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Warmer Wales  
Case Study 

About Citizens Advice Cymru 

 

Citizens Advice help people find a way forward. We can all face 
problems that seem complicated or intimidating. At Citizens 
Advice we believe no one should have to face these problems 
without good quality, independent advice. 
 
That’s why we’re here to give people the knowledge and the 
confidence they need to find their way forward, whoever they 
are, and whatever their problem. 
 
In Wales, we have a network of 19 local offices delivering 
advice in areas such as welfare benefits, debt, energy, housing, 
immigration, employment, discrimination and more.  
 

Project Overview - Warmer Wales 
Funded by the British Gas Energy Trust, Warmer Wales delivers 
free, impartial and confidential advice on how to keep your 
home warm. This includes advice on energy efficiency, debt, 
benefits and income maximisation, ensuring the client is well 
equipped with knowledge to manage their energy bills, switch 
tariffs and save energy in order to keep their home warm and 
improve their health and wellbeing.  This is delivered by 14 local 
Citizens Advice throughout Wales.  
 

About the client 

 Was referred by local authority’s Flying Start 
programme 

 Young mother of 2 children under 5 years old 

 Lives with her disabled partner, she is his the main carer 

 They live in rented accomodation (social housing) 

 Their main income was via benefits 

  
 

Case Study highlights 
 
Date opened:  
4th May 2020 
 
Date Closed:  
2nd June 2020 
 
Time :  
1 month  
 
Energy Adviser:  
Time spent on case and 
interventions 4 hours, all via 
phone or email due to Covid 19 
pandemic 
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Our Work 
 

The client was receiving help from the Flying Start program run by 
the local council.  Her family was deemed as vulnerable due to the 
health issues of her partner and the age of her two young children; 
she was the main carer for the entire household.   
 
The client had moved into a new property where the energy 
supplier had reverted to the landlord’s preferred supplier.  Over 
the course of the next 2 years, the client was pursued for an energy 
debt by the previous supplier.  At the time she was referred, there 
were bailiffs knocking on the door and she was very upset.   
 
As part of the advice process, we: 

 Undertook a full benefit check and income maximisation. 

 Offered her support with outstanding debts. 

 Checked all paperwork from the energy company. 

 Contacted existing supplier to check status. 

 Raised a complaint with the previous supplier, outlined the 
issues and suggested the probable cause. 

 Kept full contact with both client and supplier throughout. 

 Supplier investigation found switching fault from the new 
company, the previous supplier decided to cancel the debt 
and close account as the fault was not the clients. 
 

Client Outcomes 

 No longer pursued by debt 
collectors 

 Peace of mind and less 
anxiety 

 Knows she can approach 
Citizens Advice for help in the 
future 

The client said: 
“That’s perfect thank you! At last 
there’s some light at the end of 
the tunnel”  

Project Outcomes 
 Debt of £2004.89 cancelled 

 Warm Home Discount of £140 gained 

 Provided advice on being added to the PSR (Priority Services Register) 

 

The client has reported that she is very happy the matter has been resolved and she had 
support to resolve an issue, which has plagued her for 18 months.  The client is now 
working with the Energy Adviser on further support available for her. 
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