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Presentation of ASSIST Project 

1.1 ASSIST overview and introduction 

ASSIST is a 36-months European ‘market activation and policy orientation’ project 
to tackle fuel poverty and support vulnerable consumers. It intends to actively 
engage consumers in the energy market and positively change behaviour in 
relation to energy consumption and to influence design of policy at all levels to 
tackle fuel poverty issues. 

Based on the conclusion of the Energy Citizens’ Forum and of the European 
Vulnerable Consumers Working Group, the project intends to combine activities 
addressing both energy and social dimensions as fuel poverty is not only an energy 
issue nor can it be tackled in isolation of the bigger issue of poverty. More 
specifically, ASSIST strategic objectives are to contribute to: 

 tackle energy poverty; 

 reduce the main barriers of the energy market faced by vulnerable 
consumers; 

 support vulnerable consumers to be more efficient with their domestic energy 
consumption (electricity and gas). 

To fulfil its goals, the project foresees diversified and correlated research, 
networking and in-field actions, consistent with the relevant national and European 
scenarios. Among them, ASSIST intends to create a network of innovative 
professional figures supporting vulnerable consumers in their domestic energy 
consumption: “Home Energy Advisor (HEA)”. 

1.2  “WP5 – ASSIST 2gether Action”  

The fifth work package aims to design, implement and evaluate innovative support 
services for vulnerable consumers / energy poor on a country based level with a 
market-oriented and flexible approach (as recommended “projects based on 
behaviour change and efficiency should align with existing local initiatives)”, through 
the implementation of pilot actions. The actions will be defined at National level with 
the support of the National Steering Committee and on the basis of the results of 
the national context analysis carried out in WP2 and of the market segmentation 
carried out at the beginning of the work package. The ASSIST actions will address 
4.500 vulnerable consumers (750 per country). The tasks foreseen in the work 
package include: 

 Market segmentation, that aims at assigning vulnerable consumers in market 
groups with common characteristics. It will act as a driver for the design of 
the actions. 

 Designing, initiating and delivering the actions in each country. 
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 Evaluation of results: in order to assure reaching the set objective and 
performance indicators, the partners will closely monitor the development of 
and results achieved within the action. 

1.3 Document overview and structure 

This document is the final result of task 5.2. This task includes the design and 
development of the ASSIST 2Gether action in the various countries to 750 
vulnerable consumers/ energy poor to reduce indicatively 7% of their energy 
consumption. The ASSIST 2Gether actions will be designed with the contribution of 
the National VCSC (WP7) and building on the results of:  

 previous work packages, mainly on the evidence collected in the in-depth 
analysis (WP2), outcomes of the training (WP3) and managing of the VCEA 
network (WP4), 

 market segmentation specifically carried out at the beginning of this work 
package  

 literature (i.e. EAA Report “Achieving Energy Efficiency through Behaviour 
Change” ) 

 direct experiences of the partners in energy efficient pilot actions (such as 
SMART-UP by AISFOR and ECOSERVEIS, “Energia su Misura” by RSE). 

The design of the ASSIST 2Gether actions has the scope to define objectives, 
success criteria and foreseen activities (tasks scheduling, monitoring processes, 
foreseen objectives and outputs, etc.). The task includes also the organisation of 
two workshops (think tank events) with national social and energy key market 
players and stakeholders to discuss the pilots / actions / initiatives carried out / to 
be carried out to support vulnerable consumers or tackle fuel poverty in order to 
decide how to proceed in the definition of the ASSIST 2Gether action. The first of 
these two workshops for the ASSIST 2Gether Action Plan definition has been 
organised by month 8, together with the first VCSC roundtable and national 
stakeholders workshop (see task 7.2). 

More data about the think tank events organized in each country are available in 
the different sections of the document. 

In some countries, the 1st action definition workshop and the 1st VCSC roundtable 
were held together. The second ASSIST 2Gether action definition workshop has 
taken place indicatively around 10. The aim of the workshop was to disseminate the 
objectives of the action, engage VCSC members and national stakeholders, 
analyse the results of past pilots, illustrate the results of the in depth analysis and 
discuss possible initiatives for the ASSIST 2Gether action. The second workshop 
(specific of task 5.2) intends to define the details of the action plan with the key 
actors, including the action monitoring process (which indicators need to be 
measured and verification means). 
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2. Introduction – Energy poverty and energy 

vulnerability definition 

This chapter collects the main findings of the clusterization presented in Deliverable 
D5.1. In particular, a short summary of each country’s results is reported and then a 
trial to define the boundaries of the action at EU level is presented. 

2.1.1 it might have a UK 

In the UK the targets for the action will be: 

 People living in houses with uninsulated solid walls; 

 People living in older dwellings (in particular those pre-1850); 

 People living in houses from the private rented sector; 

 People whose household composition is either: multi-person (adult); single 
parent with child(ren). 

However, the training and the action, in UK, will be different from what happens in 
the other countries, so for any specificity see the following sections of this 
document. 

2.1.2 Boundaries definition workshop results 

In order to define action boundaries, a workshop has been held. The goal was to 
identify which socio-demographic, building and appliances variables were more 
relevant to define people with higher probability of energy vulnerability. 

24 variables were proposed (8 socio-demographic, 9 related to the building and 7 
related to electric appliances), and at the beginning of the workshop it was decided 
to add 3 (1 socio-demographic – Age – 1 related to building – thermal properties of 
the building envelope – 1 related to appliances – age of the appliances). 

The first outcome was that it is not possible to set boundaries related to owned 
electric appliances (e.g. number of televisions, ownership of a washing machine, 
etc…), but the only relevant variable is the age of owned electric appliances, that 
can have a strong impact on the electrical consumption of the household. 

Then it was decided to analyse first the socio-demographic variables and then the 
building related ones.  

During this analysis, that started from the results of the clusterization performed by 
each partner for D5.1, it was highlighted that the only constraint that can be put is 
related to the economic resources of the family, related however to their possibility 
to pay energy bills: so, for the action, the considered consumers shall have either 
INSUFFICIENT or SCARCE economic resources, that mean that they either don’t 
have enough money to satisfy their basic needs (including energy) or they have 
enough to satisfy their basic needs (including energy) but nothing to address 
unforeseen expenses. 
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Then, since for all the other variables it was impossible to choose a category that 
universally seemed more at risk of vulnerability, it was chosen to list the “more 
probable” categories that might be at risk. Moreover, often these categories are 
linked to each other, meaning that the single condition is not a constraint but a 
combination is (e.g. couples with children, with only one income, in old houses; 
old people living alone, etc…): 

 Socio-demographic: 

o Gender: female people are more subject to the risk to vulnerability, 
especially when this is connected to being a single parent (single 
mothers with children are more at risk than single fathers with children, 
at least in some countries); 

o Household structure: single parents, single people, large families 
(more than 3 children); 

o Age  of the reference person: old people (>65) and young people 
(<34) are more at risk than other adults; 

o Type of income: unemployed people /people living on social 
benefits/people living on disabled pensions are more at risk than 
others. 

 Building: 

o Thermal performances of the building and the heating system: 
people living in buildings with bad performances of the envelope and/or 
inefficient heating systems and/or using expensive fuels are more at 
risk than others; 

Other variables, related to building, that are relevant but don’t have a “more 
probable” category are: household surface, type of municipality, type of tenure, type 
of dwelling and geographic area. For these, there were significant differences 
among the different countries (eg. In Poland there is high risk of energy poverty for 
families with children, while in other countries this is more related to single parents 
with children) or in different parts of the same country (e.g. in Poland, in rural areas 
the more at risk consumers are farmers living in old houses, while in the cities it is 
more single persons living in flats). 
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3.  United Kingdom  

3.1 National and local initiatives to tackle energy 

poverty. Possible synergies with ASSIST project. 

There are several national and local initiatives and projects in the fight against 
energy poverty already in place in the UK. There is a strong split between those 
initiatives that offer financial support and those that offer advice and support. Many 
of the existing schemes concentrate almost exclusively on financial aid to those 

consumers who meet certain criteria related to low income and/or energy poverty. 
Many of the projects and schemes that offer advice and support to vulnerable 
consumers also play a role in which they help the consumers gain access to the 
financial aid.  

3.1.1 National Initiatives 

The national initiatives fit into two main types; the first is financial aid where funding 
is provided to help consumers to (partially) pay their energy bills, and the second 
type consists of not-for-profit organisations who undertake a combination of advice 
provision, lobbying government and research. The initiatives where funding is 
available are sometimes difficult to access for the general public, let alone the most 
vulnerable in society. A combination of factors such as lack of awareness, over-
complicated application processes and constantly changing parameters and 
eligibility for the funding makes take-up limited in some cases. This is where there 
is a role for the other support agencies to help vulnerable consumers access the 
grants. The national support agencies offer broad advice in terms of accessing 
funding and general energy efficiency measures, however it is often the more local 
organisations that have the capacity to actually guide vulnerable consumers 
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through the process of saving money on bills and accessing grants to make energy 
efficiency improvements to their properties. 

Scheme Description 

Cold Weather Payments Cold weather payments of £25 a week are made to 
eligible households in an area where a period of 
‘exceptionally cold weather’ has occurred. 

Energy Company 
Obligation (ECO) 

The Energy Company Obligation (ECO) is a government 
energy efficiency scheme, funded by larger energy 
suppliers, to help reduce carbon emissions and tackle 
fuel poverty. 

Winter Fuel Payment A Winter Fuel Payment is an annual payment of between 
£100 and £300 to help people with the costs of keeping 
warm in the winter. 

Renewable Heat 
Incentive (RHI) 

The Domestic Renewable Heat Incentive (Domestic RHI) 
is a government financial incentive to promote the use of 
renewable heat. Eligible heating types include biomass 
boilers, ground/air source heat pumps and solar thermal. 

Feed in Tariff FiT A government scheme to support renewable 
technologies including Solar PV, wind, hydro, Anaerobic 
digestion and Micro combined heat & power. 

Charis Grants The larger energy suppliers provide additional support 
for some of their most vulnerable customers to clear gas 
and electricity debts owed and to purchase energy 
efficient appliances 

Energy Saving Trust Organisation helping people save energy every 
day. Experts speak with millions of householders every 
year, deliver programmes for governments and provide 
consultancy to UK businesses and international 
companies. Underpinned by our pioneering world-
renowned research. 

National Energy Action Work across England, Wales and Northern Ireland, and 
with sister charity Energy Action Scotland, to ensure that 
everyone can afford to live in a warm, dry home.  In 
partnership with central and local government, fuel 
utilities, housing providers, consumer groups and 
voluntary organisations, they undertake a range of 
activities to address the causes and treat the symptoms 
of fuel poverty. 

Smart Energy GB Smart Energy GB is the voice of the smart meter rollout. 
“It’s our task to help everyone in Great Britain 
understand smart meters, the national rollout and how to 
use their new meters to get gas and electricity under 

http://database.assist2gether.eu/dettaglioscheda.cfm?id=159&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=153&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=153&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=158&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=154&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=154&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=155&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=166&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://www.energysavingtrust.org.uk/
http://www.nea.org.uk/
https://www.smartenergygb.org/en
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control”. 

Centre for Sustainable 
Energy 

CSE’s vision is a world where sustainability is second 
nature, carbon emissions have been cut to safe levels 
and fuel poverty has been replaced by energy justice. 
“Our mission is to share our knowledge and practical 
experience to empower people to change the way they 
think and act about energy. We do this by giving advice, 
managing innovative energy projects, training and 
supporting others to act, and undertaking research and 
policy analysis”. 

3.1.2 Local Initiatives 

As discussed in the previous section, it is often the local organisations that have the 
specialist knowledge, and capacity, to help people with customised advice and 
guidance in accessing grants. Government and energy supplier funding schemes 
can often be too complicated or onerous for vulnerable consumers to reach 
independently, and local authorities do not have the capacity to offer assistance, 
especially during economic times of austerity where cutbacks on public spending 
have been severe. Against this backdrop, local organisations can offer vital 
services to people such as (but not exclusively): 

 Energy-saving and efficiency advice 

 Help to access grants for insulation or providing information about renewable 
technologies.  

 Assistance in switching energy tariff or supplier 

 Help to find local installers and tradespeople 

 Free home energy visit 

 Training for ‘front-line’ staff1 in recognising the signs of energy poverty in 
consumers’ homes 

With their local knowledge and experience of delivering existing projects that have 
synergy with the aims of the ASSIST programme, these agencies may be best 
placed to manage volunteers (in collaboration with other public and charity sector 
organisations) to achieve the goals and targets of ASSIST. 

Region Scheme Description 

Midlands Act On Energy 

Working Across Warwickshire, Worcestershire, 
Coventry, Solihull & Surrounding Local Areas 
Only. 

We are not a national organisation but you are 
free to use the information on our website, 

                                      
1
 ‘Front-line’ staff describes professionals and volunteers who work across a range of organisations in the 

public and charity sectors that access consumers’ homes to offer assistance and services. These might be 
health-related or social care workers. 

https://www.cse.org.uk/
https://www.cse.org.uk/
http://www.actonenergy.org.uk/
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wherever you are. 

At Act on Energy we encourage energy 
conservation by providing free and impartial 
advice to householders and small businesses 
in Warwickshire, Worcestershire, Coventry, 
Solihull and the surrounding local areas. 

West 
Midlands 

Marches Energy 

We are an independent charity specialising in 
the delivery of practical, creative and effective 
solutions to fuel poverty, promoting energy 
reduction and accelerating the uptake of 
renewable energy solutions. 

Last year MEA worked with over 100 different 
partners to reach nearly 4000 households, 
mostly in fuel poverty, and installed over 1650 
measures worth nearly £600,000, and saving 
residents over £0.5 million on their fuel bills. 
We also undertook 245 home visits for 
vulnerable households and delivered 85 
training events and workshops to upskill over 
400 professionals. 

East Wales 
Caerphilly Home 
Repair Grant 

This grant assistance is available to owner-
occupiers and tenants with a repairing 
obligation for essential maintenance and 
repairs deemed necessary by the council. 

East Wales Healthy Homes 

The aim of this project is to maintain and 
improve people’s health by helping to make 
their homes warmer, drier, and more 
affordable to run. 

West Wales 
and The 
Valleys 

Houseproud 

Houseproud is a free project management 
service in Denbighshire, to help homeowners 
aged 55 or over get any sort of repairs, 
adaptations or improvements on their home. 

West Wales 
and The 
Valleys 

Heat and Save 
Scheme - 
Pontypridd 

The Heat and Save scheme is currently 
offering free heating control upgrades and 
insulation to eligible clients in Pontypridd. 

West Wales 
and The 
Valleys 

House Proud 
Wrexham 

Houseproud is designed to encourage owner / 
occupiers to take more responsibility for the 
improvements to their homes. It enables 
owners to have home improvements 
undertaken utilising either their own finance or 
through a loan. The scheme is administered by 
Wrexham Council in partnership with The 
Home Improvement Trust 

http://www.mea.org.uk/
http://database.assist2gether.eu/dettaglioscheda.cfm?id=162&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=162&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=165&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=164&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=168&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=168&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=168&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=169&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
http://database.assist2gether.eu/dettaglioscheda.cfm?id=169&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
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West Wales 
and The 
Valleys 

Care & Repair 

Care & Repair exists across Wales to help 
older people to repair, adapt and maintain their 
homes thereby enabling them to live as 
independently as possible with increased 
safety, security, warmth and comfort 

3.2 VCSC institution 

3.2.1 Members of the ‘Vulnerable Consumers Steering Committee’ 

Victoria Boynton Severn Wye Energy Agency 

Brian Canning Severn Wye Energy Agency 

Rob Hargraves Severn Wye Energy Agency 

Jess Watkins Severn Wye Energy Agency 

Chris Gillett South Gloucestershire Council 

Clare Knapman Citizens Advice Gloucester & District 

Debby Paice South Gloucestershire Council 

Maria Hickman Stroud District Council 

Matt Lennard Gloucestershire VCS Alliance 

Michael Hinchliffe Forest of Dean District Council 

Philip Thorneywork Gloucester City Council 

Sarah Whitcombe Cotswold District Council 

Helen Melone (remotely) EAPN/Energy Action Scotland 

3.2.2 The First Meeting of the VCSC 

Practical details of the meeting 

Location: Severn Wye Energy Agency, Highnam, Gloucester, GL2 8DN 

Date: Thursday 19th October 2017 

Victoria Boynton welcomed the group and explained how the ASSIST project was 
funded. She introduced the two primary themes which are to: 

 Establish a network of volunteers to support consumers vulnerable to fuel 
poverty to improve energy behaviours and energy efficiency. 

 Influence policy and activity at all levels. 

The partners involved were discussed including the role of AISFOR, Italy as Lead 
Partner. The long term aim of establishing a network of volunteers beyond 2020 

http://database.assist2gether.eu/dettaglioscheda.cfm?id=163&&filtro_sf=&filtro_be=001&filtro_se=&tipo_af=001&filtro_af=&filtro_tf=&filtro_pa=020&filtro_re=
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was received well in terms of supporting the sustainable provision of energy 
efficiency advice and support. 

The ASSIST project within the UK will work within the Warm & Well energy advice 
and support programme and aims to reach the most vulnerable consumers in the 
region. Although referral systems into the Warm & Well programme are being 
established it would be beneficial to have direct links within the community via the 
use of volunteers. Various alternatives were discussed including: attaching 
volunteers to existing organisations, or roles, within the community; training existing 
Environmental Health Officers (notably in Gloucester City Council); or training 
Citizens Advice staff/volunteers. It was noted that the volunteers need to ‘add 
value’.  The challenges associated with managing volunteers were discussed and 
these should be considered when selecting the role of volunteers: it is important 
that the role needs to be manageable. 

3.2.3 The First Think Tank Event 

Practical details of the meeting 

Location: Gloucestershire Young Carers, Twigworth, Gloucester, GL2 9PG 

Date: 16th November 2017 

Brian Canning gave an introductory talk about the objectives of the scheme and 
what we were hoping to get from the meeting. 

The following stakeholders participated in the workshops. Several other partners 
were scheduled to attend but were then unable to make it due to other 
commitments.  

Name Company / Institution 

Brian Canning Severn Wye Energy Agency 

Rob Hargraves Severn Wye Energy Agency 

Clare Knapman Citizens Advice Gloucester 

Matt Lennard Gloucestershire VCS Alliance 

Chris Walker Age UK Gloucestershire 

Madeleine Jarrett Carers Gloucestershire 

Chris Brown Forest Voluntary Action Forum 

Stuart Cooper   Stroke Association 

Tracy Lawrence The Churn Project 
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Steve Long 
Cheltenham & Tewkesbury 
community connector 

Susan West Gloucestershire VCS Alliance 

Abby Guilding The Wiggly Worm 

Hana Gill Gloucestershire Young Carers 

The first workshop explored the questions listed below: 

(1) What services do you currently provide for vulnerable people? 

(2) Which service or services have the biggest impact on vulnerable people? 

(3) How do you deliver advice and support services? (e.g. phone, home visits 
etc.) 

(4) Who provides the advice and support within your organisation or do you 
connect with other organisations? 

RH then gave a presentation including general guidance on fuel poverty in the UK, 
as well as more detailed information on the work of Severn Wye Energy Agency 
and the Warm & Well team in particular.  

The groups were then asked to fill in the ‘mapping communications’ worksheet. 
This activity was designed to give us a better idea of the range of consumers that 
organisations were already working with. It also provided information regarding how 
the voluntary and charitable organisations work together.  

It was interesting to note that there were several occasions where the work of the 
organisations overlapped, either in terms of the consumers (or clients) with whom 
they worked, or of the organisations they worked closely with and relied upon for 
‘referrals’2. 

In analysing the information it is clear that the organisations in attendance at the 
workshop covered a wide range of ages, geographic areas and social groups. This 
data will be considered when deciding how to proceed with setting up the volunteer 
network. 

The second workshop explored the questions listed below: 

(1) What role should the volunteers do? 

(2) What activities should be included in the remit? 

(3) What training would the volunteers require? 

a. Content 

b. Skills / Qualities 

(4) How should the training be delivered? 

                                      
2
 A ‘referral’ to another organisation takes place when we have the client’s express authorisation to pass on 

their details. The partner organisation can then contact the client to offer their support services and expertise 
in other areas not associated with fuel poverty. 
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The outcomes of these discussions provided suggestions for some of the proposals 
that form part of section 12.4 below. 

3.3  Barriers to tackling Energy Poverty 

3.3.1 Lack of Awareness 

The general public in the UK are simply not well-informed when it comes to the 
energy sector, energy markets and energy bills. Although it is recognised by those 
working to alleviate energy poverty that there is a need for information to be made 
available to the public, it is also vitally important that the information is clear and 
easy to understand. This is demonstrated by the fact that in the UK there is already 
a large amount of information available to the general public, however the 
awareness around the issues involving energy poverty and how to remedy these 
issues, is still very low. It can be concluded therefore that the information that is 
available is not clear enough to get the message across in an efficient manner. 
Information must be clear, it must come from a trust-worthy source, and it must be 
easily accessed. The other key consideration should be that different audiences 
access information in different ways, and so the dissemination should be targeted 
effectively. 

3.3.2 Reticence of residents to engage 

For vulnerable consumers it is well documented that engaging with formal 
organisations can be extremely difficult. This may be for a variety of reasons such 
as lack of trust, a reluctance to share personal information or issues in the 
consumers’ life that are more pressing than their energy consumption.   

3.3.3 Complexity of assistance process 

In the UK there are a wide range of services and support packages available to 
consumers in energy poverty. Some offer advice on how to make changes in 
behaviour to save energy and lower costs, others concentrate on financial aid 
packages.  

 Behaviour change is proven to be a very challenging task when looking at 
energy use in the home. Energy poor households and vulnerable consumers 
tend to have other priorities in their lives, which means energy saving plans in 
general are not always acted on. There is also the difficulty of measuring the 
impact and effectiveness because of the lack of reliable data and resources 
available. 

 Financial aid is offered in a variety of ways based on income levels, energy 
efficiency of the property and fuel bills. The systems of how to access the 
funding are different as the funding comes from a variety of sources, 
including government, energy suppliers, energy network providers, and even 
the health service. With each scheme comes a different set of criteria and 
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they also very often assume a good level of literacy and computer literacy on 
the part of the vulnerable consumer in order to access the funding. 

3.3.4 Poor partnership working 

Following on from the previous point, the badly organised and dis-jointed manner in 
which various agencies work together leads to a waste of resources and duplication 
of activities. There are schemes and funding streams that are administered by 
central government, and in contrast to this, local agencies also fulfil a role a 
providing local, more personalised support. Projects are run differently in all parts of 
the country, and the consumers are left with a ‘postcode lottery’ where the funding 
made available to them depends on the local authority having the resources and 
funding to provide information and access to funding for those in need.   

3.4  Proposals for effective action to tackle energy 

poverty 

From the research shown above and the information gathered through stakeholder 
and consumer surveys, as well as analysis of the various schemes already running 
to alleviate energy poverty in the UK, action is being planned to work with partners 
already established in the local area. Severn Wye are planning to work with a local 
organisation that already has volunteers working with vulnerable clients. The 
volunteers will then be trained through ASSIST to be able to recognise the signs of 
energy poverty and what actions can be taken to alleviate the issues. 

Below are some of the suggestions from local organisations of how volunteers 
could be used: 

Wiggly Worm – ‘Cooking on a budget’ i.e. Fuel poverty/food poverty project. 

The Churn – Run information sessions in venue and pick up individual clients who 
need handholding. Would advertise workshops etc. 

CCP/Community Wellbeing – Train the trainer (recruited by CCP + does work in 
community) 

Or – Volunteers trained to work in community. 

Thinks volunteer recruitment on fuel poverty would be fairly easy. 

Volunteer goes on home visit – saving on time/resources. 

FUAF – Train the trainer package. 

CAB – Our volunteers trained and working 

Internally – doing workshops and one to one training (this would be easier from 
case checking perspective, etc) 

Both content and skills 

Both eLearning and face to face to allow volunteers to engage 
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Proposals table 

Key for “Time” and “Cost” columns 

 Time/costs aligned with ASSIST project development 

 Alignment of time/costs with ASSIST project development to be verified 

 Very high time/costs, can be done only in synergy with other projects 
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Category Action Time Costs Notes - constraints Possible solutions and 
synergies 

1. Energy Cafè / 
Advice drop-in 
sessions 

1.A – At charity partner’s 
public hub/visitor centre 

  

Usually a financial 
contribution is 
required to use the 
room 

It can be at 0 cost if 
the association is 
willing to cooperate in 
the project and/or the 
HEAs are already 
volunteers of the 
association 

HEAs work 
alongside Severn 
Wye Energy 
Agency staff only 

1.A – Accompany Energy 
Assessors on home visits 
and work on telephone 
advice line   

It would not be a 
financially viable 
option as Severn Wye 
would need to set up 
the volunteering 
program incl. Training, 
insurance, data 
protection etc 

Volunteers from 
another charity could 
still work alongside 
our staff, but be part 
of their volunteering 
program. 

3. Home visits 

1.A – Accompany 
professional in social 
services or health care to a 
vulnerable consumer’s 
home 

  

This work is being 
carried out anyway so 
the HEA can add 
extra value through 
the energy 
efficiency/energy 
poverty advice 

 

4. HEAs provide 
training to other 
volunteers 

1.A – Training sessions 
would be set up to increase 
the knowledge base, even 
if the level of training would   

This would depend on 
the competence / 
confidence levels of 
the HEAs   

Training for this could 
be provided by 
Severn Wye staff and 
run as a pilot project 
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not be as high as that for 
the HEA themselves 

for those HEAs that 
expressed an interest. 

 



 

 

  22 

3.5 Methods, timing and expected results of the selected action 

It is at this point in the Assist project that the direction and activities in the UK starts to differ from those in the other 
partner countries. Here in the UK we are only required in the project contract to engage 6 HEAs, significantly fewer than 
the 75 required in other countries. This is due in part to the fact that here in the UK there are already organisations and 
schemes in place that have energy advisors (paid and unpaid) who are able to offer support to vulnerable consumers. As 
stated previously in this report, the picture varies greatly depending on where in the UK you are based, with support 
services good in some areas and non-existent in others.  

Severn Wye Energy Agency is based in Gloucestershire and South Gloucestershire, working in collaboration with the 
local authorities to provide energy advice and funding to those vulnerable consumers in need. Given that we only require 
6 HEAs and are based in a local region, it has been decided that we will work in partnership with another local 
organisation that offers support services of all kinds (financial, social, health-related etc.), Caring for Communities and 
People (CCP) and that has a volunteering programme already established. The methodology we will be using will be to 
provide energy poverty and efficiency training to these volunteers so that they can disseminate that knowledge to the 
vulnerable consumers they work with. The following text is taken from the volunteering page of CCP’s website: 

Volunteer 

CCP is proud to hold Investing in Volunteers accreditation. We can offer a world of opportunities to people wishing to 
become volunteers. Whether it’s 4 hours per week or as a full time volunteer, there is something for everyone. 

We provide structured training alongside paid staff and many volunteers progress to full or part time paid positions. 

We offer voluntary work which includes: 

Acting as Appropriate Adults to young people and vulnerable adults in police custody 

Supporting families in their own homes, helping them cope with the stresses of family life 

Giving advice and information to people of all ages at Cheltenham 1st Stop 

Helping to deliver positive activities for young people 

Acting as an advocate, to give vulnerable people a voice and uphold their rights 

Cooking with young people living in CCP Foyer 
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Mentoring and befriending young people in care 

Reception and administration duties 

Fundraising activities and research 

20 Reasons to Volunteer with CCP 

 Meet new people 

 Help your local community 

 Try something new 

 Enhance your CV 

 Explore new areas of interest 

 Get out of the house 

 Use your skills in a productive way 

 Learn new skills 

 Make a positive difference 

 Feel involved 

 Increase your confidence 

 Challenge yourself 

 Keep active 

 Inspire others 

 Develop new talents 

 Have something new to talk about 

 Make good use of your spare time 

 Discover new potential career paths 

 Because you can! 
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  Volunteering is fun! 

In line with CCP’s safe recruitment policy, volunteer posts are subject to enhanced DBS checks and satisfactory 
references. 

Volunteers, along with all other CCP staff, complete an induction and training programme in Principles of Effective Client 
Support and Safeguarding. An additional bespoke package of training will be offered as appropriate, covering topics such 
as Appropriate Adult, Substance Misuse and Mental Health. To provide support and encourage personal development, 
each volunteer is assigned a personal mentor. 

The HEA will have the following role “Delivering information, support and advice to vulnerable consumers (energy poor 
consumers) in an easy, comprehensive and practical manner to improve their energy consumption behaviours and also 
facilitate access for them to supporting financial measures/incentives” and will work in the following contexts: support and 
advice provided in person at drop-in centres, or through home visits. 

To become a HEA, it is necessary to undertake the ASSIST HEA training course carried out by Severn Wye Energy 
Agency and Caring for Communities and People (CCP). The HEA training course will be delivered through a blended 
methodology of presentations, one-to-one shadowing of professionals and workshops. It will last 40 hours and will focus 
on the three main competences of the HEA – energy, social, communication. At the successful completion of the course 
the participants will be presented with the “HEA certificate”  

Having successfully completed the training course, he/she will become a qualified HEA and become a member of the 
National network of HEA that will be able to share ideas and best practise through an online portal. 

3.5.1 Advice drop-in sessions 

HEAs will be based at the Cheltenham 1st Stop drop-in centre which is open 9am-5pm Monday to Friday. 

Cheltenham 1st Stop was launched in April 2006 as a forward thinking concept in the provision of advice and support 
services to people with multiple problems relating to homelessness, family breakdown, substance and alcohol misuse, 
mental health, criminality, training, education, employment and social exclusion. 

It is a partnership between CCP, Cheltenham Borough Homes Housing Options Team and other specialist information, 
advice and guidance agencies. 

Cheltenham 1st Stop aims to remove barriers to accessing multiple support services by bringing a range of key statutory 
and voluntary sector agencies together in one easily accessible location in the heart of the community. By working 
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together in a single location, the partnership offers a focussed, unified, multi-role service which directly benefits the clients 
by removing the need for people to locate, travel to, and undergo a needs assessment by several different agencies. 

The partner agencies benefit by having a reduced administrative burden and an increased understanding of each other’s 
services, brought about by shared working procedures and resources. Duplication of client assessments and paperwork 
is eliminated and easier information sharing between agencies results in a more efficient, responsive, cost effective 
overall service. 

Cheltenham 1st Stop currently offers access to services including: 

Housing Options 

Gloucestershire Advocacy Service 

Cheltenham Benefits Advice and Financial Inclusion Service 

Education, Training and Employment 

Information, Advice and Guidance 

Family and Parenting Services 

Free Time and Leisure Opportunities 

Crisis Intervention services 

Emergency Accommodation 

CCP Foodshare emergency food parcels 

The HEAs will be able to add energy poverty and energy efficiency advice to this list of services. 

3.5.2 Home visits 

The HEA will be able to work alongside Community Wellbeing agents who offer a suite of services including visiting 
vulnerable consumers in their homes.  

The Community Wellbeing Agent offers a face-to-face, person-centred service. The role is to listen to the client, find out 
where their interests lie, what their strengths are and what would help them to meet the challenges they face. This may 
lead to some one-to-one support, connection with others in the community or an introduction to a group or organisation. 
Community Wellbeing Agents have an extensive knowledge about groups and activities that are locally available. 
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The Community Wellbeing Service is free and confidential for people aged 16 and above.  The aim is to connect people 
to local services, organisations and groups that can help improve general wellbeing and meet wider social needs.   

We can cover areas such as: 

 Mental health and wellbeing 

 Long term health conditions 

 General health and fitness 

 Social isolation 

 Housing and environment 

 Debt and finance 

We can help you find activities in your local area, help you meet more people in your community or simply provide you 
with information to help you make an informed choice. 

Referrals can be made by directly by individuals and through GP surgeries and ICTs in Cheltenham and Tewkesbury. 

The HEA will work alongside the professional support workers at CCP to offer in-home energy advice that will hopefully 
lead to both energy consumption and financial savings for the client, as well as improving the environment within the 
property for the client. 
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4. General Conclusions  

4.1  UK 

As stated previously in the document, the situation in the UK is slightly different from the other partner countries. There is 
a requirement to engage only 6 HEAs as there already exist certain frameworks and organisations (such as SWEA) 
providing similar roles and services. 

The value of the HEA in the UK will be in the widening of the support available with regards to energy advice, and the 
raising of awareness around energy poverty in general. There are not the resources in the UK to have as many 
professional energy advisors as are required, so the HEAs will help to increase the distribution of information and support. 

There is also the further opportunity to look specifically at the impact and effectiveness of peer-to-peer HEAs – that is to 
say HEAs that have previously been vulnerable consumers themselves. It will be interesting to monitor how this group of 
HEAs communicate the information to the consumers, having had the experience of living in energy poverty themselves. 

Working in partnership with a local organisation that will be undertaking the majority of the training and administration 
burden on behalf of the HEAs is an efficient method for SWEA to maximise the benefits for the ASSIST programme.  

The results from the monitoring of the scheme will hopefully provide insightful and valuable data that can be shared with 
partners across the EU. 

4.2 Summary of the proposed actions 

In the following tables, a summary of the actions proposed in each country is reported. 

Legenda: 

 Time/costs aligned with ASSIST project development 
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 Alignment of time/costs with ASSIST project development to be verified 

 Very high time/costs, can be done only in synergy with other projects 

 

4.2.1 United Kingdom 

Category Action Time Costs Notes - constraints Possible solutions 
and synergies 

1. Energy Cafè / 
Advice drop-in 
sessions 

1.A – At charity partner’s 
public hub/visitor centre 

  

Usually a financial 
contribution is 
required to use the 
room 

It can be at 0 cost if 
the association is 
willing to cooperate in 
the project and/or the 
HEAs are already 
volounteers of the 
association 

HEAs work 
alongside 
Severn Wye 
Energy Agency 
staff only 

1.A – Accompany Energy 
Assessors on home visits 
and work on telephone 
advice line   

It would not be a 
financially viable 
option as Severn Wye 
would need to set up 
the volunteering 
program incl. Training, 
insurance, data 
protection etc 

Volunteers from 
another charity could 
still work alongside 
our staff, but be part 
of their volunteering 
program. 
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3. Home visits 

1.A – Accompany 
professional in social 
services or health care to a 
vulnerable consumer’s 
home 

  

This work is being 
carried out anyway so 
the HEA can add 
extra value through 
the energy 
efficiciency/energy 
poverty advice 

 

4. HEAs provide 
training to other 
volunteers 

1.A – Training sessions 
would be set up to increase 
the knowledge base, even 
if the level of training would 
not be as high as that for 
the HEA themselves 

  

This would depend on 
the competence / 
confidence levels of 
the HEAs   

Training for this could 
be provided by 
Severn Wye staff and 
run as a pilot project 
for those HEAs that 
expressed an interest. 

 

4.3  Proposed monitoring systems 

The proposed monitoring systems, defined for each type of action 
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