see Figure 4.6). 
 
Figure 4.6 Gas supplier 
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Energy efficiency measures 

Respondents were asked whether they had put any energy efficiency measures in place in 
their home in the last three years (see Figure 4.7). 
 
One quarter (26%) of domestic consumers have installed energy efficiency measures in their 
homes in the last three years, compared to 37% of respondents in 2022. Loft insulation (69%), 
cavity wall insulation (47%), and double glazing windows (20%) were the most common 
measures implemented.  
 
Figure 4.7 Energy efficiency measures 

 

  



  
 28  

 

Respondents who own their home (30%) were more likely to have undertaken energy 
efficiency measures than those living in social housing (21%) and who privately rent (11%). 
One third (33%) of those who have switched their electricity supplier in the last three years 
have installed energy efficiency measures in their home, compared to just under one quarter 
(23%) of those who have not switched. One third (33%) of those who are not vulnerable have 
energy efficiency measures installed in their home, compared to one fifth (21%) of those in 
the high or medium vulnerability group, with those who do not have or live with someone who 
has a disability or illness (27%) also more likely to have taken such measures than those 
respondents who do have or live with someone who has a disability or illness (21%). 
 
Table 4.3 Energy efficiency measures by tenure, electricity switching, vulnerability, 
and disability 

    Yes No 
Not 
sure 

Total 

Overall All  
Base: 1502 26% 72% 2% 100% 

Tenure 

Owner occupied 
Base: 1078 30% 69% 1% 100% 

Private rented  
Base: 163 11% 86% 3% 100% 

Social rented  
Base: 231 21% 75% 4% 100% 

Electricity 
switching 

Switchers 
Base: 541 33% 66% 2% 100% 

Non-switchers 
Base: 961 23% 75% 2% 100% 

Vulnerability 

High/medium vulnerability 
Base: 706 21% 78% 1% 100% 

Low vulnerability 
Base: 63 14% 83% 3% 100% 

Not vulnerable  
Base: 733 33% 65% 2% 100% 

Disability/ 
illness 

Yes 
Base: 283 21% 78% 1% 100% 

No 
Base: 1168 27% 71% 2% 100% 
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Those who had not put any measures in place were asked for their reasons for not doing this. 
43% said that there were already measures in place when they moved into their home, while 
one third (34%) had measures installed more than three years ago. 15% mentioned they had 
no control over structural changes to their home, and 3% cannot afford the initial outlay (see 
Figure 4.8). 
 
Figure 4.8 Reasons for not installing energy efficiency measures 

 

Percentages cited in this report were calculated using unrounded figures then rounded to the 
nearest whole percent. Percentages for categories in the charts therefore may not sum to 
100% due to rounding. Percentages cited that combine multiple response categories may not 
be equal to the sum of the rounded percentages for these categories.  
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5. Payment 
 
In this section we explore the views and experiences of consumers in relation to the following: 

∙ Spending on electricity and gas; 
∙ Payment methods and tariff types; 
∙ Reasons for using a prepayment meter for electricity or gas; and 
∙ Paying extra on bill. 

 

Key findings  
 43% have electricity bills of at least £100 per month, the same as in 2022 but still notably 

higher than in 2021 (13%).  
 The proportion of respondents paying £150 or more per month for their electricity has 

increased from 12% to 16%. 
 42% of gas respondents have a monthly spend of at least £100, compared to 48% who 

reported this in 2022 and 9% in 2021.  
 A prepayment meter was the most common method of paying for both electricity (47%) 

and gas (69%).  This represents an increase from 43% (for electricity) and 59% (for gas) 
in 2022. 

 Convenience was the most often cited reason for having a prepayment meter (78% of 
those with an electricity prepayment meter and 75% of those with a gas prepayment 
meter).  

 Consumers reporting using a prepayment meter to monitor their energy usage has risen 
from 2022, for both electricity and gas:  

- 33% of electricity consumers (compared to 7% in 2022); and  
- 34% of gas consumers (compared to 5% in 2022). 
 The majority of electricity (96%) and gas (97%) consumers who use a prepayment meter 

indicated that they are content to remain using this method rather than change to 
alternative payments methods such as direct debit. 

 Support has fallen for paying extra on bills for future investment since 2022:  
- 83% of respondents stated that they would be unwilling to pay anything extra on their 

bill for future investment (compared to 63% in 2022);  
- 12% would pay extra to provide extra help to vulnerable customers (24% in 2022);  
- 9% would pay extra for projects to protect the environment (24% in 2022); and  
- 4% would be willing to pay extra to improve the reliability of the network (13% in 2022). 
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Spend on electricity and heating 

Respondents were asked what their monthly household spend on electricity was (see figure 
5.1). 2% reported that they spend up to £30, with 15% saying it was between £30 and £59. 
Respondents were most likely to spend between £60 and £99 (33%) and £100-£149 (28%). 
While monthly spend on electricity has remained consistent with the 2022 results, those paying 
£150 or more per month has increased from 12% to 16%. 
 
Figure 5.1 Monthly electricity spend 
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Respondents aged under 65 were more likely to spend £100 or more per month on electricity 
than those aged 65 and over. 35 to 44 year olds were the group with the highest monthly 
electricity spend with 54% spending over £100 per month on their electricity, compared to 29% 
of those aged 65 and over. 13% of those aged 65 and over were unsure of how much they 
spend on electricity per month, compared to 4% in the younger age group. Half (50%) of those 
who have or live with someone who has a disability or illness spend at least £100 per month, 
compared to 41% of those who do not have someone with a disability or illness in their 
household. Those respondents who have children in their household (63%) were more likely 
to spend £100 or more compared to those without children (33%). However, no significant 
differences were observed between those who are considered vulnerable and who are not 
vulnerable (see Figure 5.2). 
 
Figure 5.2 Monthly electricity spend by age, disability/illness, children, and 
vulnerability 
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45% of respondents who privately rent their home pay £100 or more per month on electricity, 
compared to 43% who own their home and 38% who live in social housing. Respondents living 
in the least deprived areas (13%) were more likely to spend between £150 and £199 than 
those in the most deprived areas (7%) (see Figure 5.3). 
 
Figure 5.3 Monthly electricity spend by tenure and deprivation 
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Those who have a credit meter8 for electricity (10%) were more likely to not know how much 
they spend per month on electricity than those with a prepayment meter (4%). 54% of those 
who have self-disconnected from their electricity supply spend at least £100 per month on 
electricity, compared to 41% who have not self-disconnected (see Figure 5.4).  
 
Figure 5.4 Monthly electricity spend by payment method and self-disconnection 

 
 
  

 
8 Credit customers or those who have a credit meter refers to respondents who do not use a 
prepayment meter to pay for their electricity or gas.  
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Monthly spend on heating 
Respondents were asked how much they spend each month on heating their home (see 
Figure 5.5).  Those with gas (89%) were more likely than those who use other means (74%) 
to know how much their monthly spend was on heating.  The most common spend was 
between £60 to £99 for gas users (26%) and £100 to £149 for those who used other means 
(26%). Overall, 41% reported spending £100 or more per month on heating, with 42% of gas 
users reporting this. 
 
Figure 5.5 Monthly spend on heating 
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Those aged 35 to 44 (51%) were most likely to report that they spend at least £100 per month 
on heating; this compares to 29% of those aged 65 and over. Those who have someone with 
a disability or illness in their household (47%) and those who have children in their household 
(51%) were also more likely to say they spend at least £100 per month on heating than those 
who do not have a disability or illness in their household (40%) and who do not have children 
in their household (37%). Although those in the low vulnerability group (60%) were more likely 
to pay £100 or more on heating than those who are not vulnerable (39%), there were no 
significant differences between those in the high or medium vulnerability group and those who 
are not vulnerable (see Figure 5.6). 
 
Figure 5.6 Monthly spend on heating by age, disability/illness, children, and 
vulnerability 
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One third (32%) of those living in social housing said that they spend between £60 and £99 
per month on heating, compared to one quarter (25%) who privately rent and 23% who own 
their home. Those living in the least deprived areas (47%) were more likely to report that they 
spend £100 or more per month on heating than those in the most deprived areas (39%) (see 
Figure 5.7). 
 
Figure 5.7 Monthly spend on heating by tenure and deprivation 

 
 
The percentage of gas respondents paying £100 or more for their heating has fallen 
from 48% in 2022 to 42% in 2023. However, the proportion of gas respondents who 

were unsure of their monthly heating spend has fallen from 22% to 11% between 2022 and 
2023. It should be noted, however, that the proportion of respondents overall who were unsure 
of their heating spend has increased from 11% to 21% in this time period (see Figure 5.4).  
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Energy payment methods and tariff types 

Respondents were asked to provide details of their household’s payment method and tariff 
type for electricity and gas. 
 
Electricity  
Domestic consumers were most likely to use a prepayment meter (47%) to pay for their 
electricity, increasing from 43% in 2022.  In relation to credit meters, one third (35%) pay by 
monthly direct debit, decreasing slightly from 38% in 2022. 12% have a quarterly direct debit, 
increasing slightly from 11% in 2022, while 6% pay by cheque, cash or card on receipt of their 
bill (see Figure 5.8).  
 
Figure 5.8 Electricity payment method 
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Methods of paying for electricity varied across various subgroups, with the following significant 
differences being observed (see Table 5.1): 
∙ Two thirds (65%) of those aged 18 to 34 said that they have a prepayment meter for 

electricity, compared to one third (33%) of those aged 65 and over. Respondents in the 65 
and over group (10%) were also more likely to report paying by cheque, cash or card than 
all other age groups; 

∙ Respondents in the C2DE socioeconomic group (60%) were more likely to report having 
a prepayment meter than those in the ABC1 group (33%). 47% of those in the ABC1 group 
stated that they are on monthly direct debit for their electricity, compared to 23% in the 
C2DE group; 

∙ Half (51%) of urban respondents reported having a prepayment meter for electricity, 
compared to two in five (40%) living in rural areas; 

∙ Respondents living in the most deprived areas (76%) were most likely to have a 
prepayment meter for electricity; 

∙ Those living in social housing (84%) and who privately rent (80%) were much more likely 
to say they have a prepayment meter for electricity than those who own their home (34%); 

∙ Respondents who have someone with a disability or illness in their household (57%) and 
those who have children (53%) were more likely to have an electricity prepayment meter 
than those who do not have someone with a disability or illness in their household (44%) 
and who do not have children in their household (44%); 

∙ Almost one quarter (23%) of those who do not have internet access said that they pay for 
their electricity by cheque, cash or card, in comparison with 4% of those who do have 
access to the internet; 

∙ Electricity switchers (50%) were more likely to state that they have a prepayment meter 
for electricity than those who would not be considered switchers (45%); and 

∙ Respondents who have self-disconnected from their electricity (86%) were more likely to 
report having a prepayment meter in their home than those who have not done so (42%). 
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Table 5.1 Electricity payment method by demographics, location, deprivation, tenure, 
disability/illness, children, internet access, switching, and self-disconnection 

    
Monthly 
direct 
debit 

Quarterly 
direct 
debit 

Cheque, 
cash or 

card 

Prepayment 
meter 

Other Total 

Overall All  
Base: 1502 35% 12% 6% 47% 1% 100% 

Age 

Under 35  
Base:215 24% 11% - 65% 0% 100% 

35-44  
Base: 263 25% 13% 3% 59% 1% 100% 

45-64  
Base:572 38% 11% 5% 45% 1% 100% 

65 plus 
Base: 422 41% 13% 10% 33% 3% 100% 

SEG 

ABC1 
Base: 730 47% 14% 5% 33% 2% 100% 

C2DE 
Base: 727 23% 9% 6% 60% 2% 100% 

Location 

Urban 
Base:905 34% 10% 4% 51% 1% 100% 

Rural 
Base:597 36% 15% 8% 40% 2% 100% 

MDM Quintile 

1 - Most deprived  
Base: 286 15% 5% 4% 76% 0% 100% 

2  
Base: 299 30% 9% 4% 54% 3% 100% 

3  
Base: 310 37% 15% 8% 39% 1% 100% 

4  
Base: 310 39% 16% 6% 36% 2% 100% 

5 - Least deprived  
Base: 297 52% 12% 6% 30% 1% 100% 

Tenure 

Own home 
Base: 1078 44% 14% 6% 34% 2% 100% 

Private renting 
Base: 163 12% 7% 1% 80% - 100% 

Social housing 
Base: 231 6% 3% 5% 84% 1% 100% 

Disability/ 
illness 

Yes 
Base: 283 29% 8% 5% 57% 1% 100% 

No 
Base: 1168 36% 12% 6% 44% 1% 100% 

Children 

Yes 
Base: 459 31% 12% 4% 53% 1% 100% 

No 
Base: 1040 36% 12% 7% 44% 2% 100% 

Internet 
access 

Yes 
Base: 1401 36% 11% 4% 47% 1% 100% 

No 
Base: 101 19% 18% 23% 40% 1% 100% 

Electricity 
switching 

Switchers 
Base: 541 39% 8% 2% 50% 1% 100% 

Non-switchers 
Base: 961 32% 14% 8% 45% 2% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 8% 5% 1% 86% - 100% 

No 
Base: 1325 38% 12% 6% 42% 2% 100% 
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Almost four in five (79%) reported that they were on their supplier’s standard variable tariff, 
representing a slight increase from 76% in 2022. This is followed by 9% who were on a 
promotional tariff, the same proportion as in 2022. 12% were unsure what tariff they were on 
for electricity, falling slightly from 15% in 2022. Those who have switched their electricity 
supplier in the last three years (16%) were more likely to be on a promotional tariff than non-
switchers (5%) (see Figure 5.9 and Table 5.2). 
 
Figure 5.9 Electricity tariff 
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Respondents aged 65 and over (81%) were more likely to be on a standard variable tariff with 
their electricity supplier than those aged 18 to 34 (73%), while those in the ABC1 group (10%) 
were more likely to be on a promotional tariff when compared with those in the C2DE group 
(7%). Urban respondents (10%) were more likely to be on a promotional tariff than those living 
in rural areas (7%), while 13% of those living in the least deprived areas were on their 
electricity supplier’s promotional tariff, compared to 5% in the most deprived areas. Those who 
have children in their household (14%) and who have access to the internet (9%) were also 
more likely to be on a promotional tariff than those who do not have children (7%) and who do 
not have access to the internet (2%) (see table 5.2). 
 
Table 5.2 Electricity tariff by demographics, location, deprivation, children, access to 
the internet, and electricity switching 

    
Standard 
variable 

tariff 

Promotional 
tariff 

Other Don’t know Total 

Overall All  
Base: 1502 79% 9% 0% 12% 100% 

Age 

Under 35  
Base:215 73% 13% 0% 14% 100% 

35-44  
Base: 263 75% 12% - 13% 100% 

45-64  
Base:572 82% 10% 0% 9% 100% 

65 plus 
Base: 422 81% 4% - 15% 100% 

SEG 

ABC1 
Base: 730 77% 10% 0% 12% 100% 

C2DE 
Base: 727 81% 7% - 11% 100% 

Location 

Urban 
Base:905 78% 10% - 12% 100% 

Rural 
Base:597 80% 7% 0% 13% 100% 

MDM 
Quintile 

1 - Most deprived  
Base: 286 81% 5% - 14% 100% 

2  
Base: 299 80% 10% - 10% 100% 

3  
Base: 310 75% 10% 0% 14% 100% 

4  
Base: 310 83% 7% 0% 10% 100% 

5 - Least deprived  
Base: 297 75% 13% - 12% 100% 

Children 

Yes 
Base: 459 74% 14% - 12% 100% 

No 
Base: 1040 81% 7% 0% 12% 100% 

Internet 
access 

Yes 
Base: 1401 79% 9% 0% 12% 100% 

No 
Base: 101 81% 2% - 17% 100% 

Electricity 
switching 

Switchers 
Base: 541 72% 16% - 12% 100% 

Non-switchers 
Base: 961 83% 5% 0% 12% 100% 
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Gas 
Prepayment meters were also the most common method of paying for gas heating, with 69% 
of respondents saying they use one to pay for their gas, up from 59% in 2022. This was 
followed by one fifth (19%) who pay by monthly direct debit, and 6% who have a quarterly 
direct debit or by cheque, cash or card. 
 
Figure 5.10 Gas payment method 
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There were similar differences in the method of payment for gas customers as for electricity 
customers (see Table 5.3): 
∙ Four in five (80%) of those aged under 35 have a prepayment meter for gas, compared to 

three in five (59%) of those aged 65 and over; 
∙ Respondents in the C2DE group (80%) were more likely to have a prepayment meter for 

gas than those in the ABC1 group (55%); 
∙ Respondents living in the most deprived areas (85%) were more likely than those living in 

all other areas to have a prepayment meter for gas;  
∙ Those living in social housing (92%) and who privately rent (81%) were more likely to have 

a gas prepayment meter than those who own their home (54%); 
∙ 79% of gas customers who have or live with someone who has a disability or illness have 

a prepayment meter, compared to two thirds (66%) of those who do not have someone 
with a disability or illness in their household; 

∙ Those who have self-disconnected from their gas supply (90%) were more likely to have 
a prepayment meter than those who have not self-disconnected (64%). 

 
Table 5.3 Gas payment method by demographics, deprivation, tenure, 
disability/illness, and self-disconnection 

    
Monthly 
direct 
debit 

Quarterly 
direct 
debit 

Cheque, 
cash or 

card 

Prepayment 
meter 

Total 

Overall All  
Base: 543 19% 6% 6% 69% 100% 

Age 

Under 35  
Base:111 13% 6% 1% 80% 100% 

35-44  
Base: 108 12% 9% 6% 73% 100% 

45-64  
Base: 171 18% 7% 6% 68% 100% 

65 plus 
Base: 142 30% 3% 8% 59% 100% 

SEG 

ABC1 
Base: 226 27% 10% 8% 55% 100% 

C2DE 
Base: 298 13% 3% 4% 80% 100% 

MDM Quintile 

1 - Most deprived  
Base: 192 8% 4% 2% 85% 100% 

2  
Base: 87 11% 5% 9% 75% 100% 

3  
Base: 66 18% 6% 9% 67% 100% 

4  
Base: 69 25% 7% 7% 61% 100% 

5 - Least deprived  
Base: 129 38% 9% 7% 46% 100% 

Tenure 

Own home 
Base: 295 26% 9% 10% 54% 100% 

Private renting 
Base: 70 11% 4% 3% 81% 100% 

Social housing 
Base: 165 7% 1% 1% 92% 100% 

Disability/ 
illness 

Yes 
Base: 119 12% 4% 5% 79% 100% 

No 
Base: 407 21% 7% 6% 66% 100% 

Gas self-
disconnection 

Yes 
Base: 89 7% 1% 2% 90% 100% 

No 
Base: 449 22% 7% 7% 64% 100% 
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85% of households with gas heating reported that they were on a standard variable tariff with 
their supplier (up from 77% in 2022), with 1% being on a promotional tariff. However, 14% 
were unsure what tariff they were on (see Figure 5.11). 
 
Figure 5.11 Gas tariff 
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Prepayment meters 

Electricity 
Of those respondents with a prepayment meter for electricity, over three quarters (78%) 
reported that the reason they have one is because it is convenient for them. The number of 
respondents who said they have a prepayment meter to monitor their energy usage has risen 
from 7% in 2022 to 33% in 2023. A further third (31%) mentioned that the property came with 
a prepayment meter already installed (see Figure 5.11).  Those aged 65 and over (86%) were 
more likely than those in the younger age group (75%) to cite convenience as the reason for 
having a prepayment meter for electricity. Those aged 18 to 34 were the least likely to mention 
having a prepayment meter to budget energy costs (13%) and to monitor energy use (12%) 
(see Table 5.4). 
 
Figure 5.12 Reasons for having a prepayment meter for electricity 
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Table 5.4 Reasons for having a prepayment meter for electricity by demographics 

  

 Age 

Overall 
Base: 700 

Under 35 
Base: 139 

35-44 
Base: 154  

45-64 
Base: 255  

65 plus 
Base: 138 

It is convenient 78% 75% 70% 78% 86% 
The property came with 
one 

31% 43% 43% 27% 17% 

Offered one by supplier 1% 1% - 2% 1% 
To help budget energy 
costs 

29% 13% 34% 32% 28% 

Don’t need to worry about 
being cut off due to not 
paying a bill 

1% - 2% 1% 1% 

To monitor energy use 33% 12% 41% 33% 39% 
Given one as part of debt 
collection 

0% - - 0% - 

Never been given the 
option to move away from 
a prepayment meter 

1% 1% 1% 1% - 

Don’t know 0% - - 1% - 

 
The vast majority (96%) of respondents with a prepayment meter stated they were content to 
remain with one, while 1% confirmed that they would prefer to switch to quarterly payments or 
to monthly payments. 
 
Figure 5.13 Preference for electricity payment method 
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Gas 
Convenience (75%) was also the most common reason for having a gas prepayment meter. 
Much like with electricity, the percentage of respondents using a prepayment meter to monitor 
their energy usage has risen from 5% in 2022 to 34% in 2023. 31% said that their property 
came with a prepayment meter. Younger respondents were again the least likely group to say 
they have a prepayment meter to help budget energy costs (7%) and to monitor energy usage 
(12%) (see Figure 5.14 and Table 5.5). 
 
Figure 5.14 Reasons for having a prepayment meter for gas 

 
Table 5.5 Reasons for having a prepayment meter for gas by demographics 

  

 Age 

Overall 
Base: 374 

Under 35 
Base: 89 

35-44 
Base: 79 

45-64 
Base: 117  

65 plus 
Base: 84 

It is convenient 75% 76% 62% 83% 74% 
The property came with 
one 

31% 43% 41% 26% 19% 

Offered one by supplier 2% 2% 1% 3% 2% 
To help budget energy 
costs 

24% 7% 30% 32% 19% 

Don’t need to worry about 
being cut off due to not 
paying a bill 

1% - 1% 1% 2% 

To monitor energy use 34% 12% 38% 39% 44% 
Given one as part of debt 
collection 

0% - - 1% - 

Never been given the 
option to move away from 
a prepayment meter 

1% - 1% 1% 2% 

Don’t know 1% - - 1% 1% 
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The vast majority (97%) of respondents with a gas prepayment meter stated they were content 
to remain using one, whereas 1% confirmed that they would prefer to switch to either monthly 
or quarterly bill payments (see Figure 5.15). 
 
Figure 5.15 Preference for gas payment method 
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Paying extra on bill 

Respondents were informed that due to changes in the energy sector, suppliers may need to 
invest in a range of areas in the future, with some of these costs potentially being passed on 
to customers. These areas included: i) Projects to protect the environment; ii) Providing extra 
help for customers in vulnerable circumstances; and iii) Improving reliability of the network.  
Respondents were asked which areas of investment, if any, they would be willing to pay a little 
extra for on their bills (see Figure 5.16). 
 
Over four in five respondents overall (83%) reported that they would not be willing to pay 
anything extra; this is up from 63% in 2022. 12% said they would be willing to pay extra to 
provide extra help for vulnerable customers (a decrease from 24% in 2022), while 9% 
suggested they would be willing to pay extra for projects to protect the environment (a 
decrease from 24% in 2022). 4% would be willing to pay extra towards improving the reliability 
of the network (a decrease from 13% in 2022). Respondents who have children (86%) and 
those who are not confident internet users (87%) were more likely to be unwilling to pay extra 
on their bill than those who do not have children (82%) and who are confident internet users 
(82%). Those who have a prepayment meter for electricity (86%) were also more likely to say 
they were unwilling to pay extra compared to those who have a credit meter (81%). 
 
Figure 5.16 Paying extra on energy bill 
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Table 5.9 Paying extra on energy bill by demographics, and payment method 

  
Projects to 
protect the 

environment 

Providing 
extra help for 

vulnerable 
customers 

Improving 
reliability of 

network 

I don’t want to 
be charged 

anything extra 

Overall All  
Base: 1502 9% 12% 4% 83% 

Children 

Yes 
Base: 459 7% 10% 4% 86% 

No 
Base: 1040 11% 13% 4% 82% 

Confidence 
using the 
internet 

Not confident 
Base: 268 8% 8% 1% 87% 

Neither 
Base: 221 9% 13% 6% 82% 

Confident 
Base: 1013 10% 13% 4% 82% 

Electricity 
payment 
method 

Prepayment meter 
Base: 700 7% 10% 2% 86% 

Credit meter 
Base: 802 11% 14% 6% 81% 

 
Percentages cited in this report were calculated using unrounded figures then rounded to the 
nearest whole percent. Percentages for categories in the charts therefore may not sum to 
100% due to rounding. Percentages cited that combine multiple response categories may not 
be equal to the sum of the rounded percentages for these categories.  
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6. Interactions with energy 
suppliers 

 
In this section we examine the views of consumers towards their energy supplier in terms of: 

∙ Understanding of written correspondence; 
∙ Trust; and 
∙ Satisfaction. 

We also assess the methods of communication used by energy suppliers.  The topics covered 
are as follows: 

∙ Contact with supplier other than making a complaint; 
∙ Ease of contacting supplier; and 
∙ Experience of interacting with energy supplier. 

 

Key findings  
 Similar proportions reported receiving correspondence from their electricity supplier in the 

post (38%) and via email or online (38%), while gas customers were more likely to receive 
correspondence through the post (52%, compared to 19% through email or online).  

 There has been a decrease in customer engagement with written communications 
received from their supplier. 66% of electricity customers reported either glancing at or 
reading their correspondence in full (compared to 77% in 2022) while 64% of gas 
consumers reported either glancing at it or reading their correspondence in full (compared 
to 70% in 2022). 

 Of those respondents who had glanced at or read their written correspondence, there has 
been an increase in understanding of this correspondence. 83% of electricity respondents 
agreed or strongly agreed that the information was clear and understandable (compared 
to 73% in 2022). 81% of gas consumers agreed or strongly agreed that the information 
was clear and understandable (compared to 77% in 2022).  

 There has been an increase in consumer trust in their electricity suppliers:  
- 70% of electricity consumers said they trust their supplier to treat them fairly (compared 

to 63% in 2022); and  
- 61% stated they trusted their supplier to give them a fair price (compared to 52% in 

2022).  
 A similar pattern can be observed with gas customers:  
- 64% trusted their supplier to treat them fairly (compared to 52% in 2022); and  
- 56% trusted their supplier to give them a fair price (compared to 45% in 2022). 
 There has been an increase in consumer satisfaction with overall service from suppliers: 
- 84% of domestic consumers reported satisfaction with their electricity supplier 

(compared to 74% in 2022); and  
- 82% were satisfied with their gas supplier (compared to 70% in 2022). 
 9% contacted their electricity supplier in the last year for a reason other than making a 

complaint. The most common reasons for this was; switching their energy contract (33%), 
payment issues (24%), and querying a bill (23%). 
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 Of those that made contact; 78% found it easy to get in touch, 83% thought they were 
listened to, 81% felt they were treated fairly, and 80% said that their electricity supplier 
was supportive. 

 
Written correspondence 

Respondents were asked in what form they receive written correspondence from their 
supplier. 
 

Electricity 
Around two in five (38%) of domestic consumers say they receive written correspondence 
from their electricity supplier in the post, while a further 38% receive it via email or online. One 
in five (19%) respondents did not remember receiving any correspondence or were unsure in 
what form it came. Respondents who have a prepayment meter for electricity (30%) were 
more likely to be unsure how they receive written correspondence from their supplier than 
those who have a credit meter (8%) (see Figure 6.1).  
 
Figure 6.1 Form of written correspondence from electricity supplier 

 
 
The following significant differences were observed (see Table 6.1): 
∙ Almost half (47%) of respondents aged 65 and over said they receive their 

correspondence in the post, compared to one third (33%) of those in the 18 to 34 year old 
group. Those in the younger age group (24%) were more likely than those in the older 
group (16%) to report that they do not remember receiving any correspondence or in what 
form it arrives in; 

∙ Those in the C2DE group (23%) were more likely to say they were unaware what form 
they receive correspondence in than those in the ABC1 group (13%); 



  
 54  

 

∙ Respondents living in the most deprived areas (31%) were more likely than all other 
respondents to mention that they were not sure how they receive written correspondence 
from their electricity supplier; 

∙ One third (33%) of those living in social housing and one quarter (26%) who privately rent 
said they do not remember receiving any written correspondence, compared to 14% of 
those who own their home; 

∙ Two in five (41%) of those who do not have children said they receive their written 
correspondence in the post, while 44% of those who have children mentioned receiving 
theirs via email or online. Respondents who have children (8%) were also more likely to 
receive written correspondence through an app than those who do not have children (5%); 

∙ Respondents in the high or medium vulnerability group (41%, compared to 35% who are 
not vulnerable) were more likely to report receiving their written correspondence in the 
post; 

∙ Those who do not consider themselves to be confident internet users (25%) were more 
likely to be unsure what format they receive written correspondence in when compared 
with those who are confident internet users (17%); 

∙ Half (50%) of those who have switched electricity supplier in the last three years were 
more likely to receive written correspondence via email or online, compared to 31% of non-
switchers; 

∙ Respondents who have self-disconnected from their electricity supply (25%) were more 
likely to say they did not remember receiving written correspondence from their electricity 
supplier than those who have not self-disconnected (18%). 
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Table 6.1 Form of written correspondence from electricity supplier by demographics, 
deprivation, tenure, children, vulnerability, confidence using the internet, electricity 
payment method, electricity switching, and electricity self-disconnection 

    In the post 
Email / 
online 

Through 
an app 

Not sure Total 

Overall All  
Base: 1502 38% 38% 6% 19% 100% 

Age 

Under 35  
Base:215 33% 37% 6% 24% 100% 

35-44  
Base: 263 36% 40% 8% 17% 100% 

45-64  
Base:572 34% 40% 7% 19% 100% 

65 plus 
Base: 422 47% 34% 3% 16% 100% 

SEG 

ABC1 
Base: 730 37% 44% 6% 13% 100% 

C2DE 
Base: 727 39% 32% 6% 23% 100% 

MDM Quintile 

1 - Most deprived  
Base: 286 37% 26% 5% 31% 100% 

2  
Base: 299 40% 36% 7% 17% 100% 

3  
Base: 310 37% 42% 4% 16% 100% 

4  
Base: 310 39% 38% 8% 15% 100% 

5 - Least deprived  
Base: 297 35% 46% 4% 14% 100% 

Tenure 

Own home 
Base: 1078 37% 42% 6% 14% 100% 

Private renting 
Base: 163 37% 29% 7% 26% 100% 

Social housing 
Base: 231 39% 23% 5% 33% 100% 

Children 

Yes 
Base: 459 30% 44% 8% 18% 100% 

No 
Base: 1040 41% 35% 5% 19% 100% 

Vulnerability 

High/medium vulnerability 
Base: 706 41% 35% 5% 18% 100% 

Low vulnerability 
Base: 63 32% 48% 6% 14% 100% 

Not vulnerable  
Base: 733 35% 40% 6% 20% 100% 

Confidence 
using the 
internet 

Not confident 
Base: 268 53% 17% 4% 25% 100% 

Neither 
Base: 221 42% 34% 5% 19% 100% 

Confident 
Base: 1013 33% 44% 6% 17% 100% 

Electricity 
payment 
method 

Prepayment meter 
Base: 700 38% 25% 6% 30% 100% 

Credit meter 
Base: 802 38% 49% 5% 8% 100% 

Electricity 
switching 

Switchers 
Base: 541 25% 50% 6% 18% 100% 

Non-switchers 
Base: 961 45% 31% 5% 19% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 40% 31% 4% 25% 100% 

No 
Base: 1325 38% 39% 6% 18% 100% 
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Two thirds (66%) stated that they read or glanced at the latest correspondence they received 
from their electricity supplier (down from 77% in 2022), while 13% did not look at it or open it. 
One fifth (21%) reported that they did not receive any written correspondence from their 
electricity supplier, compared to 13% in 2022. Three in five (59%) credit customers said that 
they read the last piece of written correspondence they received from their supplier, compared 
to two in five (39%) of those with a prepayment meter for electricity. Those on a prepayment 
meter (33%) were also more likely to report that they had not received any correspondence 
when compared with those who have a credit meter (10%) (see Figure 6.2 and Table 6.2). 
 
Figure 6.2 Approach to receiving written correspondence from electricity supplier 

 
 
The following significant differences were also observed (see Table 6.2): 
∙ Respondents aged 65 and over (59%) were more likely than those aged 18 to 34 (42%) 

or 35 to 44 (42%) to say they read the last piece of correspondence from their electricity 
supplier. Those in the younger age group (27%, compared to 18% aged 65 plus) were 
also more likely to report not receiving any correspondence; 

∙ Those in the ABC1 group (55%) were more likely to read the last piece of correspondence 
they received than those in the C2DE group (46%), who were instead more likely to 
suggest they had not received any correspondence (26%, compared to 15% in the ABC1 
group); 

∙ One quarter (24%) of respondents living in urban areas stated they did not receive any 
written correspondence from their electricity supplier, compared to 16% of rural 
respondents; 

∙ Respondents living in the most deprived areas (33%) were more likely than all other 
respondents to report that they did not receive any written correspondence from their 
electricity supplier. In contrast, 57% of those in the least deprived areas said they read the 
last piece of correspondence they receive, compared to 42% in the most deprived areas; 
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∙ Those who own their home (53%) were more likely than respondents who privately rent 
(42%) and who live in social housing (39%) to say that they read the correspondence they 
last received from their electricity supplier; 

∙ Over half (52%) of those who do not have children confirmed that they read the 
correspondence, compared to 45% of respondents who do have children; 

∙ Respondents who consider themselves to be confident internet users (53%) were more 
likely to report reading the last piece of correspondence they received than those who 
consider themselves to not be confident internet users (40%). Those who do not consider 
themselves confident internet users were also more likely to suggest they did not receive 
any correspondence (26%, compared to 19% of confident users); 

∙ Electricity switchers (54%) were more likely to state they read the correspondence than 
those who have not switched supplier in the last three years (48%); and 

∙ 22% of respondents who have self-disconnected from their electricity supply confirmed 
that they did not read or open the last piece of correspondence they received, compared 
to 11% of those who have not self-disconnected. Respondents who have self-
disconnected were also more likely to state that they never received any correspondence 
(29%, compared to 20% that have not self-disconnected). 
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Table 6.2 Approach to receiving written correspondence from electricity supplier by 
demographics, location, deprivation, tenure, children, confidence using the internet, 
electricity payment method, electricity switching, and electricity self-disconnection 

    Read it 
Only glanced 

at it 
Didn’t look at 

it / read it 
Didn’t open 

it 
N/A never 
received 

Total 

Overall All  
Base: 1502 50% 16% 9% 4% 21% 100% 

Age 

Under 35  
Base:215 42% 18% 8% 4% 27% 100% 

35-44  
Base: 263 42% 17% 16% 5% 20% 100% 

45-64  
Base:572 50% 17% 8% 4% 21% 100% 

65 plus 
Base: 422 59% 13% 6% 3% 18% 100% 

SEG 

ABC1 
Base: 730 55% 17% 9% 4% 15% 100% 

C2DE 
Base: 727 46% 15% 9% 4% 26% 100% 

Location 

Urban 
Base:905 51% 15% 8% 3% 24% 100% 

Rural 
Base:597 49% 18% 12% 5% 16% 100% 

MDM Quintile 

1 - Most deprived  
Base: 286 42% 15% 8% 2% 33% 100% 

2  
Base: 299 49% 15% 11% 5% 20% 100% 

3  
Base: 310 46% 17% 11% 5% 20% 100% 

4  
Base: 310 55% 17% 8% 4% 16% 100% 

5 - Least deprived  
Base: 297 57% 16% 8% 3% 15% 100% 

Tenure 

Own home 
Base: 1078 53% 17% 9% 4% 16% 100% 

Private renting 
Base: 163 42% 14% 10% 4% 29% 100% 

Social housing 
Base: 231 39% 14% 8% 4% 35% 100% 

Children 

Yes 
Base: 459 45% 18% 12% 5% 21% 100% 

No 
Base: 1040 52% 16% 8% 4% 21% 100% 

Confidence 
using the 
internet 

Not confident 
Base: 268 40% 19% 11% 4% 26% 100% 

Neither 
Base: 221 49% 15% 10% 6% 20% 100% 

Confident 
Base: 1013 53% 16% 8% 3% 19% 100% 

Electricity 
payment 
method 

Prepayment meter 
Base: 700 39% 14% 9% 4% 33% 100% 

Credit meter 
Base: 802 59% 18% 9% 4% 10% 100% 

Electricity 
switching 

Switchers 
Base: 541 54% 16% 7% 3% 21% 100% 

Non-switchers 
Base: 961 48% 17% 10% 5% 21% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 33% 16% 15% 7% 29% 100% 

No 
Base: 1325 52% 16% 8% 3% 20% 100% 
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Of those who glanced at or read the written correspondence they received, over four in five 
(83%) agreed or strongly agreed that the information had been presented in a way which was 
clear and easy to understand, compared to 10% who did not think that this was the case. This 
compares to 73% and 10% respectively from the 2022 Tracker (see Figure 6.3). 
 
Figure 6.3 Understanding of written correspondence from electricity supplier 

 
Subgroup analysis revealed that those respondents with or who live with someone who has a 
disability or illness (15%) were more likely to disagree that the information was clear and easy 
to understand than those who do not have someone with a disability or illness in their 
household (9%). Electricity switchers (14%) and those who self-disconnected from their 
electricity supply (20%) were also more likely to disagree than those who have not switched 
supplier in the last three years (9%) and who have not self-disconnected (9%). 
 
Table 6.3 Understanding of written correspondence from electricity supplier by 
disability/illness, electricity switching, and electricity self-disconnection 

    Disagree Neither Agree 
Not 
sure 

Total 

Overall All  
Base: 995 10% 6% 83% 1% 100% 

Disability/ illness 

Yes 
Base: 181 15% 8% 76% 1% 100% 

No 
Base: 789 9% 6% 85% 0% 100% 

Electricity 
switching 

Switchers 
Base: 375 14% 6% 81% - 100% 

Non-switchers 
Base: 620 9% 6% 84% 1% 100% 

Electricity self-
disconnection 

Yes 
Base: 83 20% 7% 72% - 100% 

No 
Base: 908 9% 6% 84% 1% 100% 
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Gas 
Those with gas heating were more likely to receive correspondence from their supplier through 
the post (52%), while one in five (19%) obtain theirs in an email or online. 27% stated that they 
did not remember receiving any written correspondence from their supplier or in what form it 
came, increasing from 18% in 2022. One third (35%) of respondents who have a gas 
prepayment meter stated that they were not sure whether they had received any 
correspondence, compared to 7% of credit customers (see Figure 6.4 and Table 6.4). 
 
Figure 6.4 Form of written correspondence from gas supplier 

 
 
The following significant differences were also observed (see Table 6.4): 
∙ Respondents aged 18 to 34 (41%) were more likely than those aged 65 plus (21%) to 

report that they were not sure in what format they receive written correspondence from 
their gas supplier; 

∙ 30% of gas customers in the C2DE group did not know the form of correspondence, 
compared to 21% in the ABC1 group; 

∙ Respondents living in the most deprived areas (36%) were more likely than those in the 
least deprived areas (17%) to not remember what format they receive written 
correspondence in; 

∙ Those who privately rent (46%) and who live in social housing (36%) were more likely to 
not be aware of the correspondence format, compared to 17% of those who own their 
home; 

∙ Respondents who are considered to be in the high or medium vulnerability group (56%) 
were more likely to receive their correspondence in the post than those who are not 
vulnerable (46%). 
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Table 6.4 Form of written correspondence from gas supplier by demographics, 
deprivation, tenure, vulnerability, and payment method 

    In the post 
Email / 
online 

Through 
an app 

Not sure Total 

Overall All  
Base: 543 52% 19% 3% 27% 100% 

Age 

Under 35  
Base:111 41% 15% 2% 41% 100% 

35-44  
Base:108 51% 23% 2% 24% 100% 

45-64  
Base: 171 54% 18% 5% 23% 100% 

65 plus 
Base: 142 59% 18% 1% 21% 100% 

SEG 

ABC1 
Base: 226 54% 23% 2% 21% 100% 

C2DE 
Base: 298 50% 17% 3% 30% 100% 

MDM 
Quintile 

1 - Most deprived  
Base: 192 47% 14% 2% 36% 100% 

2  
Base: 87 59% 16% 5% 21% 100% 

3  
Base: 66 44% 23% 5% 29% 100% 

4  
Base: 69 57% 20% 1% 22% 100% 

5 - Least deprived  
Base: 129 55% 26% 2% 17% 100% 

Tenure 

Own home 
Base: 295 55% 25% 3% 17% 100% 

Private renting 
Base: 70 41% 11% 1% 46% 100% 

Social housing 
Base: 165 51% 11% 2% 36% 100% 

Vulnerability 

High/medium vulnerability 
Base: 282 56% 18% 1% 24% 100% 

Low vulnerability 
Base: 24 54% 25% - - 100% 

Not vulnerable  
Base: 237 46% 19% 4% 30% 100% 

Gas 
payment 
method 

Prepayment meter 
Base: 374 50% 12% 2% 35% 100% 

Credit meter 
Base: 169 55% 35% 3% 7% 100% 
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Half (49%) of gas customers stated that they read the last written correspondence they 
received from their supplier with 15% saying they only glanced at it. Although 8% said they 
neither read nor opened it, a further 28% reported to have never received any 
correspondence. Over one third (36%) of respondents who have a prepayment meter for gas 
said they never received any correspondence, compared to 9% of those on a credit meter. 
(see Figure 6.5 and Table 6.6).  
 
Figure 6.5 Approach to receiving written correspondence from gas supplier 
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Subgroup analysis also revealed the following significant differences (see Table 6.5): 
∙ Respondents aged 65 and over (61%) were more likely to confirm that they read the 

correspondence than those aged 18 to 34 (37%), who were the most likely age group to 
report never receiving any correspondence from their gas supplier (43%); 

∙ Those living in the most deprived areas (37%) were more likely than those living in the 
least deprived areas (18%) to say they never received correspondence; 

∙ 37% of respondents who self-disconnected from their gas supply said they never received 
any correspondence from their supplier, compared to one quarter (26%) of those who have 
not self-disconnected. 

 
Table 6.5 Approach to receiving written correspondence from electricity supplier by 
demographics, deprivation, gas payment method, and gas self-disconnection 

    Read it 
Glanced 

at it 
Didn’t 
read it 

Didn’t 
open it 

Never 
received 

Total 

Overall All  
Base: 543 49% 15% 5% 3% 28% 100% 

Age 

Under 35  
Base:111 37% 9% 7% 4% 43% 100% 

35-44  
Base:108 41% 20% 7% 4% 28% 100% 

45-64  
Base: 171 51% 19% 4% 4% 22% 100% 

65 plus 
Base: 142 61% 10% 4% 2% 23% 100% 

MDM Quintile 

1 - Most deprived  
Base: 192 40% 14% 6% 4% 37% 100% 

2  
Base: 87 53% 16% 3% 3% 24% 100% 

3  
Base: 66 50% 14% 5% 3% 29% 100% 

4  
Base: 69 52% 10% 10% 3% 25% 100% 

5 - Least deprived  
Base: 129 57% 19% 3% 3% 18% 100% 

Gas payment 
method 

Prepayment meter 
Base: 374 42% 13% 5% 3% 36% 100% 

Credit meter 
Base: 169 64% 18% 6% 3% 9% 100% 

Gas self-
disconnection 

Yes 
Base: 89 39% 17% 3% 3% 37% 100% 

No 
Base: 449 51% 14% 5% 3% 26% 100% 
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Four in five (81%) agreed or strongly agreed that the information they had received was 
presented in a way which was clear and easy for them to understand, with gas customers who 
have a prepayment meter (85%) more likely to agree than those with a credit meter (75%). 
13% disagreed or strongly disagreed with this (see Figure 6.6 and Table 6.5). 
 
Figure 6.6 Understanding of written correspondence from gas supplier 

 
 
Table 6.6 Understanding of written correspondence from gas supplier by payment 
method 

    Disagree Neither Agree Not sure Total 

Overall All  
Base: 346 13% 5% 81% 0% 100% 

Gas 
payment 
method 

Prepayment meter 
Base: 207 11% 4% 85% 0% 100% 

Credit meter 
Base: 139 17% 8% 75% - 100% 
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Level of trust in electricity or gas supplier 

Respondents were asked to what extent they trust their electricity or gas supplier to give them 
clear information and a fair price.  
 
Electricity 
70% of domestic consumers trust their electricity supplier to treat them fairly in their dealings, 
compared to 17% who do not trust their supplier to treat them fairly. The proportion of 
respondents who ‘completely trust’ their supplier has increased from 10% in 2022 to 24% (see 
Figure 6.7).  
 
Figure 6.7 Trust in electricity supplier to treat customer fairly in dealings 

 
 
The following significant differences between those who trust and distrust their electricity 
supplier to treat them fairly were observed (see Table 6.7): 
∙ Respondents aged 65 and over (79%) were more likely than all other age groups to say 

they trust their electricity supplier to treat them fairly. Those in the older age group were 
also the least likely to say they distrust their electricity supplier (10%, compared to 18% 
aged 18 to 34, 24% aged 35 to 44, and 19% aged 45 to 64); 

∙ One quarter (25%) of those who have children in their household said they do not trust 
their electricity supplier to treat them fairly, compared to 14% of those who have children; 

∙ Just under one fifth (18%) of respondents who have access to the internet said they do 
not trust their electricity supplier to treat them fairly, compared to 3% of those who do not 
have internet access. Those who indicated they were confident internet users (18%) were 
also more likely to report distrust than those who are not confident users (11%); 

∙ Respondents who have switched electricity supplier in the last three years (21%) were 
more likely to distrust their supplier to treat them fairly than those who have not switched 
(15%); 
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∙ Those who have self-disconnected from their electricity supply (26%) were more likely to 
indicate distrust than those who have not self-disconnected (16%). 

 
Table 6.7 Trust in electricity supplier to treat customers fairly by demographics, 
children, access to the internet, confidence using the internet, electricity switching, 
and electricity self-disconnection 

    Distrust Neither Trust Not sure Total 

Overall All  
Base: 1502 17% 12% 70% 1% 100% 

Age 

Under 35  
Base: 215 18% 14% 67% - 100% 

35-44  
Base: 263 24% 15% 60% 1% 100% 

45-64  
Base: 572 19% 11% 69% 2% 100% 

65 plus 
Base: 422 10% 10% 79% 2% 100% 

Children 

Yes 
Base: 459 25% 12% 61% 2% 100% 

No 
Base: 1040 14% 12% 73% 1% 100% 

Internet 
access 

Yes 
Base: 1401 18% 12% 69% 1% 100% 

No 
Base: 101 3% 15% 79% 3% 100% 

Confidence 
using the 
internet 

Not confident 
Base: 268 11% 11% 76% 2% 100% 

Neither 
Base: 221 22% 14% 63% 2% 100% 

Confident 
Base: 1013 18% 12% 69% 1% 100% 

Electricity 
switching 

Switchers 
Base: 541 21% 13% 65% 1% 100% 

Non-switchers 
Base: 961 15% 11% 73% 2% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 26% 14% 60% 1% 100% 

No 
Base: 1325 16% 12% 71% 1% 100% 
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Three in five (61%) respondents said they trust their supplier to give a fair price, including one 
fifth (22%) who ‘completely trust’ their supplier (compared to 8% in 2022). This compares to 
one fifth (21%) who did not trust their supplier to provide a fair price (see Figure 6.8).  
 
Figure 6.8 Trust in electricity supplier to provide a fair price 
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The following significant differences were observed in terms of trusting their electricity supplier 
to provide a fair price (see Table 6.8): 
∙ Respondents aged 65 and over (69%) were again more likely than all other age groups to 

say they trust their electricity supplier to provide a fair price, while also being the least likely 
to indicate distrust (14%, compared to 21% aged 18 to 34, 29% aged 35 to 44, and 22% 
aged 45 to 64); 

∙ Those who have children in their household (29%) were more likely to report distrust than 
those who do not have children (18%); 

∙ Over one fifth (22%) of respondents who have access to the internet stated they distrust 
their electricity supplier to provide a fair price, compared to 12% who do not have internet 
access. Those who consider themselves to not be confident internet users (6%) were also 
more likely to be unsure than confident users (2%); 

∙ Electricity switchers (25%) and those who self-disconnected from their electricity supply 
(33%) were more likely to indicate distrust than those who have not switched electricity 
supplier in the last three years (19%) and who have not self-disconnected (20%). 

 
Table 6.8 Trust in electricity supplier to provide a fair price by demographics, 
children, access to the internet, confidence using the internet, electricity switching, 
and electricity self-disconnection 

    Distrust Neither Trust 
Prefer not 

to say 
Not sure Total 

Overall All  
Base: 1502 21% 14% 61% 0% 3% 100% 

Age 

Under 35  
Base: 215 21% 17% 60% - 1% 100% 

35-44  
Base: 263 29% 17% 50% - 3% 100% 

45-64  
Base: 572 22% 13% 62% - 3% 100% 

65 plus 
Base: 422 14% 13% 69% 0% 4% 100% 

Children 

Yes 
Base: 459 29% 16% 54% - 2% 100% 

No 
Base: 1040 18% 14% 65% 0% 4% 100% 

Internet 
access 

Yes 
Base: 1401 22% 14% 61% 0% 3% 100% 

No 
Base: 101 12% 18% 63% - 7% 100% 

Confidence 
using the 
internet 

Not confident 
Base: 268 19% 15% 60% - 6% 100% 

Neither 
Base: 221 24% 15% 58% 0% 2% 100% 

Confident 
Base: 1013 21% 14% 62% - 2% 100% 

Electricity 
switching 

Switchers 
Base: 541 25% 14% 59% - 2% 100% 

Non-switchers 
Base: 961 19% 14% 63% 0% 4% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 33% 16% 47% - 4% 100% 

No 
Base: 1325 20% 14% 63% 0% 3% 100% 

 
  



  
 69  

 

Gas 
Levels of trust in gas suppliers were similar to that for electricity suppliers. Under two thirds 
(64%) of those with gas heating stated that they trust their supplier to treat them fairly in their 
dealings, compared to one fifth (19%) who said they would distrust their supplier. This 
compares to 52% and 25% respectively from the 2022 Tracker. 56% confirmed that they trust 
their supplier to provide a fair price (45% in 2022), with 23% reporting that they would not trust 
their supplier to do this (25% in 2022). 
 
Figure 6.9 Trust in gas supplier to treat customer fairly in dealings 
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Figure 6.10 Trust in gas supplier to provide a fair price 
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Satisfaction with overall service provided by electricity and gas 
suppliers 

Respondents were asked to rate their level of satisfaction with their electricity and gas 
suppliers. 
 
Electricity 
84% of domestic consumers were satisfied or very satisfied with the service they receive from 
their electricity supplier, with 7% reporting dissatisfaction. This is compared to 74% who 
reported satisfaction and 8% who reported dissatisfaction in the 2022 Tracker (see Figure 
6.11).  
 
Figure 6.11 Satisfaction with overall service provided by electricity supplier 
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Despite satisfaction being high, there were some subgroups who were more likely than others 
to report dissatisfaction (see Table 6.9): 
∙ 11% of respondents aged 18 to 34, 8% aged 35 to 44, and 7% aged 45 to 64 reported 

dissatisfaction with the service they receive from their electricity supplier. This compares 
to 3% aged 65 and over; 

∙ Respondents who privately rent (11%) were more likely to state that they were dissatisfied 
than those who own their home (6%); 

∙ Those who have children in their household (10%) were more likely than those without 
children (5%) to say they were dissatisfied; and 

∙ 17% of those who have self-disconnected from their electricity supply said they were 
dissatisfied, compared to 6% of those who have not self-disconnected. 

 

Table 6.9 Satisfaction with overall service provided by electricity supplier by 
demographics, tenure, children, and electricity self-disconnection 

    Dissatisfied Neither Satisfied Not sure Total 

Overall All  
Base: 1502 7% 9% 84% 0% 100% 

Age 

Under 35  
Base: 215 11% 8% 80% - 100% 

35-44  
Base: 263 8% 13% 79% 0% 100% 

45-64  
Base: 572 7% 11% 81% 1% 100% 

65 plus 
Base: 422 3% 4% 92% 1% 100% 

Tenure 

Own home 
Base: 1078 6% 9% 85% 0% 100% 

Private renting 
Base: 163 11% 9% 80% 1% 100% 

Social housing 
Base: 231 9% 8% 82% 1% 100% 

Children 

Yes 
Base: 459 10% 11% 79% 1% 100% 

No 
Base: 1040 5% 8% 86% 0% 100% 

Electricity self-
disconnection 

Yes 
Base: 168 17% 10% 73% 1% 100% 

No 
Base: 1325 6% 9% 85% 0% 100% 
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Gas 
Overall, gas consumers were also satisfied with the service they receive from their supplier, 
with 82% saying this, compared to 8% who were dissatisfied. This compares with 70% who 
were satisfied and 11% who were dissatisfied in the 2022 Tracker (see Figure 6.12). 
 
Figure 6.12 Satisfaction with overall service provided by gas supplier 
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Contact with supplier 

Respondents were asked whether they had contacted their energy supplier in the last year for 
any reason other than to make a complaint. 
 
Electricity 
9% of respondents had contacted their electricity supplier in the last 12 months (see Figure 
6.13).  
 
Figure 6.13 Contact with electricity supplier in the last 12 months 
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The following significant differences were observed between subgroups (see Table 6.10): 
∙ Respondents aged 65 and over were the least likely age group to have contacted their 

electricity supplier in the last 12 months, with 5% saying this compared to 11% of those 
aged 18 to 34, 10% aged 35 to 44, and 11% aged 45 to 64; 

∙ Those in the ABC1 group (12%) were more likely to have contacted their electricity supplier 
than those in the C2DE group (7%); 

∙ 13% of respondents who have children in their household had contacted their electricity 
supplier, compared to 8% without children; 

∙ 10% of those who have access to the internet indicated they had contacted their electricity 
supplier in the last 12 months, compared to 3% who do not have access to the internet; 
and 

∙ Respondents who have switched their electricity supplier in the last three years (12%) 
were more likely to have been in contact with their supplier than those who have not 
switched (8%). 

 
Table 6.10 Contact with electricity supplier in the last 12 months by demographics, 
children, internet access, and electricity switching 

    Yes No 
Couldn’t get 

through 
Not sure Total 

Overall All  
Base: 1502 9% 90% 0% 1% 100% 

Age 

Under 35  
Base: 215 11% 89% - 0% 100% 

35-44  
Base: 263 10% 89% 0% 1% 100% 

45-64  
Base: 572 11% 88% 0% 1% 100% 

65 plus 
Base: 422 5% 94% - 1% 100% 

SEG 

ABC1 
Base: 730 12% 88% - 0% 100% 

C2DE 
Base: 727 7% 92% 0% 1% 100% 

Children 

Yes 
Base: 459 13% 86% - 1% 100% 

No 
Base: 1040 8% 91% 0% 1% 100% 

Internet 
access 

Yes 
Base: 1401 10% 89% 0% 1% 100% 

No 
Base: 101 3% 96% - 1% 100% 

Electricity 
switching 

Switchers 
Base: 541 12% 87% 0% 1% 100% 

Non-switchers 
Base: 968 8% 91% 0% 1% 100% 
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One third (33%) of those who had made contact did so to switch their energy contract, an 
increase from 23% in 2022. 24% had a payment issue they wanted to report, an increase from 
16% in 2022. 23% made contact to query a bill, an increase from 19% in 2022. While there 
has been an increase in electricity consumers contacting their supplier to discuss payment 
issues, no consumers reported contacting their electricity supplier in relation to a debt issue 
this year. 
 
Figure 6.14 Reasons for contacting electricity supplier 
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Gas 
6% of respondents with gas heating contacted their supplier in the last 12 months.  
 
Figure 6.15 Contact with gas supplier in last 12 months 
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Ease of contacting supplier 

Respondents were asked how easy or difficult it was to get in touch with their electricity or gas 
supplier. 
 
Electricity 
Of those respondents who contacted their supplier, over three quarters (78%, n=110) found it 
‘easy’ or ‘very easy’, with 21% (n=29) finding it ‘difficult’ or ‘very difficult’ (see Figure 6.16).  
 
Figure 6.16 Ease of contacting electricity supplier 

 
 
Gas 
Of the 33 respondents who contacted their gas supplier, 23 thought it was ‘easy’ or ‘very easy’ 
to make contact, while 8 respondents reported it was ‘difficult’ or ‘very difficult’. 
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Experience of interacting with supplier 

Respondents were asked to rate their level of agreement on a number of areas in relation to 
interactions with their supplier 
 
Electricity 
Over four in five (83%) respondents reported that their electricity supplier listened to and 
understood their issue when they made contact, however, 12% disagreed that this was the 
case.  While four fifths (80%) thought their electricity supplier was supportive, 14% disagreed 
with this. 81% agreed that they were treated fairly and 13% disagreed.  
 
Figure 6.17 Experience of interacting with electricity supplier - I felt that my 
electricity supplier listened to me and understood my issue 
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Figure 6.18 Experience of interacting with electricity supplier - my electricity supplier 
was supportive 

 
 
Figure 6.19 Experience of interacting with electricity supplier - my electricity supplier 
treated me fairly 
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Gas 
20 of the 33 respondents who contacted their gas supplier reported they were listened to and 
understood when they made contact. 20 agreed that their supplier was supportive, and 20 
respondents said they were treated fairly. 
 
 
Percentages cited in this report were calculated using unrounded figures then rounded to the 
nearest whole percent. Percentages for categories in the charts therefore may not sum to 
100% due to rounding. Percentages cited that combine multiple response categories may not 
be equal to the sum of the rounded percentages for these categories.  




















































































































































































































































































