WHAM | Warmer Homes, Advice & Money

WHAM’s Fuel Good Fund Report
January–December 2019

Report to Bristol Energy
by Lisa Evans, Centre for Sustainable Energy

January 2020

St James Court
St James Parade
Bristol BS1 3LH
0117 934 1400
www.cse.org.uk
@cse_bristol
Charity 298740
Company 2219673

Fuel Good Fund Report

16 January 2020

Contents

1

Background ............................................................................................................................ 3

2

Delivery .................................................................................................................................. 4
2.1
Activities delivery.................................................................................................................... 4
2.1.1
Home visits ..................................................................................................................... 4
2.1.2
Events / outreach ........................................................................................................... 5
2.1.3
Promotion delivered ....................................................................................................... 5
2.2
Demographics ......................................................................................................................... 6
2.3
Sources of enquiries ............................................................................................................... 7
2.4
Advice topics ........................................................................................................................... 7
2.5
Referrals made ....................................................................................................................... 8
2.6
Health conditions reported by clients .................................................................................... 8
2.7
Financial outcomes ................................................................................................................. 8
2.8
Additional outcomes ............................................................................................................ 10
2.9
Partnerships .......................................................................................................................... 11

3

Additional case studies ......................................................................................................... 11
3.1
3.2
3.3
3.4
3.5
3.6

4

Case study 3 .......................................................................................................................... 11
Case study 4 .......................................................................................................................... 12
Case study 5 .......................................................................................................................... 13
Case study 6 .......................................................................................................................... 13
Case study 7 .......................................................................................................................... 14
Case study 8 .......................................................................................................................... 15

Conclusions .......................................................................................................................... 15
4.1
4.2

Lessons learned .................................................................................................................... 16
Changes planned for the next quarter/year ......................................................................... 16

Centre for Sustainable Energy | Page 2

Fuel Good Fund Report

16 January 2020

The following report highlights the Centre for Sustainable Energy’s Warmer Homes, Advice & Money
(WHAM) project, specifically that part funded by Bristol Energy’s Fuel Good Fund in 2019. The report shows
the types of advice given, the financial outcomes for clients living in Bristol, as well as a summary of the
growing impact the project as a whole is having locally and nationally. Both Public Health England and
Ofgem have separately showcased WHAM as an example of best practice for other services across the UK
to learn from.
The Fuel Good Fund contributed to funding the work
of our advisor Ed Divers who delivers in-depth and
tailored support for vulnerable households in Bristol
under the WHAM project. We are delighted with the
work he and the wider team have delivered in
supporting 71 households, which exceeds the
original target of 50 households and brings a return
on Bristol Energy’s investment in WHAM at a ratio of
3:1 (i.e. for every £1 put in it by the Fuel Good Fund
£3 worth of financial benefits have been realised for
a client). The full Social Return on Investment ratio
(which would include all social and environmental
benefits) is likely higher, but these are difficult to
capture. The additional benefits of our work are
captured in the eight case studies included in the
report, including one written by a beneficiary.

1 Background

Ed Divers, Fuel Good Fund & WHAM advisor

The Centre for Sustainable Energy (CSE) was awarded the Fuel Good Fund to provide in-depth and face to
face support to vulnerable households in Bristol struggling with the stark choice of fuel or food and those
showing early signs of fuel poverty, where intervention can help to reduce likelihood of a significant crisis.
The fund was used to support the existing WHAM project, our well established single point of contact
service for fuel poverty service.
WHAM is a major city-wide fuel poverty prevention project for low-income households to freely access indepth and expert support of Bristol’s three leading organisations tackling fuel poverty: CSE, Talking Money
and We Care Home Improvements. The WHAM caseworkers rotate between the organisations, coordinating activity for clients and delivering face to face advice and support to people via home visits, local
events, advice surgeries and talks, workshops and presentations in community venues, backed up by a
Freephone advice line.

Centre for Sustainable Energy | Page 3

Fuel Good Fund Report

16 January 2020

WHAM was originally funded for 4 years by Bristol City Council’s Impact Fund to support residents living in
the private sector. The Fuel Good Fund added capacity to the WHAM project, targeting 50 households
(adding to the WHAM target of 520 households supported per year) and undertaking a further 40 home
visits. The fund enabled another caseworker to work on the project for one and a half days a week, Talking
Money to support 10 households with debt advice and We Care Home Improvements to undertake repairs,
small measures and safe and
secure checks to ensure that
homes are suitable for
habitation.

2 Delivery
Ed Divers joined the WHAM
project to ensure that these
targets could be achieved. Ed
undertook training and
shadowed the existing
caseworkers to fully
understand the intricacies of
the project and spent time at
Talking Money and We Care
Home Improvements,
shadowing staff providing debt
support and home visits.

The WHAM caseworkers

His training was extensive including: in- depth welfare benefits course, financial capability, housing advice,
trust fund applications, and water schemes training. Ed is a former employee of Bristol Energy, so it seemed
like the perfect fit to bring him onto the project representing the Fuel Good Fund.

2.1 Activities delivery
2.1.1 Home visits
We planned to deliver 40 home visits through fund support, but due to demand and the needs of clients we
delivered 45. Their value can be gauged by reading the case studies which show how advice can be
enhanced by having the client’s fuel bills to hand, being able to see the condition of their house, or explain
the timer and thermostat controls, which for a vulnerable client can be very important.
Volunteers are central to the project, accompanying caseworkers to ensure safety and enhance the advice
delivered- many are experienced energy advisors and bring a wealth of experience from previous roles
which benefit our service. Ex nurses, building surveyors and council staff all who now help the project on a
regular basis have enhanced the team’s knowledge in areas such as damp and mould, building
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maintenance, the health impacts of living in a cold home. Local energy champions and volunteers add extra
capacity and advise which activities and forms of promotion will be successful in the local area. Many
volunteers having attended numerous training sessions that we offer feel confident enough to offer energy
advice themselves.
CSE have a bank of regular volunteers and Bristol Energy Network has also trained energy champions who
support the project, attending events
and home visits. Full home visit
training is given to all staff and
volunteers who undertake home visits
for CSE.

2.1.2 Events / outreach
Ed and the WHAM caseworkers attend
various events including talks at a
health & wellbeing café for the over
55’s, staff training at Shelter, dementia
friends talks, volunteer training at
Citizen Advice. They have also run a
budgeting session for Somali women
The WHAM stand at an event
and a functional maths session for
parents at a children’s and advice stands at Redfest (a local festival), and a family explorer’s day at We The
Curious (free for families on a low income). They attended the Celebrating Sanctuary event and Aashyana,
CHAS South Asian community’s celebration event and regularly hold advice surgeries at East-trees health
centre and St Pauls Advice centre.

Case Study 1
Mr T, a 25- year old man was referred to the project having
attended a WHAM event. He lives in a privately rented
bungalow, is working but on a low income and suffers with
asthma. Last winter the bathroom and bedrooms were full
of condensation and mould, aggravating his asthma. The
extractor fan in the bathroom wasn’t working and there was
no loft insulation. The landlord refused to do anything until
he was told that he would be reported to the Environmental
Health Team. He promptly installed a mechanical ventilation
unit to reduce moisture in the bathroom and installed 25cm
of insulation in the loft. The client reported that his asthma
has been better this winter.
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During these talks and events
caseworkers provided advice to people.
Where further support was needed
clients were referred into the project for
a home visit and more in-depth casework
to be undertaken (such as case study 1).

2.1.3 Promotion delivered
WHAM has been promotion across the
City, through: leaflets and banners
(updated to include the Bristol Energy
logo), newsletter press releases
(including hospital newsletters), links to
the project on partner websites, Bristol
Energy Network promotion particularly in
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East Bristol and Lawrence Weston, alongside talks and awareness raising at organisations working with
vulnerable people. WHAM spoke at the Mayor’s Hot Coffee/ Hot topic City Hall sessions, where at least 30
organisations attended and launched the newly expanded WHAM in City Hall alongside promotion of
Bristol’s Fuel Poverty Strategy in Nov 2019.

2.2 Demographics
The demographics of people supported under the fund, shows that the largest groups supported are
British, and women aged between 25 and 64. The project uses interpreters and is able to translate
literature for those whose first language isn’t English.
Figure 1: Gender ratio of people supported under The
Fuel Good Fund

24%

76%

Female

Male

Figure 2: Age ratio of people supported under The Fuel
Good Fund
4%

16%

32%

25-34

35-49

Number:

Not specified

19

British

37

Chadian

1

Dutch

1

French

1

German

1

Jamaican

2

Somali

4

Sudanese

1

Syrian

3

Other

1

Table 1: Nationality of clients

6% 3%

39%

18-24

Nationality

50-64
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2.3 Sources of enquiries
Table 2 shows the variety of sources of
referrals made to the Fuel Good Fund as
part of the project. The majority of
referrals come from the WHAM
partners: CSE, Talking Money, We Care
home improvements and Citizens
Advice. However the number of
different sources indicated that other
organisations across Bristol are aware of
the project as a result of our publicity.
Unfortunately we did not receive any
from Bristol Energy which we would like
to rectify in the coming year.

Referrals from

No. of referrals

BCC Syrian Resettlement team
Care Forum
Citizens Advice Bristol
Event
Food bank
Fuel supplier – EDF
Housing association
Internal – CSE Home Energy Team
Internal - Talking Money
Internal – WE Care Home Improvements
North Bristol Advice Centre
NHS Recovery team
Red Cross
Rethink
Shelter
Southmead Development Trust
St Pauls Advice Centre

3
1
9
5
2
1
2
9
11
8
1
1
1
1
8
1
6

Table 1: Sources of referrals

2.4 Advice topics
Fuel poverty is often the result of a
number of factors: housing, income,
behaviour and other social issues.
Caseworkers need time to understand a
client’s situation in order to able to fully
support them and ensure we are not
missing any major issues. This involves
giving advice on a range of subjects,
utilising the skills from the partners and
signposting to other support agencies if
it is outside of WHAM’s remit.

Advice topics:

Number

Billing and meters
Smart meter installations
Smart meter install
Energy and behavioural advice
Income maximisation
Switching Supplier
Budgeting advice
Fuel supplier services
Condensation, damp and mould
Benefit advice
Water payments and gadgets
Appliance advice
Heating advice

9
3
3
22
37
31
28
7
4
5
4
6
18

Safe & secure check (by We Care)

20

Table 2: Advice topics
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2.5 Referrals made
Signing people up to the local
Added onto the Priority Service Register
Number
Distribution Network Operator and
Western Power Distribution
12
water Priority Service Register (PSR)
Bristol or Wessex Water
4
ensures that vulnerable clients will get
Fuel Supplier
6
extra help during a power or water cut.
Table 4: Referrals to PSR
Signing up clients on the fuel suppliers
PSR offers customers extra support including regular meter readings, large text letters, letters in braille etc.
Where clients have issues that WHAM does not cover caseworkers have made referrals to other
organisation including: Age UK, Shelter, Bristol Hospitality Network (immigration issues), food banks, Social
Services, Avon and Bristol Law Centre, Rethink, CHAS and the fire service.

2.6 Health conditions reported by clients
A high percentage of people referred to
Health condition
How many people
the WHAM project are living with a
reported
health condition. This is not surprising as
Asthma
2
living with a health issue can decrease
Cardiovascular condition
2
their resilience to living in fuel poverty in
COPD
3
a number of ways; they may be unable to
Depression or anxiety
4
work and so their income is reduced,
Hearing impairment
2
they may spend more time at home using Learning disability
3
energy and so bills can be higher and
Long term health condition
18
often temperatures in the home need to
Mental health problem
11
Physical impairment
7
be higher due to mobility issues. Damp,
Respiratory
condition
1
cold homes exacerbate health conditions.
Stroke
1
The cold can have a huge impact on the
Terminal
illness
1
mental health of the inhabitants through;
Visual impairment
1
the misery of living in constant cold,
impairing concentration and motivation, Table 3: Health Conditions
increasing stress and anxiety caused by constantly worrying about fuel costs and getting into debt from
heating the house. This can affect all of the occupants in a home.

2.7 Financial outcomes
A number of financial outcomes for clients have
been reported through; money saved from installing
energy efficient measures such as LED bulbs, savings
through advice based action and increased income
through clearing debt, having grants for white goods,
fuel vouchers or new benefits.
Living in a cold home can have a number of poor health
impacts for children.
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Over £60,000 has been saved or
gained for beneficiaries of the
Fuel Good Fund. Much of this is
as a result of the work that the
Talking Money team have
undertaken to clear debt, an
average of just over £3,000 per
householder supported by
them.
Huge financial gains have also
been made by; applying to
charities and trust funds for
works to be undertaken and
goods purchased, switching
suppliers or tariffs and applying
for the Warm Home Fund.

16 January 2020
Financial outcome

Recipients

Annual saving or
money gained (£)

Water schemes
Debt written off
Charity grant
Trust fund fuel award ( N-power and EDF)
Benefit awarded (PIP)
LED bulbs
Energy monitor
Emergency fuel voucher
Oil filled radiator (£35 each)
Reflective radiator panels installed
Draught proofing of windows/doors and
Home improvements (through We Care)
One off goodwill payment
Switching supplier and or tariff
Warm Home Discount
Water saving gadgets
Behavioural advice savings *
Other **
Total:

2
11
8
3
1
21
2
4
5
2
8
14
1
19
27
2
48
5

£135.00
£33,884.39
£4,454.20
£2,961.00
£2,979.60
£210.00
£100.00
£195.00
£175.00
£50.00
£200.00
£3,614.53
£18.00
£2,939.86
£3,780.00
£260.00
£1,880.00
£4,111.84
£61,948.47

The team are trained on advice
around benefits which can help
to identify when someone may
Table 4: Financial outcomes
not be claiming benefits they
are entitled to, which can
hugely impact their income, see case study 2.

The project can access resources for clients such as LED bulb’s, draught proofing equipment, reflector
radiator panels, oil filled radiators, slow cookers etc.

*Behavioural advice saving is difficult to gauge. The energy saving community uses established standards to
conservatively estimate the likely impact of in-depth energy advice on a customer’s energy bill. This can
include; controlling heating more efficiently (by turning down the room thermostat and timing the heating
to come on when needed), drying clothes outside rather than using the tumble dryer, switching off
appliances and lights etc. The figure above reflect the assumed saving for householders if all of the advice is
implemented. This may also be an underestimate as lots of advice is given and not often recorded.
**Other includes: rebates from fuel suppliers, using WHAM funds to top up funding from trust funds and
receiving a slow cooker.
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Case study 2
Rethink, a local mental health charity, referred Ms P, a single mother who couldn’t afford to heat her
home. She has osteoarthritis in her spine, asthma, learning difficulties and mental health issues. In
2007 stress led to an enlarged heart and trouble breathing so her doctor told her to cut down her
working hours. Recently she's had to stop working altogether due to rheumatoid arthritis. Ms P
applied for PIP but was declined and didn’t appeal the decision as her parents had just passed away.
Ms P was spending most of her time in her front sitting room to keep warm. Her boiler was not
working, her fire and cooker had been condemned and the floor around her toilet was collapsing. The
property’s exposed floors created draughts. Ms P’s rugs made little difference and aggravated her
chest issues (they were old and dusty) and she couldn’t afford wanted carpets. She was also unsure
whether to switch supplier after a price comparison; she had received bad customer service from her
supplier, but was on their PSR and had just applied for the Warm Home Discount.
This is a typical referral that WHAM receives. So far the outcomes have been £4,326 of savings and:
• PIP was successfully re-applied for.
• The boiler was repaired and two oil filled radiators were given to her as a temporary measure.
• The bathroom floor was fixed and the plumbing was checked to see if the leak had been fixed.
• A CHEESE survey (thermal imaging) was undertaken leading to draught proofing, an
application to a charity trust for carpets and curtains and a referral for loft insulation.
• A switching comparison was undertaken and Ms P was added to the PRS.
• An OT assessment was undertaken to assess her for home adaptations due to her disabilities.
• A safe and secure check was completed.
• She was given some LED bulbs and an energy monitor to track on-going usage.
• Ms P was referred to Avon law centre over disputes with her ESA claim and on-going
mortgage payments.
Ms P emailed CSE with the following: That is awesome! Thank you very much, my pip is all sorted out
now so I will look into the warm home link too. With the way all of that has turned out and my
improved situation now, I am hopeful I can avoid issues with my bills now for the future, thanks to your
work it is all a lot easier. I have really appreciated your help and been impressed with your knowledge
and services you have provided.

2.8 Additional outcomes
The focus of our monitoring and evaluation was on measuring the impact our work had on clients’ income.
We are confident that the work has had a number of wider benefits in areas that can be difficult to
measure without shifting resources away from supporting clients. However when closing a case people we
do ask clients a small number of questions around wellbeing. For this project a massive 61% reported being
less worried about their energy bills, 24% people felt their health and wellbeing has improved since
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WHAM’s intervention and 32% reported having a warmer home, which will hopefully have a positive
impact on people’s health and wellbeing over time.
Clients reported after intervention:

Number

Less worried about energy bills
House is more comfortably warm
Health and wellbeing improved

43
23
17

We hope that the report’s case studies show that our
support has led to a number of additional benefits for
vulnerable clients that include: reduced levels of anxiety,
improved confidence and trust in people, reduced social
isolation and better physical health and overall wellbeing.

Table 5: Impact

2.9 Partnerships
The Fuel Good Fund enabled the team to build on new
working relationships (alongside the existing
partnerships with Talking Money, We Care Home
Improvements and Bristol City Council). Ed initiated a
new partnership with Shelter, providing draught
proofing equipment to the handyperson at Shelter
who installed a number of these small measures free
to vulnerable householders. Eight householders
received draught proofing for their windows, doors
and letter boxes making their homes more
comfortably warm through this partnership.
Ed and the WHAM team at Southmead Hospital

The Bristol network ‘No one should suffer a cold home’
recommended an expansion of WHAM through applying for further funding through the Warm Home Fund
to extend the project and include Citizen’s Advice, North Somerset Council, Bristol Energy Network and the
local NHS trusts (North Bristol, United Bristol Healthcare and Weston Area Health NHS Trust) as partners.
CSE recruited two more full time caseworkers (one hospital based) and expanded the area to include North
Somerset, reaching a further 520 vulnerable households per year. Without Bristol Energy and their Fuel
Good Funds support this may not have happened.
Work undertaken by the WHAM caseworkers has built on existing relationships across the city, ensuring
that local organisations know about the project and how to refer to it. Key organisations include Bristol
advice centres, cultural groups, food banks, health networks, and voluntary and community groups.

3 Additional case studies
3.1 Case study 3
Mr W was referred by his supplier. He was worried that he owed them money and is unable to read bills in
text or braille; he has near-total vision loss and lacks feeling in his hands due to nerve damage.
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Ed visited Mr W in September 2019. Mr W paid for energy using a payment card. However, he had received
letters from his supplier increasing Direct Debit payment to £70/month; a direct debit Mr W was unaware
of, having agreed to a payment of £20/week on the payment card. Ed raised a complaint and took both gas
and electricity meter readings. Under the re-versioned bill the balance went up to £1,511.56 in credit. Mr
W, anxious about having such a large amount of money initially refused the refund, and kept the credit.
Ed arranged a second home visit to discuss money management. It was necessary to be very tactful and
build a level of trust since Mr W was quite flustered at the idea of such a large sum since on several
occasions in the past he had been misled or tricked out of money. Since Mr W was unsure of the accounts
he had, Ed contacted the bank and found that Mr W had £4,000 in his current account and an ISA. Mr W
decided to put his refund and £2,000 from his current account into his ISA, as this had the better interest
rates, and keep the other £2,000 in his current account as a buffer.
Ed arranged for We Care Home Improvements to do a safety and security check to ensure that Mr W was
not at any physical risk. Everything was deemed safe and Mr W was managing to navigate around the flat.
Ed ran a tariff comparison to find the cheapest energy provider. After several weeks the provider called
saying they were unable to take on supply. Ed visited again and discovered the energy supplier had
attempted to take the meter readings from the flat below. In the passing weeks the original supplier had
become the cheapest option again so Ed switched Mr W to a 2-year fixed tariff and applied for the Warm
Home Discount on Mr W’s behalf. Mr W was very pleased with the outcome.

3.2 Case study 4
Ms R, a single parent with severe health conditions, was referred by the Carers Support Centre for help
with a water debt of £996 and an energy debt her daughter built up in another property, which a collection
agency transferred to Ms R. Tash gave detailed casework over a 10 month period, including three home
visits. Tash applied for the Bristol Water Restart scheme and £264 of water debt was wiped from the
account, and the monthly payments lowered from £87 per month to £43.91. She also advised Ms R that she
was not liable for her daughter’s debt and that debt collection agencies do not have the right to enter the
home.
Tash gave detailed energy efficiency advice on heating controls, how to set her programmer/room
thermostat and gave behavioural advice on electricity appliance use. She then helped Ms R to draughtproof her front door and letter box, and referred her to We Care Home improvements for a number of
measures. They fixed several lights, including a security light by the front door, fitted a new washing line in
the garden, fixed the bannister which was broken in places and fitted a curtain rail and curtains by the front
door to help with the draught. They also replaced her broke meter box so that a smart gas meter could be
fitted. In total We Care made improvements totalling £595.05.
Ms R only had floorboards throughout the property which were very draughty and broken in places so Tash
applied to Bristol Charities for a grant to the value of £700; carpets were fitted in the upstairs bedrooms,
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the stairs and ground floor hallway. Ms R was delighted with the work and said that she would recommend
the project to other people.

3.3 Case study 5
Talking Money referred Ms M for help with her fuel debt. Ms M lives on an Elim Housing Association
caravan site with her 4 children (she uses three caravans). She has rent arrears and fuel debt which she is
paying off weekly on her pre-payment meter. The boiler is not controllable and costs a lot to keep on so Ms
M just uses fan heaters. Her electricity bills for all 3 caravans are high as it records usage (especially since
one has a broken window). Ms M suffers with hearing and back problems and anxiety, frequently having
panic attacks so therefore is not currently working.
The caseworker applied to a trust fund to clear the debt on the pre-payment meter, clearing £386. Whilst
this was in process WHAM gave Ms M two fuel vouchers (£45 each) and an oil filled radiator for each
caravan so that she was could keep the caravan warm and reduce costs. The housing association was
informed of the broken boiler and window; the boiler can now be controlled and the window has been
replaced.
The caseworker added Ms M to the PSR and applied for a discretionary housing payment application for
rent arrears and £1,612.42 was awarded. Ms M was referred to We Care Home Improvements who
undertook a safe and secure check on the caravans.
In total finances saved or gained: £2,203.73, Ms M reported that the accommodation was more
comfortably warm and she was less worried about the bills.

3.4 Case study 6
This case study was written by a client and therefore provides both a new perspective on our service as well
as a first-hand account of what life is like living in fuel poverty.
Just before Christmas 2017, I lost my job. I’d worked in charities and not for profits for over 20 years, and I
was in a bit of a spin about what to do. However, my three kids were firmly focussed on the festive season,
and not wanting to be a kill-joy, I was sure that come January, I’d soon have another job for a worthy cause.
As always, we had a wonderful, thrifty Christmas with family and friends, and with around three months’
living expenses in the bank come January, I signed on (to Jobseekers) and signed up to every job board
going. Things were very quiet for the first two months. Then in March – a couple of opportunities came to
nothing… By April, despite finding savings in most of our household expenses, selling things of value, and
cutting out all after school activities and non-essential expenses, we were really struggling to make ends
meet. On top of this, my youngest son’s asthma had worsened due to his bedroom and the lounge having
bare floorboards above an underground cellar. We had planned to fit carpets over the draughty floorboards
in his room and the lounge with part of our savings in Spring 2018, but that had all been side-lined given our
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need to keep paying the household bills and feed a family of five. I never imagined that we would be
another of the millions of households living in fuel poverty and financial hardship.
It was whilst searching for any additional help one evening in January 2019 that I found the We Care and
Repair organisation that I had once referred an elderly neighbour to regarding help with his (lack of) central
heating. I reached out to them, and whilst they were unable to help me, they asked if they could refer me to
the Centre for Sustainable Energy’s Warmer Homes, Advice and Money (WHAM) project which supported
people in my circumstances. Of course I said ‘yes, please’. WHAM had a bit of trouble contacting me due to
a mistype in my telephone number, but they didn’t give up, and I received a letter in mid-March asking me
to contact them if I was still interested – so of course, I did.
Within a matter of days, one of CSE’s energy Advisor’s, Edward Divers, had been in contact, set up and
carried out a home visit to review and provide advice on our household budget and energy usage . He
immediately spotted that we could make further energy expenditure savings, and back in the office he
carried out a tariff comparison for us, finding a saving of £267 over a year by switching to a fixed rate tariff
with far cheaper unit rates for our electricity consumption. We had also talked about our need for carpets
to help with 6 year old’s health, particularly in his bedroom and the lounge which have bare floorboards
over the underground cellar. In under a month, Ed was back in contact to say that he had completed an
application on our behalf to Bristol Charities for our review, ready to submit for the funder’s consideration.
We were so grateful. In years past, I was the one writing funding applications for charities to help others, so
this was a real first for me. Very soon after our application was submitted, it was approved, and we
received a £500 credit towards a new carpet at Kustom Floors & Furnishings in Bristol.
Since then, a man called Matt has been around and measured up and we hope to have the fitters come in, in
August. Our children are so excited to be getting carpet. No, really! In a way it's nice that they appreciate
it and don't just roll their eyes at the prospect, as they don’t take these things for granted. I can’t wait to
see their faces when they feel the soft new carpet underfoot… although I don’t expect they’ll relish the
experience of having to take their shoes off before going in to their bedroom from now on.
We are so, so grateful to Ed, the Centre for Sustainable Energy and Bristol Charities for helping us keep our
house warmer this winter and spend less on our energy usage. I hope that they are able to help many more
people in our circumstances for years to come.

3.5 Case study 7
Citizens Advice referred Ms W, a mother of two children living in a Housing Association property for help
managing energy and water debts. She is in receipt of benefits, and suffers with severe depression and
anxiety affecting her ability to manage day-to-day.
Ms W was offered a PPM meter with weekly repayment amount of £3.65 per week for her energy debt of
£731.06, which worked out cheaper overall, but she was concerned that on a bad day she wouldn’t be able
to get out the house to top up the meters. An application to British Gas energy trust was completed to help
clear the debt. Unfortunately this could not be done:
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’I’m afraid I have some bad news. In the last few weeks British Gas has changed the eligibility criteria for the
trust fund, and now no one with an income over £13,260 per year, excluding housing costs, can apply for the
fund. This is really unfair, as it discriminates against people who receive benefits like Child Tax Credit and
Child Benefit, as you do, or disability benefits, which push them over the threshold. In effect people are now
being punished for having children or being ill/ disabled.’ Email from Ed to Ms W.
Ed’s only option was to then arrange for the usage and debt to come out of the benefit payments (Fuel
Direct). The advantage is that you can’t be disconnected from your gas and electricity supply, don’t have to
worry about paying the bills or topping up and your supplier can’t chase consumers on Fuel Direct for debt.
The disadvantage is that it can be complicated to deal simultaneously with DWP and the fuel supplier.
Ms W also has a water debt of £4,915.54 for her old property and £399.26 for her current property both of
which have been passed onto a debt collection agency. Ed applied to the water scheme Restart and Ms W
was awarded £2,531.35. A repayment plan was set up for the remaining debt.
Ed applied for Warm Home Discount and PSR. The case is still opening since Ms W is struggling to help Ed
complete the PIP application form; Ed reported that this case has taken many hours due to the complicated
nature of working with DWP to sort out Fuel Direct and also because of Ms W’s anxieties.

3.6 Case study 8
Mr A was referred to WHAM by the Syrian resettlement team at Bristol City Council. Mr A and his family
had just been granted refugee status and needed help navigating the British energy system and working
out how to use their heating system.
Ed undertook a home visit with an Arabic-speaking interpreter. The client’s smart meter was not working
and Ed worked out that this was because they had switched to a new energy supplier that didn’t support
the SMETS 1 meter they had. Ed put them on the waiting list for a SMETS 2 meter with their new supplier.
The client was added to the Priority Services Register as they had two children under the age of 5. They
were also eligible for the Warm Home Discount so Ed applied for this on their behalf.
Ed then showed the client how to read their electricity and gas meters and explained the importance of
giving meter readings before the bill is due. He also showed them how to use the programmer for their
central heating and talked through how to set this based on the family’s routine.

4 Conclusions
The WHAM team have been able to exceed the targets of the Fuel Good Fund with 71 people benefiting
from the fund. 45 home visits have been undertaken, 11 people have received specialist debt advice from
Talking Money and 20 people have received a safe and secure check from We Care Home Improvements
alongside having small measures installed and repairs undertaken.
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All 71 people were living in fuel poverty when being referred to us; people who are struggling on low
incomes, having debts, issues with fuel supplier, cold homes, having high bills and a number of health
issues. The caseworkers, but mainly Ed have undertaken numerous home visits, given telephone and face
to face advice helping to relieve the pressures of living in fuel poverty. The partners have been able to help
with debt clearance, repairs and provision of small measures all working towards gaining some incredible
outcomes for people as shown in the case studies.
Being able to save or gain over £60,000 from this fund has meant that not only are the client’s financially in
a better situation but often report feeling less anxious and more confident around their energy use and
bills.

4.1 Lessons learned
This year WHAM has featured in two publications as a good example of sustainable and innovative advice
provision. These publications are:
• Ofgem’s vulnerable consumer in the energy market report:
www.ofgem.gov.uk/system/files/docs/2019/09/vulnerable_consumers_in_the_energy_market_201
9_final.pdf page 37
• Public Health England Atlas of variation in risk factors and healthcare for respiratory disease in
England. file:///C:/Users/Jonathant/Desktop/2ndRespiratoryAtlas_v1.0_20190923.pdf page 251
The team are extremely pleased with the project
growth and hope to achieve the same results
going forward. During the first two years many
teething problems were addressed,
comparatively in its third year the project is
running relatively smoothly. The Fuel Good Fund
was awarded at an advantageous time; the
project had been set up so the budget could be
put into casework time, targets were exceeded
and extremely good outcomes achieved.

4.2 Changes planned for the next year
Going forward it would be good to capture the outcomes in a more personable way, through case studies
with pictures and quotes from people stating how the project has helped them, to be used in promotion.
If the Fuel Good Fund is awarded again this year we would like to have an advice stand alongside Bristol
Energy in the Bristol City Council Hub to enable people to speak to caseworkers face to face about the
support we offer and the referral process.
We would like to be able to fully evaluate the impacts that the WHAM fund is having on people and are
looking at funding for this in the year ahead.

Centre for Sustainable Energy | Page 16

