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C
ustomers who choose 
renewables have 
usually got a reasonable 
grasp of the impact of 

heating their homes and, apart 
from being ‘good’, they also 
want to save money. Renewable 
technologies, particularly biomass, 
are not fit-and-forget products, 
and un-educated end-users 
may be disappointed if they are 
not fully briefed on the inner 
workings of their new heating 
system. If something is not looked 
after properly, it won’t work 
properly, which means efficiency 
and money-saving optimums will 
not be achieved.

Is your customer 
biomass ready?
Before you fit a biomass boiler, 
make sure your customer is fully 

up-to-speed with how switching 
to wood heating will affect their 
lives. Even the smallest biomass 
system takes up a lot more space 
than the standard gas boiler 
because, as well as the boiler 
itself, there must be somewhere 
to store the fuel and, in most 
cases, an accumulator or buffer 
tank. This is why biomass is often 
best suited to those previously 
relying on oil in rural locations.

Beyond the space implications, 
end-users need to also decide on 
the fuel type with options to suit a 
variety of end-users except those 
who want no involvement at all – 
even an automated pellet system 
will need re-filling at some point. 
When it comes to log boilers, 
these need refuelling once a day 
in winter months – a dream for 
the ‘hunter gatherer’, a nightmare 

for anyone who doesn’t want to 
get their hands dirty.

It’s all in the fuel
A big part of getting biomass 
heating right is understanding 
the fuel: what’s most suited to 
different customers, and how the 
quality and, importantly, moisture 
content of this fuel will effect 
efficiency. Moisture must be 20% 
or less in the case of log and 
woodchip to ensure optimum 
boiler performance (pellets are 
more stable and will be delivered 
in the correct state). A large 
part of a biomass installer’s job 
is educating customers why 
fuel is important, plus ensuring, 
particularly for those using chip 
or logs, that this fuel is stored 
correctly and only used when 
optimum conditions are reached. 

knowledge
In terms of renewable technologies, biomass needs arguably the most 
input from the end user who, unlike with most forms of heating, can be 
truly in control of their own warmth. Simon Holden explains why training 
your customers is nearly as important as training yourself.

Simon Holden, co-founder 
of Euroheat, has been 
involved with solid fuel 
heating for 30 years. Simon, 
along with Michael Barber-
Starkey, launched Euroheat 
20 years ago, focusing 
initially on wood-burning 
stoves. Recognising the 
burgeoning renewables 
marketplace, Euroheat 
added wood-biomass 
boilers to its range in 2004 
and is now one of the 
UK’s leading suppliers of  
this equipment.
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All fuels can be delivered ready 
to burn, but some log customers 
may prefer to use their own 
fuel source if they have access 
to managed woodland. In this 
case, it is essential to ensure 
that they have a suitable storage 
area, which is covered but well 
ventilated. Wood must be split 
and left to dry under cover for 18 
months or more before it is burnt.

Customers that do buy in 
their fuel are advised to seek out 
a reputable supplier. Wood fuel 
should meet the requirements 
of BS EN 14961, which has been 
around since 2010 and is now 
filtering down into best practice. 
Reputable pellet suppliers should 
already be following its guidance, 
but it is harder to monitor one-
man-bands delivering logs from 
the back of their van. Logs can 
currently be bought under HETAS’ 
wood assurance scheme.  

While a lengthy and fairly 
uninspiring document, it’s 
essential that consumers 
understand the significant 

parts of BS EN 14961’s key, 
which should appear on all 
fuel packaging. Packaging for 
logs and pellets should indicate 
length (L) and diameter (D), while 
pellet packaging should also 
show ash content (A). Woodchip 
uses a ‘P’ followed by a number, 
which signifies sawdust content 
and average sizing. The most 
important symbol to look out 
for is ‘M’, which relates to the 
moisture content – this should 
be between 15% and 20% for 
optimum efficiency.

For the right customer with the 
right education, wood biomass 
heating offers a great alternative 
to fossil fuels – particularly when 
the domestic Renewable Heat 
Incentive comes into play.  
Any renewable technology will 
require more of an explanation 
than replacing a gas boiler, so,  
to ensure satisfaction and 
minimise unnecessary call-outs, 
give your clients the full facts 
before they have a new heating 
system installed.  n
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End-users need to be aware of how best to use a biomass 
heating system to ensure both satisfaction and performance.  
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