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Who is UKIFDA?

The UK & Ireland Fuel Distributors Association (UKIFDA) is the trade association 
for the liquid fuels distribution industry and ancillary interests in the UK and the 
Republic of Ireland. 

UKIFDA promotes best practice in the industry through the UKIFDA Code of Practice.  
UKIFDA represents at least 80% of the volume of liquid fuel distributed for use in heating  
properties in the UK and similar in the Republic of Ireland.

It provides members with a collective voice for the industry at national level, services to assist 
members in optimising their business efficiencies including depot audits, certification schemes, 
tanker driver training.

Why a Customer Charter?

UKIFDA members strive to provide a good service to their customers. 

This Customer Charter, which is based on a much more comprehensive UKIFDA Code of Practice 
(CoP), has been created to help ensure that customers can expect good service and understand 
clearly how their UKIFDA distributor should operate and what constitutes good service.

Please note that this Charter only covers deliveries to domestic customers of a distributor who is 
a member of UKIFDA. It is not applicable to commercial organisations or nonUKIFDA distribution 
companies. The full Code of Practice is available from the UKIFDA website www.ukifda.org.
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What can you expect from a UKIFDA distributor?

1.  Be dealt with fairly.

2.    Receive accurate information, marketing and advice regarding the products and services that 
you receive.

3.    Be given a clear price and delivery time for any order you place - (you can request email or text 
confi rmation of the price from most distributors). Also receive confi rmation of delivery including 
quantities post-delivery.

4.    Be provided with the range of payment choices which the distributor o� ers. Typical options include:
a. Payment by credit/debit card
b. Monthly payment plan

5.    Whether you have an existing or new contract with a distributor, they should provide you with 
all the terms and conditions of that contract. This includes conditions relating to any cancellation 
of that contract.

6.    Be given reasonable notice if agreed delivery schedules cannot be met.

7.    Cancel any order within two working days of the agreed delivery date without charge.

8.    Be informed if the delivery was aborted on health and safety grounds with follow up calls from 
the distributor outlining the issues and possible solutions to rectify the issues. 

NB:   A monthly payment plan allows you to 
make regular payments to spread the cost 
of paying for your liquid fuel. Where you 
pay the distributor a regular amount, for 
example monthly direct debit, then you will 
receive a statement at least once per year 
giving you your account balance. Where 
a surplus exists, you can request that the 
balance be returned to you within 21 days.

Whether a first-time buyer from a distributor 
or a regular customer you can expect to:

Think Smart!
If you choose to move to a monthly 
payment scheme, discuss the details with 
your distributor first. It is important that 
you build up a credit in your account before 
taking the first delivery. It is wise, therefore, 
to start such an account in periods of low 
demand, such as spring or summer, so that 
you can make some payments into your 
account to build up your credit. You should 
discuss with the distributor which payment 
method suits you best.
You should also note that if you are a new 
customer for a distributor and have no credit 
history with them, then you will probably need 
to pay in advance for your fi rst order.
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What does your distributor expect from you?

1.   All of the relevant information for an order be given when the order is placed. This can include 
address, volume and timeframe required and whether you will be there when the delivery is made.

2.    If asked, please provide accurate tank gauge readings. Please also inform the distributor if there 
is a vulnerable person living at the address. If there is, you should consider signing up for the 
Cold Weather Priority Scheme with your local UKIFDA Member.

3.    Have easy and safe access to the tank or fi lling point. You should ensure that any site-specifi c 
issues (such as location of tank, unrestrained dogs or locked gates) are raised at the time of 
placing the order.

4.    Have a safe storage system into which they can discharge the heating liquid fuel. This includes 
there being suffi  cient room in the storage tank to receive the order, the tank being properly 
installed and in good condition – the best ones will be double skinned. More information can 
be found on the UKIFDA website.

In order to make the delivery process run smoothly a distributor 
will expect the following from their customers:

Think Smart!
A distributor may still make a reasonable 
charge on you to cover the delivery cost 
even if no liquid fuel is delivered. When 
you place your order check whether your 
distributor will charge in these situations. 

A delivery might be stopped because 
a distributor:

1.   Cannot gain access to your tank or fi lling point

2.   Has concerns regarding health and safety or 
environmental issues which can be attributed 
to a customer or their installation

3.    Finding that there is not room in 
your tank for the delivery, or

4.   They cannot fi t all of that order into 
your tank.

Do not place orders with more than one 
distributor at a time. If you place orders 
with two or more distributors at the same 
time, then they are within their rights to 
deliver the liquid fuel and request payment 
or charge a reasonable amount for the 
aborted delivery.
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Placing an order

A. Spot
This is the most common method of ordering 
heating liquid fuel, where you phone a distributor 
to request a quote and place an order with the 
distributor over the phone or internet and ask 
them to deliver your order. In this case the agreed 
price (including VAT and all other charges) quoted 
by the distributor, and to which you agree, is 
fi xed for that order i.e. the distributor cannot 
subsequently change the price for that order. 
The only exception is the rate of VAT, which if 
changed by HMRC will mean the order price will 
be amended to take account of that change. 
UKIFDA advises its members that if they are 
unable to provide a price, due to, for example, 
adverse weather conditions of fuel supply 
problems, then they should not provide a price.
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B. Contract
This is where you have signed a contract with your 
supplier to provide you with heating liquid fuel. 
Typically, this involves a regular payment to your 
distributor in return for which they will provide 
your heating liquid fuel when required. This may, 
but not necessarily, involve the use of monitoring 
equipment fi xed onto your tank. If you enter 
into such a contract with your supplier, then 
you should expect regular statements (at least 
annually) from them informing you on the state 
of your account and you should be able to have 
any surplus returned to you within 21 days 
should you so wish.

You should also be able to make more frequent 
requests regarding your balance without being 
charged provided the time between requests 
is reasonable.

We would also suggest that if you are on 
contracted deliveries that from time to time 
you check the price of the liquid fuel you receive 
against the prices quoted by other distributors 
in your area to ensure that you are receiving a 
reasonable price for the service you receive.

There are two ways in which you can order liquid fuel for home heating:

Think Smart!
If you are contacting a number of 
distributors for a quote, then make sure that 
all the prices you receive include the cost of 
VAT payable and all other applicable charges so 
that you can make a fair comparison of prices.

Cancelling an order
Once you have placed an order the UKIFDA 
Code of Practice allows it to be cancelled up 
to two working days prior to the scheduled 
delivery without charge. For periods less 
than this, some distributors may charge 
a reasonable fee for the cancellation.

This should be contained within their 
terms and conditions, but if you are unsure 
we recommend that you check with your 
distributor when the order is placed as to 
what their cancellation period is and what 
charge applies.

Dealing with elderly and/or 
vulnerable customers
If a distributor is aware that one of its 
customers falls within this category (that 
customer having signed up to the UKIFDA 
Cold Weather Priority Scheme), or where 
Government or local authorities are able 
to share data on those customers that they 
know are chronically sick, disabled or frail, 
then UKIFDA Members will take all reasonable 
steps to prioritise deliveries of heating liquid 
fuel to such customers.
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Prices

Using this table you can calculate your actual 
savings. All you need to do then is decide if it 
is worth changing your regular supplier for 
the possible savings you could achieve. 

Other things you should consider include the 
promised timeframe for the delivery (it may be 
longer than you desire) and whether the price 
di� erential is worth losing the relationship with 
your current supplier which has probably been 
useful during the winter period.

Savings 500 Litres 1000 Litres 2000 Litres

0.1 ppl £0.50 £1.00 £2.00

0.5 ppl £2.50 £5.00 £10.00

1 ppl £5.00 £10.00 £20.00

5 ppl £25.00 £50.00 £100.00

When obtaining prices from a number of distributors the lowest price may 
not necessarily represent the overall best long term value. Below is a table 
indicating the saving made depending on the price di� erence.

Think Smart!
It is worth considering seasonality 
when ordering liquid fuel. We would 
recommend that you try to avoid ordering in 
December as this is when the distributors are 
very busy, and the delivery timeframes may be 
longer. Keep an eye on the UKIFDA webpage 
for updates on the Buy Liquid Fuel Early 
campaign each autumn.
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What if something goes wrong?

Where things do not go as expected and you feel you have a legitimate 
complaint, UKIFDA have a complaints procedure which can be followed

Brief outline of the  
complaints procedure
If you feel that a distributor has broken any of the 
clauses within the UKIFDA Code of Practice or 
Customer Charter you should, in the first instance, 
contact the distributor with your complaint.

Most complaints will be quickly and efficiently dealt 
with by your distributor. There will be no charge for 
this unless it requires the services of a competent 
third party such as a testing laboratory.

If your complaint has not been resolved,  
please refer to the complaints procedure on 
the UKIFDA website (www.ukifda.org). UKIFDA 
does not investigate complaints directly but 
will forward your complaint to the distributor 
and request that they respond. We will keep you 
informed of any updates received and signpost 
you to alternative dispute resolution (ADR) 
options where appropriate. There is no charge  
for this service.

If you are still not satisfied, then you can  
take your case to ADR Utilities for a decision.  
There is a charge for this and both you and  
the distributor will be required to pay the full  
fee in advance. Depending on the outcome of  
the adjudicator’s decision full or partial refunds 
may be made to both parties. For example,  
if the distributor is found completely at fault,  
then you will receive your payment back. If you 
are found at fault the distributor will receive  
their payment back.

Where the adjudicator feels that both sides  
were at fault, then the refund will be determined 
by the adjudicator. So, if the adjudicator felt that 
both parties contributed equally to cause the 
problem, both parties would receive 50% of  
their payment back.

Customers with  
payment difficulties
If you are unable to pay for the fuel received 
within the agreed period, contact your 
distributor as soon as possible to discuss the 
situation. If they are unable to help you directly, 
they should refer you to a third-party debt 
advisory service. A list of useful contacts can  
be found at the end of this document.

We advise our members to use the report 
‘How to do the right thing’ produced by the 
Addressing Financial Difficulty Working group 
(chaired by Citizens Advice) which sets out 
examples of good practice in debt collection.

Useful Contacts
Citizens Advice
www.citizensadvice.org.uk

Age UK
www.ageuk.org.uk

Utilities ADR
www.utilitiesadr.co.uk

Trading Standards Institute
www.tradingstandards.gov.uk

ACRE
www.acre.org.uk

UKIFDA – UK and Ireland Fuel  
Distributors Association 
www.ukifda.org
Email: info@ukifda.org
Tel: 07860 773952
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Registered Office:
c/o WR Partners
3 Royal Court
Northwich
CW9 7UT

Postal Address:
PO Box 18273 
Birmingham 
B35 9EP

Contact
Call: 07860 773952 
Email: info@ukifda.org
Visit: www.ukifda.org
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