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Project information 

The Warm Homes Liverpool City Region Programme is delivered by 
Energy Projects Plus. The programme is funded by the British Gas 
Energy Trust and improves the living conditions of vulnerable people 
by increasing their ability to afford a warm home. The programme 
provides face-to-face and telephone support to vulnerable residents 
across the Liverpool City Region. 

Advisers offer casework assistance to vulnerable residents needing 
deeper support to deal with tariff and billing issues, fuel and water 
debt, budgeting and income maximisation and general energy 
efficiency advice.  Services are open to all types of householders 
across the local authority areas of Halton, Knowsley, Liverpool, 
Sefton and the Wirral peninsular. 

Heat or Eat 
 
The clients are a family of three. The mother acquired a permanent 
disability as a result of a catastrophic accident which broke her neck, 
fractured her skull and caused severe loss of hearing. Her mobility 
issues and damage to her hypothalamus also resulted in risk of 
hypothermia or overheating, depending on the season.  
 
The husband had also become unemployed and they used their 
savings to clear business debts and pay off some bills. The couple 
were desperate and had even sold their wedding rings to survive. 
They were very worried as they could not afford to eat, stay warm 
and dry, and keep clean.  Over the winter they chose to go without 
much food and instead saved money to heat the house - as the 
mother’s health condition means she is highly vulnerable to cold. 
 
A fire caused by an electrical issue in their meter cupboard led to an 
investigation which discovered that next door’s meter had been wired 
into their home, and they had been paying for the neighbour’s 
electricity for a long time, adding to their debt.  
 

 

Help to prevent a 
poverty crisis 
 
Light at the end of the tunnel 
for one family at serious risk 

Case Study: highlights 
 

Date opened: Spring 2020 
Date Closed: Ongoing 
Time: 6 months to date 
Caseworker: BGET funded 
advisor 
 

Multiple fact-finding 
engagement: telephone calls and 
personal documents collated. 
 

Applications for assistance to; 
ECO, Liverpool Merchants 
Guild, United Utilities and 
Scottish Power. 
 
About the client 
 

• Family of three  
• Homeowner 
• Redundancy and disability 
• Trapped in long-term 

poverty and deep hardship 
• ‘Heat or Eat’ in winter 
• Broken boiler 
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Help provided 
 
The Covid-19 pandemic began and at the same time their 

boiler broke. 
 
Realising the boiler was not working, the clients called Citizens 
Advice, looking for a lifeline. Their ‘Ask Us‘ team, referred them 
to the Warm Homes Programme to help with the boiler. After 
speaking with an advisor the clients were swiftly referred to ECO.  
 
Adhering to strict Covid-19 precautions, a boiler replacement 
was installed within three weeks. The clients were thankful to get 
help during a time of crisis. However, their fuel debt had mounted 
up and they had financial problems.  
 
Work is currently ongoing by the advisor to support them: 
 

 When the fire occurred in the meter cupboard the client 
contacted Scottish Power and they installed a new meter 
and a piggy-back meter installed to monitor usage.  Three 
years down the line overbilling issue had not been 
addressed. The adviser took the case on board and is in 
talks with Scottish Power to help manage the £800 bill.  

 Meanwhile water bills had been unpaid for some time and 
totalled over £4,000. The advisor has taken on the case and 
is working with the water company to reduce the unpaid 
debt. 

 Acknowledging that the family income still cannot meet their 
basic needs, the adviser has successfully applied for a 
£6,000 cost of living grant from a local benevolent charity. 

 When the urgent financial help has been dealt with the 
project will give tailored energy advice and do a switching 
comparison exercise. 

 

Project Outcomes 
 Replacement boiler in a time of crisis 

 £6,000 cost of living annual grant  

 Over £4,000 water debt help 

 Up to £800 electric debt help 

 The clients have reduced financial stress  

 The clients are less anxious   

 with some hope that a lifeline can be offered to their family 
 

Although still ongoing, this case shows the breadth and depth of help that the BGET 
funded project delivers 

 

“I can’t give a glowing 
enough report. The 
adviser gets things 

done.  
Without her help my 
wife could have died 

this winter” 

Client  


