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Listen, 
understand and 
action – 
addressing 
complex needs  
in lockdown 

 

Case Study highlights 
 

Time March 2020 - June 2020  
3 months 
 

Caseworker: financial inclusion officer 
 

Time spent and interventions:   
6 hours; 6 interventions 
 

About the client 
 

• Caring for disabled husband, three 
children, one son with disabilities  

• Receiving welfare benefits 
including; Universal Credit, Child 
Benefit, Council Tax Reduction, PIP, 
Disability Living Allowance and 
Carers Allowance  

• Husband has kidney disease, 
dialysis is at home, making 
electricity bills costly 

• £630 of energy debt  
• Struggling to cope  
 

 Project Information 
 

This Scotland wide project offers holistic debt and energy 
advice to alleviate fuel poverty. Working alongside libraries and 
community centres, the project provides wide-ranging financial 
advice to ensure they put people in a more stable position for 
the future.   
 

Holistic approach  
 

The British Gas Energy Trust funds the Matters Money project 
to allow provision of vital service to vulnerable, struggling 
clients in Scotland. The COVID-19 pandemic has resulted in the 
adaption of service delivery. Changes have allowed the project 
to continue addressing specific needs of service users who 
present very complex issues and are often in crisis. 
 

Case study 
 
Financial Capability 
 

The adviser supported the client with budgeting: 
 

• Helping address priority expenses  
• Sharing tips to make savings including changing fuel provide 

(to receive Warm Home Discount) 
• Comparing products and shopping around for discounts on 

client’s living costs 
• Providing gentle personal support, encouragement over the 

course of several appointments so she didn’t feel too 
overwhelmed  
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Welfare Rights 
 

The adviser completed a benefit check for the client and established that: 
 

• Income can be maximised by Universal Credit carers element 
• Husband can apply for Carers Allowance, looking after the son gets the carers 

supplement paid (Scotland only benefit) and also gets national insurance 
contribution paid towards his future state pension.  

• The client is eligible for a Best Start grant and specifically where Healthy Start has 
been replaced by Best Start Foods in Scotland.  Also eligible for the ‘Family Fund’ 
to help with child’s extra needs, but does not require support at present.   

 

Debt 
 

The adviser provided: 
  
• A personal budget identifying multiple debts, including credit cards. 
• A brief exploration of debt options including the client’s energy debt of over £630. 

She was making payments covering usage but limited repayment of the arrears. 
• A grant application to the current energy provider's Trust Fund, collating all 

relevant evidence. The grant was approved and all arrears were cleared off with 
the award made by the Fund. 

• Completion of an energy comparison - the client decided to change supplier giving 
the family another £280 savings per annum.  

• Information on energy grants that could be applied for.  
 
 
Energy Efficiency 
 

The advisor: 
 
• Issued the client with Money Matters fact sheets on energy saving tips and talked 

her through this, including advice on effective management of her 
timer/programmer and boiler thermostat.   

• Advised on Warm Home Discount and when to apply and Priority Service Register 
and also issued the information on this offering from the energy supplier. 

 

 
“It is good to have 
you in times when 
everything seems 
to be impossible 
and you feel that 
you are on your 

own. 
 

I could not sleep 
for months, now 

it’s a different 
story” 

 

Client  

Project Outcomes 
 

• Carers Supplement issued: £230.10 x 2 from 26 June 2020 as extra payment for Covid-19; £230.10 in 

December 2020  

• Carers Allowance that will give national contributions paid towards husband’s future state pension 

• Second carer’s element of Universal Credit awarded - £160.20 a month 

• £630 of fuel debt cleared off - awarded by current energy provider’s Trust Fund  

• £280 saved through supplier switch 

• Family comfortable and warm - no outstanding debts and able to heat home adequately 

• Disposable income stabilized and maximized creating a better-quality of life for the whole family 

 

Client was very appreciative of the advice and support provided, which had already started 
to have a beneficial impact on family’s day to day life in terms of income maximisation, 
financial capability, clearing off energy debt and energy efficiency. 

 

Adviser 
 


