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Ofgem Switching Omnibus (Customer Engagement Tracker) Survey 2015 

Topline Results 
 

1. This topline shows the results for a face-to-face survey conducted among a representative 
quota sample of 2,004 residents of Great Britain in the period 6th-22nd March. Comparisons, 
where available, are shown with surveys in 2014, 2013, 2012 and 2011 

2. Data are weighted by sex, age, social class, region and working status 

3. Where results do not sum to 100, this may be due to multiple responses, computer rounding or 
the exclusion of don’t knows/not stated 

4. Results are based on all respondents unless otherwise stated (most based on all with gas or all 
with electricity) 

5. An asterisk (*) represents a value of less than one half or one percent, but not zero 

 

OG01. Do you have mains gas and/or mains electricity in your home?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % %   
  Yes – Mains electricity 94 94 95 97 98  

  Yes – Mains gas 85 80 83 89 88  

  No – Neither 1 2 2 1 1  

  Don’t know 1 1 * * -  

  Refused 1 1 - - -  
Base:  All respondents (2,004) 
 
OG02. Are you responsible or jointly responsible for the gas or electricity bills in your 

household? 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes 77 79 73 73 75  

  No 23 21 27 27 25  
Base:  All who have mains electricity and/or gas (1,986) 
  



 
OG03. Do you have the same supplier for both electricity and gas?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Yes 87 88 90 90 91  

  No 12 10 10 8 8  

  Don’t know 2 2 1 1 1  
Base: All who have both mains electricity and gas, and are responsible for bills (1,305) 
 
OG04. IF YES: Are you on a dual fuel deal?  

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes 74 72 75 73 73  

  No 15 15 19 20 20  

  Don’t know 11 14 6 8 8  
Base: All with same supplier for both fuels (1,192) 
 
OG05.  In the last year, have you received information from your supplier about:   

    March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

    % % % % 
  The name of the tariff you are on 

(your tariff is the pricing plan for the 
electricity and/or gas you use)? 

Yes 48 54 59 59 

   No 37 42 35 35 

   Don’t know 15 4 6 6 

  Any changes to your tariff? Yes 40 40 43 39 

   No 48 56 52 56 

   Don’t know 12 4 5 5 

  The forecast cost of your energy 
consumption over the coming year 

Yes 44 47 52 57 

   No 43 48 43 38 

   Don’t know 13 4 6 5 
Base: All with gas or electricity who are responsible or jointly responsible for bills (1,498) 
 
OG06. Approximately how much do you spend on home energy, that is electricity and mains gas (if 

you have it)?  You may answer per year, per month or per week if you prefer, but it needs to 
be on average for the whole year, including the winter. (Replies translated into annual figures) 

 

        
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  0-£700 17 13 13 13  

  £701-£1200 40 42 39 43  

  £1201-£1500 12 13 13 12  

  £1501+ 19 23 25 22  

  Don’t know 13 9 9 9  

  Mean £1,259 £1,258 £1,276 £1,232  
Base: All responsible or jointly responsible for bills (1,498) 
 



OG07. Are you on a fixed term tariff for gas, for electricity or for both? A fixed term tariff is a 
tariff that has a definite end date21 

 

        
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Yes – gas  2 1 1  

  Yes – electricity n/a 10 8 8  

  Yes (either) 38 53 56 57  

  Yes - both n/a 41 47 48  

  No 42 39 36 35  

  Don’t know 21 9 8 8  
Base: All responsible or jointly responsible for bills (1,498) 
 
OG08. How do you pay for the gas you use?   
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Monthly Direct Debit 70 69 68 67 64  

  Quarterly Direct Debit - - 8 6 7  

  Pay by cheque, cash or card on 
receipt of your bill  

14 13 8 9 10  

  Prepayment Meter 11 11 12 13 15  

  Fuel Direct (where a set amount 
is deducted from your benefits 

before you receive them) 

- - * * -  

  Weekly/Fortnightly payment 
scheme 

1 1 1 1 1  

  Payment card/book that I use 
whenever I choose (Ad Hoc) 

2 2 2 3 2  

  Other 1 2 * * *  

  Don’t know 1 2 * * *  
Base:  All with mains gas and responsible for bill (1,310) 
 
OG09. Are you on an online tariff, that is, a gas account that you have to manage over the 

internet? 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

     % % % % %  
  Yes 21 22 27 31 32  

  No 75 73 71 67 66  

  Don’t know 4 5 2 2 2  
Base: All those who have mains gas in their home and are responsible for the bill (1,310) 
 



OG10. How do you pay for the electricity you use?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Monthly Direct Debit 70 68 65 66 62  

  Quarterly Direct Debit - - 8 6 8  

  Pay by cheque, cash or card on 
receipt of your bill  

13 13 8 10 9  

  Prepayment Meter 12 12 14 15 16  

  Fuel Direct (where a set amount 
is deducted from your benefits 

before you receive them) 

* - * * -  

  Weekly/Fortnightly payment 
scheme 

1 1 1 1 1  

  Payment card/book that I use 
whenever I choose (Ad Hoc) 

2 2 1 2 2  

  Other 2 2 1 * *  

  Don’t know 1 1 * * *  
Base:  All with mains electricity and responsible for bill (1,493) 
 
 
 
OG11. Are you on an online tariff, that is, an electricity account you have to manage over the 

internet? 
 

   January ‘11 March ‘12 March ‘13 March ‘14 March ‘15  
     % % % % %  
  Yes 19 22 25 29 32  

  No 77 73 73 69 66  

  Don’t know 3 5 2 2 2  
Base:  All with mains electricity and responsible for bill (1,493) 
 
OG12a. Did you switch your gas supplier in 2014?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Yes 15 13 11 13 12  

  No/Don’t know 85 87 89 87 88  
Base:  All with mains gas and responsible for bill (1,310) 
 
OG12b. And have you switched your gas supplier so far in 2015? 

 
 

   March ‘12 March ‘13 March ‘14 March ‘15  
   % % %   
  Yes 4 3 4 4  

  No/Don’t know 96 97 96 96  
Base:  All with mains gas and responsible for bill (1,310) 
 



OG13. Did you switch your gas supplier at any time before 2014? 
 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes 30 27 28 30 32  

  No/ Don’t know 70 73 72 70 68  
Base:  All who did not switch gas supplier during 2014/2015 (1,103) 
 
OG14. How many times have you ever switched your gas supplier? 

 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Once 56 44 38 37 45  

  Twice 21 19 25 26 22  

  Three times (“or more” - before 
2011) 

12 21 19 18 18  

  Four times or more 11 15 17 20 15  
Base:  All who have ever switched gas supplier (548) 
 
OG15a. Even though you stayed with the same gas supplier in 2014 and so far in 2015, did you 

change the tariff you have with them or the method by which you pay them? 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes – changed tariff  9 11 12 11  

  Yes – changed payment method  4 5 4 3  

  Yes (either) 12 12 16 15 13  

  No 84 88* 85* 85* 87*  

  Don’t Know 4      
Base:  All who have not switched gas supplier in 2014/15 (1,103) *No/DK combined in 2012, 2013, 2014 
& 2015 
 
OG15b. When you switched gas supplier in 2014 or 2015, did you also change your payment 

method at the same time? 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 15 9 13  

  No/Don’t know 85 91 86  
Base: All those who switched gas supplier during 2014/2015 (207) 
 



OG15c. What method of payment for gas did you change from?  

   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Monthly Direct Debit 6 6 5 6  

  Quarterly Direct Debit n/a 6 8 4  

  Pay by cheque, cash or card on 
receipt of your bill 

10 12 6 9  

  Prepayment Meter 3 1 1 5  

  Fuel Direct (where a set amount 
is deducted from your benefits 

before you receive them) 

- - - -  

  Weekly/Fortnightly payment 
scheme 

1 1 - -  

  Payment card/book that I use 
whenever I choose (Ad Hoc) 

- - 1 2  

  Other (Please specify) 1 2 2 2  

  Did not change payment method 70 71 76 70  

  Don’t know 8 - - -  
Base: All those who have changed tariff or payment method for gas in past year (175) 
 
OG16a. Did you switch your electricity supplier in 2014?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Yes 17 14 12 13 13  

  No/Don’t know 83 86 88 87 87  
Base:  All who have mains electricity and are responsible for bill (1,493) 
 
OG16b. And have you switched your electricity supplier so far in 2015?  
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Yes 3 2 4 4  

  No/Don’t know 97 98 96 96  
Base:  All who have mains electricity and are responsible for bill (1,493) 
 
OG17. Did you switch your electricity supplier at any time before 2014?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Yes 28 24 29 27 28  

  No 72 76 71 73 72  
Base:  All who did not switch electricity supplier in 2014/15 (1,254) 
 



OG18. How many times have you ever switched your electricity supplier?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Once 56 44 42 35 43  

  Twice 20 22 23 26 23  

  Three times (“or more” -before 
2011) 

14 20 19 18 17  

  Four times or more 10 15 16 22 16  
Base:  All who have ever switched electricity supplier (573) 
 
OG19a. Even though you stayed with the same electricity supplier in 2014 and so far in 2015, did 

you change the tariff you have with them or the method by which you pay them?  
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes – changed tariff  10 10 10 9  

  Yes – changed payment method  3 6 3 3  

  Yes (either) 10 12 16 13 11  

  No 86 88* 85* 87* 89*  

  Don’t Know 3      
Base:  All who have not switched electricity supplier in 2014/15 (1,254) *No/DK combined in 2012, 2013, 
2014 & 2015 
 
OG19b. When you switched electricity supplier in 2014 or 2015, did you also change your 

payment method at the same time?22 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 16 12 12  

  No/Don’t know 84 88 88  
Base: All who have switched electricity supplier in 2014/15 (239) 
 



OG19c. What method of payment for electricity did you change from?  

   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Monthly Direct Debit 4 6 5 6  

  Quarterly Direct Debit23  6 7 4  

  Pay by cheque, cash or card on 
receipt of your bill 

14 15 9 9  

  Prepayment Meter 2 3 2 5  

  Fuel Direct (where a set amount 
is deducted from your benefits 

before you receive them) 

- - - -  

  Weekly/Fortnightly payment 
scheme 

- * - -  

  Payment card/book that I use 
whenever I choose (Ad Hoc) 

1 - 1 -  

  Other (Please specify) 1 2 1 1  

  Did not change payment method 74 66 75 75  

  Don’t know 4 - - 1  
Base: All those who have changed tariff or payment method for electricity in past year (184) 
 
Summary 1  
   March 

‘10 
January 

‘11 
March  

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % % %  
  Ever switched gas 

supplier 
43 41 37 38 42 43  

  Ever switched 
electricity supplier 

42 40 35 38 39 39  

Base:  All who have each fuel and pay bills (1310 gas, 1493 electricity) 
 
Summary 2  
   March 

‘10 
January 

‘11 
March  

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % % %  
  Switched either fuel in 

last year* 
19 18 15 14 14 14  

  Switched either fuel 
ever 

46 43 38 40 42 43  

Base:  All with either fuel and pay bills (1498)     *last year = 2014 



OG20. Did you know it was possible to change to a different tariff or method of payment with 
your current supplier? 

 

   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Yes – knew possible to change 

tariff* 
 34 23 18  

  Yes - knew possible to change 
method of payment* 

 5 5 4  

  Yes – knew possible to change 
both* 

 43 53 59  

  Yes (either) 68 82 81 81  

  No 28 17 18 19  

  Don’t know 5 1 1 1  
Base:  All those who have not changed gas or electricity tariff or payment method (1,310) *before 2013, 
‘Yes’ option was not segmented 3 ways 
 
OG21. Did you know it was possible to switch to a different gas or electricity supplier?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Yes (either) 87 82 84 84 83  

  Yes – knew possible to switch 
both 

 79 77 78 76  

  Yes- electricity but not gas  2 2 2 2  

  Yes- gas but not electricity  1 5 3 5  

  No 10 16 16 15 17  

  Don’t know 3 3 1 1 *  
Base:  All who have never switched either (875) 
 



OG22. For each of the items here could you please say which of them, if any, apply to you?  
   January ‘11 March ‘12 March ‘13 March ‘14 March ‘15 

   % % % % % 
  I’m happy with my current supplier/s  77 78 55 56 50 

  I’ve checked prices of other suppliers 
and I think I’m on the best deal24  

13 9 12 11 10 

  I don’t think there is any difference 
between the suppliers to make 

switching worthwhile25 

20 13 17 21 20 

  Switching is a hassle 22 20 27 30 30 

  I am unsure about where to get 
information to help me make a good 

choice 

4 2 6 4 5 

  I am in debt with my current supplier/s 
so don’t think I can switch 

1 1 2 2 2 

  I live in rented accommodation and 
don’t think my landlord will allow me to 

switch26  

3 3 3 4 5 

  I wouldn’t know how to switch even if I 
wanted to 

2 3 4 3 5 

  My supplier has told me I can’t switch n/a 1 2 2 2 
Base:  All who have never switched either (875) 
 



OG23. Thinking about the last time you switched your gas supplier, what was the main trigger 
causing you to switch? 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Believed new supplier was 

cheaper/to save money 
79 76 75 70 72  

  Believed new supplier offered 
better customer service 

7 5 6 4 7  

  Believed new supplier offered 
better benefits (e.g. loyalty points) 

 2 1 * 1  

  Wanted a dual fuel package 4 5 4 3 4  

  Wanted a fixed-price deal 1 2 2 6 2  

  Wanted a “greener” tariff 27 1 * 1 1 1  

  Wanted an online tariff 1 0 * * 1  

  Written communication from your 
supplier 

0 * - - *  

  Moved home28 0 3 6 10 9  

  Poor service 0 1 * - *  

  Was on a meter - * * * *  

  Salesman calling at house - - 1 1 *  

  Dispute with supplier - - * * 1  

  Other 1 1 2 2 1  

  Don’t know 2 1 1 1 1  
Base:  All who have gas and are responsible for bill and have ever switched gas supplier (548)  



OG24. Thinking about the last time you switched gas supplier, how did you find out about the 
deals offered by the supplier you switched to? [unprompted] 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Supplier/representative knocked 

at my door29 
31 23 19 13 10  

  Used an on-line/website price 
comparison service (e.g. 

USwitch, Money Supermarket) 

21 34 35 40 37  

  New supplier phoned me30 7 6 5 5 6  

  I spoke to a salesperson in 
street/shopping centre/public 

place 

7 10 7 7 6  

  A friend or family member told 
me about it 

6 6 6 5 9  

  I saw an advert 4 2 3 5 2  

  I phoned a comparison service 7 4 4 4 4  

  I looked at the websites of more 
than one supplier 

3 3 7 5 5  

  I rang them only 3 4 4 3 6  

  I looked at the supplier’s own 
website only 

4 3 3 2 4  

  I rang them and other suppliers 2 3 3 3 5  

  Written communication or 
marketing material from your 

supplier31 

- 1 1 2 2  

  Through a collective (group) 
switching campaign organised 

by a third party (e.g. 
council/charity/housing 

association, Big Switch, Ready to 
Switch, Big Deal, Huge Switch  

etc)32 

- - 1 2 1  

  Other 5 4 7 5 7  

  Don’t know 4 4 2 3 2  
Base:  All ever switched gas supplier (548) 
 
 
 
 
 
 
 
 
 



OG25. Thinking about the last time you switched gas supplier, how did you switch? 
[unprompted] 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  On-line price comparison service 16 27 26 31 27  

  Telephone price comparison service 2 5 4 3 3  

  Phoning supplier 25 24 29 27 29  

  Through the supplier’s website 4 4 5 7 10  

  Through a salesperson who knocked at 
my door 

29 24 19 15 11  

  Through a salesperson in the 
street/shopping centre/other public 

place 

6 7 7 5 5  

  Written communications 33 1 1 2 1 2  

  Through a collective (group) switching 
campaign organised by a third party (e.g. 

council/charity/housing association, Big 
Switch, Ready to Switch, Big Deal, Huge 

Switch etc)34 

- - 1 2 1  

  Other 2 7 5 6 8  

  Don’t know 6 3 3 2 2  
Base:  All ever switched gas supplier (548) 
 
OG26. To the best of your knowledge, do you feel that you are now paying less than you would 

have if you hadn’t switched? 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes 62 72 68 69 82  

  No 12 17 19 20 14  

  Don’t know/Not sure 26 11 13* 10 5  
Base:  All who ever switched gas supplier to save money (384) *2013, 2014 & 2015 code ‘Don’t know’ 
only 
 
OG27a. How much do you agree or disagree with the following statements:  

I found it easy to decide which deal to switch my gas to 
 

   January ‘11 March ‘12 March ‘13 March ‘14 March ‘15  
   % % % % %  
  Agree strongly 32 34 34 30 36  

  Tend to agree 45 38 35 38 40  

  Neither agree nor 
disagree 

8 9 11 13 12  

  Tend to disagree 10 11 13 14 8  

  Disagree strongly 3 6 6 5 4  

  Don’t know 2 2 * * -  
Base:  All with gas who have ever switched (548) 
 



OG27b. I am confident that I fully understand the key features of the deal I switched to   
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  Agree strongly 35 37        38  37 38  

  Tend to agree 41 37 34 39 41  

  Neither agree nor disagree 11 7 10 10 11  

  Tend to disagree 8 13 14 10 7  

  Disagree strongly 4 6 4 4 3  

  Don’t know 1 1 - * *  
Base:  All with gas who have ever switched (548) 
 
OG27c. I would be confident that if I switched again, I would make the right choice for me  
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Agree strongly 38 38 35 42  

  Tend to agree 34 32 36 37  

  Neither agree nor disagree 9 15 15 10  

  Tend to disagree 12 11 9 7  

  Disagree strongly 6 4 4 3  

  Don’t know 2 * 1 *  
Base:  All with gas who have ever switched (548) 
 



OG28. Thinking about the last time you switched your electricity supplier, what was the main 
trigger causing you to switch? 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Believed new supplier was 

cheaper/to save money 
77 77 76 72 72  

  Believed new supplier offered 
better customer service 

7 5 5 4 6  

  Wanted a dual fuel package 5 5 4 4 4  

  Wanted a fixed-price deal 2 1 2 6 2  

  Wanted a greener tariff 35 2 1 1 1 2  

  Believed new supplier offered 
better benefits (e.g. Loyalty 

points) 

- 2 1 * 1  

  Written communication from 
your supplier  

- * * * 1  

  Wanted an online tariff * * * * *  

  Moved home36 - 3 5 8 8  

  Poor service - 1 1 - *  

  New tenant - * - - -  

  Was on a meter - * * * 1  

  Dispute with supplier - * 1 - 1  

  Salesman calling at house - - 1 1 1  

  Recommendation # - - - - 1  

  Other 1 1 2 2 *  

  No answer - 1 * 1 *  

  Don’t know 2 2 * 1 *  
Base:  All who have electricity and are responsible for bill and have ever switched electricity supplier 
(573) # Codes added post-fieldwork 
 
  



OG29. Thinking about the last time you switched electricity supplier, how did you find out about the 
deals offered by the supplier you switched to? [unprompted] 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Used an on-line/website price 

comparison service (e.g. USwitch, 
Money Supermarket) 

24 31 37 40 40  

  Phoned a comparison service 5 5 4 4 5  

  Looked at the supplier’s own 
website only 

4 4 2 4 2  

  Looked at the websites of more than 
one supplier 

2 3 5 5 5  

  Supplier representative knocked at 
my door37 

29 22 17 12 10  

  Spoke to a salesperson in 
street/shopping centre/public place 

7 7 7 8 7  

  New supplier phoned me38 9 8 4 5 6  

  I saw an advert 5 5 3 3 2  

  I rang them only 4 4 5 4 7  

  I rang them and other suppliers 2 3 4 3 4  

  A friend or family member told me 
about it 

6 5 6 6 7  

  Written communication or 
marketing material from your 

supplier39 

- 1 3 2 1  

  Through a collective (group) 
switching campaign organised by a 

third party (e.g. 
council/charity/housing association, 

Big Switch, Ready to Switch, Big 
Deal, Huge Switch etc)40 

  1 2 2  

  Other 5 3 7 4 5  

  Don’t know 4 3 2 2 2  
Base:  All who have ever switched electricity supplier (573) 
 
 
 
 
 
 
 
 
 
 
 



OG30. Thinking about the last time you switched electricity supplier, how did you switch? 
[unprompted] 

 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Online price comparison site  16 25 26 31 29  

  Telephone price comparison service 2 5 3 3 3  

  Phoning supplier 28 30 29 27 29  

  Through supplier’s website 5 4 6 9 10  

  Through salesperson who knocked on 
my door  

28 23 17 14 11  

  Through a salesperson in the 
street/shopping centre/other public 

place 

5 7 7 5 6  

  Written communications41 1 2 3 2 1  

  Through a collective (group) switching 
campaign organised by a third party 

(e.g. council/charity/housing 
association, Big Switch, Ready to 

Switch, Big Deal, Huge Switch etc)42 

  1 1 1  

  Other - 4 5 6 7  

  Don’t know 6 2 2 2 2  

Base: All those who have ever switched electricity supplier (573) 
 
OG31. To the best of your knowledge, do you feel that you are now paying less than you would 

have if you hadn’t switched? 
 

   January 
‘11 

March 
‘12 

March 
‘13 

March 
‘14 

March 
‘15 

 

   % % % % %  
  Yes 64 73 70 73 81  

  No 11 13 20 19 15  

  Don’t know/Not sure 25 14 10 8 4  
Base:  All who have ever switched electricity supplier to save money (404) 
 
OG32a. How much do you agree or disagree with the following statements:  

I found it easy to decide which deal to switch my electricity to 
   January 

‘11 
March 

‘12 
March ‘13 March ‘14 March 

‘15 
 

   % % % % %  
  Agree strongly 31 39 38 35 38  

  Tend to agree 46 36 30 37 36  

  Neither agree nor disagree 8 7 12 10 13  

  Tend to disagree 8 10 14 12 9  

  Disagree strongly 3 7 5 6 3  

  Don’t know 2 2 * * *  
Base:  All with electricity who have ever switched (573) 
 



OG32b. I am confident that I fully understand the key features of the deal I switched to  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
   % % % % % 
  Agree strongly 34 38 40 39 41 

  Tend to agree 44 36 33 37 38 

  Neither agree nor disagree 9 7 10 8 11 

  Tend to disagree 8 11 13 10 6 

  Disagree strongly 4 6 3 6 4 

  Don’t know 2 2 - * * 
  Base:  All with electricity who have ever switched (573) 
 
OG32c. I would be confident that if I switched again, I would make the right choice for me  
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Agree strongly 40 39 38 45  

  Tend to agree 34 33 38 35  

  Neither agree nor disagree 8 13 9 10  

  Tend to disagree 12 10 10 7  

  Disagree strongly 6 5 4 4  

  Don’t know 2 - 1 *  
Base:  All with electricity who have ever switched (573) 
 
OG33. Thinking about the last time you changed your tariff or payment method (without 

switching supplier), what was the main trigger causing you to change it? 
 

        
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Believed new tariff or method was 

cheaper/to save money 
62 58 58 55  

  Believed new tariff or method offered 
better benefits, for example loyalty 

points or a maintenance contract 

7 6 2 2  

  Wanted a dual fuel package 3 4 4 3  

  Wanted a fixed price deal 5 8 6 8  

  Wanted a green tariff 2 1 * 2  

  Wanted an online tariff 1 1 2 *  

  Written communication or marketing 
materials from your supplier 

2 1 1 2  

  Moved home43 1 7 9 8  

  Convenience 1 3 - 2  

  Contract/fixed rate ended - - 5 5  

  Other 6 3 5 4  

  Don’t know 7 5 4 2  
Base:  All who have gas or electricity and have changed tariff or payment method in 2014/2015 (188) 
 



OG34. How did you find out about the tariff or payment method you changed to?  
       
   March ‘12 March ‘13 March ‘14 March ‘15 
   % % % % 
  Used an online/website price comparison 

service 
26 24 28 24 

  Phoned a comparison service 7 4 6 8 

  Looked at supplier’s own website only  4 4 7 9 

  Looked at websites of more than one supplier 5 2 5 3 

  Supplier representative knocked at my door 12 8 6 5 

  Spoke to a salesperson in the street/shopping 
centre/other public place 

5 3 3 4 

  They phoned me 8 8 6 6 

  I saw an advert 2 4 3 2 

  I rang them only  7 17 8 8 

  I rang them and other suppliers 2 5 5 5 

  A friend or family member told me about it 3 4 3 4 

  Written communication or marketing material 
from your supplier44 

13 7 13 12 

  Other 5 8 10 13 

  Don’t know 7 5 3 1 
Base:  All who have gas or electricity and have changed tariff or payment method in 2014/2015 (188) 
 
OG35. Thinking about the last time you changed your tariff or payment method with your 

supplier, how did you change it? 
 

      
   March ‘12 March ‘13 March ‘14 March ‘15 
   % % % % 
  Online price comparison service 17 20 21 17 

  Telephone price comparison service 7 5 6 6 

  Phoning supplier 34 42 38 38 

  Through the supplier’s website 7 4 8 13 

  Through a salesperson who knocked 
at my door 

11 10 8 6 

  Through a salesperson in the 
street/shopping centre/other public 

place 

3 3 2 2 

  Written communications 6 4 7 3 

  Other 8 7 7 13 

  Don’t know 7 4 4 2 
Base:  All who have gas or electricity and have changed tariff or payment method in 2014/2015 (188) 
 



OG36. What would be the minimum amount of money you would have to save per year in order for it 
to encourage you to switch your gas or electricity supplier? Just approximately (Converted to 
annual figures) 

 

   March ‘12 March ‘13 March ‘14 March ‘15 
   % % % % 
  Not about saving money – other 

factors more important 
15 12 16 12 

  0-£50 11 14 12 16 

  £51-£100 14 16 17 14 

  £101-£200 13 13 12 14 

  £201+ 10 7 9 13 

  Refused 2 2 2 2 

  Don’t know 35 36 32 29 

  Mean £167 £152 £158 £169 

  Median - £94 £99 £99 
       
Base: All who have never switched either gas or electricity (875) 
 
OG37. On the last occasion, when you decided to switch your supplier how much did you expect to 

save per year?  Just approximately. (Converted to annual figures) 
 

   March ‘12 March ‘13 March ‘14 March ‘15 
   % % % % 
  Not about saving money – other 

factors more important 
8 11 11 12 

  0-£50 7 8 9 6 

  £51-£100 15 17 16 15 

  £101-£200 18 17 17 25 

  £201+ 10 7 10 13 

  Refused - * * * 

  Don’t know 42 40 37 29 

  Mean £173 £195 £167 £178 

  Median - £100 £111 £144 
       
Base: All who have ever switched either gas or electricity (623) 
  



OG38. Which of these statements best applies to you?  
   January 

‘11 
March 

‘12 
March 

‘13 
March 

‘14 
March 

‘15 
 

   % % % % %  
  I am/we are keeping up with all 

the household bills without any 
difficulties 

62 66 62 64 67  

  I am/we are keeping up with all 
the household bills, but it is a 

struggle from time to time 

25 23 27 25 25  

  I am/we are keeping up with all 
the household bills, but it is a 

constant struggle 

8 8 8 7 6  

  I am/we are falling behind with 
some household bills 

1 1 1 1 1  

  I am/we are having real financial 
problems and have fallen behind 

with many bills 

1 1 1 1 *  

  Don’t know 2 2 * 1 1  
Base:  All with mains electricity or gas and responsible for bills (1498) 
 
OG39. Using the answers here, how easy or difficult do you believe it is to compare different 

tariffs for electricity or gas?45 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Very easy 13 13 14  

  Fairly easy 23 29 30  

  Neither easy nor difficult 24 21 23  

  Fairly difficult 22 20 21  

  Very difficult 15 12 9  

  Don’t know 3 4 3  
Base:  All with mains electricity or gas and responsible for bills (1498) 
  



OG40. What is it that makes them difficult to compare?46  
   March ‘13 March ‘14 March ‘15  
   % % %  
  Difficult to 

understand/complicated/not 
clear 

31 26 28  

  Too many tariffs/ multiple rates/ 
structures/ choices 

23 16 12  

  Hard to compare like for like 11 - -  

  Not standardised information/ 
difficult deals/ prices in different 

formats 

8 - -  

  Hard to compare like for like/ 
Not standardised information/ 

difficult deals/ prices in different 
formats* 

- 21 13  
   

  Too much jargon/ technical 
language/ terminology used 

8 9 9  

  Other 8 6 5  

  Don’t know 6 7 5  
Base:  All those who answered ‘very/fairly difficult’ at OG39 (438) *In 2013, ‘hard to compare like for like’ 
was a separate code to ‘not standardised information/difficult deals/prices in different formats.’ In 2014 
and 2015, these codes have been combined 
 
OG41. Thinking about the number of different tariffs available to you, in your view, are there 

the right number of energy tariffs available, or are there too many tariffs or too few 
tariffs?47 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  The right number of tariffs 20 21 23  

  Too many tariffs 62 62 57  

  Too few tariffs 5 4 5  

  Don’t know 14 12 15  
Base: All those with mains electricity or gas and responsible for bills (1498) 
 
 
OG42. To what extent would you say you understand the range of different energy tariffs 

available to you?48 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Completely 10 9 10  

  A fair amount 35 41 38  

  Not very much 35 34 33  

  Not at all 19 13 15  

  Don’t know 2 3 3  
Base: All with either mains gas or electricity who are responsible for bills (1498) 



OG43. Please tell me if you recall receiving any of the following in the last year? You may have 
received these via post or email.49 
 
 

 

 A. An annual statement (A yearly statement containing details about your own energy 
tariff and energy use) 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 63 67 71  

  No 34 30 26  

  Don’t know 4 3 3  
  

 
B. 

Base: All those with mains electricity or gas and responsible for bills (1498) 
 
At least one bill or statement of account 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 80 83 80  

  No 18 15 19  

  Don’t know 1 2 1  
  

 
C. 

Base: All those with mains electricity or gas and responsible for bills (1498) 
 
A price increase notification letter (A letter informing you that how much you pay for 
your energy will be increasing and outlining your options as a consumer.) 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 62 59 43  

  No 34 36 49  

  Don’t know 5 5 8  
  

 
D. 

Base: All not on fixed term contract for both electricity and gas (794) 
 
An end of fixed term letter (A letter informing you your fixed term tariff is coming to 
an end) 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 32 38 43  

  No 66 59 55  

  Don’t know 2 3 2  
Base: All on fixed term for at least one fuel (848) 
  



OG44. Thinking about the last annual statement you received, in how much detail did you look 
at it?50 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Read it in detail 40 44 41  

  Glanced over it or skim read it 49 46 49  

  Only saw what it was, but did 
not read it 

7 6 6  

  Did not read it at all 5 4 4  
Base: All received annual statement in the last year (1034) 
 
 
OG45. Thinking about last annual statement you received, to what extent do you agree or disagree with the 

following statements?51 
 

  Strongly 
agree 

Tend 
to 

agree 

Neither 
agree 
nor 

disagree 

Tend to 
disagree 

Strongly 
disagree 

No 
opinion/ 

don’t know 

  % % % % % % 
A) 

I understood the 
information  

2015 33 49 11 5 2 * 

 2014 35 44 13 6 1 * 

 2013 34 43 14 7 2 - 

B) 
The information made me 

consider my energy options 

2015 13 26 27 21 12 * 

 2014 14 32 26 18 10 1 

 2013 15 28 25 18 14 - 

C) I took action as a result of 
reading this information. 

For example I looked into, 
or actually switched 

supplier, tariff or payment 
method 

2015 11 16 19 26 28 * 

 2014 13 17 22 22 25 * 

 2013 12 16 20 23 29 - 

Base: All read in detail /glanced over annual statement (788) 2013, (828) 2014, (931) 2015 
 
OG46. Thinking about the last bill or statement of account you received, in how much detail did 

you look at it?52 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Read it in detail 40 42 40  

  Glanced over it or skim read it 46 47 46  

  Only saw what it was, but did 
not read it 

8 7 8  

  Did not read it at all 6 4 6  
Base: All received bill or statement of account in last year (1171) 
 



OG47. Thinking about last bill or statement of account you received, to what extent do you agree or disagree with 
the following statements?53 

  Strongly 
agree 

Tend 
to 

agree 

Neither 
agree 
nor 

disagree 

Tend to 
disagree 

Strongly 
disagree 

No 
opinion/ 

don’t know 

  % % % % % % 
A) 

I understood the 
information  

2015 34 46 10 7 2 - 

 2014 35 45 11 6 2 * 

 2013 36 41 13 7 2 - 

B) 
The information made me 

consider my energy options 

2015 11 23 24 25 17 - 

 2014 14 26 26 20 13 * 

 2013 16 23 24 19 19 - 

C) Other than paying the bill, I 
took action as a result of 
reading this information. 

For example I looked into, 
or actually switched 

supplier, tariff or payment 
method 

2015 9 18 17 29 26 * 

 2014 12 16 19 27 25 * 

 2013 12 15 19 22 32 - 

Base:  All read in detail /glanced over bill/statement of account (969) 2013, (1,006) 2014, (1,015) 2015 
 
 
OG48. Thinking about the last price increase notification letter you received, in how much detail 

did you look at it?54 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Read it in detail 39 35 39  

  Glanced over it or skim read it 47 53 51  

  Only saw what it was, but did 
not read it 

8 8 6  

  Did not read it at all 5 4 4  
Base: All received price notification letter in past year (322) 
 



OG49. Thinking about last price increase notification letter you received, to what extent do you agree or disagree 
with the following statements?55 
 

  Strongly 
agree 

Tend 
to 

agree 

Neither 
agree 
nor 

disagree 

Tend to 
disagree 

Strongly 
disagree 

No 
opinion/ 

don’t know 

  % % % % % % 
A) 

I understood the 
information  

2015 32 50 9 6 3 - 

 2014 35 46 11 6 1 * 

 2013 37 42 11 8 2 - 
 

B) 
The information made me 

consider my energy options 

2015 11 32 21 19 17 - 

 2014 13 28 19 23 17 - 

 2013 15 24 21 21 20 - 

C) I took action as a result of 
reading this information. 

For example I looked into, 
or actually switched 

supplier, tariff or payment 
method 

2015 11 20 16 24 29 - 

 2014 8 15 20 29 28 * 

 2013 11 14 18 24 33 - 

Base: All read in detail /glanced over price notification letter (436) 2013, (388) 2014, (287) 2015 
 
OG50. Thinking about the last end of fixed term letter you received, in how much detail did you 

look at it?56 
 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Read it in detail 53 55 50  

  Glanced over it or skim read it 37 36 40  

  Only saw what it was, but did 
not read it 

7 6 7  

  Did not read it at all 3 3 3  
Base: All received end of fixed term letter in past year (372) 
 



OG51. Thinking about last end of fixed term letter you received, to what extent do you agree or disagree with the 
following statements?57 
 

   
  Strongly 

agree 
Tend 

to 
agree 

Neither 
agree 
nor 

disagree 

Tend to 
disagree 

Strongly 
disagree 

No 
opinion/ 

don’t know 

  % % % % % % 
A) 

I understood the 
information  

2015 40 45 9 5 2 - 

 2014 41 49 7 2 1 - 

 2013 39 42 13 6 * - 

B) 
The information made me 

consider my energy options 

2015 26 27 21 17 10 - 

 2014 27 32 21 15 5 - 

 2013 27 33 20 9 12 - 

C) I took action as a result of 
reading this information. 

For example I looked into, 
or actually switched 

supplier, tariff or payment 
method 

2015 24 19 19 23 15 - 

 2014 27 24 21 21 7 - 

 2013 27 21 23 14 14 - 

Base:  All read in detail /glanced over end of fixed term letter (220) 2013, (261) 2014, (335) 2015 
 
 
OG52. Using the words here, please tell me the extent to which you trust or distrust energy suppliers to be 

open and transparent in their dealings with consumers?58 
   March ‘12 March ‘13 March ‘14 March ‘15  
   % % % %  
  Trust completely 6 5 4 5  

  Tend to trust 28 25 24 30  

  Neither trust nor distrust 26 27 27 28  

  Tend to distrust 26 26 29 24  

  Distrust completely 13 18 15 13  

  Don’t know 2 * * *  
Base: All with mains electricity or gas and responsible for bills (1498) 
 
 



OG53. Who is your current electricity supplier?59  
   March ‘13 March ‘14 March ‘15  
   % % %  
  Axis Telecom Ω   -  

  British Gas  27  26 23  

  Co-operative Energy *   1 1  

  E.ON 19  15 15  

  Ebico * * *  

  Economy Energy Ω   *  

  Ecotricity 1  * 1  

  EDF 11  12 12  

  Extra Energy Ω   *  

  First Utility 1  2 3  

  Flow Energy Ω   *  

  Good Energy * - *  

  Gnergy Ω   -  

  Green Star Energy Ω   *  

  Isupply   *  

  LoCo2 Energy   *  

  Lorimer Power (Epower Supply)   -  

  Marks & Spencer Energy * 1 *  

  Npower 10  10 8  

  Ovo * 1 3  

  Sainsburys Energy * 1 1  

  Scottish Hydro 2  1 1  

  ScottishPower 11  12 9  

  Southern Electric Ω   7  

  Southern Energy* 7  5   

  Spark Energy * * *  

  SSE (Scottish and Southern 
Energy)60 

3  5 6  

  Swalec 2  2 2  

  Utility Warehouse61 n/a * 2  

  Utilita Ω   1  

  Atlantic Energy #   *  

  Scottish Gas #    1  

  Other * * *  

  Don’t know 2  2 3  
Base: All with mains electricity and responsible for bills (1493)  
*Not asked in 2015 Ω New supplier introduced in 2015 # Supplier added post-fieldwork 
 



OG54. Who is your current gas supplier?62  
   March ‘13 March ‘14 March ‘15  
   % % %  
  Axis Telecom Ω    -  

  Better Energy Ω    1  

  British Gas 35  34 29  

  E.ON 16  13 11  

  Npower 10 9 9  

  ScottishPower 10 10 9  

  Southern Electric Ω    6  

  EDF 8  10 9  

  Extra Energy Ω    *  

  Southern Energy* 6  5   

  SSE (Scottish and Southern 
Energy)63 

3  4 6  

  Scottish Hydro 2 1 1  

  Swalec 2  2 1  

  Co-operative Energy 1  1 1  

  Daligas Ω    -  

  Ecotricity 1  * *  

  First Utility 1  2 3  

  Flow Energy Ω    *  

  Gnergy Ω    -  

  Marks & Spencer Energy * 1 *  

  Ebico * * *  

  Economy Energy Ω    *  

  Ovo * 1 3  

  Sainsburys Energy 1 1 1  

  Spark Energy * 1 *  

  Good Energy - * *  

  Green Energy Ω    -  

  Green Star Energy Ω    *  

  Utility Warehouse Ω  n/a * 3  

  Utilita Ω    1  

  Zog Energy Ω    -  

  Atlantic Energy #   *  

  Scottish Gas #   1  

  Other * * *  

  Don’t know 2 2 2  
Base: All with mains gas and responsible for bills (1310)  
*Not asked in 2015 Ω New supplier introduced in 2015 # Supplier added post-fieldwork 
  



OG55. Do you have any long term physical or mental impairment which limits your daily 
activities or the work you can do?64 

 

   March ‘13 March ‘14 March ‘15  
   % % %  
  Yes 15 13 16  

  No 85 87 84  
Base: All with mains electricity or gas and responsible for bills (1498) 



 


