
7%

84%

8%

75%

Dissatisfied Neither

8%

82%

Never struggle 

to pay bill

Sometimes struggle 

to pay bill

Often/always 

struggle to pay bill
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DOMESTIC CONSUMER INSIGHT TRACKER 2024
   

FINANCIAL ISSUES

ENGAGEMENT WITH ENERGY SUPPLIER

There has been a decrease in engagement 

from 50% of electricity and 49% of gas 

consumers reporting they read 

correspondence in the 2023 tracker.

% who read last written 

correspondence from supplier

42% 
of electricity 

consumers

41% 
of gas 

consumers

!

The following subgroups were more likely to 

say they were struggling with their 

electricity and gas bills:

• Those with someone in their household 

with a disability or illness;

• Those in the C2DE socioeconomic group 1;

• Those living in social housing and who 

privately rent;

• Those who pay for energy with a 

prepayment meter; and

• Those who have self-disconnected from 

their energy supply 2.

63%

73%

33%

23%

4%

3%

58%

70%

36%

27%

5%

2%

ELECTRICITY

GAS

2024

2023

!

ELECTRICITY

6%

80%

Satisfaction with overall service

Satisfied

20242023

GAS

2024

2023

Payment difficulties

7% are using renewable energy 

systems/low carbon technologies
25% installed energy efficiency 

measures within last three years

Respondents aged under 35 (36%) and 

who are not confident internet users 

(33%) were less likely to have switched 

electricity suppliers

!

RENEWABLES

1 Respondents with manual jobs and those who do not have a regular income
2 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

% who have ever 

switched 

electricity 

supplier

51%

20242023

47%



WILLINGNESS TO PAY

2023

Some totals may not sum to 100% due to rounding. Only significant differences are reported. 

This study was conducted with 1502 domestic consumers during Dec 2024 and Jan 2025 by the 

independent research company Perceptive Insight.

Willingness to pay extra on energy bills for future investment

45%

53%

93%

49%

64%

97%

36%

55%

90%

Private rent Own home

10%

19%

19%

Projects to 

protect 

environment

Support 

vulnerable 

consumers

Improve 

reliability

9%

12%

4%

27% indicated they would be 

willing to pay extra to allow 

particular consumer groups to 

avail of a discounted tariff

!

TENURE

Aware of choice of 

electricity suppliers

Aware of energy 

supplier supports

Aware of consumer 

protections

Awareness

Social housing

55%

46%

34%

46%

47%

46%

37%

38%

24%Read correspondence 

from electricity 

supplier

Switched electricity 

supplier

Compared 

electricity deals

Engagement

49% 51% 55% 61%

51% 49% 45% 39% 98% of vulnerable 

respondents had not signed 

up to any support services

2023

51% 

Not aware/ 

not sure

Aware

AWARENESS OF CONSUMER PROTECTIONS AND SUPPORTS

2022 2023

AWARENESS OF SUPPLIER’S 

OBLIGATIONS TO PROTECT CONSUMERS

Those with children in their household 

(58%) were also less likely to be aware of 

these services

!

47% of all respondents were 

aware of additional protections 

for vulnerable consumers

2023

96% 

2021 2024

31%
10%

53%
8%

20% 4% 38%
3%

42%
21%

58%

15%

Private rent Own home Social housing

% sometimes struggle to 

pay electricity bills

% delayed getting essentials 

to pay for electricity 

% reduced electricity 

usage

% borrowed money to 

pay for electricity
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