Valuing customer relationships

Office of Fair Trading

report may make you
= consider!

A traditional family business since 1902

" HCMarsh (Newbury) Ltd




“Over 9o% of the variation in average retail prices is explained by
movements in the price of crude oil”

LPG versus Heating QOil Heating Oil

Customers Approx. 150,000 households Approx. 1.6 million domestic users, mainly
rural areas.

Pricing information Difficult to obtain Transparent, easy to shop around

Who owns the tank? Supplier rents the tank to home owner Home owner

Suppliers Limited Plentiful

Switching supplier Considerable costs Easy to compare prices and switch

Do | need to sign a contract Yes, majority of contracts are for 2 years.  No contract, easy to switch suppliers.
and if so, for how long? You may still be obliged to pay even if you
move home or terminate the contract. *

Tank Underground Free standing, easy to access, monitor and
maintain.

The price of heating oil has been both volatile and rising in
recent years. This combined with supply problems last
winter (2010/11), prompted concerns that the market is not
working well.

*Office of Fair Trading report October 201.




