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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The bill checkers slightly out weigh the bill skimmers.

Enerqgy bill engagement

Npower Bill Engagement
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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?
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Less than a quarter of customers know what their gas meter measures

Understanding as to how gas is measured and displayed
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Not sure
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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)

Cubic Metres

Don’t know /
Not sure
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Account balance and a breakdown are the most important pieces of
information, followed by meter readings.

Most Important (Ranked 1 — 3)

Your most Npower
’ isti customer .
Your An account recent What you've  Existing Your - Other tariff Gas Energy
account breakdown meter paid in last tariff reference  service contact options  calculation explained
balance readings six months information numbers details P

0000000
Least Important (Ranked 8 — 10)
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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)




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

Yes, and | used the calculation when referring to my gas usage - 24%
Yes, | have seen it but haven't actually used this calculation I 6%
Yes, | have seen it but haven't actually used this calculation - 26%
No, but | shall be looking out for it on my next npower bill - 30%
No, and | won't look out for it in the future . 12%
Don’t know I 2%
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Q9. Before today had you seen, or referred to this calculation on your npower energy bill? / Base; Under 55s (186)



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.
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Although many see this as a necessary part of the bill calculation, its
complexity means that some cannot put it to good use ...

Agree Agree Disagree
(Top 2 Box) (Top Box) (Bottom 2 Box)

...........................................................................................................................................................................................

It helps me manage my gas usage

It’s not something | would use
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Q10. Thinking about this information, how much do you agree or disagree with the following statements? / Base; Under 55s (186)



... this i1s due to the complex nature and
consider bullets or simplifying the steps.

Gas Conversion Equation — Amount of information
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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)



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

Gas Calculation Equation — Keep or Remove

| think that they should
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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)



