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	Executive summary

	Background and objectives
	
Citizens Advice and Citizens Advice Scotland are the statutory consumer watchdogs for energy consumers in Great Britain. These provide the consumer voice on issues across the energy market, from generation, infrastructure and metering to supply, complaints and performance.  One particular area of interest is the experiences of consumers without access to mains gas to heat their homes (‘off-gas’ consumers); in particular, whether the off-gas market (comprising electricity, heating oil, liquid petroleum gas (LPG) and solid fuel) is working in their best interests. Consumers not connected to mains gas face a number of possible disadvantages compared with those who are, some of which are linked to the fact that non-gas fuels other than electricity (referred to as ‘non-metered’ fuels) are not regulated by the Office of Gas and Electricity Markets (Ofgem).  

Citizens Advice / Citizens Advice Scotland need evidence about these consumers to develop policy and advocacy.

Method

Consequently, Beaufort was commissioned to carry out a telephone survey of consumers without access to mains gas in Scotland England and Wales, supplemented by a series of follow-up depth interviews.  In addition mystery shopping assessments of a cross-section of non-metered fuel suppliers in Scotland, England and Wales was conducted, to examine consumer payment options, suppliers’ trade association membership and adherence to voluntary codes of practice. Analysis of data was also carried out on surveys by local Citizens Advice in Wales and England with clients in off-gas households.  

	Fieldwork for all elements was carried out between 5 January and 11 March 2016, with a pilot for the consumer telephone survey conducted in late December 2015.

This report focuses on findings for Scotland – separate reports are available for England and Wales, together with a report providing an overview of results across three nations. Note: base sizes for some fuel types (LPG and solid fuel) are small so care should be taken with these findings.
	
	


Key findings

· Consumer characteristics vary for different off-gas fuel types in Scotland; differences in age, level of income and accommodation impact on the experience of living off-gas:
· electricity-only users tend to be younger (16-34), on lower incomes (DE[footnoteRef:1] socio-economic groups), live in smaller, rented flats and apartments  [1:  Socio-economic classification is determined by establishing an individual’s job title and position and social grades are defined as follows:

AB: Higher and intermediate managerial, administrative and professional occupations
C1: Supervisory, clerical and junior managerial, administrative and professional occupations 
C2: Skilled manual workers
DE: Semi-skilled and unskilled manual workers, state pensioners, casual and lowest grade workers, unemployed with state benefits only
] 

· LPG consumers have the oldest age profile, tend to be on higher incomes (AB1 socio-economic groups) and to live in larger homes
· Heating oil and solid fuel users are most likely to be living in detached, older properties that were built before 1919, with a high proportion of heating oil users living in the North of Scotland. 

· Non-metered fuels are most commonly bought infrequently but in large quantities: nearly 40 per cent of non-metered fuel consumers buy fuel only once or twice each year, twice as many as those who buy fuel every month.  Most commonly, fuel is purchased in October to January, with these four months accounting for nearly half of fuel purchases. Almost 60 per cent of non-metered fuel customers buy their fuel in bulk, while almost a third purchase as much fuel as they need at a time. 

· The most common method of paying for non-metered fuel in Scotland is payment in full in advance:  over 60 per cent of those interviewed pay for their fuel up-front while less than a third either pay by instalments or after ordering or delivery. 

· Satisfaction with payment options is high: over 90 per cent of consumers are satisfied overall and only 3 per cent are dissatisfied with the payment choices offered by their supplier.

· Suppliers’ prices vary a good deal in the market: prices quoted for heating oil differ by as much as 30%. 

· Over 80 per cent of off-gas consumers think their current heating system is affordable: but almost 20 per cent do not (this rises to almost a third for electricity-only consumers).  

· Satisfaction with the delivery is very high: fewer than two per cent of non-metered fuel consumers are dissatisfied and only seven per cent have ever experienced any problems or issues in getting their fuel delivered (higher among LPG customers than other fuel types). 

· Satisfaction with their heating system is also generally high: over 80 per cent are satisfied and just under half are very satisfied. Satisfaction levels are highest among heating oil consumers and solid fuel but lowest among electricity-only consumers. 

· Most off-gas consumers in Scotland agree they find it easy to keep their home warm, but almost 30 per cent do not, rising to almost half of solid fuel users and nearly 40 per cent for electricity-only consumers: 17 per cent of those interviewed agree they have had problems with their health because their house is cold.  	Comment by Leader, Zoe: Please verify figure as I am converting from your one in six here – you could add the actual percentage here I think or say almost a fifth as it is quite a big issue if they are having health problems and we would want to highlight this.	Comment by Catrin Davies: I’ve checked the figures and I’ve put in the exact percentage.

· Majority of off-gas consumers think their heating system is easy to use:  solid fuel and LPG consumers are less likely than heating oil and electricity-only consumers to consider their systems very easy.

· Off-gas consumers are also satisfied with the quality of service provided by fuel suppliers - over 90 per cent are satisfied and only three per cent dissatisfied: heating oil users have the highest satisfaction levels and electricity-only consumers the lowest. Reasons for satisfaction centre primarily round not having any problems, quick delivery and customer service, while the cost of fuel is the main reason for dissatisfaction.

· Ten per cent of off-gas consumers in Scotland have complained about their fuel supplier’s service, but the proportion of electricity-only users who have done so is more than double the average across other off-gas fuel types:  almost three-quarters of complainants found it very or fairly easy to complain but over a quarter said it was difficult.  	Comment by Hugh Morrison: Is this just compared with off-gas fuel types?	Comment by Catrin Davies: Yes

· Only a small number of the twenty four suppliers contacted in the mystery shopping element mentioned a formal complaints procedure.	Comment by Hugh Morrison: There is a lot of information in this pointt and I feel like the lack of provision of a formal complaints procedure is a key point that is masked 	Comment by Catrin Davies: I’ve split it now so it’s a separate bullet point. 

· Switching levels are low but the majority of off-gas consumers believe it is easy to change fuel supplier: only a third of off-gas consumers have switched supplier during the period they have lived in their current home, with heating oil customers most likely to have done so and LPG users (most likely to be tied into a contract) and electricity-only consumers the least likely.  

· Awareness of supplier trade association membership or accreditation is low: less than 20 per cent of consumers know their fuel supplier to be a member of a trade association (with very few able to name the organisation) and over 40 per cent have no idea whether they are or not. 

· Only 4 of the 24 off-gas fuel suppliers contacted in Scotland said they have some kind of accreditation or are members of a trade association: all 4 went on to name the trade association to which they were accredited.

· None of the fuel suppliers contacted made any reference to a vulnerable person’s protocol: however, many suppliers offered some informal help or service provision which took account of the customer’s age and circumstances.

· Around a third of heating oil users in Scotland have heard of oil clubs and 16 per cent of these consumers belong to one (equating to 5 per cent of all heating oil consumers):  among members, satisfaction with the savings that membership brings is high, but non-members’ reaction to the idea of joining an oil club is mixed.

· Over 80 per cent of off-gas consumers claim to know something about the use of renewable (green) technologies for heating homes: most would consider using such methods to heat their home. 

· Knowledge of any grants or financial help available to off-gas consumers is very low:  over 90 per cent of off-gas consumers could not name any grants or financial help that might be available spontaneously and, even after prompting, around half had not heard of any of the grants or schemes.  

· Around a quarter of off-gas consumers (27 per cent) have applied to a scheme to help improve the energy efficiency of their home: over 60 per cent of those who had applied for help had been successful and had received some assistance. 


	




Conclusions
	
Despite generally high satisfaction levels among off-gas consumers in Scotland with payment options, delivery, their heating systems and fuel supplier, a number of challenges facing such households are highlighted by the research: 
· The limited choice of payment options available in some sectors (particularly for solid fuel and when purchasing from smaller businesses) and the requirement to pay in full on order or delivery could pose problems for less affluent consumers, especially if they are unable to set money aside to buy fuel regularly 
· While prices in the non-metered fuel market nearly always include delivery, if customers are buying small quantities of fuel there is sometimes an additional delivery charge as well as a different price quoted per litre of fuel. Consumers on low incomes, who buy fuel as and when they need it (rather than buying in bulk), do not benefit from the better pricing, free delivery or any other economies of scale available on larger orders 
· The lack of information or knowledge about the different tariffs and options available.  Slightly less than a third (32 per cent) of electricity-only users use a standard daytime tariff for their storage heaters. However, almost a quarter (24 per cent) of those interviewed did not know which tariff they were on. This means electricity-only users could be paying more than they need to.   	Comment by Catrin Davies: Added this in as requested. 
· The absence (or lack of promotion) of formal complaints procedures in the market is making it difficult for those who need to make a complaint to do so (over a quarter of those who had complained said it was not easy to do so)
On the whole, delivery does not appear to be a widespread issue for non-metered fuel users although it can become a major challenge for some off-gas consumers at certain points in time (if they run out of fuel, for instance).
As prices in the non-metered fuel market can vary widely by supplier (by as much as 30 per cent in the case of heating oil) it is clearly worth customers shopping around for the best deal. In reality, not many off-gas consumers are shopping around or of switching  suppliers.  At the same time most feel it is easy to change, so the low levels of switching could be due to the high levels of supplier satisfaction in the market combined with inertia and possibly low awareness that better prices may be available elsewhere. 	Comment by Catrin Davies: Yes there is a 30% difference between the lowest heating oil quote and the highest.	Comment by Hugh Morrison: Was there any evidence to suggest that this might have been due to a lack of competition/perceived choice of other suppliers in Scotland?
Against this backdrop, more publicity and promotion of oil clubs would be useful to boost take-up and help heating oil users benefit from the cost savings they can bring.  More education about oil clubs and their benefits would help too, in overcoming the reservations held by non-members that might be acting as barriers to joining one. Also, heating oil suppliers could be encouraged to work with oil clubs more, to increase the options available to consumers.
Trade associations seem to have a low profile in the non-metered fuel market – membership or accreditation is not mentioned spontaneously by suppliers and, even when asked, fairly low proportions say their company is a member of a trade association.  This suggests that accreditation has a low perceived value among suppliers and is not perhaps felt to be important to customers.  Moreover, only a small proportion of off-gas consumers are able to say whether their current fuel supplier is a member of a trade association, reinforcing the impression that suppliers are not promoting membership (where they do indeed belong). 	Comment by Hugh Morrison: May be picked up late rin the report but should we mention the type of benefits trade associations might have?	Comment by Catrin Davies: We have been asked to keep the conclusions short so we haven’t added this in here. However, I have added a really short part at the start of the trade association section in the main body of the report. 
Likewise hardly any of the suppliers who say they are accredited are able to explain what the consumer benefits of accreditation are. Nor were there any mentions of relevant codes of practice or vulnerable persons’ protocols in the mystery shopping, suggesting a lack of structure to help vulnerable customers.  Despite not having any formal protocols for vulnerable people, many suppliers are sympathetic to their needs and are willing to make special provision over and above the normal service.
Knowledge of any grants or financial assistance available for people who don’t have mains gas to heat their home is very low at the moment –only 7 per cent of off-gas consumers can name a scheme or grant available, and even after prompting, 52 per cent had not heard of any of the schemes available.  Raising awareness of the schemes and their eligibility criteria would therefore be helpful in encouraging those in need of assistance to apply. In Scotland, this may be a case of signposting Home Energy Scotland, or suppliers referring customers on to them.	Comment by Catrin Davies: I’ve added this in.  

The evidence suggests that support would be best targeted to younger people on low incomes and those in electricity-only households. 	Comment by Catrin Davies: I have changed this as suggested.
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Living without mains gas in Scotland
DRAFT Research Report

1.	Background

Citizens Advice and Citizens Advice Scotland are the statutory consumer watchdogs for energy consumers in Great Britain. The organisations provide the consumer voice on issues across the energy market, from generation, infrastructure and metering to supply, complaints and performance.

One particular area of interest for Citizens Advice and Citizens Advice Scotland is the experiences of people in households which do not have access to mains gas to heat their homes (hereafter referred to as ‘off-gas’ consumers).  In particular, they want to find out whether the off-gas market (comprising electricity companies, heating oil, liquid petroleum gas (LPG) and solid fuel suppliers) is working in the best interests of consumers.

People not connected to the mains gas grid face a number of possible disadvantages compared with those with access to mains gas, some of which are linked to the fact that non-gas fuels other than electricity (referred as ‘non-metered’ fuels in the report) are not regulated by the Office of Gas and Electricity Markets (Ofgem). These disadvantages include:

· Less consumer protection for those using ‘non-metered’ fuels (heating oil, LPG, solid fuel) compared with consumers with gas and electric heating: eg no ombudsman service or sector-specific statutory consumer representation service
· Higher costs of space and water heating for those using LPG, solid fuel and electricity (the cost of heating oil is currently similar to mains gas, although it has been much higher in the past and is likely to increase again in the future)	Comment by Hugh Morrison: And these low prices are likely not to be sustained into the longer term	Comment by Catrin Davies: Added this in. 
· More volatile price fluctuations for those using LPG and heating oil, compared with mains gas and electricity
· A lack of security of supply or delivery
· A reliance on voluntary codes of practice, the interpretation of which can vary considerably between suppliers in the case of vulnerable customers (LPG, heating oil and solid fuel suppliers are not required to maintain Priority Services Registers;[footnoteRef:2] however, some maintain a voluntary list of vulnerable consumers)  [2:  More information on the Priority Service Register can be found here: https://www.citizensadvice.org.uk/consumer/energy/energy-supply/get-help-paying-your-bills/priority-services-register-for-older-and-disabled-people/] 

· A strong association with other risk factors for high fuel costs: eg homes reliant on non-metered fuels are more likely to be older, built with solid walls and detached or semi-detached; households living in homes heated by electricity or LPG are more likely to live on low incomes.  They also tend to have fewer, less flexible payment options

In Scotland there are 507,000 households that are not connected to mains gas and which use other fuel sources for heating, representing 21 per cent of all households, while in England this applies to 2,942,000 households (13 per cent). In Wales the corresponding figure is 268,000 households (21 per cent of all households).	Comment by Hugh Morrison: Where are these figures from, we should use and reference the figures from Williams 2010 CF report if possible	Comment by Catrin Davies: These are from the Specification of requirement:  Living without mains gas 28/10/15

In Great Britain the approximate breakdown of the off-gas market by fuel type is as follows:

	Table 1: Breakdown of off-gas market	Comment by Hugh Morrison: Where is this table from?	Comment by Catrin Davies: These are from the Specification of requirement:  Living without mains gas 28/10/15. . Background section.

	Fuel type
	% of off-gas market

	Kerosene heating oil
	54

	Electricity
	27[footnoteRef:3] [3:  UKLPG: Review of Current Regulatory Framework for LPG in Great Britain  (June 2014), p.1
] 


	Solid fuel (wood chips, pellets or logs; coal; coke)
	10

	Liquid Petroleum Gas (LPG) supplied in bulk and in cylinders
	9[footnoteRef:4] [4:  Data taken from Off-Grid Energy Market Study (Office for Fair Trading, October 2011) http://webarchive.nationalarchives.gov.uk/20140402142426/http:/www.oft.gov.uk/shared_oft/market-studies/off-grid/OFT1380.pdf 
] 




The majority of electricity-only households are found in urban areas (electric heating systems are most prevalent in flats) while the reverse is true for households using non-metered fuels, which are often located in geographically remote areas.	Comment by Hugh Morrison: Reference?	Comment by Catrin Davies: This is also from the Specification of requirement:  Living without mains gas 28/10/15. Background section.

Consumers who do not have access to mains gas face particular challenges as a result of their lack of a grid connection:

· Those relying on mains electricity for their heating will primarily be at a disadvantage due to higher heating costs, and often find themselves contributing to government schemes (such as the Energy Company Obligation – ECO) through their bills, but are not as likely to be able to benefit from the schemes[footnoteRef:5]	Comment by Hugh Morrison: Is this higher heating costs compared to all other fuels? I think both this statement and the likelihood of benefitting from ECO need referenced	Comment by Catrin Davies: This is also from the Specification of requirement:  Living without mains gas 28/10/15. Background section. [5:  ECO is a scheme run by the UK government, which places an obligation on larger energy suppliers to install energy efficiency measures in domestic properties.  Consumers who are in fuel poverty are prioritised for such measures.
] 

· Customers who rely on unmetered fuels (which are not regulated by Ofgem) may face further detriment in that they lack the consumer protections provided to those with access to gas and electricity. Costs can be higher than paying for mains gas and there is no guarantee of supply on specific dates (which can be a particular problem in times of cold weather when roads can be impassable). There is no guarantee of supply for vulnerable customers. The heating oil, LPG and solid fuels markets rely on self-regulation through voluntary codes of practice put forward by the relevant trade associations, with no firm evidence of the extent to which these are policed by the trade associations or, indeed, adhered to by individual suppliers.	Comment by Catrin Davies: This is also from the Specification of requirement:  Living without mains gas 28/10/15. Background section.	Comment by Hugh Morrison: These statements aren’t really backed up by the research findings as far as I can see? Do we not need to frame them as assumptions?

Against this backdrop, Citizens Advice and Citizens Advice Scotland wished to conduct independent research to better understand the experiences of those living in off-gas households and their satisfaction with the way they heat their home and the service received from their fuel supplier. Beaufort was therefore commissioned to carry out a telephone survey among a robust sample of those living in households without access to mains gas in Scotland, England and Wales, supplemented by a series of follow-up depth interviews to investigate off-gas consumer experiences in more depth (see section 3 below for further details).

Alongside the consumer telephone survey, Beaufort conducted a series of mystery shopping assessments among a cross-section of non-metered fuel suppliers in Scotland, England and Wales to examine payment options on offer to customers as well as suppliers’ trade association membership and adherence to voluntary codes of practice.

The final component of the study was the analysis of data from interviews conducted by representatives of local Citizens Advice offices in England and Wales with consumers in their area living in off-gas households.  This exercise was intended to complement the independent survey. This was not conducted in Scotland.

This report focuses on the results for Scotland – separate reports detail results for England and Wales. In addition, an overview report compares results across all three GB countries. Note: base sizes for some fuel types (LPG and solid fuel) are small so care should be taken with these findings[footnoteRef:6].	Comment by Hugh Morrison: Can we signpost readers to a further explanation of this? 	Comment by Catrin Davies: Added in an explanation below.   [6:  Care should be taken in interpretation of data where the base sizes are particularly small.  The following is a guide showing confidence intervals attached to various sample sizes (showing confidence intervals where the results would be at 50% and at 10 or 90%).

95% Confidence Intervals for different results with different sample sizes:


For example, if 50% of a sample of 100 answers “Yes” to a question, we can be 95% sure that between 40.2% and 59.8% of the population holds the same opinion (i.e. +/-9.8%). However, if a sample of 30 answers “Yes” to a question, we can be 95% sure that between 32.1% and 67.9% of the population holds the same opinion (i.e. +/-17.9%).
] 



2.	Objectives


Specific objectives of the project in Scotland were as follows for each of the two parts:

2.1	Consumer telephone survey and depth interviews

To understand the experiences of consumers living in off-gas households with regard to heating their homes and to compare the experiences of those using different types of heating fuels; specifically to assess:  

· Expenditure on fuel, payment methods and purchasing patterns;
· Any payment issues experienced and views on the affordability of their current method of heating their home;
· Delivery options available and any problems or issues experienced with fuel delivery;
· Satisfaction with their heating system and their supplier;
· Awareness of suppliers’ membership of relevant trade associations and any voluntary codes of practice; and
· Awareness of any grants and schemes to help off-grid customers and to determine how many off-gas consumers have applied to a scheme to help improve the energy efficiency of their home (eg ECO, HEEPs, RHI), as well as whether they were successful.


2.2	Supplier mystery shopping

To establish:

· The extent to which suppliers are members of trade associations;
· The extent to which suppliers adhere to the relevant trade associations’ codes of practice and ‘vulnerable persons’ protocol’;
· Whether suppliers will proactively offer to send consumers copies of relevant documents, such as FPS consumer charter; and
· The extent to which suppliers offer flexible payment options to customers, such as direct debits.




3.	Methodology overview	Comment by Hugh Morrison: This is the third time we mention the methodology	Comment by Catrin Davies: The methodology is mentioned briefly in the Exec summary because CA wanted it to be used as a stand-alone document. The bulk of the methodology is in appendix I. 

3.1	Overview of approach

The project consisted of three distinct groups:  consumers living in off-gas households in Scotland, England and Wales, suppliers of non-metered fuels in Scotland, England and Wales and, a sample of enquirers/clients of local Citizens Advice offices in Wales and England. To cover these groups four separate research approaches were used, combining quantitative and qualitative methods:

1. Quantitative consumer telephone survey: 1,004 CATI (Computer Assisted Telephone Interviewing) interviews with a sample of adults living in off-gas households in Scotland (252 interviews), England (250 interviews) and Wales (502 interviews), with data weighted to be representative of off-gas fuel type. Scotland and Wales samples were up-weighted compared with England to allow for reporting at individual nation level

2. Qualitative consumer depth interviews: 60 follow-on telephone interviews conducted with people from a range of off-gas households, to explore their experiences in depth; 20 depth interviews were conducted in Scotland, England and Wales respectively with people identified through the main consumer survey

3. Supplier mystery shopping: 72 telephone assessments (24 in Scotland, England and Wales respectively) with a range of suppliers of different non-metered fuel types (10 heating oil, 10 solid fuel and 4 LPG in each nation)


A summary of the methodology used for each relevant element follows for Scotland.  More detail on each part is provided in Appendix I.



3.2	Consumer telephone survey of off-gas households

For the consumer survey, a total of 252 adults living in off-gas households in Scotland were interviewed by telephone. All lived in areas of Scotland with a high penetration of off-gas households (classified as 65 per cent or above) and all were solely or jointly responsible for paying fuel and energy bills in their household.

Off-gas consumers were identified via an initial stage of desk research pinpointing regions in Scotland with a high penetration of off-gas consumers. The geographic area used for sampling was Data Zone[footnoteRef:7], with sample (Random Digit Dialling or RDD telephone numbers) purchased at Data Zone area. To increase the inclusivity of the sample, telephone numbers were also purchased for mobile-only households.  [7:  The data zone is the key small-area statistical geography in Scotland. The data-zone geography covers the whole of Scotland and nests within local authority boundaries. Data zones are groups of 2011 Census output areas and have populations of between 500 and 1,000 household residents. Where possible, they have been made to respect physical boundaries and natural communities. They have a regular shape and, as far as possible, contain households with similar social characteristics.] 


A disproportionate sampling approach was adopted by fuel type, to ensure reasonable coverage of each non-gas fuel within the sample and allow results for each to be reported on separately.  Final data was weighted to reflect the true proportions of each fuel type within the off-gas population (see Appendix II).

Interviews lasted for around 12 minutes on average and were based on a structured questionnaire (see Appendix III). Survey fieldwork in Scotland ran from 5 January to 24 February 2016, with an initial pilot phase to test questionnaire length and participant comprehension in late December 2015.

3.3	Follow on depth interviews

Following the completion of the quantitative survey, a number of in-depth, qualitative interviews were conducted with selected people identified through the survey. The aim was to explore their experiences of living without mains gas in more depth and develop case studies to illustrate key issues relating to specific consumer types. 

All had taken part in the telephone survey and all had said they were willing to be re-contacted for further research. The sample of 20 depth interviews in Scotland covered users of different fuel types (electricity, heating oil, solid fuel and LPG) across a range of regions and ages, with a particular focus on vulnerable people. 

Interviews were conducted by telephone and lasted between 15 minutes to 30 minutes.  Fieldwork for Scotland took place between 29 February and 11 March 2016.

Extracts from case studies are used in the report to illustrate key themes emerging from the quantitative findings and are provided in full in Appendix V.  All names have been changed in the case studies.

3.4	Supplier mystery shopping

A series of mystery calls were made by telephone to a sample of 24 non-metered fuel suppliers in Scotland, with callers using the scenario that they were phoning on behalf of their elderly mother who was thinking of changing supplier and was looking for a quote for a specific quantity of fuel (see Appendix VI).

The 24 assessments in Scotland were broken down by fuel type as follows:

· 10 with heating oil suppliers;
· 10 with solid fuel suppliers (half coal and half wood); and
· 4 with LPG suppliers.

A list of suppliers in Scotland was sourced by Beaufort from a specialist business information data provider for sampling.  Within each fuel type, a range of supplier size was obtained (as much as was possible), to ensure that smaller and larger companies were included in the sample and that suppliers in all regions were contacted. 

Fieldwork was carried out between 25 January and 1 February 2016 after a pilot on 13 January. The duration of calls varied between 4 minutes to 20 minutes.






4.	Research findings

4.1	Profile of off-gas consumers in Scotland

Consumers living in households without access to mains gas and using different types of fuel to heat their homes have quite distinct characteristics (see table 2 below):

· Electricity-only users are more likely to be aged 16 to 34, with nearly 40 per cent of this group in the younger age range. They are also more likely to live alone, to live in the Central and Angus regions of Scotland and to be in the DE[footnoteRef:8] socio-economic grades  [8:  Socio-economic classification is determined by establishing an individual’s job title and position and social grades are defined as follows:

AB: Higher and intermediate managerial, administrative and professional occupations
C1: Supervisory, clerical and junior managerial, administrative and professional occupations 
C2: Skilled manual workers
DE: Semi-skilled and unskilled manual workers, state pensioners, casual and lowest grade workers, unemployed with state benefits only
] 


· Heating oil consumers are more likely to live in the North of Scotland, in the Highlands, Islands, Moray and Aberdeenshire[footnoteRef:9] regions [9:  Regions were comprised of certain Data Zones (Data Zones were selected on the basis of having at least 65 per cent of households which were off-gas). See Appendix II for a full list of local authorities included in each region.
] 


· LPG consumers have the oldest age profile, with almost two-thirds aged 55 and over, and as such are most likely to have a person with a disability in the household. Users of LPG are more likely to be in the ABC1 socio-economic groups and live in the Strathclyde region. 

· Solid fuel users tend to have the largest households: over a third of those interviewed in this group live in households containing four or more people. They also have a higher concentration in the Southern areas of Scotland (Lothian, Borders, Dumfries & Galloway areas) 

The profile information captured is based on questions asked in the survey questionnaire (see Appendix III), which included household tenure (discussed below).



	Table 2: Demographic profile of off-gas consumers by fuel type	Comment by Catrin Davies: Changes have been made to all the tables (LPG and solid fuel) in order to keep it consistent with the England report.

	
	TOTAL
(252)
	Electricity
%

	Heating
oil
%
	LPG
(respon-dents 

	Solid fuel
(respond-ents 


	Unweighted base
	252
	59
	111
	31
	51

	Weighted base
	252
	68
	136
	23
	25

	Region	
	
	
	
	
	

	Highlands, Islands,
Moray  and 
Aberdeenshire[footnoteRef:10] [10:  List of local authorities in each region:
Highlands, Islands, Moray and Aberdeenshire: Highland, Moray, Aberdeenshire, Aberdeen City, Western Isles, Shetlands, Orkney
Central and Angus: Perth and Kinross, Angus, Dundee City, Fife, Clackmannanshire, Falkirk, Stirling 
Strathclyde: Argyll and Bute, North Ayrshire, East Ayrshire, South Ayrshire, Inverclyde, Renfrewshire, East Renfrewshire, Glasgow City, West Dunbartonshire, East Dunbartonshire, North Lanarkshire, South Lanarkshire, 
Lothian, Scottish Borders, Dumfries and Galloway: West Lothian, City of Edinburgh, East Lothian, Midlothian, Scottish Borders, Dumfries & Galloway  ] 

	24
	14
	31
	3
	4

	Central and Angus10
	21
	31
	18
	4
	4

	Strathclyde10
	35
	37
	32
	11
	9

	Lothian, Borders, 	Comment by Hugh Morrison: Which regional classification is this? I think it needs referenced	Comment by Catrin Davies: We’ve had a discussion with Craig Salter about the regions and we’ve tweaked the names slightly. More details now added below in the footnote
Dumfries & Galloway10
	20
	18
	19
	4
	8

	Age
	
	
	
	
	

	16-34
	27
	38
	23
	2
	9

	35-54
	34
	27
	38
	6
	10

	55 and over
	39
	36
	38
	14
	8

	Socio-economic grade
	
	
	
	
	

	AB
	19
	14
	22
	6
	1

	C1
	32
	27
	32
	7
	11

	C2
	19
	15
	21
	4
	4

	DE
	22
	34
	17
	2
	8

	Refused
	9
	9
	8
	3
	1

	Someone with 
disability in 
household
	
	
	
	
	

	Yes
	17
	23
	10
	7
	6

	No
	84
	81
	90
	15
	20

	Gender
	
	
	
	
	

	Male
	50
	51
	51
	11
	11

	Female
	50
	49
	49
	11
	14

	Household size
	
	
	
	
	

	One person
	21
	39
	13
	4
	4

	Two people
	40
	43
	37
	13
	8

	Three people
	17
	7
	23
	3
	4

	Four people
	17
	11
	19
	1
	8

	Five or more people
	4
	1
	6
	1
	2

	Refused
	1
	-
	2
	1
	-


NB: small base sizes – table details number of weighted respondents rather than percentages. May not add up to weighted base size due to rounding

Focusing on property types of off-gas consumers: 

· Almost half of electricity-only users live in flats or apartments, with almost 60 per cent living in smaller, one or two-bedroom homes (a reflection of the fact they are most likely to live alone). Over three quarters (78 per cent) are renting their home from either a social housing or a private sector landlord.

· Heating oil consumers tend to live in older, detached houses built before 1919, and over 40 per cent own their own home outright. 

· LPG users have the newest homes, with almost half of them living in homes built after 1983, and are most likely to own their home outright.

· Similarly to heating oil consumers, a high proportion of solid fuel users live in older, detached properties, with most having three or more bedrooms. They are less likely to own their home outright and are more likely to be renting from a private landlord.

	Table 3: Property characteristics of off-gas consumers by fuel type

	
	TOTAL
(252)
	Electricity
%

	Heating
oil
%
	LPG
(respon-dents 

	Solid fuel
(respond-ents 


	Unweighted base
	252
	59
	111
	31
	51

	Weighted base
	252
	68
	136
	23
	25

	Type of house
	
	
	
	
	

	Detached house
	35
	7
	47
	7
	12

	Semi-detached house
	19
	25
	16
	4
	5

	Bungalow
	18
	14
	20
	6
	2

	Flat / apartment / maisonette
	13
	45
	1
	1
	2

	Terrace / end of terrace 
	10
	7
	10
	3
	3

	Other
	5
	3
	5
	1
	2

	Date when property was built (age of property)
	
	
	
	
	

	After 2002
	9
	8
	9
	4
	1

	1983 – 2002
	16
	23
	10
	6
	4

	1965 – 1982
	18
	11
	24
	2
	3

	1945 – 1964
	6
	13
	2
	1
	3

	1919 – 1944
	8
	7
	7
	5
	1

	Before 1919
	29
	14
	37
	5
	10

	Don’t know
	15
	25
	12
	-
	4

	Size of property (number of bedrooms)
	
	
	
	
	

	1
	5
	14
	1
	-
	1

	2
	31
	45
	23
	6
	9

	3
	36
	30
	40
	7
	7

	4 or more
	29
	11
	35
	9
	8

	Household tenure
	
	
	
	
	

	Owned outright 
(no mortgage)
	39
	27
	44
	14
	6

	Owned with a mortgage
	29
	11
	37
	8
	8

	Rented from a private landlord
	17
	26
	12
	1
	6

	Rented from social landlord (housing association/council) or shared ownership
	13
	32
	5
	-
	4

	Other / don’t know
	3
	4
	3
	-
	3


NB: small base sizes – table details number of weighted respondents rather than percentages. May not add up to weighted base size due to rounding


4.2	Tariffs, contracts and fuel purchasing patterns

Electricity-only consumers were asked which devices they use to heat their home. Most used storage heaters (61 per cent), with the vast majority of these only using storage heaters (40 out of 41 consumers). 

Therefore, storage heaters are the main way of heating their home for almost three fifths of electricity-only consumers (59 per cent), with an almost even split between those using storage heaters over 10 years old and those using newer ones (see figure 1 below):



	


















Over 40 per cent of those who heat their home with electricity and use storage heaters are on a Time of Use tariff such as Economy 7. Slightly less than a third (32 per cent) use a standard daytime tariff for their storage heaters. However, almost a quarter (24 per cent) of those interviewed did not know which tariff they were on. 	Comment by Leader, Zoe: This is quite a big deal as these people could be paying a lot more than they need to. I think we need to make sure this is picked up in the conclusions.	Comment by Leader, Zoe: Ditto re above comment.

16 per cent of non-metered off-gas consumers are on a contract for the supply of fuel for a fixed period of time at an agreed price - contracts are much less common for heating oil and solid fuel consumers but more prevalent among LPG consumers (see figure 2 below).

	Comment by Leader, Zoe: Insert % at the end of the title























The majority of LPG users get their gas from a tank supplying their household only, while smaller number are supplied from a shared tank (which supplies a number of different homes) or from bottles.

Less than 20 per cent of non-metered fuel consumers buy fuel monthly. Almost twice as many (37 per cent) buy fuel just once or twice each year and ten per cent purchase fuel once every two to three months. 

Heating oil users are most likely to purchase fuel just once or twice a year and on average buy fuel 4 times a year.  LPG and solid fuel users tend to purchase their fuel more often (on average just over 7 times a year for each).	Comment by Hugh Morrison: Do we know if they are purchasing smaller amounts or they consume more?	Comment by Catrin Davies: We did not ask about quantity only how often and at which time of the year they buy fuel.

Assessing buying patterns by season, the winter months (December to February) experience the highest level of non-metered fuel purchasing overall, closely followed by autumn (September to November), with purchasing in summer (June to August) and spring (March to May) lower and at similar levels (see figure 3 below). 
 
	Comment by Hugh Morrison: This title is not clear§ 




















Just under 60 per cent of non-metered fuel customers buy their fuel in bulk, whereas almost a third say they only buy as much as they need at the time (32 per cent).  As figure 4 below demonstrates, heating oil and solid fuel consumers are much more likely than LPG users to say they buy in bulk. Solid fuel users say they buy in bulk but still purchase fuel seven times a year on average.  	Comment by Leader, Zoe: Interesting – any idea why they feel this is “bulk”? Is it down to the cost perhaps? Any ideas?	Comment by Catrin Davies: Can’t answer this unfortunately. Further research might be needed? 


































Off-gas consumers in the ABC1 socio-economic[footnoteRef:11] groups are more likely to buy in bulk than C2DE consumers11,  as are those who are in work compared to those who are retired or unemployed, long-term sick or not working for another reason (see figure 5 below).	Comment by Leader, Zoe: Description please.	Comment by Leader, Zoe: Ditto. [11:  AB (higher administrative or professional occupations)
C1 (junior managers, owners of small establishments and other non-manual positions)
C2 (skilled manual workers with a responsibility for other people)
DE (semi-skilled and unskilled manual workers, casual workers and those dependent on state benefits)
] 




































4.3	Payment and payment issues

Payment methods used by non-metered off-gas consumers differ somewhat by fuel type.  When prompted with a list and asked in which way they currently pay for their fuel, payment in full in advance is the most common method, used by 63 per cent of off-gas consumers.  A quarter say they pay by instalments, with nearly all of these being monthly instalment payments, while another 4 per cent say they pay in full in arrears. A further 6 per cent said their payment method varies.   

Solid fuel and heating oil users are most likely to pay for their fuel in advance, with around two-thirds of each group saying they do so, compared with just over 40 per cent of LPG consumers (42 per cent). LPG users tend to pay for their fuel by instalments (47 per cent). This is considerably higher than the proportion of heating oil or solid fuel consumers using instalment payments (at 23 per cent and 14 per cent respectively) and is likely to be linked to the prevalence of supplier contracts in the LPG market (see figure 6 below).



























The majority of non-metered fuel consumers are satisfied with the payment methods available to them – 90 per cent are satisfied, with 55 per cent of them being ‘very satisfied’. Only 3 per cent are dissatisfied. 

Solid fuel users are less likely to be very satisfied than heating oil and LPG fuel consumers (see figure 7 below).





































Individual reasons given by the small number of non-metered fuel consumers dissatisfied with the payment options available were as follows: it’s too expensive; would rather pay monthly and have to pay cash on delivery.

Reflecting the generally high satisfaction levels in the market on payment methods, only two per cent of non-metered fuel consumers overall said they had ever experienced any problems or issues when paying for their fuel. This level was higher among LPG consumers (10 per cent – but this represents just two individuals) who commented on not having enough money to pay for their fuel and their orders being short but still having to pay the full amount.	Comment by Hugh Morrison: They didn’t receive the volume of gas that they paid for? Do have any more detail on this?	Comment by Catrin Davies: This is the verbatim comment: ONCE OUR DELIVERY WAS LESS THAN IT SHOULD HAVE BEEN BY ABOUT 17 LITRES, BUT WE WERE STILL CHARGED FOR IT.

Around one in twenty off-gas consumers interviewed (6 per cent) say they borrow money to pay for their fuel. This is predominantly younger electricity-only users in the DE socio-economic groups[footnoteRef:12]. Most of these (4 per cent overall) borrow money from friends or family, while 1 per cent have received a loan from the council or a bank or building society. The majority (95 per cent) do not borrow money to pay for fuel costs.		Comment by Leader, Zoe: Description please. [12:  DE (semi-skilled and unskilled manual workers, casual workers and those dependent on state benefits)
] 



Mystery shopping – payment options
	
During the mystery shopping assessments, the non-metered fuel suppliers contacted were asked whether the customer would have to pay in full when he/she placed the order or if they could spread the cost.

Heating oil suppliers
For first orders, the norm was payment in full when the customer places the order or payment on delivery. One supplier gave customers 15 days to pay after placing an order with them.

For subsequent orders more flexibility is offered in payment methods, with most suppliers detailing methods of spreading the cost such as a budget plan with regular payments spread over 12 months, direct debit payments and standing order payments.

However, two suppliers did not mention spreading the cost and would only ever accept payments in full. Instead, they provided options of paying by bank transfer, cheque or debit card. One supplier said they would send invoices after the first order.

LPG suppliers
Three of the four LPG suppliers contacted in Scotland said it was possible to spread the cost of the fuel. Only one required payment in full prior to delivery for the first order. All of these companies offered a monthly payment plan (after the first order, for one supplier) involving fixed monthly direct debits to help spread the cost.  One of the bigger LPG suppliers offered customers a variety of payment options: by variable direct debit, invoice after delivery (to be paid within two weeks) and payment by credit / debit card over the phone. 

Solid fuel suppliers
Less flexibility in terms of payment options is offered by solid fuel suppliers in Scotland than is available from other types of non-metered fuel suppliers. 

For the first order, all coal and wood suppliers approached required payment in full in advance, or on delivery, either by cash or cheque (or less commonly by bank transfer), or by card over the phone when placing the order. 

Thereafter, four solid fuel suppliers gave customers the option of paying monthly/quarterly after the first order, either by direct debit or by invoicing them at the end of the month. 



4.4	Expenditure on fuel and affordability

Those taking part in the telephone survey were asked roughly how much it costs them to heat their home. On average, off-gas consumers estimate they spend £105 a month to heat their home: this rises to £135 per month for LPG users and drops to £91 for solid fuel users (see table 4 below):	Comment by Hugh Morrison: This is interesting as these appear to me as quite high costs which would contradict the feeling that off-gas fuel is affordable 	Comment by Catrin Davies: If they have always lived in properties that are off-gas then they might not have anything to compare it to? 

	Table 4: Estimates of fuel costs by fuel type

	

	Mean cost
(rounded to nearest £)
	Monthly cost
£

	Annual cost
£

	Total
(base: 252)
	105
	1,254

	Electricity
(base: unweighted = 59, weighted = 68)
	106
	1,272

	Heating oil
(base: unweighted = 111, weighted = 136)
	101
	1,213

	LPG
(base: unweighted = 31, weighted = 23)
	135
	1,618

	Solid fuel
(base: unweighted = 51, weighted = 25)
	91
	1,091


		NB: care should be taken due to small base size

Heating costs vary quite considerably by type of property (see table 5) with the most expensive homes to heat being older, larger, detached properties. 

	Table 5: Estimates of fuel costs by type of property

	

	Mean cost
(rounded to nearest 
£)

	Unweighted base
	Weighted base
	Monthly cost
£
	Annual cost
£

	Total
(base: 252)
	
	
	105
	1,254

	Type of property

	Terrace 
	25
	25
	87
	1,041

	Semi-detached 
	49
	48
	91
	1,095

	Detached 
	93
	87
	115
	1,377

	Bungalow / flat / 
Other 
	83
	91
	107
	1,284

	Age of property

	After 2002 
	21
	23
	80
	962

	1965 – 2002 
	79
	84
	87
	1,050

	1919 – 1964 
	39
	34
	128
	1,542

	Before 1919 
	81
	74
	129
	1,551

	Number of bedrooms

	One
	16
	12
	80
	956

	Two 
	68
	77
	75
	903

	Three 
	92
	91
	112
	1,341

	Four or more 
	76
	72
	131
	1,574


		NB: care should be taken due to small base sizes

On affordability, 81 per cent of off-gas consumers believe the current method of heating their home to be affordable, although most of these consider it to be ‘fairly affordable’ (45 per cent) rather than ‘very affordable’ (36 per cent).  Almost 20 per cent do not consider their current heating system to be affordable. This increases to almost a third (32 per cent) for electricity-only consumers and almost a quarter (24 per cent) for LPG users (see figure 8 below):




Those least likely to consider their heating system to be affordable are those on the lowest incomes (C2DEs) and those who are unemployed, on sickness benefit or not working (see figure 9 below):



Of the 46 off-gas consumers who feel their current heating system is not affordable, most say this is because the cost of fuel is high and there are no deals available (24 people). Criticism of the cost of their heating system was highest among electricity-only users. Other comments received from small numbers include: 

· Living on state benefits (9 people)
· House is cold / poor insulation (5 people)
· Not connected to mains gas / limited choices for heating (2 people)

When presented with a series of statements in the telephone survey and asked to what extent they agree or disagree with each, more than half off-gas consumers (51 per cent) agreed that ‘it’s very expensive to heat my home’.  Agreement was highest among electricity-only users and LPG users (at 66 per cent and 63 per cent respectively), as well as among those on the lowest incomes (DEs) and those with a disability or with someone with a disability in their household (at 56 per cent and 57 per cent respectively).

25 per cent of consumers agreed that they sometimes get stressed when thinking about their fuel costs, this increased to around a third of LPG and electricity-only users.  Agreement was particularly high among those with a disability or with someone with a disability in their household (40 per cent) and unemployed people or those on long-term sickness benefit (36 per cent).

A smaller number of off-gas consumers (13 per cent) say they have gone without heating because they cannot always afford to pay for fuel. This rises to 26 per cent of LPG users and was higher still among those who have a disability or with someone with a disability in their household (30 per cent). 

Keith, 43: happy with his electricity supply apart from the price and  ‘overcharging’ by his supplier. Would prefer mains gas when the council can fund it
Keith works full time and lives with his terminally ill wife in a two bedroom bungalow rented from the council near Gretna Green. The bungalow is about 25 years old. The main road is half a mile away. The only issue they have with supply is the cost of electricity. They find Economy 7 storage heaters expensive although very easy to use.
We think it’s quite expensive. But it’s hard to say what’s used in other places in the house rather than from the heating. It’s only a little bungalow and we’ve got six storage heaters, of which we only have three on, and yet our bills are still around £140 a month.
My wife’s got a terminal lung disease so she needs the heating on all the time. 
The electricity has been off a couple of times due to adverse weather conditions. But they coped quite easily even though electricity is their sole source of fuel.
We just put more clothes on, and it was only off for a couple of hours each time so it wasn’t that inconvenient.
Keith pays monthly by direct debit and is happy with that. They budget for it by knowing roughly how much it is going to be and making sure that they have enough to cover it. He has not been at work for the past six months but they have still managed to pay the bills and not cut back noticeably.
The council has proposed the idea of changing their bungalow to gas but nothing has happened as yet. He thinks that could be down to budget cuts. 
Keith has complained a couple of times to his utility supplier about his electricity bills. The resolution was quite straightforward. 
They have on a couple of occasions knocked it down….you tend to be a lot in credit and yet your bills are still really high….sometimes you’re maybe £200-£300 in credit and they’re still taking £100 and odd pounds off you which seems silly. It was £160 at one point but we managed to get it down to £101……that £60 a month was quite a lot of money to us.








































Jacob, 45: is fairly happy with his heating system but his main concern is affordability
Jacob lives alone in rented accommodation. This is a two bedroom flat in a high rise building in Glasgow. He does not know how old it is but he was moved there because they wanted to demolish his previous accommodation. He works part time at night and sleeps during the day. His wife and child have moved back to Birmingham. Jacob uses electricity and has major problems with affordability. He has a meeting arranged with his electricity supplier which his landlord will also attend.
He does not believe the heating system is particularly effective. 
The old style one that looks like a box. It takes hours to charge up before it starts heating. I put it on and it starts heating in eleven hours’ time. It’s no fun. 
He feels he is being over-charged by his supplier.
I complained to [supplier company name]. They were charging me for over two years. I was charged £20 a week; I don’t use heaters or electricity - I’ve changed all of them to Energy 7…….I complained to my landlord. They will come and help me talk to [supplier company name].
I don’t sleep in this house. I go to work and come back in the morning. I spend £20 yet my friend who lives with his family spends £10 every week
Jacob pays for his electricity via Pay As You Go (he uses a key meter.) He changed from a normal meter to a key meter when he moved to this flat and wonders if that is the core of the problem.
He has called his electricity supplier over twenty times but they keep on missing him.



































At the same time, 62 per cent of those interviewed agree that ‘Fuel costs aren’t really an issue for me’.  Solid fuel customers and those in work are most likely to agree (at 71 per cent and 69 per cent respectively). 


	



	Mystery shopping – pricing and variations in the market

Wide variations were evident in the prices quoted to mystery callers when asking fuel suppliers in Scotland for a quote. Whilst most suppliers had a minimum order, how this was defined also varied between suppliers.

Heating oil suppliers
Prices quoted by heating oil suppliers across Scotland varied more than other types of fuels, with a range from £256 to £341 including VAT for 1,000 litres of kerosene.  All assessments were made within 2-3 weeks of each other[footnoteRef:13]. [13:  Pilot fieldwork was conducted on 13 January 2016, with main fieldwork between 25 January to 1 February 2016] 


All prices quoted (except one) included delivery and all had a minimum order quantity. This was 500 litres for all the suppliers approached. Two suppliers pointed out that prices for smaller quantities would be higher (e.g. the price of 34p a litre plus VAT quoted for 1,000 litres would rise to 38p plus VAT). 

One volunteered a slightly cheaper rate if the mystery shopper wanted to join an oil club they supplied. Another commented that prices in the market are volatile and do change on a daily basis.

LPG suppliers
Two of the four LPG suppliers (both larger companies) guaranteed a fixed price of 37p and 32p per litre respectively for the first 12 months. The latter said the maximum price increase in the second year was 3.5p per litre while the former said prices could vary if there was a change in the market. The other two suppliers approached offered flat prices (i.e. 34p per litre excluding VAT and 39p per litre excluding VAT).

In addition, three suppliers mentioned charges for tank rental on top of the price per litre for the fuel. This was to cover insurance, maintenance and repairs to the tank. One supplier quoted £16 per quarter, one 16.4p a day and the third £63 pounds a year. This would result in a cost of between £58 and £64 a year. The fourth supplier did not mention any extra charges. 

One supplier said they give new customers a £250 worth of free gas for switching to them while another company said they would give the caller £100 credit to be spent on their fuel in the first 12 months. 

All prices quoted by LPG suppliers was for 2,000 litres and included delivery, however, one supplier said a delivery charge of £50 would be incurred on their minimum order of 600 litres. All LPG suppliers had a minimum order for delivery, this ranged from 500 litres to half a tank (in this scenario, 1,000 litres). 

Solid fuel suppliers
Among the coal suppliers approached in Scotland, prices quoted for half a tonne of household coal varied considerably depending on the type of coal. Scottish coal ranged from £130 to £160 (including VAT) per half a tonne, while other types of coal ranged from £160 to £182 (including VAT) per half a tonne.  

Comparing prices for wood suppliers was more difficult as the quantities, and metrics, included in the price quoted were sometimes different.  For example, prices given ranged from £60 for one cubic meter up to £95 for a mixed bag of wood. One supplier that specialised in wood pellets quoted £179 for one cubic meter. Two suppliers offered discounts for either buying larger quantities (£279 for two cubic meters rather than £179 for one cubic meter) or for tipping the wood on delivery rather than keeping the wood in the bags.

All the prices quoted included delivery. Half of the suppliers approached said they had a minimum order, which was either expressed in bags (e.g. 1 bag of coal) or volume (e.g. 1 cubic meter of wood).


4.5	Delivery and delivery issues

As with the payment methods offered, the majority of non-metered fuel consumers are satisfied with the delivery options available to them. 96 per cent are satisfied with the delivery options provided by their supplier (96 per cent) and less than 2 per cent are dissatisfied (see figure 10).

Heating oil customers have the highest levels of satisfaction with delivery options, with over three-quarters very satisfied, compared with 60 per cent of LPG and solid fuel consumers.  Dissatisfaction with delivery options is very low overall, but highest among solid fuel consumers (3 per cent).



[bookmark: _MON_1519473015]Some totals do not add up to 100% due to rounding


Graham, 64: feels that he does not have a choice of fuel aside from oil, although he thinks his supplier is excellent. He would like grants and initiatives aimed at older houses like his
Graham works full time and lives in a scattered community (he cannot see his neighbours) with his wife. They have a detached stone-built house with a slate roof, which they own with a mortgage. It was built in 1903. 
He uses oil and the boiler heats his radiators. Graham finds it very easy to use. He has just bought a new boiler having got rid of his thirty year old one, and is already noticing the benefit as it is controllable rather than being just off and on. 
Graham’s oil is delivered by tanker three or four times a year. 
The deliveries are excellent. This company are really, really good. I’ve phoned and they’ve said we’re really busy just now and I’ve said it’s my fault, the boiler’s just stopped I didn’t realise it was right to the bottom of the tank and they move heaven and earth, and they’ve always got here for me….That’s got a value to me. I’ll stick with them as a loyal customer. I’ve been loyal to them and they’ve been loyal back to me.
His supplier e-mails the bills, and he pays by bank transfer on the internet, and finds it convenient and likes the idea of instantaneous transfer so that it is in his supplier’s account. He feels that this is all part of being a good customer.
























Among the small number dissatisfied with delivery options, two people said it is too expensive and one that their supplier does not deliver at weekends.

When asked if they have ever experienced any problems or issues with getting their fuel delivered, 12 non-metered fuel consumers said they have. The issues mentioned by those were, in order of significance:

· problems getting a delivery in poor weather conditions (mentioned by five people, nearly all heating oil users);
· a shortage of supply delaying delivery when the weather turns cold (two people);
· payment problems with their supplier (mentioned by one person);
· problems with tankers getting down narrow lanes to deliver (one person);
· it taking too long to deliver on occasion (one person); and
· orders being mislaid or recorded incorrectly (one person).





























Nancy, 60:  thinks very highly of Citizens Advice. She uses solid fuel and has an excellent coal supplier now. Due to health issues she is concerned about her ability to use coal in the future
Nancy lives in a remote single storey, two bedroom detached farm cottage, where she is a sitting tenant, in central Scotland, about a mile up a rough track. Nancy thinks the cottage may date from the seventeenth century. She is retired because she cannot work any longer due to several health issues. 
In the winter sometimes there’s no way in or out.
She thinks very highly of her coal supplier, whom she has used for eight years, considering him very honest. She has had a few suppliers over the years, not all of whom she believes were honest, as they did not deliver what they said they had when Nancy checked the level in the bunker. She also thinks that her present supplier provides her with coal that is very good, with no slate in it.
He’ll also come out on the same day if required and when he’s here he always asks if I need a bucket of coal brought in.
Nancy keeps an eye on the weather forecast, and tries to ensure that she has enough coal in stock. 
I think the bin lorry went in the ditch once this winter and it went in twice last winter. The only reason the bin lorry comes as far as the cottage is because I’m disabled.
But she did run out of coal some years ago when she got snowed in for two weeks. She had wood in the garden so used that instead and coped.
She reported a coalman to Weights and Measures because his weights were short on more than one occasion. The authorities did not manage to catch him with short weight on his lorry. 
It was easy to contact Weights and Measures through Citizens Advice. Citizens Advice are very good on consumer issues…..Citizens Advice deserve funding because so many little rights have been taken away.


























	











Mystery shopping – delivery service 

During the mystery telephone calls suppliers contacted were asked for information about how they deliver and what would happen in an emergency, if the caller’s mother ran out of fuel.

Heating oil suppliers
Two of the suppliers approached said they deliver every day and could deliver the same day or the day after in an emergency. Another four suppliers said they deliver Monday to Friday while another supplier said it would take up to five working days to deliver after ordering. The other two suppliers delivered less often - one said they did fortnightly deliveries while the other that they would deliver within 10 working days. 

When asked about emergency deliveries, if a customer was running out of oil, most offered some provision for such situations:

· Some said that they will do an emergency delivery ‘if needed’; and
· Two suppliers said that in an emergency fuel could be delivered the same day (if they were in the area) or the day afterwards (if not).

Only one supplier - a smaller company - explicitly stated they did not provide emergency deliveries and how quickly they delivered could depend on how busy the depot was or the time of the year. 
	
	LPG suppliers
One LPG supplier said they checked the tank levels every six weeks in winter and every ten weeks in summer but they could deliver any day between Monday and Saturday mornings. Another supplier said they could deliver any day apart from bank holidays, while another supplier would deliver Monday to Friday but would need five days’ notice. The last supplier was not very specific, saying deliveries varied ‘depending on requirements’. 

Solid fuel suppliers
Some variation was evident in delivery times and flexibility among coal and wood suppliers. Some of the businesses seemed to have established rounds, calling at certain locations once a week or once a fortnight, so customers would have to fit into these rounds. However one said they ‘might be able to sort something out’ in an emergency. 

Other companies were more flexible, saying: 

We try to work around the customers’ needs within reason
Flexible - we work six days a week, so with adequate notice it should be no problem

We deliver every day, I only live two minutes away, I will keep an eye on the fuel levels so she won’t run out. I can either drop an invoice to your mum or you, whatever is easiest for you

Another supplier’s delivery options depended on the quantity of fuel purchased:

Monday to Friday for a large quantity like that, smaller amounts more likely need to wait for some other orders in the area, as it’s right on the edge of the patch


4.6	Satisfaction with heating system and supplier

Almost half the off-gas consumers in Scotland interviewed in the telephone survey (45 per cent) are very satisfied with their current heating system, while a further 38 per cent are fairly satisfied. Overall, 83 per cent of those not connected to mains gas are satisfied with the way they heat their home. Satisfaction is highest among heating oil consumers, with 60 per cent of this group saying they are very satisfied.

In contrast, satisfaction is lowest among electricity-only consumers – almost 30 per cent of users in this group are dissatisfied with the way they currently heat their home (see figure 11 below):


[bookmark: _MON_1519473112]Some totals do not add up to 100% due to rounding


Younger off-gas consumers are less likely to be satisfied with their heating system than older consumers. Those who are unemployed, on sickness benefit or not working and those who are either themselves disabled or have someone else in their household with a disability also display lower levels of satisfaction than other groups (see figure 12 below): 




The principal reasons given unprompted for being dissatisfied (amongst 39 people) with their current heating system are that the house is cold or the system is inefficient (15 people); other comments received included:

· Unreliable / problems with maintenance / old (11 people)
· Expensive to run / uneconomical (8 people)
· Difficult to control or adjust temperature / not very responsive (5 people)
· Heating system / boiler broken down (1 person)
· Not environmentally-friendly / green (1 person).

		













Heather, 50: is reasonably satisfied with her solid fuel but has a few problems in physically handling it. She is very happy with her coal merchant but she would prefer to use renewable energy
Heather works part time and lives with her husband who works full time. She has a bad back so tries to get her husband to lift the coal when possible. 
I just move the coal a little bit at a time. That’s all I can do really. A tiny bit in a bowl. If he’s away I do a lot of trips.
Heather lives on the Isle of Mull in a village near a main road in an old forest worker’s house which is split into four flats. She lives in one of the ground floor flats which they own. It is brick built but there is a lot of rising damp. They have installed new windows and have a wood burning stove to try and make it as cosy as they can. Heather thinks the house is about 100 years old.
I’m finding I have chest problems because of the damp and the flat upstairs is owned by a housing association and they won’t do any repairs to the roof unless everyone agrees to put towards it. We own the flat but the guy upstairs doesn’t…..I guess they won’t do any repairs at the moment because of all the council cuts. 
Her multi-fuel stove has a back boiler which feeds the radiators and supplies the hot water. Heather is not pleased with the heating system because, although it is straightforward, it is not instant, as the stove has to be made up and lit every day. There is also the issue of Heather having difficulty moving the coal.
It’s not flick of a button stuff, but flick of a button stuff is expensive. The house does get very warm though.
 

































While 70 per cent of off-gas consumers agree they find it easy to keep their home warm, over a quarter (28 per cent) do not. This increases to 48 per cent of solid fuel consumers and 39 per cent of electricity-only users.

Just over one in six of those interviewed (17 per cent) say that they have had problems with their health because their house is cold. This is highest among electricity-only consumers (29 per cent), those with a disability or someone with a disability in their household (36 per cent) and those who are unemployed or long-term sick (28 per cent).

With regards to the ease of use of heating systems, 95 per cent of off-gas consumers consider their current system to be very or fairly easy to use and only 6 per cent do not find their system easy to use.

Solid fuel users are least likely to consider their method of heating their home to be very easy to use and are most likely to say it’s not easy (see figure 13 below):
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Amongst the 14 consumers who did not find it easy to use their heating system, lack of understanding, or being able to read, the controls is the main reason cited (2 people). Other reasons mentioned included:

· Is physically demanding / strenuous / labour intensive (lifting and chopping wood) (2 people)
· Difficult to control or adjust temperature / not very responsive (1 person)
· Messy / needs regular cleaning (1 person)

		









Jean, 59: not at all happy with LPG in terms of cost and being tied in to a contract. Her internal heating system is also old and dysfunctional. However her LPG supplier is reliable 
Jean lives with her partner in a four bedroom detached bungalow built in 1988, which they own outright, having been tenants there previously.  They live in a rural area, being two miles away from a small village in South Lanarkshire. The hamlet they live in has only about 30 houses. They have lived there for a year.
Jean does not describe herself as having a health condition as such, just a number of issues but nothing too serious. However, these were enough for her to have to stop work. Being self-employed she is now without an income although her partner works.  
We only have three choices here: LPG gas, oil or electricity. …The people we bought it from had LPG installed so that’s what we’re kind of stuck with.
She has a large LPG tank, sited near the house. It supplies the boiler, which in turn supplies the heating and hot water.
The system is easy to use as it works like any other gas system but this particular system is very outdated. The boiler is about thirty years old.  Whilst there is no thermostat, the main issue is that the system heats both hot water and heating simultaneously and cannot really cope with both.
If you want a hot bath you have to turn the heating off so that the boiler is just heating the hot water which can be a particular problem when there are people staying and you need a few showers…..and there are other times when you just want a bit of heating on and don’t need to boost the hot water for anything.
There are no back up heaters including no immersion. 
We have had the boiler go and we rang the guy. He took a couple of days and we just had to freeze.
She is locked into a contract for two years with the company who both supply her LPG and also own the storage tank, which would make switching supplier a problem as she would have to have a new tank. 
That would be quite a major overhaul as one tank would have to be collected by the owners. The new tank would have to be brought in, concreted in and connected up, so it’s not straightforward.
Jean feels that she and her partner did not put too much thought into the contents of the contract because they signed the agreement as tenants, not realising that they would be buying the bungalow.













































Satisfaction levels with the quality of service provided by fuel suppliers are generally high among off-gas consumers.  Over 90 per cent of off-gas consumers are satisfied with the overall quality of service received from their current fuel supplier, and most are very satisfied (70 per cent). Only 3 per cent are dissatisfied (see figure 14 below).

	Marked differences are evident between users of different fuel types, however:

· All heating oil customers are satisfied with the quality of service received, with 87 per cent very satisfied; and
· Electricity-only users are the least satisfied – less than 40 per cent are very satisfied with their supplier and 7 per cent are dissatisfied, including 3 per cent who are ‘very dissatisfied’


Some totals do not add up to 100% due to rounding





















The proportions of those very satisfied with their fuel supplier’s quality of service are lowest among ABC1s[footnoteRef:14] and those who are disabled or have someone in the household who is disabled (at 66 per cent and 57 per cent respectively) (see figure 15 below):	Comment by Leader, Zoe: Description please [14:  AB (higher administrative or professional occupations)
C1 (junior managers, owners of small establishments and other non-manual positions)
] 





Reasons for satisfaction centre primarily round not having had any problems, delivery (timely, quick delivery and delivery on schedule, at the agreed day/time) and good customer service. Pricing is mentioned but it comes below these elements of service. However, as is evident later on in the report, high proportions of off-gas consumers do not switch supplier so price might be less important because users might not have any prices to compare with. Therefore, they might not know if they are getting a good deal or not.  (See figure 16 below): 	Comment by Leader, Zoe: Is it worth noting that this conflicts with the data showing people don’t shop around that much and therefore are perhaps unaware of whether they are getting a good deal or not.	Comment by Catrin Davies: Added this in. 


Anne, 52: very satisfied with her bulk delivered heating oil, and thinks her supplier is outstanding
Anne lives with her husband and three children, aged 14, 10 and 6, in a village on the coast between Montrose and Aberdeen. They own their semi-detached house, which is about 200 years old.
The heating system is an oil fired boiler with radiators which she finds very easy to use, although the gauge on the oil tank can be a problem in terms of accuracy.
It’s controlled by a time switch. The only inconvenience is having to keep a watch on the oil levels. The gauges are not accurate. You can get gauges that work off a mobile phone signal but we don’t have a very good signal where we live.
Anne’s tank holds 1,100 litres and they buy 1,000 litres at a time from a local supplier. This lasts six months.  She is very happy with the delivery system and service. Delivery is within a day or two of phoning.
There are companies who on the face of things charge less but they only deliver to the area once a week and it’s not unusual to get people, especially where we live where there are a lot of houses close together, for the supplier to start filling the wrong tank…..because we use the same company the delivery driver knows our house.
Anne has switched fuel suppliers in the past, but delivery can be an issue and she is very happy with her supplier, with whom she has been for about 10 years. Not only is their delivery good but they have got a skilled team of maintenance engineers which is important too. Anne thinks that they have got to know her boiler because she has been with them so long.
I have gone round different suppliers. You’ll chat to neighbours and they’ll say we paid x number of pence per litre, and you give them a try but if you’ve got to wait a week for delivery and then it’s a case of they send you a bill. I like to have it paid immediately, I don’t like a bill hanging over my head…….there was a cold snap here a few years ago and there were a lot of people having problems with their suppliers because the roads were bad and supplies of oil from Aberdeen weren’t great to the distributors in this area . People wrote to the local paper saying what a good job my supplier had done making sure people got their oil.


































Among the small number of off-gas consumers dissatisfied with the quality of service from their fuel supplier (6 people), price and poor customer service are the main reasons given (3 people for each). The only other reason was that they were not able to change supplier (2 people.

Nearly two-thirds of off-gas consumers (65 per cent) feel that fuel suppliers should do more to prioritise the needs of older customers. Women were more likely to be of this opinion, with 77 per cent agreeing compared with 54 per cent of men.
	

4.7	Complaints and barriers to complaining

Ten per cent of off-gas consumers in Scotland say they have made a complaint about their supplier’s service at some point, with the proportion of complainants highest amongst those who use electricity to heat their home (23 per cent –more than double the level of other fuel users). 

One other person not on the mains gas network (a heating oil user) said they had at some point wanted to make a complaint about the service received from their supplier but did not go on to make a complaint.	Comment by Leader, Zoe: Do we have any details why? Would be a useful insight.	Comment by Catrin Davies: -a punctuation sydd i fod ar ddiwedd y bulleted list yma?We did not ask them why in the survey, sorry.

Nearly 90 per cent of off-gas consumers have never made a complaint nor have wanted to make a complaint about their supplier’s service. This proportion rises to 97 per cent for heating oil users, who have the lowest levels of complaints of all fuel types (see figure 17 below):





Reflecting the profile of electricity-only users (who make up a high proportion of complainants) those most likely to have complained are younger people and those living in the Central and Angus regions (at 18 per cent and 20 per cent respectively).

Almost three quarters of complainants (74 per cent) said they had found it very easy or fairly easy to make a complaint, but over a quarter (27 per cent) said it was not easy to complain.
 


















	






	
Alistair, 78: although he finds LPG easy to use, he is not happy with his supplier who, he feels, has a contract that favours them rather than him. He feels stuck because changing fuel type would be too expensive at his time of life
Alistair is retired and lives with his wife. They are both in their late seventies, and his wife has back problems. They are quite rural, being about half a mile from the main road near Annan. Their property is a barn conversion which they own. It was converted in 1991. 
Alistair uses an LPG combi boiler which supplies hot water and heating via radiators. He finds the system very easy to use. Alistair also has free standing wood burning and pellet stoves.
The LPG is delivered by tanker to an external 1,200 litre storage tank. Alistair is currently happy with the way it is delivered although they have had problems in the past.
We ran out in the depths of winter a few years ago. They had one of these telemetric systems on the tank and they failed to deliver and blamed the weather, even though I’d been phoning them for days to tell them we were running low
You know my age, we don’t stand the cold very well. I resolved it using my local MP. We got a delivery in 24 hours after our MP intervened. We were without fuel for about five days. We survived alright because we had a portable gas heater, and a log burning stove. We’d also got a dual fuel cooking range, LPG and electric.
The MP who intervened was described as excellent, giving a very quick response.
The supplier changed hands and things have been fine, although Alistair has had arguments with them over pricing. 
They’ve got a one way contract where they can put it up when their prices go up but there’s no facility in there for it to come down when their prices come down. I’m in the process of ringing them because I know my neighbour is with the same company and she’s been paying in the mid-50s per litre whereas the most I’m paying is 47p. They’ve always been a law unto themselves. I got her to complain and she got hers pulled down 3 or 4p a litre. She’s on a new contract now and is probably paying 10p a litre less than I am.
He feels that there is a lack of comparison websites for people who do not have mains gas.







	



	



	


Mystery shopping – suppliers’ complaints process

Towards the end of the mystery shopping call companies were asked what should the caller’s mother do if something were to go wrong. This was to establish what information is provided by fuel suppliers to customers about how they would handle complaints if something should go wrong and to see whether any would refer the customer to a formal complaints procedure.

Heating oil suppliers
Some of the heating oil companies approached did mention a specific complaints procedure, which consisted of ringing the local depot and asking to speak to the manager. One company did not say what their complaints procedure was, instead commenting that they were a large enough company to have one.  Another supplier told the mystery shopper they should look online.  

Three suppliers either said they did not have a complaints procedure or that they did not know.

Generally, if anything went wrong most said the customer should call the depot. 

We are here every day so just give us a ring and we will sort it

Just give us a call. Just say we put it in the wrong tank, the depot would go back and sort it out. Your mother wouldn’t need to do anything.

Ring the depot, then speak to the managers if there’s no successful resolution.

	LPG suppliers
All of the LPG suppliers approached said they had a complaints procedure. Most of the suppliers told the mystery shopper to call the local depot or the company call centre if they had any problems. 

We have a full complaints procedure and it’s possible to escalate if you are unhappy.

Ring the call centre and you will be called back by the complaints manager within 24 hours if it’s not resolved during the initial call.
	
One of the LPG suppliers was a family run business but they also said they had a full complaints procedure and said they ‘like to think we care’.  



Solid fuel suppliers
The majority of the solid fuel suppliers contacted in Scotland did not have formal complaints procedures. The most common response (as with other fuel suppliers) was for the customer to give the company a ring in the unlikely event there were any problems. 

Some volunteered reassurance about their customer service and reliability and offered to go the extra mile

We will sort out any problems one way or another; we are not going anywhere we want to keep a good reputation.

Sustainability and moisture content of logs is guaranteed.

I can’t see it will, just give us a call [if any problems]
	
One (larger) coal supplier did say their customers would be able to call a Freephone number and then escalate the complaint if needed. 


4.8	Switching supplier

A third of off-gas consumers have switched fuel supplier during the period they have lived in their current home. Just under two-thirds (63 per cent) have not changed supplier and the remaining 3 per cent could not answer.

Those most likely to have switched supplier are heating oil consumers, where 42 per cent had done so.  Those least likely to have switched are LPG users (who are most likely to be tied into a contract) and electricity-only users - over three-quarters of each group (76 and 79 per cent respectively) have not changed supplier since moving into their current home.

Looking at frequency of switching, heating oil users have switched on average around 1.1 times since moving into their current home, solid fuel users have switched 0.9 times on average, whilst LPG and electricity-only consumers have switched least often on average (at 0.5 and 0.3 times respectively).




Switching suppliers is higher among ABC1s and those who are working than among C2DEs and those who are unemployed or on long term sick. Off-gas consumers living in the Highlands, Islands, Moray and Aberdeenshire regions are least likely to have switched suppliers (see figure 20 below).	Comment by Leader, Zoe: Do the working classes not work too in this context?	Comment by Catrin Davies: Taken out ‘working classes’ and ‘middle classes’



Word of mouth recommendation was used by over 43 per cent of those who had switched to find a new supplier, rising to 62 per cent of solid fuel users who have changed supplier. 

Other sources of information mentioned by switchers were: supplier websites (18 per cent), local telephone directories (11 per cent) and utility comparison websites e.g. uSwitch (nine per cent). All other sources were mentioned by six per cent or less. (see figure 21):	Comment by Catrin Davies: Have changed this. 	Comment by Leader, Zoe: This doesn’t make sense. Which is it and for what? Please also put in percentage terms. Thanks.
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Although only a third of the off-gas consumers interviewed in the survey had switched suppliers while in their current home, three-quarters of consumers perceive it to be easy to do so. However, ten per cent of consumers believe it is difficult to do so (see figure 22 below).

Those who heat their homes using heating oil (who are most likely to have switched) are most likely to feel it is very easy to switch supplier (with almost 70 per cent reporting this), while those using electricity and LPG to heat their homes are least likely to think that it is very easy (at just over a quarter in each case).  Almost a third of LPG consumers (32 per cent) and a fifth (18 per cent) of electricity-only users perceive it to be difficult to switch fuel supplier.
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Older off-gas consumers in the sample were more likely to feel it is difficult to switch fuel supplier - 17 per cent of those aged 55 and over, compared with 7 per cent of 35-54s and 6 per cent of those aged 16-34.

The main, unprompted, reasons provided by consumers that do not regard it as easy to switch supplier are:

· There is a limited choice of suppliers in their area (9 people);
· It’s too much trouble / hassle (3 people);
· Issues with delivery (2 people); 
· Had bad experiences of switching in the past (2 people);
· The tank or heating system belongs to the supplier (1 people); and
· Tied into a contract (1 person)




4.9 	Trade associations and vulnerable persons’ protocol

Being a member of a trade association has many benefits, such as: the provision of advice and guidance to members, ensuring that the appropriate skills for the industry are recognised and developed, as well as informing and lobbying legislators. 	Comment by Catrin Davies: Added a short sentence about general benefits. 

However, less than a fifth of off-gas consumers using unmetered fuels (18 per cent) say their fuel supplier is a member of a trade association.  More than twice that number (40 per cent) say their supplier is not, while around the same proportion  (41 per cent) do not know one way or the other (see figure 23 below).

LPG consumers are much more likely to say their fuel supplier belongs to a trade association than customers of solid fuel and heating oil suppliers (at 43 per cent compared with 22 per cent and 13 per cent respectively). 


  
Very few consumers were able to name the trade association or scheme to which their supplier belongs when asked – 80 per cent answered ‘don’t know’.  Only a couple of off-gas consumers were able to name the scheme of which their supplier is a member (i.e. Solid Fuel Association and Approved Coal Merchants Scheme). 
	
Trade associations named included:

· Approved Coal Merchants Scheme (1 person)
· Solid Fuel Association (SFA) (1 person)  


Of the 33 people saying they knew that their supplier was a member of a trade association, 14 knew that the trade association has a voluntary code of practice or customer charter, governing the way in which they dealt with their customers. Most of these were heating oil consumers (7 people).

Among the small proportion aware that their supplier has a voluntary code of practice or a customer charter, most heard about it through a leaflet provided with their fuel bill (5 out of the 14 individuals concerned). Two people had heard about it through a member of staff at the supplier company, while another two people said it was through word of mouth.

Mystery shopping – trade associations, codes of practice and vulnerable persons protocol

Trade association membership and accreditation

During the mystery shopper calls, only 4 out of the 24 off-gas fuel suppliers in Scotland mentioned, when asked, that they have an accreditation or are members of a trade association. Nobody volunteered this information before being asked.

All four were able to name at least one trade association:

· Among heating oil suppliers in Scotland, one of the ten approached named the Federation of Petroleum Suppliers (FPS). Eight out of the ten suppliers said they are not accredited or a member of a trade association, while the last said that they did not know.  
· Of the four LPG suppliers contacted in Scotland, one company listed a number of accreditations they had received and trade associations that they belonged to including: Federation of Petroleum Suppliers (FPS), Freight Transport Association (FTA), Oil Firing Technical Association (OFTEC), BSI and United Kingdom Accreditation Service (UKAS).  Two suppliers said they were not members of any trade associations and had no accreditation and one supplier said they did not know.
· Of the solid fuel suppliers approached in Scotland, two out of the ten said they had accreditation or a trade association membership. One company named the Biomass Supplier List (BSL) and Ignite. The other supplier named the Wood Heat Association (WHA).  Six of the ten solid fuel suppliers said they did not belong to any association while two said they did not know and suggested that the caller went to look at their website or call their head office.

Those who said their company is accredited or a member of a trade association (4 out of 24), were asked what this meant for their customers (using the scenario of the caller’s elderly mother living alone). The answers given by three of the four suppliers were quite general:

We are regulated by Trading Standards, our drivers are fully trained (LPG supplier)

Fixed standards within industry (solid fuel supplier)

Guaranteed 20% or less water content of wood (solid fuel supplier)

The last supplier (a heating oil company) told the caller they would have to look online to find out what the FPS was. 

Vulnerable persons’ protocol
When asked what, if any, special provisions they have in place for elderly customers (using the example that the caller’s elderly mother is nervous about letting strangers into the house) no specific reference was made by any of the fuel suppliers contacted to a vulnerable persons’ protocol or to any formal provision in place for vulnerable customers.  Many suppliers contacted offered some informal help or service provision which took the customer’s age and circumstances into account, however.

Heating oil suppliers
No specific references to a vulnerable persons’ protocol were made during the telephone conversations.  Most heating oil suppliers said they would not need to go into the house or bother the caller’s mother if the tank was unlocked and payment had been received. 

She wouldn’t need to see the driver, he will just top up her tank and post the invoice through her door.

Your mother wouldn’t have to see the driver - as long as the tank is unlocked, he would just fill it up.

Some suppliers offered to make special provision to accommodate the elderly customer, such as, for example, phoning her beforehand.

Can call an hour before delivery to make sure she knows we are coming.

Driver phones ahead, dead drops not a problem, nor is paying via phone.

We’ll do anything reasonable; we could call ahead an hour before delivering.

Two suppliers offered reassurance that their drivers would be wearing company uniform so they would be easily recognisable. Some also said their drivers were friendly.

All our drivers are reliable and are praised. They wear badges and uniforms so they are easily recognised.

None of the suppliers who had said they were members of a trade association mentioned a customer code of practice or customer charter.


LPG suppliers
None of the suppliers made any specific reference to the UKLPG Vulnerable Persons’ Protocol.  All offered some suggestions:

· That there would be no need to go into the property if the tank is in the garden – the delivery would be done automatically by the driver;

The drivers wouldn’t have to see your mother and we can do an automatic delivery.

· Two suppliers mentioned a free telemetry system which would alert the supplier when the tank needed to be topped up automatically. This top-up service helps older people who may have difficulty reading the level in the tank themselves; and

· That they could call the elderly mother the day before delivery to let her know when to expect the driver.

The driver will call ahead, the driver is called [name]

When a customer code of practice was mentioned by the caller in the context of his/her wanting to make sure his/her elderly mother did not run out of fuel in the winter or when the weather is bad, three of the four LPG suppliers mentioned having their own customer charter.  None of the companies offered to send a copy out but all referred the caller to their website.  

Solid fuel suppliers
As with other non-metered fuel suppliers, none of the coal or wood suppliers contacted during the mystery shopping mentioned a vulnerable persons’ protocol or customer charter when the caller said s/he wanted to make sure his/her elderly mother did not run out of fuel in the winter or when the weather is bad.  All offered some suggestions:

· The main comment made (as with LPG) was that the driver would not need to go into the house or to see the caller’s mother if payment had already been made;

Not a problem - she wouldn't even have to see me, I will just go and fill up her bunker.

· Other suppliers offered reassurance about the honesty and integrity of their staff; and

[We have a] friendly team of local drivers.

Personal touch, I deliver myself.

Most of the customers have been with us for years, and like to have a chat. I'm sure your mum will get used to him.

· One supplier said they could leave a note for the driver asking that the bags of fuel be taken into the shed or garage rather than being left on the drive.

We are flexible and can add a note on delivery for the driver if requested. We can also supply half bags and can leave them in the garage or shed.


4.10 Awareness and experience of oil clubs 

Around a third of the heating oil users in the telephone survey say they have heard of oil clubs (35 per cent). Awareness is highest among those living in Strathclyde and Central and Angus regions (48 per cent and 46 per cent respectively), among the more affluent ABC1s[footnoteRef:15]  in the sample (47 per cent) and among those aged 55 and over (43 per cent).	Comment by Leader, Zoe: Description please. [15:  AB (higher administrative or professional occupations)
C1 (junior managers, owners of small establishments and other non-manual positions)
] 





Only 16 per cent of heating oil consumers who are aware of oil clubs say they belong to one, this equates to 5 per cent of all heating oil users.  Of the remainder, the majority (62 per cent) do not know if there is a club in their area and over a fifth (22 per cent) have heard of oil clubs but are not members of one (see figure 25 above).

Membership of oil clubs is highest in the Central and Angus regions in Scotland with those who are disabled or who have a disabled person in the household being more likely to belong to one (note that base sizes here are very small).  

Of the six oil club members interviewed, none of them said they pay a fee for belonging to the club and satisfaction with the oil club is high, with five of the six saying they are very satisfied with the savings they get from being a member, and the sixth person being fairly satisfied.

Heating oil consumers not currently members of an oil club were asked whether they would be interested in joining one if one was available in their area.  Almost 40 per cent said they would be interested in doing so (with 8 per cent saying they would definitely be interested), but the majority, almost 60 per cent, would not. Interest was highest among those living in the North of Scotland (in the Highlands, Islands, Moray and Aberdeenshire regions) at 55 per cent.






	Mystery shopping – oil clubs

Heating oil suppliers contacted as part of the mystery shopping assessments were asked whether they worked with oil clubs in the area.  Four companies said they did work with oil clubs but all said there were no oil clubs in the areas in which the caller’s mother lived.

One of these four said they would be going through the area with an oil club load shortly and offered to deliver the oil to the new customer at the same time, at the same price as oil club members would pay.  

Two of the suppliers (including one who did not work with oil clubs) suggested the caller should look for an oil club themselves as they might be able to find an oil club that they (the suppliers) did not know of. 

Yes – We work with them but they aren't in that area, have a look around and you might find one

The majority of the suppliers (six out of ten) did not work with any oil clubs.



4.11 Knowledge and interest in renewable technologies 

Most off-gas consumers claim to know something about the use of renewable (green) technologies, such as solar panels on the roof (for hot water or electricity), biomass heaters / boilers and heat pumps, for heating homes. 

82 per cent of consumers have some knowledge of these technologies but only around a third (32 per cent) say they know ‘a lot’ about them and just under a fifth (18 per cent) either know nothing about them or have never heard of them (see figure 28 below).


[bookmark: _MON_1519474378]	Comment by Hugh Morrison: Table titles are not consistent, some are questions, some are statements and some are not very good English as they appear to have been abbreviated to keep to a single line. Is it possible to revisit these?	Comment by Catrin Davies: Have changed the title and looked at the other chart titles.Some totals do not add up to 100% due to rounding


The upper social grades (ABs) and those aged 35-54 are most likely to have some knowledge of renewable (green) technologies (86 per cent and 82 per cent respectively), compared with 78 per cent of DEs and 72 per cent of the over 55s. 

Those who said they knew a lot or a little about renewable technologies were then asked if they would consider using such methods to heat their home. Opinion was split almost evenly, with around a half (49 per cent) saying they would consider doing so and a similar proportion (47 per cent) saying they would not.

Electricity-only consumers and solid fuel users are most likely to say they would definitely consider using green technologies for heating their home, over a third of each group. While heating oil consumers are least likely to consider using renewable technologies for heating their homes (21 per cent).





4.12 Grants / financial assistance for off-gas consumers

Knowledge of any grants or financial help available for people who do not have mains gas to heat their home is very low.  When participants in the telephone survey were asked if they could think of any grants or financial help that might be available, 80 per cent were unable to name any unprompted and a further 13 per cent were unable to answer.  Among the small minority who could, the Renewable Heat Incentive (RHI) scheme was the only scheme mentioned by more than one person (named by 3 per cent overall).

When prompted with a list of grants or schemes providing financial help to people who do not have access to mains gas, almost half of off-gas consumers had heard of at least one of the schemes (48 per cent). The schemes with the highest recall are the Renewable Heat Incentive (RHI) and the Feed-in-Tariff (FiT), both recognised by just over a quarter of those interviewed (at 27 per cent and 26 per cent respectively) 

Over half (52 per cent) of those living without mains gas have not heard of any of the grants or schemes providing financial assistance to people in their situation.  LPG consumers are most likely not to know of any of these schemes (70 per cent). 


  

Over a quarter of off-gas consumers (27 per cent) has applied to a scheme to help improve the energy efficiency of their home, for example providing financial assistance with improvements to their home such as a boiler replacement, loft insulation, cavity wall or solid wall insulation.

Experience of energy efficiency schemes is similar across all fuel types (28-29 per cent) apart from among solid fuel users, where only 17 per cent have applied for help. 

Those most likely to have applied for help are those living in Lothian, Borders, Dumfries & Galloway regions (38 per cent) and those with a disability or with someone with a disability in their household (36 per cent). 




Most applicants (68 per cent) could not remember the name of the scheme to which they had applied but some mentioned Government funded help with getting loft insulation (7 per cent), the Green Deal (5 per cent) and help from the Scottish government (4 per cent).  Of those who had applied for help, 61 per cent had been successful and received some assistance. 



5.	Conclusions

The majority of those living in households in Scotland without access to mains gas to heat their homes are satisfied with their current heating system (83 per cent) and their supplier’s quality of service (95 per cent) with no issues regarding delivery or payment. 

However, satisfaction levels vary quite considerably among users of the different fuel types. Electricity-only consumers display much higher levels of dissatisfaction than users of other fuel types (29 per cent are dissatisfied with the way they heat their home). This dissatisfaction tends to be focused on the cost of heating their home and inefficiency of the heating system. These consumers also tend to be younger, with almost 40 per cent aged between 16 to 34, and less affluent, with over a third in the DE socio-economic 17groups.  In contrast, heating oil customers across Scotland are most satisfied with the way they heat their home and there is much less criticism of affordability among this group than users of other fuel types – probably influenced by prices in the market coming down recently and by their more affluent profile (over half are ABC1)[footnoteRef:16]. 	Comment by Leader, Zoe: Description please.	Comment by Leader, Zoe: Description please. [16:  AB (higher administrative or professional occupations)
C1 (junior managers, owners of small establishments and other non-manual positions)
C2 (skilled manual workers with a responsibility for other people)
DE (semi-skilled and unskilled manual workers, casual workers and those dependent on state benefits)] 


Payment in full and in advance is the most common method of paying for non-metered fuel, and overall most off-gas consumers are satisfied with the payment options offered by suppliers. The mystery shopping element of the project indicates there are varying degrees of flexibility in the payment methods on offer from suppliers: heating oil suppliers (after the first delivery, in many cases) and LPG suppliers (where contracts are required by many suppliers) offer the most flexibility in spreading the cost of fuel, whereas solid fuel suppliers (which tend to be smaller businesses) offer the least, usually requiring payment in full on delivery or order. This could pose problems for less affluent consumers using coal or wood to heat their home, especially if they are not able to set money aside to buy fuel regularly (in fact the survey findings show less than 20 per cent of non-metered fuel consumers are buying fuel monthly). 

Prices in the non-metered fuel market nearly always include delivery (provided the order is above the supplier’s minimum order level) so there seems to be little likelihood of hidden additional charges unless customers are buying small quantities of fuel. This might be a problem for those on low incomes, however, who buy fuel as and when they need it, rather than buying in bulk, and who therefore don’t benefit from better pricing, free delivery or any other economies of scale available on larger orders.

The mystery shopping element of the study indicates that prices in the non-metered fuel market can vary widely by supplier – by as much as 30% in the case of heating oil - suggesting that it is worth customers shopping around for the best deal. In reality, not many off-gas consumers are shopping around or switching suppliers – only a third of those interviewed in the telephone survey had switched supplier since moving into their current home. At the same time most feel it is easy to change, so the low levels of switching may be attributable to the relatively high levels of supplier satisfaction in the market combined with low awareness of the price variations that exist. For LPG customers it will likely be the result of being tied into a contract that prevents switching.

Most non-metered fuel suppliers are relatively flexible with deliveries and nearly all offer some kind of emergency provision to help prevent customers running out of fuel and having to go without heating.  Satisfaction with delivery is high suggesting that flexibility of delivery times and emergency provisions available in the market are working effectively. Only 7 per cent of off-gas consumers have experienced any problems or issues with fuel delivery.

Hardly any of the suppliers contacted during the mystery shopping assessments made reference to any formal complaints procedure in operation – in the event of something going wrong the customer was told to call the office or depot to resolve the problem. In the telephone survey, although the level of complaints was low (10 per cent having ever complained about their fuel supplier) a significant minority of those who had complained (over a quarter) said they had found it difficult to make the complaint. The absence of (or lack of promotion of) formal complaints procedures might be contributing to this.

Trade associations seem to have a low profile in the non-metered fuel market – membership or accreditation is not something mentioned spontaneously by suppliers when potential customers get in touch and, even when asked, very low proportions of suppliers say their company is a member of a trade association.  This suggests that membership or accreditation has a low perceived value among suppliers and is not perhaps felt to be important to customers.  Only a small proportion of off-gas consumers were able to say whether their current fuel supplier is a member of a trade association too, reinforcing the impression that suppliers either do not see the value of membership or are not promoting membership even when they do belong to a scheme or trade body. 
Likewise, few of the suppliers who said they were accredited were able to explain what the consumer benefits were. When questioned on what accreditation might mean to the customer, responses given were very vague. There were no mentions of relevant codes of practice or vulnerable persons’ protocols in the mystery shopping, suggesting a lack of structure to help vulnerable customers. 
Despite not having any formal protocols for vulnerable people, the majority of suppliers contacted in the mystery shopping were sympathetic to the needs of vulnerable customers and appeared willing to make special provision over and above the normal service to cater for their needs.  Many suppliers suggested additional services they could provide for a vulnerable customer (in our mystery shopping scenario a frail, elderly relative living alone), for example phoning in advance to let her know a delivery was on its way and carrying the fuel into the coal shed rather than leaving it on the drive for her to have to move. 

More information and advice about oil clubs would be useful to boost take-up in Scotland and help other heating oil users benefit from the cost savings they can bring – only around a third of the heating oil users interviewed had heard of oil clubs but most of those who belonged to one were very satisfied with how much they saved from being a member.  Perhaps more education about oil clubs and their benefits would help too – those not currently members had mixed views about the idea of joining one, so there are clearly some reservations that need to be overcome. In addition, heating oil suppliers should be encouraged to work with oil clubs – only a minority of the heating oil suppliers contacted in the mystery shopping assessments said they worked with oil clubs in the area.

Knowledge of any grants or financial assistance available for people who don’t have mains gas to heat their home is very low  – only 7 per cent of off-gas consumers could name a scheme or grant available unprompted and even when given a list, around half (52 per cent) had not heard of any of the schemes.  Raising awareness of the schemes and their eligibility criteria would therefore be helpful in encouraging those in need of assistance to apply. In Scotland, this may be a case of signposting Home Energy Scotland, or suppliers referring customers on to them.	Comment by Catrin Davies: I’ve added this in.  

The evidence suggests that support would be best targeted to younger people on low incomes and those in electricity-only households. 	Comment by Catrin Davies: I have changed this as suggested.

Appendix I

Detailed methodology

1.1	Consumer telephone survey of off-gas households

For the consumer survey a total of 252 adults living in off-gas households in Scotland were interviewed by telephone. All lived in areas of Scotland with a high penetration of off-gas households and all were solely or jointly responsible for paying fuel and energy bills in their household.

Off-gas consumers were identified in the following ways:
· An initial stage of desk research identified regions in Scotland with high penetration levels of off-gas consumers, primarily using the www.nongasmap.org.uk [footnoteRef:17] online resource. Detailed information at Data Zone[footnoteRef:18] level was obtained which then allowed the purchase of sample (Random Digit Dialling or RDD telephone numbers) at these targeted areas. To increase the inclusivity of the sample telephone numbers were also purchased for mobile-only households. All Data Zones selected for the sample frame had a high concentration of off-gas households (at a level of 65 per cent and above). The sample is therefore representative of areas with a high penetration of households off the mains gas network, but is not representative of Scotland as a whole.  [17:  Provided by DECC (Department for Energy & Climate Change)]  [18:  The data zone is the key small-area statistical geography in Scotland. The data-zone geography covers the whole of Scotland and nests within local authority boundaries. Data zones are groups of 2011 Census output areas and have populations of between 500 and 1,000 household residents. Where possible, they have been made to respect physical boundaries and natural communities. They have a regular shape and, as far as possible, contain households with similar social characteristics.
] 


· Through screening questions at the start of the interview it was established that participants were:

· Not connected to the mains gas grid (we went on to determine how they powered and heated their home);
· Aged 16 and over;
· Sole or joint energy bill-payers in their household.


A disproportionate sampling approach was adopted for the telephone survey overall and by fuel type within each country. So, within the overall sample of c1,000 interviews, the number of interviews conducted in Wales was boosted to c500. The sample for Scotland was also up-weighted (to 250) while as a result England was down-weighted to 250.  The number of interviews for Scotland and Wales was up-weighted to allow for reporting at individual nation level.

Furthermore, to obtain reasonable coverage of each non-gas fuel type within each nation, and to allow results for consumers using each to be analysed separately, a disproportionate strategy was employed for fuel type, as illustrated below:
	Table 6: Disproportionate sample design by fuel type

	
	Wales
	England
	Scotland
	TOTAL

	TOTAL SAMPLE
	500
	250
	250
	1,000

	
	% of sample
	No. interviews
	% of sample
	No. interviews
	% of sample
	No. interviews
	

	Electricity-only
	20
	100
	20
	50
	20
	50
	200

	Kerosene
	40
	200
	40
	100
	40
	100
	400

	LPG
	20
	100
	20
	50
	20
	50
	200

	Solid fuel
	20
	100
	20
	50
	20
	50
	200

	TOTAL
	100
	500
	100
	250
	100
	250
	1,000



Interlocking quotas were set to ensure that the sample interviewed was representative of people living in the selected Data Zones in Scotland in terms of age and gender within region.  At analysis stage, the data was weighted to fine-tune any imbalances between the sample profile and that of the population.  It was not possible to set demographic quotas for off-gas households or energy bill-payers specifically, however, since no demographic data could be sourced for these groups to provide information on their profile.

Table 7 below outlines the original quota for each of the categories used within the sampling strategy and the number of interviews achieved.

	Table 7: Quotas and achieved interviews

	
	Wales
	England
	Scotland

	
	Quota
	Achieved
	Quota
	Achieved
	Quota
	Achieved

	REGION (Wales)
	
	
	
	
	
	

	North
	204
	227
	
	
	
	

	Mid / West
	220
	197
	
	
	
	

	South
	76
	78
	
	
	
	

	REGION (England)
	
	
	
	
	
	

	North
	
	
	49
	45
	
	

	Midlands
	
	
	48
	48
	
	

	East of England
	
	
	39
	40
	
	

	South East & London
	
	
	52
	46
	
	

	South West
	
	
	62
	71
	
	

	Table 7: Quotas and achieved interviews continued..

	REGION (Scotland)
	
	
	
	
	
	

	Highlands, Islands, Moray and Aberdeenshire
	
	
	
	
	55
	71

	Central and Angus
	
	
	
	
	49
	54

	Strathclyde
	
	
	
	
	94
	61

	Lothian, Borders, Dumphries & Galloway
	
	
	
	
	52
	66

	GENDER
	
	
	
	
	
	

	Male
	256
	238
	127
	118
	131
	119

	Female
	244
	264
	123
	132
	119
	133

	AGE
	
	
	
	
	
	

	16-34
	135
	44
	77
	16
	74
	19

	35-54
	160
	177
	85
	96
	97
	98

	55+
	205
	264
	88
	138
	79
	123

	FUEL TYPE
	
	
	
	
	
	

	Electricity only
	100
	100
	50
	54
	50
	59

	Kerosene
	200
	201
	100
	118
	100
	111

	LPG
	100
	100
	50
	30
	50
	31

	Solid fuel
	100
	101
	50
	48
	50
	51



Towards the end of interviewing, quotas were relaxed for age and fuel type to enable interviewing to be completed within the allocated fieldwork period. At the data analysis stage, a rim weighting was applied to the final data set to bring the relative proportions of interviews achieved within each of the sampling categories back in-line with:

1. The profile of the universe within each country in terms of age and gender (using Census data)
1. The profile of off-gas consumers in each country.

Weighting factors applied to each interview ranged as follows:

· Wales: 	  0.31407 to 5.0277
· England:	  0.25334 to 7.25668
· Scotland:  0.20723 to 8.72348.

	Weighting factors of more than 2.0 applied to:

· Wales: 	  27 cases out of 502
· England:	  16 cases out of 250
· Scotland:  15 cases out of 252.


At the end of the interview participants’ willingness to take part in a further stage of research was established. 57 per cent of those interviewed in Scotland were willing for Beaufort to contact them again for research purposes.

Interviews lasted for around 12 minutes on average and were based on the structured questionnaire appended (see Appendix III).  An average of 3 calls was made to each participant in an attempt to secure an interview (ranging from 1 to 15 calls).   

Survey fieldwork ran from 5 January to 24 February 2016, with an initial pilot phase to test questionnaire length and participant comprehension in late December 2015.

1.2	Follow on depth interviews

Following the completion of the quantitative survey, a number of in-depth, qualitative interviews were conducted with selected people identified through the survey. The aim was to explore their experiences of living without mains gas in more depth and develop case studies to illustrate key issues relating to specific consumer types. 

A range of consumers were selected for the depth interviews, with a particular focus on those who were less satisfied with their current heating system or supplier or who had experienced issues with deliveries or payments or something else. In the interests of balance, we also included some consumers who were very satisfied with their current heating system or supplier, to highlight good practice. When selecting interviewees, vulnerable consumers, such as older people, those with disabilities, those on low incomes and those with young children were prioritised. All had taken part in the telephone survey and all had said they were willing to be re-contacted for further research.

The sample of 20 depth interviews in Scotland covered users of different fuel types (electricity, heating oil, solid fuel and LPG) across a range of regions and ages. 

Interviews were conducted by telephone and lasted between around 15 minutes to 30 minutes.  The discussions were free-flowing but centred around a topic guide (see Appendix IV). All participants received a gift token to the value of £10 as a thank-you for their time.

Depth interviews were carried out by three highly experienced facilitators from Beaufort’s qualitative team (Adam Blunt, John Dickinson and Catrin Davies) and fieldwork took place between 29 February and 11 March 2016.

Extracts from case studies are used in the report to illustrate key themes emerging from the quantitative findings and are provided in full in Appendix V.  All names have been changed in the case studies.

1.3	Supplier mystery shopping

A series of mystery calls were made by telephone to a sample of 72 non-metered fuel suppliers across Scotland, England and Wales.

Callers used the scenario that they were phoning on behalf of their elderly mother who was thinking of changing supplier and was looking for a quote for a specific quantity of fuel (see pen portraits in Appendix VI).  Information from each call was recorded on an assessment form (see Appendix VII) which was then input into an anonymised spreadsheet containing details of all 72 assessments carried out. This has been provided separately to Citizens Advice.

The sample for Scotland and England was sourced by Beaufort from a specialist business information data provider, while for Wales a list of suppliers was provided by Citizens Advice for sampling.

A total of 24 assessments were made for each nation, broken down by fuel type as follows:

· 10 with heating oil suppliers
· 10 with solid fuel suppliers (half coal and half wood)
· 4 with LPG suppliers

Within each fuel type, a range of supplier size was obtained (as much as was possible), to ensure that smaller and larger companies were included in the sample. Each country was also split by region so that suppliers within all areas were contacted. 

The scenarios and assessment forms were piloted on 13 January 2016. After a comprehensive briefing for the team of assessors, which included input from Citizens Advice, fieldwork was carried out between 25 January and 1 February 2016. The duration of calls varied between 4 minutes to 20 minutes.




1.4	Citizens Advice office interviews

The last element of the project was a stand-alone survey of a sample of consumers without access to mains gas interviewed by representatives from Citizens Advice offices in England and Wales. This was not conducted in Scotland. 






Appendix II

Profile of the consumer telephone survey sample

Profile of the Scotland sample

Table 7 below outlines the demographic profile of the sample, showing the actual number of interviews completed with each group against the weighted proportion:  

	Table 7 Profile of sample by demographics

	

	Region *
	No.   of interviews
	 Weighted %

	Highlands, Islands, Moray and Aberdeenshire
	71
	24

	Central and Angus
	54
	21

	Strathclyde
	61
	35

	Lothian, Borders, Dumfries & Galloway 
	66
	20

	Age
	
	

	16 - 34
	19
	27

	35 – 44
	33
	11

	45 - 54
	71
	23

	55 - 64
	56
	16

	65+
	73
	24

	Gender
	
	

	Male
	119
	50

	Female
	133
	50

	Social class
	
	

	AB
	46
	19

	C1
	75
	32

	C2
	53
	19

	DE
	53
	22

	Refused
	25
	9

	Children living in household
	
	

	Yes
	59
	28

	No
	190
	71


	Base: all survey participants in Scotland (252)


	Table 12: Profile of sample by demographics – continued

	

	Fuel type
	No.   of interviews
	 Weighted %

	Electricity
	59
	27

	Heating oil
	111
	54

	LPG
	31
	9

	Solid fuel
	51
	10

	Number of people living in household
	
	

	1
	62
	21

	2
	100
	40

	3+
	87
	38

	Anyone with long term illness, health problem or disability in household
	
	

	Yes – participant
	37
	12

	Yes – other member of household
	18
	5

	No
	200
	84

	Employment status
	
	

	Working full-time
	94
	40

	Working part-time
	43
	14

	Self-employed
	5
	3

	Unemployed and seeking work
	19
	8

	Retired 
	73
	22

	Looking after home
	8
	4

	Carer
	3
	2

	Long-term sick / disabled
	2
	1


	Base: all survey participants in Scotland (252)

	
* Note: regions include the following Local Authorities:

Highlands, Islands, Moray and Aberdeenshire: Highland, Moray, Aberdeenshire, Aberdeen City, Western Isles, Shetlands, Orkney

Central and Angus: Perth and Kinross, Angus, Dundee City, Fife, Clackmannanshire, Falkirk, Stirling 

Strathclyde: Argyll and Bute, North Ayrshire, East Ayrshire, South Ayrshire, Inverclyde, Renfrewshire, East Renfrewshire, Glasgow City, West Dunbartonshire, East Dunbartonshire, North Lanarkshire, South Lanarkshire, 

Lothian, Scottish Borders, Dumfries and Galloway: West Lothian, City of Edinburgh, East Lothian, Midlothian, Scottish Borders, Dumfries & Galloway   
Appendix III

Consumer telephone survey questionnaire


































Appendix IV

Qualitative depth interviews topic guide




Appendix V

Qualitative case studies



Appendix VI

Mystery shopping pen portraits

	





Appendix VII

Mystery shopping assessment form














































Appendix VIII

Citizens Advice office questionnaire
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Figure 7: Satisfaction with payment methods available (non-metered 

fuel consumers) %

Base: non-metered fuel consumers (unweighted = 193, weighted = 184)
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Figure 7: Satisfaction with payment methods available (non-metered fuel consumers) %

Base: non-metered fuel consumers (unweighted = 193, weighted = 184)





Very satisfied	

Solid fuel	LPG	Heating oil	Total	47	51	57	55	Fairly satisfied	

Solid fuel	LPG	Heating oil	Total	40	43	35	37	Not very satisfied	

Solid fuel	LPG	Heating oil	Total	1	4	1	2	Not at all satisfied	

Solid fuel	LPG	Heating oil	Total	1	1	Don't know	

Solid fuel	LPG	Heating oil	Total	12	2	5	5	
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			 			Very satisfied			Fairly satisfied			Not very satisfied			Not at all satisfied			Don't know


			Solid fuel			47			40			1						12


			LPG			51			43			4						2


			Heating oil			57			35			1			1			5


			Total			55			37			2			1			5
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Figure 8:  Affordability of current method of heating home %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 8:  Affordability of current method of heating home %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Very affordable	

Solid fuel	LPG	Heating oil	Electricity	Total	34	26	48	14	36	Fairly affordable	

Solid fuel	LPG	Heating oil	Electricity	Total	54	51	39	51	45	Not very affordable	

Solid fuel	LPG	Heating oil	Electricity	Total	10	16	10	25	15	Not at all affordable	

Solid fuel	LPG	Heating oil	Electricity	Total	2	8	2	7	4	Don't know	



Solid fuel	LPG	Heating oil	Electricity	Total	1	3	1	
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			Solid fuel			34			54			10			2


			LPG			26			51			16			8


			Heating oil			48			39			10			2			1


			Electricity			14			51			25			7			3


			Total			36			45			15			4			1
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Figure 9: Affordability of current method of heating home, by 

demographics %

Socio-economic 

grade

Working status

Base: non-metered fuel consumers (unweighted = 252, weighted = 252)
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Figure 9: Affordability of current method of heating home, by demographics %

Socio-economic grade

Working status

Base: non-metered fuel consumers (unweighted = 252, weighted = 252)





Column1	Retired	Unemployed / long-term sick or not working	Working	C2DE	ABC1	All	24	27	13	20	15	18	



Microsoft_Excel_Worksheet1.xlsx

Sheet1


			 			Column1


			Retired			24
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Figure 10:  Satisfaction with delivery options available (non-metered 

fuel consumers) %

Base: non-metered fuel consumers: (unweighted = 193, weighted = 184)
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Figure 10:  Satisfaction with delivery options available (non-metered fuel consumers) %

Base: non-metered fuel consumers: (unweighted = 193, weighted = 184)





Very satisfied	

Solid fuel	LPG	Heating oil	Total	60	60	77	73	Fairly satisfied	

Solid fuel	LPG	Heating oil	Total	22	35	21	23	Not very satisfied	

Solid fuel	LPG	Heating oil	Total	2	0.5	Not at all satisfied	

Solid fuel	LPG	Heating oil	Total	1	1	1	Not applicable (don't get fuel delivered)	

Solid fuel	LPG	Heating oil	Total	7	5	1	Don't know	

Solid fuel	LPG	Heating oil	Total	8	1	1	
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			 			Very satisfied			Fairly satisfied			Not very satisfied			Not at all satisfied			Not applicable (don't get fuel delivered)			Don't know


			Solid fuel			60			22			2			1			7			8


			LPG			60			35									5


			Heating oil			77			21						1						1


			Total			73			23			0.5			1			1			1
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Figure 11:  Satisfaction with current heating system %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 11:  Satisfaction with current heating system %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Very satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	43	31	60	22	45	Fairly satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	43	53	30	47	38	Not very satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	1	10	6	25	11	Not at all satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	7	6	4	4	4	Don't know	Solid fuel	LPG	Heating oil	Electricity	Total	6	1	1	1	
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			Solid fuel			43			43			1			7			6


			LPG			31			53			10			6


			Heating oil			60			30			6			4			1


			Electricity			22			47			25			4			1


			Total			45			38			11			4			1
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Figure 12: Satisfaction with current heating system by demographics 

Working 

status

People with a 

disability in the 

household

Age

% satisfied

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 12: Satisfaction with current heating system by demographics 

Working status

People with a disability in the household

Age

% satisfied

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Column1	

Retired	Unemployed /other not working	Working	Yes	No	Aged 55 and over	Aged under 55 years	All	89	66	87	73	85	90	79	83	
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Figure 13:  How easy to use is your current heating system %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 13:  How easy to use is your current heating system %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Very easy	

Solid fuel	LPG	Heating oil	Electricity	Total	49	61	81	76	75	Fairly easy	

Solid fuel	LPG	Heating oil	Electricity	Total	24	35	18	17	20	Not very easy	

Solid fuel	LPG	Heating oil	Electricity	Total	20	1	7	5	Not at all easy	

Solid fuel	LPG	Heating oil	Electricity	Total	7	4	1	
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			 			Very easy			Fairly easy			Not very easy			Not at all easy


			Solid fuel			49			24			20			7


			LPG			61			35						4


			Heating oil			81			18			1


			Electricity			76			17			7


			Total			75			20			5			1
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Figure 14:  Satisfaction with supplier’s quality of service overall %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 14:  Satisfaction with supplier’s quality of service overall %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Very satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	73	62	87	38	70	Fairly satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	14	28	13	51	25	Not very satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	7	4	2	Not at all satisfied	

Solid fuel	LPG	Heating oil	Electricity	Total	3	1	Don't know	

Solid fuel	LPG	Heating oil	Electricity	Total	13	3	4	3	
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			Solid fuel			73			14									13


			LPG			62			28			7						3


			Heating oil			87			13


			Electricity			38			51			4			3			4


			Total			70			25			2			1			3
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Figure 15: Satisfaction with supplier’s quality of service by 

demographics %

People with 

disability in 

household

Socioeconomic 

grade

% very satisfied

Base: all off-gas consumers  (unweighted = 252, weighted = 252)
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Figure 15: Satisfaction with supplier’s quality of service by demographics %

People with disability in household

Socioeconomic grade

% very satisfied

Base: all off-gas consumers  (unweighted = 252, weighted = 252)





Column1	

Yes	No	C2DE	ABC1	All	57	72	74	66	70	



Microsoft_Excel_Worksheet1.xlsx

Sheet1


			 			Column1


			Yes			57


			No			72





			C2DE			74


			ABC1			66





			All			70












































































image1.jpg

tv hafan






image2.jpeg

beaufortresearch













image24.emf
6

8

13

11

14

10

9

37

7

5

14

16

19

12

44

7

3

13

18

19

18

39

18

11

3

23

2

32

5

6

8

13

14

19

25

26

Deliver when I want / convenient

Helful / friendly / polite staff (delivery, taking

orders)

Easy / straightforward / simple

Always deliver on time / when scheduled to

deliver / reliable

Cheap / good price / competitive

Good service / will go the extra mile

Quick delivery / prompt service

Never had any problems/ complaints

Total

Electricity

Heating oil

LPG

Solid fuel

Multiple 

responses 

possible

Figure 16: Main reasons for satisfaction with supplier’s quality of 

service %

Base: off-gas consumers who are satisfied with their suppliers’ quality of service: (unweighted = 232, weighted = 239)
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Figure 16: Main reasons for satisfaction with supplier’s quality of service %

Base: off-gas consumers who are satisfied with their suppliers’ quality of service: (unweighted = 232, weighted = 239)





Solid fuel	

Deliver when I want / convenient	Helful / friendly / polite staff (delivery, taking orders)	Easy / straightforward / simple	Always deliver on time / when scheduled to deliver / reliable	Cheap / good price / competitive	Good service / will go the extra mile	Quick delivery / prompt service	Never had any problems/ complaints	6	8	13	11	14	10	9	37	LPG	

Deliver when I want / convenient	Helful / friendly / polite staff (delivery, taking orders)	Easy / straightforward / simple	Always deliver on time / when scheduled to deliver / reliable	Cheap / good price / competitive	Good service / will go the extra mile	Quick delivery / prompt service	Never had any problems/ complaints	7	5	14	16	19	12	44	Heating oil	

Deliver when I want / convenient	Helful / friendly / polite staff (delivery, taking orders)	Easy / straightforward / simple	Always deliver on time / when scheduled to deliver / reliable	Cheap / good price / competitive	Good service / will go the extra mile	Quick delivery / prompt service	Never had any problems/ complaints	7	3	13	18	19	18	39	18	Electricity	

Deliver when I want / convenient	Helful / friendly / polite staff (delivery, taking orders)	Easy / straightforward / simple	Always deliver on time / when scheduled to deliver / reliable	Cheap / good price / competitive	Good service / will go the extra mile	Quick delivery / prompt service	Never had any problems/ complaints	11	3	23	2	32	Total	

Deliver when I want / convenient	Helful / friendly / polite staff (delivery, taking orders)	Easy / straightforward / simple	Always deliver on time / when scheduled to deliver / reliable	Cheap / good price / competitive	Good service / will go the extra mile	Quick delivery / prompt service	Never had any problems/ complaints	5	6	8	13	14	19	25	26	
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			 			Solid fuel			LPG			Heating oil			Electricity			Total


			Deliver when I want / convenient			6			7			7						5


			Helful / friendly / polite staff (delivery, taking orders)			8			5			3			11			6


			Easy / straightforward / simple			13						13						8


			Always deliver on time / when scheduled to deliver / reliable			11			14			18						13


			Cheap / good price / competitive			14			16			19			3			14


			Good service / will go the extra mile			10			19			18			23			19


			Quick delivery / prompt service			9			12			39			2			25


			Never had any problems/ complaints			37			44			18			32			26
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Figure 17: Whether consumers made a complaint or wanted to make a 

complaint about service received from their fuel supplier %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 17: Whether consumers made a complaint or wanted to make a complaint about service received from their fuel supplier %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Total	Made a complaint	Wanted to make a complaint	Not made a complaint	Don't know	10	0.5	89	1	Electricity	Made a complaint	Wanted to make a complaint	Not made a complaint	Don't know	23	77	Heating oil	Made a complaint	Wanted to make a complaint	Not made a complaint	Don't know	3	1	97	LPG	Made a complaint	Wanted to make a complaint	Not made a complaint	Don't know	12	88	Solid fuel	Made a complaint	Wanted to make a complaint	Not made a complaint	Don't know	8	83	9	



Microsoft_Excel_Worksheet1.xlsx

Sheet1


			 			Total			Electricity			Heating oil			LPG			Solid fuel


			Made a complaint			10			23			3			12			8


			Wanted to make a complaint			0.5						1


			Not made a complaint			89			77			97			88			83


			Don't know			1												9
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Figure 18: How easy or difficult it was to make a complaint %

Base: off-gas consumers who have ever made a complaint about service received from their fuel supplier = 

24

–

NB small 

base size
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Figure 18: How easy or difficult it was to make a complaint %

Base: off-gas consumers who have ever made a complaint about service received from their fuel supplier = 24 – NB small base size





Total	







Very easy	Fairly easy	Not very easy	Not at all easy	40	34	3	24	
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			Very easy			40


			Fairly easy			34


			Not very easy			3
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Figure 19: Experience of switching supplier whilst living in in current 

home  %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 19: Experience of switching supplier whilst living in in current home  %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Never switched	

Solid fuel	LPG	Heating oil	Electricity	Total	50	76	55	79	63	Have switched	

Solid fuel	LPG	Heating oil	Electricity	Total	33	24	42	20	33	
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			 			Never switched			Have switched


			Solid fuel			50			33


			LPG			76			24


			Heating oil			55			42


			Electricity			79			20


			Total			63			33
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Figure 20: Experience of switching supplier by demographics % 
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economic 
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Working 

status

% who have switched supplier

Base: all off-gas consumers: (unweighted = 252, weighted = 525)


Microsoft_PowerPoint_Slide20.sldx
Figure 20: Experience of switching supplier by demographics % 

Region

Socio-economic grade

Working status

% who have switched supplier

Base: all off-gas consumers: (unweighted = 252, weighted = 525) 





Column1	

Retired	Unemployed / long term sick or not working	Working	C2DE	ABC1	Lothian, Borders, Dumfries 	&	 Galloway 	Strathclyde	Central and Angus	Highlands, Islands, Moray and Aberdeenshire	All	34	22	38	23	41	41	34	40	21	33	
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Figure 21: Sources of information used to find a new supplier %

Base: off-gas consumers who have switched fuel supplier during their period in their current home (unweighted = 91, weighted = 84)
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Figure 21: Sources of information used to find a new supplier %

Base: off-gas consumers who have switched fuel supplier during their period in their current home (unweighted = 91, weighted = 84)





Column1	Don't know / can't remember	Other	Through oil club	TV advertising	Phone / ringing around	Saw vans in the area / supply to the area	Internet (general) / Google	Local newspapers	Previous experience / previous customer	Utilities comparison website (e.g. uSwitch)	Local directories 	Supplier websites	Word of mouth recommendation	9	2	2	2	2	3	5	5	6	9	11	18	43	
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Figure 22:  How easy is it to switch fuel supplier %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 22:  How easy is it to switch fuel supplier %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Very easy	

Solid fuel	LPG	Heating oil	Electricity	Total	36	26	68	28	50	Fairly easy	Solid fuel	LPG	Heating oil	Electricity	Total	21	24	21	36	25	Not very easy	Solid fuel	LPG	Heating oil	Electricity	Total	7	23	2	4	5	Not at all easy	Solid fuel	LPG	Heating oil	Electricity	Total	7	9	14	5	Don't know	Solid fuel	LPG	Heating oil	Electricity	Total	28	19	9	18	14	
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Figure 23: Whether fuel supplier is a member of a trade association % 

Fuel type

Working 

status

% saying yes

Base: all off-gas consumers: (unweighted = 193, weighted = 184)
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Figure 23: Whether fuel supplier is a member of a trade association % 

Fuel type

Working status

% saying yes

Base: all off-gas consumers: (unweighted = 193, weighted = 184)





Column1	Retired	Unemployed / long-term sick or not working 	Working	Solid fuel	LPG	Heating oil	All	27	13	17	22	43	13	18	
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Figure 25: Awareness and experience of oil clubs (heating oil 
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Base: all heating oil consumers (unweighted = 111, weighted = 136)

Figure 25: Awareness and experience of oil clubs (heating oil consumers) %



Awareness of oil clubs

Experience of oil clubs





No	

65	Yes	

35	



Column1	

I am a member of an oil club	There's an oil club in my area but I'm not a member	I don't know if there's an oil club in my area	16	22	62	
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Figure 26: Interest in joining an oil club if one were available locally %

Base: heating oil consumers who are not members of an oil club: (unweighted = 105, weighted = 129)


Microsoft_PowerPoint_Slide25.sldx
Figure 26: Interest in joining an oil club if one were available locally %

Base: heating oil consumers who are not members of an oil club: (unweighted = 105, weighted = 129)
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Figure 27:  How much consumers know about the use of renewable 

(green) technologies for heating %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 27:  How much consumers know about the use of renewable (green) technologies for heating %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 28: Whether consumers would consider using renewable 

(green) technologies to heat their home %

Base: those who know a lot / a little about renewable (green) technologies: (unweighted = 198, weighted = 207)
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Figure 28: Whether consumers would consider using renewable (green) technologies to heat their home %

Base: those who know a lot / a little about renewable (green) technologies: (unweighted = 198, weighted = 207)
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Microsoft_Excel_Worksheet1.xlsx

Sheet1


			 			Solid fuel			LPG			Heating oil			Electricity			Total


			No			28			31			51			50			47


			Yes - possibly			29			27			24			10			21


			Yes - definitely			36			28			21			37			28





































image1.jpg

tv hafan






image2.jpeg

beaufortresearch













image36.emf
61

4

9

2

30

15

70

4

5

24

19

51

3

12

12

25

31

45

9

10

19

28

24

52

4

10

13

26

27

No, none of these

Energy Company Obligation (ECO)

Ofgem's Fuel Poor Network Extension

Scheme

Nest

Feed-in-Tariff (FiT)

Renewable Heat Incentive (RHI)

Total

Electricity

Heating oil

LPG

Solid fuel

Multiple 

responses 

possible

Figure 29: Prompted awareness of grants or schemes  providing 

financial help for off-gas consumers %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)
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Figure 29: Prompted awareness of grants or schemes  providing financial help for off-gas consumers %

Base: all off-gas consumers: (unweighted = 252, weighted = 252)





Solid fuel	

No, none of these	Energy Company Obligation (ECO)	Ofgem's Fuel Poor Network Extension Scheme	Nest	Feed-in-Tariff (FiT)	Renewable Heat Incentive (RHI)	61	4	9	2	30	15	LPG	

No, none of these	Energy Company Obligation (ECO)	Ofgem's Fuel Poor Network Extension Scheme	Nest	Feed-in-Tariff (FiT)	Renewable Heat Incentive (RHI)	70	4	5	24	19	Heating oil	

No, none of these	Energy Company Obligation (ECO)	Ofgem's Fuel Poor Network Extension Scheme	Nest	Feed-in-Tariff (FiT)	Renewable Heat Incentive (RHI)	51	3	12	12	25	31	Electricity	

No, none of these	Energy Company Obligation (ECO)	Ofgem's Fuel Poor Network Extension Scheme	Nest	Feed-in-Tariff (FiT)	Renewable Heat Incentive (RHI)	45	9	10	19	28	24	Total	

No, none of these	Energy Company Obligation (ECO)	Ofgem's Fuel Poor Network Extension Scheme	Nest	Feed-in-Tariff (FiT)	Renewable Heat Incentive (RHI)	52	4	10	13	26	27	
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Figure 30: Whether consumers have ever applied to a scheme to 

improve energy efficiency of their home %

Base: all off-gas consumers: (unweighted =252, weighted = 252)
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Figure 30: Whether consumers have ever applied to a scheme to improve energy efficiency of their home %

Base: all off-gas consumers: (unweighted =252, weighted = 252)





Solid fuel	No	Yes	81	17	LPG	No	Yes	71	29	Heating oil	No	Yes	71	29	Electricity	No	Yes	72	28	Total	No	Yes	72	27	
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Figure 31: Which energy efficiency scheme they applied to %

Base: those who have applied to a scheme to improve energy efficiency of their home (unweighted = 70, weighted = 68)
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Figure 31: Which energy efficiency scheme they applied to %

Base: those who have applied to a scheme to improve energy efficiency of their home (unweighted = 70, weighted = 68)





Column1	Don't know / can't remember	Other	British Gas	Feed-in-Tariff (FiT)	Local authority scheme	Scottish Government Scheme	Green Deal	Government funded help with loft insulation	68	13	2	2	3	4	5	7	
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