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Fixing Fit and
Forget Culture
Moving UK households away from ‘fit and forget’ culture,
and helping homeowners see the value in regular
maintenance and care of heating systems
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Foreword
It seems right to rein in spending in a world that is now defined
by uncertainty. That goes for households as much as it does
for businesses. But in some parts of the home there’s a duty
of care that cannot be overlooked, not least because people’s
safety depends on it. In September 2020, the Benchmark
Steering Group surveyed homeowners to better understand the
conditions affecting the maintenance and upkeep of heating
and hot water systems across the UK. This report discusses those
survey results and the implications for our industry.
Readers will soon realise that the situation is far from ideal and
there’s a pressing need to shift people away from a ‘run to
failure’ mentality. Over three million UK households, for example,
have never had their boiler serviced, and some 65% of heating
systems were out of warranty at the time of breakdown. These
are shocking figures that not only leave consumers out of pocket
but also potentially put them in danger. That needs to change.
Fortunately, innovations like the Benchmark app will raise
industry standards and move homeowners away from inefficient
practices. Digitisation of the checklist will allow heating engineers
to work more efficiently and help them to clearly explain the
benefits of regular servicing to their customers. This is an
important step forward and will bring the industry in line with
today’s more efficient technology.
I hope you enjoy the report.

Billy Wilgar

D EPU T Y CHAI R O F B EN CH MARK STEERI N G G RO U P
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Q1.

When was the last time you had your boiler serviced

55.7%

16.8%
6.5%

I have my
boiler
serviced
every year

F I N D I N G:

Two
years
ago

3
years
ago

10.8%
3.3%

3.8%

4
years
ago

5
years
ago

0.9%

0.8%

0.5%

0.1%

6
years
ago

7
years
ago

8
years
ago

9
years
ago

0.9%
10
years
ago

I never have
my boiler
serviced

More than three million UK
households have never had
their boiler tested
Given the amount of maintenance that
a typical home requires throughout a
year it can be easy for homeowners
to prioritise certain jobs over others,
especially when some tasks can get
expensive. Research shows that the
UK now spends just under £3 billion
each year on home repairs and general
upkeep, a figure that has been steadily
declining since 2016 when it reached
record highs of just over £3.3 billion.1

1.
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This downward trend reflects Benchmark’s
own research, which has found that
only 55% of homeowners had their
boiler serviced at least once a year.
Most concerning of all, almost 11%
of the sample had never booked a
service, equating to over three million
UK households. Just under half also said
their heating system was not maintained
in accordance with the manufacturer’s
instructions (annual service).

https://www.statista.com/statistics/533023/consumer-spending-maintenance-and-repair-of-dwelling-in-the-united-kingdom-uk/

It is difficult to pinpoint why so many households are
complacent when it comes to maintaining one of the
home’s most important features. A well-functioning
boiler will not only keep a house warm and hot water
running but also regulate indoor humidity that is
vital for good respiratory health. Regular servicing
also helps to keep utility bills low by raising the unit’s
thermal efficiency. Part of the problem may lie with
an ‘if it’s not broken, don’t fix it’ mentality, where
homeowners are only willing to be proactive when
a boiler completely fails. It might also be a financial
decision, with people willing to take the risk in order
to save on short-term costs, even if that means
there’s a higher chance of being left without heating
during the coldest months.

2.

In a time of economic
uncertainty, where households
are typically worse off than in
previous years, this approach
seems to make sense. Yet it’s
also known to cost more in
the end. As leading consumer
advice website Which
reports, the majority of boiler
problems are the result of
small preventable issues, and
the most cost-effective way to
avoid these is by booking in an
‘annual boiler MOT’. 2

O N LY

55%

OF HOMEOWNERS

SERVICE

THEIR BOILER
ONCE A YEAR.

https://www.which.co.uk/news/2017/02/boilers-broke-down-in-one-fifth-of-uk-homes-last-year/
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Q2.

Is your boiler currently in warranty?
50.7%

F I N D I N G:

More than half of UK
homeowners own a boiler
that is out of warranty and a
further 15% are unsure
Homeowners’ willingness to take risks
to save on short-term costs appears
especially reckless when finding that
over half of those polled said their boiler
was out of warranty, with a further 15%
admitting they were unsure if their
heating system was covered or not.
It’s not difficult to see how running a
boiler without any assurances can lead
to problems. Systems are more likely to
malfunction after a period of inactivity,
such as over the summer, so choosing to
run a unit to failure will not just increase
the chances of being left with a cold
home at the worst possible time but also
the prospect of an expensive call out.
While cost ultimately depends on the
heating system’s age and the severity of
the issue, homeowners can expect to pay
anything from £150 for a minor repair
(e.g. replacement fan or gas valve) and
up to £400 or more for serious changes
such as changing a heat exchanger.3

Coverage, however, appears a temporary
issue for most homeowners, with 88%
saying they would register warranty
following the purchase of a new boiler.
Factoring in this knowing so many boilers
are currently out of warranty suggests
most people ‘fit and forget’ about their
heating system once they have covered
the initial expense. Given the cost of a new
boiler it’s unsurprising that many choose
to do this. But it also sets a precedent
that leaves many homes with poorly
functioning boilers and, in the worst cases,
even puts some people at risk.

34.7%

14.6%

Yes
Q3.

No

If you had a new boiler installed would you register the warranty
(by contacting the manufacturer)?
88.1%

4.3%

3.
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https://www.moneysupermarket.com/money-made-easy/the-true-cost-of-fixing-a-boiler/#:~:text=The%20
cost%20of%20boiler%20repair,a%20replacing%20a%20heat%20exchanger.

Don’t know

Yes

No

7.6%

Don’t know
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F I N D I N G:

Almost one in three are
unaware that annual servicing
is required for valid warranty
The tendency for consumers to ‘fit and
forget’ about their boilers appears
conclusive, yet Benchmark’s research
shows this may not just be down to a
willingness to accept the risk. The survey
results also show that a large portion
of the UK are unaware that regular
maintenance is necessary to validate the
entire length of warranty offered upon
purchase, with 31% admitting they did
not know it was a stipulation. It could
be argued, then, that this isn’t simply
a case of neglect but also a lack of
understanding for a significant number
of homeowners.

Other findings, however, paint a much
clearer picture. Even though almost
70% of respondents said they knew
regular maintenance was necessary for
a valid warranty, an almost identical
percentage of the sample said their last
boiler was invalid for replacement at the
time it broke down. Clearly awareness is
not translating to action, even when a
large number of consumers know that
servicing will save them time, hassle
and unnecessary expense. With heating
systems expected, by and large, to
outlive their warranty, we can assume
that this is not simply a case of boilers
falling out of warranty, but rather a
lack of servicing and maintenance
contributing to their earlier-thanexpected breakdowns.

F I X I N G F I T A N D F O R G E T C U LT U R E

While complacency is the prevailing attitude
among UK homeowners, it would be unfair
to suggest this cannot change with time. It is
difficult to convince people to pay for something
today in order to save more money down the
line, though not impossible when people are
given the right information. The importance of
educating the public on this issue cannot be
overstated, particularly when market research
shows that a large number of people pay high
fees for often unnecessary cover. Here it seems
there is an opportunity for the heating engineer
to steer their customers away from insurance
policies that aren’t fit for purpose, especially
when regular servicing is carried out.

Q4.

Do you know that it’s a requirement to have your boiler serviced
annually in order to prevent voiding your warranty?

31.4%
68.7%
Yes I do know

No I didn’t know

4.
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https://www.which.co.uk/news/2019/11/some-customers-paying-over-500-a-year-for-boiler-cover-but-only-3-need-it/ replacing%20a%20heat%20exchanger.
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Q5.

Was the boiler still in warranty when it broke down?

F I N D I N G:

65.4%

65% of homeowner’s
boilers were out of warranty
when they broke down
This finding is most indicative of
the consumer attitude to ‘fit and
forget’ about one of the central, and
potentially most costly, features of a
home. It also shows how many people
are left without full coverage when they
need it most, restating the need to
educate homeowners about the value
of servicing. Good upkeep doesn’t just
make financial sense but also staves off
serious threats to life, such as carbon
monoxide poisoning, by allowing fuel to
burn cleanly and efficiently.

Knowing that the majority of repairs
are often small and avoidable only
emphasises the need to move
consumers away from short-term
thinking. For most homeowners, being
left without heating or hot water is an
inconvenience that can be managed
but for older generations the need to
keep a property warm is particularly
important. An annual service in 2020 is
around £80 on average, far offsetting
insurance packages that can run to
double or even triple the cost.5

There are of course green credentials
to consider, with a well-maintained
heating system not only reducing costs
long-term, but resulting in greater
efficiency gains, and a lessened impact
on the environment.

This approach will extend the life
of a boiler, lowering the chances
of having a new one installed, and give
peace of mind at a much lower price.

Other findings from Benchmark’s
survey highlight how inconvenient
it can be to delay or fail to book
an annual service. Some 10% of
respondents said they were left
without heating or hot water for more
than three days, a huge inconvenience
and potential risk to health.

5.
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https://www.checkatrade.com/blog/cost-guides/boiler-service-cost/

27.3%

7.3%

Yes

Q6.

No

Don’t know

How important/unimportant is boiler servicing to you?
38.7%

37.5%

14.6%
5.4%

Very
unimportant

3.9%

Unimportant

Neither
important
nor
unimportant

Important

Very
important
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F I N D I N G:

76% of UK homeowners claim
boiler servicing is ‘important’
or ‘very important’ to them
Despite almost half of the sample
admitting that they do not have their
boiler maintained in accordance with
manufacturers’ instructions, just over
three-quarters still believed that servicing
was a big concern. This is not the only
contradiction to come out of the results.
UK homeowners also claimed to have
robust knowledge of their heating
systems, and expressed confidence in
using them properly, with 62% saying
they were ‘confident’ or ‘very confident’
understanding important features like
timings, controls and error codes.
The majority of respondents said they
were familiar with their boiler’s entire
service history, with only 9% saying they
knew nothing. On this finding, it could be
argued that consumers are actually more
prudent than is shown throughout the
results. Yet this merely reflects the fact
so many boilers have little or no service
history recorded and therefore little for
owners to remember.
Exactly why there is such apathy around
maintenance, despite consumers
seemingly considering it important,
is difficult to say. Is it something
homeowners see as yet another irritating
piece of ‘life admin’? Is it just seen as an
unnecessary expense when the boiler
has yet to fail or even show any sign
of problem? Or could it be something
people simply forget to do, even though
they know it needs to be done each
year? The answer likely lies somewhere
between the three.

12

Clearly there is a need to help
homeowners adopt a whole-life approach
to boiler care. The results have shown
education is one important factor, i.e.
helping to clarify the financial benefits
of regular service intervals as well as the
safety benefits, and visibility is another.
Benchmark has created a dedicated app,
with one dashboard for installers and one
for homeowners, to ensure these needs
are being met. These platforms act as an
information portal, detailing installation
and servicing history for the operational
lifetime of a boiler. The aim is to make it
easier for heating engineers to register
boilers and access vital information about
servicing and maintenance history before
commencing work.
The consumer version of the app, which
acts as a ‘boiler passport’, uses push
notifications to ensure regular service
intervals are planned in advance. This
keeps boilers within warranty and
performing efficiently. By using the app,
homeowners can not only reap the
rewards of an annual servicing – better
safety, lower bills and extended boiler
lifetime – but also have better visibility
of their equipment’s performance over
time. It will also eliminate much of the
hassle, not least remembering to book a
service in the first place.

F I X I N G F I T A N D F O R G E T C U LT U R E

Q7.

How confident are you with using your heating system 		
(for example understanding timings, controls, error codes?)

41%

25.4%

21.1%

9.8%
2.7%
Not at all
confident

Q8.

Not
confident

Somewhat
confident

Confident

Very
confident

How much do you know about your boiler’s service history?

9.5%

64.4%

I know its full history
26.1%
I know some of its history

I know none of its history
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Conclusion

Benchmark
Apps

This research has shown that most homeowners fail to properly maintain their
heating system. With almost half of the sample suffering a breakdown in the last
five years, it’s now more important than ever to advocate for prevention rather than
cure. This is the best way for homeowners to save money and keep their equipment
running at its best. This report has shown that with small changes consumers need
not pay a premium for what can be achieved at a much lower cost.
By using the Benchmark app, heating engineers can assist in removing the common
obstacles that homeowners face. The platform can help educate on the facts
for keeping a heating system in warranty, and ensure important milestones are
logged for both parties to see. Innovations like this will help to improve standards
in households across the UK, and also culture better relations between owners and
engineers, generating new business opportunities in the process.

This report is a timely reminder that changes are
needed to how home heating systems are managed and
maintained. The new Benchmark app is an excellent way
for both heating engineers and homeowners to simplify
this process, from booking and scheduling maintenance
over the course of a boiler’s lifetime to provide full
visibility of service history and legal safety checks.
Digitisation of this type is proven to be effective and in
time preventive maintenance will become the norm.
Mark Rolfe

BUSINESS IMPROVEMENT DIRECTOR AT GAS SAFE REGISTER

HSE strongly advises that gas appliances are regularly
maintained and serviced at least annually by a Gas Safe
Registered engineer

What are the benefits?

The new Benchmark app is the digital version
of the checklist which heating engineers will
know is an important part of boiler installation,
commissioning, and servicing. The app will
act as a digital passport for heating systems,
encouraging a whole-life approach to boiler care
by storing key information (such as installation
and servicing history) for engineers to access.
A consumer version of the app is also available,
which is designed to encourage regular servicing
and a greater understanding of the importance of
a well-maintained heating system.

The apps will ultimately help to raise industry standards.
Storing information about boiler history in an easily accessible
way will be beneficial for engineers but will also have
implications for house movers. Drawing attention to a wellmaintained heating system will put boilers front of mind, and
position them as a central feature of a modern home.

How do they work?
HSE
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What are the Benchmark Apps?

The trade version of the app allows heating
engineers to fill out the Benchmark checklist on
their phone or tablet at the time of installation, as
well as quickly access the history of the system they
are working on. The consumer version of the app
stores all important boiler information in one place
and uses push notifications to remind homeowners
to book in an annual service.

Consumers will benefit from an efficient boiler that is far
less likely to break down or need replacing, saving them
time and money. It will also eliminate one important piece
of ‘life admin’ that can often be forgotten, by providing
handy reminders when servicing is due. Acting as a ‘boiler
passport’, it will enable homeowners greater visibility
and understanding of their heating system, and assist in
moving them away from the ‘fit and forget’ mentality.
The app also offers an opportunity for heating engineers to
grow the servicing side of a business. Homeowners who use
the app will be pointed in the direction of the engineer who
completed the install, or who usually does their servicing,
helping to forge a strong customer-engineer relationship.
The app will also reduce admin time, minimising the time
spent looking for misplaced papers and signing in triplicate.
Without this hassle, heating engineers will be able to
complete a service quickly and efficiently.
15
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Survey information
The survey data referenced in this report was collected in September 2020.
It surveyed 2,000 UK homeowners. Some figures have been extrapolated in
order to give a clearer understanding of the heating landscape across the UK.
For more information, please contact: info@benchmark.org.uk
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Get in touch
www.hhic.org.uk
info@benchmark.org.uk

Follow us

