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1.Key insights: an
executive summary

Background

The Utility Regulator in Northern Ireland commissioned Perceptive Insight Market Research
to carry out a statistically robust and repeatable survey with domestic electricity and gas
consumers in Northern Ireland. The aim of the study is to provide valuable insight into
consumer’ engagement, experience and attitudes in the domestic energy market in Northern
Ireland.

This is a follow-up survey to the Domestic Trackers conducted in 2019, 2021, 2022, 2023, and
2024, and comparisons with those studies have been made throughout this report, where
appropriate.

Methodology

A telephone methodology was used to conduct the surveys. In total, 1500 interviews were
completed, which were representative of the household population in Northern Ireland. Based
on a 95% confidence level, a margin of error of +/- 2.5% is expected?. Interviewing took place
between September and November 2025 with each interview taking, on average, 20 minutes
to complete. Interviewing was carried out in compliance with UK GDPR and the Market
Research Society Code of Conduct.

" Where we refer to ‘consumers’ in the report, we are referring to survey respondents.
2 For filter questions, including those asked only to gas consumers, margin of error is wider. Margin of
error breakdowns are included at Table A3 in Appendix A.
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Key findings and recommendations

These results should be considered in the context of their timing, as data was collected before
the recent escalation of geopolitical tensions in the Middle East which may have altered
perceptions of energy affordability.

Heating types and current energy supplier

o 59% of respondents use oil to heat their homes, followed by 34% who have mains gas
installed.

The proportion of domestic consumers with oil in their homes has decreased steadily
from the first Tracker in 2019, in which under two thirds (64%) used oil heating.

The proportion who use gas heating has increased across the Trackers, with one quarter
(25%) in 2019 stating that they have mains gas.

e 3% of domestic consumers have intentions to switch their home heating method in the
next three years.

o 93% of domestic consumers are aware of who their electricity supplier is, with the most
common being Power NI (59%) and SSE (19%).

o 95% of those with mains gas were able to recall who their gas supplier is, with the most
common being SSE (56%) and then Firmus (42%).

e 26% had installed energy efficiency measures in their home within the last three years,
similar to 25% in 2024. Of those who had not installed energy efficiency measures over
the last three years, 51% had installed them more than three years ago and 30% said they
were already in their home. Loft insulation (70%), cavity wall insulation (48%) and double
glazing (29%) were the most common measures implemented.

e 7% of domestic consumers use renewable energy systems or low carbon technologies in
their home for heating or electricity, the same as in 2024.

Payment

o 33% have electricity bills of at least £100 per month, down from 42% in 2024 and 43% in
both 2023 and 2022, but higher than the 13% observed in 2021.

Respondents who have someone in their household with a disability or illness (39%,
compared to 33% without), who have children in the household (48%, compared to 27%
without), and who are in the high and medium vulnerability group (37%, compared to
30% who are not vulnerable) were more likely to spend £100 or more per month.

e The proportion of respondents paying £150 or more per month for their electricity has
decreased slightly from 16% in 2023 and 13% in 2024 to 10%.

o 35% of gas respondents have a monthly spend of at least £100, decreasing further from
48% in 2022, 42% in 2023 and 41% in 2024, but still considerably higher than the 9% who
reported spending £100 or more on gas in 2021.

o 38% of respondents use a prepayment meter for electricity, while 55% of respondents with
mains gas pay for their heating via a prepayment meter.

e Convenience was the most often cited reason for having a prepayment meter (75% of
those with an electricity prepayment meter and 76% of those with a gas prepayment
meter).

e The majority of electricity (97%) and gas (97%) consumers who use a prepayment meter
indicated that they are content to remain using this method rather than change to
alternative payment methods such as direct debit.

‘l" perceptive 2



78% of electricity and 93% of gas customers stated that they were on a standard variable
tariff, the same proportions as the 2023 Tracker.
30% of respondents stated that they would be willing to pay a little extra on their bill for
future investment (compared to 27% in 2024).
20% would pay extra to provide extra help for customers in vulnerable circumstances,
for example, due to health or financial reasons (19% in 2024).
15% would pay extra for projects to protect the environment (19% in 2024).
13% would be willing to pay extra to improve the reliability of the network to help reduce
power cuts and maintain supply (10% in 2024).
21% indicated they would be willing to pay extra on their bill to allow particular consumer
groups to avail of a discounted tariff, down from 27% in 2024.

Interactions with energy suppliers

There has been an increase in customer engagement with written communications
received from their supplier, with results now more in line with the 2022 Tracker. 54% of
electricity customers reported reading their correspondence in full (compared to 42% in

2024, 50% in 2023 and 56% in 2022) while 53% of gas consumers reported reading their

correspondence in full (compared to 41% in 2024, 49% in 2023 and 54% in 2022).

Similar proportions reported receiving correspondence from their electricity supplier in the

post (41%) and via email or online (40%), while gas customers were more likely to receive

correspondence through the post (49%, compared to 24% through email or online).

Of those respondents who had glanced at or read their written correspondence, there has

been an increase in understanding of this correspondence.

85% of electricity respondents agreed or strongly agreed that the information was clear
and understandable (compared to 76% in 2024); and

84% of gas consumers agreed or strongly agreed that the information was clear and
understandable (compared to 73% in 2024).

Overall levels of trust in electricity suppliers have increased from 2024
73% trusted their supplier to treat them fairly (compared to 67% in 2024); and
70% trusted their supplier to give them a fair price (compared to 60% in 2024).

There has also been an increase in levels of trust amongst gas customers since the

previous Tracker:

75% trusted their supplier to treat them fairly (compared to 65% in 2024); and
72% trusted their supplier to give them a fair price (compared to 61% in 2024).

There has been an increase in consumer satisfaction with overall service from suppliers:
87% of domestic consumers reported being satisfied or very satisfied with their electricity
supplier (compared to 80% in 2024); and
86% were satisfied or very satisfied with their gas supplier (compared to 75% in 2024).

8% contacted their electricity supplier in the last year for a reason other than making a

complaint. The most common reasons for this was; querying a bill (16%), switching energy

contract (14%), and a payment issue (10%).

Of those that made contact; 78% found it easy to get in touch, 86% thought they were

listened to, 84% felt they were treated fairly, and 83% said that their electricity supplier

was supportive.
This is an improvement on the previous Tracker, in which 77% thought they were
listened to, 72% felt they were treated fairly, and 72% said that their electricity supplier
was supportive.
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Complaint handling

4% of electricity and 3% of gas respondents had made a complaint to their electricity or
gas supplier in the past year.

2% of respondents who haven’t complained to their electricity in the past year stated that
they had wanted to make a complaint but either weren’t sure how, never got round to it, or
did not think it would make a difference. 1% of respondents felt the same way about their
gas supplier.

Switching

There was a high level of overall awareness (96% were completely or somewhat aware)
of being able to choose between different electricity suppliers amongst respondents:

74% of those consumers agreed that having this choice gives access to better deals

(similar to 75% in 2024);

46% had compared electricity deals to see if they could switch supplier or tariff, the same

proportion as in 2024; and

42% of those who have the option to switch between gas suppliers said that they had

compared gas deals. This is up from 32% in 2023 and 36% in 2024.

52% of electricity consumers and 48% of gas customers were confident that they are on
the best energy deal for them.

45% of domestic consumers have switched their electricity supplier at least once at any
time, a slight decrease from 47% in the 2024 Tracker:

Of those who have ever switched, 74% have done so within the last three years (similar

to 75% in 2024);

In contrast, only 9% of those who have the option had switched gas suppliers.
Respondents aged 65 and over, who are not confident with using the internet and who
have a credit meter for electricity were among the subgroups who were less likely to have
switched their electricity supplier at any time.

Feeling they were overpaying (47%) and reacting to a promotional offer from another
supplier (32%) were the main drivers for switching electricity supplier.

34% of electricity consumers who had switched did so through a doorstep seller, down
from 40% in 2024.

82% reported a positive experience with switching electricity supplier.

Of those respondents who had never switched electricity supplier, 72% had never
switched due to satisfaction with their current service, while 29% thought it would be too
much hassle, decreasing from 40% in 20243

Of those respondents who had never switched gas supplier 67% had never switched due
to satisfaction with their current service, which is an increase from 54% in 2024. 16% said
it would be too much hassle, decreasing from 28% in 2024.

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

Confidence using the internet appears to influence the likelihood of comparing energy
deals and of switching:

3 Multiple choice question, therefore respondents could select more than one reason for never
switching.
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Almost all (98%) confident internet users were aware they could choose between
electricity suppliers;

54% of those who are confident internet users said they had compared electricity deals
compared to 25% who are not confident; and

Two thirds (68%) of respondents who are not confident internet users said they had
never switched electricity supplier, compared to 47% of confident users.

Payment difficulties

These results should be considered in the context of their timing, as data was collected
before the recent escalation of geopolitical tensions in the Middle East which may have
altered perceptions of energy affordability.
The proportion of respondents who sometimes struggle to pay their electricity bills has
decreased further from 39% in 2022, 33% in 2023 and 23% in 2024 to 10% in the current
Tracker:
The proportion who sometimes struggle with their electricity bills is now similar to the
2021 Tracker (13%).
1% often or always struggle to pay, similar to 2024 (3%).
For gas, the proportion of consumers who sometimes struggle to pay has also decreased
further from 33% in 2022, 36% in 2023 and 27% in 2024 to 17% in the current Tracker:
The proportion who said they sometimes struggle with their gas bills is again now similar
to what was observed in 2021 (15%).
1% often or always struggle to pay, similar to 2% in 2024.
15% of respondents with a prepayment meter reported that they had run out of credit on
their meter and had gone without electricity over the past year.
This is a decrease from 2024 in which 24% with a prepayment meter had gone without
electricity.
Of those who had gone without electricity, 36% reported that it was because they could
not afford to top up.
3% of consumers reported that they have had to delay or go without other essentials so
that they could pay for electricity, a reduction from 6% in 2024.
7% reported delaying or going without other essentials to pay for gas compared to 8% in
the 2024 Tracker.
33% of respondents have reduced their electricity usage over the last year, which follows
on from 42% in the 2024 Tracker, 71% in the 2023 and 85% in 2022.
2% of electricity respondents had borrowed money to pay their electricity bills, down from
5% in 2024.
This was also true for gas customers, with 36% reducing their usage (42% in 2024, 71%
in 2023 and 87% in 2022) and 3% borrowing money to pay their bill (6% in 2024).
Respondents who have someone in their household with a disability or illness and who
would be considered to be in the high or medium vulnerability group were more likely to
indicate that they were sometimes struggling with their electricity bills, had gone without
essentials to pay for electricity, had reduced their electricity usage, and had borrowed to
pay their electricity bills.
This was also the case for those on a prepayment meter for electricity, who had switched
electricity supplier in the last three years, and who had self-disconnected from their
electricity supply in the last year.
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Consumer protections

e Awareness of consumer protections has remained the same from the previous Tracker
(61% in 2024 and in 2025).

However, the proportion who are completely aware has increased from 32% in the
previous Tracker to 36% in 2025.

Two thirds (65%) of those who consider themselves to be confident internet users said
they were aware of these obligations, compared to half (51%) of those who are not
confident internet users.

e 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 76% in 2024.

e Respondents who are not confident internet users (75%) were less likely than confident
users (82%) to know how to go about making a complaint if these obligations are not met.

Support services

o 47% of respondents were aware of the support services offered by energy companies,
including 22% who knew a bit about the services offered.

This compares to 47% who were aware overall and 36% who knew about the services
offered in the 2024 Tracker.

Respondents who are not confident internet users (40%) were least likely to be aware
of the support services.

3% of all participants were signed up to or had utilised some of the support services
offered by energy companies.

e The majority (94%) of those in the high or medium vulnerability group had not signed up
to utilise any of the support services offered by energy companies. 90% who have or live
with someone who has a disability or illness had not signed up for any of these support
services.

e 30% were aware of the services for vulnerable consumers that NI Water provides, an
increase from 20% in 2024.

Conclusions and recommendations

Energy bill pressure is easing, but awareness of energy spend has
fallen

The results from the 2025 Domestic Tracker show that there has been a fall in consumers who
report that they are struggling with their bills, with the findings now more similar to those
observed in 2021%. However, the results should be considered in the context of their timing,
as data was collected before the recent escalation of geopolitical tensions in the Middle East
which may have altered perceptions of energy affordability.

10% said they sometimes struggled with their electricity bills over the past year, which is down
from 23% in 2024, 33% in 2023, and 39% in 2022 and similar to 13% in 2021. 17% of gas
customers stated that they sometimes struggled with their bills, falling from 27% in the

4 The findings are more similar to those observed in 2021, before the invasion of Ukraine led to a rise
in wholesale energy costs.
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previous Tracker, 36% in 2023, and 33% in 2022, and similar to 15% in 2021. Fewer
respondents also reported having to delay or go without essentials to pay for electricity, as
well as having to reduce their electricity and gas usage and to have to borrow to pay their bills
over the past 12 months. These findings were again similar to those obtained in the 2021
Tracker. However, it should be noted that several subgroups were more likely to report that
they were struggling with their energy bills.

Around one in five (18%) of those with a prepayment meter for electricity stated that they
sometimes struggled with their electricity bills in the past 12 months compared to 6% of those
with a credit meter, with those on a prepayment meter for electricity also more likely to have
gone without or delayed getting essentials to pay for electricity (6%, compared to 1% with a
credit meter) and to have borrowed to pay for electricity (5%, compared to 1% with a credit
meter). Respondents who have a prepayment meter for gas were also more likely to report
sometimes struggling with their gas bills and having to go without or delaying getting essentials
to pay for gas when compared to those with a credit meter.

Homeowners were less likely to say that they sometimes struggled with their electricity bills
(7%, compared to 19% who privately rent and 28% in social housing), to have gone without
or delayed getting essentials to pay for electricity (1%, compared to 7% who privately rent and
10% in social housing), and to have borrowed to pay for electricity in the past 12 months (1%,
compared to 6% who privately rent and 10% in social housing).

One third (33%) of consumers reported that they spend £100 or more per month on electricity,
down from 42% in 2024. 29% stated they spend £100 or more per month on their heating,
falling from 45% in the previous Tracker and from 43% in the 2023 and 2022 Trackers.
However, 13% were unaware of their electricity cost, the highest proportion across all previous
Trackers, and one quarter (24%) of consumers were unaware of how much they spend per
month on heating, increasing from 12% in 2024 and similar to 21% in 2023 and 22% in 2022.
Those living in the most deprived areas were more likely than those in the least deprived areas
to indicate that they were aware of their electricity spend, suggesting that those who are worst
off are more aware of how much they are spending.

Greater engagement with supplier correspondence

The 2025 Tracker found that a greater proportion of consumers were now reading
correspondence from their supplier. Over half reported that they read the last correspondence
they received from their electricity supplier (54%), increasing from 42% in 2024 and 50% in
2023 to be similar to 56% in 2022. Over half (53%) of gas customers said they read the last
correspondence they received from their supplier, increasing from 41% in 2024 and 49% in
2023 to be similar to 54% in 2022. Agreement that the information presented in the
correspondence was clear and easy to understand also increased from the 2024 Tracker to
be similar to the results observed in 2023.

While those who have a prepayment meter for electricity and for gas were more likely to be
aware of their monthly electricity and heating spend, they were less likely to report receiving
correspondence from their supplier and were less likely to state that they read the
correspondence than those who have a credit meter.
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Higher levels of trust and satisfaction in energy suppliers

There has been an increase in both trust and satisfaction with energy suppliers. 73% trust
their electricity supplier to treat them fairly, higher than the 2024 (67%) and 2022 Trackers
(63%) and similar to the 2023 (70%) and 2021 (69%) Trackers. 70% trust their electricity
supplier to provide a fair price, higher than all previous Trackers. For gas customers, 75% said
they trust their supplier to treat them fairly and 72% trust their supplier to give a fair price,
higher than all previous Trackers.

Homeowners were, however, more likely to show distrust in their electricity supplier. 11% said
that they distrust their electricity supplier to treat them fairly in their dealings compared to 4%
who privately rent and 5% living in social housing, while 14% who own their home stated that
they distrust their electricity supplier to provide a fair price, in comparison with 4% who
privately rent and 8% who are in social housing. Electricity self-disconnectors were also less
likely to report trust in their supplier to treat them fairly and to provide a fair price.

87% of electricity customers indicated satisfaction with the overall service they receive from
their supplier, up from 80% in 2024 and 74% in 2022, and similar to 84% in 2023 and 87% in
2021. 86% of respondents with gas said they were satisfied with the overall service from their
supplier, increasing from 75% in 2024 and 70% in 2022 to be more similar to the 2023 and
2021 (both 82%) Trackers. Electricity self-disconnectors were among those less likely to say
they were satisfied with the overall service from their supplier.

Vulnerable consumers more likely to be struggling with energy bills

Consumers in the high and medium (HM) vulnerability group demonstrated greater awareness
of their monthly energy spending but were also found to be more likely to struggle with their
energy bills and to hold more negative views about their suppliers. 90% of those in the HM
vulnerability group were aware of their monthly electricity spend compared to 85% not
considered to be vulnerable, while four fifths (79%) in the HM vulnerability group were aware
of their monthly heating spend, in comparison with 73% who are not vulnerable. Those in the
HM vulnerability group were less likely to agree that the information in the correspondence
from their electricity supplier was clear and easy to understand, and were also more likely to
show distrust in their electricity supplier to provide a fair price, and in their gas supplier to treat
them fairly when compared with those who are not vulnerable.

14% of those in the HM vulnerability group reported that they sometimes struggled with their
electricity bills over the past 12 months compared to 6% who are not vulnerable, while one
quarter (24%) of those in the HM vulnerability group said they sometimes struggle with their
gas bills, in comparison to 8% of those who are not vulnerable. Respondents in the HM
vulnerability group were also more likely to have:

= Gone without or delayed getting essentials to pay for electricity (5%, compared to 1% not
considered to be vulnerable) and gas (9%, compared to 2% who are not vulnerable);

= Reduced their electricity (39%, compared to 27% not considered to be vulnerable) and
gas usage in the past year (41%, compared to 30% who are not vulnerable); and
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= Borrowed to pay for electricity (4%, compared to 1% who are not vulnerable) in the past
year.

Those who have someone in their household with a disability or illness were more likely than
those without to disagree that the information in the correspondence received from their
electricity supplier was clear and easy to understand, with respondents who have children in
their household less likely to agree with this than those who do not have children. Those who
have children in their household were also less likely to trust their electricity supplier to treat
them fairly and to provide a fair price. Those who have someone in their household with a
disability or illness and those with children were less likely to be confident that they were on
the best electricity deal and were more likely to have switched electricity supplier at least once.
Both groups were also more likely to report that they sometimes struggle with their electricity
and gas bills, while incidence of going without or delaying getting essentials, reducing
electricity usage and borrowing to pay for electricity was more likely with those who have
someone in their household with a disability or illness.

Even though respondents in the high and medium vulnerability group, who have someone in
their household with a disability or illness, and who have children in their home were more
likely to be struggling with their energy bills, they were also more likely to be willing to be
charged extra on their bill for future investment and to allow vulnerable consumers to avail of
discounted tariffs.

Low awareness and low uptake of energy supplier support

One fifth (22%) of respondents stated that they were aware of and knew a bit about the support
services offered by energy companies to vulnerable consumers, similar to 23% in 2024 but
lower than 36% observed in 2023 and 29% in the 2022 Tracker. Uptake of these services also
remains low, with 97% of respondents saying they had not used any support services,
including 94% of respondents who would be considered vulnerable and 90% of those who
have or live with someone who has a disability or illness.

30% of respondents were aware of the services offered to vulnerable customers by NI Water,
up from 20% in 2024. Respondents in the high and medium vulnerability group and those who
have someone in their household with a disability or illness were less likely to report that they
knew about these services.

Limited change in switching behaviour

Three quarters (75%) of respondents said they were completely aware that they can choose
between different electricity suppliers, up from 70% in the previous Tracker but lower than
what was observed in 2023 (89%) and 2022 (83%). Incidence of comparing electricity deals
was consistent with the 2024 Tracker (46%), but was lower than in 2023 (53%) and 2022
(54%).

45% reported that they had switched their supplier at least once, similar to 47% in 2024, and

despite being lower than 51% observed in 2023, is also consistent with the 2022 (44%) and
2021 (46%) Trackers. Three quarters (74%) stated that they last switched their electricity

‘l" perceptive 9



supplier less than three years ago, similar to the 2024 Tracker (75%) and up from the 2023
(71%), 2022 (69%), 2021 (67%) and 2019 Trackers (70%).

Half (49%) of those with a prepayment meter for electricity said they have previously compared
electricity deals, compared to 43% of those with a credit meter. Those on an electricity
prepayment meter were also more likely to have switched their supplier at least once (48%,
compared to 43% with a credit meter) and to have switched less than three years ago (80%,
compared to 70% with a credit meter).

72% of those who had never switched their electricity supplier said they were happy with their
current service, up from 60% in 2024. Reacting to a promotional offer (32%) and reacting to a
doorstep seller (24%) remain the most common drivers for switching electricity supplier,
although the use of doorstep sellers to switch fell from 40% in 2024 to 34% in the current
Tracker.

18% of respondents stated they would be likely or very likely to switch their electricity supplier
in the next 12 months, similar to 16% in 2024 but down from 25% in 2023. Those who had
already switched supplier in the last three years were more likely to say they would switch
again in the next year, and were also more likely to demonstrate engagement in other areas.
Electricity switchers were more likely to be aware they can choose between different suppliers
and that having a choice gives access to better deals, as well as being more likely to have
compared deals. Greater awareness of supplier obligations to their customers and of energy
supplier support services was also evident in electricity switchers when compared with non-
switchers.

Although electricity switchers were more likely to say they were confident they were on the
best electricity deal available to them, they were also more likely to report that they are
struggling. 39% of those who switched electricity supplier in the last three years said they
spend £100 or more on electricity per month, compared to 31% of non-switchers. 14% of
switchers said they sometimes struggled with their bill over the past year compared to 9% of
non-switchers. Switchers were more likely to have gone without or delayed getting essentials
in order to pay for electricity, and to have reduced their electricity usage in the past 12 months.

Older consumers are more engaged with correspondence but less
engaged with their energy deal

Three in five (60%) respondents aged 65 and over stated that they read the last
correspondence they received from their electricity supplier, more than any other age group.
In contrast, under half (48%) of those aged 18 to 34 said that they had read the
correspondence from their electricity supplier. However, those aged 65 and over were less
likely to be able to recall how much they spend per month on electricity and heating than those
in the younger age group. Younger respondents were more likely than those aged 65 and over
to say they will switch their heating source (albeit not within the next three years). While there
were no significant differences in awareness of being able to choose between electricity
suppliers, older respondents were less likely to agree that having a choice of supplier gives
access to better deals.
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Respondents aged 65 and over were less likely than all other age groups to say they had
compared electricity deals, with 63% confirming they had never switched electricity supplier
compared to 51% aged 18 to 34. Older respondents who had switched electricity supplier
were also less likely to have done so less than three years ago. Three quarters (75%) of older
respondents stated that they would be unlikely to switch electricity suppliers in the next 12
months.

Low confidence with using the internet may restrict access to the
best energy deals

94% of respondents reported that they have access to the internet, but one in five (20%) do
not consider themselves to be confident internet users. Respondents who are not confident
internet users were less likely to be aware of their monthly electricity and heating spend, and
were more likely to pay for their electricity using cash. 93% of those who do not consider
themselves to be confident internet users said they were aware that they can choose between
electricity supplier, compared to almost all (98%) of those who say they are confident users,
with those who are not confident less likely to agree that having a choice of supplier gives
access to better electricity deals.

44% of those who are not confident internet users (compared to 56% who are confident) said
they were confident they were on the best electricity deal available to them, with these
respondents less likely to have compared electricity deals (25%, compared to 54% who are
confident). As a result, over two thirds (68%) of those who are not confident internet users
reported they have never switched their electricity supplier, compared to under half (47%) of
those who are confident users, and only 8% said they would be likely to switch their electricity
supplier in the next 12 months in comparison to one fifth (22%) of confident users.

Awareness of energy supplier obligations to protect their customers and how to make a
complaint if these obligations are not met, along with awareness of the support services
offered by energy companies and NI Water to vulnerable customers was also lower amongst
those who do not consider themselves to be confident internet users.

Low uptake of renewables

Less than 1% of domestic consumers reported that they use renewables or LCTs as their main
heating source, while 7% use renewable energy systems for heating or electricity in their
home, the same proportion as in 2024. The proportion of respondents who use energy
efficiency measures has also remained consistent with the previous two Trackers, with one
quarter (26%) putting measures in place in the last three years compared to 25% in 2024 and
26% in 2023. However, of those who had not installed any measures in the last three years,
half (51%) said that they had installed energy efficiency measures more than three years ago,
and a further 30% stated that there were already measures in place in their home. 8%
mentioned that they would be unable to install any energy efficiency measures as they are
renting their property or do not have any control over structural changes.

2% of respondents indicated that they will switch their current energy source within the next
three years which is similar to the results from the 2022 (2%), 2023 (3%) and 2024 (3%)
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Trackers. However, fewer than 1% of gas customers said that they would be switching their
energy source within the next three years or beyond.
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Hntroduction

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 2024, the Utility
Regulator commissioned Perceptive Insight, an independent market research company, to
conduct two annual domestic consumer insight Tracker surveys. The Tracker surveys
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
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Figure 2: Overview of the Utility Regulator’s Consumer Protection Programme 2024-
2029
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Research aims & objectives

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.

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 2024, 2023, 2022, 2021 and 2019
baseline Tracker surveys.

This is a follow-up survey to the 2019, 2021, 2022, 2023 and 2024 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, 2023 and 2024
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 Trackers.
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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 follows:

= 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. Results displayed within
the tables as *-* indicate that no participants provided this response. Results displayed as 0%
indicate that at least one participant gave this response, but due to rounding it equates to less
than 1% of the base. Where relevant statistically significant results exist at the 95% confidence
level, these are clearly highlighted.

Margin of error is used to determine precision within research by indicating the extent to which
the results obtained differ from what would be expected in the real world. 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.

These results should be considered in the context of their timing, as data was collected before
the recent escalation of geopolitical tensions in the Middle East which may have altered
perceptions of energy affordability.
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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 between September and November 2025, with each interview taking, on average, 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 questions.
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 46% of electricity customers and 67% 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.

5 https://www.uregni.gov.uk/files/uregni/documents/2024-
12/Q3%202024%20QREMM%20report 1.pdf
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Quintiles of deprivation

Using the Northern Ireland Multiple Deprivation Measure (2017)° 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 future’. 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 2024, 2023, 2022, 2021 and
2019 Domestic Trackers, which allows for comparisons over time.

Disability or illness

Respondents were classed as having a disability or iliness 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.

6 https://www.nisra.gov.uk/statistics/deprivation/northern-ireland-multiple-deprivation-measure-2017-
nimdm2017

"http://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 with physical impairments; who are unable to
answer the door; who are aged 65 plus; who are blind or partially sighted; who have
hearing or speech difficulties; who have dementia; who have a developmental condition;
and who have mental health issues.;

= Low vulnerability — includes consumers with children aged under 5; who are unable to
communicate in English; who have experienced bereavement; who have had a temporary
life change such as a post hospital recovery; 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, 2022, 2023 and 2024 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, location and deprivation

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

STRATIFICATION VARIABLE _ ACHIEVED NO. | ACHIEVED %

18-34 13%
35-44 248 17%
Age (HRP) 45 - 64 605 40%
65 and over 443 30%
Prefer not to say 3 0%

Male 759 51%

Female 737 49%

Other 4 0%

ABC1 723 48%

C2DE 720 48%

Prefer not to say 57 4%

Urb 903 60%

Urban/Rural roan -
Rural/Mixed 597 40%

Antrim and Newtownabbey 123 8%

Ards and North Down 136 9%

Armagh City, Banbridge and Craigavon 168 11%

Belfast 265 18%

Causeway Coast and Glens 122 8%

Council Derry City and Strabane 114 8%
Fermanagh and Omagh 88 6%

Lisburn and Castlereagh 122 8%

Mid and East Antrim 110 7%

Mid Ulster 114 8%

Newry, Mourne and Down 138 9%

1 - Most deprived 280 19%

2 300 20%

Multiple Deprivation .
Measure quintile 3 308 21%
4 312 21%

5 — Least deprived 300 20%

1500 100%

8Percentages 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.

°The 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;
= Intentions to switch heating source;

= Energy supplier; and

= Energy efficiency measures

Key findings

59% of respondents use oil to heat their homes, followed by 34% who have mains gas
installed.
The proportion of domestic consumers with oil in their homes has decreased steadily
from the first Tracker in 2019, in which under two thirds (64%) used oil heating.
The proportion who use gas heating has increased across the Trackers, with one quarter
(25%) in 2019 stating that they have mains gas.
3% of domestic consumers have intentions to switch their home heating method in the
next three years.
93% of domestic consumers are aware of who their electricity supplier is, with the most
common being Power NI (59%) and SSE (19%).
95% of those with mains gas were able to recall who their gas supplier is, with the most
common being SSE (56%) and then Firmus (42%).
26% had installed energy efficiency measures in their home within the last three years,
similar to 25% in 2024. Of those who had not installed energy efficiency measures over
the last three years, 51% had installed them more than three years ago and 30% said they
were already in their home. Loft insulation (70%), cavity wall insulation (48%) and double
glazing (29%) were the most common measures implemented.
7% of domestic consumers use renewable energy systems or low carbon technologies in
their home for heating or electricity, the same as in 2024.
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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. One third (34%) reported that they had mains gas.

Figure 4.1 Energy type usage

Which of the following types of energy do you use to heat your home?

Individual bases below. All respondents

2% 2% 2% 2%

I Other fuel supply

u Renewables/Low carbon
technologies (LCTs)

= oil
M Mains gas

= Electricity heating /
economy 7

64% 62%

33% 34%

2% 2%

o 2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

Al
14 respondents said they have renewables or low carbon technologies — due to rounding this appears as 0%
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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

Percentage of consumers with mains gas

Base 1500: All respondents.

Gender Age SEG Location
56%
51%
46%
37% :
34% - % 34% QM 34%
20% 32%
19%
Overall Male Female 18-34 35-44 45-64 65+ ABC1 C2DE Urban Rural
Base: 1500 | Base: 759  Base: /37 | Base: 201 Base:248 Base: 605 Base:443 | Base: 723 Base: 720 | Base: 903  Base: 597

Al
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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).

7% reported that they use renewable energy systems or LCTs, similar to the 2023 and 2024
Trackers. Solar panels for electricity (6%) and water (4%) are the most commonly used types.

Figure 4.3 Renewable energy systems or LCTs

Do you use any renewable energy systems or low carbon technologies in your
home for heating OR electricity?

ndividual bases below. All respondents

u 2023 2024 ] 2025
Base: 1502 Base: 1502 Base: 1500

Solar panels for electricity
Solar panels for water | 2%
Heatpump | 19,

oOther 0%

0 20 40 60 80 100

1 Multiple choice question AT
2‘Other’ responses include wind turbines and alternative fuel systems
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When considering the type of energy used to heat their home, 3% of electricity customers and
less than 1% 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 less than 1% of gas customers expecting this (see Figure

4.4).

Figure 4.4 Likelihood of switching energy source

Thinking about your energy for heating your home, do you think you will switch
from using your current energy source to another energy source in the next 3

years?

Not sure

H No

Yes —But notin
the next 3 years

Yes —In the
next 1-3 years

] Yes — Within the

next year

3%

88%

200 |
2021

2% 1%
93% 94%
10 1% 1% 29

2022 |
Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500 : ; Base: 493

Qverall

el S U w—

2023 2024 2025

3%
92%
1%
1% 2%

1_9/_ 2%
| 2021

Gas

2022
Base: 522

2023

2% 2% 1% 2%
96% 95% 98%
19/ 1% 2%
b, 1%

2024
Base: 543 Base: 542 Base: 504

2025

Respondents aged 18 to 34 (3%) were more likely to say they would switch their heating
source than those aged 65 and over (less than 1%), albeit not within the next three years (see

Table 4.1)

Table 4.1 Intentions to switch heating source by age

Overall

Age

I' perceptive

All

Base: 1500
Under 35
Base:201
35-44
Base:248
45-64
Base:605
65 plus
Base: 443

1%
0%
1%
1%
0%

1%
1%
2%
1%
1%

1%
3%
1%
2%
0%

93%
94%
94%
92%
94%

3%
1%
2%
4%
4%

100%
100%
100%
100%
100%
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Of those who said they intend to switch their energy source, mains gas (75%, n=40) was the
most preferred source, followed by oil (13%, n=7).

Energy supplier

Electricity supplier

93% of respondents were aware of who their electricity supplier was, similar to 2024 (92%)
and 2023 (95%) but lower than the 2022 Tracker (99%). The most common electricity supplier
was Power NI at 59%, followed by SSE Airtricity at 19% (see Figure 4.5).

Figure 4.5 Electricity supplier

Electricity supplier

ndividual bases below. All respondents

2021 m 2022 m 2023 2024 m 2025
Base: 1516 Base: 1516 Base: 1503 Base: 1502 Base: 1500

Aware of electricity supplier 9%'}960/
')

2021 u 2022 u 2023 2024 ] 2025
Base: 1433 Base: 1494 Base: 1433 Base: 1389 Base: 1402

|19 |

1%

Electric Ireland %

|___15% ]
Budget Energy m-

M 3%
Click Energy '2%%

M 3%
Share Energy

0%
Other 1

o, 0 20 40 60 80 100 )
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Gas supplier

The proportion of respondents who are aware of who their gas supplier was similar to the
previous two Trackers at 95%, although this is lower than 98% observed in the 2022 Tracker.
Of those who are aware, SSE Airtricity was the most common supplier at 56% followed by

Firmus Gas at 42% (see Figure 4.6).
Figure 4.6 Gas supplier

Gas supplier

ndividual bases below. Those with mains gas
2021 m 2022 m 2023 2024 m 2025
Base: 4893 Base: 822 Base: 543 Base: 542 Base: 504
Aware of gas supplier 94%
98%
2021 m 2022 m 2023 2024 m 2025
Base: 438 Base: 513 Base: 511 Base: 510 Base: 477
SSE Airtricity 58%
56%
Firmus Gas A0%
39%
W%
Other Lz%
1%
2%
0 20 40 60 80 100
c10
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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, similar to the 2024 (25%) and 2023 Trackers (26%). Loft
insulation (70%), cavity wall insulation (48%), and double glazing windows (29%) were the
most common measures implemented.

Figure 4.7 Energy efficiency measures

Energy efficiency measures

ndividual bases below. All respondents

m 2022 m 2023 2024 u 2025

Base. 1516 Base: 1502 Base: 1502 Base: 1500
Have put energy efficiency
measures in place in the last
e
37%

2022 2023 2024 2025

u Base. 555 u Base: 397 Base: 379 u Base: 389

707
Loft insulation 69%
57%

Cavity wall insulation

Solid wall insulation

m
MINJ =
R R
B
ORRER S
ES =

0Oil to gas central

i i 2%
heating conversion 58

£

High energy efficiency
oil boilers %o
29%

20%
26%

g

Double glazing

Other . 2%

Afia

E

20 40 60 80 100
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Those who had not put any measures in place were asked for their reasons for not doing this.
Half (51%) said they had installed the measures more than three years ago, and 30% stated
that the measures were already in place in their home (see Figure 4.8).

Figure 4.8 Reasons for not installing energy efficiency measures
Reasons for not putting energy efficiency measures in place

ndividual bases below. All respondents
2022 2023 2024 2025
u Base: 1516 u Base: 1502 Base: 1502 u Base: 1500

Have not putenergy I 7. T
efficiency measures in place

i the last thre years

2022 2023 2024 2025
u Base: 950 u Base: 1080 Base: 1091 u Base: 1082
30%
These were already in my home 43%
A%

Installed them more than three
years ago

Renting/ have no control over
structural changes

%_%G %

0 2%

Bﬂ‘?%

0 2%

Don’t think they are needed lTﬁﬁ
H 2%
2%

Recently moved house

Cannot afford the initial outlay

No reason/ not sure %-

=)
[=]

20 40 60 80 100 A6b
1 Other responses include lack of inf tion and impl ting would cause too much disruption

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.

‘l" perceptive

29



5.Payment

In this section we explore the views and experiences of consumers in relation to the following:

= Spending on electricity and gas;

= Energy payment methods and tariff types;

= Reasons for using a prepayment meter for electricity or gas; and
= Paying extra on bill.

Key findings

33% have electricity bills of at least £100 per month, down from 42% in 2024 and 43% in
both 2023 and 2022, but higher than the 13% observed in 2021.
Respondents who have someone in their household with a disability or illness (39%,
compared to 33% without), who have children in the household (48%, compared to 27%
without), and who are in the high and medium vulnerability group (37%, compared to
30% who are not vulnerable) were more likely to spend £100 or more per month.
The proportion of respondents paying £150 or more per month for their electricity has
decreased slightly from 16% in 2023 and 13% in 2024 to 10%.
35% of gas respondents have a monthly spend of at least £100, decreasing further from
48% in 2022, 42% in 2023 and 41% in 2024, but still considerably higher than the 9% who
reported spending £100 or more on gas in 2021.
38% of respondents use a prepayment meter for electricity, while 55% of respondents with
mains gas pay for their heating via a prepayment meter.
Convenience was the most often cited reason for having a prepayment meter (75% of
those with an electricity prepayment meter and 76% of those with a gas prepayment
meter).
The majority of electricity (97%) and gas (97%) consumers who use a prepayment meter
indicated that they are content to remain using this method rather than change to
alternative payment methods such as direct debit.
78% of electricity and 93% of gas customers stated that they were on a standard variable
tariff, the same proportions as the 2023 Tracker.
30% of respondents stated that they would be willing to pay a little extra on their bill for
future investment (compared to 27% in 2024).
20% would pay extra to provide extra help for customers in vulnerable circumstances,
for example, due to health or financial reasons (19% in 2024).
15% would pay extra for projects to protect the environment (19% in 2024).
13% would be willing to pay extra to improve the reliability of the network to help reduce
power cuts and maintain supply (10% in 2024).
21% indicated they would be willing to pay extra on their bill to allow particular consumer
groups to avail of a discounted tariff, down from 27% in 2024.
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Spend on electricity and heating

Respondents were asked what their monthly household spend on electricity was (see figure
5.1). 3% reported that they spend up to £30, with 20% saying it was between £30 and £59
and 31% between £60 to £99. Respondents were most likely to spend at least £100 per month
(33%), down from 43% in 2022 and 2023 and from 42% in the previous Tracker. 13% said
they were unsure of their monthly electricity spend, up from 7% in 2023 and 2024 (see Figure
5.1).

Figure 5.1 Monthly electricity spend

How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?

ndividual bases below. All respondents

7%

I Not sure
W £100+
W £60-£99
W £30£59
Up to £30

2% 2%

% 2019 2021 2022 2023 2024 2025
' Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

B1
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Respondents aged 65 and over (19%) were less likely than all other age groups to spend £100
or more on electricity, but were also less likely than all other age groups to know how much
they spend (22%). Those in the C2DE group (23%) were more likely than those in the ABC1
group (18%) to spend between £30 and £59 per month (see Figure 5.2).

Figure 5.2 Monthly electricity spend by age and socioeconomic group

How much does your household spend on electricity in total (i.e. heating, lighting,

appliances, etc.) each month?

B Not sure
W £100+
W £60£99
B £30-£59
Up to £30

Overall
Base: 1500

‘l" perceptive

Age

ndividual bases below. All respondents

SEG

22% 13% 11%

4%

65 plus
Base: 443

Bl
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36% of those in social housing reported spending £30 to £59 per month on electricity
compared to 21% who privately rent and 17% who own their home. Respondents living in
urban areas (22%) were more likely to spend between £30 and £59 per month compared to
those in rural areas (16%) (see Figure 5.3).

Figure 5.3 Monthly electricity spend by tenure and location

appliances, etc.) each month?

ndividual bases below. All respondents

Tenure Location

10% 16%

13% 159

B Not sure
W £100+
W £60-£99
W £30£59
Up to £30

own Private social Urban Rural

Base: 1502 home rented housing H Base: 903 Base: 397
Base: 1158 Base: 124 Base: 184 i

Bl
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Respondents living in the most deprived areas (92%) were more likely to be aware of their
monthly electricity spend than those living in the least deprived areas (86%) (see Figure 5.4).

Figure 5.4 Monthly electricity spend by deprivation

How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?

ndividual bases below. All respondents

Deprivation

13% 12% 14%

I Not sure
W £100+
W £60-£99
B £30-£59
Up to £30

3% 3%
9 T
v Overall ; 1-Most 2 3 4
Base: 1500 i deprived Base: 300 Base: 308 Base: 312 deprived
Base: 280 Base: 300

Bl
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Respondents who have someone in their household with a disability or illness (39%, compared
to 33% without), who have children in their household (48%, compared to 27% without), and
who are in the high and medium vulnerability group (37%, compared to 30% who are not
vulnerable) were more likely to report a monthly electricity spend of £100 or more (see Figure
5.5).

Figure 5.5 Monthly electricity spend by disability, children and vulnerability

How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?

ndividual bases below. All respondents

Disability Children Vulnerability

13% %% 3% | 7% 1% 0% 15%

[ Not sure
W 2100+
W £60-£99
B £30-£59
Up to £30

3% 3%
or T H T
° Overall Yes No Yes No i High/medium Low Not
Base: 1500 i Base: 354 Base: 1031 | Base 415 Base’ 1047 | yulnerability vulnerability vulnerable
: : ' Base 661 Base: 33 Base: 804

B1
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Respondents who have access to the internet (35%) and who consider themselves to be
confident internet users (39%) were more likely to report spending £100 per month on
electricity than those without access (16%) and who are not confident internet users (21%).
However, those without access to the internet (24%, compared to 12% with access) and who
are not confident users (24%, compared to 9% of confident users) were less likely to be aware
of their monthly electricity spend (see Figure 5.6).

Figure 5.6 Monthly electricity spend by internet access and confidence using the
internet

How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?

ndividual bases below. All respondents

: Confidence using
Internet access i the internet

12% 24% 24% 11% 9%

[ Not sure
W 2100+
W £60-£99
B £30-£59
Up to £30

3% 4%

i 3%
° overall | Yes No Not Neither Confident

Base: 1300 Bage: 1411 Base: 89 confident Base: 288 Base: 906

B1
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Of those who have a credit meter'” for electricity, 17% said they did not know how much they
spend per month on electricity compared to 6% with a prepayment meter. Respondents who
had switched electricity supplier in the last three years (39%) were more likely to say they
spend £100 or more per month when compared with non-switchers (31%). 46% of those who
have self-disconnected from their electricity supply spend at least £100 per month on
electricity, compared to one third (33%) who have not self-disconnected (see Figure 5.7).

Figure 5.7 Monthly electricity spend by electricity payment method, electricity
switching, and electricity self-disconnection

How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?

ndividual bases below. All respondents

Electricity ) Electricity . Electricity self-
payment method | switching disconnection
17% 9% 15% | 4% 13%

I Not sure
W £100+
W £60-£99
M £30£59
Up to £30

3%

3% 1% 4% 4%
Overall Prepayment Credit meter Switchers Non- | Yes No
Base: 1500 | meter Base:930 |  Base 500 switchers |  Base 100 Base: 1386
Base: 570 ! Base: 1000

B1

10 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 5.8). Overall awareness of monthly heating spend has fallen from the previous Tracker,
with 24% reporting they were unsure of their heating spend compared to 12% in 2024,
although it is now similar to what was observed in 2022 (22%) and 2023 (21%) Trackers.

Overall, respondents were most likely to spend £100 or more (29%) per month on heating,
including one third (35%) of gas customers reporting this. Despite £100 or more being the
most common monthly heating spend, the proportion of domestic consumers who said they
spend that much has fallen from the 2022 (44%), 2023 (41%) and 2024 (45%) Trackers.

Figure 5.8 Monthly spend on heating

How much does your household spend to heat your home each month?

ndividual bases below. Those who don't use electricity for heating

Overall Gas

B Not sure
W £100+
W £60-£99
B £30-£59
Up to £30

o ! 2%
2021 2022 2023 2024 2025 2019 2021 2022 2023 2024 2025
Base: 1491 Base: 1493 Base: 1464 Base: 1440 Base: 1432 | Base: 358 Base: 493 Base: 522 Base: 543 Base 542 Base 504

Bt
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Respondents aged 65 and over (37%) were less likely to know how much they spend on
heating per month than all other age groups. Respondents who have someone in their
household with a disability or illness (30%) were more likely to say they spend between £60
and £99 per month on heating than those without (25%), while respondents who have children
in their household (36%) were more likely than those without (27%) to report spending £100
or more per month. 27% of those not considered to be vulnerable were unaware of their
monthly heating spend, compared to one fifth (21%) of those in the high or medium
vulnerability group (see Figure 5.9).

Figure 5.9 Monthly spend on heating by age, disability/illness, children, and
vulnerability

How much does your household spend to heat your home each month?

Individual bases below. Those who don't use electricity for heating.

Disability/

Age iliness

Children = Vulnerability

B Not sure
W £100+
W £60-£99
B £30-£59
Up to £30

Overall | 18-34 3544 4564 65plus Yes No | Yes No | High/ Low  None

Base: 1432 |Base: 192 Base: 242 Base: 577 Base: 419 Base: 335 Dase: 992 | Base: 399 Base: 995 | medijum Base: 33 Base: 770
: : ' Base: 629

B6
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Respondents who own their home (29%) were less likely to be aware of their monthly heating
spend than those living in social housing (5%) and those who privately rent (less than 1%).
Those who live in urban areas (32%) were more likely to spend at least £100 per month when
compared with those in rural areas (26%). 37% of respondents who were not confident internet
users were not sure about their monthly heating spend, compared to 20% of those who
consider themselves confident internet users (see Figure 5.10).

Figure 5.10 Monthly spend on heating by tenure, location and confidence using the
internet

How much does your household spend to heat your home each month?

Individual bases &

w. Those who don't use electricity for heating

: | Confidence using
Tenure Location f the internet

I Not sure
W £100+
W £60-£99
M £30£59
Up to £30

| 5
. 2% i 3% 5% 4% 2% 5%
Overall | Own Private social | Urban Rural  Not Neither  Confident
Base: 1432 |  home rented housing | Base:867  Base: 565 | confidemt  Base:272  Base: 674
| Base 1109  Base 145  Base 175 | | Base: 286

B6
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Respondents who have a credit meter for electricity (28%) and for gas (16%) were less likely
to be aware of their monthly heating spend than those who have a prepayment meter (17%
for electricity and 8% for gas). Gas customers on a credit meter (42%) were also more likely
to report spending £100 or more per month on heating than those on a prepayment meter
(29%) (see Figure 5.11).

Figure 5.11 Monthly spend on heating by payment method

How much does your household spend to heat your home each month?

Individual bases below. Those who don’t use electricity for heating

Electricity Gas payment
payment method method

I Not sure
W £100+
W £60-£99
B £30-£59
Up to £30

3%

1%
Overall | Prepayment Creditmeter  Prepayment Credit meter
Base: 1500 meter Base: 887 meter Base: 225
i Base: 343 : Base: 279

B6

‘l" perceptive 41



Respondents who had switched their electricity supplier in the last three years (35%) were
more likely to report spending £100 or more per month on heating than non-switchers (27%)
but were also more likely to be aware of their monthly heating spend (17% saying ‘not sure’,
compared to 27% of non-switchers). 38% of those who have self-disconnected from their
electricity supply said they spend at least £100 per month on heating compared to 29% of
those who have not self-disconnected. However, those who have not self-disconnected were
less likely to be aware of their monthly heating spend (25%, compared to 9% who have self-
disconnected) (see Figure 5.12).

Figure 5.12 Monthly spend on heating by electricity switching and electricity self-
disconnection

How much does your household spend to heat your home each month?

Individual bases below. Those who don't use electricity for heating.

Electricity Electricity self-
switching disconnected

B Not sure
W £100+
W £60£99
B £30-£59
Up to £30

Overall Switchers Non- i Yes No

Base: 1432 Base: 483 switchers Base: 94 Base: 1327
i Base: 947 :
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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

38% of respondents said they use a prepayment meter to pay for electricity. Of those on a
credit meter, two in five (38%) said they are on a monthly direct debit and 17% on a quarterly
direct debit. 5% reported that they pay for electricity using cheque, cash or card on receipt of
their bill (see Figure 5.13).

Figure 5.13 Electricity payment method

How do you pay for your electricity (including heating, lighting, appliances, etc.)?

ndividual bases below. All respendents

1% 1%

1%

39% 43%
| Other
W Prepayment meter 9% o
W Cheque, cash or card -
Quarterly direct debit
H Monthly direct debit
200,
36% 34% 38%
2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

Respondents who consider themselves to be confident internet users (41%) were more likely
to say they were on a prepayment meter for electricity than those who do not consider
themselves to be confident users (28%). 13% of those who do not consider themselves to be
confident internet users also said they pay for electricity using cheque, cash or card, compared
to 3% of confident internet users (see Table 5.1)

Table 5.1 Electricity payment method by confidence using the internet

Monthly direct Quarterly Cheque, Prepayment Total
debit direct debit cash or card meter

Overall g;'sel_ o0 38% 17% 5% 38% 2% 100%
ot confident 33% 25% 13% 28% 1% | 100%
Confidence Nas.e'h
usingthe DSOS 38% 17% 5% 39% 1% 100%
internet =
Confident 39% 15% 3% 41% 2% | 100%
Base: 906
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Almost four in five (78%) reported that they were on their supplier's standard variable tariff,
similar to the Trackers from 2022 onwards. This is followed by 13% who were on a promotional
tariff and 8% who were unsure what tariff they were on for electricity. Those who have switched
their electricity supplier in the last three years (27%) were more likely to be on a promotional
tariff than non-switchers (6%) (see Figure 5.14 and Table 5.2).

Figure 5.14 Electricity tariff

Which of the following best describes the tariff you are on for your electricity?

Individual bases below. All respondents

B Not sure

B Other

B Promotional tariff

[ Standard variable tariff

o 2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

B5

D perceptive
‘li' insight 44



Gas
55% of respondents say they use a prepayment meter to pay for their gas. This was followed

by 26% who pay by monthly direct debit, and 12% who have a quarterly direct debit. 7% pay
for gas with cheque, cash or card on receipt of the bill (see figure 5.15).

Figure 5.15 Gas payment method

How do you pay for your gas heating?

1% 1% 1%

54%
69%

26% 30%
19%

2019 2021 2022 2023 2024 2025
Base: 358 Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

Other
B Prepayment meter

Cheque, cash or card
Quarterly direct debit
H Monthly direct debit

26%
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93% of households with gas heating reported that they were on a standard variable tariff with
their supplier, up from 85% in the previous Tracker and the highest proportion observed across
all previous Trackers. 4% said they were on a promotional tariff, while 3% were unsure which
tariff they were on, the lowest figure across all previous Trackers (see Figure 5.16).

Figure 5.16 Gas tariff

Which of the following best describes the tariff you are on for your gas?

Individual bases below. Those with gas.

M Not sure
M Promational tariff
[ Standard variable tariff

a9, 2019 2021 2022 2023 2024 2025
Base: 358 Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

B10
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Prepayment meters

Electricity
Of those respondents with a prepayment meter for electricity, three quarters (75%) reported

that the reason they have one is because it is convenient for them. Two in five (38%)
mentioned that the property came with a prepayment meter already installed (see Figure 5.17).

Figure 5.17 Reasons for having a prepayment meter for electricity

Which of the following reasons describes why you have a prepayment meter for

electricity?
ndividual bases below. Those with a prepayment meter for electricity
2019 2021 [ 2022 [ 2023 2024 ] 2025
?8% Base 509 Base: 589 Base: 647 Base: 700 Base: 593 Base: 570
73% %73
58%
33%
31%
17%
13%
9%
5%
3%4"" 3%3% %1% 1o 1% Ia%s%l%z%z%
- oo 0% [
Itis The property Offered one To help Don t need To munm:lr Gwen one as Never been given
convenient came with one by supplier budget to worry energy use part of debt the option to
energy costs about being collection move away
cut off B3

" Multiple choice question
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The vast majority (97%) of respondents with a prepayment meter stated they were content to
remain with one (see figure 5.18).

Figure 5.18 Preference for electricity payment method

Are you content to remain on an electricity prepayment meter or would you
prefer to switch to another type of payment such as quarterly bill payments or pay
by monthly direct debit if you were able to?

Individual bases below. Those with a prepayment meter for electricity

1% 1% 1% 1% 1% 1%
1% 1%
1% 1%
M Not sure
H Other
Didn't know | could switch to a
different payment option
] No — Prefer to pay by
monthly direct debit

No — Prefer to switch to
quarterly bill payments
m Yes — Content to remain

on electricity PPM

2021 2022 2023 2024 2025
Base: 589 Base: 647 Base: 700 Base: 593 Base: 570
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Gas
Convenience (76%) was also the most common reason for having a gas prepayment meter

while 46% said that their property came with a prepayment meter (see Figure 5.19).

Figure 5.19 Reasons for having a prepayment meter for gas

Which of the following reasons describes why you have a prepayment meter for

gas?
ndividual bases Those with a pi yment meter for gas
201 9 2021 u 2022 ] 2023 2024 u 2025
Base_ 199 Base: 279 Base: 310 Base: 374 Base: 294 Base: 279
L5 75%" 76%
49%
34%
1% 31%
22% 22%
16%
13%
1
9836 9%
5% 5
',tm 2%1% 1% I % % I4%3%1%2%1%
i - oo [
Itis The property Offered one To help Don’t need To monitor Given one as Never been given

convenient came with one by supplier budget to worry energy use part of debt the option to
energy costs about being collection move away

cut off B8

" Multiple choice question
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The majority (97%) of respondents with a gas prepayment meter stated they were content to
remain using one (see Figure 5.20).

Figure 5.20 Preference for gas payment method

Are you content to remain on a gas prepayment meter or would you prefer to
switch to another type of payment such as quarterly bill payments or pay by
monthly direct debit if you were able to?

Individual bases below. Those with a prepayment meter for gas

1% 1% 1% 1% 1% 1%
% 1%
1% 1%
M Not sure
H Other
Didn't know | could switch to a
different payment option
] No — Prefer to pay by
monthly direct debit 97%
No — Prefer to switch to
quarterly bill payments
m Yes — Content to remain
on electricity PPM
2021 2022 2023 2024 2025
Base: 279 Base: 310 Base: 374 Base: 294 Base: 279

B%a
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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 5.21).

70% reported that they would not be willing to pay anything extra; while this is similar to 73%
from the 2024 Tracker and lower than 83% from 2023, it is still a higher proportion than the
2022 (63%) and 2021 (54%) Trackers. 15% would be willing to pay extra for projects that
protect the environment (down from 19% in 2024), while 20% would be willing to pay extra for
providing extra help to vulnerable customers (similar to 19% in 2024). 13% would be willing to
pay extra to improve the reliability of the network (up slightly from 10% in 2024). Unlike in
2024, there were no significant differences observed between those living in urban areas and
those in rural areas.

Figure 5.21 Paying extra on energy bill

Which, if any, of the following would you be most willing to pay a little extra on
your bill for?

ndividual bases below. All respondents
Overall Gas
2021 m 2022 u 2023 2021 m 2022 [ 2023
Base: 1514 Base: 1516 Base: 1502 Base: 493 Base: 522 Base: 543
2024 2025 2024 2025

Base: 1502 u Base: 1500

H .i H Ilmx

g |
6394 |

Base: 542 u Base: 504

&

Projects to Providing extra Improving | don't want to Projects to Providing extra Improving | don’t want to
protect the help for customers reliability of be charged  protectthe help for customers reliability of be charged
environment in vulnerable the network anything extra ;| environment in vulnerable the network anything extra
circumstances H circumstances c17
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Several significant differences were observed between subgroups (see Table 5.2):

*  64% of those who have someone in their household with a disability or illness said they

would not want to be charged extra for future investment, compared to 70% of those

without someone in their household with a disability or iliness;

= Respondents who do not have children in their household (72%) were less likely to be
willing to be charged extra for future investment than those who do have children in their
household (65%); and
= Those not considered to be vulnerable (73%) were less likely than those in the high and
medium vulnerability group (65%) to be willing to be charged extra on their bill.

Table 5.2 Paying extra on ener:

Providing

bill by disability/illness, children and vulnerabilit

‘lg' perceptive

insight

Projects to extra helo for Improving | don’t want to
protect the p reliability of be charged
. vulnerable :
environment B network anything extra
overall Al 15% 20% 13% 70%
Yes
Disability/  Base: 354 16% 25% 14% 64%
liness | No o 16% 19% 13% 70%
Yes
) 16% 24% 14% 65%
Children ﬁase' =il
Ba"se_ our 15% 19% 12% 72%
g;gglg?dium vulnerability 15% 239, 14%, 65%
Vulnerability ~LOW vulnerability 17% 14% 9% 83%
pot vuinerable 15% 17% 12% 73%
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Respondents were asked whether they would be willing to pay extra on their bill to allow
particular groups of consumers to avail of a discounted tariff (see Figure 5.22).

Three

quarters (73%) of respondents would not be willing to pay extra on their bill for this

purpose, increasing from 64% in 2024. One in five (21%) would be willing to pay extra, down
from 27% in the previous Tracker.

Figure 5.22 Paying extra on energy bill to allow particular consumer groups to avail of
a discounted tariff

e
ll

Would you be willing to pay a little extra on your bill, to allow particular groups
of consumers to avail of a discounted tariff?

Individual bases below. All respondents

B Not sure
M No
B Yes

%, 2024
Base: 1502 Base: 1500

C18
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The following subgroups were more likely to say they were willing to be charged extra on their

bill (see table 5.3):

= Respondents who have someone with a disability or illness in their household (26%) when
compared with those that do not (20%);

= Respondents who have children in their household (24%) when compared with those who
do not (19%); and

= Respondents in the high or medium vulnerability group (25%) when compared with those
not considered to be vulnerable (17%).

Table 5.3 Paying extra on energy bill to allow particular consumer groups to avail of a
discounted tariff by disability/illness, children and vulnerability

“

Overall g\;'se_ 00 21% 73% 6% 100%
Yes
Disability/  Base: 354 26% 68% 6% | 100%
illness NO e 20% 75% 5% | 100%
\B(aesi s 24% 70% 6% 100%
Children N :
Ba"se, o4 19% 75% 6% 100%
Elgggltl;r;?dium vulnerability 259 70% 5% 100%
Vulnerability ~ LOW vulnerability 17% 71% 1% | 100%
hot vuinerable 17% | 77% | 6% | 100%

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
There has been an increase in customer engagement with written communications
received from their supplier, with results now more in line with the 2022 Tracker. 54% of
electricity customers reported reading their correspondence in full (compared to 42% in
2024, 50% in 2023 and 56% in 2022) while 53% of gas consumers reported reading their
correspondence in full (compared to 41% in 2024, 49% in 2023 and 54% in 2022).

e Similar proportions reported receiving correspondence from their electricity supplier in the
post (41%) and via email or online (40%), while gas customers were more likely to receive
correspondence through the post (49%, compared to 24% through email or online).

o Of those respondents who had glanced at or read their written correspondence, there has
been an increase in understanding of this correspondence.

85% of electricity respondents agreed or strongly agreed that the information was clear
and understandable (compared to 76% in 2024); and
84% of gas consumers agreed or strongly agreed that the information was clear and
understandable (compared to 73% in 2024).
o Overall levels of trust in electricity suppliers have increased from 2024:
73% trusted their supplier to treat them fairly (compared to 67% in 2024); and
70% trusted their supplier to give them a fair price (compared to 60% in 2024).
e There has also been an increase in levels of trust amongst gas customers since the
previous Tracker:
75% trusted their supplier to treat them fairly (compared to 65% in 2024); and
72% trusted their supplier to give them a fair price (compared to 61% in 2024).

e There has been an increase in consumer satisfaction with overall service from suppliers:
87% of domestic consumers reported being satisfied or very satisfied with their electricity
supplier (compared to 80% in 2024); and
86% were satisfied or very satisfied with their gas supplier (compared to 75% in 2024).

o 8% contacted their electricity supplier in the last year for a reason other than making a
complaint. The most common reasons for this was; querying a bill (16%), switching energy
contract (14%), and a payment issue (10%).
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e Of those that made contact; 78% found it easy to get in touch, 86% thought they were
listened to, 84% felt they were treated fairly, and 83% said that their electricity supplier
was supportive.

This is an improvement on the previous Tracker, in which 77% thought they were
listened to, 72% felt they were treated fairly, and 72% said that their electricity supplier
was supportive.

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

Electricity

Two in five (41%) of domestic consumers say they receive written correspondence from their
electricity supplier in the post, while a further 40% receive it via email or online. 15% of
respondents did not remember receiving any correspondence or were unsure in what form it
came. Respondents who have a prepayment meter for electricity (28%) were less likely to be
aware of how they receive written correspondence from their supplier than those who have a
credit meter (8%). 29% of respondents who have self-disconnected from their energy supply
said they weren’t sure how they receive correspondence from their electricity supplier,
compared to 14% who have not self-disconnected (see Figure 6.1 and Table 6.1).

Figure 6.1 Form of written correspondence from electricity supplier

How do you receive written correspondence such as a bill or annual statement
from your electricity supplier?

Don’t remember getting
any / don't know

W Other
Through an app
Via email or online

H In the post
0,
il 46%
35%

2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500
1'Don’t remember getting any/don’t know’ was not given as an option in 2019 2
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Table 6.1 Form of written correspondence from electricity supplier by payment
method and self-disconnection

Overall g;'se_ o0 41% 40% 4% 15% | 100%
Electricity g’:ﬁ%"e“t meter 38% 27% 7% 28% | 100%
payment C d't t

method Ol et 42% 47% 3% 8% 100%

Yes
Electricity self- = Base: 100 27% 33% 1% 29% 100%
disconnection g‘a"se, s 41% 40% 4% 14% | 100%

Over half (54%) of respondents confirmed that they read the last piece of written
correspondence from their electricity supplier, increasing from 42% in 2024 and 50% in 2023
to be similar to 56% in the 2022 Tracker. A further one in five (21%) said they only glanced at
the correspondence, while 9% did not read or did not open the correspondence.

Three in five (61%) credit customers said that they read the last piece of written
correspondence they received from their supplier, compared to two in five (42%) of those with
a prepayment meter for electricity. Those on a prepayment meter (29%) were also more likely
to report that they had not received any correspondence when compared with those who have
a credit meter (8%). Respondents aged 65 and over (60%) were more likely than all other age
groups to confirm that they read the last correspondence they received (see Figure 6.2 and
Table 6.2).

Figure 6.2 Approach to receiving written correspondence from electricity supplier

Thinking about the last time you received written correspondence such as a bill or
annual statement from your electricity supplier, did you read it?

ndividual bases below. All respondents

W N/Anever received

B Didn’t open it

B Didn't look at it/ read it
Only glanced at it

B Yes-—lreadit

2021 2022 2023 2024 2025
Base: 1514 Base: 15716 Base: 1502 Base: 1502 Base: 1500

3
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Table 6.2 Approach to receiving written correspondence from electricity supplier by
age and payment method

. Only glanced Didn’t look at Didn’t open N/A never

Overall 'g‘;'se: 00 54% 21% 6% 3% 16% 100%
2;225135 48% 18% 9% 4% 20% 100%
gf;j,‘; » 50% 22% 6% 2% 19% 100%
Age .

gg;g‘;os 53% 21% 6% 4% 16% 100%
gfsg_"j% 60% 21% 4% 2% 13% 100%
Electricity ggfgéo};g"e“t meter 42% 18% 8% 4% 29% 100%

e Credit meter o 0 o o o o
method redi 61% 23% 5% 3% 8% 100%

Of those who glanced at or read the written correspondence they received, 85% agreed or
strongly agreed that the information had been presented in a way which was clear and easy
to understand, compared to 6% who did not think that this was the case. This is an
improvement from the previous Tracker in which (76%) agreed, with the results now more
similar to those in the 2023 Tracker (83% who agreed and 10% who disagreed) (see Figure
6.3).

Figure 6.3 Understanding of written correspondence from electricity supplier

To what extent do you agree or disagree that the information was presented in a
way which was clear and easy to understand?

Individual bases below. Those who looked at comespondence

1%

M Not sure

M Strongly disagree
M Disagree

H Neither

M Agree

[T strongly agree

2021 2022 2023 2024 2025
Base: 1062 Base: 1168 Base: 995 Base: 1021 Base: 1120
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Subgroup analysis revealed the following significant differences (see Table 6.3):

= Those who do not have someone living in their household with a disability or illness (8%)
were more likely to disagree when compared with those who do have someone in their
household with a disability or illness (5%), although there were no significant differences

between those who agreed;

= Respondents who have children in their household (79%) were less likely to agree than

those without children (87%); and

= 8% of those in the high and medium vulnerability group disagreed that the information was
presented in a way which was clear and easy to understand, compared to 4% of those not
considered to be vulnerable. However, no significant differences were observed between

those who agreed.

Table 6.3 Understanding of written correspondence from electricity supplier by

disability/illness, children, and vulnerability

All
Overall Base: 1120 6% 8% 85% 100%
YES 8% 6% | 85% | 1% | 100%
Disability/ illness No ’
0, 0, 0] 0,
B 790 5% 9% | 85% | 1% | 100%
Yes
) 9% 11% 79% 1% 100%
Children ﬁlacf& 294
0, 0, o] 0,
Beo: 708 4% 7% 87% | 1% | 100%
High/medium vulnerability 8% 8% 83% 1% 100%
Base: 490
Vulnerabilty ~ LOW vuinerability 5% 20% | 75% - 100%
ase: 20
Not vulnerable 4% 8% | 87% | 1% | 100%
ase: 610
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Gas

Those with gas heating were more likely to receive correspondence from their supplier through
the post (49%), while one quarter (24%) obtain theirs in an email or online. 24% stated that
they did not remember receiving any written correspondence from their supplier or in what
form it came, similar to 23% in 2024. One third (33%) of respondents who have a gas
prepayment meter stated that they were not sure whether they had received any
correspondence, compared to 13% of credit customers (see Figure 6.4 and Table 6.4).

Figure 6.4 Form of written correspondence from gas supplier

How do you receive written correspondence such as a bill or annual statement
from your gas supplier?

ndividual bases below. Those with mains gas

18%
0,
m Don't remember getting 7% o & %
4%

any / don't know
W Other
[ Through an app

Via email or online
Hl In the post
58% -
47% 52% 49% 49%
40%

% 2019 2021 2022 2023 2024 2025
' Base: 358 Base: 493 Base: 522 Base: 543 Base: 542 Base: 504
1*Don’t remember getting any/don’t know’ was not given as an option in 2019 ci

Table 6.4 Form of written correspondence from gas supplier by gas payment method

Email / Through
-_ In the pOSt

Overall /;;'se, o 49% 24% 3% 24% | 100%
Gas g;gg%“e”t meter 45% 18% 4% 33% | 100%

LV Credit meter o o o o o

method 1o 54% 32% 1% 13% | 100%
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Over half (53%) gas customers stated that they read the last written correspondence they
received from their supplier, increasing from 41% in 2024 and 49% in 2023 and similar to 54%
in 2022. One third (32%) of respondents who have a prepayment meter for gas said they never
received any correspondence, compared to 12% of those on a credit meter. (see Figure 6.5
and Table 6.5).

Figure 6.5 Approach to receiving written correspondence from gas supplier

Thinking about the last time you received written correspondence such as a bill or
annual statement from your gas supplier, did you read it?

ndividual bases below. Those with mains gas

2%
5% N

53%
41%

% 2021 2022 2023 2024 2025
' Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

W N/A never received

W Didn't open it

B Didn't look at it/ read it
Only glanced at it

W Yes | read it

28%
370
5%

12

Table 6.5 Approach to receiving written correspondence from gas supplier by gas
payment method

Read it Glanged Didn‘lt Didn‘lt Neyer Total
at it read it openit | received
All

Overall S 53% 17% 5% 2% | 23% | 100%
o 44% | 15% | 6% | 2% | 32% | 100%
method g;:gi;zrgeter 64% 18% 3% 2% | 12% | 100%
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84% (up from 73% in 2024) 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 no significant
difference between gas customers with a prepayment meter or a credit meter. 5% disagreed
or strongly disagreed with this, the lowest proportion across all previous Trackers (see Figure
6.6).

Figure 6.6 Understanding of written correspondence from gas supplier

To what extent do you agree or disagree that the information was presented in a
way which was clear and easy to understand?

Individual bases below. Those who looked at comrespondence

1%

I Not sure

I Strongly disagree
M Disagree

H Neither

M Agree

[ Strongly agree

2021 2022 2023 2024 2025
Base: 308 Base: 367 Base: 346 Base: 331 Base: 352

C13
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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

73% of domestic consumers trust their electricity supplier to treat them fairly in their dealings,
compared to 10% who do not trust their supplier to treat them fairly. The proportion of
respondents who ‘completely trust’ their supplier has increased from 16% in 2024 to 27% in
the current Tracker (see Figure 6.7).

Figure 6.7 Trust in electricity supplier to treat customer fairly in dealings

To what extent do you trust your electricity supplier to treat you fairly in their
dealings with you?

Individual bases below. All respondents

1% 1%
2%

B Not sure

B Strongly distrust
B Tend to distrust
B Neither

M Tend to trust

[ Completely trust

o 2021 2022 2023 2024 2025
. Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

C5
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The following significant differences between those who trust and distrust their electricity

supplier to treat them fairly were observed (see Table 6.6):

= 84% of those living in social housing said that they trust their electricity supplier to treat
them fairly, compared to 71% who own their home;

= Respondents who have children in their household (68%) were less likely to say they trust
their electricity supplier to treat them fairly than those without children (75%);

= Those who have self-disconnected from their electricity supply (63%) were less likely to
indicate that they trust their supplier than those who have not self-disconnected (74%).

Table 6.6 Trust in electricity supplier to treat customers fairly by tenure, children and
electricity self-disconnection

Overall g‘gse_ o0 10% 13% 73% 4% 100%
g;’;’(g 5‘;’5’;‘3 11% 13% 71% 4% | 100%

Tenure E;'S‘;a'gez'g' rent 4% 16% 76% 4% 100%
2:8‘;‘?1' Jlousing 5% 9% 84% 2% | 100%

. yes 14% | 15% | 68% | 3% | 100%
chiidren No 8% 12% 75% 49 100%
Base: 1047 ° ° © © °

Electricity self- g:si' 100 13% 17% 63% 7% 100%
disconnection ’;‘a"se, a6 10% 13% 74% 3% | 100%
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70% of respondents said they trust their supplier to give a fair price, including one quarter
(24%) who ‘completely trust’ their supplier (compared to 13% in 2024). This compares to 12%
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

To what extent do you trust your electricity supplier to give you a fair price?

Individual bases below. All respondents

I Not sure

W Strongly distrust
B Tend to distrust
B Neither

B Tend to trust

[ Completely trust

%, 2021 2022 2023 2024 2025
' Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

C6
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The following significant differences were observed in terms of trusting their electricity supplier

to provide a fair price (see Table 6.7):

= Those living in social housing (81%) were more likely to report trust in their electricity
supplier to provide a fair price than those who own their home (14%);

= Respondents who have children in their household (65%) were less likely to say they trust
their electricity supplier to provide a fair price than those without children (72%);

= While there were no significant differences between those indicating trust, respondents in
the high and medium vulnerability group (15%) were more likely to indicate distrust in their
electricity supplier to provide a fair price than those not considered to be vulnerable (11%);

= Three in five (57%) of those who had self-disconnected from their electricity supply said
that they trust their supplier to provide a fair price, compared to 71% of those who have
not self-disconnected.

Table 6.7 Trust in electricity supplier to provide a fair price by tenure, children,

vulnerability and electricity self-disconnection
-_

Overall A e 12% 14% 70% 4% | 100%
Own home 14% 14% | 68% 4% | 100%

Tenure Privately rent 4% 15% | 74% 6% | 100%
Social housing 8% 9% 81% 3% | 100%

. res 15% | 16% | 65% | 3% | 100%
chiiren No 11% 13% 72% 4% | 100%
g;gg/(r;;?dium vulnerability 15% 13% 67% 5% 100%

Vulnerabilty  5OW vulnerability 6% 23% 71% . 100%
hot vuinerable 11% 14% 72% 3% | 100%

Electricity self- gaesse: 100 19% 16% 57% 8% 100%
disconnection | No 12% 14% | 71% 4% | 100%
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Gas

Levels of trust in gas suppliers were similar to that for electricity suppliers. Three quarters
(75%) of those with gas heating stated that they trust their supplier to treat them fairly in their
dealings, compared to 10% who said they would distrust their supplier. This compares to 65%
and 15% respectively from the 2024 Tracker. 72% confirmed that they trust their supplier to
give a fair price, including 28% who ‘completely trust’ their supplier to do this, the highest
proportion across all previous Trackers (see Figures 6.9 and 6.10).

Figure 6.9 Trust in gas supplier to treat customer fairly in dealings

To what extent do you trust your gas supplier to treat you fairly in their dealings
with you?

ndividual bases below. Those with mains gas

B Not sure

B Strongly distrust
B Tend to distrust
B Neither

B Tend fo trust

[H Completely trust

%, 2021 2022 2023 2024 2025
’ Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

c14

Respondents in the high and medium vulnerability group (13%) were more likely to indicate
distrust in their gas supplier to treat them fairly than those not considered to be vulnerable
(7%) (see Table 6.8)

Table 6.8 Trust in electricity supplier to provide a fair price by vulnerability

Overall ?gse- s 10% 13% 75% 2% 100%
High/medium vulnerability 13% 9% 75% 20, 100%

Base: 232
Vulnerability gg;’g,‘;‘é'“erab"'ty 6% 13% 81% - 100%
§°t vulnerable 7% 16% 74% 2% 100%

ase: 256
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Figure 6.10 Trust in gas supplier to provide a fair price

To what extent do you trust your gas supplier to give you a fair price?

ndividual bases below. Those with mains gas

1%

M Not sure

W Strongly distrust
B Tend to distrust
B Neither

M Tend to trust

[ Completely trust

o, 2021 2022 2023 2024 2025
: Base: 493 Base: 522 Base: 543 Base: 542 Base: 504
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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

87% of domestic consumers were satisfied or very satisfied with the service they receive from
their electricity supplier, with 4% reporting dissatisfaction. This is compared to 80% who
reported satisfaction and 6% who reported dissatisfaction in the 2024 Tracker (see Figure
6.11).

Figure 6.11 Satisfaction with overall service provided by electricity supplier

How satisfied are you with the overall service you receive from your electricity
supplier?

Individual bases below. All respondents

9 Not sure

W Very dissatisfied
M Dissatisfied

I Neither

M Satisfied
[ Very satisfied

2021 2022 2023 2024 2025
Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

Cc7
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Electricity switchers (83%) were less likely than non-switchers (88%) to say that they were
satisfied with the overall service provided by their electricity supplier. Respondents who had
self-disconnected from their electricity supply (79%) were also less likely than those who had
not self-disconnected (87%) to say they were satisfied (see Table 6.9).

Table 6.9 Satisfaction with overall service provided by electricity supplier by
electricity switching and electricity self-disconnection

sure
Overall Al 4% 9% 87% 1% | 100%
Base: 1500
Switchers
Electricity Base: 500 5% 1% 83% 1% 100%
switching Non-switchers 4% 7% 88% 1% 100%
Base: 1000
Yes
Electricity self- = Base: 100 3% 18% 79% ) 100%
disconnection | Mo 4% 8% 87% 1% | 100%
Gas

Overall, gas consumers were also satisfied with the service they receive from their supplier,
with 86% saying this, compared to 4% who were dissatisfied. This compares with 75% who
were satisfied and 8% who were dissatisfied in the 2024 Tracker (see Figure 6.12).

Figure 6.12 Satisfaction with overall service provided by gas supplier

How satisfied are you with the overall service you receive from your gas supplier?

Individual bases below. Those with mains gas

[ Not sure

W Very dissatisfied
M Dissatisfied

M Neither

W Satisfied
[ Very satisfied

o 2021 2022 2023 2024 2025
Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

C16
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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
8% 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

Have you contacted your electricity supplier in the last 12 months for any reason
other than making a complaint?

Individual bases below. All respondents

1%

I Not sure

m Yes — tried to but
couldn’t get through

B No

M Yes

92%

9%

8%

o 2021 2022 2023 2024 2025
Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

El
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16% of those who had made contact did so to query a bill, down from 32% in 2024. 14% made
contact to switch their energy contract, decreasing from 30% in 2024. Over half (51%) made
contact for other reasons, with the majority of these being in relation to power outages (see

Figure 6.14).

Figure 6.14 Reasons for contacting electricity supplier

Thinking back to your most recent contact, what was the main reason for your

contact?
Individual bases below. Those who contacted their supplier
2021 m 2022 u 2023 2024 2025
Base: 151 Base: 171 Base: 141 Base: 141 Base: 118
9 D
| ;| i 4% §
2% 7% 2%
2% 0oc 096 1% 3%“ 7% 1%@1% 1% 2% 1% 1%
- -
Debtissue Payment Unable to top To switch To access To query a Other Not sure
issue upa energy services for bill
prepayment contract vulnerable
meter customers E7
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Gas
6% of respondents with gas heating contacted their supplier in the last 12 months (see figure

6.15).
Figure 6.15 Contact with gas supplier in last 12 months
Have you contacted your gas supplier in the last 12 months for any reason other

than making a complaint?
Individual bases below. Those with mains gas

1%

I Not sure

m Yes — tried to but
couldn’t get through

B No

B Yes

91%

6%

o, 2021 2022 2023 2024 2025
Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

E5
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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, four in five (78%, n=92) found it ‘easy’ or
‘very easy’, with 13% (n=15) finding it ‘difficult’ or ‘very difficult’ (see Figure 6.16).

Figure 6.16 Ease of contacting electricity supplier

How easy or difficult did you find it to get in touch with your electricity supplier?

Individual bases below. Those who contacted their supplier

2%

B Not sure

W Very difficult
W Difficult

W Neither

M Easy

[ Very easy

o, 2021 2022 2023 2024 2025
Base: 151 Base: 171 Base: 141 Base: 141 Base: 118

E3

Gas
Of the 30 respondents who contacted their gas supplier, 26 thought it was ‘easy’ or ‘very easy’
to make contact, while 2 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

86% of respondents reported that their electricity supplier listened to and understood their
issue when they made contact, with 8% disagreeing that this was the case. 83% thought their
electricity supplier was supportive, compared to 9% who disagreed with this. 84% agreed that
they were treated fairly and 9% disagreed (see Figures 6.17 to 6.19).

Figure 6.17 Experience of interacting with electricity supplier - | felt that my
electricity supplier listened to me and understood my issue

Thinking back to your most recent contact, please say if you agree or disagree
that ‘I felt that my electricity supplier listened to me and understood my issue’?

Individual bases below. Those who contacted their supplier

3%

I Not sure

M Strongly disagree
M Disagree

M Neither

M Agree

[¥ Strongly agree

2021 2022 2023 2024 2025
Base: 143 Base: 166 Base: 139 Base: 137 Base: 118

)
=

E4
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Figure 6.18 Experience of interacting with electricity supplier - my electricity supplier
was supportive

Thinking back to your most recent contact, please say if you agree or disagree
that ‘my electricity supplier was supportive’?

Individual bases below. Those who contacted their supplier

1% 3%

I Not sure

H Strongly disagree
M Disagree

Il Neither

M Agree

[ Strongly agree

9, 2021 2022 2023 2024 2025
Base: 143 Base: 166 Base: 139 Base: 137 Base: 118

E4

Figure 6.19 Experience of interacting with electricity supplier - my electricity supplier
treated me fairly

Thinking back to your most recent contact, please say if you agree or disagree
that ‘my electricity supplier treated me fairly’?

Individual bases below. Those who contacted their supplier

1% 3%

M Not sure

M Strongly disagree
M Disagree

H Neither

M Agree

[¥ Strongly agree

o 2021 2022 2023 2024 2025
Base: 143 Base: 166 Base: 139 Base: 137 Base: 118

E4
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Gas

25 of the 30 respondents who contacted their gas supplier reported they were listened to and
understood when they made contact. 24 agreed that their supplier was supportive, and 24
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.

‘l" perceptive 77



7.Complaint handling

In this section we explore the incidence and experience of making a complaint to an energy
supplier. The section is structured under the following headings:

= Incidence of making a complaint;
= Ease of making complaint; and
= Incidence of unreported complaint.

Key findings
4% of electricity and 3% of gas respondents had made a complaint to their electricity or
gas supplier in the past year.

e 2% of respondents who haven’t complained to their electricity in the past year stated that
they had wanted to make a complaint but either weren’t sure how, never got round to it, or
did not think it would make a difference. 1% of respondents felt the same way about their
gas supplier.

Incidence of making a complaint

4% of electricity and 3% of gas customers reported that they had made a complaint to their
electricity supplier in the last 12 months (see Figure 7.1 and Table 7.1).

Figure 7.1 Incidence of making a complaint to energy supplier

Have you made a complaint to your current energy supplier in the last 12 months?
Individual bases below. All respondents

Electricity Gas
1% 1% 1%

M Not sure
B ves 97% 96% 94%
[ No

% 2021 2022 2023 2024 2025 2021 2022 2024

Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500 Base: 493  Base: 522 Base: 543 Base: 542  Base: 504
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Ease of making complaint

Those who had complained to either their electricity or gas supplier were asked how easy or
difficult it was to make a complaint.

Electricity
Of 61 electricity customers who made a complaint to their supplier, 43 found it easy to make
the complaint, while 15 respondents found it difficult.

Gas
8 of the 13 gas customers who made a complaint to their supplier found the complaint process
easy, compared to 3 respondents who found it difficult.

Incidence of unreported complaint

Respondents who had not made a complaint to their energy supplier were asked if they had
ever wanted to make a complaint.

The vast majority (98%) stated that they have never wanted to make a complaint to their
electricity supplier, with 1% wanting to make a complaint but did not think it would make a
difference. Similarly, almost all (99%) gas consumers confirmed that they have never wanted
to make a complaint to their supplier. 1% wanted to make a complaint but did not think it would
make a difference (see Figure 7.2).

Figure 7.2 Incidence of unreported complaints to energy supplier

Have you ever wanted to complain to your current energy supplier?

Individual bases below. Those who have not made a complaint

Electricity Gas
1% 1% 1% o 1% 1% o il | gyl 2% 1%
L 1 29% % 504 N
2 o % 1%
Yes — Wanted to
M but wasn't sure
how to
Yes — Wanted to
m and knew how to
but never got
around to it 0
% Il °7% 9 96% [l 99%
Yes — Wanted to 95% 93%
and knew how fo
M but didn’t think it
would make a
difference
 No
% 2021 2022 2023 2024 2025 2021 2022 2023 2024 2025
Base: 1475 Base: 1457 Base: 1435 Base: 1449 Base: 1437 | Baser 469 Base: 488 Base: 515 Base: 509 Base: 491

D4
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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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8.Switching

In this section we explore the views of respondents in relation to the following:

= Choosing between suppliers;

= Confidence in current energy deal;
= Comparing energy deals;

= Incidence of switching supplier;

= Reasons for switching;

= Experience of switching;

= Reasons for not switching; and

= Likelihood of switching in the future.

Key findings

There was a high level of overall awareness (96% were completely or somewhat aware)
of being able to choose between different electricity suppliers amongst respondents:

74% of those consumers agreed that having this choice gives access to better deals

(similar to 75% in 2024);

46% had compared electricity deals to see if they could switch supplier or tariff, the same

proportion as in 2024; and

42% of those who have the option to switch between gas suppliers said that they had

compared gas deals. This is up from 32% in 2023 and 36% in 2024.

52% of electricity consumers and 48% of gas customers were confident that they are on
the best energy deal for them.

45% of domestic consumers have switched their electricity supplier at least once at any
time, a slight decrease from 47% in the 2024 Tracker:

Of those who have ever switched, 74% have done so within the last three years (similar

to 75% in 2024);

In contrast, only 9% of those who have the option had switched gas suppliers.
Respondents aged 65 and over, who are not confident with using the internet and who
have a credit meter for electricity were among the subgroups who were less likely to have
switched their electricity supplier at any time.

Feeling they were overpaying (47%) and reacting to a promotional offer from another
supplier (32%) were the main drivers for switching electricity supplier.

34% of electricity consumers who had switched did so through a doorstep seller, down
from 40% in 2024.

82% reported a positive experience with switching electricity supplier.

Of those respondents who had never switched electricity supplier, 72% had never
switched due to satisfaction with their current service, while 29% thought it would be too
much hassle, decreasing from 40% in 2024,

Of those respondents who had never switched gas supplier 67% had never switched due
to satisfaction with their current service, which is an increase from 54% in 2024. 16% said
it would be too much hassle, decreasing from 28% in 2024.

" Multiple choice question, therefore respondents could select more than one reason for never
switching.
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18% of electricity and 12% of gas customers said they were likely to switch their supplier

in the next 12 months.

Confidence using the internet appears to influence the likelihood of comparing energy

deals and of switching:

- Almost all (98%) confident internet users were aware they could choose between
electricity suppliers;

- 54% of those who are confident internet users said they had compared electricity deals
compared to 25% who are not confident; and

- Two thirds (68%) of respondents who are not confident internet users said they had

never switched electricity supplier, compared to 47% of confident users.

Choosing between electricity suppliers

Respondents were asked to what extent they are aware of the option to choose between
electricity suppliers, and if they thought this choice would allow them to receive better deals
on their energy. 2

The majority (96%) of domestic consumers were aware that they can choose between different
electricity suppliers, including three quarters (75%) who were completely aware (see Figure
8.1).
Figure 8.1 Awareness of being able to choose between electricity suppliers

To what extent, if at all, are you aware that you can choose between different

electricity suppliers?

Individual bases below. All respondents

59, 4%

21%

Il Not at all aware
M Somewhat aware
[ Completely aware

75%

o 2021 2022 2023 2024 2025
Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

cs8

2 These questions were not asked of gas consumers as they only have the choice between one or
two suppliers depending on their location.
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Respondents who consider themselves confident internet users (98%) were more likely to say
they were aware than those who are not confident users (93%). Almost all (99%) electricity
switchers stated that they were aware, compared to 95% of non-switchers (see Table 8.1).

Table 8.1 Awareness of being able to choose between electricity suppliers by
confidence using the internet and electricity switching

Somewhat Not at all
Total
aware aware

Overall ’;;'se_ 00 75% 21% 4% 100%
,’;‘;’ste?gg‘gide“t 68% 25% 7% 100%
ga"s’;f‘gjb,"t 80% 17% 2% 100%

Switchers
Electricity Base: 500 84% 15% 1% 100%
switching gl{ir;%vggchers 71% 24% 5% 100%

74% of those who were aware that they can choose between suppliers agreed having a choice
gives them access to better deals, compared to 4% who did not agree. While overall
agreement was similar to the 2024 Tracker (75%), the percentage who said they ‘strongly
agree’ increased from 14% in 2024 to 26% in the current Tracker. 7% stated that they were
not sure, increasing from 2% in 2024 (see Figure 8.2).

Figure 8.2 Level of agreement that being able to choose between electricity suppliers
gives access to better deals

To what extent do you agree or disagree that having a choice of suppliers gives
you access to better electricity deals?

Individual bases below. Those who are aware they can choose between different suppliers

M Not sure

H Strongly disagree
M Disagree

H Neither

M Agree

[ Strongly agree

o 2021 2022 2023 2024 2025
Base: 1418 Base: 1454 Base: 1464 Base: 1430 Base: 1446

co
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Subgroup analysis revealed the following significant differences (see Table 8.2):

= Respondents aged 18 to 34 (87%) were more likely than those in the 35 to 44 (77%), 45
to 64 (75%) and 65 and over (65%) age groups to agree that having a choice of supplier
gives access to better deals;

= Those who are not confident internet users (64%) were less likely to agree than those who
consider themselves to be confident users (78%);

= Electricity switchers (86%) were more likely to agree that having a choice between
electricity suppliers gives access to better deals than those who have not switched supplier
in the last three years (68%).

Table 8.2 Level of agreement that being able to choose between electricity suppliers
gives access to better deals by age, confidence using the internet, and electricity

switching
I T R R T

Overall ’;;'se_, e 4% 15% 74% 7% 100%
j8lo=4 5% 5% 87% 4% 100%
sl 5% 12% | 77% 6% 100%

ase: 244
hae 45 to 64 4% 15% 75% 6% 100%
Base: 585 0 0 ° ° 4
05 plus 4% 20% | 65% 1% | 100%

ase: 418
pot confident 5% 19% | 64% 12% | 100%

ase: 285

Confidence Neither o o o o )
using internet  Base: 276 4% 16% 1% 9% 100%
Confident 4% | 13%  78% 5% | 100%
Switchers

Electricity Base: 495 4% 9% 86% 1% 100%
switching Non-switchers 5% 18% 68% 10% 100%

Base: 951
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Confidence in current energy deal

Respondents were asked how confident they were that they were on the best deal for
electricity or gas that is available to them. Confidence was rated on a 5-point scale, with 1
rated as ‘not at all confident’ and 5 as ‘very confident’.

Electricity

Over half (52%) of domestic consumers provided a rating of ‘4’ or ‘5’, including 21% who said
they were ‘very confident’ that they were on the best electricity deal (increasing from 15% in
the previous Tracker). One in five (20%, down from 32% in 2024) gave a rating of ‘3’, while
19% were not confident in their current electricity deal (rating ‘1’ or ‘2’) (see Figure 8.3).

Figure 8.3 Confidence in electricity deal

How confident, if at all, are you that you are currently on the best electricity
deal that is available to you?

Individual bases below. All respondents

2%

W Not sure

Il 1 —Not at all confident
2

3

m4
5 —Very confident

% 2021 2022 2023 2024 2025
' Base: 1516 Base: 1514 Base: 1502 Base: 1502 Base: 1500

F1
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The following significant subgroup differences were also evident (see Table 8.3):

= While there were no significant differences between those who said they were confident,
respondents who have someone in their household with a disability or illness (23%) were
more likely to report being not confident that they were on the best electricity deal than
those without (18%);

= Respondents who have children in their household (23%) were more likely to say they
were not confident that they were on the best electricity deal available to them than those
without children (17%), although no significant differences were observed between those
saying they were confident;

= 56% of those who consider themselves to be confident internet users said that they were
confident they were on the best electricity deal available, compared to 44% who do not
consider themselves to be confident internet users; and

= Electricity switchers (60%) were more likely to be confident they were on the best deal
than non-switchers (47%).

Table 8.3 Confidence in electricity deal by disability/illness, children, confidence using
the internet, and electricity switching

Not confident . Confident q
-_ (1 ’2) Nelther (3) (4,5) Don t know TOtaI

Overall S 19% 20% 52% 9% 100%
Yes
Disability/ ~ Base: 354 23% 17% 49% 10% 100%
illness E;eﬁom 18% 299 500, 9, 100%
Efsi. s 23% 19% 53% 5% 100%
Children N :
e 1047 17% 21% 52% 11% 100%
Hot confident 19% 21% 44% 16% 100%
Confidence Neither
using internet  Base: 288 19% 26% 46% 9% 100%
Confident 19% 18% 56% 7% 100%
Switchers
Electricity ~ Base: 500 17% 18% 60% 5% 100%
switching  lNon-switchers 20% 21% 47% 11% 100%
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Gas

Respondents with gas heating were slightly less likely to be confident that they were on the
best deal compared to electricity consumers. 48% said that they were confident with the deal
they were on (rating ‘4’ or ‘5’, compared to 44% in 2024), while 16% gave a rating of ‘1’ or ‘2’
(compared to 24% in 2024) (see Figure 8.3).

There were no significant differences in reported confidence between those who had and had
not switched their gas supplier in the last three years, and between those with a prepayment
meter and those with a credit meter.

Figure 8.3 Confidence in gas deal

How confident, if at all, are you that you are currently on the best gas deal that is
available to you?

ndividual bases below. Those with mains gas

¥ Not sure

H 1 —Not at all confident
u:

H3

w4
¥ 5—Very confident

o, 2021 2022 2023 2024 2025
' Base: 493 Base: 522 Base: 543 Base: 542 Base: 504

Fi1

Table 8.4 Confidence in gas deal by payment method and switching behaviour

Overall g‘;'se_ s 16% 22% 48% 14% 100%
Gas g’gjﬁgﬁe”t meter 14% 20% 49% 16% 100%
eI Credit meter o o o o o
method 1o 18% 23% 46% 13% 100%
. ga"zg_cg‘frs 26% 23% 52% - 100%
switching Non-switchers 15% 22% 48% 15% 100%
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Comparing energy deals

Respondents were asked whether they had ever compared energy deals to see if they could
switch supplier or tariff. Those who had were then asked how easy or difficult it was to compare
deals.

Electricity

46% of domestic consumers had compared their electricity deal, the same as in 2024.
Respondents who have a prepayment meter for electricity (49%) were more likely than those
on a credit meter (43%) to confirm that they have compared electricity deals (see Figure 8.5
and Table 8.5).

Figure 8.5 Incidence of comparing electricity deal

Have you or your household ever compared electricity deals to see if you could
switch to a different supplier or tariff?

Individual bases below. All respondents

1% 2%

53%

M Not sure
M No
M Yes

46%

% 2021 2022 2023 2024 2025
Base: 1516 Base: 1514 Base: 1502 Base: 1502 Base: 1500
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Certain subgroups were significantly more likely to have compared their electricity deal (see

Table 8.5):

* Respondents aged 65 and over (31%) were less likely than those aged 18 to 34 (54%), 35
to 44 (54%) and 45 to 64 (50%) to say they had compared electricity deals;

* Respondents who consider themselves to be confident internet users (54%) were more
likely to report comparing their electricity deal than those who do not consider themselves
to be confident internet users (25%); and

= Under four in five (78%) electricity switchers had compared electricity deals, compared to
29% who had not switched in the past three years.

Table 8.5 Incidence of comparing electricity deal by age, confidence using the
internet, electricity payment method, and electricity switching

“

Overall ?Llse.- o0 46% 53% 2% 100%
;Ssg? 2%‘: 54% 45% 1% 100%
Soload 54% 46% 0% 100%
Age 45 to 64

polood 50% 49% 1% 100%
gfsg_'jjs 31% 65% 3% 100%
Not confident 25% 70% 5% 100%

Confidence hfﬁ;
using B:S'e, 2e§3 40% 59% 1% 100%

internet =
ga‘?sgf'g;j“‘ 54% 45% 1% 100%
Electricity g’gg%g’e“t meter 49% 49% 2% 100%
eyt Credit meter o o o o
method  grooe 43% 55% 1% 100%

Switchers

Electricity Base: 500 78% 21% 0% 100%
switching glaosr;ﬁ\évggchers 29% 69% 20 100%
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79% of those who had compared their deal found this ‘easy’ or ‘very easy’ to do, compared to
10% who said this was ‘difficult’ or ‘very difficult’ for them. This compares to 71% who found it
easy and 10% who said it was difficult in 2024. It should also be noted that respondents who
said comparing deals was neither easy nor difficult decreased from 18% in 2024 to 8% in the
current Tracker (see Figure 8.6).

Figure 8.6 Ease of comparing electricity deal

How easy or difficult do you believe it is to compare different deals for
electricity?

Individual bases below. Those who have compared electricity deals

1%

M Not sure

W Very difficult
M Difficult

W Neither

M Easy

[T Very easy

2021
Base: 606 Base: 816 Base: 796 Base: 692 Base: 683

2023 2024 2025

=)
=
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Gas

38% of respondents with gas heating stated that they had the option to switch between gas
suppliers in their area, with one third (33%) saying they do not have this option. It should also
be noted that 29% were unsure whether they could switch their supplier.

Analysis of respondent’s postcodes revealed that 72% of those with gas live in an area which
would allow them a choice of supplier. One quarter (24%) of those who did not think they had
a choice of supplier actually did have a choice, while 16% of those who thought they could
choose between gas suppliers are unable to switch (see Figures 8.7 and 8.8).

Figure 8.7 Ability to switch gas supplier

Do you have the option to switch between gas suppliers in your area?

Individual bases below. Those with mains gas

Option to switch?

[ Not sure
M No
M Yes

No
Base: 504 Base: 362 Base: 142

% Overall

Fi2
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Figure 8.8 Ability to switch gas supplier (previous Tracker comparisons)

Do you have the option to switch between gas suppliers in your area?

Individual bases below. Those who have the option to switch gas suppliers

M Not sure
M No
M Yes

% 2021 2022 2023 2024 2025
Base: 354 Base: 371 Base: 335 Base: 363 Base: 362

F12
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Two in five (42%) of those who believe they have the option to switch gas supplier reported
that they have compared their current gas deal to see if they could switch. This compares to
36% of respondents in 2024 and 32% in 2023 who said they had done this (see Figure 8.8).

Gas customers who had switched their supplier in the last three years (n=26) were more likely
than non-switchers (n=167) to have compared deals (92% versus 35%) (see Table 8.6).

Figure 8.9 Incidence of comparing gas deal

Have you or your household ever compared gas deals to see if you could switch to
a different supplier or tariff?

Individual bases below. Those with mains gas

2%
55%
I Not sure
M No
1 Yes
42%
% 2021 2022 2023 2024 2025
Base: 1688 Base: 218 Baser 225 Base: 200 Base: 193

Fi3

Table 8.6 Incidence of comparing gas deal by switchin

Not sure Total
Overall g:!wlse: 193 42% 55% 2% 100%
Switchers
Gas Base: 26 92% 8% - 100%
switching Non-switchers 359% 63% 2% 100%
Base: 167

Of those who had compared their gas deal (n=82), the majority (84%, n=69) said that this was
easy to do, whereas 6% (n=5) found it difficult.
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Incidence of switching supplier

Respondents were asked to outline how many times, if at all, they had switched their energy
supplier.

Electricity

Over half (52%) of electricity customers reported that they have never switched their supplier.
18% said that they had switched once, and a further 19% had switched two or three times.
9% of respondents had switched at least four times (see Figure 8.10).

Figure 8.10 Incidence of switching electricity supplier

How many times, if at all, have you ever switched your electricity supplier?

Individual bases below. All respondents

of ier—2025 Incidence of switching supplier — over time

1% 2% 1% 1% A% oy

o =Upp

.Never .Onoe .20r3ﬁme5 .4ormoneiimes
. Mot sure

2% 40%

&

48% Il 53%

52% Ml 55% 52%

B Not sure
I Have not switched
I Have switched

e

- 51%
46% [l 12% " 47% M 45%
9 2019 2021 2022 2023 2024 2025
Base Base Base: Base: Base: Base:

1503 1514 1516 1502 1502 1500

Fa4
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Incidence of switching was higher in several subgroups (see Table 8.7):

= 63% of respondents aged 65 and over said they had never switched their electricity
supplier, compared to 51% aged 18 to 34, 44% aged 35 to 44, and 48% aged 45 to 64;

= Those who have someone in their household with a disability or illness (12%) were more

likely to have switched at least four times than those without (8%);

* Respondents who have children (55%) were more likely to have switched their electricity
supplier at least once than those who do not have children in their household (42%);

= Respondents who do not consider themselves as confident internet users (27%) were less
likely to have switched at least once than those who are confident users (52%); and

= Respondents who have a credit meter for electricity (43%) were less likely to state they
had switched supplier at least once when compared with those on a prepayment meter

(48%).

Table 8.7 Incidence of switching electricity supplier by age, disability/illness, children,

confidence using the internet, and electricity payment method

NES times know
Overall g‘;'se_ 00 52% | 18% = 19% 9% 2% | 100%
gansg?z';)?f’ 51% | 20% = 20% 6% 3% | 100%
gg;j,‘; » 44% | 19% | 24% 10% 2% | 100%
Age S
‘;35;2_‘;05 48% | 19% = 20% 11% 1% | 100%
gfsg"jz% 63% | 15% | 12% 6% 4% | 100%
Yes
Disability/  Base: 354 49% | 16% | 20% 12% 3% | 100%
illness NO e 52% | 19% | 19% 8% 2% | 100%
;fjsse s 43% | 18% = 26% 10% 2% 100%
Children :
g:se_ i 56% = 18% @ 15% 8% 2% | 100%
g‘:stef’gggide"t 68% | 14% @ 8% 4% 6% | 100%
Confidence ~ Neither 53% | 16% @ 17% 9% 3% | 100%
using internet  Base: 288
Confident
47% | 19% | 22% 10% 1% | 100%
Base: 906
Electricity E;fg‘;%“e“t meter 49% | 17% | 22% 9% 3% | 100%
ST Credit meter o o o o o o
method et 55% | 18% @ 16% 9% 2% | 100%
D perceptive
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Respondents who had switched electricity supplier were then asked how long ago they had
last switched suppliers. Three quarters (74%) had done so within the last three years, including
one third (34%) who had switched in the last year. A further 24% had switched at least three
years ago.

Figure 8.11 Most recent instance of switching electricity supplier

When was the last time you switched your electricity supplier?

Individual bases below. Those who have switched supplier

Last incidence of switching supplier - 2025 Last incidence of switching supplier — over time
2% 2% 1% 2%
[ Under 1 H 1-2 years ] 2-3 years H 3 years ago 1% 2%
year ago ago ago or more

| Notsure

0,
20% I ..o Wl >ov [l 27 2 2

2%
\“ .
3 !
[ mg::rs ago, or
] Less than 3 years

o 2019 2021 2022 2023 2024 2025
- 3 Base: Base: Base: Base:
860 701 668 765 693 676
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Of those who had ever switched, the following subgroups were significantly more likely to be

current ‘switchers’ (i.e. switched electricity supplier in the last three years) (see Table 8.8):

= Respondents aged 18 to 34 (87%) were more likely to have switched electricity supplier in
the last three years than those aged 45 to 64 (70%) and 65 plus (69%); and

= Respondents who have a prepayment meter for electricity (80%) were more likely to be

switchers than those who have a credit meter (70%).

Table 8.8 Most recent instance of switching electricity supplier by age and electricity

ayment method
overall Al 26% | 34% 14% 24% 2% | 100%
nder 59 42% | 34% 11% 11% 2% | 100%
soad 21% | 44% 14% 18% 3% | 100%
hoe By 22% | 33% | 16% | 28% 2% | 100%
05 plus 29% | 27% 12% 27% 3% | 100%
Electricity ~ Frepayment meter 27% | 36% 17% 18% 3% | 100%
payment Credit meter
method ~ grean It 25% | 33% 12% 28% 2% | 100%
97
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Gas
86% of gas customers with the option to switch have never switched their supplier, while 12%
have switched at least once.

Figure 8.12 Incidence of switching gas supplier

How many times, if at all, have you ever switched your gas supplier?

Individual bases below. Those who have the option to switch gas supplier

id of switchi lier — 2025 Incid of switchil lier — over time

= 0re o =upPp

1% 2% 1% 1% 2%

Bl Never [0 Once [ 2or3times [ 4 or more times

Not sure

I Not sure
I Have not switched 86% 87% 87% 87% 86%

] Have switched

13% 11% 12% 12% 12%

o 2021 2022 2023 2024 2025
Base: 304 Base 371  Base: 335 Base: 363  Base: 362

Fi5

Of the 45 respondents who had switched their gas supplier, 31 had switched within the last
three years, while 14 had switched at least three years ago.

D perceptive
‘li'insight 98



Reasons for switching

Electricity

There were three main drivers for switching electricity supplier: i) reacting to feeling the
respondent was paying too much; ii) reacting to a promotional offer from another supplier; and
iii) reacting to an offer from a doorstep seller (see Figure 8.13). Almost half (47%) felt that they
were overpaying on their previous deal (similar to 46% in 2024), while one third (32%) had
seen an offer from another supplier (down slightly from 35% in 2024). One quarter (24%)
received an offer from a doorstep seller, down slightly from 27% in 2024.

Figure 8.13 Reasons for switching electricity supplier

Thinking of the last time you switched electricity supplier, what were your main
reasons for switching away from your previous electricity supplier?

ndividual bases below. Those who have switched
u 2019 2021 u 2022 u 2023 2024 2025
Base: 860 Base. 701 Base: 668 Base: 765 Base: 693 Base: 676
54% 54%
50%
7%
56t
a5 35%
2 3156132% 31%
28
Lot 8%
24%
20
15%
12%
10%
%
6%
9%z M- 4% 4% 30
00362719 I1%19ﬂ%2%196 .2%1% 2% 1327623
|| e m——— — ] B =
Felt | was Saw a Advised toby Sawamedia Experienced Sold by Sold to by a Previous Other
overpaying  promotional family or  advertisement poor doorstep sales agent  supplier was
offer with friends for another customer seller at a stall leaving
another supplier service market
supplier
1°Sold to by a sales agent at a stall' was not given as an option in 2019, 2021 and 2022. ‘Previous supplier leaving F§

market added as option in 2025

In May 2024 it was announced that Electric Ireland would no longer operate in the residential
sector in Northern Ireland™. 2% (n=16) of respondents gave this as a reason for switching
their electricity supplier. 9 of the 16 respondents stated that they had to look for a new supplier
themselves, while 5 respondents said they were switched automatically and 2 respondents
were not sure.

Gas

Gas customers have similar drivers for switching: i) reacting to feeling they were overpaying;
ii) reacting to a promotional offer from another supplier; and iii) reacting to a deal offered by a
doorstep seller. 16 of the 45 respondents who had switched gas supplier said they felt they
were overpaying on their previous deal, and a further 16 respondents said it was because they
saw a promotional offer from another supplier. 8 respondents reported they had been sold
their deal by a doorstep seller.

13 hitps://www.electricireland.com/residential/about-us/transferring-to-power-ni
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Experience of switching

Electricity

The most common method used to switch electricity supplier was through a doorstep seller,
with one third (34%) saying this. However, the proportion who switched via a doorstep seller
was at its lowest across all previous Trackers. Telephone (29%) and using the internet (25%)
were the next most popular methods. 4% switched at a stall in a shopping centre or at an
event. 2% mentioned other methods, with several respondents saying that family or friends
that handled the process for them (see Figure 8.14).

Figure 8.14 Method of switching electricity supplier

How did you switch from your previous electricity supplier?

Individual bases below. Those who have switched supplier
2% 4% 2%
0,
B Can't remember
48%
W Other 1%
F to-fi

M Face-to-face 29%

[l Via a doorstep seller
Via the internet
l Via the telephone

27% 29% 26%

o 2019 2021 2022 2023 2024 2025
Base: 860 Base: 701 Base: 668 Base: 765 Base: 693 Base: 676
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82% had a positive experience (rating ‘4’ or ‘5’) when they switched supplier, with 3% reporting
a negative experience (rating ‘1’ or ‘2’) (see Figure 8.15).
Figure 8.15 Experience of switching electricity supplier

Overall, was the experience of switching electricity suppliers positive, negative
or indifferent?

2% 2% 29 1% 1% 3% 1o
o T T ey
2 2% 2% 2%

Not sure
W 1 —Very negative
2

3

4
M 5 — Very positive

0

2019 2021 2022 2023 2024 2025
Base: 860 Base: 701 Base: 668 Base: 765 Base: 693 Base: 676

Féa

Gas

18 of the 45 respondents who had switched their gas supplier did so via the telephone. 14
respondents switched after being approached by a doorstep seller, and 11 respondents
switched via the internet.

36 respondents had a positive (rating ‘4’ or ‘5’) experience of switching.
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Reasons for not switching

Electricity

When asked why they had never switched electricity supplier, 72% said it was because they
were happy with their current service (increasing from 60% in 2024), while a further 29%
thought it would be too much hassle to switch (decreasing from 40% in 2023). 3% of
respondents said they would not know how to go about switching their electricity supplier. 2%
gave other reasons, including believing that they could not switch because they were renting
their home or that that their landlord pays for their utilities, and feeling that there is a lack of

choice in suppliers (see Figure 8.16).

Figure 8.16 Reasons for not switching electricity supplier

Why have you never switched your electricity supplier?

ndividual bases below. Those who have never switched

m 2019 2021 m 2022 ] 2023 2024 m 2025
Base: 630 Base: 786 Base: 831 Base: 720 Base: 797 Base: 787
72%

63%

57%

29%
21%
16% 14%
129 13%
ad 6% 7% ™%
- 5% o595 o o 5% 69%5,5%6% 4% s
2% 0% oot 3% sty 2% 92%
I g
m | | | E B = ml o m
Didn't realise Happy with Feellam on Reputation Wouldn't Too much Worry Take Switching Other
| could current  the cheapest better than know hassle something too is difficult
switch service option other how to would go long to
suppliers wrong understand
1Too much hassle’, ‘worry something would go wrong', and ‘take too long’ were not given as options in 2019 F9
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Gas

Gas customers were also most likely to state being happy with their current service as a reason
for not switching, with the proportion saying this increasing from 54% in 2024 to 67% in the
current Tracker. One quarter (24%) felt that they were already on the cheapest option (21%
in 2024), and 16% thought that switching would be too much hassle (28% in 2024 ) (see Figure
8.17).

Figure 8.17 Reasons for not switching gas supplier

Why have you never switched your gas supplier?

Individual bases below. Those who have never switched but live in a switching area
m 2019 2021 m 2022 m 2023 2024 ] 2025
Base: 233 Base: 120 Base: 147 Base: 135 Base: 123 Base: 149
45%
28%  28%
24%
22% 215
15% 50 10%
o 10%
7%
% s 6% 5% . o5% % w2
Img% 26y ‘ 9§ 2% Me@ 105 I a2
N | -l
Dldntreallse Happy with Feellam on Reputation Wouldn't Too much WOrry Take Switching Other
I could current  the cheapest better than know hassle something too is difficult
switch service option other how to would go leng to
suppliers wrong understand
1“Too much hassle’, ‘worry something would go wrong', and ‘take too long’ were not given as options in 2019 F21
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One third (33%) of respondents confirmed that they had access to gas in their area but did not
have it installed in their home. 56% of these respondents said the reason for this was because
they were content to remain on oil. 17% mentioned the cost of gas and 12% gave the cost of
installation as a reason for not having gas in their home (see Figure 8.18).

Figure 8.18 Reasons for not switching to gas heating
If it is available in your area, why have you not switched to using mains gas for

heating your home? ndividual bases below. Those who have access to gas but do not have it installed
2021 2022 2023 2024 2025
u Base: 200 L Base: 203 u Base: 208 Base: 201 u Base: 178

| 5o |
Mains gas is not oo
available at my home Eﬁ
| 127 |

Cost of installation m—

Ijl

Too much hassle w_

v
Do not trust gas E:ﬁ

5% |
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Rent my property E

H 2%
Other | 2%

2%
| 7% |
I don’t know if it is available %
% | A
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o
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18% of electricity customers and 12% of gas customers who are able to switch suppliers said
that they were quite or very likely to switch their supplier in the next 12 months (see Figures
8.19 and 8.20).

Figure 8.19 Likelihood of switching electricity supplier

How likely are you to switch electricity suppliers in the next 12 months?

5% 6% 8% 3% 1% 5%
Not sure 241%
Il 1 — Not at all likely 52%
m> 51%
3
4 10%
W 5 Very likely 8%

9%

17%
13% 13% 9

2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

Figure 8.20 Likelihood of switching gas supplier

How likely are you to switch gas suppliers in the next 12 months?

9% 6% 1% 1% 1% 7%

54%
68%
17%
2%

) 13%
El K

2019 2021 2022 2023 2024 2025
Base: 358 Base: 188 Base: 188 Base: 169 Base: 162 Base: 170

Not sure
Il 1 — Not at all likely
i

3

4
M 5 - Very likely
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Some subgroups were significantly more likely to anticipate switching electricity supplier in the

next year (see Table 8.9). These included:

= Three quarters (75%) of those aged 65 and over stated that they would be not likely to
switch their electricity supplier in the next 12 months, in comparison with 65% aged 18 to
34, 59% aged 35 to 44, and 60% aged 45 to 64;

= Respondents who consider themselves to be confident internet users (22%) were more
likely to say they would switch electricity supplier in the next 12 months than those who do
not consider themselves to be confident internet users (8%);

= Respondents who have switched their supplier in the past three years (35%) were more
likely than those who had not switched (9%) to say they would switch again in the next 12
months.

Table 8.9 Likelihood of switching electricity supplier by age, confidence using the
internet, and electricity switching

Overall ’;‘;'se: o0 65% 12% 18% 5% | 100%
gnaer 99 65% = 15% | 16% | 4% | 100%
ase: 201
25'4.4 59% 1% 25% 5% | 100%
ase: 248
hae 45-64 60% 13% 21% 5% | 100%
Base:605 0 0 0 0 4
05 plus. 75% 9% 1% | 5%  100%
hot confident 79% 8% 8% | 6% | 100%
) i ase: 306
Confidence using  Neither 65% 14% 16% 5%  100%
internet Base: .288
Confident 60% 13% | 22% 5% | 100%
ase: 906
Switchers
Electricity Base: 500 1% 18% 35% 6% 100%
switching Non-switchers 77% 9% 9% 49 100%
Base: 1000

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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9.Payment difficulties

In this section we gain an insight into the extent to which domestic consumers experience
issues with paying their energy bills in terms of:

= Current financial situation;

= Reasons for being without energy;

= Length of time without energy; and

= Methods to reduce spend on energy.

Key findings
These results should be considered in the context of their timing, as data was collected
before the recent escalation of geopolitical tensions in the Middle East which may have
altered perceptions of energy affordability.

e The proportion of respondents who sometimes struggle to pay their electricity bills has
decreased further from 39% in 2022, 33% in 2023 and 23% in 2024 to 10% in the current
Tracker:

The proportion who sometimes struggle with their electricity bills is now similar to the
2021 Tracker (13%).
1% often or always struggle to pay, similar to 2024 (3%).

e For gas, the proportion of consumers who sometimes struggle to pay has also decreased

further from 33% in 2022, 36% in 2023 and 27% in 2024 to 17% in the current Tracker:
The proportion who said they sometimes struggle with their gas bills is again now similar
to what was observed in 2021 (15%).
1% often or always struggle to pay, similar to 2% in 2024.

o 15% of respondents with a prepayment meter reported that they had run out of credit on
their meter and had gone without electricity over the past year.

This is a decrease from 2024 in which 24% with a prepayment meter had gone without
electricity.

Of those who had gone without electricity, 36% reported that it was because they could
not afford to top up.

o 3% of consumers reported that they have had to delay or go without other essentials so
that they could pay for electricity, a reduction from 6% in 2024.

e 7% reported delaying or going without other essentials to pay for gas compared to 8% in
the 2024 Tracker.

e 33% of respondents have reduced their electricity usage over the last year, which follows
on from 42% in the 2024 Tracker, 71% in the 2023 and 85% in 2022.

o 2% of electricity respondents had borrowed money to pay their electricity bills, down from
5% in 2024.

e This was also true for gas customers, with 36% reducing their usage (42% in 2024, 71%
in 2023 and 87% in 2022) and 3% borrowing money to pay their bill (6% in 2024).

e Respondents who have someone in their household with a disability or illness and who
would be considered to be in the high or medium vulnerability group were more likely to
indicate that they were sometimes struggling with their electricity bills, had gone without
essentials to pay for electricity, had reduced their electricity usage, and had borrowed to
pay their electricity bills.
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- This was also the case for those on a prepayment meter for electricity, who had switched
electricity supplier in the last three years, and who had self-disconnected from their
electricity supply in the last year.

Current financial situation

Respondents were asked to describe their financial situation over the past 12 months in terms
of their ability to pay their electricity and gas bills (see Figures 9.1 to 9.9).

Electricity

88% of respondents reported that they never struggle to pay their electricity bills, increasing
further from 56% in 2022, 63% in 2023 and 73% in 2024 to be more similar to 85% in 2021.
10% said they sometimes struggle to pay their bills but usually were able to keep on top of
them (down from 23% in 2024), while 1% stated that they were often behind in their payments.

Figure 9.1 Ability to pay electricity bills

Which of the following statements best describes your situation over the last 12

months? -
Individual bases below. All respondenis

Aways struggle o pay
W clectricity bills, nearly always
behind in payments

Often struggle to pay
B clectricity bills, often
behind in payments

Sometimes struggle to pay
W electricity bills, usually
manage to keep on top of it

m Never struggle to
pay electricity bills

[ 2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

G1
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Respondents aged 18 to 34 (15%) and 35 to 44 (19%) were more likely than those in the 45
to 64 (9%) and 65 plus (6%) age groups to say that they sometimes struggle with their
electricity bills. 15% of those in the C2DE group reported that they sometimes struggle to pay,
compared to 7% in the ABC1 group (see Figure 9.2).

Figure 9.2 Ability to pay electricity bills by age and SEG

Which of the following statements best describes your situation over the last 12

months?
Individual bases below. All respondents

Age SEG

1% 2%
Aways struggle to pay 10% 15% 9%
W electricity bills, nearly
always behind in payments
Often struggle to pay

B electricity bills, often
behind in payments

Sometimes struggle to pay

W electricity bills, usually | 84% 88%
manage to keep on fop of it -

1
6%
93%
m Never struggle to
pay electricity bills

0,
o Overall 18-34 35-44 45-64 65 plus ABC1 C2DE
Base: 1300 Base: 201 Base: 248 Base: 603 Base: 443 Base: 723 Base: 720

G1
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Those who live in social housing (28%) and who privately rent (19%) were more likely to say
they sometimes struggle to pay their bills than those respondents who own their home (7%).
13% of those living in urban areas stated that they sometimes struggle, compared to 7% living
in rural areas (see Figure 9.3).

Figure 9.3 Ability to pay electricity bills by tenure and location

Which of the following statements best describes your situation over the last 12
months?

Individual bases below. All respondents

Tenure Location

Aways struggle to pay

B electricity bills, nearly
always behind in payments
Often struggle to pay

B electricity bills, often
behind in payments

Sometimes struggle to pay .
W electricity bills, usually 88%
manage to keep on top of it

m Never struggle to
pay electricity bills

%

Overall Social
Base 1500 housing
Base: 1138 Base: 124 Base: 184

G1
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Respondents who live in the most deprived areas (19%) were more likely to report that they
sometimes struggle to pay their electricity bill than those living in the least deprived areas (7%)
(see Figure 9.4).

Figure 9.4 Ability to pay electricity bills by deprivation
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Which of the following statements best describes your situation over the last 12

months?

Aways struggle to pay

W electricity bills, nearly
always behind in payments
Often struggle to pay

W clectricity bills, often
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Sometimes struggle to pay
W electricity bills, usually
manage to keep on top of it

m Never struggle to
pay electricity bills
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Respondents who have or live with someone who has a disability or illness (17%) were more
likely than those who do not (8%) to say they sometimes struggle with their electricity bills,
while those who have children in their household (18%) were more likely to state that they
sometimes struggle when compared with those who do not have children (7%). 14% of
respondents who are considered to be in the high or medium vulnerability group said they
sometimes struggle, compared to 6% of those who are not vulnerable (see Figure 9.5).

Figure 9.5 Ability to pay electricity bills by disability/illness, children, and
vulnerability

Which of the following statements best describes your situation over the last 12

months?
Individual bases below. All respondents

Disability/ Children Vulnerability
iliness

1%

6% 1%

2%

1%
8%

Aways struggle to pay

W electricity bills, nearly
always behind in payments
Often struggle to pay

W electricity bills, often
behind in payments

17%

Sometimes struggle to pay
W electricity bills, usually
manage to keep on top of it

92%
80%

m Never struggle to
pay electricity bills

Yes No Yes No High/ None
Base: 1300 Base: 304 Base: 1031 Base: 413 Base: 1047 medium Base: 35 Base: 804

Base: 661
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Respondents who have a prepayment meter for electricity (18%) were more likely than those
with a credit meter (6%) to say they sometimes struggle to pay their electricity bills. Electricity
switchers (14%) were more likely to indicate that they sometimes struggle than non-switchers
(9%). Half (50%) of those who have self-disconnected from their electricity supply reported
that they sometimes struggle to pay their electricity bill, with a further 9% saying they often or
always struggle to keep up with payments. This compares to 8% and 1% respectively of those
who have not self-disconnected (see Figure 9.6).

Figure 9.6 Ability to pay electricity bills by electricity payment method, electricity
switching, and electricity self-disconnection

Which of the following statements best describes your situation over the last 12

months?
Individual bases below. All respondents
Electricity Electricity | Electricity self-
payment method switching i disconnection
1% 1%
0
10% [l o o B 1% % e
Aways struggle to pay - 18% 14%
B electricity bills, nearly
always behind in payments
Often struggle to pay
W electricity bills, often
behind in payments
Sometimes struggle to pay o 5
M electricity bills, usually 88% y 92% 92%
manage to keep on top of it 80%
m Never struggle to
pay electricity bills
% Overall | Prepayment Credit | Switchers Non- | Yes No
Bagse: 1500 | meter meter i DBase: 500 switchers | Baser 100 Base: 1386
Base: 570 Baser 930 | Base: 1000 |
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Gas

Four in five (82%) gas consumers stated that they never struggle to pay their gas bills and
under one in five (17%) said that they sometimes struggle but were able to manage their bills.
As with electricity, the proportion who never struggle with their gas bills has continued to
increase from the previous Trackers (59% in 2022, 58% in 2023, and 70% in 2024) to now be
similar to the results from 2021 (84%) (see Figure 9.7).

Figure 9.7 Ability to pay gas bills

Which of the following statements best describes your situation over the last 12

months? ., .
Individual bases below. Those with mains gas
1%
1%
Aways struggle to pay gas
W bills, nearly always behind in
payments

™ Often struggle to pay gas bills,
often behind in payments

Sometimes struggle to pay
| gas bills, usually manage to
keep on top of it

m Never struggle to
pay gas bills

2025
Base: 358 Base: 493 Base: 522 Base: 543 Base: 542 Base: 504
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Respondents aged 18 to 34 (19%) and 35 to 44 (27%) were more likely to say that they
sometimes struggle with their gas bills than those aged 45 to 64 (15%) and 65 and over (6%).
One quarter (26%) of those in the C2DE group reported that they sometimes struggle with
their gas bills, compared to 8% in the ABC1 group (see Figure 9.8).

Figure 9.8 Ability to pay gas bills by age and SEG

Which of the following statements best describes your situation over the last 12
months?
Individual bases below. Those with mains gas

Age SEG

1%
Aways struggle to pay gas 17% 19%

W bills, nearly always behind in
payments

Often struggle to pay gas
W bills, often behind in
payments

Sometimes struggle to pay
W gas bills, usually manage to
keep on top of it 82% 81%

m Never struggle fo
pay gas bills

0,
% Overall 18-34 35-44 45-64 65 plus ABC1 C2DE
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Respondents living in the most deprived areas (23%) were more likely than those in the least
deprived areas (10%) to say that they sometimes struggle with their gas bills (see Figure 9.9).

Figure 9.9 Ability to pay gas bills by deprivation
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Respondents who have or live with someone who has a disability or illness (28%) were more
likely to report that they sometimes struggle to pay their gas bill than those who do not have
someone with a disability or iliness in their household (13%). 23% of those who have children
in their household said that they sometimes struggle, compared to 13% without children.
Those who would be considered to be in the high or medium vulnerability group (24%) were
also more likely to sometimes struggle when compared with those who are not vulnerable
(8%) (see Figure 9.10).

Figure 9.10 Ability to pay gas bills by disability/illness, children and vulnerability

Which of the following statements best describes your situation over the last 12

months?
Individual bases below. Those with mains gas
Disability/ Children Vulnerability
iliness
1% 1% 1%
Aways struggle to pay gas 13% o 13%
B Dills, nearly always behind in 5 23%
28%

payments

Often struggle to pay gas
W bills, often behind in
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Sometimes struggle to pay
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71%
m Never struggle to
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Overall Yes No Yes No High/ Low None
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Gas customers on a prepayment meter (22%, compared to 11% with a credit meter) were
again more likely to say they sometimes struggle to pay their bills (see Figure 9.11).

Figure 9.11 Ability to pay gas bills by gas payment method
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Which of the following statements best describes your situation over the last 12

months?
Individual bases below. Those with mains gas

Gas payment
method

1%
Aways struggle to pay gas

W bills, nearly always behind in
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Often struggle to pay gas
B bills, often behind in
payments
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B gas bills, usually manage to
keep on top of it

m Never struggle to
pay gas bills
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Reasons for being without energy

Electricity

Almost all (98%) respondents with a credit meter said that in the past 12 months they had
never gone without electricity that they needed because of the cost, with 1% saying this
occurred a few times a year (see Figure 9.12). Respondents with an electricity prepayment
meter were more likely than credit customers to have gone without electricity in the past 12
months, although the proportion who said this never happened increased from 76% in 2024
to 84% in 2025. 12% had occasionally gone without electricity, 3% said this happened around
once a month and 1% mentioned that they go without electricity most weeks (see Figure 9.13).

Figure 9.12 Incidence of going without electricity (no prepayment meter)

Thinking about the past 12 months, have you ever gone without electricity that
you really needed in your home because the cost was too high?
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hose with an electricity credit meter
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Figure 9.13 Incidence of going without electricity (prepayment meter)

Thinking about the past 12 months, have you ever run out of credit on your meter
and temporarily gone without electricity?

ndividual bases below. Those with an electricity pre-payment meter
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Of those respondents with a prepayment meter who had run out of credit on the meter and
temporarily gone without electricity, 51% said that they did not realise the meter was low, while
36% stated that they could not afford to top up (see Figure 9.14).

Figure 9.14 Reasons for going without electricity

Why have you gone without electricity?

ndividual bases below. Those who have gone without electricity
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Other 11%
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All respondents were asked if they had gone without or had delayed getting other essentials
so that they would be able to pay for electricity. The majority (96%) have never had to do this,
increasing from 89% in 2022, 90% in 2023 and 93% in 2024 to be the same as 96% in 2021
(see Figure 9.15).

Figure 9.15 Incidence of delaying getting essentials to pay for electricity

In the last 12 months, how often, if at all, has your household gone without or
delayed getting other essentials so that you were able to pay for your electricity?

Gone without or delayed getting essentials- 2024 Gone without or delayed getting essentials— over time
Il Never 110 3 fimes [ ] Less than [ ] mgmrﬁ? g;.f,e : 0, | 3% |
avyear once a month than once & week 6% !
u More than Not sure

once a week

] Have gone
without/delayed

Have not gone
without/delayed

2021 2022 2023 2024 2025
Base: 1514 Base 1516 Base: 1502 Baser 1502 Base: 1500

GB

Those who were significantly more likely to have gone without getting other essentials to pay
for electricity included the following (see Figures 9.16 to 9.18):

5% of those in the C2DE group reported having to go without essentials at least once,
compared to 2% in the ABC1 group;

Those living in social housing (10%) and who privately rent (7%) were more likely to say
they had delayed getting essentials than those who own their home (1%);

8% of those who have or live with someone who has a disability or illness reported they
had to go without essentials at least once, compared to 1% of those who do not have
someone with a disability or illness in their household;

Those who would be considered to be in the high or medium vulnerability group (5%) were
more likely to have delayed getting essentials to pay for electricity than those who are not
considered vulnerable (1%);

Respondents who have a prepayment meter for electricity (6%) were more likely than
credit customers (1%) to report they had gone without essentials in the past 12 months;
5% of electricity switchers stated they had gone without essentials, compared to 2% of
non-switchers; and

23% of those respondents who had self-disconnected from their electricity supply reported
they had delayed or gone without essentials in the past 12 months to get electricity. This
compares to 2% of those who had not self-disconnected from their supply in the last 12
months.
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Figure 9.16 Incidence of delaying getting essentials to pay for electricity by SEG and
tenure

In the last 12 months, how often, if at all, has your household gone without or
delayed getting other essentials so that you were able to pay for your electricity?

Individual bases below. All respondents

SEG Tenure
1%
10%
B Not sure
Have gone without/
delayed
Have not gone without/
delayed 06%
0
- Overall ABC1 Social
Base 1300 Baser 723 Base: 720 home rented housing
Base: 1158 Base: 124 Base: 184
G8&

Figure 9.17 Incidence of delaying getting essentials to pay for electricity by
disability/illness and vulnerability

In the last 12 months, how often, if at all, has your household gone without or

delayed getting other essentials so that you were able to pay for your electricity?
Individual bases below. All respondents

Disability/ Vulnerability
iliness
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Figure 9.18 Incidence of delaying getting essentials to pay for electricity by electricity
payment method, switching, and self-disconnection

In the last 12 months, how often, if at all, has your household gone without or
delayed getting other essentials so that you were able to pay for your electricity?

Individual bases below_ All respondents
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Of those who had reported going without essentials, 67% said they had not bought food or
groceries, while 16% did not pay for general essentials. A further 11% went without heating,

and 9% went without car fuel and clothes (see Figure 9.19).

Figure 9.19 Essentials delayed or went without to pay for electricity

What essentials did you have to go without or delay getting so that you were able

to pay for your electricity?

Individual bases below. Those who went without getting essentials
2022 [ 2023 2024 ] 2025
Base: 153 Base: 141 Base: 97 Base: 45

Foedlarocenes

16%
General essentials

9%
Car fuel

11%
Heating
Clothes - iéy/:

Electricity | 4%
1%
B 2%
Technolo i 3%
gylappliances | j
3%

9 0 20 40 60 80 100

‘l" perceptive

GB

124



Gas

The majority (97%) of respondents on a credit meter for gas have not had to go without gas
because the cost was too high (see Figure 9.20). Of those who have a gas prepayment meter,
17% reported having occasionally run out of credit, while 2% had done this often (see Figure
9.21).

Figure 9.20 Incidence of going without gas (no prepayment meter)

Thinking about the past 12 months, have you ever gone without gas that you really
needed in your home because the cost was too high?

ndividual bases below. Those with a gas credit meter
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Figure 9.21 Incidence of going without gas (prepayment meter)

Thinking about the past 12 months, have you ever run out of credit on your meter
and temporarily gone without gas?
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Those with mains gas were asked how often their household had gone without or delayed
getting other essentials so that they could pay for their gas. 7% confirmed that this was the
case for them on at least one occasion in the last 12 months (see Figure 9.22).

Figure 9.22 Delaying getting essentials to pay for gas

In the last 12 months, how often, if at all, has your household gone without or
delayed getting other essentials so that you were able to pay for your gas?
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Length of time without energy

Those with a prepayment meter who had run out of credit were asked how long they were

without electricity and/or gas on the last occasion that it happened.

Electricity

92% of respondents who ran out of credit on their electricity meter reported that their supply
was restored on the same day, including 41% who were without their electricity for up to one
hour. However, 5% stated that they were without electricity for longer than a day (see Figure

9.23).

Figure 9.23 Length of time without electricity

Thinking about the last time you ran out of credit on your electricity meter, how

long were you without electricity?
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Methods to reduce spend on energy

Respondents were presented with a number of statements about their energy usage and the
payment of bills and asked to confirm if any applied to their situation over the last 12 months.

Electricity

One third (33%) of respondents reported that they had reduced the amount of electricity they
were using in the previous year, representing a further decrease from 85% in 2022, 71% in
2023 and 42% in 2024, with the result now similar to 34% in 2021. 2% said they had to borrow
to pay for electricity, down from 5% in 2024. 1% of those who pay their electricity bill by direct
debit reported that they had fallen behind on their bills and owe money to their supplier. 9% of
respondents with an electricity prepayment meter stated that they had reduced the amount

they usually put on their meter (see Figure 9.24).

Figure 9.24 Incidence of and methods used to reduce spend on electricity bill

Thinking about your electricity bills in the previous year, do you agree or disagree

with each of the following statements?
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Several subgroups were significantly more likely to have reduced their electricity usage than

others (see Figures 9.25 and 9.26):

* Respondents who have someone in their household with a disability or illness (41%) were
more likely to have reduced their electricity usage than those who do not have someone
with a disability or illness in the household (32%);

= Those in the high or medium vulnerability group (39%) were more likely to report that they
reduced their electricity usage than those who are not considered vulnerable (27%);

= Confident internet users (32%) were more likely to say they had reduced their electricity
usage than those who do not consider themselves to be confident users (26%);

= Electricity switchers (38%) were more likely than non-switchers (30%) to have reduced
their electricity usage; and

= Over half (55%) of those who had self-disconnected from their electricity supply said they
had reduced their electricity usage, compared to one third (32%) who had not self-
disconnected.

Figure 9.25 Reducing electricity usage by disability and illness, vulnerability, and
confidence using the internet

We’ve reduced the amount of electricity we are using

Individual bases below. All respondents
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Figure 9.26 Reducing electricity usage by electricity switching and electricity self-
disconnection

We’ve reduced the amount of electricity we are using

Individual bases below. All respondents
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Similar patterns were observed amongst those who had to borrow money to pay their
electricity bills (see Figures 9.27 to 9.30):

Those in the C2DE group (4%) were more likely than those in the ABC1 group (1%) to
report having borrowed money to pay their electricity bills;

Respondents who live in social housing (10%) and who privately rent (6%) were more
likely than those who own their home (1%) to say they had borrowed money to cover their
electricity bills;

Those living in the most deprived areas (6%) were more likely to state they had borrowed
money for their electricity bills than those in the least deprived areas (less than 1%);

5% of those who have or live with someone who has a disability or illness had borrowed
money to pay their electricity bills, compared to 2% who do not have or live with someone
who has a disability or illness;

Those who have children in their household (5%) were more likely than those without
children (1%) to say they had borrowed money for their electricity bills;

4% of those in the high or medium vulnerability group said they had to borrow to pay their
bills, compared to 1% who are not considered to be vulnerable;

Respondents who have a prepayment meter for electricity (5%) were more likely to report
borrowing money for their electricity bills than those on a credit meter (1%);

16% of respondents who had self-disconnected from their electricity supply said they had
to borrow money to cover their electricity bills, compared to 1% who had not self-
disconnected.
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Figure 9.27 Borrowing money to pay electricity bills by socioeconomic group and

tenure

We’ve had to borrow to pay our electricity bills
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Figure 9.28 Borrowing money to pay electricity bills by deprivation

We’ve had to borrow to pay our electricity bills
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Figure 9.29 Borrowing money to pay electricity bills by disability/illness, children, and
vulnerability

We’ve had to borrow to pay our electricity bills

Individual bases below. All respondents
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Figure 9.30 Borrowing money to pay electricity bills by electricity payment method,
and electricity self-disconnection

We’ve had to borrow to pay our electricity bills
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Gas

Those with gas were asked to confirm if the same set of statements applied to their situation
over the last year (see Figure 9.28).

36% of gas customers stated that they had reduced the amount of gas they were using last
year, decreasing further from 87% in 2022, 71% in 2023 and 42% in 2024. 3% reported that
they had to borrow to cover their gas bills, down from 6% in 2024. 1% of customers with direct
debit for their gas bills said they owe money to their supplier. 9% of those with a gas
prepayment meter revealed that they have reduced the amount they usually put on their meter
(see Figure 9.31).

Figure 9.31 Methods to reduce spend on gas bill

Thinking about your gas bills in the previous year, do you agree or disagree with
each of the following statements?

ndividual bases below. Those with mains gas
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The following significant differences were observed (see Figures 9.32 and 9.33):

= Respondents aged 45 to 64 (43%) were more likely than those aged 18 to 34 (29%) and
65 and over (28%) to have reduced their gas usage;

= Gas customers in the C2DE group (41%) were more likely to report reducing their gas
usage than those in the ABC1 group (32%);

= 48% of those who have someone in their household with a disability or illness stated they
had reduced their gas usage, in comparison with 33% without someone in their household
with a disability or illness;

= Those in the high and medium vulnerability group (41%) were more likely to say they had
reduced their gas usage than those not considered to be vulnerable (30%).
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Figure 9.32 Reducing gas usage by demographics

We’ve reduced the amount of gas we are using
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Figure 9.33 Reducing gas usage by disability/illness and vulnerability
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Subgroup analysis also revealed the following differences between those who had to borrow

money to pay for their gas bills (see Figures 3.34 and 3.35):

= Those in the C2DE group (6%) were more likely than those in the ABC1 group (1%) to say
they had borrowed money for their gas bills;

= Respondents living in the most deprived areas (7%) were more likely than those living in
the least deprived areas (less than 1%) to state that they had to borrow to pay for gas;

= Respondents who have a prepayment meter for gas (5%) were more likely to report they
had to borrow to pay their gas bills than those on a credit meter (1%).

Figure 9.35 Borrowing money to pay gas bills by socioeconomic group and deprivation

We’ve had to borrow to pay our gas bills
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Figure 9.35 Borrowing money to pay gas bills by gas payment method

We’ve had to borrow to pay our gas bills

Individual bases below. Those with mains gas

Gas payment
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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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10. Consumer protections

In this section we determine the level of awareness of the obligations that energy suppliers
have to protect domestic consumers, and if consumers know how to make a complaint when
these obligations are not met.

Key findings

e Awareness of consumer protections has remained the same from the previous Tracker
(61% in 2024 and in 2025).

However, the proportion who are completely aware has increased from 32% in the
previous Tracker to 36% in 2025.

Two thirds (65%) of those who consider themselves to be confident internet users said
they were aware of these obligations, compared to half (51%) of those who are not
confident internet users.

o Fourin 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 76% in 2024.

¢ Respondents who are not confident internet users (75%) were less likely than confident
users (82%) to know how to go about making a complaint if these obligations are not met.
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Three in five (61%) domestic consumers were aware that their energy supplier has an
obligation to protect them as a consumer, including 36% who were completely aware of this.
However, 37% were not aware of the obligation (see Figure 10.1).

Electricity (56%) customers who have a prepayment meter were less likely to be aware of
these obligations than those with a credit meter for electricity (64%).

Figure 10.1 Awareness of consumer protection obligations

Are you aware that energy suppliers have certain obligations to protect you as a

consumer?
ndividual bases below. All respondents
1% 1% 2%
37%
M Not sure

B Not at all aware

B Yes - Somewhat aware 25%,
Yes — Completely aware
o 2021 2022 2023 2024 2025
- Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

H1
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Level of awareness also differed significantly between various subgroups (see Figures 10.2

to 10.5):

= Two thirds (66%) of respondents in the ABC1 group were aware of these obligations,
compared to 58% of those in the C2DE group;

= Respondents who own their home (64%) were more likely to say they were aware than
those who privately rent (52%) and who live in social housing (49%);

= Those living in the least deprived areas (66%) were more likely to report being aware than
those in the most deprived areas (56%);

= Respondents who have access to the internet (62%) and who consider themselves to be
confident internet users (65%) were more likely to state that they were aware of supplier
obligations when compared to those without access (48%) and who are not confident
users (51%);

= Electricity switchers (66%) and those who had not self-disconnected from their electricity
supply (63%) were more likely to say they were aware of supplier obligations than non-
switchers (59%) and those who had self-disconnected (38%).

Figure 10.2 Awareness of consumer protection obligations by socioeconomic group and
tenure

Are you aware that energy suppliers have certain obligations to protect you as a
consumer?

ndividual bases below. All respondents
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Figure 10.3 Awareness of consumer protection obligations by deprivation

Are you aware that energy suppliers have certain obligations to protect you as a
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Figure 10.4 Awareness of consumer protection obligations by internet access and
confidence using the internet

Are you aware that energy suppliers have certain obligations to protect you as a
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Figure 10.5 Awareness of consumer protection obligations by electricity payment
method, electricity switching and electricity self-disconnection

Are you aware that energy suppliers have certain obligations to protect you as a
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Of those who were aware, four in five (80%) stated that they would know how to make a
complaint if they felt their supplier was not meeting these obligations, increasing from 76% in
2024. One quarter (23%) of those who do not consider themselves to be confident internet
users said they would not know how to go about making a complaint, compared to 15% who
consider themselves to be confident internet users, although it should be noted that no
significant differences were observed between those who said they would know how to make
a complaint (see Figure 10.6 and Table 10.1).

Figure 10.6 Awareness of how to make a complaint when obligations are not met

Would you know how to go about making a complaint if you felt your supplier was
not meeting these obligations?

Individual bases below. Those who are aware

B Not sure
H No
1 Yes

o 2021 2022 2023 2024 2025
Base: 741 Base: 778 Base: 832 Base: 921 Base: 914

H2

Table 10.2 Awareness of how to make a complaint when obligations are not met by
confidence using the internet

-_

Overall g‘gse, » 80% 17% 3% | 100%
Not confident 75% 23% 3% 100%
Confidence 533.6#55
using the 5 aes'; e 76% 22% 2% | 100%
internet =
g;gf'ggeont 82% 15% 3% | 100%

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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11. Support services

In this section we examine the support services offered by energy suppliers and NI Water in
terms of the following:

= Awareness of support services;

= Use of support services;

= Satisfaction with support services; and

= Contact about support services

Key findings

o 47% of respondents were aware of the support services offered by energy companies,
including 22% who knew a bit about the services offered.

This compares to 47% who were aware overall and 36% who knew about the services
offered in the 2024 Tracker.

Respondents who are not confident internet users (40%) were least likely to be aware
of the support services.

3% of all participants were signed up to or had utilised some of the support services
offered by energy companies.

e The majority (94%) of those in the high or medium vulnerability group had not signed up
to utilise any of the support services offered by energy companies. 90% who have or live
with someone who has a disability or illness had not signed up for any of these support
services.

e 30% were aware of the services for vulnerable consumers that NI Water provides, an
increase from 20% in 2024.
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Energy companies

Awareness of support offered by energy companies

Under half (47%) of respondents indicated that they were aware that energy companies have
support services for vulnerable customers, with 22% knowing something about what type of
services are offered. This is similar to 47% who were at least aware of the services and 23%
who knew something about the services in the 2024 Tracker. 52% were not aware of these
services, the same proportion as in the 2024 Tracker.

Respondents who have someone in their household with a disability or illness (27%) were
more likely to say they know a bit about the services offered than those without someone in
their household with a disability or illness (21%). However, there were no significant
differences observed between those in the high and medium vulnerability group and those not
considered to be vulnerable.

Figure 11.1 Awareness of support services offered by energy companies

Are you aware energy companies have special services in place to support those
who are vulnerable in the community / those that need extra support?

ndividual bases below. All respondents
1%
18%
15%

2% 1%

1%

52% [
[ Not sure 63% 58% 52%
B No
m Yes — but don't know

what these services are

Yes — and know a bit
about the services offered

12%

24% 24%

16%

2019 2021 2022 2023 2024 2025
Base: 1503 Base: 1514 Base: 1516 Base: 1502 Base: 1502 Base: 1500

Other sub-groups who were significantly less likely to be aware of support services included

(see Figures 11.2 to 11.6):

= 52% of those in the ABC1 group were aware, compared 43% of those in the C2DE group;

= Those living in the most deprived areas (43%) were less likely to be aware of these
services than those in the least deprived areas (53%);

= Almost two in five (57%) of those who do not consider themselves to be confident internet
users had not heard of these services, compared to half (49%) of those who are confident
users;

= Respondents who have a prepayment meter for electricity (19%) were less likely to know
about the services than those on a credit meter (24%);
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= 44% of the respondents who had not switched electricity supplier in the last three years
said that they were aware of the support services, compared to 51% of those who had

switched; and

*  48% of respondents who have not self-disconnected from their electricity indicated that
they had heard of these services, compared to 37% of those who have self-disconnected.

Figure 11.2 Awareness of support services offered by energy companies by

socioeconomic group and deprivation

Are you aware energy companies have special services in place to support those
who are vulnerable in the community / those that need extra support?

2%
W Not sure
W No 52%
m ‘Yes — but don't know
what these services are
Yes — and know a bit
about the services offered
24%
Overall = ABC1

Base: 1500 | Base: 723
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2%

55%
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Base: 720
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55%

21%
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' Base 280

2%

49%

29%

Base: 300

Deprivation

1%

55%
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3
Base: 308

3% 1%
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Figure 11.3 Awareness of support services offered by energy companies by
disability/illness and confidence using the internet
Are you aware energy companies have special services in place to support those

who are vulnerable in the community / those that need extra support?

ndividual bases below. All respondents

Disability/illness Confidence using
i the internet

2% 1% 1%

2% 1%

I Not sure
H No 52%
m Yes — but don't know

what these services are

Yes — and know a bit
about the services offered

24%
o Overall Yes No Not Neither Confident
Base: 1300 |  Baser 354 Base: 1031 | confident Base: 288 Base- 906

Base: 306

Figure 11.5 Awareness of support services offered by energy companies by electricity
payment method, switching and self-disconnection

Are you aware energy companies have special services in place to support those
who are vulnerable in the community / those that need extra support?

ndividual bases below. All respondents
Electricity : Electricity : Electricity self-
payment method | switching i disconnection
2% 1% 2% 1% 2% 1%

B Not sure

H No 52% Ml 55%
Yes — but don't know i

what these services are

Yes — and know a bit
about the services offered

51%

25%
g 24%
Overall Prepayment Credit Switchers Non- Yes No
Base: 1500 meter meter :  Base 500 switchers @  Base 100 Base: 1366
i Base: 570 Base: 930 | Base: 1000 |
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Use of support offered by energy companies
Respondents were asked whether or not they had used any of the following support services:

NIE Networks’ Medical Care Register for consumers who are medically dependent on
electricity to operate equipment in their home;

Their supplier's Customer Care Register, which prioritises consumers on the register
during service problems and allows access to additional free services;

A large print bill for consumers with visual problems; and

The Password Scheme which allows consumers to register a password that their supplier
will use if they call.

The vast majority (97%) of domestic consumers had not used any of the support services. 3%
were signed up to NIE Networks’ Critical Care Register, and 1% were signed up to their
supplier's Customer Care Register. One respondent requested a large print bill, while one had
been included in the Password Scheme. 94% of those considered to be vulnerable had not
signed up for any of the support services, while 90% of those who have or live with someone
who has a disability or iliness had not signed up (see Figure 11.7).

Figure 11.7 Use of support services offered by energy companies

Have you used any support services offered by energy companies?
ndividual bases below. All respondents

2019 2021 2022

2023 2004 2025
u Base: 1503 Base: 1514 u Base: 1516 u

Base: 1502 Base: 1502 Base: 1500

4% 3%
e 2 vopm BRI 1% 19 1% 1% R O% 0% 0% 0% 0% 236 0% 0% 0% 0% 0% 0% 19% O% 0%
Signed up to the Signed up to the Requested a Included in Other None of

Critical Care Customer Care large print bill the password these
Register (NIE Register (suppliers) scheme
Networks) 12
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Table 11.1 Use of support services offered by energy companies by vulnerability and

disability/illness

Vulnerability Disability/illness

Overall
Base: 1500

High/medium
vulnerability
Base: 661

Low
vulnerability
Base: 35

Not vulnerable
Base: 804

Yes [\[¢}

Base: 354 Base: 1031

Signed up to the NIE

Networks Medical Care 3% 5% - 1% 9% 1%
Register

Soecuovessoner o % - o o
Requested a large print bill 0% 0% - - 0% -
ISn:rl]uec:sg in the Password 0% ) ) 0% ) 0%
None of these 97% 94% 100% 99% 90% 99%

Satisfaction with support offered by energy companies
36 of the 48 domestic consumers who had used at least one of the support services said they
were ‘satisfied’ or ‘very satisfied’ with the service. 31 of the 42 respondents who signed up to
NIE Networks’ Medical Customer Care Register reported satisfaction with the service, and 7
of the 8 who signed up to their suppliers Customer Care Register reported the same (see

Figure 11.8).

Figure 11.8 Satisfaction with support services offered by energy companies N.B. Low

bases*

Thinking about the services you used, in general how satisfied were you with this?

Signed up to the Critical Care
Register (NIE Networks)

2019 2021 2022 2023 2024 2025
Base: Base: Base: Base: Base: Base:
45 3 19 23 14 42

[ Satisfied

Signed up to the C

Individual bases below. Those who have used services offered

M Dissatisfied

Care Register (suppliers)

%
% o)
%|

2019 2021 2022 2023 2024 2025

Base Beaeﬂase Bamﬂasesaae'

17 16

a large print bill

2019 2021 2022 2023 2024 2025
Base Base Base Base Base Basa

*Due to small sample sizes these findings are not generalisable.
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NI Water

Awareness of support services offered by NI Water

30% of domestic consumers were aware that NI Water offered support services for vulnerable
customers, including 15% who knew a bit about the services offered. This has increased since
2024, when 20% indicated that they were aware of the support services (see Figure 11.9).

Figure 11.9 Awareness of support services offered by NI Water

Are you aware NI Water has special services in place to support those who are
vulnerable in the community / those that need extra support?

2% 1%
Not sure 67%
W No J 79%
m Yes — but don't know
what these services are
Yes —and know a bit
about the services offered
9%
5%

2022 2023 2024 2025
Base: 1516 Base: 1502 Base: 1502 Base: 1500

2%

Respondents in the high and medium vulnerability group (27%) and who have or live with

someone who has a disability or illness (24%) were less likely to be aware of these services

than those who are not vulnerable (32%) and who do not have or live with someone who has

a disability or illness (33%). Subgroup analysis revealed that certain groups were also less

likely to be aware of the services offered by NI Water (see Figures 11.10 to 11.12):

= 28% of those in the C2DE group said that they were aware of these services, compared
to 33% in the ABC1 group;

* Respondents living in rural areas (12%) were less likely than those living in urban areas
(17%) to say they knew a bit about the services offered,;

= Those who do not consider themselves to be confident internet users (23%) were less
likely to be aware of these services than confident internet users (33%); and

= 18% of those who have self-disconnected from their electricity supply said they had heard
of these services, compared to 31% of those who have not self-disconnected.
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Figure 11.10 Awareness of support services offered by NI Water by socioeconomic
group and location

Are you aware NI Water has special services in place to support those who are
vulnerable in the community / those that need extra support?

SEG Location
2% 1% 1% 1% 2%
Mot sure
B No - -

Yes — but don’t know 69% = 71% e 70%
what these services are
Yes — and know a bit
about the services offered

Overall ABC1 C2DE Urban Rural

Base: 1500 Base: 723 Base: 720 Base: 903 Base: 397

Figure 11.11 Awareness of support services offered by NI Water by disability/illness
and vulnerability

Are you aware NI Water has special services in place to support those who are
vulnerable in the community / those that need extra support?

Disability/ Vulnerability
iliness

2% 1% 1% 1% 2%

Not sure

B o

Yes — but don't know 69%
what these services are

Yes — and know a bit
about the services offered

Overall Yes No High/ Low None
Base: 1500 Base: 354 Base: 1031 medium Base: 35 Base: §04
Base: 661
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Figure 11.12 Awareness of support services offered by NI Water by confidence using
the internet and electricity self-disconnection

Are you aware NI Water has special services in place to support those who are
vulnerable in the community / those that need extra support?

Confidence using Electricity self-
the internet disconnection
2% 29, 2% 1% 1%

Not sure

B No

Yes — but don't know 69%
what these services are

‘Yes — and know a bit
about the services offered

Overall Not Neither Confident Yes No
Base: 1500 confident Base: 268 Base: 906 Base: 100 Base: 1366
Base: 306

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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13. Conclusions and areas
for consideration

The follow paragraphs outline a number of overarching trends within the data and areas which
the Utility Regulator may wish to explore further in order to improve outcomes when the survey
is repeated in the future.

Energy bill pressure is easing, but awareness of energy spend has
fallen

The results from the 2025 Domestic Tracker show that there has been a fall in consumers who
report that they are struggling with their bills, with the findings now more similar to those
observed in 2021". However, the results should be considered in the context of their timing,
as data was collected before the recent escalation of geopolitical tensions in the Middle East
which may have altered perceptions of energy affordability.

10% said they sometimes struggled with their electricity bills over the past year, which is down
from 23% in 2024, 33% in 2023, and 39% in 2022 and similar to 13% in 2021. 17% of gas
customers stated that they sometimes struggled with their bills, falling from 27% in the
previous Tracker, 36% in 2023, and 33% in 2022, and similar to 15% in 2021. Fewer
respondents also reported having to delay or go without essentials to pay for electricity, as
well as having to reduce their electricity and gas usage and to have to borrow to pay their bills
over the past 12 months. These findings were again similar to those obtained in the 2021
Tracker. However, it should be noted that several subgroups were more likely to report that
they were struggling with their energy bills.

Around one in five (18%) of those with a prepayment meter for electricity stated that they
sometimes struggled with their electricity bills in the past 12 months compared to 6% of those
with a credit meter, with those on a prepayment meter for electricity also more likely to have
gone without or delayed getting essentials to pay for electricity (6%, compared to 1% with a
credit meter) and to have borrowed to pay for electricity (5%, compared to 1% with a credit
meter). Respondents who have a prepayment meter for gas were also more likely to report
sometimes struggling with their gas bills and having to go without or delaying getting essentials
to pay for gas when compared to those with a credit meter.

Homeowners were less likely to say that they sometimes struggled with their electricity bills
(7%, compared to 19% who privately rent and 28% in social housing), to have gone without
or delayed getting essentials to pay for electricity (1%, compared to 7% who privately rent and
10% in social housing), and to have borrowed to pay for electricity in the past 12 months (1%,
compared to 6% who privately rent and 10% in social housing).

4 The findings are more similar to those observed in 2021, before the invasion of Ukraine led to a rise
in wholesale energy costs.
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One third (33%) of consumers reported that they spend £100 or more per month on electricity,
down from 42% in 2024. 29% stated they spend £100 or more per month on their heating,
falling from 45% in the previous Tracker and from 43% in the 2023 and 2022 Trackers.
However, 13% were unaware of their electricity cost, the highest proportion across all previous
Trackers, and one quarter (24%) of consumers were unaware of how much they spend per
month on heating, increasing from 12% in 2024 and similar to 21% in 2023 and 22% in 2022.
Those living in the most deprived areas were more likely than those in the least deprived areas
to indicate that they were aware of their electricity spend, suggesting that those who are worst
off are more aware of how much they are spending.

Greater engagement with supplier correspondence

The 2025 Tracker found that a greater proportion of consumers were now reading
correspondence from their supplier. Over half reported that they read the last correspondence
they received from their electricity supplier (54%), increasing from 42% in 2024 and 50% in
2023 to be similar to 56% in 2022. Over half (53%) of gas customers said they read the last
correspondence they received from their supplier, increasing from 41% in 2024 and 49% in
2023 to be similar to 54% in 2022. Agreement that the information presented in the
correspondence was clear and easy to understand also increased from the 2024 Tracker to
be similar to the results observed in 2023.

While those who have a prepayment meter for electricity and for gas were more likely to be
aware of their monthly electricity and heating spend, they were less likely to report receiving
correspondence from their supplier and were less likely to state that they read the
correspondence than those who have a credit meter.

Higher levels of trust and satisfaction in energy suppliers

There has been an increase in both trust and satisfaction with energy suppliers. 73% trust
their electricity supplier to treat them fairly, higher than the 2024 (67%) and 2022 Trackers
(63%) and similar to the 2023 (70%) and 2021 (69%) Trackers. 70% trust their electricity
supplier to provide a fair price, higher than all previous Trackers. For gas customers, 75% said
they trust their supplier to treat them fairly and 72% trust their supplier to give a fair price,
higher than all previous Trackers.

Homeowners were, however, more likely to show distrust in their electricity supplier. 11% said
that they distrust their electricity supplier to treat them fairly in their dealings compared to 4%
who privately rent and 5% living in social housing, while 14% who own their home stated that
they distrust their electricity supplier to provide a fair price, in comparison with 4% who
privately rent and 8% who are in social housing. Electricity self-disconnectors were also less
likely to report trust in their supplier to treat them fairly and to provide a fair price.

87% of electricity customers indicated satisfaction with the overall service they receive from
their supplier, up from 80% in 2024 and 74% in 2022, and similar to 84% in 2023 and 87% in
2021. 86% of respondents with gas said they were satisfied with the overall service from their
supplier, increasing from 75% in 2024 and 70% in 2022 to be more similar to the 2023 and
2021 (both 82%) Trackers. Electricity self-disconnectors were among those less likely to say
they were satisfied with the overall service from their supplier.

‘l" perceptive 153



Vulnerable consumers more likely to be struggling with energy bills

Consumers in the high and medium (HM) vulnerability group demonstrated greater awareness
of their monthly energy spending but were also found to be more likely to struggle with their
energy bills and to hold more negative views about their suppliers. 90% of those in the HM
vulnerability group were aware of their monthly electricity spend compared to 85% not
considered to be vulnerable, while four fifths (79%) in the HM vulnerability group were aware
of their monthly heating spend, in comparison with 73% who are not vulnerable. Those in the
HM vulnerability group were less likely to agree that the information in the correspondence
from their electricity supplier was clear and easy to understand, and were also more likely to
show distrust in their electricity supplier to provide a fair price, and in their gas supplier to treat
them fairly when compared with those who are not vulnerable.

14% of those in the HM vulnerability group reported that they sometimes struggled with their
electricity bills over the past 12 months compared to 6% who are not vulnerable, while one
quarter (24%) of those in the HM vulnerability group said they sometimes struggle with their
gas bills, in comparison to 8% of those who are not vulnerable. Respondents in the HM
vulnerability group were also more likely to have:

= Gone without or delayed getting essentials to pay for electricity (5%, compared to 1% not
considered to be vulnerable) and gas (9%, compared to 2% who are not vulnerable);

= Reduced their electricity (39%, compared to 27% not considered to be vulnerable) and
gas usage in the past year (41%, compared to 30% who are not vulnerable); and

= Borrowed to pay for electricity (4%, compared to 1% who are not vulnerable) in the past
year.

Those who have someone in their household with a disability or illness were more likely than
those without to disagree that the information in the correspondence received from their
electricity supplier was clear and easy to understand, with respondents who have children in
their household less likely to agree with this than those who do not have children. Those who
have children in their household were also less likely to trust their electricity supplier to treat
them fairly and to provide a fair price. Those who have someone in their household with a
disability or illness and those with children were less likely to be confident that they were on
the best electricity deal and were more likely to have switched electricity supplier at least once.
Both groups were also more likely to report that they sometimes struggle with their electricity
and gas bills, while incidence of going without or delaying getting essentials, reducing
electricity usage and borrowing to pay for electricity was more likely with those who have
someone in their household with a disability or iliness.

Even though respondents in the high and medium vulnerability group, who have someone in
their household with a disability or illness, and who have children in their home were more
likely to be struggling with their energy bills, they were also more likely to be willing to be
charged extra on their bill for future investment and to allow vulnerable consumers to avail of
discounted tariffs.
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Low awareness and low uptake of energy supplier support

One fifth (22%) of respondents stated that they were aware of and knew a bit about the support
services offered by energy companies to vulnerable consumers, similar to 23% in 2024 but
lower than 36% observed in 2023 and 29% in the 2022 Tracker. Uptake of these services also
remains low, with 97% of respondents saying they had not used any support services,
including 94% of respondents who would be considered vulnerable and 90% of those who
have or live with someone who has a disability or illness.

30% of respondents were aware of the services offered to vulnerable customers by NI Water,
up from 20% in 2024. Respondents in the high and medium vulnerability group and those who
have someone in their household with a disability or illness were less likely to report that they
knew about these services.

Limited change in switching behaviour

Three quarters (75%) of respondents said they were completely aware that they can choose
between different electricity suppliers, up from 70% in the previous Tracker but lower than
what was observed in 2023 (89%) and 2022 (83%). Incidence of comparing electricity deals
was consistent with the 2024 Tracker (46%), but was lower than in 2023 (53%) and 2022
(54%).

45% reported that they had switched their supplier at least once, similar to 47% in 2024, and
despite being lower than 51% observed in 2023, is also consistent with the 2022 (44%) and
2021 (46%) Trackers. Three quarters (74%) stated that they last switched their electricity
supplier less than three years ago, similar to the 2024 Tracker (75%) and up from the 2023
(71%), 2022 (69%), 2021 (67%) and 2019 Trackers (70%).

Half (49%) of those with a prepayment meter for electricity said they have previously compared
electricity deals, compared to 43% of those with a credit meter. Those on an electricity
prepayment meter were also more likely to have switched their supplier at least once (48%,
compared to 43% with a credit meter) and to have switched less than three years ago (80%,
compared to 70% with a credit meter).

72% of those who had never switched their electricity supplier said they were happy with their
current service, up from 60% in 2024. Reacting to a promotional offer (32%) and reacting to a
doorstep seller (24%) remain the most common drivers for switching electricity supplier,
although the use of doorstep sellers to switch fell from 40% in 2024 to 34% in the current
Tracker.

18% of respondents stated they would be likely or very likely to switch their electricity supplier
in the next 12 months, similar to 16% in 2024 but down from 25% in 2023. Those who had
already switched supplier in the last three years were more likely to say they would switch
again in the next year, and were also more likely to demonstrate engagement in other areas.
Electricity switchers were more likely to be aware they can choose between different suppliers
and that having a choice gives access to better deals, as well as being more likely to have
compared deals. Greater awareness of supplier obligations to their customers and of energy
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supplier support services was also evident in electricity switchers when compared with non-
switchers.

Although electricity switchers were more likely to say they were confident they were on the
best electricity deal available to them, they were also more likely to report that they are
struggling. 39% of those who switched electricity supplier in the last three years said they
spend £100 or more on electricity per month, compared to 31% of non-switchers. 14% of
switchers said they sometimes struggled with their bill over the past year compared to 9% of
non-switchers. Switchers were more likely to have gone without or delayed getting essentials
in order to pay for electricity, and to have reduced their electricity usage in the past 12 months.

Older consumers are more engaged with correspondence but less
engaged with their energy deal

Three in five (60%) respondents aged 65 and over stated that they read the last
correspondence they received from their electricity supplier, more than any other age group.
In contrast, under half (48%) of those aged 18 to 34 said that they had read the
correspondence from their electricity supplier. However, those aged 65 and over were less
likely to be able to recall how much they spend per month on electricity and heating than those
in the younger age group. Younger respondents were more likely than those aged 65 and over
to say they will switch their heating source (albeit not within the next three years). While there
were no significant differences in awareness of being able to choose between electricity
suppliers, older respondents were less likely to agree that having a choice of supplier gives
access to better deals.

Respondents aged 65 and over were less likely than all other age groups to say they had
compared electricity deals, with 63% confirming they had never switched electricity supplier
compared to 51% aged 18 to 34. Older respondents who had switched electricity supplier
were also less likely to have done so less than three years ago. Three quarters (75%) of older
respondents stated that they would be unlikely to switch electricity suppliers in the next 12
months.

Low confidence with using the internet may restrict access to the
best energy deals

94% of respondents reported that they have access to the internet, but one in five (20%) do
not consider themselves to be confident internet users. Respondents who are not confident
internet users were less likely to be aware of their monthly electricity and heating spend, and
were more likely to pay for their electricity using cash. 93% of those who do not consider
themselves to be confident internet users said they were aware that they can choose between
electricity supplier, compared to almost all (98%) of those who say they are confident users,
with those who are not confident less likely to agree that having a choice of supplier gives
access to better electricity deals.

44% of those who are not confident internet users (compared to 56% who are confident) said

they were confident they were on the best electricity deal available to them, with these
respondents less likely to have compared electricity deals (25%, compared to 54% who are
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confident). As a result, over two thirds (68%) of those who are not confident internet users
reported they have never switched their electricity supplier, compared to under half (47%) of
those who are confident users, and only 8% said they would be likely to switch their electricity
supplier in the next 12 months in comparison to one fifth (22%) of confident users.

Awareness of energy supplier obligations to protect their customers and how to make a
complaint if these obligations are not met, along with awareness of the support services
offered by energy companies and NI Water to vulnerable customers was also lower amongst
those who do not consider themselves to be confident internet users.

Low uptake of renewables

Less than 1% of domestic consumers reported that they use renewables or LCTs as their main
heating source, while 7% use renewable energy systems for heating or electricity in their
home, the same proportion as in 2024. The proportion of respondents who use energy
efficiency measures has also remained consistent with the previous two Trackers, with one
quarter (26%) putting measures in place in the last three years compared to 25% in 2024 and
26% in 2023. However, of those who had not installed any measures in the last three years,
half (51%) said that they had installed energy efficiency measures more than three years ago,
and a further 30% stated that there were already measures in place in their home. 8%
mentioned that they would be unable to install any energy efficiency measures as they are
renting their property or do not have any control over structural changes.

2% of respondents indicated that they will switch their current energy source within the next
three years which is similar to the results from the 2022 (2%), 2023 (3%) and 2024 (3%)
Trackers. However, fewer than 1% of gas customers said that they would be switching their
energy source within the next three years or beyond.
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Appendix A - Detailed
methodology

Approach

Perceptive Insight undertook a statistically representative survey of domestic energy
consumers in Northern Ireland using a telephone interviewing methodology. The
representative nature of the research allows statistically significant comparisons to be made
between subgroups, such as demographics and location. The survey represents a baseline
study which will be repeated periodically over time to measure and track changes in consumer
perceptions.

Interviewing took place between September and November 2025 with each interview taking,
on average, 20 minutes to complete. Interviewing was carried out in compliance with UK
GDPR and the Market Research Society Code of Conduct.

The following subsections outline the methodological approach taken to the study.

Questionnaire design

The questionnaire was designed in collaboration with the Utility Regulator project team. Where
possible, questions were designed to allow for comparison with the 2019, 2021, 2022, 2023
and 2024 Domestic Consumer Insight Tracker surveys. The questionnaire was designed in a
multi-stage approach which allowed the UR to provide regular feedback on development of
the questionnaire to ensure the content met its objectives and provided insightful information
from which to draw policy implications. A short pilot was conducted prior to implementation of
the main survey fieldwork. This was to ensure that the survey questions were easily
understood and that the survey itself was of the intended average duration. No significant
changes were required following this process.

Sample design

Survey sample design is critical to ensuring the robustness, reliability, representativeness, and
replicability of the research. As this is a tracker study, it is also important that there is
consistency in the sampling approach over time so that future comparison of the data can be
drawn.
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Sampling frame

The sampling frame for this study includes all domestic energy bill payers. Table A1 shows
the current structure of domestic energy consumers in Northern Ireland from published
government sources'®.

Table A1: Demographics of NI domestic energy consumers
PERCENTAGE IN
NI POPULATION

STRATIFICATION VARIABLE 18+

18-24 2%
25-34 13%
Age (HRP) 35-44 18%
45 - 64 39%
65 and over 28%
Male 49%
Female 51%
ABC1 50%
C2DE 50%

Urban 60%

Rural/Mixed 40%
Total 100%

Urban/Rural

A stratified sampling approach was implemented to provide sufficient numbers for subgroup
analysis. The table below illustrates the quotas set for this study for age, gender,
socioeconomic group and location:

Table A2: Sample stratification

STRATIFICATION VARIABLE | TARGET

18- 24 33
25-34 190
Age (HRP) 35-44 269
45 - 64 591
65 and over 417
Male 735
Female 765
ABC1 750
C2DE 750
Urban 900

Urban/Rural
Rural/Mixed 600

Total 1500

Quotas were also set for District Council based on mid-year population estimates.

5 Age, gender and urban/rural breakdown sourced from NISRA 2019 Mid-Year Population Estimates; SEG
sourced from 2021 Census.

D perceptive
e 159



Respondent demographics

The table below indicates the final survey responses achieved by age, gender, socio-
economic group and location. 6

STRATIFICATION VARIABLE _ ACHIEVED NO. | ACHIEVED %

18-34 13%

35-44 248 17%

Age (HRP) 45 - 64 605 40%
65 and over 443 30%

Prefer not to say 3 0%

Male 759 51%

Female 737 49%

Other 4 0%

ABC1 723 48%

SEGY C2DE 720 48%
Prefer not to say 57 4%

Urban 903 60%
Rural/Mixed 597 40%

Antrim and Newtownabbey 123 8%
Ards and North Down 136 9%
Armagh City, Banbridge and Craigavon 168 11%
Belfast 265 18%
Causeway Coast and Glens 122 8%
Council Derry City and Strabane 114 8%
Fermanagh and Omagh 88 6%
Lisburn and Castlereagh 122 8%
Mid and East Antrim 110 7%
Mid Ulster 114 8%
Newry, Mourne and Down 138 9%
1 - Most deprived 280 19%
2 300 20%
Multiple Deprivation .
Measure quintile 3 308 21%
4 312 21%
5 — Least deprived 300 20%

1500 100%

15Percentages 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.

"The 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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Margin of error

The following table details the maximum margin of error, at 95% confidence levels, associated
with various sample sizes.

Table A3: Margin of error

Sample size Maximum margin of error
- (at 95% confidence limits)

100 +9.8%
200 +6.9%
300 +5.7%
400 +4.9%
500 +4.4%
1,000 +3.1%
1,500 +2.5%

This means that we can be 95% confident that the true value for the NI energy consumer
population will lie in a range that is +/- the corresponding margin of error percentage from the
survey estimate.

Implementation

Survey questionnaires were ‘scripted’ onto a specialised CATI (Computer Assisted Telephone
Interviewing) system to facilitate optimum flow and accuracy during interviewing. All
interviewers were fully briefed on the specific requirements of the project at hand prior to
commencement.

Data cleaning and quality assurance

Telephone interviewing was quality assured in line with the IQCS (Interviewer Quality Control
Scheme). As all interviewing was conducted in-house, consultants worked closely with
interviewers and supervisors to monitor and assure quality responses throughout the fieldwork
period.

On completion of interviewing, data integrity and validation checks were conducted on the
data file. This included checking bases were correct, that filter questions had been adhered
to, ensuring the data for each variable fell within the expected range, and checking outlier data
for accuracy. Following this process of data cleaning, analysis was conducted on the data.
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Appendix B - Detailed
demographics

As part of the quantitative survey to determine domestic customer views of energy in NI,
respondents were asked a number of questions about themselves in order to verify that the
sample was indeed representative of the population as a whole. As such, the tables below
summarise the demographic characteristics of the survey respondents.

Table B.1: Gender

| Gender | Count | Percentage |

Male 773 51%
Female 729 49%
Other * 0%
Prefer not to say > 0%
Total 1500 100%

**Suppressed due to small numbers

Table B.2: Age
. Age
Age | Count | Percentage_

18-34 201 13%
35-44 248 17%
45-64 605 40%
65 plus 443 30%
Refused > 0%
Total 1500 100%

**Suppressed due to small numbers

Table B.3: Tenure

Tenure
Tenure Count | Percentage

Rent from a private landlord 124 9%
Rent from NI Housing Executive 143 10%
Rent from a housing association 41 3%
Own your home or buying through a mortgage 1158 77%
Refused 34 2%
Total 1500 100%

D perceptive
l 'lnSIght 162



Table B.4: Employment status

Employment status

Employment status

Working full time 554 37%
Working part time 129 9%
Unemployed 116 8%
Retired 639 43%
Student 13 1%
Other 20 1%
Refused 29 2%
Total 1500 100%

Table B.5: Means tested benefit

Means tested benefit

Means tested benefit

Yes 333 22%
No 1127 75%
Don’t know 40 3%
Total 1500 100%

Table B.6: Socioeconomic group

Socioeconomic group

Percentage

AB 314 21%
C1 409 27%
C2 528 35%
DE 192 13%
Refused 57 4%
Total 1500 100%

Table B.7: Internet access*

Internet access

Internet access Count | Percentage

Access at home 1404 94%
Access outside of home 125 8%
Access using mobile data 115 8%
Do not have access 89 6%

*Multiple choice question
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Table B.8: Method of accessing internet*

Method of accessing internet

Method of accessing internet

Home computer/laptop 756 56%
Tablet/ iPad 574 41%
Public work computer/ laptop 263 19%
Mobile/ smartphone 1202 85%
Home of friends or family 312 22%
Smart TV 414 29%
Other 19 1%

*Multiple choice question

Table B.9: Confidence using the internet

Confidence using the internet

Confidence using the internet

1 — Not at all confident 152 10%
2 154 10%
3 288 19%
4 483 32%
5 — Very confident 423 28%
Total 1500 100%

Table B.10: English as a first language

English as a first language

English as a first language

Yes, and speak no other languages 1418 95%
Yes, and speak one or more other languages 45 3%
No 9 1%
Refused 28 2%
Total 1500 100%
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Table B.11: Highest level of education achieved
Highest level of education achieved

Highest level of education achieved

1-4 0O levels / CSEs / GCSEs (any grades), Entry Level, Foundation

Diploma
NVQ Level 1, Foundation GNVQ, Basic Skills

5 or more O levels (passes) / CSEs (grade 1) / GCSEs (grades A*- C),
School Certificate, 1 A level / 2 - 3 AS levels / VCEs, Higher Diploma
NVQ Level 2, Intermediate GNVQ, City and Guilds Craft, BTEC First /

General Diploma, RSA Diploma
Apprenticeship

2+ A levels / VCEs, 4+ AS levels, Higher School Certificate,

Progression / Advanced Diploma

NVQ Level 3, Advanced GNVQ, City and Guilds Advanced Craft, ONC,

OND, BTEC National, RSA Advanced Diploma

Degree (for example BA, BSc), Higher degree (for example MA, PhD,

PGCE)

NVQ Level 4 - 5, HNC, HND, RSA Higher Diploma, BTEC Higher Level
Professional qualifications (for example teaching, nursing, accountancy)

Other vocational / work-related qualifications
Foreign qualifications

None of these

Total

Table B.12: Disability, illness and other factors*
Disability, illness and other factors

Disability, illness and other factors

Chronic/ serious illness
Medically Dependent Equipment
Oxygen use
Physical impairment
Unable to answer door
Pensionable age
Young children aged 5 or under
Blind
Partially sighted
Hearing/ speech difficulties
Unable to communicate in English
Dementia
Developmental condition
Mental health
Bereavement
Temporary life change
Caring for an individual outside the household
None of the above
Prefer not to say
*Multiple choice question
**Suppressed due to small numbers
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90
13
170

42
39
162

55

370

60
36
30
11
422

1500

154
53
10

150

216
26

*%*

*%

9

*%*

30
22

*%*

26
876
115

6%
1%
1%
3%
3%
1%

4%

25%
4%
2%
2%
1%

28%

100%

10%
4%
1%

10%
0%

14%
2%
0%
0%
1%
0%
2%
1%
0%
2%
0%

58%
8%
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Table B.13: Number of people in household

Number of people in household
Number of people in household
364

24%
579 39%
209 14%
207 14%
109 7%
32 2%
Total 1500  100%

Table B.14: Children under 18 in household
Children under 18 in household

Children under 18 in household

70%
146 10%
172 1%
76 5%
17 1%
* 0%
38 3%
1500 100%

Table B.16: Location

Location

Location Percentage
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Appendix C -
Questionnaire

Introduction questions

Good morning/afternoon. My name is --------------- and | am calling on behalf of the market
research company, Perceptive Insight. We are conducting a survey for NI's Utility Regulator
on consumers’ experiences of the gas and electricity markets. The Utility Regulator is a
government department, responsible for promoting the interests of consumers in NI's
electricity, gas, water and sewerage industries.

We would appreciate if we could have 20 minutes of your time to answer some questions.
Please be assured that this is not a sales call and all of your responses are confidential. All
interviews are conducted in accordance with Market Research Society Code of Conduct, and
all data collected is held in compliance with the UK General Data Protection Regulation 2018
(UK GDPR). Your call may be monitored for training and quality purposes.

ASK ALL
Code one only
S1 Before we start, are you happy to proceed with the survey and for your answers to be
collected?

Yes, happy to take part

No, | do not want to take part

ASK ALL
Code one only
S2 Are you responsible or jointly responsible for the electricity and/or gas bills in your
household?
Yes — solely responsible
Yes — jointly responsible
No —not responsible CLOSE
Prefer not to say CLOSE
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ASK ALL
S3 Please can you tell me your age?
Record exact age

Code to age category
Code one only

Under 18 - DO NOT
INTERVIEW

18-25

25-44

45-64

65 +

ASK ALL
Code one only
S4 Please state your gender
Male
Female
Other
Rather not say

Section A: Fuel source
ASK ALL
Code one only
A1 Which of the following types of energy do you use to heat your home?
If you use more than one type, please select the one you predominantly use
Electricity heating/economy 7
Mains gas
Oil
Renewables/Low carbon technologies (LCTs) (UR to
provide list for briefing)
Other fuel supply e.g. gas canisters /LPG/ coal/solid
fuel
Not sure

ASK ALL
Code one only
A2 Thinking about your energy for heating your home, do you think you will switch from using
<ANSWER AT A1> to another energy source in the next 3 years? By this we mean the source
such as gas or electricity, not your supplier.

Yes — within the next year

Yes —in the next 1-3 years

Yes — but not in the next 3 years

No

Not sure/ don’t know
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If YES at A2

Select all that apply
A3 Which energy type do you intend to switch to for heating your home?
Electricity heating/economy 7

Mains gas

Oil

Renewables/Low carbon technologies (LCTs)

Other fuel supply e.g. gas canisters /LPG/ coal/solid
fuel

Not sure

If DO NOT use mains gas at A1

Select all that apply

A4 If it is available in your area, why have you not switched to using mains gas for heating
your home?

Mains gas is not available at my home
Cost of installation

Cost of gas

Too much hassle

Do not trust gas

Happy with oil

Rent my property

Other

| don’t know if it is available

ASK ALL
Code one only
A5 Have you put any energy efficiency measures in place in your home in the last three years?

For example, cavity wall insulation, loft insulation etc.
Please do not include smaller measures such as energy saving lightbulbs

Yes
No
Not sure

If YES at A5
Select all that apply
A6a What energy efficiency measures have you put in place?

Loft insulation

Cavity wall insulation

Solid wall insulation

Oil to gas central heating conversion

High energy efficiency oil boilers (where gas isn’t
available)

Other (please specify)
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If NO at A5

Select all that apply

A6b Why have you not put any energy efficiency measures in place in your home in the last
three years?

Cannot afford the initial outlay

Don’t think they are needed

Lack of information

It would cause to much disruption

They were already in the home

Installed them more than three years ago
| rent my property/have no control over structural
changes

Recently moved house

Other (please specify)

No reason

Not sure

ASK ALL
Select all that apply
A7 Do you use any renewable energy systems or low carbon technologies in your home for
heating OR electricity?
Solar panels for electricity
Solar panels for water
Heat pump
Wind turbine
Other (please specify)
None

Section B: Payment

Electricity
ASK ALL
Code one only
B1 How much does your household spend on electricity in total (i.e. heating, lighting,
appliances, etc.) each month?
If you are not sure of the exact figure then please estimate.

Up to £30

£30-59

£60-99

£100 or more

Don’t know
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ASK ALL

B2 How do you pay for your electricity (including heating, lighting, appliances, etc.)?
A pre-payment or ‘pay as you go’ meter is an energy meter that can be installed in homes.
With a pre-payment, or ‘pay as you go' tariff, you pay for your energy before you use it -

usually by adding money to a 'key', key pad or smart card
Code one only

Monthly direct debit (where your supplier takes the same amount of
money from your bank account, each month, automatically)

Quarterly direct debit (where your supplier takes money from your bank
account automatically, to cover your last three month's energy use)

Pay by cheque, cash or card on receipt of your bill

Prepayment or pay as you go meter (where you top up credit onto a key
pad, key or card, or online, or using an app)

Other (specify)

If have electricity prepayment meter at B2

B3 Which of the following reasons describes why you have a prepayment meter for electricity?

Select all that apply

It is convenient for me

The property came with one

| was offered one by my supplier

To help my household budget energy costs

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

To monitor energy use

| was given one voluntarily as part of debt collection

| was given one involuntarily as part of debt collection

I've never been given the option to move away from a prepayment meter

Other (please specify)

Don’t know

If have electricity prepayment meter at B2

B4a Are you content to remain on an electricity PPM or would you prefer to switch to another
type of payment such as quarterly bill payments or pay by monthly direct debit if you were able

to? [ask all PPM customers]
Select one only

Yes — content to remain on electricity PPM

No — would prefer to switch to quarterly bill payments

No — would prefer to pay by monthly direct debit

| didn’t know | could switch to a different payment option

Not sure
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B4b If no, what is the main reason why you would prefer to switch to another payment type?
Open-ended

ASK ALL
Code one only
B5 Which of the following best describes the tariff you are on for your electricity?
Standard variable tariff (the suppliers default tariff)
A promotional tariff (e.g. fixed priced for a set amount of time, a
promotional tariff with discount for a set amount of time, etc.)
Other (please specify)
Don’t know

ASK ALL
Code one only
B6 How much does your household spend on <ANSWER AT Q1> to heat your home each
month? [gas heating or other fuel supply]
If you are not sure of the exact figure then please estimate.

Up to £30

£30-59

£60-99

£100 or more

Don’t know

Gas
If use mains gas at A1
Code one only
B7 How do you pay for your home heating? [only interested in mains gas heating]
A pre-payment or ‘pay as you go’ meter is an energy meter that can be installed in homes.
With a pre-payment, or ‘pay as you go' tariff, you pay for your energy before you use it -
usually by adding money to a 'key', key pad or smart card
Monthly direct debit (where your supplier takes the same amount of
money from your bank account, each month, automatically)
Quarterly direct debit (where your supplier takes money from your bank
account automatically, to cover your last three month's energy use)
Pay by cheque, cash or card on receipt of your bill
Prepayment or pay as you go meter (where you top up credit onto a key
pad, key or card, or online, or using an app)
Other (specify )
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If have gas prepayment meter at B7

B8 Which of the following reasons describes why you have a prepayment meter for gas?

Select all that apply

It is convenient for me

The property came with one

| was offered one by my supplier

To help my household budget energy costs

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

To monitor energy use

| was given one voluntarily as part of debt collection

| was given one involuntarily as part of debt collection

I've never been given the option to move away from a prepayment meter

Other (please specify)

Don’t know

If have gas prepayment meter at B7

B9a Are you content to remain on a PPM or would you prefer to switch to another type of
payment such as quarterly bill payments or pay by monthly direct debit if you were able to?

Code one only

Yes — content to remain on gas PPM

No — would prefer to switch to quarterly bill payments

No — would prefer to pay by monthly direct debit

| didn’t know | could switch to a different payment option

Other - specify

Not sure

B9b If no, what is the main reason why you would prefer to switch to another payment type?

Open ended

Ask those who use mains gas at A1
Which of the following best describes the tariff you are on for your gas?
Code one only

Standard variable tariff (the suppliers default tariff)

A promotional tariff (e.g. fixed priced for a set amount of time, a
promotional tariff with discount for a set amount of time, etc.)

Other (please specify)

Don’t know
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Section C: Your energy supplier

Electricity
ASK ALL
C1 Do you know who your current electricity supplier is?
(if yes please state)
Yes - please state
No
Not sure

ASK ALL
Code one only
C2 How do you receive written correspondence such as a bill or annual statement from your
electricity supplier?

In the post

Via email or online

Through an app

| don’t remember getting any/ Don’t

know

Other

ASK ALL
Code one only
C3 Thinking about the last time you received written correspondence such as a bill or annual
statement from your electricity supplier....Did you read it?

Yes — | read it

Only glanced at it

Didn’t look at it/read it

Didn’t open it

N/A never received

Ask to those who read or glanced at
Code one only

C4 If yes, to what extent do you agree or disagree that the information was presented in a way
which was clear and easy to understand?
Strongly disagree

Disagree

Neither

Agree

Strongly agree

Not sure
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C5 To what extent do you trust your electricity supplier to treat you fairly in their dealings with

ou?

Strongly distrust

Tend to distrust

Neither trust nor distrust

Tend to trust

Completely trust

Prefer not to say

Not sure

C6 To what extent do you trust your electricity supplier to give you a fair price?

Strongly distrust

Tend to distrust

Neither trust nor distrust

Tend to trust

Completely trust

Prefer not to say

Not sure

C7 How satisfied are you with the overall service you receive from your electricity supplier?

Very dissatisfied

Dissatisfied

Neither satisfied nor dissatisfied

Satisfied

Very satisfied

Not sure

C8 To what extent, if at all, are you aware that you can choose between different electricity

suppliers?

Completely aware

Somewhat aware

Not at all aware
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C9 If completely or somewhat aware: To what extent do you agree or disagree that having
a choice of suppliers gives you access to better electricity deals?
Code one only

Strongly disagree

Disagree

Neither

Agree

Strongly agree

Not sure

Gas

Ask those who use mains gas at A1

Code one only

C10 Do you know who your current gas supplier is?

Yes - please state
No
Don’t know

Ask those who use mains gas at A1
Code one only
C11 How do you receive written correspondence such as a bill or annual statement from your
gas supplier?

In the post

Via email or online

Through an app

| don’t remember getting any/ don’t

know

Other
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Ask those who use mains gas at A1
Code one only

C12 Thinking about the last time you received written correspondence such as a bill or annual

statement from your gas supplier, did you read it?
Yes — I read it
Only glanced at it
Didn’t look at it/read it
Didn’t open it
N/A never received

Ask those who read or glanced at it
Code one only

C13 If yes, to what extent do you agree or disagree that the information was presented in a

way which was clear and easy to understand?

Strongly disagree

Disagree

Neither

Agree

Strongly agree

Not sure

Ask those who use mains gas at A1
Code one only

C14 To what extent do you trust your gas supplier to treat you fairly in their dealings with you?

Strongly distrust

Tend to distrust

Neither trust nor distrust

Tend to trust

Completely trust

Prefer not to say

Not sure

Ask those who use mains gas at A1
Code one only
C15 To what extent do you trust your gas supplier to give you a fair price?

Strongly distrust

Tend to distrust

Neither trust nor distrust

Tend to trust

Completely trust

Prefer not to say

Not sure
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Ask those who use mains gas at A1
Code one only
C16 How satisfied are you with the overall service you receive from your gas supplier?

Very dissatisfied

Dissatisfied

Neither satisfied nor dissatisfied

Satisfied

Very satisfied

Not sure

ASK ALL

Select one only

C17 There are different areas that your energy supplier might invest in over the coming years.
The costs of these investments have not yet been determined but some additional costs could
be passed on to customers. If this were to happen, which, if any, of the following would you
be most willing to pay a little extra on your bill for?

1

Projects to protect the environment

2

Providing extra help for customers in vulnerable circumstances, for example, due to health
or financial reasons

3 | Improving reliability of the network to help reduce power cuts and maintain supply
4 | | don’t want to be charged anything extra
ASK ALL

Select one only

C18 Would you be willing to pay a little extra on your bill, to allow particular groups of
consumers to avail of a discounted tariff?

For example, those on low incomes or with disabilities or illnesses.

1

Yes

2

No

3

Not sure

Section D: Complaint handling

Electricity

ASK ALL

Code one only

D1 Have you made a complaint to your current electricity supplier in the last 12 months?

Yes

No

Not sure
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If complained at D1
Code one only

D2 How easy or difficult did you find it to make a complaint?

Very difficult

Difficult

Neither difficult nor easy

Easy

Very easy

Not sure

If complained at D1
Code one only

D3 How satisfied were you with the outcome of your complaint?

Very dissatisfied

Dissatisfied

Neither satisfied or dissatisfied

Satisfied

Very satisfied

Those who did NOT complain at D1

Code one only

D4 Have you ever wanted to complain to your current electricity supplier?

1) Yes — | wanted to but wasn’t sure how to

2) Yes - | wanted to and knew how to, but never got around to it

3) Yes - | wanted to and knew how to, but | didn’t think it would make a difference

4) No
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Gas

Ask those who use mains gas at A1

Code one only

D5 Have made a complaint to your current gas supplier in the previous 12 months?

Yes

No

Not sure

If complained at D5
Code one only

D6 How easy or difficult did you find it to make a complaint?

Very difficult

Difficult

Neither difficult nor easy

Easy

Very easy

Not sure

If complained at D5
Code one only

D7 How satisfied were you with the outcome of your complaint?

Very dissatisfied

Dissatisfied

Neither satisfied or dissatisfied

Satisfied

Very satisfied

Those who did NOT complain at D5

Code one only

D8 Have you ever wanted to complain to your current gas supplier?

1)  Yes — | wanted to but wasn’t sure how to

2) Yes - | wanted to and knew how to, but never got around to it

3) Yes - | wanted to and knew how to, but | didn’t think it would make a difference

4) No
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Section E: General contact with your supplier

Electricity
ASK ALL
Code one only
E1 Have you contacted your electricity supplier in the last 12 months for any reason other than
making a complaint?

Yes

No

‘Yes tried to but couldn’t make contact/get through’

Not sure

If Yes at E1

Code one only

E2 Thinking back to your most recent contact, what was the main reason for your contact?
Struggling to pay or debt issue (for example falling behind on your bills, not being able to
top up your prepayment meter because of affordability or owing money to your supplier)
Payment issue (any issues with payment method, for example with direct debit issues or
wanting to change how you pay for your energy)
Unable to top up a prepayment meter (unable to access facilities to top up, such as getting
to a shop)
To switch energy contract
To access services for vulnerable customers
To query a bill
Other (specify)
Not sure/ Can’t remember
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E3 How easy or difficult did you find it to get in touch with your electricity supplier?
Very difficult
Difficult
Neither difficult nor easy
Easy
Very easy
Not sure

E4 Again thinking back to your most recent contact, please say if you agree or disagree with
each of the following statements?
| felt that my electricity supplier listened to me and understood my issue
Strongly disagree
Disagree
Neither
Agree
Strongly agree
Not sure

My electricity supplier was supportive
Strongly disagree
Disagree
Neither
Agree
Strongly agree
Not sure

My electricity supplier treated me fairly
Strongly disagree

Disagree

Neither

Agree

Strongly agree

Not sure
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Gas
Ask those who use mains gas at A1
Code one only
E5 Have you contacted your gas supplier in the last 12 months for any reason other than
making a complaint?
Yes
No
‘Yes tried to but couldn’t make contact/get through’
Not sure

If yes at ES

Code one only

E6 Thinking back to your most recent contact, what was the main reason for your contact?
For interviewers: Services for vulnerable customers include the

Struggling to pay or debt issue (for example falling behind on your bills, not being able to top
up your prepayment meter because of affordability or owing money to your supplier)

Payment issue (any issues with payment method, for example with direct debit issues or
wanting to change how you pay for your energy)

Unable to top up a prepayment meter (unable to access facilities to top up, such as getting to
a shop)

To switch energy contract

To access services for vulnerable customers

To query a bill

Other (specify)

Not sure/ Can’t remember

If yes at E5
Code one only
E7 How easy or difficult did you find it to get in touch with your gas supplier?

Very difficult

Difficult

Neither difficult nor easy

Easy

Very easy

Not sure
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E8 Again thinking back to your most recent contact, please say if you agree or disagree with
each of the following statements?
| felt that my gas supplier listened to me and understood my issue
Strongly disagree
Disagree
Neither
Agree
Strongly agree
Not sure

My gas supplier was supportive
Strongly disagree
Disagree
Neither
Agree
Strongly agree
Not sure

My gas supplier treated me fairly
Strongly disagree
Disagree
Neither
Agree
Strongly agree
Not sure

Electricity

F1 How confident, if at all, are you that you are currently on the best electricity deal that is
available to you? Using a scale of 1 to 5 where 1 is Not at all confident and 5 is Very confident

1 - Not at all confident
2.

3-

4 -

5 - Very confident
Don’t know
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F2 Have you or your household ever compared electricity deals to see if you could switch to
a different supplier or tariff?

Yes
No
Not sure

F3 How easy or difficult do you believe it is to compare different deals for electricity? Please
use a scale of 1 to 5 where 1 is very difficult, and 5 is very easy.

Very difficult
Difficult
Neither
Easy

Very easy
Not sure

F4 How many times, if at all, have you ever switched your electricity supplier?
Never
Once
2 or 3 times
4 or more times
Don’t know

F5 When was the last time you switched your electricity supplier?
Under 1 year ago
1-2 years ago
2-3 years ago
3 years ago or more
Not sure
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Those who have switched at F4

Select all that apply

F6 Thinking of the last time you switched electricity supplier, what were your main reasons for

switching away from your previous electricity supplier?
Felt | was overpaying

Saw a promotional offer with another supplier

Advised to by family or friends

Saw a media advertisement (e.g. TV advert) for another supplier
Experienced poor customer service

Sold to by doorstep seller

Sold to by a sales agent at a stall for example in a shopping centre
or event

Previous supplier was leaving the market

Other (please specify)

Not sure

Those whose previous supplier was leaving the market at F6
Code one only
F6a Was your supplier switched automatically or did you have to look for a new supplier
ourself?
Switched automatically

Had to look for a new supplier myself
Not sure

Those who have switched at F4
Code one only
F7 How did you switch from your previous electricity supplier?
Via the telephone
Via the internet
Via a doorstep seller
Face-to-face (shopping centre, stall at an event etc)
Other (please specify)
Cant remember

Those who have switched at F4
Code one only
F8a Overall, was the experience of switching electricity suppliers positive, negative or
indifferent? Please use a scale of 1-5 where 1 is very negative and 5 is very positive
1 - Very negative
2
3
4
5 - Very positive
Can’t remember

If negative at Fa8

‘l" perceptive 186



F8b Why was this a negative experience for you? Open response
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For those who have not switched F4
Select all that apply
F9 Why have you never switched your electricity supplier?
Didn’t realise | could switch
Happy with current service
Feel | am on the cheapest option
Reputation of the supplier is better than other suppliers
Wouldn’t know how to
Too much hassle
Worry something would go wrong
Take too long
| think switching is difficult to understand
Other, please specify

ASK ALL
Code one only
F10 How likely are you to switch electricity suppliers in the next 12 months? Please use a
scale of 1-5 where 1 is not at all likely and 5 is very likely [ask all]

1 - Not at all likely
2

3

4

5 - Very likely
Don’t know

Gas

Ask those who use mains gas at A1

Code one only

F11 How confident, if at all, are you that you are currently getting the best gas deal that is
available to you? Using a scale of 1 to 5 where 1 is Not at all confident and 5 is Very confident

1 - Not at all confident
2.

3-

4 -

5 - Very confident
Don’t know
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Ask those who use mains gas at A1
Code one only
F12 Do you have the option to switch between gas suppliers in your area?

1- Yes

2- No

3 — Not sure
If yes at F12

Code one only
F13 Have you or your household ever compared gas deals to see if you could switch to a
different supplier or tariff?

Yes
No
Not sure

If yes at F13

Code one only

F14 How easy or difficult do you believe it is to compare different deals for gas? Please use a
scale of 1 to 5 where 1 is very difficult, and 5 is very easy.

Very difficult
Difficult
Neither
Easy

Very easy
Not sure

Ask those who use mains gas at A1

Code one only

F15 How many times, if at all, have you ever switched your gas supplier?
Never
Once
2 or 3 times
4 or more times
Don’t know

If switched at F15
Code one only
F16 When was the last time you switched your gas supplier?
Under 1 year ago
1-2 years ago
2-3 years ago
3 years ago or more
Not sure
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If switched at F15

Select all that apply

F17 Thinking of the last time you switched gas supplier , what were your main reasons for

switching away from your previous gas supplier?
Felt | was overpaying

Saw a promotional offer with another supplier

Advised to by family or friends

Saw a media advertisement (e.g. TV advert) for another supplier
Experienced poor customer service

Sold to by doorstep seller

Sold to by a sales agent at a stall for example in a shopping centre
or event

Other (please specify)

Not sure

If switched at F15
Code one only
F18 How did you switch from your previous gas supplier?
Via the telephone
Via the internet
Via a doorstep seller
Other (please specify)
Can’t remember

If switched at F15
Code one only
F19a Overall, was the experience of switching gas suppliers positive, negative or indifferent?
Please use a scale of 1-5 where 1 is very negative and 5 is very positive

1 - Very negative

2

3

4

5 - Very positive

Can’t remember

If negative at F19a
F19b Why was this a negative experience for you? Open response
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Those you have NOT switched at F15
Select all that apply
F20 Why have you never switched your gas supplier?

Didn’t realise | could switch

Happy with current service

Feel | am on the cheapest option

Reputation of the supplier is better than other suppliers

Wouldn’'t know how to

Too much hassle

Worry something would go wrong

Take too long

| think switching is difficult to understand

Other, please specify

Ask all who use mains gas at A1
Code one only

F21 How likely are you to switch electricity suppliers in the next 12 months? Please use a

scale of 1-5 where 1 is not at all likely and 5 is very likely.
1 - Not at all likely
2

3

4

5 - Very likely
Don’t know

Section G: Payment difficulties

Electricity
ASK ALL
Code one only

G1 We would like to understand a little more about how your financial situation is affected by
your electricity costs. Which of the following statements best describes your situation over the

last 12 months?

| never struggle to pay my electricity bills

| sometimes struggle to pay my electricity bills but |
usually manage to keep on top of it

| struggle to pay my electricity bills and | am often behind
in my payments

| always struggle to pay my electricity bills and | am
nearly always behind in my payments

| would rather not say
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To those who struggle at G1 (code 3 and 4)
Code one only
G2 Have you got a repayment plan in place with your electricity supplier?
This is where you pay fixed amounts over a set period of time, meaning you'll pay what
you can afford. The payment plan will cover what you owe plus an amount for your current
use.
Yes
Didn’'t know | could set up a payment plan
No
Not sure

If yes at G2
Code one only
G3 Did you discuss the repayment plan with your electricity supplier to ensure it was suitable
for you?

Yes

No

Can’t remember/ Not sure

ASK ALL (except those who use electricity prepayment meter)
Code one only
G4 Thinking about the past 12 months, have you ever gone without electricity that you really
needed in your home because the cost was too high?
Never
Occasionally (a few times a year)
Often (around once a month)
Regularly (most weeks)
Would rather not say

Ask those who use an electricity prepayment meter
Code one only

G5 Thinking about the past 12 months, have you ever run out of credit on your meter and
temporarily gone without electricity?
Never

Occasionally (a few times a year)
Often (around once a month)
Regularly (most weeks)

Would rather not say
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If yes at G5 (options 2,3,4)
Select all that apply
G6 Why have you gone without electricity?

| could not afford to top up

| could not leave the house to top up
We didn’t realise the meter was low
We forgot to top up

Other

If yes at G5 (options 2,3,4)

Code one only

G7 Thinking about the last time you ran out of credit on your electricity meter, how long were
ou without electricity?
1 hour or less

2-3 hours

4-6 hours

7-11 hours

12- up to 24 hours
1-2 days

3 days or more

Don't know

ASK ALL
Code one only
G8a In the last 12 month, has your household ever gone without or delayed getting other
essentials (for example, food, phone credit, bus fare, car fuel, gas or oil) so that you were able
to pay for your electricity?
Never

1 to 3 times a year

Less than once a month

More than once a month but less than
once a week
More than once a week

Don't know

If G8a=2,3,4,5

Write in

G8b What essentials did you have to go without or delay getting so that you were able to pay
for your electricity?
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G9 Thinking about your electricity bills in the previous year, have you done any of the
following?

1 | We've reduced the amount of electricity we are using

Yes
No
Not sure

2 | We've had to borrow to pay our electricity bills

Yes
No
Not sure

3 | We've fallen behind on our electricity bill and owe money to our electricity supplier

Yes
No
Not sure

4 | We've asked our electricity supplier for a bill payment holiday or breathing space

Yes
No
Not sure

5 | We've cancelled the direct debit payment for our electricity bill

Yes
No
Not sure

6 | We've reduced the amount we usually put on our electricity prepayment meter

Yes
No
Not sure

7 | We've reduced the amount we usually put on our electricity prepayment meter

Yes
No
Not sure
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Gas

Mains gas at A1
Code one only
G10 We would like to understand a little more about how your financial situation is affected by
your home heating costs. Which of the following statements best describes your situation over
the last 12 months?

| never struggle to pay my gas bill

| sometimes struggle to pay my gas bill but | usually
manage to keep on top of it

| struggle to pay my gas bill and | am often behind in my
payments

| always struggle to pay my gas bill and | am nearly
always behind in my payments

| would rather not say

If struggle at G10 (code 3 or 4)
Code one only
G11 Have you got a repayment plan in place with your gas supplier?
Yes
Didn’'t know | could set up a payment plan
No
Not sure

If yes at G11
Code one only
G12 Did you discuss the repayment plan with your gas supplier to ensure it was suitable for

ou?

Yes

No

Can’t remember/ Not sure
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Ask all who use mains gas at A1 (except those with gas PPM)
Code one only
G13 Thinking about the past 12 months, have you ever gone without heating that you really
needed in your home because the cost was too high?
Never
Occasionally (a few times a year)
Often (around once a month)
Regularly (most weeks)
Would rather not say

Ask those with a gas PPM
Code one only
G14 In the past 12 months, have you ever run out of credit on your meter and temporarily
gone without gas?
Never
Occasionally (a few times a year)
Often (around once a month)
Regularly (most weeks)
Would rather not say

If yes at G14 (options 2,3,4)
Select all that apply
G15 Why have you gone without gas?

| could not afford to top up

| could not leave the house to top up
We didn't realise the meter was low
We forgot to top up

Other

If yes at G14 (options 2,3,4)

Code one only

G16 Thinking about the last time you ran out of credit on your gas meter, for how long were
ou without gas?
1 hour or less

2-3 hours

4-6 hours

7-11 hours

12- up to 24 hours
1-2 days

3 days or more

Don't know
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Ask all who use mains gas at A1
Code one only

G17a In the last 12 month, has your household ever gone without or delayed getting other
essentials (for example, food, phone credit, bus fare, car fuel, gas or oil) so that you were able
to pay for your gas?
Never

1 to 3 times a year

Less than once a month

More than once a month but less than
once a week
More than once a week

Don't know

If G17a=2,3,4,5

Write in

G17b What essentials did you have to go without or delay getting so that you were able to pay
for your gas?
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G18 Thinking about your gas bills in the previous year, have you done any of the following?

1 | We've reduced the amount of gas we are using

Yes
No
Not sure

2 | We've had to borrow to pay our gas bills

Yes
No
Not sure

3 | We've fallen behind on our gas bill and owe money to our gas supplier

Yes
No
Not sure

4 | We've asked our gas supplier for a bill payment holiday

Yes
No
Not sure

5 | We've cancelled the direct debit payment for our gas bill

Yes
No
Not sure

6 | We've reduced the amount we usually put on our gas prepayment meter

Yes
No
Not sure

7 | We've used emergency or friendly credit

Yes
No
Not sure

H1 Are you aware that energy suppliers have certain obligations to protect you as a
consumer?
Yes — completely aware
Yes — somewhat aware
Not at all aware
Not sure
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If Yes at H1

Code one only

H2 Would you know how to go about making a complaint if you felt your supplier was not
meeting these obligations?

Yes
No
Not sure

Section I: Support services
ASK ALL
Code one only
I1 Are you aware energy companies have special services in place to support those who are
vulnerable in the community / those that need extra support? For example, customers with
disabilities, those with mental health issues, etc.
Yes — and know a bit about the
services offered
Yes — but don't know what these
services are
No
Not sure

ASK ALL

Select all that apply
I2 Have you used any support services offered by energy companies?

For interviewer: The Critical Care Register is the NI Electricity Networks’ register while a
Customer Care Register is used by gas and electricity suppliers (e.g. Budget Energy, SSE
Airtricity, Firmus Energy).

Signed up to the Critical Care Register
Signed up to the Customer Care Register
Requested a large print bill

Included in the Password Scheme

Other (specify)

None of these

If used a service at 12
Code one only
I3 Thinking about the services you used, in general how satisfied were you with this? Please
rate on a scale of 1-10, where 1 is very dissatisfied and 10 is very satisfied?
Very dissatisfied
Dissatisfied
Neither
Satisfied
Very satisfied
Don’t know
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ASK ALL

Code one only

14 Are you aware NI Water have special services in place to support those who are vulnerable
in the community / those that need extra support?

For example, customers with disabilities, those with mental health issues, etc.
Yes — and know a bit about the services offered
Yes — but don’t know what these services are
No
Not sure

ASK ALL

Select all that apply

15 Have you used any support services offered by NI Water?
Signed up to the Customer Care Register
Other (specify)
None of these

If used a service at I5
Code one only
I6 Thinking about the services you used, in general how satisfied were you with this? Please
rate on a scale of 1-10, where 1 is very dissatisfied and 10 is very satisfied?
Very dissatisfied
Dissatisfied
Neither
Satisfied
Very satisfied
Don’t know

Section J: Final Demographics
ASK ALL
Select one only
J1 Do you..?
Rent your home from a private landlord
Rent your home from the NI Housing Executive
Rent your home from a housing association (e.g.
Radius, Clanmil, Choice Housing)
Own your home or buying through a mortgage
Other (specify)
Prefer not to say
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ASK ALL
Select one only
J2 Which of the following best describes your current employment status?
Working full time
Working part time
Unemployed

Retired

Student

Other (please specify)
Prefer not to say

ASK ALL
Select one only
J3 Do you or anyone in your household receive a means tested benefits (other than Child
Benefit)?

Yes

No

Don’t know

ASK ALL
J4 What is the occupation of the chief income earner in your household?
Open ended (to code SEG)

ASK ALL

Select all that apply
J5 Do you or any member of your household have access to the internet?
Yes, have access to the internet at home

Yes, have access to the internet outside of home i.e.
work, library, community centre etc.

Yes, have access to internet using mobile data

NO NOT have access to the internet

If yes at J5
Select all that apply
J6 How do you/ your household typically access the internet?
Home Computer/Laptop
Tablet/ iPad
Public/ work computer/ laptop etc
Mobile/ smartphone
Home of friends or family
Other (please specify)
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ASK ALL
Code one only
J7 Overall, how confident are you as an internet user?

1 - Not at all confident
2.

3-

4 -

5 - Very confident

ASK ALL

Code one only

J8 Can | check, is English your first or main language?
Yes, and | speak no other language

Yes, but | speak one or more other languages

No PLEASE SPECIFY LANGUAGE

Rather not say

ASK ALL
Code one only
J9 What is the highest level of education you have completed?
1-4 0 levels /| CSEs / GCSEs (any grades), Entry
Level, Foundation Diploma

NVQ Level 1, Foundation GNVQ, Basic Skills

5 or more O levels (passes) / CSEs (grade 1) /
GCSEs (grades A*- C), School Certificate, 1 A level /
2 - 3 AS levels / VCEs, Higher Diploma

NVQ Level 2, Intermediate GNVQ, City and Guilds
Craft, BTEC First / General Diploma, RSA Diploma
Apprenticeship

2+ A levels / VCEs, 4+ AS levels, Higher School
Certificate, Progression / Advanced Diploma

NVQ Level 3, Advanced GNVQ, City and Guilds
Advanced Craft, ONC, OND, BTEC National, RSA
Advanced Diploma

Degree (for example BA, BSc), Higher degree (for
example MA, PhD, PGCE)

NVQ Level 4 - 5, HNC, HND, RSA Higher Diploma,
BTEC Higher Level

Professional qualifications (for example teaching,
nursing, accountancy)

Other vocational / work-related qualifications

Foreign qualifications

None of these
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ASK ALL
Select all that apply
J10 There are a wide range of factors that could mean anyone might need extra help or
support. Do you feel that any of the following factors apply to you or anyone in your household
at the moment?

Chronic/serious illness

Medically Dependant Equipment

Oxygen use

Physical Impairment

Unable to answer door

Pensionable Age

Young children aged 5 or under

Blind

Partially sighted

Hearing /speech difficulties (including deaf)

Unable to communicate in English

Dementia

Developmental condition

Mental Health

Bereavement

Temporary - life change for example post hospital

recovery

Caring for an individual outside the household

None of the above

Prefer not to say

ASK ALL
Code one only
J11 How many members/people (including children) are there in your household altogether
(that are currently living at home with you)?
Please include yourself in the total

Just me

2

3

4

5

6+

ASK ALL
J12 How many children under the age of 18 live in your household?
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ASK ALL
Code one only
KJ3 In which type of location do you currently live?
Urban location
Sub-urban location
Rural location
Don’t know

[Record postcode] - For deprivation quintile analysis
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