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Over 4,800 homes provided with small energy 
efficiency measures (e.g. energy efficient light bulbs, 
water saving devices) worth nearly £180,000.

Over 370 households referred to 
the Energy Company Obligation 
(ECO) scheme for funded heating 
or insulation.

3,000 households placed on the 
Priority Service Register giving 
them access to more support in 
case of a power cut. 

1	 Key outcomes

There are two British Gas Energy Trust (BGET) programmes that support vulnerable families who are experiencing 
hardship: the Individuals and Families programme and the Funded Organisations programme.

Individuals and Families grant programme 
This provides grants directly to individual households experiencing poverty, and in the two 
years from April 2018 ...

From Oct 2018 to Sept 2019, 17 organisations 
were funded: 13 in England, 2 in Scotland and  
2 in Wales. They included health providers, 
NHS bodies, advice agencies, community 
groups, energy assessors or installers  
and local authorities  
(see table, p10). 

4,800 households received 6,700 grants worth £3.3m  
3,300 households had fuel debt worth £2.9m cleared (73% paid to British Gas customers  
and 27% to non-British Gas customers)
1,800 households received emergency credit worth over £78,000

Funded Organisations programme
This initiative seeks the prevention and relief of poverty by educating the public in relation to debt awareness and prevention. 
It funds advice providers across England, Scotland and Wales to provide holistic energy and financial advice to people who are 
struggling with their fuel bills, heating or finances.

Over the year, these 
organisations provided 
a holistic and varied 
service to over  
16,000 people. 
Each person received 
an average of four 
‘interventions’.
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2,700 people referred on to other agencies (foodbanks, health services).

Nearly 8,000 people with debt problems supported and almost £3m of 
debt relief obtained.

Over £12m of additional income identified for 12,000 people.

Over 7,500 individual budget plans created to help people to keep on 
top of their finances. 

10,000 people received an energy survey and advice. 

6,000 people supported to find the cheapest deal for their energy, 
leading to £222,000 in bill savings (switching) and £196,000 saved 
through challenging incorrect bills.
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British Gas Energy Trust (BGET) is keen to understand and demonstrate the impact, sustainability 
and legacy of its funding to the organisations and people it supports. This is so that it can 
understand whether the organisation is making as much impact as possible and learn how to 
increase it, as well as to better communicate the impact of BGET. 

BGET has worked with the Centre for Sustainable Energy (CSE) to produce a collective impact 
framework to better understand the outcomes and impacts of BGET’s recent programmes, building 
on reporting arrangements already in place. This proposed ‘Theory of Change’ (p6) sets out how 
BGET funding programmes have enabled people to move from problems of debt and fuel poverty 
towards better managed finances, warm homes and improved personal wellbeing.

This impact report provides a picture of what has been achieved from two years of BGET’s 
Individuals and Families grant programme (April 2018 to April 2020) and one year of the Funded 
Organisations programme (October 2018 to September 2019). The different reporting periods 
are due to the programmes starting at different times and the information available at the time of 
reporting. The impact report uses information collected by the programme administrator and by 
funded organisations as part of the existing monitoring and reporting arrangements. However, it 
should be noted that data collection requirements have not to date included outcome and impact 
metrics for the programmes. The information reported here therefore mainly records the inputs 
and outputs. 

BGET wants that to change and has commissioned a collective impact framework to shape future 
impact reporting. In future years, BGET impact reports will offer a more complete picture of what 
funded organisations have achieved, how individuals have benefitted and what difference the 
programmes have made for the wider sector.

2	 Introduction
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BGET contributes to the relief of poverty in 
England, Wales and Scotland, with a particular 
focus on fuel poverty by helping those who are 
struggling to pay for their consumption of gas 
and electricity get back on their feet and remain 
debt free going forward. 

3	 British Gas Energy Trust – purpose

BGET is a charitable incorporated organisation whose 
charitable purpose is:

•	 The relief of poverty particularly among those who 
are unable to meet or pay charges for the supply of 
energy; and 

•	 The prevention and relief of poverty by educating 
the public in relation to debt awareness and 
prevention.

BGET is governed by an independent Board of Trustees 
with a wide range of experience from within the money 
advice, utilities, charitable and financial sectors. BGET is 
funded solely by British Gas and will receive £6m a year 
from British Gas until 2020/2021. 

BGET has two programmes that run until March 2021.

1	 The Individuals and Families Programme provides 
direct grants to clear debt, provide emergency 
credit for pre-payment meter users and to provide 
grants to fund the purchase or installation of 
boilers. 

2	 The Funded Organisation Programme funds 
advice providers across England, Scotland and 
Wales to provide holistic energy and financial 
advice to people who are struggling with their fuel 
bills, heating, or finances.
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Household debt is increasing in the UK: three million 
households pay more than a quarter of their income 
on debt repayments1. Those on low incomes are 
more likely to have problem debts, debts of greater 
value than their assets, and be in arrears on their 
credit agreements and bills2. Financial problems and 
debt affect those who have experienced long-term 
vulnerabilities and those who face unexpected changes 
to their situation, including loss of employment, 
bereavement or relationship breakdown.

Problem debt negatively impacts people’s mental 
health, causing stress, anxiety and depression. In 
turn these problems make it harder for people to 
gain control of their finances by earning an adequate 
salary, keeping up with payments and engaging with 
creditors3. Mental health problems also have knock-
on effects including employment, housing, social 
relationships, and physical health.

Fuel debt is also increasing: over 1.3m households 
are in debt for electricity, and over one million are in 
debt for their gas supply4. Fuel poverty is generally 
understood to refer to a situation where a household 
struggles to afford the cost of fuel to meet its energy 
needs. In particular, where people cannot afford to heat 

4	 The issue: debt and fuel poverty in the UK

their home this can give rise to the ill-effects of living 
in a cold home.5 High energy costs, energy inefficient 
dwellings and low incomes combine as key factors 
causing fuel poverty. Older people, disabled people 
and low income households are likely to pay a premium 
for their energy. This is in part because they are less 
likely to engage with the energy market and switch to 
cheaper energy deals.6  

The UK has a network of established advice providers 
who offer invaluable support to people with financial 
and energy issues. Demand for this service is high, and 
the sector has limited resources and capacity to meet 
this need. Many households do not know where to turn 
and do not access the support they desperately need.

This Report is being issued during the Covid-19 
pandemic and global public health emergency. The 
direct and indirect health, human rights, social and 
economic effects are likely to seriously exacerbate the 
issues being addressed by the BGET programmes. 
 

1	 https://jubileedebt.org.uk/wp-content/uploads/2018/05/Drop-it-
Summer-2018.pdf

2	 www.ifs.org.uk/publications/10336

3	 Paparella, G. 2015. Debt and Health:https://www.picker.org/wp-
content/uploads/2015/12/Debt-and-Health-A-briefing.pdf

4	 www.ofgem.gov.uk/system/files/docs/2019/09/vulnerable_
consumers_in_the_energy_market_2019_final.pdf

5	 www.instituteofhealthequity.org/projects/the-health-impacts-of-cold-
homes-andfuel-poverty

6	 www.citizensadvice.org.uk/Global/CitizensAdvice/Energy/Energy%20
Consultation%20responses/Vulnerable%20consumers%20and%20
high%20energy%20prices.pdf
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5	 BGET Theory of Change

The theory of change maps the problems faced by individuals and advice agencies, how BGET helps and the 
anticipated outcomes for individuals and for organisations.

Households: individuals, families Organisations

Who do we 
support?

Low income & fuel poor households

People with serious or long term health conditions

People experiencing multiple vulnerabilities

People facing unexpected hardships

Advice providers

Debt relief charities

Social enterprises

What problems 
do they have?

Unmanageable household bills & debt

Low incomes or incomes that have dropped 
unexpectedly

Difficulty navigating energy  support

Challenges accessing relevant benefits & support

Lack of resources

Demand for services

How do we 
help?

Financial support (e.g. income maximisation, debt 
management, financial capability)

Grants: debt clearance, emergency credit, boilers 
& heating.

Energy-related advice, debt management, money 
advice, case-work and practical measures.

Training.

Infrastructure.

Capacity building

Partnerships.

Funding.

What are the 
immediate 
outcomes?

More energy efficient homes, more 
affordable bills & greater awareness of 
energy saving actions.

Reduced stress and anxiety.

Improved financial skills, budgeting ability & 
financial literacy.

Healthy household budgets, increased 
income, reduced debt, lower energy bills.

Increased advice capacity 
& ability to deliver greater 
depth of support.

Support organisations 
better able to reach those 
in need.

What are the 
longer term 
outcomes?

Households managing finances & energy use.

Improved wellbeing.

Warmer, healthier homes.

Reduced stress and anxiety.

Enhanced money advice 
sector capacity.
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The Individuals and Families programme provides 
direct grants to clear household energy debt. The 
programme is aimed at people who are unable to pay 
their outstanding energy debt. Grant awards are made, 
in the form of credit applied to their energy account, to 
applicants who demonstrate that their situation meets 
vulnerability criteria, have a certain level of stability and 
intend to keep up with payments after the debt is cleared. 
The programme provides grants to both British Gas 
customers and customers of other energy suppliers. 

In 2018 a new set of recommended gateway criteria for 
applications was ratified by the BGET Board to ensure 
grants were made to those in greatest priority need and 
reduce the volume of applications submitted to the 
Trust in order to match the funding available, and in the 
process reduce the number of rejections to applicants.

For the period this report covers, to apply for a grant 
householders needed to meet the following gateway 
criteria:

a)	 Live in England, Scotland or Wales.

b)	 Have already received money advice from a 
recognised organisation before making an 
application. 

c)	 Have a net household income below £13,260 a year 
(after housing costs)7.

d)	 Are able to demonstrate that a household member 
is suffering from a severe health or life changing 
condition. This may include terminal illness, 
dementia, a recent limb amputation or loss of 
sight, severe disability, or a recent bereavement 
of close relation or carer which has affected their 

6	 Individuals and Families grant programme 

household’s financial stability and led to the build-
up of their energy debt.

It is important to note that the Trust has continuously 
reviewed the impact of the Gateway Criteria, and 
monitored the grading of applications. In 2019 BGET 
decided to review the Criteria to better support applicants 
from a wide range of different circumstances, and also 
recognise that some households may have additional 
costs that mean that while their income may have been 
greater, their outgoings were too – i.e. families with 
disabilities, households with caring responsibilities and 
those with three or more dependents.

As of 1 April 2020 new criteria were introduced with 
the additonal use of the Standard Financial Statement 
to assess the finances of the household. The process of 
applying for a grant (e.g. BGET) is a very small part of a 
larger income assessment process for most consumers, 
and, to ensure all applicants have sourced professional 
help, a core requirement is that they have received help 
from a money advice agency.

The new published criteria are as follows, with 
applicants meeting the following criteria:

•	 You live in England, Scotland or Wales.

•	 You have not received a grant from the British Gas 
Energy Trust within the last 2 years.

•	 You have a current energy account in your name or 
be a member of that household.

•	 You have electric or gas debt.

•	 You do not have savings above £5,000.

•	 You have received help from a money advice 
agency.

7	 This is only one part of the application process; during assessment, 
bandings are applied and the application graded according to 
circumstance and evidenced need.
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Over the two years between April 2018 and March 
2020, nearly 6,700 grants were awarded to over 4,800 
householders (see Table 1). The energy awards cleared 
£2.994m of energy debt.

5.1	 April 2018 to March 2019

During this period the scheme received over 16,000 
applications (312 per week) including over 30,000 
requests for assistance (since one application may 
cover requests for more than one form of support). 
Twenty percent of applications were submitted with the 
support of a friend, relative, carer or advice agency (see 
Table 1).

5.2	 April 2019 to March 2020

Over 13,000 households submitted 23,000 requests 
for assistance, averaging 255 per week. Twenty-one 
percent of applications were submitted with the 
support of a friend, relative, carer or advice agency. 
The reduced number of applications is at least partly 
explained by the introduction of the gateway criteria 
at the application-form stage; those who did not meet 
the gateway criteria were unable to submit applications. 
This aimed to improve transparency around the award 
process, help manage expectations and save time for 
people who were not eligible for grants. 

The monitoring data available to BGET for the 
Individuals and Families Programme only provides 
information on what awards have been delivered. 
Unfortunately the absence of suitable data processing 
and sharing arrangements with the programme 
administrator covering this period has made it 
impossible to report on the outcomes achieved by 
recipients of these awards. It is also not possible 
to provide a richer contextual picture of who has 
benefitted from these grants (in terms of their socio-
demographic characteristics for example) or to examine 
how the grant criteria were applied by the programme 
administrator (which obviously resulted in some 
applications being successful and others not). 

New arrangements for capturing this information 
established by BGET should enable future impact 
reports to provide a richer picture of the demographics 
and circumstances of those receiving grants. In future, 
it will also be possible to report on how successful 
recipients of energy awards have been in maintaining 
a stable energy balance in the future, whether they 
have been able to avoid falling back into debt and 
to understand the economic and wellbeing benefits 
achieved. This will be captured through a follow-up 
survey with recipients and via anonymised analysis of 
whether recipients maintain healthy account balances 
in the months after they receive a grant.
 

TOTAL AWARDS MADE	 3,388	 £1,648,715	 3,345	 £1,687,960

Number of successful applications	 2,504	 - 	 2,377	 - 

Total energy debts awards	 2,389	 -	 2,444	 - 

Energy debt awards: British Gas customers	 1,745	 £1,063,537	 1,764	 £1,084,839

Energy debt awards: non-British Gas customers	 644	 £378,769	 680	 £466,363

Boilers	 26	 £105,948	 30	 £99,728

Emergency energy credit	 936	 £41,965	 871	 £36,871

Funerals  	 37	 £72,463	 - 	 -

Table 1: Awards made by BGET Individuals and Families programme

	 Apr 2018-Mar 2019	 Apr 2019-Apr 2020
	 (Warm Home Discount year 8)	 (Warm Home Discount year 9)
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Seventeen advice agencies were awarded 3 years 
funding in 2018 to enable them to deliver a range 
of holistic services supporting people experiencing 
hardship. This section reports on the activities, 
outcomes and impact from the year from October 
2018 to September 2019. It includes quantified data 
on outputs delivered, on several assumed financial 
outcomes (based on advice given) and on some 
achieved outcomes (based on concrete outcomes 
recorded). It also includes illustrative case studies 
drawing on information and case studies provided by 
funded organisations. Real names have been replaced 
with pseudonyms in all case studies.

In future impact reports, BGET aims to report on a fuller 
range of outcomes achieved. In 2020/2021 the new 

7	 Funded Organisations

collective impact framework will be trialled by several 
of the funded organisations. Contextual information 
on beneficiaries’ demographics and circumstances 
will enable a richer understanding of the importance 
of the impacts achieved. Future reporting will also give 
increased emphasis to the outcomes achieved towards 
enhancing the capacity of funded organisations to 
deliver high quality services.

7.1	 Building capacity in the advice sector   

Of the 17 funded advice providers across the UK, 13 
are in England, two in Scotland and two in Wales. The 
advice providers deliver a holistic service that is tailored 
to each client’s needs. The activities delivered by each 
organisation are shown in the table below. On average, 

The Zinthiya Trust in Leicester received its first BGET 
grant in September 2018. The continuing support 
from BGET since then has helped it to grow as 
an organisation, adapting its approach to better 
respond to the complex needs of target groups. 
The organisation initially focused on income 
maximisation and providing emergency food, 
but the ongoing, complex issues faced by people 
experiencing poverty and abuse soon became 
apparent. It changed its approach from running a 
food bank to facilitating ongoing support via The 
Leicester Community Shop, which sells affordable 
food, offers money advice, and provides vouchers 
for school uniforms and free baby resources. 
 
The Zinthiya Trust increasingly saw that people 
experiencing domestic violence often suffered 
from financial abuse and had little or no support. It 
successfully applied to the Big Lottery to tackle this. 
It now offers an in-house holistic service, coupling 
practical support with counselling, which has 
significant impact on beneficiaries’ wellbeing.
 

The Trust has increasingly focused on energy advice 
because of how energy costs contribute to the 
poverty premium – the extra costs that households 
on low incomes incur when purchasing the same 
essential goods and services compared to households 
on higher incomes. In addition, it has developed and 
delivered training to front line workers in voluntary 
and public services to raise awareness about the 
problem of financial abuse. It is part of a local 
voluntary sector consortium of frontline delivery 
organisations, jointly delivering services to local 
people.  
 
The Zinthiya Trust was accepted onto the Pilotlight 
project in 2019 for strategic business support 
to become more effective and sustainable. Its 
innovative approach and impact on beneficiaries’ 
lives has won various community awards including 
the Not-For-Profit Organisation Award in the 
Leicester Mercury Business Awards and the British 
Chamber of Commerce Community Impact Award 
for the East Midlands in 2019.

Case study

The Zinthiya Trust: BGET funding helps trust to innovate and grow to 
offer a more holistic service ...
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each person supported by the programme receives four 
different interventions.

The BGET programme has focused on building the 
capacity and resilience of the advice sector as a 
specific outcome in addition to the number of people 
supported by the funded organisations. As a result 
of the BGET funding, advice providers report having 
built new partnerships, trained their staff and partners, 
added to their holistic service offerings and gained 
extra funding from other sources.

7.2	 Building partnerships in the advice 
sector 

The advice providers work in partnership with a number 
of organisations nationally and locally. They delivered 
or attended 619 presentations or key strategic meetings 
with stakeholders in their areas. The key partners and 
stakeholders in the advice providers’ work is presented 
below. Increasingly they are working with health 

Auriga Services 	 ✔	  	 ✔	 ✔	  	  
Bromley by Bow	 ✔	 ✔	 ✔	 ✔	 ✔	  
Citizens Advice Cymru	  	 ✔	 ✔	 ✔	 ✔	  
Citizens Advice Manchester	 ✔	 ✔	 ✔	 ✔	 ✔	  
Citizens Advice Northumberland	 ✔	 ✔	 ✔	 ✔	  	  
Citizens Advice Preston	 ✔	 ✔	 ✔	 ✔	 ✔	  
Citizens Advice St Helens	 ✔	 ✔	 ✔	  	  	  
Community First Yorkshire	 ✔	 ✔	 ✔	  	 ✔	  
Community Law Service	 ✔	 ✔	 ✔	  	  	  
Energy Project Plus	 ✔	 ✔	 ✔	  	 ✔	  
Income MAX 	  	  	  	  	 ✔	 ✔
Money Matters	 ✔	 ✔	 ✔	  	 ✔	  
Navigate 	 ✔	 ✔	 ✔	  	 ✔	 ✔
Riverside Advice	 ✔	  	 ✔	 ✔	 ✔	  
St Ann’s Advice Group	 ✔	 ✔	  	  	 ✔	  
THAW - Orkney	 ✔	 ✔	 ✔	 ✔	 ✔	  
Zinthiya Trust	  	 ✔	  	 ✔	 ✔	  

Table 2: Building partnerships in the advice sector

Funded	 Advice	 Local	 NHS	 Energy assessors	 Community	 Creditors
organisations	 providers	 authorities		  and installers	 groups

partners as part of social prescribing schemes to reach 
people in poor health in need of their support. 

In addition to the stakeholders above, advice providers 
are also partnering with foodbanks, schools, disability 
groups, housing providers and energy suppliers.

The focus on partnerships has built hundreds of new 
referral partnerships, helping advice providers reach 
people in need of their support. It also improves the 
service for clients with additional problems they cannot 
solve. 2,731 people were referred to other agencies for 
additional help.

7.3	 Reaching those in need  

The funded advice providers reached over 16,000 
people, delivering over 60,000 interventions. Most 
clients received multiple different interventions. They 
delivered over 3,600 local campaigns and activities to 
connect with people within their communities.
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All the funded organisations support clients who 
experience multiple vulnerabilities, with high 
proportions experiencing mental health problems and 
poor physical health. In addition, some advice providers 
give targeted support to groups or communities facing 
other particular challenges.

•	 The Bromley by Bow Centre in Tower Hamlets, 
London, an established community-based 
organisation, supports many clients who are unable 
to speak English well or at all, including a great 
many Bengali-speakers. Bengali-speaking members 
of the advice team are on hand.

•	 The Zynthia Trust supports women and girls 
experiencing or at risk of all types of abuse 
including psychological, physical, sexual, financial 
or emotional. Its BGET-sponsored project aims 
to empower the women and girls’ move towards 
economic independence.

•	 St Helens Citizens Advice is based in an area of 
Merseyside with a very high rate of suicide (rolling 
three year average of 16.1 per 100,000 for 2016-2018 
against a national (England) average of 9.6). Debt and 
financial problems are key factors causing many to 
contemplate or actually take their own life. All Citizens 
Advice St Helens staff have undertaken suicide 
prevention training and the organisation works with 
partners to deliver a Suicide Prevention Strategy.

•	 THAW Orkney supports an island community in a 
very remote rural setting in Scotland with extremely 

high rates of fuel poverty, no gas heating and no 
smart meter infrastructure. The project aims to 
provide affordable warmth solutions and reduce fuel 
poverty, and promote financial and social inclusion.

7.4	 Increasing income, managing 
debt problems and financial 
empowerment  

BGET-funded advice providers have supported over 
16,000 people to manage their finances by identifying 
income they are entitled too, supporting them to 
manage debt and helping them build the skills and 
confidence to gain control of their money.

The funded advice providers report that the demand 
for their services has increased with rollout of Universal 
Credit and more in-depth support is required to address 
each case. Because Universal Credit applications must be 
completed online, those without access to the internet or 
digital skills need additional help. Long delays in receiving 
Universal Credit and Personal Independence Payments are 
causing further financial difficulty and leading to increased 
indebtedness amongst those living on low incomes. 
The advice providers help people identify income they 
are entitled to, support them with applications and help 
support people waiting for payments through access to 
foodbanks, emergency credit and grants.

Advice providers conducted 12,000 income 
maximisation checks that identified over £12m of 
additional income for clients. They supported people to 
make claims and challenge incorrect decisions, greatly 
increasing people’s incomes. Increased income can be 
a lifeline for many who struggle to survive on very low 
incomes, providing stable housing, food, warmth and 
helping to reduce levels of worry.

The advice providers helped 7,927 people with debt 
problems by negotiating with creditors, applying for 
debt to be written off and applying for insolvency. This:

•	 Managed over £10m of debt (through negotiation 
with creditors).

Riverside Advice Client Profile

Of the people Riverside Advice gave advice to:

•	 96% have one or more disabilities.
•	 84% experience mental health problems. 
•	 65% have physical health problems.
•	 13% have language and literacy difficulties.
•	 95% live in areas of high deprivation.

Case study
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Alice is a single parent from the EU who has lived 
and worked in the UK for a few years. She developed 
a psychotic condition and could no longer work. 
As advised, she applied for Universal Credit but was 
declined as it was incorrectly assumed she did not 
have the right to reside in the UK. She was left with a 
weekly income of just £34 for child benefit and her 
social housing provider had started a repossession 
action against her for overdue rent payments. She was 
very worried her family would become homeless.

The Community Law Service advisors appealed 
the Universal Credit decision, and then had to 
wait six month wait a for a hearing date. During 
that time, Community Law Service provided 
court representation in relation to the landlord’s 
repossession case hearing. This case was adjourned 
with the agreement of the social landlord until the 

outcome of the Universal Credit appeal hearing. 
Council Tax was placed on hold. Community Law 
Service arranged for further support from various 
sources including food and fuel vouchers.    
        
Alice won her appeal against the Universal Credit 
decision. As a result, she was awarded a monthly 
entitlement of over £1,100 plus arrears payments of 
£6,400. She used the payments to clear her debts, 
including her rent. A suspended possession order 
was granted at a second court hearing, allowing 
Alice’s family to stay in their home. She was hugely 
relieved at the successful outcome, it gave her 
certainty about her income which meant she no 
longer had to worry about herself and her children 
becoming homeless. Her mental health became 
more stable, resulting in less medical assistance and 
other support being required.

Case study

Community Law Service: Lone parent’s income stabilised through support to 
successfully challenge Universal Credit decision

Steven, 84, suffers from dementia, sight and hearing 
loss, and is socially isolated. When Navigate met him, 
he had recently been discharged from hospital and 
was very worried about money. He had borrowed 
cash to help his wife before she passed away and 
was unsure how much he owed. He has difficulty 
communicating with people he doesn’t know and 
can be distrustful of offers to help. He was unaware of 
whether he received any benefits and his paperwork 
was disorganised and scattered around his home.
 
Navigate assigned a mental health and money 
advice caseworkers to support him over six months, 
undertaking 25 home visits and delivering 81 
interventions over that time. The first step was to build 
trust and help him organise his paperwork. They then 
undertook a benefits check to identify his eligibility 
for a number of additional benefits and discounts. 
This led to him receiving a back-payment of £760 
in benefits owed and increased his annual income 

by over £6,000. The advisors helped him reduce 
his bills by £340 by switching tariffs and applying 
for the annual Warm Home Discount credit to his 
electricity account. The money advice caseworker 
also contacted creditors on his behalf to negotiate an 
appropriate repayment plan. He was also added to the 
Priority Services Register for his energy supplier.
 
Navigate referred Steven to support services in other 
areas, including to a charity for visual aids, a memory 
assessment with the Community Mental Health 
Team and fortnightly volunteer support. He now 
receives regular support from a volunteer who helps 
him to manage his post, shopping and cleaning.
 
As a result of the holistic support provided over six 
months, Steven feels more relaxed about money 
and has established a savings account. He uses a 
large-print calendar as an aid to help him manage 
his finances independently.

Case study

Navigate: Sustained, holistic service enables client with multiple vulnerabilities 
to gain greater financial stability and access wider support
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•	 Wrote off nearly £3m of debt (via applications 
for insolvency, negotiation with creditors or 
applications for debt cancellation).

Advice providers created 7,547 individual budget plans 
to help people to keep on top of their finances. This 
one-on-one support helps people understand their 
debt, deal with the problem and build basic financial 
skills and confidence.

And they applied for over 2,600 grants from a wide 
variety of energy trust funds and other bodies, securing 
over £1m in total. The size of the individual awards 
varied according to people’s needs, and covered 
expenses such as home adaptations, funeral costs 
and new energy efficient appliances. The grants are 

designed to support people experiencing hardship and 
help those coping with unexpected shocks including 
health problems, loss of employment or bereavement.

7.5	 Fuel bills, heating and staying warm 
at home

The projects support people to find the best energy deal 
and ensure their homes are energy efficient and warm. 
10,500 households received an energy survey and advice 
through BGET projects. Some advice providers conduct 
energy surveys themselves whilst others partner with 
organisations who provide this service.

•	 Over 6000 beneficiaries were taken through a tariff 
or supplier-switching exercise.

Jamie was referred to Money Matters by his GP due 
to concerns about the impact of his financial worries 
and cold home on his physical and mental health. 
He suffers from multiple health issues, including a 
chronic lung condition and a mental health condition. 
He lives with his partner who works part time, and 
after deductions for overpayments Jamie was 
receiving Universal Credit of £38 per month. Their 
low income and the high costs of running inefficient 
storage heaters led them to underheat their home. 
This led in turn to a worsening of Jamie’s respiratory 
condition and a decline in his mental health, as well as 
putting their relationship under strain.

Money Matters provide a holistic advice service 
based in Glasgow. They helped Jamie negotiate his 
overpayment deductions and checked his eligibility 
for different welfare benefits. They then helped him 
apply for limited capability for work related activity 
element of Universal Credit, Personal Independence 
Payment and a Discretionary Housing Payment. 
The Money Matters advisors helped him complete 
necessary forms and negotiated on his behalf, 
providing continuity over the complex and lengthy 
process of applying.

The applications were successful and Jamie gained 
an extra £1,100 per month as well as lump sum 
backdates of around £12,800. Money Matters also 
achieved a much larger reduction in his Council 
tax and water and sewerage bill on his behalf, and 
applied for the Warm Home Discount so he would 
receive £140 towards his electricity.  The extra money 
would never have been paid to Jamie without the 
intervention since the DWP had left in abeyance any 
disabled element of the Universal Credit. 

An advisor explained to Jamie how to use the night 
storage heaters’ controls correctly and advised him 
on the importance of keeping the pre-payment 
meter topped, to avoid using emergency credit and 
risk self-disconnection. The advisor also arranged 
for him to be added to his supplier’s Priority Services 
Register so that he could access appropriate 
additional support.

Jamie was very appreciative of the advice and support 
provided, expressing particular appreciation for how 
it had helped improve his physical and mental health 
and had helped reduce the strain on his relationship 
with his partner.

Case study

Money Matters: GP referral leads to positive outcomes for personal and social 
wellbeing
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•	 Over 4,000 people were referred to the Warm 
Home Discount (successful applicants receive £140 
towards their energy costs).8 

•	 £ 222,000 in assumed savings were achieved 
through switching to cheaper energy deals.9  

Advisors helped people deal with billing and metering 
problems that had left them with incorrect high bills, 
including cases where a client had unsuccessfully 
challenged these bills. A reported total of £196,000 was 
saved in this way. Satisfaction survey feedback suggests 
that the support of funded organisations has helped 
people challenge bills that they believe are wrong, 
make complaints and feel more confident to engage 
with their energy supplier.

Advice and measures were provided to householders to 
reduce their energy use and make it easier to heat their 
homes to a healthy temperature. 

•	 Over 4,800 homes were provided with small energy 
efficiency measures (e.g. energy efficient light bulbs, 
water saving devices).

•	 Nearly £180,000 worth of energy efficiency 
measures was provided. 

•	 Over 370 households were referred to the Energy 
Company Obligation (ECO) scheme for funded 
heating or insulation measures.

•	 By working with other funders, the advice agencies 
enabled 180 large energy efficiency improvements 
(e.g. central heating systems) to be installed.

The projects also helped 3,000 vulnerable people 
access more support in case of an emergency or power 
cut through being added to their energy supplier’s 
Priority Service Register.

The case studies that follow show how the support 
has helped reduce people’s stress and anxiety about 
heating bills and highlight the wider benefits of the 
support provided through the BGET projects. 

8	 Data is not available on how many of those applications were 
successful.

9	 Data on actual savings achieved is not available. This is difficult to 
establish accurately at scale through follow-up self-reporting.
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Sharon urgently needed white goods for her 
home which she couldn’t afford to buy herself. 
She wasn’t working due to a long-term health 
condition. Her Personal Independence Payments 
had been stopped. This decision was under 
review but was expected to be a lengthy process.

Her cooker had been condemned during a gas 
safety inspection and her fridge freezer didn’t 
work.  She was having to pay more for food 
as a result. She had no family members living 
close by who could help her. The situation was 

exacerbating a mental health condition and she 
was finding it hard to cope.  

An advisor at the Bromley by Bow Centre applied 
to two charitable trusts for financial support for 
her to buy a new cooker and fridge freezer. Both 
applications (totalling £600) were successful. 
This was a great relief for Sharon. She was able 
to save money by buying food in bulk, could 
keep food fresh at home and was able to cook 
nutritious meals. This improved her quality of life 
and her personal wellbeing. 

Case study

Bromley by Bow Centre: New kitchen appliances contribute to improved 
nutrition and personal wellbeing ...

John was referred to Riverside from a Community 
Mental Health Team. He is a man in his early 
sixties. He has had cancer and had undergone 
repeated surgeries. He lives alone in privately 
rented accommodation.         
                                                                                                          
John is socially withdrawn and suffers from 
extreme anxiety and depression. His income 
consists of a small private pension and Universal 
Credit. He had a substantial amount of debt, 
around £19,000 across 39 separate accounts, 
most of which was incurred when he was too ill 
to manage his affairs. His income was too small to 
allow him to make his creditors even token offers 
of payment. Because his debts were so numerous, 
he was constantly receiving correspondence from 
creditors, which he found intolerably harrowing, 
and he faced a downward spiral, where his 
medical and financial situations were affecting 
eachother in a negative way. 

John was referred to Riverside initially for 
a benefits review to increase his income. 
Unfortunately, he was not entitled to any 
unclaimed benefits, but Riverside were able 
to help him with his debts through the holistic 

services of the BGET project. In dealing with the 
John’s debts, the first task was to identify them 
all, especially in order to ascertain whether a 
Debt Relief Order (DRO) would be appropriate or 
whether it would be necessary for him to apply 
for bankruptcy. 

Eventually, after sorting through the copious 
correspondence he had received from his 
creditors and examining reports from credit 
reference agencies, Riverside were able to 
establish that his debts were just under £20,000, 
which is the limit for applications for a DRO. They 
then prepared and submitted his DRO application. 
The fee for making a DRO application is £90.  
Thanks to BGET, they were able to pay this fee for 
John who would have been unable to raise the 
£90 fee himself. 

The Insolvency Service have informed all the 
client’s creditors of this and they are no longer 
entitled to demand payments from him.  John 
no longer receives correspondence from his 
creditors demanding money. He explained that 
the support hugely reduced his stress and he can 
now see a future. 

Case study

Riverside: Debt relief service helps John deal with unmanageable debt ...
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BGET-funded organisations report that they are 
operating in areas where local advice services have 
experienced very severe funding cuts under austerity 
and post-austerity. The additional health, economic, 
social and environmental challenges associated with 
the Covid-19 emergency are likely to directly impact 
on the advice providers funded by BGET, increasing 
demands on their services as well as creating challenges 
for delivery. Expanding and enhancing the capacity of 
advice providers is crucial to respond to the challenges 
faced. However, this also brings attention to the systemic 
factors which give rise to demand for support.

Energy supplier customer service

In interviews and responses to an online survey 
conducted prior to the pandemic, representatives of the 
funded organisations highlighted particular challenges 
encountered in their work that require addressing. 
One key area concerns the customer service of energy 
suppliers. BGET-funded advice providers consistently 
report difficulties encountered by both their clients 
and themselves in engaging with suppliers over billing, 
disputes and debt. This not only  drives demand from 
people who have been unable to resolve issues with 
their supplier, but also makes the work of an advisor 
more onerous when they encounter difficulties in 
engaging with a supplier on a client’s behalf. 

8	 Wider findings and implications 

BGET’s future strategy provides an opportunity to 
consider how it can contribute most effectively to 
driving up standards in supplier’s customer services so 
that they are more responsive and easier to navigate. 
This would help customers who are unable to resolve 
their issue with the supplier, and ease the burden on 
advice providers by making it easier for customers to 
resolve their problems for themselves.

Welfare system

Another recurrent area of difficulty concerns the 
welfare system and the complexity of cases involving 
Universal Credit applications, delayed benefits 
decisions, repayment arrangements for benefits 
overpayment, or appealing against incorrect benefit 
decisions. Again, making the welfare system more 
straightforward to engage with and navigate is an area 
that BGET’s future strategy could address.

Collaboration in the advice sector

The case studies below provide examples which 
illustrate how BGET funding has enabled advice 
providers to streamline their systems, develop 
strengthened referral and delivery partnerships and 
build staff skills and expertise to deliver a better service 
for clients, enabling them to respond to more complex 
needs. The BGET future strategy might build on this 
to facilitate increased exchange of learning between 
the organisations it funds and encourage them to be 
proactive in building stronger referral and delivery 
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10	 See www.nice.org.uk/guidance/ng6

partnerships with other organisations. A particular area 
for attention is a ‘single point of contact’ health and 
housing service, responding to the NICE Guidance on 
excess winter deaths and illness and the health risks 
associated with cold homes.10

Energy transition

The decarbonisation of our energy system will bring 
about changes to the retail energy market, creating 
both new opportunities and new risks for consumers. 
Those at risk of fuel poverty may be excluded from the 
new services offered by a decarbonised economy due 
to a combination of factors: 

•	 Digital exclusion, financial exclusion and technical 
barriers (e.g. unable to use the internet).

•	 Geographical and tenure-related issues and risk-
averse attitudes tied to their existing financial 
insecurity. 

Through the addition of network transition costs which 
are charged to customers through the standing charge 
on electricity bills, such households may bear an unfair 
share of the costs associated with such new services 

taken up by others. Some examples of emerging new 
offers include Time of Use tariff s, electric vehicle 
related offers and energy-as-a-service business 
models. BGET’s new strategy provides an opportunity 
to consider how to respond to the early phases of this 
transition, including how to influence the direction of 
travel of new services so that the market serves fuel 
poor and vulnerable consumers fairly. 

Covid-19 response

Covid-19 has shown that fast track systemic change 
is possible when essential. Energy suppliers have 
been swift to respond. A refreshed strategy provides 
an opportunity to consider where BGET can work 
with funded organisations and other stakeholders to 
leverage changes to enable more people to engage 
directly with suppliers and with the welfare system 
and less need to rely on the limited capacity of advice 
providers.
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Ruth cares for her husband who has respiratory 
problems. The night storage heaters in their 
privately rented home were old and did not 
work properly. Their electricity supplier had been 
sending multiple bills for the same periods based 
on estimated usage with thousands of pounds 
difference. Ruth disputed the balance which put 
the household over £1,500 in debt to the supplier.
 
The local Citizens Advice disputed the balance 
on Ruth’s behalf and when the supplier did 
not engage with her, an advisor actioned an 
Ombudsman complaint on Ruth’s behalf. In the 
meantime, the advisor checked for the Warm 

Home Discount and applied to a government 
scheme to fix the electricity meters and install 
new storage heaters. Ruth was awarded a grant 
of £4,500, which enabled her to have more 
efficient modern night storage heaters installed 
in her home.
 
At the time the Ombudsman upheld two out of 
three complaints. Ruth told her local Citizens 
Advice that she now felt empowered and able to 
deal with the remaining outstanding complaint 
herself - with the support of Citizens Advice. She 
said that she wouldn’t have known where to turn 
or what to do without the advisor’s help.

Case study

Citizens Advice Cymru: Support in a dispute with supplier empowers a 
client to pursue further steps herself ...

Derek is in his 90s, has severe hearing issues 
and lives alone. He had a coal-fired back burner 
that required him to carry in buckets of coal 
from an outside store, something that was 
becoming increasingly difficult. The upstairs of 
his house was unheated. The electricity supply 
had remained in his late mother’s name after 
she died in the 1960s. This, in combination with 
communication difficulties associated with his 
hearing loss, made it practically impossible for 
him to engage with his energy supplier directly.

Citizens Advice Northumberland organised a joint 
home visit with Macmillan benefits team. There 
was already a gas connection at the property 
so they recommended Derek install gas central 
heating. The advisors helped transfer the energy 
account into his name and find a better deal for 

him. Family members helped Derek understand 
the changes that the advisors were making.

The advisors also helped Derek apply for higher 
rate Attendance Allowance, increasing his 
income by over £380 per month. He was given 
advice about how to use the new system and 
was added to the Priority Services Register.

Derek is delighted with his new gas central 
heating which is much easier for him to operate, 
heats his whole house and is much more 
efficient. Communications with his energy 
supplier are much improved as he is more 
confident, the account is in his name, and they 
know that he is a vulnerable customer. He no 
longer has to fetch coal from outdoors to have a 
warm home.

Case study

Citizens Advice Northumberland: Improved warmth and personal 
wellbeing for an elderly man from updated energy account and upgraded 
heating system
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9	 Next steps
The current funding programmes continue until 
2021 and can be expected to continue to provide 
highly valued money and energy support to people 
experiencing hardship. As Covid-19 causes new 
uncertainty and challenges for many, the importance 
and value of BGET’s support can only increase.

BGET has worked with the Centre for Sustainable 
Energy (CSE) to develop an enhanced collective impact 
framework to better understand the value achieved 
by its funding programmes from 2020 onwards. The 
aspiration is to provide richer reporting on the financial, 
wellbeing and other impacts achieved for clients and 
for wider stakeholders. This will include reporting 
against new outcome measures and case studies based 
on follow-up interviews.  A final impact report for the 
2018-2021 funding programme will be published in 
2021.

BGET is now updating its strategy. This will draw on 
learning from the impact learning to date.
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