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Gas Conversion Equation 

Customer reaction to the on-bill equation 

 

 
August 2013 – recut to show customers aged under 55 only 
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Objectives 

> Assess whether customers have good comprehension as to how gas is measured and 

displayed (both on the gas meter and energy bill). 

> Determine understanding of, and reaction to, the gas conversion equation. 

> Establish customer preference for detail around gas calculation. 

> Anticipated use or action of the information (e.g. would customers use this equation to 

work out their energy bill?) 

> Explore whether customers would prefer to have the information available elsewhere - 

online, on bill, via an app or over the phone. 
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Context:  

 

Some customers pay careful attention to 

their bill while others prefer to skim the 

contents 
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Q1. Firstly, which of these best describes what you usually do when you receive your energy bill from npower? / Base; Under 55 (186) 

Q2. You mentioned that you extensively review and work out how the cost on your energy bill is calculated. How do you go about doing this?  

The bill checkers slightly out weigh the bill skimmers. 

I review extensively and work out how the cost was calculated 

Energy bill engagement 

I take a good look and read through all the information 

I scan the information to make sure everything is as I would expect 

I take a quick look but don’t read it properly 

I store it away to read at a later date  

It varies between bills 

I don’t open or look at my bill 

I don’t know / I’m not sure  
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“I have a spreadsheet that I 

complete monthly that calculates 

usage and costs which I use to 

check / compare bill.” 

“Check meter readings were 

correct. Check tariff changes and 

where they occurred. Check that it 

all adds up and is realistic against 

my own calculations.” 

“I compare consumption with previous 

quarters and assess whether I agree with 

your estimate of future direct debit 

payments.” 

“I read my gas and electric meters every day 

and compile a monthly spreadsheet which I 

compare with all the same months since 

2006. The main problem is that my gas meter 

does not read in kWhs; that's what I want, 

and also no standing charges.” 
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Q5. Which of the following units is gas measured in by your household gas meter? / Base; Under 55s (186) 

Q6. And how is your gas usage displayed on your npower bill? / Base; Under 55s (186) 

Less than a quarter of customers know what their gas meter measures 

35% 

Understanding as to how gas is measured and displayed 
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29% 

Don’t know / 

Not sure 

47% 17% 

Cubic Metres kWh 

Don’t know / 

Not sure 
kWh 

Cubic Feet 

Cubic Feet Cubic Metres 

24% 
14% 

7% 30% 
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Q16. Below is a list of all of the information currently available on your npower bill. Please rank the information in order of importance to you, where 1 is the most important and 10 the least / Base; 

Under 55s (186) 

Your 

account 

balance 

Other tariff 

options 

Npower 

customer 

service contact 

details 

What you’ve 

paid in last 

six months 

Existing 

tariff 

information  

An account 

breakdown 

Energy 

explained  

Your most 

recent 

meter 

readings 

Account balance and a breakdown are the most important pieces of 

information, followed by meter readings. 

Most Important (Ranked 1 – 3) 

Least Important (Ranked 8 – 10) 

Gas 

calculation 

Your 

reference 

numbers 

53% 6% 6% 18% 

62% 38% 45% 16% 2% 4% 8% 

81% 62% 31% 22% 12% 9% 

11% 51% 63% 
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Q9. Before today had you seen, or referred to this calculation on your npower energy bill? / Base; Under 55s (186) 

The largest customer sector at 30% was those who said they were not 

aware of this calculation on the bill. Only 24% claim to have used the 

equation. 
Gas Conversion Equation – Awareness and usage 

2%

12%

30%

26%

6%

24%Yes, and I used the calculation when referring to my gas usage 

Yes, I have seen it but haven’t actually used this calculation 

No, but I shall be looking out for it on my next npower bill 

No, and I won’t look out for it in the future 

Don’t know 

Yes, I have seen it but haven’t actually used this calculation 
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Summary: The equation is positively perceived by this engaged 

respondent group who are all members of the npower panel but despite this 

under half plan to use it. 

47% 

71% 

Understanding Of 

Purpose 
(Q7) 

45% 

Ease Of 

Understanding 
(Q10) 

51% 

Helps Calculate  

Bill 
(Q10) 

38% 

Helps  Manage Gas 

Usage 
(Q10) 
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(Q12) 

U
n

d
e
rs

ta
n

d
in

g
 

In
te

n
t 

57% 

Information 

Required 
(Q10) 

56% 

Right Amount Of 

Information 
(Q11) 

*Your gas meter measures the gas you use in 

cubic metres (m3) or 100s of cubic feet. We 

convert this to kWh when we work out your 

bill. To convert a cubic-feet measurement into 

m3, we multiply it by 2.83. We multiply the m3 

figure by the correction factor (1.02264) and 

then by the calorific value. Finally we divide 

the result by 3.6 to reach your kWh total. 



RWE npower   10/7/2013 PAGE 9 

45% 

32% 

51% 

Agree  

(Top 2 Box) 

Agree 

(Top Box) 

(18%) 

(12%) 

(29%) 

41% 

22% 

Neither 
Disagree 

(Bottom 2 Box) 

Q10. Thinking about this information, how much do you agree or disagree with the following statements? / Base; Under 55s (186) 

Although many see this as a necessary part of the bill calculation, its 

complexity means that some cannot put it to good use ... 

It’s clear and easy to understand 

It’s not something I would use 

It helps me calculate my overall bill 

57% (33%) I need this information to understand my bill 

14% 

46% 

22% 27% 

21% 22% 

34% 38% (16%) 28% It helps me manage my gas usage 
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Q11. What do you think of the amount of information used to detail how your gas usage is calculated in kWh? / Base; Under 55s (186) 

... this is due to the complex nature and structuring of the information – 

consider bullets or simplifying the steps. 

Gas Conversion Equation – Amount of information 

8%

14%

56%

22%Too much information 

Just the right amount of information 

Not enough information 

Don’t know 

“I strongly advise npower NOT to 

remove this information but 

make it clearer and more 

understandable to most people.” 

“It's clear, and has all 

the information I 

think I would need.” 

“It would be pathetic if the 

information was removed.  

Ideally it should be reported 

correctly and fully.” 

“It needs to have 

less detail to allow 

the information to be 

fully understood by 

your consumers.” 

“The bills needs to be simplified 

so the information is clear and 

understandable. No information 

should be removed but just 

presented in a better way.” 

“It's too complicated. People need 

to know how much they use and 

how much each unit that they use 

costs.” 
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“In a leaflet 

sent to each 

customer.” 

“As part of my 

usage and 

personal web 

portal.” 

“On my 

online 

account.” 

“As a link 

from my 

online bill.” 
“Pleased how well 

customer services 

explained the calculations. 

But this info should be on 

the web site too.” 

“Leave it on 

the bill.” 

“You should not be 

allowed to omit this 

vital information.” 

Q14. Do you feel they should keep this information or are you happy to have it removed from your future bills? / Base; Under 55s (186) 

Q15. If npower go ahead and omit this information from future bills where would you like it to remain available? / Base; Under 55s (186) 

If simplified, the information could become a key part of the bill detail.  

40% 
Yes 

I think that they 

should keep 

this information 

I think that they should 

keep this information, 

but present it in a 

clearer and more 

understandable way 

I think that it 

should be 

removed from 

future bills 

2% 
Not 

required 

82% 
npower website 

22% 
npower 

customer 

services 

8% 
Social 

media 

12% 
Other, please 

specify 

2% 
I don’t 

know 

No preference 

Gas Calculation Equation – Keep or Remove 

37% 
Yes, but… 

14% 
No 

9% 
Undecided 

27% 
Order a 

paper copy 

Preferred method for sourcing information 


