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1. Executive Summary 

Consumer Scotland has been tracking consumers’ perceptions of the affordability of energy 
bills since March 2022. This report summarises the findings from the eighth wave of our 
energy tracker survey, fieldwork for which was undertaken in winter 2026 (between January 
and February). 

Our tracker captured consumer views prior to the start of the conflict in the Middle East. The 
situation is likely to have an impact on the price consumers in Scotland pay for their energy, 
which could affect trends in affordability and debt. Great Britain is, to a significant degree, 
reliant on natural gas as part of its energy mix. While only a small proportion of our gas is 
sourced from the Middle East, we are not immune from the effects the conflict has had on 
prices.  

The current price cap, which is fixed until the end of June, protects the vast majority of 
consumers for now, though we are likely to see prices increase from July. At present, these 
are forecast to be much smaller than the increases we saw following Russia’s invasion of 
Ukraine in 2022 and 2023. They will nevertheless put additional pressure on those 
households that are already struggling to meet their energy needs and may increase the 
proportion of households in debt.  

The energy price cap has decreased over the past 12 months, from £1,849 in April 2025 to 
£1,641 in April 2026,1 mainly due to the UK Government shifting some policy costs off 
energy bills and onto general taxation. While energy bills are significantly down from their 
peak in winter 2022-2023, they remain above pre-2022 levels. The legacy of these high 
prices is a significant growth in energy debt and arrears for GB households, reaching £4.55bn 
in Q4 2025, an increase of £700 million in a year.2 
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Key findings 

• Household energy indebtedness in Scotland has risen to record levels. The 
proportion of households in energy debt has risen steadily since 2023, rising to 15% 
last year and is currently 19%. 

o Most energy debt is new (under a year old) and does not involve a formal debt 
repayment plan or debt recovery action. 

o Of those in energy debt, 36% report having been put on a prepayment meter 
due to their debt. 

• Energy affordability challenges still affect a considerable number of consumers in 
Scotland. 38% of households cannot afford to heat their home to a comfortable 
level and 16% find it difficult to keep up with their energy bills. 

• Energy debt and affordability challenges are more prevalent among households 
facing financial or health‑related pressures, such as those receiving means-tested 
benefits, households where a member has a disability or health condition, low-
income households, and working-age households. 

• Satisfaction with energy suppliers is high. 76% of respondents reported being 
satisfied with their energy supplier. 

Implications from our findings 

Energy affordability remains a key concern for consumers in Scotland. While the proportion 
of consumers that find it difficult to meet their energy needs is down from the peak of the 
energy crisis, it remains high and continues to rise. We welcome the UK Government’s 
initiative to prepare targeted support packages for this autumn and winter in the event that 
prices continue to rise. In the longer term the financial support for some households needs 
to be better targeted and proportionate. We are pleased that the government adopted our 
recommendation to expand the proportion of Warm Home Discount (WHD) that get it 
automatically. And we have made a series of recommendations to the government on ways 
in which the WHD scheme could be further improved. We will continue to develop the 
evidence base, and advocate, for these changes in the months ahead.  

The proportion of households in Scotland in energy debt and arrears has also continued to 
rise. We welcome Ofgem’s intention to introduce a Debt Relief Scheme to provided targeted 
relief to some of the households most in need. But further action is likely to be needed if the 
total amount of debt is not to increase, let alone be brought down. Debt is clearly difficult 
and challenging for those households that directly experience it, but it is increasingly a 
problem for consumers more widely, as the allowances included in the price cap to cover 
debt-related costs are rising. The answer to this problem is likely to be a combination of 
measures, including targeted support for certain households, and greater support and 
encouragement for consumers to engage with their supplier and advice organisations to 
ensure they have an appropriate repayment plan.  
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2. Introduction 

2.1 This wave of the Energy Affordability Tracker collected consumer views prior to 
the start of the conflict in the Middle East so our figures don’t capture any impacts of 
the conflict on energy prices.3 The situation is likely to have an impact on the price 
consumers in Scotland pay for their energy, and could affect trends in affordability and 
debt going forward. We expect these impacts to appear in our next wave of our 
survey. 

2.2 While the wholesale price rises since the start of the conflict to date have been 
relatively modest, Consumer Scotland will continue to monitor the situation regarding 
energy prices and continue to advocate to the UK and Scottish Governments to 
prepare for a series of different scenarios so that they are able to deliver support if 
needed. In particular, we will monitor the energy price cap and wholesale costs and 
maintain a particular focus on heating oil consumers.  

2.3 Consumers who rely on oil for home heating will likely face acute affordability 
issues as their prices may vary significantly from top-up to top-up. These consumers 
may need interventions that are outwith the scope of Ofgem’s current powers.4 We 
welcome the introduction of specific support for heating oil consumers by the UK5 and 
Scottish Governments,6 and we will continue to engage on what those consumers 
might need as the situation develops.  

2.4 Although energy prices have fallen from their peak during the 2022-2023 
energy price crisis, they remain somewhat higher than pre-crisis levels and are 
expected to rise again. Ofgem’s energy price cap stands at £1,641 for the current 
quarter (April to June 2026), roughly 12% higher in inflation-adjusted terms than the 
cap of £1,138 in April to June 2021 (Chart 1), and Cornwall Insight forecasts that the 
price cap will increase again in the next quarter (July to September 2026).7  
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Chart 1: While the energy price cap is lower than its peak, it remains higher 
than pre-crisis, and is forecast to increase further 

Ofgem’s energy price cap, Cornwall Insight’s Price Cap forecast, and typical price paid, 
January 2019 to September 2026 

 

Source: Ofgem Energy price cap (default tariff) levels and Cornwall energy forecast Predictions & 
Insights into the Default Tariff Cap (Price Cap) 

2.5 The 2022/23 energy crisis increased bills markedly for consumers. Even with 
government support in the form of rebates and price ceilings, many consumers built 
up significant debt and arrears on their energy bills. The total accumulated debt and 
arrears among domestic households in GB is now approximately £4.5bn according to 
Ofgem. All households continue to bear the cost of this as the costs are socialised 
across energy bills.  

2.6 While bills have fallen significantly since their peak, many consumers are still 
struggling to meet their energy needs. In 2024, an estimated 28.7% of Scottish 
households – around 732,000 households – were in fuel poverty, including 14% 
(around 357,000 households) in extreme fuel poverty.8 

2.7 Some changes have already been made by the UK Government to move policy 
costs off energy bills and on to general taxation. Specifically, domestic energy bills are 
£150 lower than would otherwise have been the case as a result of the decisions to 
take 75% of the domestic costs of the Renewables Obligation into taxation and the 
Energy Company Obligation no longer being levied on energy bills.9 These changes 
came into effect in April of this year.  

2.8 As well as tracking trends in affordability and debt, the current wave of our 
survey also covered questions on consumers’ understanding of their energy bills, and 
the role of standing charges. These more general issues will be considered in a 
separate, forthcoming report.  

https://www.ofgem.gov.uk/energy-regulation/domestic-and-non-domestic/energy-pricing-rules/energy-price-cap/energy-price-cap-default-tariff-levels
https://www.cornwall-insight.com/predictions-and-insights-into-the-default-tariff-cap/
https://www.cornwall-insight.com/predictions-and-insights-into-the-default-tariff-cap/
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Financial context  

2.9 Households have reduced their use of energy over the last decade,10 even as 
the amount they spend on energy, both in real terms and as a share of total household 
expenditure, has increased.  

2.10 Domestic energy consumption fell sharply during the 2022 energy price crisis, 
declining by 16% in 2022 and a further 4.8% in 2023. The previous long-term trend had 
been one of gradual reduction. Consumption then increased in 2024 by 3.8%, likely 
due to slightly cooler temperatures and some easing of the high energy and other 
prices that depressed consumption levels in 2023.11 

2.11 Over the same period, household expenditure on electricity and gas as a share 
of total consumer spending changed. It increased from 2.5% in 2021-2022 to 3.5% in 
2022-2023, then eased slightly to 2.9% in 2023-2024. It returned to pre-crisis levels, at 
2.4%, in 2024-2025.12  

2.12 Increased consumer expenditure on domestic energy has coincided with a 
substantial increase in energy debt and arrears, from £1.09bn in Q1 2018 to £4.55bn in 
Q4 2025, representing a four-fold increase.13 This increase has been primarily driven by 
arrears, which have increased by more than sixfold and now makes up the majority 
(£3.44bn) of the total amount (Chart 2).  

Chart 2: Total energy debt and arrears have risen substantially in recent years  

Total financial value of domestic customer debt and arrears (existing for more than 91 days) 
– Electricity and Gas (£bn), Great Britain, 2018 to 2025 

 

Source: Ofgem debt and arrears indicators. Information correct as of April 2026. 

2.13 Work is ongoing to mitigate some of these significant debt and arrears 
challenges, including through Ofgem’s proposed Debt Relief Scheme for those in most 

https://www.ofgem.gov.uk/publications/debt-and-arrears-indicators
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acute need14 and through updates to the regulator’s Debt Strategy15 which Consumer 
Scotland has been engaging in.  

2.14 Other measures which could bring down the costs of energy for consumers, 
such as financial incentives for demand flexibility, are at a relatively early stage of 
uptake. We will seek to track the impact of these policies on consumers in Scotland as 
they develop.  

2.15 The Bank of England has estimated that there will be a direct and indirect 
impact on households arising from the conflict in the Middle East. They anticipate a 
percentage increase of 0.9 to CPI inflation by 2026 Q3 directly from higher energy 
prices for households compared to its previous estimates, and a further percentage 
increase of 0.3 indirectly due to companies passing on their higher energy costs, such 
as from food production. The Bank also warns that these expected increases in food 
prices will have a greater impact on low-income households.16  

2.16 Rising levels of energy debt are largely driven by sustained high prices. This 
underlines the need for more effective and better targeted affordability support. We 
welcome the UK Government investigating options for additional targeted bill support 
for winter 2026-2027, should the conflict in the Middle East cause significant energy 
price increases. In the medium to long term, existing schemes, including the Warm 
Home Discount, are insufficiently targeted to households facing the greatest 
affordability pressures. We are developing proposals to present to the UK and Scottish 
governments setting out how better, more effective targeting could be achieved 
through improved use of UK-wide and Scottish public sector datasets and delivery 
mechanisms. 

The Energy Affordability Tracker 

2.17 Consumer Scotland has been tracking consumers’ perceptions of the 
affordability of energy bills regularly since March 2022, when consumers faced rapidly 
increasing energy prices. The survey allows us to understand consumers in Scotland’s 
experiences of energy affordability and debt, and how they have changed over time.  

2.18 It also provides insight into a broad range of consumer issues in the energy 
market. For example, our latest survey introduced questions covering consumers’ 
knowledge of standing charges which we will report on separately.  

2.19 This report describes the findings from the eighth wave (winter 2025-2026) of 
the energy tracker survey, the fieldwork for which took place between 27 January and 
17 February 2026. The survey was initially administered more frequently, but from 
winter 2023-2024, the survey has been carried out annually as energy prices stabilised. 
This report contextualises the latest findings and compares them with previous waves 
of the survey (Table 1).  

2.20 The Energy Affordability Tracker is administered as an online survey, and the 
most recent wave was delivered on our behalf by IFF Research. Adults aged 16 and 
over in Scotland are invited to participate in the survey until the survey quota and 
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stratification target is reached. The responding sample is weighted to the profile of the 
sample definition to provide a representative reporting sample. Approximately 1,600 
individuals have been interviewed at each wave.  

2.21 The survey sample for the eighth wave had a higher proportion of electricity 
consumers and lower proportion of mains gas households compared with published 
estimates. For example, 26% of survey respondents reported electricity as their main 
heating type, compared with around 10% estimated by the Scottish House Condition 
Survey (SHCS).17 Conversely, 63% of respondents reported mains gas as their main 
heating type, compared with around 81% in the SHCS. 

2.22 We undertook sensitivity analysis to ensure that these differences in sample 
structure did not affect the comparability or robustness of our main findings over time. 
These analyses included examining the sensitivity of results to re-weighting the sample 
to redress the imbalance; and examining the trends over time for the different sub-
groups were parallel or divergent. These gave us confidence that our headline findings 
are robust to the sample structure. In addition, all regression analyses control for 
heating type.  

Table 1: Dates and sample sizes of Consumer Scotland’s Energy Affordability 
Tracker 

Wave  Fieldwork date  Sample size 

1. Spring 2022 23 to 31 March 2022 2,012 

2. Autumn 202218 27 Sept to 10 Oct 2022 1,586 

3. Winter 2022-202319 28 Nov to 13 Dec 2022 1,621 

4. Spring 202320 2 to 20 March 2023 1,579 

5. Autumn 202321 2 to 18 October 2023 1,589 

6. Winter 2023-202422 25 Jan to 13 Feb 2024 1,609 

7. Winter 2024-202523 31 Jan to 14 Feb 2025 1,656 

8. Winter 2025-2026 27 Jan to 17 Feb 2026 1,608 
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3. Energy debt 

3.1 The proportion of respondents in energy debt or arrears has increased since 
2023 and now stands at 19% of households in Scotland. Energy debt is more prevalent 
among certain households, particularly those relating to finances and household 
composition. Most energy debt is relatively new (within the last year), and many 
consumers do not have a formal debt repayment plan or debt recovery action in place. 
Over a third of consumers in energy debt have experienced legal action or debt 
recovery action (35%) and have been put on a prepayment meter due (36%) to their 
energy debt. 

More households are now in energy debt  

3.2 Since October 2023, we have asked respondents if they are in energy debt or 
arrears. This definition of energy debt is deliberately broad to include cases where a 
consumer owes money to someone other than their energy supplier because of 
borrowing money to pay energy costs. As such our survey can capture wider debt that 
may be masked by the narrower definition used by Ofgem, where “energy debt” 
means money owed to an energy company by a customer.  

3.3 Since we first asked this question, the proportion of respondents in energy 
debt or arrears has increased steadily (Chart 3).24 The latest figures indicate that 
around a fifth of respondents (19%) are in energy debt, an increase from 8% in 
October 2023 and 9% in January/February 2024.  
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Chart 3: The proportion of households in energy debt has continued to increase 

Proportion of respondents reporting being in energy debt or arrears, October 2023 to 
January/February 2026 

 

Source: Consumer Scotland Energy Tracker, AFF20: Are you in energy debt or arrears? By this we 
mean behind on energy bill payments, repaying debt to your energy supplier, paying debt 
recovery through a prepayment meter, or owing money to someone else as result of borrowing 
money to pay for energy costs. Note: error bars represent 95% confidence intervals. Jan/Feb 
2026 n=1,608; Jan/Feb 2025 n=1,656; Jan/Feb 2024 n=1,609; Oct 2023 n=1,589. 

3.4 The prevalence of energy debt has increased over time across most consumers, 
but the rate of the increase varies considerably across different groups. With the 
caveat that sample sizes are relatively small for some sub‑groups, there is emerging 
evidence that younger consumers in particular have experienced a sharper rise in 
reported energy debt since 2023. 

3.5 Among 16-24-year-olds, the proportion of consumers in Scotland reporting 
being in energy debt rose from 8% in October 2023 to 31% in January/February 2026 – 
almost a four-fold increase in just over two years (Chart 4). Over the same period, 
energy debt has also risen substantially among 45-54-year-olds, increasing from 8% to 
24%. By contrast, the proportion of people aged 65 and over reporting being in energy 
debt rose from 3% to 6%, and older consumers consistently reported lower levels of 
energy debt.  
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Chart 4: Energy debt among 16-24-year-olds has increased significantly since 
2023 

Proportion of respondents reporting being in energy debt or arrears, by age of respondent, 
October 2023 to January/February 2026 

 

Source: Consumer Scotland Energy Tracker, AFF20: Are you in energy debt or arrears? By this we 
mean behind on energy bill payments, repaying debt to your energy supplier, paying debt 
recovery through a prepayment meter, or owing money to someone else as result of borrowing 
money to pay for energy costs. Note: figures for 16-24-year-olds for 2023 and 2024 are each 
based on counts under 100 and should be interpreted with caution. Jan/Feb 2026 n=1,608; 
Jan/Feb 2025 n=1,656; Jan/Feb 2024 n=1,609; Oct 2023 n=1,589. 

Energy debt varies by household finances and 
composition  

3.6 Certain groups of consumers were significantly more likely to report being in 
energy debt or arrears. As shown in Chart 5, energy debt was more prevalent among: 

• Households who receive means-tested benefits (38%) compared with those who 
do not (13%) 

• Households with children under five (34%) compared with those without (17%) 

• Households with 5 or more members (33%), compared with single person (21%) or 
2-4 people households (17%) 

• Households where a member has a disability or health condition (31%), compared 
with those that do not (15%) 
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• Lower-income households, particularly those with incomes under £20,000 (29%), 
compared with higher-income households (11-19%)25 

• Those who pay for their energy through a prepayment meter (28%), compared 
with those who pay by regular direct debit or standing order (17%) 

• Households whose main heating type is electricity (27%) compared with mains gas 
(16%) 

• Working-age households (under 65-year-olds, 21%), compared with those with 
over-65-year-olds (12%) 

Chart 5: Energy debt is more prevalent among certain households, particularly 
those relating to finances and household composition  

Proportion of respondents reporting being in energy debt or arrears, by demographics and 
overall average, January/February 2026 

 

Source: Consumer Scotland Energy Tracker, AFF20: Are you in energy debt or arrears? By this we 
mean behind on energy bill payments, repaying debt to your energy supplier, paying debt 
recovery through a prepayment meter, or owing money to someone else as result of borrowing 
money to pay for energy costs. Note: error bars represent 95% confidence intervals. N=1,608. 
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3.7 Many of the characteristics associated with energy debt are related to one 
another, making it difficult to determine which factors are most strongly associated 
with differences in energy debt based on this descriptive analysis alone. We therefore 
performed a logistic regression to estimate the probability of a household being in 
energy debt, allowing multiple household and demographic characteristics to be 
considered simultaneously and controlling for the effects of other variables.26 

3.8 The results of the regression analysis are summarised in Chart 6; again, the 
characteristics most strongly associated with energy debt are those relating to 
financial situation and household composition. They indicate that: 

• Households who receive means-tested benefits face the highest risk and are 
around 19 percentage points more likely to be in energy debt than those who 
receive no means-tested benefits 

• Households with children under five are 11 percentage points more likely to be in 
energy debt than those without 

• Working-age households (under 65-year-olds) are 10 percentage points more likely 
to be in energy debt than those with over-65-year-olds 

• Households with 5 or more members are 10 percentage points more likely to be in 
energy debt than single person households 

• Households where a member has a disability or health condition are around 9 
percentage points more likely to be in energy debt, compared with those without 

• Lower-income households (under £39,999) are more likely to be in energy debt, 
compared with those with an income of over £60,000, by 7-10 percentage points 

• Households whose main heating type is electricity are 8 percentage points more 
likely to be in energy debt, compared with mains gas 

3.9 Other characteristics – such as payment method – were statistically significant 
initially but no longer statistically significant once other factors were controlled for.27 

3.10 While there have been significant interventions for older consumers in debt or 
facing affordability issues, including the Pension Age Winter Heating Payment, Warm 
Home Discount and Winter Heating Payment,28 our evidence would suggest that wider 
and more accurately targeted interventions are needed that better support all 
consumers facing energy affordability issues. We have set out our views on how this 
could be achieved previously in our papers on energy affordability29 and in response to 
consultations by Ofgem and DESNZ regarding energy market interventions such as the 
Debt Relief Scheme30, Warm Home Discount31 and forthcoming research on the use of 
data to better target affordability support across consumer markets. 
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Chart 6: Households who receive means-tested benefits are associated with the 
highest risk of energy debt, even when controlling for other factors like income 

Logistic regression results on the probability of being in energy debt or arrears, 
January/February 2026  

 

Source: Consumer Scotland Energy Tracker, AFF20: Are you in energy debt or arrears? By this we 
mean behind on energy bill payments, repaying debt to your energy supplier, paying debt 
recovery through a prepayment meter, or owing money to someone else as result of borrowing 
money to pay for energy costs. N=1,608. Note: estimates are average marginal effects from a 
logistic regression and represent the percentage‑point change in the probability of being in 
energy debt associated with each characteristic, relative to the reference category, holding 
other variables constant. Error bars show 95% confidence intervals; where these cross zero, the 
estimated effect is not statistically significant. 
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Energy debt is typically new, with many households 
lacking formal repayment arrangements  

3.11 Around a third (32%) of respondents have been in energy debt for under 3 
months, with a further 38% for 4-12 months. A smaller proportion (14%) have been in 
energy debt for more than a year. Overall, this indicates that energy debt is relatively 
new for most people, with around 70% having been in energy debt for less than a year. 

3.12 In terms of the types of energy debt that consumers have, almost half (45%) 
are behind on bills but have no formal debt repayment plan or debt recovery action. 
More than a third (37%) do have a formal repayment plan in place with their energy 
company (including through a prepayment meter). 

3.13 Ofgem estimates the average debt level where there is no arrangement to 
repay the debt (arrears) to be £1,773 for electricity accounts and £1,512 for gas 
accounts in Q4 2025. For those with a repayment plan (debt), Ofgem estimates that 
the average debt remaining was £799 for electricity consumers and £651 for gas 
consumers.32 This is specifically debt that is owed by consumers to suppliers – whereas 
our measure of debt is broader, encompassing resources that consumers have 
borrowed to pay their energy bills. 

3.14 Encouragingly, two thirds (66%) of those in energy debt feel confident that they 
will be able to clear their debt. The majority (59%) of those with an energy debt 
repayment plan with their energy company find their repayments easy to keep up 
with.33  

3.15 However, over a third of households (35%) in energy debt have experienced 
legal or debt recovery action due to their debt. Ofgem are in the consultation process 
for new consumer outcomes in the energy market.34 It will be important for this work 
to reduce the number of consumers who experience legal and debt recovery action 
through better support and interventions being provided by suppliers at earlier stages 
of consumer need.  

A significant proportion of consumers have been 
moved on to prepayment meters due to their 
energy debt 

3.16 Over a third (36%) of households in energy debt reported that they have been 
put on a prepayment meter due to their debt. This is similar to last year (34%) but has 
more than doubled since 2023 and 2024, indicating a significant rise in the proportion 
of indebted households being moved to prepayment meters (Chart 7).  

3.17 While this continues to affect a relatively small share of households overall, the 
number is growing – from 1% in 2023 to 7% this year – highlighting the growing use of 
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prepayment meters after the involuntary prepayment meter moratorium started to lift 
towards the end of 2023, and as affordability and debt pressures persist. 

3.18 Consistent with this trend, Ofgem data shows the proportion of customers 
repaying a debt to their supplier using a prepayment meter rose significantly and 
peaked in Q4 2023 and Q1 2024 at 58% for electricity and 56% for gas customers. In 
Q3 2025 this fell to 41% for electricity customers and 38% for gas customers, just 
above the historical average prior to the 2022 energy crisis.35  

Chart 7: The proportion of consumers put on a prepayment meter due to their 
energy debt has increased 

Of those in energy debt, proportion of respondents who have been put on a prepayment 
meter due to their energy debt, October 2023 to January/February 2026 

 

Source: Consumer Scotland Energy Tracker, AFF23: For each of the following statements, please 
indicate whether or not they apply to you/ your household… _6 I have been put on a 
prepayment meter due to my energy debt. Note: error bars represent 95% confidence intervals. 
N=331. 

3.19 Around six in ten respondents in energy debt had contacted their energy 
supplier about their debt (62%), and a similar proportion (61%) report that their 
supplier had contacted them. One in five (19%) had neither contacted their supplier 
nor been contacted by them about their debt. 

3.20 More work is needed to support the one in five consumers in energy debt who 
have had no contact with their supplier. Supplier engagement is key to prevent, 
manage and mitigate household debt and affordability issues. The importance of 
engagement was illustrated in Ofgem’s proposed Debt Relief Scheme, requiring a basic 
level of consumer engagement to ensure that the scheme was not simply a debt-write 
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off, but a debt “reset” that aimed to encourage long-term debt management and 
engagement.36  

3.21 Ofgem has previously issued guidance to suppliers setting out its expectations 
on how consumers should be able to easily contact them.37 The regulator is in the 
process of consulting on an outcomes-based model to further improve the standard 
and quality of how consumers engage with their energy supplier.38  
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4. Affordability of energy 
bills and supplier 
experience 

4.1 Households feel their financial situation has improved since 2022, but many 
consumers are still facing energy affordability challenges; a third cannot afford to 
heat their home to a comfortable level. Similar to energy debt, affordability 
challenges are more prevalent among certain households, particularly low-income 
households. 

Households’ financial circumstances are still 
recovering  

4.2 The Scottish Consumer Sentiment Indicator, which surveys households each 
quarter, provides insight into whether consumers feel that their financial 
circumstances, their spending, and the economy generally, are improving or 
worsening. The latest results show that households continue to express concern about 
their financial circumstances, with negative consumer sentiment persisting.39  

4.3 Similarly, our research found that the proportion of households managing well 
financially has improved since 2022; from 63% to a peak of 76% in winter 2025 and 
stands at 73% in winter 2026. While most households are managing well, the most 
recent data shows that improvements in household finances have levelled off over the 
past year. 

Energy affordability challenges have reduced since 
2022 but still affect a considerable number of 
consumers 

4.4 Consumers’ perceptions of energy affordability have generally improved since 
the 2022 energy crisis, although some indicators show renewed pressure this year 
(Chart 8). 

4.5 A third of households (38%) in Scotland report that they cannot afford to heat 
their home to a comfortable level. This has increased since last year (33%) but remains 
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slightly below the levels recorded in late 2022, when over 40% of households reported 
this. 

4.6 Around one in six households (16%) said they find it difficult to keep up with 
their energy bills, the same as last year. While this is half the level seen at the peak in 
2022 and 2023 (35-36%), the stabilisation over the past year suggests the previous 
improvements may now be levelling off. 

4.7 The pressure of paying energy bills affects consumers’ health; a third (33%) of 
households reported that their mental health is negatively impacted “a lot” or “a fair 
amount” by keeping up with energy bills, while 27% said their physical health is 
negatively impacted. After improvements in winter 2024 and 2025, this figure has risen 
this year. 

4.8 The Money and Mental Health Institute found that only 12% of consumers with 
mental health conditions have told their energy supplier about their condition40 and 
that energy suppliers need to be doing more to better support those experiencing 
mental health problems.41 More effort is needed by the UK and Scottish Governments 
as well as regulators to build and join up support for consumers across different 
sectors, such as through the currently paused Share Once Support Register/Priority 
Services Register.  

Chart 8: Affordability of energy bills has improved but still over a third of 
households report that they cannot afford to heat their home to a comfortable 
level 

Percentage of households who report that they cannot afford to heat home to a 
comfortable level because of financial concerns, and find it difficult to keep up with their 
energy bills, March 2022 to January/February 2026 
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Source: Consumer Scotland Energy Tracker, AFF9: To what extent do you agree or disagree with 
these statements... _1 I/we can’t afford to heat my/our home to a comfortable level because of 
financial concerns, AFF3: How easy or difficult is it for your household to keep up with your 
energy bills nowadays? Note: error bars represent 95% confidence intervals. Jan/Feb 2026 
n=1,608, Jan/Feb 2025 n=1,656, Jan/Feb 2024 n=1,609, Oct 2023 n=1,589, Mar 2023 n=1,579, 
Nov/Dec 2022 n= 1,621, Sept/Oct 2022 n=1,586, Mar 2022 = 2,012. 

Certain consumers are more likely to experience 
energy affordability challenges 

4.9 We performed a logistic regression to estimate the probability of a household 
finding it difficult to keep up with their energy bills. This model considers a range of 
household and demographic characteristics simultaneously, allowing us to identify 
which factors are independently associated with finding it difficult to keep up with 
their energy bills, after controlling for other variables. 

4.10 Difficulty keeping up with energy bills is strongly associated with income and 
wider household circumstances (Chart 9). In particular, households in lower income 
bands are significantly more likely to report difficulty than those with incomes of 
£60,000 or more. Those with household incomes under £20,000 are estimated to be 
15 percentage points more likely to find it difficult to keep up with energy bills, with 
smaller but still statistically significant increases observed for households earning 
£20,000-£39,999 (7 percentage points). 

4.11 Beyond income, several indicators relating to financial vulnerability are also 
associated with a higher probability of difficulty paying energy bills: households who 
pay their bill when it arrives or have a prepayment meter; who receive means‑tested 
benefits; where a member has a disability or health condition; working‑age 
households (with no members aged 65 and over).  

4.12 Overall, these associations are broadly consistent with those identified in our 
winter 2025 analysis and report. A more detailed discussion of the drivers of energy 
affordability and interpretation of these results is provided in Insights from the 2025 
Energy Affordability Tracker. 

4.13 Similar characteristics are also associated with a higher probability of 
households reporting that they cannot afford to heat their home to a comfortable 
level. 
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Chart 9: Low-income households are most strongly associated with higher risks 
of finding it difficult to keep up with energy bills  

Logistic regression results on the probability of finding it difficult to keep up with energy 
bills, January/February 2026 

 

Source: Consumer Scotland analysis of our Energy Tracker, C1/AFF3: How easy or difficult is it 
for your household to keep up with your energy bills nowadays? N = 1,608. Note: estimates are 
average marginal effects from a logistic regression and represent the percentage‑point change 
in the probability of difficulty keeping up with energy bills associated with each characteristic, 
relative to the reference category, holding other variables constant. Error bars show 95% 
confidence intervals; where these cross zero, the estimated effect is not statistically significant. 
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A third of consumers recently sought advice about 
paying their energy bills 

4.14 A third (34%) of households reported that they had sought advice about paying 
their energy bills in the last 3 months (Chart 10). Similar to last year, this figure has 
doubled since winter 2023-2024 (18%). This increase is encouraging, as greater 
engagement allows energy suppliers to offer support such as repayment plans to help 
manage debt and prevent it from escalating. It may also allow consumers to access 
help for persistent debt through the proposed Debt Relief Scheme, which requires 
customers to contact their supplier about their debt to get support. 

4.15 Of those who sought advice, the most reported source was friends or family 
(51%), followed by their energy company (36%) and local council (25%). Smaller 
numbers sought advice in person at their local advice centre, from an advice phone 
line, and from a money advice charity (all 14%). This suggests that consumers are more 
reliant on informal sources of advice such as friends and family, potentially limiting 
access to the necessary formal support schemes. 

Chart 10: Over a third of respondents have recently sought advice about paying 
energy bills  

Percentage of respondents who sought advice in the last 3 months about paying their 
energy bills, November/December 2022 to January/February 2026 

 

Source: Consumer Scotland Energy Tracker, D7/AFF18: In the last 3 months, which, if any, of the 
following have you sought advice from about paying your energy bills, this could be online, over 
the phone, or in person (unless stated otherwise in the options below)? Note: error bars 
represent 95% confidence intervals. Jan/Feb 2026 n=1,608, Jan/Feb 2025 n=1,656, Jan/Feb 2024 
n=1,609, Oct 2023 n=1,589, Mar 2023 n=1,579, Nov/Dec 2022 n= 1,621. 
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Four in ten consumers have received financial 
support to help pay for energy 

4.16 The proportion of households receiving financial support to help with the cost 
of energy increased this year, with just under four in ten respondents (39%) having 
received at least one form of support. This is the highest level recorded since this 
question was first asked, in October 2023 (Chart 11). 

4.17 Last year saw a notable dip, with around a quarter of respondents reporting 
receipt of any financial support. This decline likely reflects reduced eligibility and 
availability of some schemes, including restrictions to Winter Fuel Payment during 
winter 2024-2025. This policy change was subsequently reversed for winter 2025-26 
which may be contributing to the increase observed this year, as the proportion of 
respondents receiving Winter Fuel Payment (now ‘Pension Age Winter Heating 
Assistance’) is now more closely aligned with levels seen in 2023 and early 2024. 

4.18 The most common types of financial support were Pension Age Winter Heating 
Payment (previously Winter Fuel Payment), received by 16% of all respondents, and 
the Warm Home Discount, received by 11%. 

Chart 11: Four in ten respondents received financial support to help pay for 
energy 

Percentage of respondents who have received financial support to help their household 
with the cost of energy, October 2023 to January/February 2026 

 

Source: Consumer Scotland Energy Tracker, APP16b/D6. Have you or anyone in your household 
received any of the following forms of financial support to help your household with the cost of 
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energy? Note: error bars represent 95% confidence intervals. Jan/Feb 2026 n=1,608, Jan/Feb 
2025 n=1,656, Jan/Feb 2024 n=1,609, Oct 2023 n=1,589. 

Most consumers are satisfied with their energy 
supplier 

4.19 Most (76%) consumers in Scotland are ‘very’ or ‘fairly’ satisfied with their 
energy supplier, slightly less than the satisfaction level (82%) found by Ofgem and 
Citizen Advice’s Energy Consumer Satisfaction Survey (ECSS).42  

4.20 Satisfaction with energy supplier varied across providers (Chart 12). The vast 
majority of Octopus Energy and E.ON Next consumers were satisfied with their energy 
supplier (85% and 84%). Around a quarter of British Gas and Scottish Power consumers 
were satisfied (75% and 74%). Ovo Energy had the lowest rates of satisfaction, with 
61% of consumers being satisfied, 24% being neither satisfied nor dissatisfied, and 13% 
being dissatisfied. These findings are broadly aligned with Citizens Advice energy 
supplier rankings, where Octopus Energy and E.ON Next appear within the top 5, while 
the rankings of the other suppliers are less consistent.43  

Chart 12: Satisfaction with energy supplier was high across most suppliers, but 
notably low for Ovo Energy 

Percentage of respondents who are ‘very’ or ‘fairly’ satisfied with their energy supplier, by 
energy supplier, January/February 2026 

 

Source: Consumer Scotland Energy Tracker, B1a. How satisfied are you with your energy 
supplier? Note: analysis only includes energy suppliers with more than 100 respondents in our 
survey. Note: error bars represent 95% confidence intervals. N=1,608. 

4.21 69% of consumers said their supplier makes it easy to contact them if they 
need to, slightly more than what the ECSS found in Q1 2026 (66%).44 Around four in 
ten (39%) of consumers have contacted their supplier in the last six months, 
particularly those in energy debt (67%) and those with children under five (54%). Most 
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(72%) consumers who had contacted their supplier felt that their issue or query was 
dealt with well, but 15% felt that it was not.  

4.22 Most consumers (68%) found the language used in their energy bill easy to 
understand, however 14% of consumers found it difficult. Additionally, 12% said the 
energy bills they receive do not provide guidance on what to do if they are worried 
about paying their bill.  

4.23 One in five (22%) respondents reported that their energy supplier was the only 
one available to them. This represents an increase compared to previous waves and is 
the highest recorded to date (Chart 13). This figure increased steadily since 
January/February 2024, following a lower point in October 2023.  

Chart 13: One fifth of respondents feel that their energy supplier is the only one 
available to them, higher than previous years 

Percentage of respondents who reported that their energy supplier is the only one available 
to them, March 2022 to January/February 2026

 

Source: Consumer Scotland Energy Tracker, B2/SER1. When thinking of your energy supplier, 
how much do you agree or disagree with the following statements?_2 The supplier I use is the 
only one available to me. Note: error bars represent 95% confidence intervals. Jan/Feb 2026 
n=1,608, Jan/Feb 2025 n=1,656, Jan/Feb 2024 n=1,609, Oct 2023 n=1,589, Mar 2023 n=1,579, 
Nov/Dec 2022 n= 1,621, Sept/Oct 2022 n=1,586, Mar 2022 = 2,012. 
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5. Conclusions and priorities 
for action 

Conclusions 

5.1 The eighth wave of our energy affordability tracker on the experience of energy 
consumers in Scotland found that: 

• The proportion of households in Scotland in energy debt has risen steadily since 
2023 and now stands at 19%. 

• Most energy debt is new (under a year old) and does not involve a formal debt 
repayment plan or debt recovery action. 

• Of those in energy debt, 36% report having been put on a prepayment meter due 
to their debt. 

• Energy affordability challenges have eased overall but still affect a considerable 
number of consumers; 38% of households in Scotland cannot afford to heat their 
home to a comfortable level. 

• Energy debt and affordability challenges are more prevalent among households 
facing financial or health‑related pressures – such as those receiving means-tested 
benefits, households where a member has a disability or health condition, low-
income households, and working-age households. 

• Most (76%) consumers in Scotland are satisfied with their energy supplier. 

Priorities for action 

5.2 These findings point to the areas where more action is needed to ensure 
consumers are getting the best possible experience in the energy sector. Key priorities 
must be ensuring affordability supports are fit for purpose, and that consumers have 
sufficient ability and encouragement to flex their demand in future, to help bring down 
their own bills and reduce the cost of the system in its entirety.  

5.3 As we set out throughout this paper, action by governments, regulators and 
industry can help to deliver these priorities through:  

• targeted affordability support for those households that need it most, through 
better use of data held by the UK and Scottish Governments. 
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• debt relief for certain households with no ability to repay, where doing so helps to 
reduce the cost borne by all other households.  

• ensuring that the smart meter rollout is effective and that smart meters are 
working to better support accurate billing for consumers but also unlocking 
opportunities for flexible tariffs and energy demand. 

• ensuring communications to consumers keep pace with a changing market, 
particularly in light of an expected increase in time-of-use and flexible tariffs.  

Consumer Scotland will continue to advocate on these issues to support the 
delivery of a better energy system that works for all consumers, and meets their 
needs in both the short- and long-term.   
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6. Appendix A: 
Questionnaire 

Energy Affordability Tracker  
 
ASK ALL 
S2 (energy_billpayer) Are you the person in your household who is responsible, 
either solely or jointly, for dealing with your energy supplier? 
SINGLE CODE  

Yes, I am solely 
responsible for dealing 
with energy suppliers  

1  

Yes, I am jointly 
responsible for dealing 
with energy suppliers 

2  

No, I am not responsible 
for dealing with energy 
suppliers  

3 SCREEN OUT  

 
ASK ALL 
S2a (HF1) Which of these phrases best describes how you and your household are 
managing financially these days? 
SINGLE CODE 

SINGLE CODE  

Managing very well 1 

Managing quite well 2 

Not managing well 3 

Not managing well at all  4 

Don’t know 5 

Prefer not to answer 6 

 
S3 Do you live in an urban or rural area?  
By urban, we mean a city or town with a population of over 3,000 people.  
By rural, we mean a small town or village with a population of roughly less than 
3,000 people.  

Urban area 1 IF HIT QUOTA (1250), 
SCREEN OUT 

Rural area 2  

Don’t know 3  

 



30 

IF SCREEN OUT (S2=3) 
Thank you for your time today and your interest in this research. Unfortunately you 
are not eligible to take part in this survey as we are looking to gather insight from 
people who are responsible, either solely or jointly, for dealing with their energy 
suppliers. 
 
IF HIT QUOTA (S3=1) 
Thank you for your time today and your interest in this research. Unfortunately we 
have reached our maximum number of participants for this survey in your area.  
 
 

A Energy type and awareness 
 
ASK ALL 
A1 (SUPP3) Which types of energy do you use to heat your home?  
MULTI CODE.  

Mains / on grid gas 1  

Non-mains / off grid gas 
(e.g. Liquid Propane Gas or 
bottled gas) 

2  

Electricity (e.g. for storage 
heaters, heat pump or 
panel heaters) 

3  

Oil 4  

Solid fuel (coal) 5  

Solid fuel (biomass, e.g. 
wood) 

6  

Communal or district 
heating (e.g. heat 
network) 

7  

Solar 8  

Other (please specify) 9 WRITE IN  

 
ASK ALL WITH MORE THAN ONE TYPE OF ENERGY (MORE THAN ONE OPTION SELECTED 
AT A1) 
A2 (SUPP4) And which of those is the main type of energy you use to heat your 
home? 
SINGLE CODE.  
DS: ONLY SHOW IF SELECTED AT A1 

(DS: ONLY SHOW IF A1=1) Mains / on grid gas 1  

(DS: ONLY SHOW IF A1=2) Gas: Non-mains / off grid 
gas (e.g. Liquid Propane Gas or bottled gas) 

2  

(DS: ONLY SHOW IF A1=3) Electricity (e.g. for 
storage heaters, heat pump or panel heaters) 

3  

(DS: ONLY SHOW IF A1=4) Oil 4  
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(DS: ONLY SHOW IF A1=5) Solid fuel (coal) 5  

(DS: ONLY SHOW IF A1=6) Solid fuel (biomass, e.g. 
wood) 

6  

(DS: ONLY SHOW IF A1=7) Communal or district 
heating 

7  

(DS: ONLY SHOW IF A1=8) Solar 8  

(DS: ONLY SHOW IF A1=9) Other (please specify) 9 
DS INSTRUCTION: PULL 
THROUGH RESPONSE AT 
A1=9) 

 

A1Dum DUMMY VARIABLE, DO NOT ASK 
 

mains / on the grid gas 
1 

(A1=ONLY 1) OR (IF MORE 
THAN ONE RESPONSE AT A1 

AND A2=1) 
non-mains / off-grid gas 

2 
(A1=ONLY 2) OR (IF MORE 

THAN ONE RESPONSE AT A1 
AND A2=2) 

electricity 
3 

(A1=ONLY 3) OR (IF MORE 
THAN ONE RESPONSE AT A1 

AND A2=3) 
oil 

4 
(A1=ONLY 4) OR (IF MORE 

THAN ONE RESPONSE AT A1 
AND A2=4) 

solid fuel (coal) 
5 

(A1=ONLY 5) OR (IF MORE 
THAN ONE RESPONSE AT A1 

AND A2=5) 
solid fuel (biomass, e.g. wood) 

6 
(A1=ONLY 6) OR (IF MORE 

THAN ONE RESPONSE AT A1 
AND A2=6) 

communal or district heating 
7 

(A1=ONLY 7) OR (IF MORE 
THAN ONE RESPONSE AT A1 

AND A2=7) 
solar power 

8 
(A1=ONLY 8) OR (IF MORE 

THAN ONE RESPONSE AT A1 
AND A2=8) 

the energy you use to heat your home 
9 

(A1=ONLY 9) OR (IF MORE 
THAN ONE RESPONSE AT A1 

AND A2=9) 
 

  

 
ASK ALL WHO USE ELECTRICITY TO HEAT THEIR HOME (A1=3) 
A3 (SUPP3electric) In a previous question you said that you use electricity to heat 
your home. Which of the following electrical heat sources do you mainly use to heat 
your home? 
MULTI CODE. ROTATE CODES  

Storage heaters 1  
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Electric boiler, with 
radiators 

2  

Other ‘resistive’ heating 
(e.g. panel heaters, 
convector heaters, electric 
fire, electric heater) 

3  

Infrared heating panels 4  

Heat pump with radiators 
(Heat pumps can usually 
be found outside a 
property and look like a 
standard air-conditioning 
unit. They capture heat 
from the outside and 
move it to your property) 

5  

Heat pump with 
underfloor heating (no 
radiators) 

6  

Other (please specify) 7 WRITE IN. DS: DO NOT 
ROTATE 

 
SHOW TO ALL  
The following section will ask some questions about your energy supplier. 
ASK ALL WHO USE MAINS GAS TO HEAT THEIR HOME (A1=1) 
A4  (SUPP6) Is your household’s gas and electricity supplied by the same energy 
supplier?  
SINGLE CODE  

Yes 1 

No 2 

Prefer not to say 3 

Don’t know 4 

 
ASK ALL  
A5 (SUPP7a) Who is your household’s current supplier of [INSERT A2DUM]? 
SINGLE CODE  

British Gas  1  

EDF 2  

E.ON Next 3  

Scottish Power 4  

Octopus Energy Limited 5  

Ovo 6  

Utilita 8  

Utility Warehouse 9  

Other (please specify) 10 WRITE IN 

Prefer not to say  11  

Don’t know  12  
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ASK ALL  
A6 (PAY) And how does your household pay for [INSERT A2DUM]? 
SINGLE CODE  

Pay by regular direct debit 
or standing order that pays 
the exact amount of your 
bill 

1  

Pay by regular direct debit 
or standing order that pays 
a regular fixed amount 

2  

Pay the bill when it arrives 
(e.g. by cash, cheque, bank 
transfer or debit or credit 
card) 

3  

Have a prepayment meter, 
so you pay in advance by 
putting credit on a key, 
card or app 

4  

Taken directly from your 
benefits payments (known 
as Fuel Direct) 

5  

In another way (please 
specify) 

6 WRITE IN 

 
ASK ALL  
A7 (SMA) Does your home have a smart meter? 
A smart meter is an electronic device that records the amount of gas and electricity 
that you use and shares this automatically with your energy supplier. They come 
with an in-home display (IHD) screen to help you see what energy you use. 
SINGLE CODE 

Yes 1  

No 2  

Don’t know 3  

 
ASK ALL  
‘Time of use’ or ‘type of use’ tariffs allow energy suppliers to vary electricity prices at 
different times of the day - e.g. day and night rates, or for different uses such as 
charging an electric vehicle. Traditional time of use tariffs include Economy 7, 
Comfort Plus, and Total Heat Total Control, whilst more modern dynamic time/type 
of use tariffs require you to have a smart meter. 
Some energy plans allow you to have cheaper electricity prices at certain times.  
A8 (FLX) Are you on one of these types of tariffs? 
SINGLE CODE  

Yes, I am on a traditional 
time of use tariff (e.g. 
Economy 7, Economy 10, 
Comfort Plus, Total Heat 
Total Control) 

1  
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Yes, I am on a flexible tariff 
(e.g. Agile by Octopus, 
electric vehicle tariff, heat 
pump tariff) 

2  

No 2  

Don’t know 3  

 
ASK ALL  
A9 How well would you say you understand what ‘flexible use tariffs’ are used 
for and when you can use them?  
SINGLE CODE  

Very well  1  

Fairly well  2  

Not very well  3  

Not at all  4  

Don’t know 5  

 
ASK IF ON FLEX TARIFF (FLX/A8=2) 
A10 (FLXCONF) To what extent do you agree with the following statements 
relating to your flexible use tariff?  

 Strongly 
agree 

Tend to 
agree 

Neither 
agree nor 
disagree 

Tend to 
disagree 

Strongly 
disagree 

Don’t 
know 

_1 I am 
confident 
using my 
flexible use 
tariff 
services  

1 2 3 4 5 6 

_2 I 
understand 
how to get 
the best 
value from 
my flexible 
use tariff 

1 2 3 4 5 6 

 
ASK ALL  
A11 (UNDERSTAND_SC) How well do you understand what the standing charges 
on your energy bills pay for? 
SINGLE CODE  

Very well  1  

Somewhat well 2  

Not very well  3  

Not at all  4  

I don’t read my energy bill 5  

Don’t know 6  
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 ASK IF USE ELECTRICITY (A1=3) 
A12 For each of the following aspects, please indicate whether you think this is 
covered by the standing charge on your electricity bill?  

 Yes No Don't Know Note 

_1 Network 
costs: such as 
maintaining the 
infrastructure 
to get energy to 
your home.  

1 2 3 Correct 

_2 Energy you 
consume: such 
as heating and 
lighting 

1 2 3 Incorrect  

_3 Meter 
reading and 
related costs: 
costs for 
conducing 
meter readings 
and 
administration 
of this 

1 2 3 Correct 

_4 Costs 
incurred by 
suppliers for 
supporting 
government / 
environmental 
schemes. 

1 2 3 Correct  

_5 Cost of units 
of energy used 
during peak 
hours 

1 2 3 Incorrect  

_6 
Administrative 
costs: such as 
customer 
service 

1 2 3 Correct  

None of the 
above 

1 2 3 Incorrect  

Don’t know 1 2 3  

 
 ASK IF USE GAS (A1=1) 
A13 For each of the following aspects, please indicate whether you think this is 
covered by the standing charge on your gas bill?  

 YES NO Don't Know Note 
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_1 Network 
costs: such as 
maintaining the 
infrastructure 
to get energy to 
your home.  

1 2 3 Incorrect  

_2 Energy you 
consume: such 
as heating and 
lighting 

1 2 3 Incorrect  

_3 Meter 
reading and 
related costs: 
costs for 
conducing 
meter readings 
and 
administration 
of this 

1 2 3 Correct 

_4 Costs 
incurred by 
suppliers for 
supporting 
government / 
environmental 
schemes. 

1 2 3 Correct  

_5 Cost of units 
of energy used 
during peak 
hours 

1 2 3 Incorrect  

_6 
Administrative 
costs: such as 
customer 
service 

1 2 3 Correct  

None of the 
above 

1 2 3 Incorrect  

Don’t know 1 2 3  

 
ASK ALL 
A14 Do you think the following statement is true or false? 
“Standing charges vary by region” 

True 1  

False 2  

Don’t know 3  

 
IF REPORTED TRUE OR FALSE (A14=1 OR 2) 
A15 How confident are you in your answer? 
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Very confident 1  

Fairly confident 2  

Not very confident  3  

Not at all confident  4  

Don’t know 5  

 
 

B Experience of Energy Supplier  
 
ASK ALL  
B1 The next few questions will ask about your experience with your energy 
supplier. This is to gain an understanding of your relationship with them, and any 
communication you may have had.  
 (SER2) Have you contacted your [INSERT A2DUM] supplier for any reason in the last 
six months? 
SINGLE CODE 

Yes 1  

No 2  

Don’t know 3  

 
ASK ALL  
B1a How satisfied are you with your energy supplier?  
SINGLE CODE  

Very satisfied  1  

Fairly satisfied  2  

Neither satisfied nor 
dissatisfied  

3  

Fairly dissatisfied 4  

Very dissatisfied  5  

Don’t know 6  

 
ASK ALL 
B2 (SER1) When thinking of your $SUPP4_text supplier, how much do you agree 
or disagree with the following statements? 
SINGLE CODE PER ROW. ROTATE CODES. REVERSE COLUMN ORDER  

 Strongly 
agree 

Tend to 
agree 

Neither 
agree nor 
disagree 

Tend to 
disagree 

Strongly 
disagree 

Don’t 
know 

_1 My 
supplier 
offers a 
good price 
for energy  

1 2 3 4 5 6 

_2 The 
supplier I 
use is the 
only one 

1 2 3 4 5 6 
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available to 
me 

_3 The 
supplier 
makes it 
easy for me 
to contact 
them if I 
need to  

1 2 3 4 5 6 

_4 The 
language 
used in the 
energy bill I 
receive is 
easy to 
understand  

1 2 3 4 5 6 

_5 The 
energy bills 
I receive 
provide 
guidance 
on what I 
should do if 
I am 
worried 
about 
paying my 
bill 

1 2 3 4 5 6 

_6 My 
supplier 
treats me 
fairly in 
their 
dealings 
with me  

1 2 3 4 5 6 

_7 (IF 
B1=1) My 
supplier 
dealt with 
my 
issue/query 
well when I 
contacted 
them 
recently  

1 2 3 4 5 6 

_8 I’m able 
to access a 
tariff that 

1 2 3 4 5 6 
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meets my 
needs 

 
ASK ALL  
B3 (LCT) Has your energy supplier ever contacted you about the following energy 
efficiency or low-carbon emitting technologies (LCT)? 
SINGLE CODE 

 Yes No Don’t know 

_1 Heat pumps  
 
DS: ADD AS POPUP: 
Definition: Heat pumps can 
usually be found outside a 
home and look like a 
standard air-conditioning 
unit. They capture heat 
from the outside and move 
it to your home. 

1 2 3 

_2 Other low carbon 
heating (e.g. biomass 
boiler)  
DS: ADD AS POPUP: 
Definition: A biomass 
boiler refers to any plant or 
animal-based material (for 
example food waste, 
branches, sawdust) or 
purposely grown crops 
which can be burned to 
produce heat and 
electricity. This does not 
include any form of gas 
boiler, oil, or coal heating. 

1 2 3 

_3 Solar panels (solar 
thermal panel for heat, or 
solar PV for electricity) 

1 2 3 

_ 4 Home batteries or 
battery energy storage 
system.  
DS: ADD AS POPUP: 
Definition: Battery storage, 
or battery energy storage 
systems, are devices that 
enable energy to be stored 
for use at a later time. As 
an example, this could be 
to store energy from 
renewables, like solar and 

1 2 3 



40 

wind, which is then 
released when the energy 
is needed most 

_5 Insulation 
This could include loft 
insulation, cavity or solid 
wall insulation or 
underfloor insulation. 

1 2 3 

_6 Another energy 
efficiency or low-carbon 
emitting technologies (LCT) 

1 2 3 

 
 

C Energy Bills 
ASK ALL 
C1 The next set of questions will look to understand your experience of your 
energy bills.  
(AFF3) How easy or difficult is it for your household to keep up with your energy bills 
nowadays? Is it…  
SINGLE CODE.  

Very easy  1  

Fairly easy  2  

Neither easy nor difficult  3  

Fairly difficult 4  

Very difficult  5  

 
ASK ALL  
C3 (AFF5) Are you having to cut back your spending on any of these things in 
order to afford to pay your energy bills nowadays?  
MULTI CODE.  
DS: ROTATE CODES  

Food shopping  1  

Clothes shopping  2  

Other household bills (e.g. 
insurance, phone bills) 

3  

Replacing old or broken 
household appliances 

4  

House or garden 
decoration/renovation  

5  

Entertainment, holidays, 
treats  

6  

Transport  7  

General spending  8  

Other (Please specify)   

Not at all 9 DS: DO NOT ROTATE  

Prefer not to say  10 DS: DO NOT ROTATE 
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ASK ALL  
C4 (AFF6a1) What impact has the cost of energy had on your household this 
winter? 
MULTI CODE.  
DS: ROTATE CODES  

Had to borrow money 
from friends or family  

1  

Had to borrow money 
from a bank, payday 
lender or other financial 
provider 

2  

Had to borrow money 
from an unlicensed money 
lender (i.e. loan shark) 

3  

Missed rent/mortgage 
payments  

4  

Sold items in order to raise 
money to pay energy bills  

5  

(IF USE PREPAYMENT 
METER: A6=4) Run out of 
credit on our prepayment 
meter and been unable to 
afford to top it up  

6  

(IF USE PREPAYMENT 
METER: A6=4) Reduced the 
amount usually put on the 
prepayment meter due to 
financial pressures 
elsewhere  

7  

(IF USE OFF GRID GAS / 
OIL/ COAL / BIOMASS: A1= 
2, 4, 5, 6) Bought less of 
our main heating fuel than 
we would have liked  

8  

(IF USE OFF GRID GAS / OIL 
/ COAL / BIOMASS: A1=2, 
4, 5, 6) Been unable to 
afford a delivery of our 
main heating fuel  

9  

Sought financial assistance 
with our energy costs from 
our supplier  

10  

Sought financial assistance 
with our energy costs from 
someone other than our 
supplier  

11  

Experienced another 
impact (please specify) 

12 WRITE IN. DS: DO NOT 
ROTATE 
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None of these 13 DS: DO NOT ROTATE 

Prefer not to say 14 DS: DO NOT ROTATE 

 
ASK ALL  
C5 (AFF9) To what extent do you agree or disagree with these statements:  
SINGLE CODE PER ROW. ROTATE CODES  

 Strongly 
agree 

Tend to 
agree 

Neither 
agree 
nor 
disagree 

Tend to 
disagree 

Strongly 
disagree 

Prefer 
not to 
say  

_4 I/we can’t 
heat my/our 
home to a 
comfortable level 
because of poor 
insulation/energy 
inefficiency   

1 2 3 4 5 6 

 _6 I/we try to 
limit our use of 
heating to keep 
costs down 
where we can 

1 2 3 4 5 6 

_1 I/we can’t 
afford to heat 
my/our home to 
a comfortable 
level because of 
financial 
concerns 

1 2 3 4 5 6 

 
ASK ALL  
C6 (AFF17a) To what extent, if at all, is your health being negatively impacted by 
keeping up with your energy bills? 
SINGLE CODE PER ROW. ROTATE CODES  

 A lot  A fair 
amount 

Not much None at 
all 

Not sure  Prefer not 
to say  

_1 Your 
mental 
health    

1 2 3 4 5 6 

_2 Your 
physical 
health  

1 2 3 4 5 6 

 
 

D Experience of energy debt and arrears 
ASK ALL  
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D1 We have a few more questions to understand more about your financial 
situation, which will include topics such as your bills, and any debt that you may be 
facing. To reassure you, all of your answers are confidential. If you do not feel 
comfortable answering a question, then please select ‘Prefer not to say’. 
 
(AFF20) Are you in energy debt or arrears? By this we mean behind on energy bill 
payments, repaying debt to your energy supplier, paying debt recovery through a 
prepayment meter, or owing money to someone else as result of borrowing money 
to pay for energy costs. 
SINGLE CODE 

Yes 1  

No 2  

Don’t know 3  

Prefer not to say 4  

 
ASK ALL IN ENERGY DEBT OR ARREARS (D1=1) 
D2 (AFF21) What is the nature of your energy debt or arrears?  
MULTI CODE  

Behind on bills but no 
formal debt repayment 
plan or debt recovery 
action  

1  

Energy debt repayment 
plan with energy company 
(including through a 
prepayment meter) 

2  

Debt recovery action for 
my energy arrears 

3  

Credit card or overdraft 
used to pay for energy 
costs 

4  

I owe money to someone 
else as a result of 
borrowing to pay energy 
costs 

5  

I owe money to an 
unlicensed lender (i.e. loan 
shark) 

6  

Other (please specify) 7 WRITE IN  

Prefer not to say  8  

 
ASK ALL IN ENERGY DEBT OR ARREARS (D1=1) 
D3 (AFF22) Roughly, how long, in months, have you been in energy debt or 
arrears? Your best estimate is fine. 
Please include the total number of consecutive months since your current energy 
debt or arrears began. 
Please do not include times when you were in energy debt or arrears previously, but 
paid them off/had them cleared. 
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SINGLE CODE 

WRITE IN – NUMERIC ONLY 

Don't know 1  

Prefer not to say 2  

 
ASK IF DK (D3=1) 
D3a Which of the following brackets would be your best estimate of how long you 
have been in energy debt or arrears? 
SINGLE CODE 

1 month or less 1  

2 to 3 months 2  

4 to 6 months 3  

7 to 9 months 4  

10 to 12 months 5  

Longer than 12 months 6  

Don’t know 7  

 
ASK ALL IN ENERGY DEBT OR ARREARS (D1=1)  
D4 (AFF23) For each of the following statements, please indicate whether or not 
they apply to you/ your household.  
MULTI CODE  

 Yes- this applies to 
me/my household 

No- this does not 
apply to me/my 
household 

Prefer not to say  

_1 I am confident I 
will be able to clear 
my energy debt or 
arrears    

1 2 3 

_3 I have 
experienced legal 
action or debt 
recovery action, 
due to energy debt  

1 2 3 

_6 I have been put 
on a prepayment 
meter due to my 
energy debt  

1 2 3 

_7 I have sought 
debt advice due to 
my energy debt  

1 2 3 

_8 I have contacted 
my energy supplier 
about my energy 
debt 

1 2 3 

_9 My energy 
supplier has 
contacted me 

1 2 3 
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about my energy 
debt 

 
ASK ALL IN ENERGY DEBT OR ARREARS (D1=1)  
D4a(AFF24) How easy or difficult is it for you to keep up with your debt repayment 
plan? By this, we mean that you are able to keep up with your regular payments, and 
able to keep up with your other essential bills and costs  
SINGLE CODE.  

Very easy  1  

Fairly easy  2  

Neither easy nor difficult  3  

Fairly difficult  4  

Very difficult  5  

Don’t know  6  

 
ASK ALL 
D5 (APP16a) Have you heard of the any of the following forms of financial 
support that could be available to help your household with the cost of energy this 
winter?  
MULTI CODE.  
DS: ROTATE CODES  

Warm Home Discount 1  

Pension Age Winter 
Heating Assistance 
(previously Winter Fuel 
Payment) 

2  

Child Winter Heating 
Payment (previously Child 
Winter Heating Assistance) 

3  

Winter Heating Payment 
(previously Low Income 
Winter Heating Assistance 

4  

Crisis Grants / Scottish 
Welfare Fund 

5  

Energy Company 
Obligation (ECO) 

8  

Warmer Homes Scotland 
Programme 

9  

Home Energy Scotland 
Grant and/or Loan 

10  

[DS: ONLY SHOW IF ON 
PREPAYMENT METER 
(A6=3)]: Additional 
Support Credit 

11  

[DS: ONLY SHOW IF ON 
PREPAYMENT METER 
(A6=3)]: Fuel vouchers 

12  
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None of the above  14 DS: DO NOT ROTATE 

 
ASK ALL 
D6 (APP16b if not 99 in APP16a) Have you or anyone in your household received 
any of the following forms of financial support to help your household with the cost 
of energy? 
MULTI CODE.  
DS: ROTATE CODES  

(DS: ONLY SHOW IF D5=1) 
Warm Home Discount 

1  

(DS: ONLY SHOW IF D5=2) 
Winter Fuel Payments 

2  

(DS: ONLY SHOW IF D5=3) 
Child Winter Heating 
Assistance 

3  

(DS: ONLY SHOW IF D5=4) 
Low Income Winter 
Heating Assistance 

4  

(DS: ONLY SHOW IF D5=5) 
Crisis Grants 

5  

(DS: ONLY SHOW IF D5=8) 
Energy Company 
Obligation 

8  

(DS: ONLY SHOW IF D5=9) 
Warmer Homes Scotland 

9  

(DS: ONLY SHOW IF 
D5=10) Home Energy 
Scotland Loan 

10  

(DS: ONLY SHOW IF 
D5=11) Additional Support 
Credit 

11  

(DS: ONLY SHOW IF 
D5=12) Fuel vouchers 

12  

None of the above  14 DS: DO NOT ROTATE 

 
ASK ALL  
D7 (AFF18) In the last 3 months, which, if any, of the following have you sought 
advice from about paying your energy bills, this could be online, over the phone, or 
in person (unless stated otherwise in the options below)?  
MULTI CODE. ROTATE CODES  

Your energy company 1  

Your local council 2  

An advice phone line 3  

In person at a local advice 
centre 

4  

Friends or family 5  
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A money advice charity 
(e.g. StepChange) 

6  

Other (please specify) 7  

N/A- I have not sought any 
advice on my energy bills  

8  

 
ASK ALL  
D8 (PSR2) Some service providers, such as those providing energy or water, hold 
registers of people in vulnerable situations; for example older people, those living 
with a disability, or parents of young children. These ‘priority service’ registers 
ensure that the people on the register are offered support they might need – for 
example to read bills and other communications, or when engineers are visiting the 
property, or in the event of an emergency or an interruption to the service. 
Do any of the following apply to you or another person your household? 
MULTI CODE.  
DS: ROTATE CODES  

You or another member of 
your household is over the 
age of 65 

1  

Children under the age of 5 2  

You or another member of 
your household is 
pregnant 

3  

You or another member of 
your household have a 
disability, medical or 
mental health condition, or 
sensory impairment 

4  

You or another member of 
your household are in a 
vulnerable situation for 
another reason 

5  

None of these  6  

Don’t know  7  

Prefer not to say  8  

 
 

E My Property  
ASK ALL  
E2 (TENURE) Do you own or rent the home you are living in at the moment? 
SINGLE CODE 

Own outright  1  

Own with a mortgage or 
loan 

2  

Shared ownership (part 
own and part rent)  

3  
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Social rented by council, 
housing association or 
registered social landlord 

4  

Private landlord or letting 
agency  

5  

Other private rented  6  

Live rent free 7  

Other (please specify) 8 WRITE IN  

Prefer not to say  9  

Don’t know 10  

 
ASK ALL 
E1 (EPC1) An Energy Performance Certificate (EPC) rates a property’s energy 
efficiency from A to G, and shows typical energy costs, as well as how you can 
improve the property’s rating and its environmental impacts. 
Do you know your home’s EPC rating? 
SINGLE CODE  

Yes, I know my home’s EPC 
rating 

1  

No, but my home does 
have an EPC rating 

2  

No, my home does not 
have an EPC rating 

3  

No, I have not heard of an 
EPC rating before 

4  

Don’t know 5  

 
ASK IF AWARE OF HOMES EPC RATING (EPC1/E1=1) 
E1a What is your home’s EPC rating? 
SINGLE CODE  

EPC A 1  

EPC B 2  

EPC C  3  

EPC D 4  

EPC E 5  

EPC F 6  

EPC G 7  

Don’t know 8  

 
ASK IF HOME HAS EPC RATING (EPC1 = 1, 2) 
E1b (EPC2) What is your best estimate of when your EPC rating was last updated? 
SINGLE CODE 

Under 1 year ago 1  

1 to 4 years ago 2  

5 to 9 years ago 3  

10 or more years ago 4  

Don’t know 7  
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ASK IF KNOW HOME’S EPC RATING (EPC1 = 1, 2, 3, 4, 5, 6, 7) 
E1c (EPC3) How far do you agree with the following statements about your EPC? 

 Strongly 
agree 

Agree Neither 
agree nor 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

_1 My EPC is 
easy to 
understand 

1 2 3 4 5 6 

_2 My EPC 
accurately 
represents 
the features 
of my home 
or property 

1 2 3 4 5 6 

_3 (ASK IF 
E2=1,2,3) 
My EPC 
helps me 
understand 
the changes 
I could make 
to improve 
my home or 
property's 
energy 
performance  

1 2 3 4 5 6 

_4 (ASK IF 
E2=1,2,3) 
My EPC 
makes me 
more likely 
to take 
action to 
improve my 
home or 
property's 
energy 
performance  

1 2 3 4 5 6 

 
ASK ALL  
E3 (PROPERTY INFO) Which of the following best describes the type of home that you 
live in? 
SINGLE CODE  

Flat, apartment or bedsit 1  

House 2  

Maisonette 3  

Bungalow  4  
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Temporary building  5  

Park home or caravan  6  

Don’t know  7  

Prefer not to say  8  

 
ASK ALL  
E4 (NUMBER OF BEDS) How many bedrooms does your home have? 
SINGLE CODE  

1 1  

2 2  

3 3  

4 4  

5 5  

6 or more  6  

Prefer not to say  8  

 
ASK ALL  
E5 (AGE OF PROPERTY) To the best of your knowledge, when was your property 
built? If you don’t know exactly, please choose the best estimate. 
SINGLE CODE  

Pre 1919 1  

1919-1944 2  

1945-1964 3  

1965-1982 4  

1983-2002 5  

Post 2002 6  

Don’t know 7  

 
ASK ALL  
E5a Does your home have any of the following: 
MULTI CODE  

Electric vehicle (not hybrid) 1  

Heat pump 
 
DS: ADD AS POPUP: Definition: Heat 
pumps can usually be found outside 
a home and look like a standard air-
conditioning unit. They capture 
heat from the outside and move it 
to your home. 

2  

Micro wind turbine or small-scale 
hydroelectric system 
 
DS: ADD AS POPUP: Definition: 
Micro wind turbines or small-scale 
hydroelectric systems are usually 
found outdoors near a home, such 

3  
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as on a pole, roof, or by flowing 
water. They generate electricity by 
using wind or moving water to 
provide power for the home. 

Solar panel for hot water 4  

Solar panel for electricity (Solar PV) 5  

Home energy storage (electric, 
thermal, heat) 
 
DS: ADD AS POPUP: Definition: 
Home energy storage can usually 
be found inside or near a home and 
may look like a battery unit or 
insulated tank. It stores electricity 
or heat so it can be used later when 
the home needs energy. 

6  

Other low carbon heating (e.g. 
biomass boiler)  
 
DS: ADD AS POPUP: Definition: A 
biomass boiler refers to any plant 
or animal-based material (for 
example food waste, branches, 
sawdust) or purposely grown crops 
which can be burned to produce 
heat and electricity. This does not 
include any form of gas boiler, oil, 
or coal heating. 

7  

None of these 8 EXCLUSIVE 

Don’t know 9 EXCLUSIVE 

 
ASK IF OWN HOME (ASK IF E2=1,2,3) 
E6 (EPC2) To what extent do you agree with the following statements about your 
home’s energy efficiency? 
SINGLE CODE PER ROW  

 Strongly 
agree 

Agree Neither 
agree nor 
disagree 

Disagree Strongly 
disagree 

Don’t 
know 

_1 I have 
made energy 
efficiency 
improvements 
to my home 

1 2 3 4 5 6 

_2 I know 
where to get 
information 
about how to 
improve the 

1 2 3 4 5 6 
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energy 
efficiency of 
my home 

_3 I do not 
want to 
improve my 
home’s 
energy 
efficiency 
because I am 
happy with its 
current level 

1 2 3 4 5 6 

_4 I cannot 
afford to 
make energy 
efficiency 
improvements 
to my home 

1 2 3 4 5 6 

 

F Demographics   
ASK ALL  
F1 To conclude, we would like to ask you some questions about you to put your 
answers into context. If there are any questions that you do not feel comfortable 
answering, please select ‘prefer not to say’. 
Which of the following age bands do you fall into? 
SINGLE CODE  

16-24 1  

25-34 2  

35-44 3  

45-54 4  

55-64 5  

65+ 6  

Prefer not to say  7  

 
ASK ALL  
F2 (gender_how_identity_feb19) Which of the following best describes your 
gender? 
SINGLE CODE  

Male 1  

Female 2  

Prefer to self describe 
(please specify) 

3 WRITE IN  

Prefer not to say  4  

 
ASK ALL 
F3 How would you describe your ethnicity?  
SINGLE CODE  
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White- Scottish  1  

White- Other British  2  

White- Irish 3  

White- Gypsy/Traveller 4  

White- Polish 5  

Any other White ethnic 
group (please describe) 

6 WRITE IN  

Any mixed or multiple 
ethnic group  

7  

Pakistani, Pakistani 
Scottish or Pakistani British 

8  

Indian, Indian Scottish or 
Indian British 

9  

Bangladeshi, Bangladeshi 
Scottish or Bangladeshi 
British  

10  

Chinese, Chinese Scottish 
or Chinese British  

11  

Any other Asian 
background (please 
describe)  

12 WRITE IN  

African, African Scottish or 
African British  

13  

Any other African (please 
describe) 

14 WRITE IN  

Caribbean, Caribbean 
Scottish or Caribbean 
British  

15  

Black, Black Scottish, or 
Black British  

16  

Any other Caribbean or 
Black (please describe)  

17  

Prefer not to say  18  

 
ASK ALL  
F4 Do you have any physical or mental health conditions, lasting or expected to 
last for 12 months or more? 
SINGLE CODE  

Yes 1  

No 2  

Prefer not to say  3  

 
ASK IF HAVE A DISABILITY / HEALTH CONDITION (F4=1) 
F5 Do any of your conditions or illnesses reduce your ability to carry out day-to-
day activities? 
SINGLE CODE  

Yes, a lot  1  
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Yes, a little 2  

Not at all 3  

Prefer not to say  4  

 
ASK ALL  
F6 Which of the following best describes your employment status? 
SINGLE CODE  

Full time paid work (over 30 
hours per week) 

1  

Part time paid work  2  

Full time education 
(school/college/university) 

3  

Unemployed- looking for 
work  

4  

Unemployed- due to 
disability/long term health 
condition  

5  

Unemployed- not seeking 
work  

6  

Self-employed  7  

Fully retired  8  

Carer 9  

Looking after home (inc. 
Stay at home parent) 

10  

Other (please specify) 11 WRITE IN  

Prefer not to say  12  

 
ASK ALL  
F7 How much is your household’s income before tax? 
 Please include the income of all adults living in your household, including 
income from any employment or self-employment, income from benefits and 
pensions and income from other sources such as interest from savings. 
SINGLE CODE  

Less than £5,000 1  

£5,000 to £9,999 2  

£10,000 to £14,999 3  

£15,000 to £19,999 4  

£20,000 to £24,999 5  

£25,000 to £29,999 6  

£30,000 to £34,999 7  

£35,000 to £39,999 8  

£40,000 to £49,999 9  

£50,000 to £59,999 10  

£60,000 to £69,999 11  

£70,000 to £99,999 12  

£100,000 to £149,999 13  

£150,000 and over  14  
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Prefer not to say 15  

 
ASK ALL  
F8 (HHOLDSIZE) How many people, including yourself, are there in your 
household? Please include both adults and children.  
SINGLE CODE  

1 1  

2 2  

3 3  

4 4  

5 5  

6 6  

7 7  

8 or more 8  

Prefer not to say  9  

 
ASK ALL WITH 2+ IN THEIR HOUSEHOLD (HHOLDSIZE =2-9)  
F10  
We are particularly interested in multi-generational households, which refers to 
multiple generations of adults aged over 25 that live in the same household.  
Which of the following best describes your household? 
SINGLE CODE 

One generation of adults (with or 
without children under 25) 
 
E.g. an adult couple or a group of 
adults (such as flatmates), with or 
without children 

1  

Two generations of adults from 
the same family living together  
 
E.g. parents and one or more 
adult children aged 25+ or adults 
living with their older parents 

2  

Three or more generations of the 
same family living together 
 
E.g. grandparents, parents and 
one or more adult children aged 
25+ 

3  

Don’t know 4  

 
ASK ALL  
F11 Thinking about the chief income earner in your household, which of the 
following best describes their role?  
SINGLE CODE    
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Higher managerial, 
administrative or 
professional 

1  

Intermediate managerial, 
administrative or 
professional  

2  

Supervisory, clerical and 
junior managerial 

3  

Skilled manual worker  4  

Semi and unskilled manual 
worker  

5  

Casual worker, state 
pensioner or unemployed  

6  

Don’t know 7  

Prefer not to say 8  

 
ASK ALL  
F12 Is anyone in your household, including yourself, currently receiving any of 
these benefits? 
MULTI CODE  

Child benefit  1  

Universal credit or other 
benefits related to low 
income and/or 
unemployment  

2  

Adult disability payment, 
child disability payment or 
attendance allowance (or 
legacy Personal 
Independence Payment) 

3  

Housing Benefit (paid to 
you) 

4  

Housing Benefit (paid 
direct to your landlord) 

5  

Pension Credit  6  

Pension Age Winter 
Heating Payment  

7  

State Pension  8  

Any other state benefit 
(please specify) 

9 WRITE IN  

None  10 MAKE EXCLUSIVE 

Prefer not to say  11  

 
ASK ALL  
F13 What region do you live in? 
SINGLE CODE    

North East Scotland 1  
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Highlands and Islands 2  

South Scotland 3  

West Scotland 4  

Central, Mid-Scotland and 
Fife 

5  

Lothians 6  

Glasgow 7  

Don’t know 8  

 
ASK ALL 
F14 What is your postcode? 
This will be used to understand which region you live in and whether this is rural or 
urban. Your postcode will not be linked to you or used in the final data itself.  

WRITE IN 

Prefer not to say 1  

 
ASK ALL  
F15 You have now reached the end of the survey. Thank you for taking part in our 
research about energy affordability for Consumer Scotland, we are grateful for your 
participation.  
If you would like more information about the issues discussed in this survey, please 
contact the organisations below: 
 
Citizens Advice Scotland 
Citizens Advice Scotland provide free, independent, confidential and impartial advice 
on a wide range of issues, including debt and what to do if you’re struggling to pay 
your energy bills. Advice is available in person, by phone and on their website. 
Website: Citizens Advice Scotland 
Telephone number: 0800 028 1456 
 
Energy Advice Scotland 
Energy Advice Scotland provides free, practical advice on energy related matters to 
consumers in Scotland. They can help if you have questions about your energy 
supplier, have questions about your energy suppliers complaint process, or if you are 
have problems with your energy bills. Advice is available by phone, email, or through 
Live Chat on their website. 
Website: Energyadvice.scot  
Telephone: 0808 196 8660 
 
Home Energy Scotland 
Home Energy Scotland provides expert advice for people on how to create warmer 
homes, reduce their energy bills, and lower their carbon footprint. Including advice on: 
saving energy and keeping warm at home, funding options including Scottish 
Government grants and interest free loans, and installing renewable energy at home. 
Website: Home Energy Scotland 
Telephone number: 0808 808 2282  
 
Ofgem 
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For advice on making a complaint about your gas or electricity bill or supplier. 
Website: Welcome to Ofgem | Ofgem 
Telephone number: 020 7901 7295  
 
StepChange Debt Charity 
StepChange Debt Remedy provides expert advice, budget support and solutions to 
help people manage their debts. 
Website: StepChange Debt Charity. Free Expert Debt Help & Advice 
Telephone number: 0800 138 1111 
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