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The Competition and Markets Authority (CMA) Heating oil Market Study  
 
Thank you for the opportunity to comment on the market study into the retail supply of fuel for 
use in domestic central heating systems.  
 
Q2: Do you agree with our articulation of the characteristics of a well-functioning heating 
oil market as set out in paragraphs 9 and 10? If not, what should be changed, and why? 
 
We agree with how CMA has defined a well-functioning market. We agree that consumers can 
benefit from having a choice of supplier with regards to price and service quality and that 
suppliers are incentivised to treat their consumers fairly. We agree that pricing practices should 
be reasonable and transparent to help inform consumer choice. We strongly agree that 
appropriate consumer protection measures should be in place.  
 
Q3: Do you consider that the heating oil market currently displays the characteristics of a 
well-functioning market as set out in paragraphs 9 and 10? If not, please explain why you 
consider this to be the case, what is driving this, and how this could potentially be 
addressed. 
 
We think that consumer trust and confidence in a sector improves through a combination of 
regulation, advice, advocacy and redress, similar to that which exists in the gas and electricity 
supply market, which is regulated by Ofgem, Citizens Advice as the consumer advocacy body 
and Energy Ombudsman as the single redress provider.  
 
We see complaints from consumers who have oil as their primary source of heating and expect 
to have lower electricity usage but still receive high electricity bills. 
 
We know that many consumers are or will be using a range of energy sources, products and 
services to help them warm their homes and it can be confusing. We have been reviewing the 
energy landscape to help us understand the various products and services and their associated 
consumer protections; we think there is, at best, a patchwork of consumer standards, codes and 
redress, and at worst significant gaps in consumer protections. 
 
We agree with the Statement of Scope document which highlights that consumers have no 
access to mandatory independent alternative dispute resolution (ADR) or ombudsman. We think 
this is a key requirement and it should be a single ombudsman provider. This ensures a simpler 
and more consistent complaint journey for consumers – plus the ombudsman model (as opposed 
to ADR) can provide insight on complaints across the whole sector. This can be used to help 






