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Research methodology

Populus, an independent market research agency, conducted 
10,084 interviews using a bespoke online survey, designed 
to be representative of the population of Great Britain. The 
interviews took place between 18th and 30th November 2016.

Smart meter customers featured in this publication did not 
necessarily take part in the Populus research.
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Executive summary

Background 
Almost 5 million smart meters have 
now been installed across Britain. By 
2020, 26 million households will have 
been offered one, at no extra cost, by 
their energy supplier. This is the biggest 
upgrade to our energy system in a 
generation and, as this report will show, 
it is transforming the way consumers 
buy and use energy.

People with smart meters no longer 
have to rely on estimated bills – 
accurate readings are sent directly and 
securely to suppliers. And with the 
help of an easy to use in-home display 
(IHD), they can keep track of how much 
they’re spending on gas and electricity 
in pounds and pence - giving them 
the simple, real-time information they 
need to get their gas and electricity use 
under control.

Smart energy outlook is the largest 
independent piece of insight into British 
people’s attitudes towards energy and 
smart meters. It provides unique insight 
into people’s experiences of buying and 
using energy – and the impact of smart 
meters on those experiences.

Now in its third year, it seeks the views 
of more than 10,000 British people, 
across the three nations, twice a year.

82% of 
people with 

smart meters have 
taken at least one 

step to reduce 
energy use

81% of 
people with  

smart meters 
would recommend 

them to others
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Latest findings 
This wave of Smart energy outlook 
shows that as more and more people 
get their smart meters they are using 
them to save energy. More than 80 per 
cent have taken action to cut down 
on their energy use. And as more 
early adopters get used to their new 
technology, it’s clear that the novelty 
does not wear off. In fact, the longer 
people have their smart meter, the more 
likely they are to feel they can make 
informed choices about the right energy 
tariff for them.

This wave provides some new insight 
into the importance of IHDs and the 
differences in the way people use them, 
compared to other means of accessing 
energy use information. Eighty per cent 
of people with an IHD check it regularly. 
Four in ten people check their IHD every 
day, which demonstrates the important 
behaviour change that smart meters 
bring about. This is compared to one in 
five with an app, and only four per cent 
of those who access data via a website.
Satisfaction levels for smart meters 
remain consistently high – eight in ten 
people say they would recommend 
them to others. This shows that, even 
as larger numbers take up their smart 
meters, people remain overwhelmingly 
positive about this important upgrade.

87% of 
people with 

smart meters 
have a better idea 

of their energy 
costs

71% of people 
with smart meters 

feel more in control 
of their energy use

80% of 
people with an 

IHD check it 
regularly*

*At least a few times a month
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Smart meters - 
the verdict from those 
who already have one
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8 in 10 people with smart meters would 
recommend them to friends and family
Almost 1.5 million smart meters  
have been installed since the last  
Smart energy outlook – meaning nearly  
5 million smart meters are now operating 
across Britain.* As installations pick up 

pace, satisfaction remains consistently 
high. Eighty-one per cent of people with 
smart meters would recommend them  
– an incredibly high satisfaction rate.

81% likely to recommend

Figure 1. Likelihood to recommend a smart meter to others (among people with smart meters)

Very likely

Fairly likely

Neither likely  
nor unlikely

Fairly unlikely

Very unlikely

50%

31%

16%

1%

2%

* Department of Business, Energy and Industrial Strategy (BEIS), Smart Meters, Quarterly Report, to end September 2016
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88%Low income

People on lower incomes are particularly likely  
to recommend smart meters
Across all demographic groups*, people 
are consistently happy with their smart 
meters. However, among people on lower 
incomes, the number of those likely to 

recommend goes up to almost nine in ten. 
Younger people and those with children 
are also particularly satisfied with their 
smart meters.

81%All people with  
smart meters

*See p.26 for definitions of demographic groups

86%

87%C2DE

Children  
in household

79%

80%

81%

85%

Figure 2. Likelihood to recommend a smart meter to others - demographic breakdown

35-54 years old

Female

18-34 years old

Male

No children  
in household

84%

55 +

ABC1**

77%

75%
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Seeing what you’re spending, in pounds and pence, 
is the main appeal of smart meters
Being able to keep track of costs is the most 
important benefit of smart meters for most 
people. Many are also drawn to the fact that 
smart meters end estimated bills – meaning 
consumers only pay for what they’re using. 

There’s also an interest in choosing to use 
energy when it’s cheapest, via the new time-
of-use tariffs made possible by smart meters.

8%

26%

29%

29%

Figure 3. The appeal of smart meters (top three selected by those who understand what  
a smart meter is)

Installed at no extra 
cost to every customer 
who wants one

No need for energy 
company to visit your 
home to read meter

Help every household 
in the country waste 
less energy

Easier to choose the 
right deal for me

Smart meters help 
create a smarter 
energy sector

Energy companies  
will know when  
you’ve lost power

Prepay customers can 
top up via their mobile 
or online

See in pounds and 
pence the energy you 
are using

See information on an 
in-home display (IHD)

Receive accurate bills 
rather than estimated

Choose to use 
energy when it’s 
cheapest

59%

46%

28%

21%

15%

13%

10%
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8 in 10 people with smart meters have taken  
steps to cut down energy use
Most people with smart meters have taken 
at least one step to cut down their energy 
use. They are making small, sustainable 
changes to their daily habits and close 

to half of those surveyed are already 
changing the way they use their household 
appliances.

Figure 4. Steps taken to reduce energy use among people with smart meters

Turned off lights

Turned heating  
down/off

Monitored energy 
usage more closely

Changed the way 
household appliances 
are used 

Encouraged others 
in household to use 
less energy

Purchased energy 
efficient appliances

1%

49%

55%

59%

47%

35%

17%

Researched how to 
make home more 
energy efficient

Researched energy 
efficient appliances

Researched how to  
use less energy

11%

10%

 9%

82%Taken at least one step 
to use less energy
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Smart meters make people feel more in control of 
their gas and electricity and help them save money
Close to nine in ten people with smart meters 
feel they have a better idea of what they’re 
spending on energy. Three quarters are more 
conscious of the energy they use. Almost the 

same number feel they have more control 
over their gas and electricity. More than half 
already feel they are saving money with the 
help of their smart meter. 

71%

73%

Figure 5. Experience of people with smart meters

Better idea of what I’m 
spending on energy

More conscious about 
the energy I use

Think twice about 
using high energy 
appliances

Feel more in control  
of the energy I use

Helping me to  
save money

Less worried about  
my bills

6%

52%

65%

53%

87%
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Figure 6. Attitudes towards energy: people with smart meters vs. those without them

I think my energy bill  
is accurate

I think I have the 
information I need 
to choose the right 
energy supplier

I understand my 
energy bills

I think I have the 
information I need 
to choose the right 
energy tariff

I think I pay the right 
amount for the energy 
I use

I trust my energy 
supplier(s)

I’m not concerned 
about running up a  
big energy bill 

Without a  
smart meter

With a  
smart meter

65%

61%

59%

57%

54%

43%

31%

83%

74%

70%

70%

65%

50%

36%

Smart meters improve the experience of  
buying and using energy
People with smart meters are much more 
likely to have confidence that their bills 
are accurate. They feel better equipped to 
understand their bills, and to choose the 
tariff or supplier that’s right for them.
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The benefits of having smart meters  
increase over time
When people have had their smart meter for 
longer than a year they’re increasingly likely 
to feel they have the information they need 

to choose the right tariff – by 11 percentage 
points more than those who’ve had their 
smart meter for less than a year.

I think my energy bill  
is accurate

I understand my 
energy bills

Up to 1 year 1 year +

83%

74%

84%

73%

I think I have the 
information I need 
to choose the right 
energy supplier

I think I pay the right 
amount for the  
energy I use 

I think I have the 
information I need 
to choose the right 
energy tariff

67% 75%

67% 78%

64% 69%

Figure 7. Attitudes towards energy: people who have had a smart meter less than a year vs. those who 
have had one longer than a year

I trust my energy 
supplier(s)

I’m not concerned 
about running up a  
big energy bill

48% 53%

34% 37%
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Case study:  

Eve Ogden,  
Kirkby in Ashfield, Nottinghamshire
Eve and her partner live in a three-
bedroom semi in Nottinghamshire. She 
pays her energy bills through a regular 
direct debit.

“We decided to get a smart meter 
installed because we wanted the 
convenience of having automatic and 
accurate meter readings – rather than 
having our energy supplier calling us 
and asking for a meter reading. 

“We also really like the convenience of 
using the in-home display so we can 
keep an eye on what we are spending 
on gas and electricity.

“Before we got the smart meter we 
didn’t really know how much we were 
spending and we couldn’t tell how 
much our bills were going to be. It’s 
much better now because we know 
what our bills are going to be and, so 
far, we’ve even managed to save £10  
a month.

“We keep the display in the living 
room. We like to look at it in the 
morning to see how much we have 
spent overnight. We used to have a 
security light that we didn’t realise was 
coming on throughout the night and 
using a lot of energy. We had that light 
replaced and we can see it’s used so 
much less energy.

“We only boil the kettle with the 
amount of water we need, I only use 
the dishwasher when it’s full, and I try 
to dry the washing out in the garden 
rather than using the tumble dryer.”
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Figure 9. Likelihood to recommend a smart meter to others: people with smart meters  
who have an IHD vs. those who don’t

Have an IHD

Don’t have an IHD
82%

71%

IHDs give people a better idea of what  
they’re spending on gas and electricity
IHDs allow people to keep track of how 
much they’re spending on energy in pounds 
and pence. By bringing something invisible 
– energy use – into plain sight, they make 
people more conscious of what they’re 
using. Everyone is offered an IHD when 

their smart meter is installed. Nine in ten of 
those we surveyed took that offer up and 
they are much more likely to be satisfied 
with their smart meter than those who 
don’t have an IHD.

Figure 8. Attitudes towards energy: people with smart meters who have an IHD vs. those who don’t

Better idea of what I’m 
spending on energy

Feel more in control of  
the energy I use

More conscious about 
the energy I use

Think twice about using 
high energy appliances

Have 
IHD

Don’t have  
IHD

88%

75%

71%

66%

76%

65%

69%

61%

What’s an in-home display? 

An in-home display (IHD) is a simple hand-held 
device that shows the data collected by smart 
meters. Every household is offered one, at no 
extra cost, when their smart meter is installed. 
An IHD shows in pounds and pence what you’re 
spending on gas and electricity. The IHD can be 
kept in a convenient place in the home, making it 
quick and easy to keep an eye on costs. 

82%



16

Every day

A few times a month

A few times a week

Hardly ever

IHD app

39%

28%

13%

14%

22%

32%

17%

website

26%

Never 5% 2%

Figure 10. Frequency with which people with smart meters check their IHD vs. an app  
vs. a website

4%

12%

34%

45%

4%

People use their IHDs more frequently than  
apps or websites
Almost nine in ten people with smart meters 
have an IHD. Almost half also have access to 
information on their energy use via an app or 
website. Only four per cent only have access 
to information via either an app or a website. 
People use their IHD much more than other 

means of viewing their energy information. 
Almost 40 per cent check their IHDs every 
day - compared to 22 per cent who use an 
app, and just 4 per cent who log on to a 
website daily.

89%People with an IHD

People with an  
IHD and/or app  
or website access

People with 
no access

Figure 11. People with smart meters that have an IHD vs. those with an app or website access

People with app or 
website access only

48%

4%

6%
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Understanding and  
propensity
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Understanding is on the up: 33 per cent of people 
now have detailed knowledge about smart meters

Figure 12. Understanding of what a smart meter is among the population of Great Britain

25%
February  

2016

5
percentage 

point increase

30%
August 

2016

33%
February 

2017

3
percentage 

point increase

A third of people now have a detailed 
understanding of what smart meters are 
and what they do. There has been a three 
percentage point increase in understanding 
over the past six months. This equates to a 
further 1.5 million people, and brings the total 
number of people who understand what 
smart meters are to 16.5 million.*

People who are counted in this number must 
be able to recognise that smart meters:

• can only be installed by an energy 
supplier

• give you accurate bills instead of monthly 
estimates

• convert your energy consumption into 
costs, in near real time

* Based on adult population of 50 million (ONS)
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Understanding is growing across the country

There are particular challenges in London, 
where the population over-indexes for 
groups with lower levels of understanding, 
for example, group renters.

Figure 13. Geographical breakdown showing understanding of smart meters across Great Britain

38%

36%

36%

36%

34%

34%

34%

33%

North East

West Midlands

Wales

East of England

North West

Yorkshire and Humberside

South West

South East

27% London

33% Scotland

32% East Midlands
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Understanding varies across different demographic 
groups
While understanding grows steadily among 
all groups, some people have higher levels 
of knowledge than others. People in fuel 
poverty have a higher than average level 

of understanding about smart meters, 
as do those living with a physical health 
condition.

33%

33%

38%

40%Physical health 
condition

Disability in household

Low income

In fuel poverty

Mental health 
condition

NET: Renters

Figure 14. Understanding of smart meters broken down by demographic subgroup

Group Renters

Total population 33%

21%

35%

30%
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Almost three quarters of people who 
understand what a smart meter is either 
want one or have one already. Among the 
population of Britain, this means almost a 
quarter of people have propensity to get 

a smart meter. This number has grown by 
three percentage points over the past six 
months, meaning 12 million people now 
have propensity to get a smart meter.*

The number of people who want a smart meter  
is growing 

Figure 16. Number of people who either have a smart meter or are interested in getting one, 
among the British population

16%
February  

2016

5
percentage 

point increase

21%
August 

2016

24%
February  

2017

3
percentage 

point increase

Figure 15. Number of people who either have a smart meter or are interested in getting 
one, among those who understand what a smart meter is

Has one installed 
already

Very interested

Neither

Fairly interested

Not very interested

Not at all interested

6%

23%

28%

7%

Don’t know 1%

20%

13%

7%

71% 
interested 

or have one 
installed 
already

*Based on adult population of 50 million (ONS)
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Propensity to get a smart meter is increasing 
across Britain
Propensity is growing strongly across the 
nations and regions of Britain, among 
people who understand what a smart meter 
is. People in Scotland, the North East and 
the East of England are particularly likely to 
want a smart meter, or to have one already.

Figure 17. Number of people who either have a smart meter or are interested in getting one, among 
those who understand what a smart meter is – broken down by geographical region

72%

70%

70%

69%

68%

68%

68%

76% Scotland 

73% East Midlands

75% East of England

75% North East

North West

London

South East

Wales

Yorkshire and Humberside

South West

West Midlands
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Levels of understanding and propensity vary  
across age groups
Over 55s have a very high level of 
understanding about smart meters. Although 
younger people have lower understanding at 

this point, when they do know about them, 
they are even more interested in embracing 
this new technology than over 55s.

Figure 18. Understanding of smart meters broken down by age group

18%

18-34 years

35%

35-54 years

44%

55+

Figure 19. Number of people who either have a smart meter or are interested in getting one,  
among those who understand what a smart meter is – broken down by age group

75% 75% 67%

18-34 years 35-54 years 55+
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There are low levels of consumer 
concerns about smart meters 
Only four per cent of people in Britain 
mention privacy as a concern, and one per 
cent question whether smart meters might 
increase their bills.

Not secure and hacking

Privacy

I will have higher bills

GB population

4%

3%

2%They are inaccurate

The cost will be passed on to customers

Health

1%

1%

1%

Figure 20. Concerns expressed about smart meters
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Case study:  

Troy Tiencken,  
Llanelli, South Wales
Troy, his wife and their three young 
children live in a semi-detached house 
in the Welsh town of Llanelli. They use 
smart prepay to pay for their energy.

“Before we got our smart meter in 
December 2015, we were looking into 
changing our prepayment meter and 
paying by monthly direct debit instead, 
but it would have cost us £140. When we 
found out we could have a smart meter 
installed, and it wouldn’t cost us anything 
extra, we jumped at the chance. 

“Our old prepayment meter was a 
nightmare. We had to go down to the 
shop to top up all the time. There were 
times when I had to ring my mother to 
drive us to the garage to buy credit, 
because the lights had gone out in the 
middle of the night.

“With the smart meter, we can see 
exactly how much energy we’re using 
and when we are coming close to the 
daily limit we’ve set ourselves, which we  
 
 
 
 
 
 

try to stay below. It’s working really well 
as a guide for us. For instance, we know 
that on days when we do the laundry 
our energy use will be higher, so we try 
to use less power the day before or after 
– we’re a big family and have a lot of 
clothes to wash!

“When we had our old prepayment 
meter we tried to set budgets, but it was 
difficult to know when the limit was near 
and we might be running into emergency 
credit, which costs more. Now, with our 
smart meter, we can keep track easily 
and always have plenty saved in our 
household budget to top up for the last 
week of the month. And we don’t worry 
about being able to get more credit if 
we’re running low, because we can do it 
from home at any time of day. 

“Having a smart meter means we are 
much more in control of the money we’re 
spending, and we couldn’t be happier 
with our experience so far.  
The display is so easy to understand. 
And, with a newborn in the house,  
it definitely takes away the stress  
of worrying that we’ll run out of  
power during the night feed.”
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Subgroup definitions

Pay by prepay meter those who pay for their electricity or gas  
via a prepay meter

Fuel poverty those who spend 10 per cent or more of  
their income on fuel

Low household income those who have a household income of less 
than £13,999 per annum

Renters those who rent the property in which they 
reside

Group renters those who rent with at least two other people 
who are not their partner

Disability in  
the household 

those with a health condition that impacts 
ability to carry out day-to-day activities  
- split by physical and mental health 

ABC1, C2DE demographic classification based  
on occupation of head of household, as 
defined by the Market Research Society

As well as age, gender, region and  
socio-economic group, the data has  
been segmented by ‘audience with  
additional barriers’. These are defined as: 
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To find out more about smart meters please visit 
smartenergyGB.org


