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1 Presentation of Assist Project 

 ASSIST overview and introduction 
ASSIST is a 36-month European ‘market activation and policy orientation’ project that seeks 
to tackle energy poverty and support vulnerable consumers. It intends to both actively 
engage consumers in the energy market and positively change behaviour in relation to 
energy consumption as well as influence energy poverty policy. 

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 energy 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)”. 

 Work Package 7 – Policy Orientation 
The aim of this work package is to create national and European multidisciplinary energy 
think tanks to provide advice to and promote dialogue amongst energy political key actors 
on energy poverty policies and strategies in order to facilitate the insertion of “energy 
poverty” on the political agenda at regional / national / European level. As “energy poverty” 
or more in general “consumers’ vulnerability” is quite a new challenging policy area, much 
effort is needed to design future energy policy initiatives to ensure a socially responsible and 
inclusive Energy Union with special focus on establishing the appropriate framework for 
consumer engagement and protection of vulnerable consumers / energy poor.  

There are two main tasks that partners are carrying out in order to pursue the goals 
mentioned above:  
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 Task 7.1 – creating and consolidating National and European Vulnerable Consumers 
Steering Committees and organising three rounds of meetings both at national and 
European level. The national and European VCSCs are made of experts coming from 
the energy and social policy sector that get together to analyse the status quo of 
energy poverty in the 6 countries participating in the project and develop together a 
roadmap for energy poverty policies both at national and European level. All meetings 
of the national and European VCSCs are thoroughly documented and their results 
are presented in reports that further contribute to the development of the deliverable 
D7.4 Vulnerable Consumers Protection Framework Paper.   

 Task 7.2 - organise at the national level events or meetings that have as main 
objective to promote market actors’ dialogue. In other words to develop and 
strengthen the commitment of different actors or stakeholders dealing with social and 
energy issues to discuss and implement synergic strategies to tackle energy poverty. 
Initially market actors’ dialogue were planned to be organised back to back with 
National VCSC meetings in each country. However for the first round of meetings 
project partners organised, co-organised and participated in events and actions on 
energy poverty in their countries that allowed them to reach a broad and highly 
diverse group of stakeholders.       

 Document overview 
This document brings together all the reports from the three National Vulnerable Consumers 
Steering Committees meetings and the three Stakeholders Workshops organised in 
Belgium, Finland, Italy, Poland, Spain and the United Kingdom from 2018 and 2020. It also 
includes the report of the three European Vulnerable Consumers Steering Committee 
meetings organised in Brussels, Belgium.  

It is not the objective of this deliverable to analyse or present in a more synthetic manner 
the content of the different reports, as this work has already been done in another deliverable 
- D 7.4 but merely to present the reports resulting from the two different sets of activities – 
Vulnerable Consumers Steering Committees (VCSC) and Market Actors Dialogue.  

The national VCSCs were organised throughout the whole project, with the first meetings 
being organised in 2018 and the last meetings being organised in early 2020.  All meetings 
followed a common set of objectives discussed with all project partners and followed a 
similar format. All project partners followed the same reporting template developed by EAPN 
and provided to project partners.   
The main objectives of the national and European VCSCs meetings were to generally raise 
awareness about the ASSIST project, disseminate the results produced in all Work 
Packages (WP) and develop recommendations for policy making processes in the area of 
energy poverty. A list of all members of the 7 VCSCs is presented in the annex of this 
document. 
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The Market Actors’ Dialogue, also called Stakeholders meetings, followed a more flexible 
format in order to allow project partners to make use of the best opportunities they could 
identify in their countries for the organisation or co-organisation of meetings bringing 
together a diverse group of stakeholders. The main aim of these activities (meetings or 
events) has been  to build national engagement on the topic of fuel poverty, illustrate and 
share project results and set the basis for future political follow up activities. As in the case 
of VCSC meetings, partners followed a common format for reporting.     
  
The reports of these meetings contributed to the writing of the “Vulnerable Consumers 
Protection Framework Paper” (D7.4). During the last round of meetings, in 2020, the main 
objective was to present and discuss the draft version of the Vulnerable Consumers 
Protection Framework Paper, before finalising it. 

The two different categories of meetings organised – VCSC meetings and Stakeholders 
workshops – played a crucial role in achieving the policy objectives of WP7.   
They managed to raise awareness among a wide and diverse group of stakeholders in 
6 different EU countries and at the European level about energy poverty and the policy 
measures needed in order to tackle this phenomenon. They also managed to bring 
together 2 categories of stakeholders from the social and energy fields that do not easily 
come together to discuss about this complex phenomenon, thus creating the basis for the 
development of sound policies in the area of energy poverty. Through the stakeholders 
workshops, the project partners in different countries managed to tap into numerous and 
very diverse networks of stakeholders ranging from social protection institutions, consumers 
agencies, NGOs active in the area of energy poverty, social housing institutions, government 
officials to market actors. 
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2 Meetings organised in Belgium 
  

 First Meeting of the National Vulnerable 
Consumers Steering Committee in Belgium   

Meeting	context	and	attendance	
Location: VVSG office, Paviljoenstraat 9, Brussels 
Date:  8 February 2018 
Time:   1:30 pm – 3:30 pm 

Attendees: 

VCSC members: 
• An Coninx (KOMOSIE) 
• Kathy Jansen (STEBO) 
• Shirley Ovaere (VVSG) 
• Thomas Neefs (Samenlevingsopbouw) 
• Kristine Landuyt (OCMW Antwerpen) 
• Franky Thienpont (Netwerk tegen Armoede) 
• Bart Delbeke (Universiteit Antwerpen) 
• Annemie Bollen (SERV) 
• Roel Vermeiren (VEA) 

Other stakeholders: 
• Jan Maris (Samenlevingsopbouw) 
• Veronique Vandeloo (Samenlevingsopbouw) 

Project partners: 
• Liesbet Boussemaere (EANDIS) 
• Guy Reynebeau (EANDIS) 
• Kristof Vandenberghe (EANDIS) 
• Christoph Degendt (EANDIS) 
• Erik Laes (VITO/EnergyVille) 

Apologies (VCSC members):  
• Bert De Wel (ACV) 
• Hanne Stevens (Netwerk tegen Armoede) 

Presentation	of	the	meeting		
Meeting	objectives	

The meeting objectives were to: 
• Present first findings from WP2 relating to the vulnerable customer survey and 

stakeholder interviews. 
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• Collect feedback on these first findings. 
• Organise a brainstorm on the ASSIST action in the Flemish region. 

	
Agenda	

• Short presentation of the ASSIST project (objectives, activities, work packages) (5 
min.) 

• Presentation of the results of the WP2 vulnerable customer survey (20 min.) 
• Presentation of the results of the WP2 stakeholder interviews (20 min.) 
• Brainstorm on the ASSIST action in the Flemish region (1h 20 min.) 

	
Stakeholder	representation	

Stakeholders represented at the meeting include: 

ü EANDIS (distribution system operator). Regarding energy poverty, DSOs have 
different responsibilities: 

o Working together with other parties (e.g. public welfare organisations 
(OCMWs), poverty organisations, etc.) to push back energy poverty. 

o Giving advice on rational energy use to vulnerable customers (amongst 
others). 

o In the Flemish regulations, it is foreseen that the DSO takes the role of social 
energy provider of last resort (if customers are ‘dropped’ by commercial 
providers). 

o DSOs install budget meters for customers who have difficulties in paying their 
energy bills. 

o In case a customer with a budget meter still cannot pay the energy bills, the 
DNB works together with a local advisory commission (including the social 
worker responsible for debt mediation) to look for solutions adapted to the 
situation of the customer. Only after a negative advice of the LAC can the 
customer be disconnected from the grid.  
 

ü KOMOSIE (social economy umbrella organisation) coordinates a.o. the working of 
29 organisations of ‘energy cutters’ (‘energiesnoeiers’, home energy advisor 
organisations working in the social economy). 20 of these organisations perform 
energy scans, 9 organisations are mainly concerned with implementing social home 
improvement actions. About 20.000 energy scans are performed on a yearly basis. 
There are 6 target groups that qualify for receiving a free energy scan (e.g. customers 
with a social tariff, customers with a budget meter, customers who rent at a price 
below a certain threshold value, customers in debt mediation who are at risk of being 
disconnected etc.). 

ü Netwerk tegen Armoede (network against poverty) is an umbrella organisation of 
groups fighting against poverty. The Netwerk tegen armoede is active within a 
network of OCMWs and vulnerable customers. The network is lobbying for structural 
solutions to poverty problems. In its activities, the network always insures that the 
voice of the vulnerable customer is represented and heard. 
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ü OCMW Antwerpen. OCMWs (local social welfare organisations) are also active in 
the field of energy poverty. The perform many activities, e.g. organising a helpdesk, 
supporting people in the management of their debts (including energy debts), looking 
for adequate housing opportunities, etc. 

ü SERV (socio-economic council of Flanders). The SERV is the main advisory body to 
the Flemish government on Flemish socio-economic policy. It represents trade unions 
and employer associations. In 2016, the SERV published an advice on Flemish 
energy poverty policy. 

ü STEBO is a social profit organisation active mostly in the Limburg area in Flanders. 
STEBO carries out the free energy scans on behalf of Infrax, the local DSO. STEBO 
does not employ vulnerable customers in a role of ‘energy cutters’. 

ü Universiteit Antwerpen (University of Antwerp) is the Flemish partner in Belgium 
contributing to the publication of the energy poverty barometer. 

ü VEA (Flemish energy agency). VEA follows up the implementation of numerous 
policy instruments aimed at alleviating energy poverty, e.g. take-up of subsidies and 
grants for energy efficiency improvements to homes by vulnerable customers, 
evolution in the number of vulnerable customers dropped by a commercial energy 
provider, evolution in the number of budget meters installed, following up on the social 
renovation grant, etc. 

ü VVSG (organization of Flemish cities and communities). VVSG supports 
municipalities and cities on their energy poverty strategies (advice); works together 
with DSOs to support the working of local advisory committees (LACs); and 
participates in working groups/sounding boards on energy poverty (in the context of 
consultations when new policies are being negotiated). 

Definition	of	energy	poverty	in	Belgium	(Flanders)	

The official definition of energy poverty in Belgium is to be found in the annual energy poverty 
barometer published by the King Baudouin Foundation1. In this annual barometer, the width 
and depth of the energy poverty problem in Belgium is measured using three different 
definitions: 

• The ‘measured energy poverty’: is based on the Boardman approach (used in the 
UK to define fuel poverty). Each year, the median value of the ratio between energy 
expenditures and equivalent household income (corrected for the household size)2 is 
calculated. A ‘boundary value’ is defined as twice the value of the median value. If a 
household spends more on energy than indicated by the boundary value (in %), this 
household is considered as an ‘energy poor’ household in an objective sense. 

• The ‘hidden energy poverty’: concerns the fraction of the Belgian households that 
is reducing their energy use to the extent that it might have a negative impact on living 
conditions and quality of life in general. The hidden energy poverty indicator is 

                                            
1 Available at https://www.kbs-frb.be/nl/Activities/Publications/2017/20170313NT1  
2 The highest equivalent incomes are excluded from the calculation of the median, and housing expenditures 
are subtracted from the household income. 
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calculated based on the comparison of a household’s energy expenditures with the 
average energy expenditure of a comparable household (with the same number of 
inhabitants) living in a comparable dwelling (with the same number of rooms). If a 
household spends less than half of the average of a comparable household living in 
a comparable dwelling, and if this household belongs to the 50% of households with 
the lowest equivalent incomes in Belgium, this household is considered to be in a 
situation of hidden energy poverty. 

• The ‘subjective energy poverty’: is based on the percentage of households that 
report having difficulties to adequately heat their dwelling. 

Data on energy expenditures are derived from the EU-SILC inquiry on living conditions in 
the EU. This inquiry is performed on a yearly basis and includes a statistically representative 
sample of about 6.000 Belgian households. 

Feedback	on	consumer	survey	and	stakeholder	interviews	

• The survey was completed as the end of an energy scan around four cities/communities 
in Flanders. 

• The vulnerable customer survey is not based on a statistically representative sample. 

• As such, the results have to be interpreted with caution. The results give certain 
indications about vulnerable customers, but no definitive conclusions can be drawn from 
it. 

• The result showing that 89% of the respondents state that they can heat their dwelling 
adequately has to be interpreted as a subjective statement. It is possible that vulnerable 
customers have already grown accustomed to lower levels of heating comfort. This result 
is therefore not representative of an ‘objective’ level of heating comfort in the dwellings 
of vulnerable customers. 

Policy	issues	as	revealed	in	the	stakeholder	interviews	
The stakeholders present at the meeting agreed to the following main statements on energy 
poverty policy in Flanders, as revealed during the WP2 stakeholder interviews. 

• Energy poverty is only a derived consequence of living in poverty more generally. Living 
in poverty entails living in dwellings of poor quality, and this entails high energy demand. 

• There are also a number of structural reasons for energy poverty problems in Flanders: 
poor quality of buildings (especially those buildings on the market for people with low 
incomes), high share of vulnerable customers on the rental market (with ‘split incentive’ 
problems: owners have to invest in energy efficiency measures, while the tenants enjoy 
the benefits of those investments, and generally cannot afford a higher rental price if the 
owner decides to recuperate the energy-efficiency investment). 

• About 1 million dwellings in Flanders do not comply with the minimum required standards 
of the residential code. For most of these houses, minor adjustments are in order, but for 
about 350.000 the problems are structural (e.g. moisture problems). Often it would be 
better to demolish these existing buildings and build a new dwelling (rather than investing 
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in renovation measures). Most vulnerable customers live in this type of dwelling, other 
(structural) problems have to be addressed more urgently than energy-related 
investments.  

• Most vulnerable customers are renting an apartment or a house of poor quality. In 
addition, in Flanders the private rental market is dominated by small-scale owners (i.e. 
owners having one or only a few properties on the rental market). Compared to a 
situation where rental dwellings are owned by big corporations this makes it more difficult 
to take structural improvement measures in the Flemish rental market. 

• Poor households generally have difficulties to pay monthly bills for numerous items (e.g. 
rent, telecom, food, transport, etc.). One should first understand how and why these 
households decide on which bills to pay first. For instance, the threat of disconnection is 
higher for telecom than for energy, since in Flanders there is the system of the social 
energy provider of last resort (i.e. the DSO). This system therefore tends to work in a 
counterproductive way: because the vulnerable customers know that they will not be 
immediately disconnected from the electricity or gas grid, when faced with budget 
constraints they often decide to pay the other bills first.  

• Over the last few years, the energy bill for residential consumers has been on the rise. 
There are a number of reasons: the transition to renewable electricity is financed via the 
electricity bill, the system of free kWh has been abolished, etc. 

• Furthermore, the tendency has been to increase the ‘fixed’ part of the electricity bill (e.g. 
a yearly fixed surcharge on the electricity bill to pay for the debts incurred by subsidising 
green electricity production, recent proposals to move towards a capacity-based 
distribution tariff), whereas energy bills should be related to the amount of energy you 
consume (so that energy savings also ‘pay off’). Increasing the ‘fixed’ part of the energy 
bill is generally detrimental to vulnerable customers (who generally consume less 
energy). 

• The financial instruments available for energy-efficiency improvements are not taken up 
by vulnerable customers because of numerous barriers (e.g. administrative burdens, 
upfront expenditure needed, etc.). 

• Energy poverty policy in Flanders is predominantly aimed at alleviating the symptoms of 
energy poverty, as opposed to tackling the causes at the root of the problem. According 
to some, this symptomatic treatment is even counterproductive: 

o E.g. there is a social ‘safety net’ (the DSO as energy provider of last resort), but the 
tariff charged by the DSO is based on the average of commercial tariffs available in 
Flanders so the customers could in fact save money if he/she would chose for the 
cheapest option on the market; 

o E.g. the installation of a budget meter (in case the customer has debts with the DSO) 
stigmatizes the customers and acts as a further barrier for lifting these customers out 
of the ‘poverty trap’. 

• Energy poverty policy is the subject of an ‘ideological’ battle in Flanders. On the one 
hand, there are those who believe that measures to alleviate energy poverty (e.g. zero 
interest energy loans for efficiency improvements) should be an integral part of the 
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regular economy (i.e. commercial banks providing the loans); on the other hand there 
are those who believe that these measures should be part of social policy. As it is now, 
energy poverty policy is part of social policy (e.g. ‘energy houses’ providing the zero-
interest energy loans, free energy scans provided by social economy organizations), but 
there are proposals circulating to cut back the subsidies to the social sector for energy 
poverty alleviation. Also, DNBs in Flanders are under pressure to focus exclusively on 
core activities (i.e. managing the distribution grid). 

Main	policy	recommendations	

• There are a number of structural reasons for energy poverty problems in Flanders: 
poor quality of buildings (especially those buildings on the market for people with low 
incomes), high share of vulnerable customers on the rental market (with ‘split 
incentive’ problems: owners have to invest in energy efficiency measures, while the 
tenants enjoy the benefits of those investments, and generally cannot afford a higher 
rental price if the owner decides to recuperate the energy-efficiency investment). 
These structural problems should be tackled with a high priority. 

• Energy poverty policy is the subject of an ‘ideological’ battle in Flanders. As it is now, 
energy poverty policy is part of social policy, there are those who believe that 
measures to alleviate energy poverty (e.g. zero interest energy loans for efficiency 
improvements), but some believe energy poverty policy should be an integral part of 
the regular economy (i.e. commercial banks providing the loans). There are proposals 
circulating to cut back the subsidies to the social sector for energy poverty alleviation. 
Also, DNBs in Flanders are under pressure to focus exclusively on core activities (i.e. 
managing the distribution grid). Energy poverty policy should remain a part of social 
policy. 

• Empowering vulnerable customers (as part of the free energy scans) to choose the 
best tariff adapted to their circumstances and to deal with abusive commercial 
practices of energy companies (e.g. door-to-door marketing with misleading 
offerings).     
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 First Stakeholders meeting in Belgium   

Overview	 of	 the	 activities	 carried	 out	 in	 Belgium	 to	 promote	 actors’	
dialogue:	

Market actors’ 
dialogue events and 
role (organisation / 
co-organisation / 
participation) 

Venue Date Participants engaged Partner(s) 
involved 

Organisation of a 
workshop on energy-
poverty 

Melle 14/06/2018 Social organisations 
and OCMW's 

Fluvius 

Participation in 
Working Group on 
Energy and Poverty  

Brussel 28/9/2017 social and energy 
sector 

Fluvius 

Participation in 
Working Group on 
Energy and Poverty  

Brussel 19/11/2018 social and energy 
sector 

Fluvius 

 

Organisation	of	a	workshop	on	energy-poverty	
Information about the meeting: 

Location: Melle 
Date: 14/06/2018 
Time: 10-15.30 

Type of participants: social organisations and OCMWs. Around 32 persons participated to 
the meeting. 
The project partners in Belgium were the main organizers of the meeting.  

Presentation	of	the	meeting		
Meeting	objectives	

• Discuss energy-poverty in Flanders: 
• Minimum supply of natural gas winter: analysis 2017/2018 
• Social report VREG: analysis 2017 
• Mediator energy: activity report 
• Assist: potential volunteers 
• Belpower: need for legislation 
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Issues	discussed	at	the	meeting:	

 1. Composition of the working group 
- Senior council 
- Cabinet on poverty alleviation 
- Fluvius 

2. Minimum supply natural gas during winter 2017/2018 

Numbers 

Administrative simplification: 

 3. Social report VREG 2017 
- Measurement plans 
- Minimum supply 
- Energy supply disconnection 
- Conclusions 
- Increase of electricity price 

 4. Ombudsman Energy - Activity Report 2017 

Complaints 

 5. Assist 

Potential HEAs 

Samenlevingsopbouw 

OCMW 

6. Belpower 

 7. Follow-up stakeholder consultation on 1st of June 

Follow-up steps 

Note 

Discussing digital budget meter 

Activation budget meter function at DROP 

Emergency credit in time: only 1 week per quarter instead of emergency credit in € 

Adjustments to debt rule 
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Outcomes	of	the	meeting	
Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   

Samenlevingsopbouw is already guiding people in their energy behavior. They will 
implement the project Assist in their daily operation. Two employees has signed up as a 
volunteer. 

OCMW is a very interesting partner to find vulnerable families. There is a possibility that 
employees of OCMW Gent guide of help HEA during the first visits at vulnerable families. 

The project Assist can help vulnerable people that receives guiding by OCMW because they 
are in debt with energy suppliers.  

Participation	in	Working	Group	on	Energy	and	Poverty	
Information	about	the	meeting:	
Location: Brussel 
Date: 28/09/2018 
Time: 5h30’ 

Type of participants: social and energy sector 

 
Role of the project partners: organizers of the meeting 

Presentation	of	the	meeting		
Meeting	objectives		
To inform partners in the social and energy sector about energy saving, legislation and to 
present the project Assist2gether. 

Issues	discussed	at	the	meeting	
• energy saving 
• legislation 
• Assist2gether 

Outcomes	of	the	meeting	
The project Assist was presented at the attendees just to inform them about te project. If 
there were people who were interested in participating in the project, is was possible to 
contact Fluvius. 

Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
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the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   

Samenlevingsopbouw is already guiding people in their energy behavior. They will 
implement the project Assist in their daily operation. Two employees has signed up as a 
volunteer. 

OCMW is a very interesting partner to find vulnerable families. There is a possibility that 
employees of OCMW Gent guide of help HEA during the first visits at vulnerable families. 

The project Assist can help vulnerable people that receives guiding by OCMW because they 
are in debt with energy suppliers.  

Participation	in	Working	Group	on	Energy	and	Poverty	
Information	about	the	meeting:	
Location: Brussel 
Date: 19/11/2018 
Time: 5h30’ 

Type of participants: social and energy sector. Around 20 persons participated to the 
meeting. 
 
Role of the project partners: organizers of the meeting 

Meeting	objectives		
To inform partners in the social and energy sector about energy saving, legislation and to 
present the project Assist2gether. 

Issues	discussed	at	the	meeting	
• Evaluatie Energiearmoedeprogramma 
• Voorstelling Vlaamse Maatschappij voor Sociaal Wonen(VMSW) door Jolien 

Bosmans  
• Voorstelling Kabinet Wonen (Jan De Craen) 
• Voorstelling Huurdersplatform (Geert Inslegers) 
• Assist2gether 

Outcomes	of	the	meeting	
The project Assist was presented at the attendees just to inform them about te project. If 
there were people who were interested in participating in the project, is was possible to 
contact Fluvius. 

Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   
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Samenlevingsopbouw is already guiding people in their energy behavior. They will 
implement the project Assist in their daily operation. Two employees has signed up as a 
volunteer. 

OCMW is a very interesting partner to find vulnerable families. There is a possibility that 
employees of OCMW Gent guide of help HEA during the first visits at vulnerable families. 

The project Assist can help vulnerable people that receives guiding by OCMW because they 
are in debt with energy suppliers.  

 

 

 Second Meeting of the National Vulnerable 
Consumers Steering Committee in Belgium   

Information	about	the	meeting:	
Location: OCMW Gent 
Date: 26/03/2019 
Time: afternoon session  
 

 

Presentation	of	the	meeting		

a) Participants 

Members of the VCSC 

• Liesbet Boussemaere (Fluvius) (DSO)  
• Annick Baert (Fluvius) (DSO) 
• Guy Reynebeau (Fluvius) (DSO) 
• Erika Meynaerts (VITO/Energyville) (research) 
• An Coninx (Komosie) (energy cutters) 
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• Roel Vermeiren (Vlaams Energie Agentschap) (government) 
• Kristine Landuyt (OCMW Antwerpen) (social sector) 
• Jill Coene (Universiteit Antwerpen) (research) (replacement of Bart Delbeke) 
• Yves Pepermans (Sociaal-Economische Raad Vlaanderen) (replacement of 

Annemie Bollen) 
• Thomas Neefs (Samenleveingsopbouw) (social sector) 
• Kathy Jansen (Stebo) (energy cutters)  

Additional participants: 

• Christel Herman (OCMW Gent) (social sector) 
• Veronique Van de Loo (Samenlevingsopbouw) (social sector)   

 

Apologies: 
• Hanne Stevens (Network against poverty) (will provide feedback on paper by mail)  
• Shirly Ovaere (VVSG)  
• Bert de Wel (has left ACV and his replacement did not confirm participation in the 

VCSC) 
 

Meeting	objectives	

• 2nd meeting with the members of the VCSC  
• presentation of interim results of the project 
• gathering feedback on the draft framework paper 
• discussing policy issues to support the further development of the framework paper 
• engaging members in the recruitment of vulnerable customers for the home visits of 

the HEAs 
• engaging members in the project communication and dissemination activities 

b) Agenda 

• Introduction to the project and the role of the steering committee. 
• Presentation of the interim project results and gathering ideas for speeding up the 

recruitment of the vulnerable customers for the home visits of the HEAs. 
• Presentation of the framework paper (paper was sent in advance to the members of 

the VCSC) and gathering feedback. 
• Brainstorm on policy issues highlighted in the framework paper (e.g. effectiveness of 

policy measures, scope of policy measures, participation of vulnerable customers in 
the decision making process, feedback of information from vulnerable customers to 
decision makers, cooperation between social sector and energy sector, energy 
poverty in national energy and climate plans) 
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Updates	from	the	ASSIST	project			

Update members of the VCSC on the project results achieved so far with a focus on the 
training of the HEAs, the ASSIST action and the Framework Policy Paper. Reference is 
made to the national ASSIST website for an overview of the approved and published 
deliverables (cf. below).  

 

Currently, the recruitment of vulnerable customers for the home visits of the HEAs is 
progressing slowly. How can we speed up the recruitment of vulnerable customers? 
Preferably, the vulnerable customers are recruited in the (neighboring) municipality where 
the HEA lives (to limit travel distance/time and costs). 

Continue the search for candidates via the existing energy-cutters network (Komosie, 
Stebo). Transfer of interested vulnerable consumers by the energy-cutters progresses 
slowly but this is the best option. Reminder will be sent to the energy-cutters (also by 
Komosie). Other suggestions made by the members of the VCSC to speed up the 
recruitment of vulnerable customers: 
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• Contact social rental offices (Sociaal Verhuurkantoor - SVK), e.g. Antwerpen, 

Turnhout. 

• Contact sheltered housing (beschut, begeleid wonen). 

• Lists of participants social housing project in the city of Mol via Veronique Van de Loo 

(Samenlevingsopbouw) (110 households). 

• Launch for candidates during group meetings with vulnerable consumers or people 

who are released from budget guidance (e.g. “schuldenvrij daar blijf ik bij”; “budget in 

balans”). 

• Ask Network against poverty, Welzijnsschakel or other associations for the poor to 

launch a call for candidates or to communicate about the search for candidates. 

• Snowball effect – during home visit the HEA asks the vulnerable customer if he/she 

can suggest new candidates. Ask the HEA to look for candidates in his/her wide circle 

of acquaintances. 

Why is the transfer of candidates for home visits from the existing network of energy-cutters 
not progressing according to plan? Is it clear for the energy-cutters what the added value is 
of the advice given by the HEA? Are they able to explain to the vulnerable customer what 
the added value is? à Fluvius visited Komosie, Stebo, OCMWs, Kamp C, … to explain the 
project and the added value for the vulnerable customers of the advice of the HEAs. The 
HEAs are complementary to the existing network of the energy-cutters and should not be 
considered as competition. The figure below was used to illustrate the complementarity of 
the HEA and the energy-cutter. 
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Feedback	on	the	framework	policy	paper 

Brief presentation of the draft framework paper (goal, content and main conclusions). Paper 
was sent in advance to the members of the VCSC. The members can give their written 
feedback (in Dutch or English) on the paper till the 26th of April 2019.  

Main questions and comments during VCSC meeting: 

Flanders/Belgium is good in defining energy poverty and there are a number of good policies 
and measures against energy poverty in place. 

However, electricity price in Belgium has doubled in the past 10 years. This increase is larger 
than in other EU Member States. A large part of this increase can be explained by renewable 
energy. Despite the higher energy bill, the number of people that cannot pay their energy 
bill is low compared to other EU Member States. 

Tax shift from electricity to gas and/or fuel oil and carbon tax also have an impact on the 
energy bill of the households and energy poverty. 

The framework paper gives an interesting overview of what's happening in other countries. 

Definition of energy poverty is important, but it's necessary to focus on the causes of energy 
poverty. 

We need to tackle poverty as a whole, only tackling energy poverty makes no sense. 

We need to focus on the structural causes of energy poverty instead of the consequences, 
e.g. low income, energy prices (electricity and heating), quality of housing. Also in housing 
policy an important effort has to be made (social housing, private rental market). 

In general Flanders has poor housing quality. One third of the home owners cannot afford 
an energetic renovation of their home. How will we (pre)finance the very challenging 
renovation goals? New financing instruments or business models are needed e.g. revolving 
fund for low-income homes. 

Not only look at electricity consumption but also at heating. The Belgian houses have a very 
low degree of insulation compared to other EU Member States. There is a high potential for 
energy savings. 
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We would like to see more quantitative results in the framework paper to frame the energy 
poverty problem. 

Some of the existing measures are not effective in tackling energy poverty e.g. budget 
meter. 

Added value of the home visits and intensive monitoring by the HEAs: we will get a better 
view on the status of the building stock and can use this information to advise policy makers 
on structural changes. 

Additional written comments by the members of the VCSC: 
 
a) Written feedback of Netwerk tegen Armoede (Hanne Stevens) 
 
Develop new forms and practices of more democratic decision making process through 
strengthening the participation of NGOs and vulnerable consumers in monitoring of the causes, the 
state and consequences of energy poverty 
 
At the Flemish level we already have the “poverty check” (“armoedetoets”) and consultations 
of people in poverty, administration and cabinets. By means of these instruments and 
processes people in poverty have the opportunity to inform policy makers about problems, 
obstacles and solutions. As such, expertise in the field and practical experiences 
complement scientific input. Both sources of information and expertise serve as input for 
new policies. These processes must be strengthened. 
 
As mentioned by participants in ASSISST project, in some cases, this type of definition is a definition 
of vulnerable consumers, but not of energy poverty. 
 
Not clear –example? 
 
This focus determines strong dependency of the scale of energy poverty on the general level of 
poverty and the general system of social protection and simultaneously excludes important causes 
and consequences of the issue.” (ES) As a consequence, the scale of policy interventions is also 
reduced. That is why the conclusion that “definition can be useful for social-aid purposes, but not for 
prevention” (PL) seems completely convincing. 
 
The Network against Poverty wants to point out that the strength of the definitions used in 
Flanders is that different aspects interact with each other. Energy poverty can therefore be 
tackled by tackling income and housing, for example; health issues can be tackled in turn 
by tackling energy and housing, etc. That is structural poverty alleviation and is therefore 
the best prevention. 
 
Having in mind the peculiarities of the above mentioned identification of the causes of the risk (energy 
poverty), it is possible to conclude that the basic measures for energy poverty alleviation aim at 
adapting the incomes (through financial assistance) and energy expenditures (through reducing 
consumption) of the energy poor households to the dynamics and the level of the energy prices. 
 
Not necessarily by financial assistance. 
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Some of VCSCs’ participants emphasize other weaknesses of the policies for energy poverty 
alleviation, such as: “inconsistencies in the legislative framework and the need for clear legislation 
that enhances citizen’s rights and entitlements.” (ES) 
 
But also the lack of cooperation between e.g. energy policy and housing policy. 
 
“It seems that insufficient information (probably connected to weakness of communication) can 
explain why financial instruments available for energy-efficiency improvements are in general not 
taken up by some of vulnerable customers.” (BE) and why some of the consumers believe that the 
installation of a budget meter stigmatizes the customer 
 
Lack of information is not the largest cause of under-protection or for measures not been 
taken up. A number of thresholds result in under-protection such as administrative 
procedures are too complex, criteria are too narrow. Even when people are aware of their 
rights, they are often not included. Automatic allocation of rights can be a powerful tool to 
prevent under-protection. Much more than focusing on improving information provision. 
 

Policy	issues	discussed	at	the	meeting	

Conclusions of brainstorm session during VCSC meeting: 

Note: feedback of VCSC members is in Dutch. For overview of main conclusions in English 
cf. Chapter 6. 

Brainstorm session to discuss policy issues with the participants. Participants were divided 
into three groups and each group discussed two of the following questions/issues:  
 
1. Usually it is considered that there are three basic reasons for the energy poverty: 

prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons? 

(a) Energy price 

Energy prices are insufficiently addressed by policy makers, e.g. charging for renewable 
energy. Cost of energy has decreased, but costs for customers have doubled over the past 
10 years. 

Energy bills have become much more complex and unclear. 

Different interests of social sector and energy sector (profit). If energy efficiency increases, 
revenues for the energy sector decrease. It is up to the government to keep this under 
control. Need for "social energy sector". There is too little knowledge about energy in 
OCMW, CAW, SKV, SHM which leads to the wrong attitude, e.g. with regard to the 
composition of the tariff. 

b) Income 

Minimum wages are too low (below the poverty line). Debate on taxation is necessary, 
capital tax is necessary. Fiscal measures are for the wealthy class, e.g. tax relief for electric 
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vehicles - Matthew effect. Only 1.3% of the distribution cost is for social public service 
obligations but people in poverty do pay for green electricity. 

c) Quality of housing 

Social housing is also of poor quality. There is a need for more operating resources and 
follow-up checks on the implementation. 

More support is needed for owners of poor quality houses, e.g. assistance with investments, 
higher premiums and pre-financing for energy renovation. 

Expand the target group of protected customers. 

Focus more on demolition and renovation instead of renovation. 

Renewable energy must be made available to vulnerable customers. 

Raise the awareness of landlords. Linking the quality of the home to maximum rents and 
additional control to enforce this. 

Promoting co-housing without loss of income, e.g. in the case of minimum wages.  

2. How to strengthen social protection of vulnerable consumers in order to cope with energy 
poverty? 

People with the greatest problems do not end up in social housing, but are homeless. The 
number of homeless people in Belgium is rising.  

Minimum supply of energy, but you still have to pay for 10A yourself. This must be automated 
so that all communities/OCMWs follow the same procedure. 

Cutting off gas or electricity is not an option. 

More control of energy suppliers is needed. Energy suppliers do what they want, pay back 
when they want and are not admonished.  

There is a need to pass on the costs of more social public service obligations instead of 
benefits of e.g. renewable energy to high-income households. 

In the case of a budget meter, equal advances are omitted throughout the year. In the 
summer, income is spent on other things. 

"Dissuasion rate" of budget meter is too high so that people with a budget meter do not have 
access to the cheapest rate on the market.  

It is not clear where the money from the energy funds of OCMWs is spent on. There is a 
need for an uniform system across OCMWs. 

3. How to improve the mechanisms for socially responsible and inclusive policy making at 
national and EU level?  
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Applying the poverty test as a standard procedure cf. rollout of digital meters (that takes into 
account the outcome of the poverty test). 

Europe is failing to control malpractice by energy suppliers. There is still door-to-door selling. 
Everyone agrees that there are malpractices, but they are not admonished. There is a 
gentleman's agreement with the energy suppliers but this does not work. At EU level, door-
to-door selling can be abolished but it does not happen. 

Policy to tackle energy poverty must be based on the basic need for energy/comfort (cf. 
study of Gezinsbond). 

4. How to improve the social dialogue between energy and social actors in order to better 
reconcile their interests? 

Currenly focus is on objective energy poverty, debt repayment, non-payment. 

Involve parties that work on the increase of minimum wages (hidden and subjective energy 
poverty) also in working group on energy & poverty. 

At the federal level, the Koning Boudewijnstichting brings together many actors via the 
energy poverty platform.  

The consumer (and not only the vulnerable consumer) and commercial suppliers must also 
be involved. 

5. How to strengthen the citizens involvement and their capacity to participate effectively 
in the decision making process concerning vulnerable consumers and energy poverty? 

The involvement of vulnerable customers in the decision-making process has already 
evolved considerably. Consultation takes place of the target group. 

Now there is an exchange of information via the working group on energy & poverty and by 
means of stakeholder consultation. 

Involve the target group and experience experts (e.g. Samenlevingsopbouw) in a structured 
way in the decision-making process by means of e.g. the energy poverty test. 

A balance must be found between input from vulnerable consumers (personal experiences) 
and professionals (helicopter view). 

There is a need for experience experts within the government. 

6. Connecting EU and national policy frameworks on energy poverty. Are you aware of 
the National Energy and Climate Plans (NECPs) submitted by our government under 
the Governance directive? What is your view on what is mentioned in the report on 
energy poverty? Is there something missing?  

On the positive side, the NECP addresses issues such as social protection, social tariffs 
and energy efficiency.  
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There is a need to quantify objectives so that policy measures can be monitored and 
adjusted if necessary. 

It is important that sufficient resources (personnel, financial) are provided in proportion to 
the problem. After all, this target group has great potential for achieving the energy and 
climate objectives, namely 15% - 20% of households or 300.000 – 600.000 homes. 

       

The members of the VCSC can give their written feedback (in Dutch or English) on the 
questions above till the 26th of April 2019.  

Additional written comments by the members of the VCSC: 
 
a) Written feedback of Netwerk tegen Armoede (Hanne Stevens) 
 
Question 1 

Co-housing is not easily accessible for people in poverty, among other things, because of 
the status of cohabitants. As such, this status has to be reformed first before this type of 
housing can be promoted. In addition, there are other barriers that make co-housing 
inaccessible to people living in poverty. These too must be tackled. 

Agreed rental system: owners rent out a high-quality house to a well-defined target group 
below the market price. In exchange, they receive an advantage (e.g. premiums or tax 
deductions). 

Question 2 

Extension of the social rate for all people with an increased allowance and calculation based 
on income instead of market price.  

Increase of the minimum wages. 

Increase the supply of quality housing (especially in the lower segments of the rental 
markets). 

By promoting tools to compare energy suppliers and by organising group purchases, people 
are encouraged to look for the cheapest energy suppliers on the market. However, the 
campaigns aimed at persuading people to look for the cheapest supplier or to compete via 
group purchases do not reach the consumers who need them the most. People living in 
poverty are not so easily reached through leaflets, commercials or internet campaigns. In 
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order to reach them, it is necessary to work through intermediaries who people also trust, 
for example through a community centre, housing support services or a debt counsellor. 
These intermediaries often do not have the time to pay attention to energy as well. 

By working with budget meters, debt repayment is only done for energy. The other debts 
are not mapped out and therefore insufficiently taken into account. Someone does succeed, 
for example, in paying off their energy debts, but then often threatens to run up more debts 
at other items or get into further trouble. With debt assistance, all debts of a person must be 
mapped out and this must result in an integrated approach that is feasible for the debtor 
(e.g. in terms of repayments). 

Question 5 

There are already experience experts within the government (both at the Flemish and the 
Federal level), but there may be more of them and their position may be strengthened. 

Poverty tests already exist in Flanders. This is an instrument in which knowledge gained 
from experience and scientific knowledge are combined in order to shape new policy. It 
would not be a good idea to argue in favour of separate energy poverty tests. Energy poverty 
is included in the poverty tests. The poverty tests are of great added value and quite unique 
in Europe. This instrument must be strengthened and used even better. 

In addition to the poverty tests, there are also consultations between people living in poverty, 
cabinets and administration. The intention is that people living in poverty should point out 
bottlenecks and obstacles on the basis of their experience. It is also the intention that they 
transcend their own experience and use the helicopter perspective. These processes also 
need to be further strengthened. It is the task of social professionals to give people living in 
poverty this helicopter perspective during the preparation of consultation rounds or poverty 
tests.  

Follow	up	of	the	meeting		
The members of the VCSC can give their written feedback (in Dutch or English) on the 
framework paper and the questions of the brainstorm session till the 26th of April 2019.  

Where possible the members of the VCSC will take action to support the recruitment of 
candidates for the home visits of the HEAs (7%@750). E.g. social housing project in Mol, 
reminder energy-cutters. 

Members of the VCSC are encouraged to promote the ASSIST project in their newsletters, 
on their website, on Twitter, ... If you need support from us, please let us know. 

Members of the VCSC will inform Fluvius/VITO if they are organising an event, info session, 
... that offers the opportunity to present the ASSIST project, to give energy saving tips (by 
the HEAs) to a group of vulnerable customers, to brainstorm with a broader group of 
stakeholders on the policy issues. 
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Conclusions  
[conclusions based on written comments are in italics] 
Poverty should be tackled in general and energy poverty is part of this. It makes no sense 
in tackling energy poverty as an isolated problem. Not only in the energy and social policy 
domain an important effort has to be made, but also in the housing policy domain (social 
housing, (lowest segments of) private rental market). Also, cooperation on a sectoral and 
governmental level should be improved between the different domains (energy, social, 
housing) related to (energy) poverty. 

Policies and measures should focus on the structural causes of energy poverty instead of 
the consequences. E.g. increase of minimum income (currently below poverty 
threshold/limit), assessment of the impact of fiscal measures to avoid mattheus effect, 
adaptation of tariffs to reflect the costs of energy production, make energy bill more 
transparent and less complicated, maximum rental price in relation to quality of 
house/appartement, system of conventional rental (i.e. below the market price) for specific 
target groups linked to certain advantages (e.g. premiums, tax deduction, ...) for the owner, 
... . .  

New financing instruments or business models are needed to support vulnerable customers 
with the energetic renovations of their homes e.g. revolving fund for low-income homes. 

Policies and measures should not only focus on electricity consumption but also on heating. 
There is a high potential for energy savings and contribution to the realization of the climate 
and energy goals. 

In the National Energy and Climate plan, the energy poverty targets should be defined and 
quantified. Progress made should be monitored and policies and measures should be 
redesigned accordingly. It should be made explicit how these policies and measures will be 
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financed. The amount of budget that is provided should be in proportion to the energy saving 
potential that can be realized by the target group. 

Vulnerable customers and professionals in the field of energy poverty should be involved in 
the decision making process in a structural way. At the Flemish level we already have 
experience experts at different governmental levels, the “poverty check” (“armoedetoets” – 
participative assessment of the impact of policies and measures on energy poverty) and 
consultations of people in poverty, administrations and cabinets. As such, expertise in the 
field and practical experiences complement scientific input. Both sources of information and 
expertise serve as input for new policies. These processes should be strengthened e.g. by 
professionals supporting vulnerable consumers in looking at energy poverty from an 
helicopter perspective.  

Dialogue/discussions on policy issues related to energy poverty should involve all actors 
that are related to one or more of the causes of energy poverty. Do not only engage the 
actors who are responsible for the implementation of the social measures that often focus 
on the consequences of energy poverty.  

The effectiveness of social measures can be improved, e.g.: 

o by redesigning the measures, e.g. customers with budget meter do not have access to 
lowest (social) tarif on the market, 

o by making the implementation of the measures more consistent across local entities, e.g. 
spending of energy fund by the public organisations for social welfare (OCMW)  

o by following a more integral approach and assessing the impact of measures focusing 
on the alleviation of energy poverty in the broader context of poverty alleviation (e.g. 
budget meter only focuses on energy related debts and can result in a shift of debts from 
energy costs to other costs). 

Measures have to be taken to avoid malpractices by energy suppliers. E.g. prohibition of 
door-to-door sales on an European level. 

Information provision should be customized to the target group. Information campaigns 
targeted at the general public by means of e.g. social media or brochures, do often not reach 
vulnerable consumers. Information should be provided by intermediaries that have build up 
a relationship of trust with the target group, such as a community center, housing assistance 
services or a debt counselor. However, these intermediaries often lack the expertise and/or 
time to inform vulnerable consumers on energy related issues. 

Insufficient information is not the only reason why financial instruments for energy-efficiency 
improvements are sometimes not taken up by vulnerable customers. Also, a number of 
thresholds result in under-protection of vulnerable customers such as administrative 
procedures that are too complex, criteria for application that are too narrow. Even when 
people are aware of their rights, they are often not included. Automatic allocation of rights 
can be a powerful tool to prevent under-protection.  
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Quote of Flemish Energy Agency: “In general Flanders has poor housing quality. One 
third of the home owners cannot afford an energetic renovation of their home. New financing 
instruments or business models are needed to (pre)finance the very challenging renovation 
goals e.g. revolving funds for low-income homes.”  

Other	comments/observations	
Weakness of the project is that the HEAs are volunteers. How to scale up a project that is 
based on the engagement of volunteers? Also relevant that HEAs report what did not work, 
barriers and bottlenecks. 
 

 

Annexes		

• Agenda of the 2nd VCSC meeting 
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 Second Stakeholders meetings in Belgium   

	
Practical	details	of	the	meeting	
Location: Brussels 
Date: 27th of June 2019 
Time: 9.30 – 15.30 

Our	approach	of	the	2nd	market	actor	dialogue	
In Flanders we already have a platform that brings together all relevant market actors in the 
domain of energy poverty, namely the Working Group on Energy and Poverty. This working 
group meets 3 to 4 times a year. The aim of this working group is to build national 
engagement on the topic of fuel poverty and to set the basis for future political follow-up 
activities. 

As the aim of this working group is in line with the aim of the market actor dialogue as 
stipulated in the project agreement, we decided to co-organize a dialogue in close 
collaboration with the chairman of the Working Group on Energy and Poverty. The agenda 
was set with a focus on topics that are currently relevant in the Belgian context of energy 
poverty, and which are relevant input for drafting the “Vulnerable Consumers Protection 
Framework Paper”. We also reserved a time slot to present and discuss the interim results 
of the ASSIST project.  

Presentation	of	the	meeting		
The purpose of the meeting was to promote dialogue between different market actors on 
the topic of fuel poverty on the one hand and to share relevant information in the field of 
energy and poverty on the other hand (e.g. progress report of the Ombudsman for  Energy, 
social statistics of the Flemish Regulator of the Electricity and Gas market and interim results 
of ASSIST project). The meeting was co-organised with the chairman of the Working group 
on Energy and Poverty.  

Following organisations/people were invited to the meeting: representatives of the energy 
sector (DSO), Flemish Regulator of Electricity and Gas Market (VREG), Flemish Energy 
Agency (VEA), government (different policy levels – municipalities, provinces, national), 
tenants platform, social sector (Social Housing companies, Public Centres for Social 
Welfare, Centre for Equal Opportunities and Opposition to Racism, Samenlevingsopbouw – 
social workers) and research (VITO, Thomas More, University of Antwerp). 

During the meeting different presentations were given related to the topic of energy and 
poverty: 

§ Minimum supply of gas (Fluvius) 
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§ Communication and information campaign targeted at vulnerable consumers with 
focus on non-native speakers and households with an immigration background 
(VREG) 

§ Progress report 2018 (Ombudsman of Energy) 
§ Digital budget meter (Fluvius) 
§ Papillon project (Samenlevingsopbouw) 
§ Social Statistics (VREG) 
§ Assist project (Fluvius & VITO/Energyville) 

After each presentation, there was time for questions and discussing/brainstorming about 
relevant issues, e.g. how the effectiveness of existing/planned measures to alleviate energy 
poverty can be increased. 

Sharing	results	of	the	ASSIST	project	

Short introduction to the ASSIST project and progress made on implementation of the 
ASSIST action. Cf. presentation in Annex. 

Regarding the aim to inform 5.000 vulnerable consumers on energy efficiency measures (by 
means of mailings, face book and info sessions), the participants suggested to contact 
intermediaries who organize integration courses. 

Questions discussed and information shared at the meeting 

1) Minimum supply of gas 

The Flemish Government introduced a facultative measure “minimum supply of gas” to avoid 
that poor and vulnerable customers that have a budget meter for gas and that are not able 
to charge the meter card, are disconnected from the gas grid during winter time. The 
minimum amount of gas supplied is made available through periodic charging of the 
budget meter card (60% of average gas consumption). The cost can be recovered from the 
distribution system operator (70%) and the customer (30%).  

The implementation of this measure is under the authority of the local governments and their 
Public Centers of Social Welfare. The Public Centers of Social Welfare (OCMW’s in Dutch) 
can choose whether or not to implement the measure and can also decide on the modalities. 
Some Public Centers of Social Welfare take an proactive approach and contact vulnerable 
customers if they think they qualify for a minimum supply of gas. Other Public Centers of 
Social Welfare only react on the explicit request of the vulnerable customer.  

The measure can result in a considerable increase of the administrative burden and related 
workload. If a vulnerable customer applies for a minimal supply of gas, the OCMW e.g. has 
to assess the social and financial situation of this customer. The administrative burden and 
the fact that 30% of the cost has to be recovered from the customer, result in some of the 
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(smaller) municipalities being reluctant to implement the measure. So, vulnerable customers 
have different “rights” depending on the municipality of which they are an inhabitant. 

The participants were asked to share ideas on how to increase the allocation of the minimum 
amount supplied and improve the effectiveness of the measure. 

Administrative simplification: how can we simply the decision making process?  

Uniform implementation in all Flemish municipalities: how can we guarantee that vulnerable 
customers have the same “rights” in each municipality when it comes to minimum supply of 
gas? has the Flemish Government the legal power to enforce  the application and modalities 
of the minimum supply of gas? 

Expansion of the target group: also minimal supply for vulnerable customers that use 
electricity for heating their homes? Or even expand the measure to all energy sources that 
are used for heating? 

Currently, the minimum amount of gas supplied is determined as 60% of the average gas 
consumption, differentiated for 3 types of houses (detached house, terraced house / corner 
house or apartment) and 2 tariffs (social, regular). Other parameters, like e.g. the number of 
people that are living in the house or the housing conditions, are not taken into account. So, 
there are definitely improvements possible to get a better indication of the energy consumed, 
but this would probably make the decision making process more complex and increase the 
administrative burden. One of the participants made the remark that with the introduction of 
the digital budget meter, also real consumption data can be used to determine the minimum 
amount of gas supplied. 

It is observed that the Public Center of Social Welfare that ask from their vulnerable 
customer to pay for the 30% in advance, have the highest allocation of the minimum amount 
supplied.  

It is not clear if allocating the minimum amount automatically to predetermined categories of 
vulnerable customers would reduce administrative burden. Nevertheless, this would imply 
that the contact between the vulnerable customers and the social workers would be reduced. 
VVSG (Association of Flemish Cities and Municipalities) stressed that automatic allocation 
is a step backwards in guidance/advise given by the social workers on how to save energy 
and reduce their energy bills. This contact is necessary to tackle the problem of fuel poverty 
in a structural way. (quote) 

The participants came to the conclusion that the correction for the ‘type of tariff’ should 
definitely be kept. The parameter ‘type of house’ can be discussed. However, the allocation 
criteria and decision making process should only be changed if this results in a significant 
improvement of the allocation rate and the effectiveness of the process. More investigation 
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is needed on what the impact would be of adapting the allocation criteria and the decision 
making process. 

Vulnerable customers often do not notify the Public Center of Social Welfare if their debts 
are repaid because they do not want to lose the advantages of a budget meter (compared 
to commercial supplier – unexpected expenses, complicated tariff structure). 

An expansion of the measure to vulnerable customers with electric heating is supported by 
all participants as this is a target group that needs it the most. In Ghent this measure is 
already in place, financed by the municipality and energy fund. If such an expansion is 
considered a methodology has to be determined to define the target group. If only the 
consumers with exclusive night tariff (like in Ghent) are considered than a large part of the 
consumers who need it the most will be excluded from the measure. 

2) Information and communication campaign targeted at non-native speakers and 
households with immigration background 

The Flemish Regulator for the Electricity and Gas market (VREG) wants to launch an 
information and communication campaign that is targeted at non-native speakers and 
households with immigration background. These people are very often in a vulnerable 
position as they do not know the language nor the structure/organization of the energy 
market (as they e.g. come from a country where energy is supplied by the national 
government and you do not need to search for an energy supplier). When they do not speak 
the language, it is complicated to understand the energy bill and to get information about 
their obligations and rights (e.g. minimal supply of gas).  

In preparation of this campaign the VREG has spoken with intermediaries (organizations 
that are in contact with the target group) and people from the target group to collect 
information about their needs and the barriers they experience. Based on these interviews 
the VREG decided to focus on the importance of communicating the meter readings to the 
energy suppliers (how to inform the DSO about the energy consumed? how to communicate 
the meter readings?), the importance of having an energy contract and the existence of the 
social tariff. The launch is planned for the end of this year/beginning of next year. 

The VREG set following targets for the information and communication campaign: 

► 75% of the target group is able to communicate correctly the meter readings of 
electricity and gas to the energy supplier (alone or with support). 

► 75% of the target group is able to sign a contract for electricity and gas with an energy 
supplier (alone or with support) (regular or social tariff). 

► 75% of the target group is able to find the cheapest contract for electricity and gas 
(alone or with support).  

► 25% of the target group is able to use the V-test to find a cheaper energy supplier. 
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The participants were asked to share ideas on how to reach the target group with the 
campaign. 

Some of the participants stressed that the intermediaries (social organizations like Public 
Centers of Social Welfare or Samenlevingsopbouw, volunteer organizations that help 
refugees or immigrants to fill in forms, religious communities) play a crucial role in this 
campaign. You have to involve them in the preparatory and implementation phase of the 
campaign. Otherwise it will be very difficult to inform this target group.  

Facebook and other social media are considered as an important communication channel 
to reach the target group.   

Other possible communication channels that were suggested: 

► Videos in different languages (with subtitles)  

► Sticker on the meter with link to videos 

► Teaching material (that is input for e.g. integration courses, starters package “migrate 
to Flanders”, toolkit for volunteer organizations that support refugees in Flanders and 
Brussels)  

► Flyers (e.g. brochure of energy cutters in more than 11 languages) 

► Show videos on TV screens in waiting rooms (e.g. in buildings municipality) 

The participants belief that an implementation in the field will be successful given the 
thorough preparation of the campaign with involvement of intermediaries and people from 
the target group. 

3) Progress report of the Ombudsman of Energy 

An increase of the number of complaints can be noted since 2015. This increase is mainly 
due to liquidation / bankruptcy of energy suppliers, higher energy prices and market 
practices (door-to-door sales). Most suppliers have more complaints than their market 
share. There is an increase in the number of complaints per province and region. Most 
common complaints are: meter problems, payment problems, market practices, invoicing 
process.  

There is a significant increase in complaints about market practices e.g. non-compliance 
with contractual conditions, price increase, etc. despite the code of conduct endorsed by 
most energy companies. The Ombudsman informs the General Directorate of Economic 
inspection about each complaint. The Directorate has more legal power - can impose 
sanctions or go to the public prosecutor. The Ombudsman can only mediate. 

Customers complain about the fact that they do not have a contract with an energy supplier. 
There are some malpractices with door-to-door sellers that ask to sign electronically a form 
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to confirm that the seller passed by. In reality you sign a contract. It is up to the supplier to 
prove that there is a contract. If there is no signature, then no contract. 

Customers complain about the fixed, yearly fee (for gas and electricity) that you have to pay 
even if you change from supplier after a few months (can go up to 100 euros). 

Complaints about the social rate have not risen in recent years. This positive trend can be 
explained by the measures that were taken/are planned to reduce or keep complaints about 
social rates under control, e.g.: 

- Decision to freeze the rise in the social rate in function of the rise in market price. 
- Legal framework approved in May for extension of the social rate to collective heating 

and heating networks for houses of social rental offices and public centers for social 
welfare.  

Since June 2018 telecom companies can no longer charge administrative costs for the first 
rappel they sent. It would be recommended to expand this decision to energy suppliers.  

58% complaints are justified. For 75% of the complaints, including unfounded complaints, 
there is an agreement between customer and energy company.  

Recommendations from the Ombudsman to energy companies: 

- Strengthen consumer agreement by: 
o Curbing the fixed, yearly fee that energy suppliers charge (and that you have 

to pay even when you change from supplier after a few months); 
o No more invoices with name of resident / owner in case of relocation 

procedure; 
o Commitment of energy suppliers to stop with door-to-door sales (consumer 

deal); 
o Informing customer about the cheapest rates and extension of energy 

contracts with active products, such as the ones offered to new customers; 
o Limiting period for billing to 12 months, starting from the date that energy 

supplier received the (correction of the) meter readings from the customer. 
o Fight against payment problems (no administrative costs or interests for 

payment plans, limitation of collection costs to a maximum of 55 euros, 
guarantee scheme, etc.) 

- Simple and uniform invoicing. 
- Involving stakeholders in evaluating and improving the consumer agreement. 

On the initiative of the Ombudsman for Energy, the Ombudsman for Consumers has initiated 
a collective legal action against energy suppliers aiming at a collective settlement with 
regard to the fixed, yearly fee they charge. 

4) Introduction of digital budget meter 

End of May – beginning of June a final pilot with digital budget meters was started in the 
region of Lubbeek and Leuven (Province of Vlaams-Brabant, Flanders). Currently, 30 
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customers have a digital budget meter. The DSO experienced that the time between 
installation of the digital meter and activation as a budget meter is longer than anticipate 
(approximately between 5 to 7 calendar days). 

The 1st of July the large scale implementation will kick-off and within 2 years all vulnerable 
consumers will have a digital budget meter. The digital budget meter aims at increasing the 
frequency of payment (as payments can be done online). The consumers receive an email 
to inform them about the remaining budget on the meter card and the need to charge the 
meter card.  

The Public Centers for Social Welfare will organize regional information sessions, including 
a demonstration. 

The participants had several questions about the communication with vulnerable 
consumers that do not have access to the internet. Possible solutions were 
discussed. The vulnerable consumers with a digital budget meter can still pay by means of 
the existing payment terminals. If customers do not have an email address, information 
about e.g. activation of the meter or the remaining budget, can be sent by phone (e.g. text 
messages). 

5) Papillon project 

Research showed that vulnerable consumers often have old appliances that consume too 
much energy. In order to promote energy efficient appliances, two models are suggested, 
namely provision of a loan to buy more energy efficient appliances and rental of more energy 
efficient appliances.  

As the Flemish Government had already introduced a loan for more energy efficient 
appliances, the Papillon project focused on investigating the potential of the rental model. 
The Papillon project started in September 2018 as a collaboration between 
Samenlevingsopbouw and Bosch (co-creation between social sector and industry). The aim 
of the project is to alleviate energy poverty by offering a product (more energy efficient 
appliances) as a service. Appliances are rented by the consumer at a monthly fee, 
depending on the type of product (7 euros on average). This fee is paid during 10 years and 
includes installation, service and pick-up. Consumers that sign the contract also get support 
from Samenlevingsopbouw for 2 years. Samenlevingsopbouw collects the money on a 
monthly basis from the households and pays Bosch at a yearly basis. There is a fund in 
place in case some of the households do not pay their monthly fee. 

The advantage is that the vulnerable consumer does not have to make a large upfront 
investment, but can immediately benefit from the energy saved. The project demonstrates 
that vulnerable consumers are prepared to pay a higher sum in total for an appliance if they 
can avoid unexpected expenses. Bosch keeps the ownership of the appliances. As such, 
the debt collector cannot confiscate the appliances. Currently there are 63 households that 
rent 100 appliances. Given the positive evaluation of the project, Bosch has decided to 
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introduce 2.000 additional appliances on the short term and 4.500 on the longer term. The 
project partners have the ambition to expand the rental model to other countries.  

6) Social statistics 

An energy supplier cannot drop a customer and an DSO cannot disconnect a customer if 
that customer does not pay his/her bill on time. Different measures are in place to protect 
household consumers (social services obligations). E.g. if the customer does not pay his bill 
after at least 15 days, energy supplier has to send a notice. 

The social statistics give a yearly overview of the implementation/impact of these measures 
by the energy suppliers and DSOs. 

Status for commercial energy suppliers: 

The amount of notices has risen with 2% since last year and has reached its peak since 
2011. It is not evident if the increase is related to money problems or just forgetfulness. As 
the amount of installment plans remains at its peak of 2017, it appears there are some 
persistent money problems. It is important to monitor this trend carefully as it is an important 
first signal of possible energy poverty and an opportunity to tackle the problem more 
proactively. 

The number of cancelled contracts has risen slightly in comparison to last year (1,8% for 
electricity and 2% for natural gas). The increase is related to the bankruptcy of energy 
suppliers. 

Status for social energy supplier (= supply by DSO): 

There is an increase in the number of customers that are supplied by the DSO compared to 
last year, primarily for electricity. The number of active budget meters remains stable. The 
minimum supply of natural gas is an important measure to alleviate energy poverty. The 
minimum supply was granted to 20% of the consumers that have a budget meter for gas. 
There is a strong increase in the number of consumers that are cut off from the supply of 
electricity (+26%).  

 

 

 

 

 



40 
 

 Third Meeting of the National Vulnerable 
Consumers Steering Committee in Belgium   

Practical	details	of	the	meeting	
Location: skype meeting 
Date: 16/03/2020 
Time: afternoon session  

Attendees: 10 (5 VCSC members + 3 market actors + 2 project partners) 

Remote involvement: Due to the precaution measures taken in the context of the 
Coronavirus we were not able to organize a physical follow-up meeting with the market 
actors, nor a physical 3rd national VCSC meeting. As we already had organized a 3rd MAD 
end of January and only had to discuss the final version of the framework paper, we decided 
to invite the market actors to the 3rd national VCSC (skype) meeting on the 16th of March. 
By increasing the number of invitees we wanted to guarantee a sufficient attendance in the 
skype meeting and have a meaningful discussion. We also allowed for written feedback on 
the vulnerable consumers protection framework paper by the 20th of March. 

Apologies: 2 

 
Presentation	of	the	meeting		
Meeting	objectives	

a) Participants 

Members of the VCSC 

• Annick Baert (Fluvius) (DSO) 
• Erika Meynaerts (VITO/Energyville) (research) 
• Roel Vermeiren (Vlaams Energie Agentschap) (government) 
• Kristine Landuyt (OCMW Antwerpen) (social sector) 
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• Jill Coene (Universiteit Antwerpen) (research) (replacement of Bart Delbeke) 
• Shirley Ovaere (VVSG, Flemish Association for local authorities)  
• Stefan Goemaere (Samenlevingsopbouw) (social sector) 

Additional participants: 

• Tom Godefroot (Fluvius) (DSO – network of energycutters) 
• Jolien Bosmans (Flemish Association for Social Housing – Vlaamse Maatschappij 

Sociaal Wonen) (government) 

The Flemish Society for Social Housing (VMSW) stimulates, advises and supports local 
housing actors. Social housing companies, social rental offices, municipalities and PCSWs 
can turn to the VMSW for information and support. 

Geert Insleghers (Flemish Tenant Platform – Vlaams huurdersplatform)  

The Flemish Tenant Platform (VHP) supports the operation of the tenant unions and the 
network of social tenants (Association of Inhabitants of Social Housing). In addition, the 
Flemish Tenant Platform defends the interests of all tenants, with attention for the most 
vulnerable tenants. 

b) Meeting objectives 

• 3rd meeting with the members of the VCSC (and relevant market actors that are not 
represented in the national VCSC) 

• Discussing the “Vulnerable Consumers Protection Framework Paper” - the final 
version of the “Vulnerable Consumers Protection Framework Paper” is the main 
public document providing policy recommendations from the project. 

• Updating and discussing results of different Work Packages, in particular WP4, WP5 
and WP6. 

c) Agenda 
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Objectives of the ASSIST project & communication channels (link to 
ASSIST website, facebook, twitter and youtube) 

  

Final	results	of	the	ASSIST	project	

The results of the different work packages were presented for Belgium, namely HEA training 
and HEA network (WP3&4), ASSIST soft/engagement activities and action (2%@2000 
vulnerable consumers, 7%@750 consumers) (WP5) and information provision to vulnerable 
consumers (WP6). Also, a brief overview was given of the main results for the Finnish and 
Italian partners (results were not available for the other partners).  
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Main questions and comments: 

• (VHP – Geert Insleghers) It would have been interesting if the HEA would also have 
registered the state of ownership (does the vulnerable consumer rent or own the house?) 
in the empowerment questionnaire (ex-ante questionnaire). It is important to link energy-
efficiency measures to quality of living, and as such, make a distinction between private 
ownership, rental and social rental. 

Fluvius confirms that the majority of the vulnerable consumers visited by the HEA rent 
the house. Also, the question of ownership is less important as the energy saving 
measures mainly focus on behavioural change, without or limited amount of money to 
be spend by the vulnerable consumer.  
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• Although the methodology to estimate the energy savings achieved with the ASSIST 
action follows a rather theoretical approach, it is currently the most logic approach given 
the lack of (representative) data. Comparison of energy consumption of an energy poor 
household with an average household in Flanders is questioned by the VEA. Recent 
data suggest that real energy consumption of an average household is app. 16.000 kWh 
instead of the 23.000 kWh that is communicated by the VREG and used in our 
comparison. Additional assessments have to done by the VEA to confirm if the 23.000 
kWh is still representative. However, in the meantime the 23.000 kWh can be further 
used as a reference. 

• Some of the HEAs were disappointed in the magnitude of impact they had on the energy 
consumption of the energy poor households they visited. This can most likely be 
explained by the difference in frame of reference. Social workers are well aware of the 
fact that the majority of the energy poor people rent a small apartment/house and have 
limited financial means. The possibilities are limited in comparison to an average 
household in Flanders. (Stefan Goemare of Samenlevingsopbouw (social sector)).  

• The VCSC members that participated in the meeting did not provide any additional inputs 
(i.e. in addition to the results and lessons learned presented by the Belgian project 
partners) on the training network, future job opportunities and possible formal structuring 
of the HEA network in the national energy – social system. These questions are less 
relevant for Flanders as we already have an established, well-functioning network, 
namely the Energy cutters. The participants agreed that the ASSIST-project offered an 
opportunity to assess some specific issues that can reinforce the current network of 
Energy cutters and increase its impact (energy saved, number of vulnerable consumers 
engaged). 

Vulnerable	consumers	protection	framework	paper	

The goal, content and main conclusions of the Vulnerable Consumers Protection Framework 
paper were presented. The paper was sent in advance to the members of the VCSC and 
the market actors. The members and market actors can give their written feedback (in Dutch 
or English) on the paper till the 20th of March 2020.  
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Main questions and comments during skype meeting: 

• (VVSG – Shilrey Ovaere) It is important to link energy-efficiency measures to the 
purchasing power of vulnerable consumers (their ability to invest in energy saving 
measures). Behavioural change will depend on the financial capacity (disposable 
income) of the vulnerable household. Reference is made to social tariffs as a measure 
to support energy poor households but not only the price of energy is important also the 
disposable income and the purchasing power (to invest in energy saving measures) is 
important. 

• Reference is made to a “good practice” in the Netherlands (“woonlastenwaarborg”, i.e. 
agreement between Aedes and Housing Union to reduce housing costs in case of 
energy-efficiency improvements – increase in rent is lower than the energy savings 
achieved) and Joint BEUC/IUT policy paper on “Tenants’ access to solar self-
consumption - Policy recommendations on strengthening the social dimension of the 
Energy Union” (2017). 

• With regard to the definition of energy poverty, Jill Coenen (University of Antwerp) refers 
to the preparatory work of the EU energy poverty observatory. The observatory defined 
different indicators that can be used as a starting point for a definition. 
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• Local energy production and entrance to the energy market (of e.g. prosumers) should 
definitely be dealt with in the framework paper (Geert Insleghers – Flemish Platform of 
Tenants) 

• Roel Vermeiren (VEA) stresses that the Clean Energy package wants to abolish social 
tariffs if they have a negative impact on the market and should only be a temporary 
solution (root causes of energy poverty should be tackled instead). Geert Insleghers 
(Flemish Platform of Tenants) stressed that it is important to keep the social tariffs, as 
the energy market is currently not able to deliver affordable energy to lower income 
households. In addition to social tariffs there is also a need to reduce the energy 
consumption of the lower income households. Social tariffs should only be used to tackle 
energy poverty (e.g. people with a handicap should get a higher income instead of social 
tariffs) (Stefan Goemare, Samenlevingsopbouw). 

• Little attention is paid to the source of heating as a root cause of energy poverty (Stefan 
Goemare, Samenlevingsopbouw). In Flanders we have energy poor households that live 
in small apartments with unaffordable electric heating. They live in these kind of 
circumstances as they cannot afford a different kind of house or apartment.  

• There are no comments made by the participants about the citations in the framework 
paper. 

Additional written comments: 
 
Kristine Landuyt (OCMW Antwerp – Public Center for Social Welfare) confirmed that she 
does not have further comments. (mail 19/03/2020) 
 
Joachem Ceulemans (Herwin – Energy cutters) (mail 19/03/2020) 

Pag. 20 In Flanders, similar services are provided by social economy organisations (‘energy 
cutters’) in the context of the system of the free energy scan. 

 

Energy Cutters are lower educated and long-term unemployed people, trained to implement 
energy saving interventions during home visits at target group households. They are active 
in the social economy.  

Pages 47 - 50: general remarks 

In discussions about stigmatization, it has often been suggested to shift the focus from the 
residents to the houses. In particular, for support measures related to energy renovation in 
private rental homes, it means a gigantic detour to make the conditions for any unburdening, 
support, premiums, etc. for the tenants dependent on specific target group. This is difficult 
in both directions, as the Energy cutters constantly experience: 
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o The tenant often does not want the owner / landlord to be contacted for an explanation 
about or an offer for premiums. They fear that this will not be well received. The 
relationship between the vulnerable tenant and the landlord is often blurred. 

o If the owner shows interest him/herself, it is often difficult to find out whether the tenant 
belongs to a specific target group category. The owner is not inclined to inquire about 
the income of his/her tenant, for example, or to ask whether he/she is a customer of the 
Public Center for Social Welfare (OCMW in Dutch). 

Therefore, a greater impact could be achieved if specific target group conditions are 
formulated in such a way that the houseowner knows immediately whether the tenant is 
eligible. E.g. the condition of the maximum rent for the rental and insulation premium. 

Synergies across the various policy areas are still little explored or exploited. Given the many 
poor quality homes on the private rental market and the large shortage of social housing, it 
could be interesting, for example, to oblige a houseowner, who shows no interest to comply 
with the minimum standards (e.g. roof insulation standard), to renovate and offer the 
renovated apartment/house on the social rental market. 

Pages 51 - 52: general remarks 

It is important to emphasize the impact of energy prices on energy poverty. This is regularly 
done in the framework paper, e.g. by recognizing the price dynamic as one of the neglected 
root causes of energy poverty. However, in the policy recommendations it is only briefly 
discussed. While it is recommended that energy suppliers should be checked more strictly 
and certain practices, such as door-to-door sales, should be restricted (we would like to ban 
these practices immediately), I miss a recommendation on energy prices, given the earlier 
focus on price dynamics in the document. 

Follow-up	of	the	meeting		
We informed the participants that the final conference on the 2nd of April in Brussels has 
been postponed due to the Coronavirus. We agreed that written comments on the 
Vulnerable Consumers Protection framework paper could be made till the 20th of March. Our 
speaker, Stefan Goemare, keeps his agenda open and is still interested to participate in our 
conference. 



50 
 

 

Conclusions	

[conclusions based on written comments are in italics] 

It is important to link energy-efficiency measures to quality of living, and as such, make a 
distinction between private ownership, rental and social rental. 

It is important to link energy-efficiency measures to the purchasing power of vulnerable 
consumers (their ability to invest in energy saving measures). Behavioural change will 
depend on the financial capacity (disposable income) of the vulnerable household.  

The source of heating is also an important root cause of energy poverty. In Flanders we 
have energy poor households that live in small apartments with unaffordable electric 
heating. They live in these circumstances as they cannot afford a different kind of house or 
apartment.  

Local energy production and entrance to the energy market (of e.g. prosumers) should 
definitely be dealt with in the framework paper. 
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Energy Cutters are lower educated and long-term unemployed people, trained to implement 
energy saving interventions during home visits at target group households. They are active 
in the social economy.  

Greater impact could be achieved if specific target group conditions for any unburdening, 
support, premiums, etc. are formulated in such a way that the houseowner immediately 
knows whether the tenant is eligible. E.g. the condition of the maximum rent for the rental 
and insulation premium. 

Given the many poor quality homes on the private rental market and the large shortage of 
social housing, it could be interesting, for example, to oblige a houseowner, who shows no 
interest to comply with the minimum standards (e.g. roof insulation standard), to renovate 
and offer the renovated apartment/house on the social rental market. 

It is important to emphasize the impact of energy prices on energy poverty. This is regularly 
done in the framework paper, e.g. by recognizing the price dynamic as one of the neglected 
root causes of energy poverty. However, in the policy recommendations it is only briefly 
discussed. 

There were no comments made by the members nor market actors about the citations in 
the framework paper. 
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2.2 Third round of Stakeholders meetings in Belgium   
 

Overview	 of	 the	 activities	 carried	 out	 in	 Belgium	 to	 promote	 actors’	
dialogue	

Practical	details	of	the	meeting	
Location: Brussels 
Date: 23th of January 2020 
Time: 9.30 – 15.30h 

Attendees: 21 

 

 

Our	approach	of	the	3rd	market	actor	dialogue	
In Flanders we have an existing, well-established platform that brings together all relevant 
market actors in the domain of energy poverty, namely the Working Group on Energy and 
Poverty. This working group meets 3 to 4 times a year. The aim of this working group is to 
build national engagement on the topic of fuel poverty and to set the basis for future political 
follow-up activities. 

As the aim of this working group is in line with the aim of the market actor dialogue as 
stipulated in the project agreement of ASSIST, we decided to co-organize the dialogue in 
the frame of the ASSIST-project in close collaboration with the chairman of the Working 
Group on Energy and Poverty. The agenda of the market actor dialogue was set with a focus 
on topics that are currently relevant in the Belgian context of energy poverty. We also 
reserved a significant time slot to present and discuss the final results of the ASSIST project.  

As the vulnerable consumer protection framework paper was not finalized at the end of 
January, we could only share and discuss the draft conclusions with the market actors. We 
decided to present and discuss the final content of the paper with the market actors during 
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a follow-up meeting in March. However, due to the precaution measures taken in the context 
of the Coronavirus we were not able to organise a physical follow-up meeting with the market 
actors, nor a physical 3rd national VCSC meeting. As we already had organised a 3rd MAD 
and only had to discuss the final version of the framework paper, we decided to invite the 
market actors to the national VCSC to the 3rd national VCSC (skype) meeting on the 16th 
of March. By increasing the number of invitees we wanted to guarantee a sufficient 
attendance in the skype meeting and have a meaningful discussion. We also allowed for 
written feedback on the vulnerable consumers protection framework paper by the 20th of 
March. We refer to the report of the 3rd national VCSC meeting for an overview of the 
collected feedback on the vulnerable consumer protection framework paper.  

Presentation	of	the	meeting		
The purpose of the meeting was to promote dialogue between different market actors on 
the topic of fuel poverty on the one hand and to share relevant information in the field of 
energy and poverty, such as the final results of the ASSIST-project, on the other hand. The 
meeting was co-organised with the chairman of the Working group on Energy and Poverty.  

Following organisations/people were invited to the meeting: representatives of the energy 
sector (DSO, Ecopower), Flemish Regulator of Electricity and Gas Market (VREG), Flemish 
Energy Agency (VEA), government (different policy levels – municipalities/VVSG, provinces, 
national), tenants platform, social sector (Social Housing companies, Public Centres for 
Social Welfare, Centre for Equal Opportunities and Opposition to Racism, 
Samenlevingsopbouw – social workers) and research (VITO, Thomas More, University of 
Antwerp). 

During the meeting different presentations were given related to the topic of energy and 
poverty: 

§ Good practice: supporting vulnerable customers to enter the commercial energy 
market (Bob D’Haeseleer, City of Eeklo) 

§ Policy vision on energy & poverty (Samir Louenchi, representative of the cabinet of 
Minister Zuhal Demir, Flemish Minister of Justice and Enforcement, Environment, 
Energy and Tourism) 

§ Biennial Report 2018-2019 on "Sustainability and poverty" (with focus on energy) 
(Henk Van Hootegem, Combat Poverty, Insecurity and Social Exclusion Service) 

§ Final results of the ASSIST project (Annick Baert, Fluvius & VITO/Energyville) 

After each presentation, there was time for questions and discussion. 

Promote dialogue between different market actors on the topic of fuel poverty 
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Good practice: supporting vulnerable customers to enter the commercial energy market  

The City of Eeklo has 22 on shore wind turbines that produce sufficient energy to meet all 
consumption on the territory of the city. The city wants to establish a support mechanism by 
the end of 2020 to allow vulnerable consumers to participate. The city aims at a participation 
of government and citizens of at least 50%. The city of Eeklo intends to finance the 
participation for the vulnerable consumers. As such, the vulnerable target group also 
becomes a cooperative and can benefit from the affordable price and the supply of 
renewable energy. The savings on the energy bill can be used by the vulnerable target group 
to buy the share of the city within a period of 6 years. The City wants to set up a pilot or 
demonstration project. Opportunities to cooperate/support the initiative were discussed with 
the different market actors.  

Policy	vision:	Energy	&	Poverty	

The cabinet of the Minister of Justice and Enforcement, Environment, Energy and Tourism 
presented their vision on energy & poverty. Further efforts will be made on all sorts of energy 
related premiums specifically focusing on vulnerable target groups. The existing energy 
poverty program will be continued and further optimized. With regard to achieving a 
maximum EPC score (especially important for rental properties), further steps will be taken 
to the achievement of the long-term renovation target for 2050.With regard to the budget 
meter, it was decided to replace the traditional budget meter more rapidly (by the end of 
2021) with digital budget meters. The existing work of the Energy-cutters and interest-free 
energy loans will be continued. A fund of 15,5 million euros (“noodkoopfonds”) is made 
available that can be used to finance the renovation of around 620 homes. At the local level, 
the focus is on information provision by means of the Housing & Energy info desks (“woon- 
en energieloketten”). Finally, the option of a home renovation premium with a standard 
premium and an extra premium for certain target groups (such as vulnerable consumers) 
will be evaluated. 

The participants pointed out that many social housing units have poor living conditions. 
Moreover, tenants cannot choose to do the investments themselves and also, they do not 
have the financial resources to invest even if they could. They also stress that certain energy 
related premiums may have a counterproductive effect and that possible side-effects of 
policy measures should be assessed. As such, the participants were in favor of continuing 
the “poverty test” and asked to consult stakeholders in time about the policy measures to 
which the test should be applied. 

Biennial Report 2018-2019 on "Sustainability and poverty" 

A general conclusion of the report is unfortunately that "poverty is often sustainable". People 
in poverty are often concerned with sustainability. The impact of environmental problems 
and climate change is often greater for people in poverty and their health. However, they 
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contribute less these problems, have less freedom of choice and usually benefit less from 
policy measures (Matthew effect). 

Tackling poverty is tackling different inequalities. In addition to existing inequalities e.g. 
health inequality, also new types of inequality emerge e.g. access to nature and green 
spaces. In terms of energy, people also identify inequalities, e.g.: budget meters without 
minimum delivery, people and families that live on the street without energy, poor housing 
quality and energy performance, ... 

Recommendations: 

1. Government has an important responsibility concerning sustainability and should use 
the SDGs as a policy instrument. 

2. Focus on effectiveness of rights. 
3. Long-term management: better cooperation between governments and more 

involvement of stakeholders, including people in poverty. 
4. Support actors and initiatives for change. 
5. Other financing of sustainability policy, with a plea for a more redistributive tax system. 
6. Invest more in dialogue. 

General conclusion of the report is that number of households in poverty did not decrease 
in the past 10 years and that there is a sense of urgency. The fight against poverty must be 
at the center of climate policy. A redistributing poverty policy contributes to more 
sustainability. Inter-federal cooperation should be organized again and it is important that 
the further reporting on SDGs adequately reflects the link to people in poverty. 

Final	results	of	the	ASSIST	project	

Presentation and discussion of the final results of the ASSIST project. Cf. presentation in 
Annex. 

We shared the results of the HEA network, ASSIST-action, soft engagement strategies and 
synergies. We focused on the added value of the project for the different actors that were 
present at the meeting. We discussed with the actors how these results could be anchored 
in the current policies and practices to tackle on energy and poverty in Belgium. We 
promoted the final conference of the ASSIST project on the 2nd of April in Brussels. 

Information shared on the HEA-network and the activities of the HEAs (HEA-survey, 
feedback received during Lunch & Learns, bilateral meetings with HEA-coordinator) 

- For the active HEAs the main driver was to help vulnerable consumers.  

- The HEAs that followed the training were very satisfied with the content of the "energy-
efficiency and energy savings" and "social aspects" modules.  



56 
 

- Each HEA received some materials and tools to support them in giving advice, including a 
“woonmeter” for each household visited, a consumption meter for each HEA to measure the 
consumption of electrical appliances, a brochure with a visual summary of relevant energy-
saving tips, a list of all possible energy-efficiency measures, etc. The HEA's indicated that 
they were most satisfied with the “woonmeter”. This was a very useful tool that allowed the 
HEA to have an impact in 2 major areas: on the one hand heating (which represents the 
largest share in the energy costs of households) and on the other hand humidity. Humidity 
problems can result in mould (bad for your health) and higher energy costs as you have to 
heat more. The HEAs indicated that the vulnerable consumers were also very satisfied with 
the “woonmeter” as it was really a helpful tool for them. 

- Most HEAs felt that they could really help vulnerable consumers to save energy. Some of 
the HEAs indicated that they couldn't always make a big difference in terms of savings, but 
they could make a difference in terms of comfort. The HEAs also indicated that they were 
well-received everywhere, and that the households that they visited were very grateful.  

Information shared on the lessons learnt from ASSIST-actions, soft engagement 
strategies and synergies 

- Although the existing network of Energy cutters is already successful, the ASSIST-project 
offered an opportunity to assess some specific issues that can reinforce the existing network 
and increase impact (in terms of energy saved and number of vulnerable consumers 
engaged). 

- Working with volunteers is not the ideal formula. Volunteers are engaged people but 
scheduling visits and all the administrative work takes a lot of time and is too much to ask 
from volunteers. The workload is reduced if they can combine the HEA-tasks with their 
current job, e.g. OCMWs, Charity Organisations.  

- While the Energy cutters often visit the households only once, the HEAs monitor the 
households visited over a long period of time. We learnt that it helps to visit the households 
several times, but that the largest impact is still achieved during the 1st and 2nd visit. 

- By working with volunteers we managed to reach vulnerable consumers that are only 
available during the evenings or weekends (Energy cutters only work during office hours). 
As we have a deaf HEA, we were also able to reach the deaf and hard of hearing group. 
This is a very isolated group in society for which it is often difficult to find a job and has 
financial problems as a result. We learnt that you can only reach this target group when you 
have someone who can speak the deaf language and has contact with this target group. We 
learnt that if you want to engage with specific target groups you have to align the HEA-profile 
with those skills that are indispensable for engaging and communicating with this target 
group.  

- The majority of the vulnerable consumers were contacted starting from the addresses that 
were provided by the HEA-coordinator. It was difficult to find “relevant” addresses, i.e. 
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addresses of vulnerable consumers that are not visited by the energy cutters yet and were 
the ASSIST-action can be of added value to the existing network of the Energy cutters.  

- We tested the “woonmeter” as a tool that can support the HEAs in giving dedicated advise 
to vulnerable consumers. Both the vulnerable consumers and the HEAs were very 
enthusiastic about this tool. The “woonmeter “proved to be a very useful instrument for 
engaging vulnerable consumers for the home visits. Also, the HEAs indicated that the 
“woonmeter” is a very useful tool to give advice as it is very straightforward (esp. in case of 
“language” barriers).  

- By involving the existing network of Energy cutters we were able to test the HEA-training 
material extensively. We learned that modules on relational skills and protection were 
currently missing in the training program of the Energy cutters and were considered very 
valuable. As a result, the training material of the Energy cutters was extended with two 
modules on relational skills and protection. 

- In frame of the ASSIST-project we have also implemented some new (soft) activities to 
engage with vulnerable consumers in addition to home visits and dedicated energy advice, 
such as information sessions on energy-efficient behaviour for the meter readers and a large 
marketing campaign with energy savings tips, specifically targeting vulnerable consumers. 

- Multiple social organizations are already working in the field of energy poverty such as 
Kamp C, Samenlevingsopbouw, Public Centres for Social Welfare. In the frame of the 
ASSIST-project we took some specific actions for maximizing the synergies and exchange 
lessons learnt. We invited social organizations to our national VCSC and/or Market Actor 
Dialogues. We had bilateral meetings to explain the ASSIST-project and the added value of 
the project for their work on energy poverty. We involved them in setting up the HEA-network 
and implementing the ASSIST-action and soft engagement strategies, e.g. Energiefit 
workshops co-organized with the Public Centers for Social Welfare. 

Information shared on the draft conclusions of the framework paper 

- definition of energy poverty at European level or at least clear guidelines for national 
definition 

- more research and knowledge building with regard to causes energy poverty so that 
effectiveness increases policy measures 

- improve information provision and involvement of existing networks ("feedback" from 
vulnerable consumers to policy makers) 

- increase the active participation of vulnerable consumers in the energy market through 
a more democratic decision-making process 

- new mix of policy measures (multi-pillar, multi-layer, multi-level) 

Feedback from the market actors 

The market actors consider the ASSIST-project as a very interesting project and confirmed 
the added value of the project. The lessons learnt are of great value for the existing network 
of Energy cutters and future collaborations between the social and energy sector. The fact 
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that the 7% savings target also takes into account the increase in comfort was considered 
as a big plus. The different soft engagement strategies that were set up in frame of the 
ASSIST-project were received with great enthusiasm. The Public Welfare Centers are eager 
to co-organize Energiefit workshops in the near future.  

The market actors discussed the different tools available for comparing different energy 
suppliers. Currently, the Energy cutters as well as the HEAs use the V-test of the Flemish 
Regulator for Electricity and Gas. However, this tool is often considered complicated, it does 
not take into account the commercial offers of the suppliers and the consumer still has find 
out how to change supplier. It would help if there would be a link that directs the consumer 
to a webpage where the switch of supplier is immediately (automatically) taken care of. 
There are commercial websites, e.g. mijnenergie.be, that take into account the current offers 
of the suppliers in the comparative analyses. They make it also very easy for you to change 
supplier by just clicking on the preferred offer and they take all the steps to arrange the 
switch for you. It was agreed that the best approach is to use different tools and compare 
the results and chose for the supplier that has a good score in all the tools. 

There were no comments on the draft framework paper. The final version of the framework 
paper will be sent by mail. It was agreed that the market actors will comment in writing. 

Presentation of final “Vulnerable consumers protection framework paper” (skype 
meeting 16/03/2020) 

We refer to the report of the 3rd national VCSC meeting for an overview of the 
feedback collected on the final “Vulnerable consumers protection framework paper” 
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3 Meetings organised in Finland 

 First Meeting of the National Vulnerable 
Consumers Steering Committee in Finland  

 
Presentation	and	context	of	the	meeting	
Practical	details	
Location: Kokoustila Horisontti,Kalasataman Kummeli, Sörnäisten Rantatie 29, Helsinki 
Date: 1/2/2018 
Time: 8.30-12.30 

Attendees: 
• Timo Ritonummi, Head of Energy Efficiency Unit, The Ministry of Employment and 

Economy Juha-Pekka Maijala, Senior Engineer, The Ministry of Environment Irmeli 
Mikkonen, Senior Advisor, Motiva 

• Marianne Jauhola, Head of Development, The Housing Finance and Development 
Center Riina Heinimäki, Executive Senior Advisor, Energy Finland 

• Eero Otronen, Senior Specialist, The Oil and Bio Oil Association Petri Pylsy, Leading 
Specialist, The Finnish Real Estate Federation Tiina Saarela, EAPN_FIN 

• Kaija Savolainen, Executive director, Home Owners Association Jukka Laakso, The 
Association for the Welfare of the Elderly Paula Pessi, Consumer Economist, The 
Consumer Association 

There was some late cancelation due e.g sickness and the snowstorm that hit the day.  

Apologies: Ritva Liukonen, Senior Specialist, Ministry of Social affairs and Health, Pia 
Outinen, Senior Engineer, Energy Authority Anne Viita, Executive director, Renters 
Association Jussi Ahokas, Leading Economist, Soste 
	
Presentation	of	the	meeting	

The first steering committee meeting was organised together with the first stakeholder 
meeting. As the introduction of the topic and the project were relavant for also the members 
participating in the afternoons stakeholder meeting part, some members that are not 
participating in the work of the steering committee where present also at the first meeting. 

Meeting objectives: to introduce the project and energy poverty, but also to share findings 
from Work Package 2: the stakeholder interviews and most of all the National Survey. The 
idea was to discuss the possible existence of energy poverty in Finland and the get the 
different sectors to share their views. 

The second session of the day aimed at discussing the current policy measures and possible 
gaps and what kind of actions could be taken in Assist project. 
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Representation of stakeholders from the energy sector and from the social sector.  

• The meeting had good participation from both energy and social sectors. Several key 
government organisations were represented: The Ministry of Employment and 
Economy, The Ministry of Environment, The Housing Finance and Development 
Center and the national Energy Agency, Motiva. 

• The meeting also had representation of the energy industry: several utility 
associations, Energy Finland and The Oil and Bio Oil Association. 

• Several NGO’s were present: EAPN_FIN, Home Owners Association, The 
Association for the Welfare of the Elderly, The Consumer Association 

Reactions	to	the	project	

The project was generally received well. The issue of energy poverty is quite new in Finland. 
The most attention captured the research activities of the project. There is still very few 
studies, statistical data and political measures to address energy poverty. The Committee 
members stressed the importance of country specific characteristics to be considered in the 
project: Finland has an advanced social security system, extremely cold climate and due to 
it, long tradition in building regulation and well insulated. Some scepticism was expressed 
to the need for such a project in Finland. 

Due to advanced social security system, energy poverty (as well as poverty in general) is 
relative and the committee members highlighted the importance of researching the possible 
forms of vulnerability and energy poverty in Finland considering these local country 
characteristics. 

The long term aim to continue the activities in the project e.g to establish a network that 
would partially consist of existing advisors so that the network would continue beyond 2020 
was received well. 

Policy	issues	discussed/Setting	the	policy	scene	

• Is there a definition of energy poverty in your country? Of vulnerable consumers or 
people experiencing energy poverty? 

Currently there is no official definition of energy poverty or vulnerable consumers in energy 
markets, in Finland. 

• Are there differences in the understanding of the phenomenon between the social 
and the energy actors? What are the main points on which the social and technical 
actors agree and/or disagree? / What brings them together and what divides them? 

All actors agree on the existence of poverty in Finland and possible difficulties to manage 
with energy costs in relation to that, but energy poverty is not acknowledged/defined as a 
phenomenon on its own. 

Energy sector actors highlight the fact that electricity is relatively low cost in Finland. Social 
actors in turn highlighted that the feedback and experiences they are getting from 
consumers, is that rising housing costs, electricity especially electricity distribution being 



61 
 

among them, is a problem for people. The portion of people is small, but it still needs to be 
taken into consideration when making political decisions that not all have the means and 
ability to invest. 

• What are the main issues dominating the energy poverty policy agenda? What are 
the main concerns? What are the positive aspects? 

Energy poverty is acknowledged/defined as a phenomenon on its own, so there is not 
political agenda regarding energy poverty. The main concern from government organisation 
actors was that, as there already is a very advanced social security system, there is a risk 
of overlapping policies, in the case that energy policy and social policy are not kept separate. 

Generally, stakeholders seem to agree up on that the current social policy measures enable 
people in need to receive help if they were to seek help. Disagreeing views came of 
adequacy of these measures e.g the level of basic welfare to cover necessary costs and 
whether or not the social security measures reach everyone in need. 

• Are there measures in place for supporting vulnerable consumers? 

There are no targeted measures for energy poverty but the stakeholders highlighted the fact 
that Finland has one of the most extensive welfare systems, designed to guarantee 
adequate living conditions. The social security system is very complex and comprehensive. 
It includes e.g social security benefits, such as the national pension, child benefit, basic 
unemployment security, sickness and disability benefits, child allowance, income support 
and guaranteed minimum pension. 

In the afternoon session of the stakeholder meeting the stakeholder were split to smaller 
grops and asked to think about the gaps in current policies, and what other measures could 
be taken here in Finland in regards to also Assist project to support vulnerable consumers 
with their energy costs, in addition stakeholders were to identify drivers and possible 
challenges in implementing these measures/actions. After the think tank session each group 
presented their suggestions, and these were discussed with everyone. 

Stakeholders suggested different kinds of measures to help improve the current situation. 
Some were very high level like insuring that energy price in Finland is kept fairly low or 
increasing the level of basic welfare. Some measures were more in line with the targets and 
actions of Assist project: need to better define target groups for advisory services, in order 
to reach groups that are now left out of the existing energy advisory services: such as lonely 
individuals with no support networks, that are unlikely to seek social assistance or advise on 
their own. This was seen a challenge as they are a group that probably not even social 
services are in contact with. 

Follow	up	of	the	meeting	

Were there any follow up actions discussed during the meeting? Who is responsible for their 
implementation? Any follow meetings, events, invitations to be sent? 

It was agreed, that as all the Steering Committee members would like to know more about 
the WP2 survey results and also the work package 5 short questionnaire that we will share 
results later in the spring. Some members have agreed to one on one meetings to further 
discuss the upcoming trainings. 
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The second discussion/Think tank session did not bring very precise actions to be 
implemented as part of Assist project, but as there is only limited number of relevant 
stakeholders in terms of the actions, this discussion served as a good starter before the next 
Think Tank event. The next Think Tank event is aimed to be organized at end of March, 
precice time to be agreed later. 

Conclusions	

The project was received well, even though the issue of energy poverty is quite new in 
Finland. The most attention captured the research activities of the project. Some scepticism 
was expressed to the need for such a project in Finland as Finland has 1) one of the most 
extensive welfare systems, designed to guarantee adequate living conditions, 2) extremely 
cold climate and due to it, 3) long tradition in building regulation and well insulated buildings. 

All actors agree on the existence of poverty in Finland and possible difficulties to manage 
with energy costs in relation to that, but energy poverty is not acknowledged/defined as a 
phenomenon on its own. Most stakeholders stressed to importance of defining what energy 
poverty is in Finnish context. 

Other	comments/observations	

The turnout of key stakeholders was excellent considering the seniority of attendees and 
the fact that energy poverty is quite new in Finland and not considered an issue separate of 
poverty. 

 

 First Stakeholders meeting in Finland 

 
Overview	 of	 the	 activities	 carried	 out	 in	 Finland	 to	 promote	 actors’	
dialogue:	

Market actors’ dialogue 
events and role  Venue Date Participants engaged 

Project 
partner(s) 
involved 

Assist Finland 
Stakeholder Workshop 1, 
organisation 

Helsinki, 
Kummeli, 
Horisontti 

01/02/18 

Consumer 
associations, Social 
sector, Energy 
authority, Industrial 
groups, Energy 
agencies 

VaasaETT 
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“Ministry of Environment – 
Korjausneuvonnan 10. 
vuosipäivä”; Stakeholder 
seminar, participation 

Ministry of 
Environment, 
Pankkisali 

27/11/18 

Social and energy 
sector, elderly 
assistance equipment 
providing companies, 
training associations, 
state organizations, 
regulators 

VaasaETT 

“Talous tuuliajolla? -fair”; 
Stakeholder seminar, 
participation 

Finnish 
National 
Museum 

28/11/18 

Finland - Consumer 
associations 
Vulnerable consumers 
Social sector 
Training companies 

VaasaETT 

Assist	Finland	Stakeholder	Workshop	1	
Information	about	the	meeting: 

Location: Helsinki, Kummeli, Horisontti 

Date: 01/02/18 

Time: 8.30 – 12.30 (+2 GMT) 

Type of participants: Consumer associations, Social sector, Energy authority, Industrial 
groups, Energy agencies  

 
Role of the project partners:  

No project partners were involved in this event. 

Presentation	of	the	Stakeholder	Workshop		
Meeting	objectives:		
Introduce ASSIST program. Analyze the consumer survey results with the stakeholders. 
Present energy poverty alleviation cases from Europe. Identify action items to be 
implemented by the stakeholders.  

Agenda of the Meeting:  

 
11.15    Networking session 

 
11.30   Advisort of vulnerable groups in Finland  

Jukka Laakso, Head of repair advisory, Vanhustyön keskusliitto 
Conversation: Alleviating energy poverty in my work 

12.30     End of Event 
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Issues	discussed	at	the	meeting:	
• Consumer survey result analysis 
• Examples of how energy poverty is being alleviated elsewhere 
• How can stakeholders improve the situation in Finland 

Outcomes	of	the	meeting:	
Issue of energy poverty was recognized by the stakeholders. Need for clearer definition of 
energy poverty in Finland was recognized. The missing stakeholders were identified. 
Stakeholders agreed to continue 1-on-1 dialogue about the actions to be taken to alleviate 
energy poverty. Part of the stakeholders identified the needs for HEA trainings within their 
organizations. 

 

10th	Annual	assembly	of	renovation	guidance	
 

Information	about	the	meeting:	
Location: Ministry of Environment, Pankkisali 
Date: 27.11.2018 
Time: 09.00 – 16.00 

Type of participants Social and energy sector, elderly assistance equipment providing 
companies, training associations, state organizations, regulators. Full list of participants was 
not available, estimated 50 participants in total. 
Role of the project partners: No project partners were involved in this event. 

Presentation	of	the	meeting		
Meeting	objectives:  

Objective of the meeting was to bring together the actors in Finland providing repair publicly 
funded guidance and counselling services. The event was a networking and research 
dissemination event, where latest results from the sector actors were presented.  

Agenda of the Meeting:  
 

KORJAUSNEUVONNAN VUOSIPÄIVÄ 2018 
27.11.2018 

9.00 … 9.45 Sign Up - Networking 
9.45 – Opening remarks  
10.00 – 11.30 SESSION 1 “New environment of repair advisory” 

 
15min 

Repair construction barometer  
Jukka Kero, The Finnish Real Estate Federation 

20min Repair construction and accessibility – What comes with the new regulation? 
Niina Kilpelä, Ministry of Environment 

15min Home safety, frauds and promotion of interests 
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Jukka Laakso, The Finnish Association for the Welfare of Older People 
15min Charging of electric cars 

Tapio Kallioinen, The Housing Finance and Development Centre of Finland (ARA) 
15 min Repairs and maintenance of historical buildings 

Pekka Lehtinen, Finnish National Board of Antiquities 
10min   Discussion 

11.30 -12.30  Lunch meetings 
  
12.30 – 13.45 SESSION 2 ” What does the future bring?” 

 
20min 

New generation 3D-models of Helsinki 
Jarmo Suomisto, Helsinki City 

15min Information model support in infrastructure maintenance, KIRA-digi pilot 
Maija Makkonen/ Skanska 

15min Low carbon repairing 
Harri Hakaste, Ministry of Environment  

15min Korjaustieto.fi/ portal content and usage 
Kimmo Huovinen, The Housing Finance and Development Centre of Finland (ARA) 

10min Discussion 
13.45 – 14.20  Coffee meetings  
  
14.20 – 15.45 SESSION 3 ” Happening in the advisory field” 

 
15min 

 

Waste water management advisory around Vantaanjoki 
Paula Luodeslampi, Vantaanjoen ja Helsingin seudun vesiensuojeluyhdistys ry  

15min Situation check and communications around benefits 
Mirja Suopanki, The Housing Finance and Development Centre of Finland (ARA) 

15min Consumer energy advisory 
Irmeli Mikkonen, Motiva  

15min Development of advisory services, experiences from local meetings 
Jukka Laakso, The Finnish Association for the Welfare of Older People 

10min Discussion  
15.45 – 16.00 Summarizing the meeting content, end of event  

 

Issues	discussed	at	the	meeting:	

• How to increase the reliability and outreach of repair guidance services 

• How to improve the efficiency of repair information dissemination 

• How to increase collaboration between the stakeholders 

Outcomes	 of	 the	meeting: Stakeholders promised to help each other disseminate their 
materials and promote the provided services. New stakeholder contacts promised to start 
negotiations about organizing HEA training events for their staff members. 
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Talous	tuuliajolla?	/	Economy	drifting?		-seminar	
Information	about	the	meeting:	
Location: Finnish National Museum  
Date: 27.11.2018 
Time: 12.30 – 16.30 

Type of participants: Around 100 participants from 40 different organizations providing 
financial alleviation services for youth. Mostly guidance associations, companies and 
researchers. Full list of participants not available.  
Role of the project partners: No project partners were involved in this event. 

Presentation	of	the	meeting		
Meeting	 objectives 
Share research information about youth financial management challenges, social impacts 
of youth poverty, causes of youth poverty, significance of energy consumption in youth 
poverty  

Agenda of the Meeting:  

12.30 Opening the seminar  

12.35 Financial management capabilities of youth  

  Mette Ranta, tutkijatohtori, Helsinki University 

13.15 Gamification of financial education in schools  

  Panu Kalmi, professori, Vaasa University 

13.55 Coffee break  

14.30 Scientific explanations for stumbles with money consumption  

  Markus Kanerva, specialist, Cabinet Office  

15.10 Joy on consumption or saving? Observations about young adults consuption habits  

Maria Kankkunen, YAMK-student, Laurea  

15.30 Sustainable consumption  

Senja Laakso, researcher, Helsinki University  

16.15 End of seminar 
	
Issues	discussed	at	the	meeting:	

• Attitudes and societal factor contributing to youth consumption habits 

• Effective methods of information transfer 
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• Normalising sustainable consumption habits 

Outcomes	of	the	meeting:	

Youth poverty related research groups were found to identify the issues of energy poverty 
within young consumer groups. VaasaETT agreed to discuss about training collaboration 
with 11 new stakeholder organizations.  

 

 Second Meeting of the National Vulnerable 
Consumers Steering Committee in Finland   

Practical	details	of	the	meeting	
Location: Kalasataman Kummeli, Sörnäisten rantatie 29, Horisontti-Sali, Helsinki 
Date: Tuesday 16th April 2019 
Time: 12:00 – 16:00 

Attendees: 
• Päivi Laitila, Motiva 
• Irmeli Mikkonen, Motiva 
• Jukka Laakso, VTKL 
• Johanna Kirkinen, Energiavirasto 
• Olli-Pekka Laine, Omakotiliitto 
• Juha-Pekka Maijala, Ympäristöministeriö 
• Ritva Liukonen, Sosiaali- ja terveysministeriö 
• Tiina Saarela, EAPN Finland 
• Olli Soppela, ASSIST program  

Apologies:  
• Riina Heinimäki, Energiateollisuus 
• Pekka Salomaa, Energiateollisuus 
• Timo Ritonummi, Työ- ja elinkeinoministeriö  

 

Presentation	of	the	meeting		

Objectives of the meeting were collecting feedback about the two drafted energy poverty 
policy papers. The Vulnerable Consumers Protection Framework Paper and The Finnish 
National Energy and Climate Plan (NECP). Both papers are finalized in 2020 and are 
currently receiving feedback and comments from industry professionals in workshops.  

In the meeting current situation and action plan of ASSIST for the coming year were also 
updated for the Steering Committee members, getting guidance and feedback on how to 
make the best progress. 
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Representation of stakeholders  

2/8 of the meeting participants were from government owned energy advisory company 
Motiva. Motiva coordinates energy advisory services in Finland and coordinates 
multidisciplinary collaboration to enhance energy efficiency and the use of renewable energy 
sources in Finland. 

1/8 of the meeting participants was from Energiavirasto which is a public authority 
overseeing fair energy market practices in Finland. Energiavirasto also funds development 
projects, such as extensions of energy advisory services.  

1/8 of the meeting participants was from publicly funded Association for the Welfare of 
Elderly People, which provides renovation guidance and counselling for elderly and disabled 
people.  

1/8 of the meeting participants was from the Association of Finnish Home owners, which 
represents the benefits of private Finnish home owners and provides legal, renovation and 
construction advisory services for its members. 

1/8 of the meeting participants was from the Ministry of Environment, which oversees the 
environmental goals of Finnish society and economy. MoE is closely monitoring and 
influencing f.ex. the energy efficiency development of the housing stock. 

1/8 of the meeting participants was from the Ministry of Social and Healthcare, which 
oversees the development and execution of healthcare and social welfare practices. 

1/8 of the meeting participants was from the European Anti-Poverty Network, which 
researches and advocates means to reduce poverty in Europe.  

 

Updates	from	the	ASSIST	project	

The Steering Committee members were walked through the intermediate results of ASSIST 
project. The reached milestones and ready deliverables were presented. Also, the delays in 
certain deliverables were discussed with a solution-oriented approach. The general concern 
was around feasible methods of building an active, sustainable and voluntary-based HEA 
network. The steering committee was satisfied with the facilitated dialogue between different 
sectors and compilation of European and national-level energy poverty related information.  

Feedback	on	the	framework	policy	paper	

The Framework Policy Paper received a lot of feedback during the meeting. In general, the 
description of challenges and the wording of some statements were considered to be 
exaggerated compared to the measured impacts. Finnish society was in general considered 
to be a functioning system, that would not require significant or radical changes to tackle the 
rest of energy poverty. The expansions in publicly funded energy advisory services was 
thought to be the right solution forward, since customer knowledge and trust is built over the 
years. The issue of energy poverty was questioned and considered as the wrong angle to 
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approach development issues in Finland. Handful of more general renovation, energy 
efficiency and social welfare policies were considered more efficient and more inclusive, 
than measures designed only to alleviate energy poverty.  

On average 10% of investment support to build low-cost urban housing has launched 
housing projects worth 1B € between 1980-2015. This has costed the government around 
100M € and has simultaneously provided energy-efficient and low-cost housing for 
vulnerable consumers while facilitating private investments in housing projects that alleviate 
energy poverty.  

The current one-stop-shop policy for nearly all public basic social welfare benefits has 
reduced stigmatization and made the information flow between vulnerable consumers and 
social services more fluent and frictionless.  

Policy	issues	discussed	at	the	meeting			

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  

The participants felt that Finland has successfully responded to the challenges related to 
energy poverty. This was backed up by Eurostat data that shows Finland having the lowest 
rate on energy poverty of all EU countries. The latest activities of increasing resources to 
the publicly funded, free-to-use energy advisory services and the various multidisciplinary 
efforts to keep the energy prices low in Finland were considered successful approaches in 
keeping the energy poverty levels low. The Finnish social welfare system received 
endorsement for its inclusiveness. Especially the new development where the social welfare 
benefits are served from a one-stop-shop service points of KELA was endorsed for reducing 
stigmatization and making the information flow easier for the customers. The long tradition 
of high-quality building standards was also considered to be already functioning approach 
for keeping the energy poverty levels low in Finland. Overall the consensus among the 
Vulnerable Consumer Steering Committee of Finland seemed to be satisfied with the current 
policies and public means of alleviating energy poverty in Finland.  

 

2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 

In general the situation in Finland was considered to be rather good in terms of social 
protection against energy poverty. The most credit for the overall situation in the social 
system was given to KELA and municipal social welfare services, that generate most of the 
services applicable for vulnerable consumers. Also the advisory service chain that includes 
public cost-free energy advisory, renovation advisory, purchase advisory, funding advisory 
and maintenance advisory services were considered to be quite extensive and well 
functioning network of assistance. 

The role of municipal social welfare organizations were mentioned as very important actors 
in the system, since they are responsible for funding and organizing half of the basic welfare 
programs and all of the preventive and supplemental welfare support. Municipalities also 
control the regional housing policies, which according to decisions can alleviate or worsen 
energy poverty in the area. The housing policies were recommended to be monitored as a 
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whole, since ensuring affordable housing is financially supported in many stages as 
subsidies for housing construction to welfare benefits for low income inhabitants.  

Room for improvement was seen in the information dissemination to detached house 
owners. This is being currently developed by extending the cost-free energy advisory 
services to new regions with the support of Energiavirasto and coordination of Motiva.  

  

3. How to improve the mechanisms for socially responsible and inclusive policy making 
at national and EU level?  

This question was considered to be quite large and complex issue to discuss briefly during 
the meeting. Steering committee work and other events that bring multiple stakeholders from 
different sectors together was mentioned to be good for cross-sector dialogue, which allows 
the voices in different industries to be heard by others that work on closely related issues. 
Strengthening the private and third sector collaboration with the public sector was 
considered to be a good way for inclusive policy making, since many third sector and 
customer service organizations work closely with the people outside decision making bodies 
and can aggregate opinions and draw relevant conclusion based on the served population’s 
feedback.  

The rapid digitalization of public services will also require the society to ensure good 
communication network services for all citizens, vulnerable consumer segments included. 

 

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 

The governance culture in Finland was considered to be rather transparent and dialogue-
rich already. Since the population of the whole nation is the size of a large European city, 
the hierarchy or silos between different organizations were not seen restrictive or exclusive. 
A couple of improvement suggestions were mentioned during the discussions; 

Extended networking efforts between advisory and field operation staff was considered as 
an important development step to bring the energy renovation theories and practices closer 
to each other. Due to the below-average level of trust towards advisory services within the 
vulnerable consumer population it was considered important to provide harmonic and 
compatible information for households during each step of the energy advisory and 
renovation processes. Increased dialogue between the advisory service providers ensure 
that the suggested actions for different consumer segments are aligned throughout the 
advisory process. Collaborative events and programmes were considered as a good 
solution to bring forward networking and dialogue in practice. Various workshops, seminars 
and discussion panels were considered to be useful approaches for bringing the different 
industry representatives together to discuss about topics that concern professionals across 
multiple sectors. 

The steering committee members also saw added value in multidisciplinary programs that 
gather various sectors together to achieve common goals. Concrete long-term goals and 
timelines were considered important when looking for larger cross-sector collaboration in 
creating solutions.  
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5. How to strengthen the citizens involvement and their capacity to participate effectively 
in the decision-making process concerning vulnerable consumers and energy 
poverty? 

This was considered as a large question to be solves in societies in general across all 
sectors. The energy advisory network can record what kind of issues the customers are 
raising to formulate an understanding about what are the most pressing and topical issues 
among households. ASSIST project is successfully bringing stakeholders from different 
sectors to identify and discuss the sources and effects of energy poverty. The dialogue helps 
the different organizations to take each other’s point of view into consideration when 
formulating action plans and advises for policy makers.  

 

6. Connecting EU and national policy frameworks on energy poverty. Are you aware of 
the National Energy and Climate Plans (NECPs) submitted by our government under 
the Governance directive? What is your view on what is mentioned in the report on 
energy poverty? Is there something missing?  

All the energy related actors and some of the social sector actors were aware that the 
National Energy and Climate Plans were in the drafting phase, but the timetable for the 
process and the utilization of the report were not clear to all participants. The discussion was 
first about the use and purpose of the report and the publishing timeline.  

The Finnish NECP draft was discussed in lengths, going through the report and especially 
the sections that dealt with energy poverty related issues. Most of the feedback had to do 
with clarifying the content by harmonizing the terms used with the content of other energy 
and social sector related reports. Suggestions also included references to the exact laws 
discussed in the report.   

The current version of NECP states in the section “Energy poverty”: 

“In Finland there is not a significant number of households, which would suffer from energy 
poverty. This is why, Finland does not have national objectives related to energy poverty 
that is mentioned in the Article 3.3 (d) of the Governance regulation. In Finland, energy 
poverty is in the current practice discussed as part of general social policy, which secures 
the right of all citizens especially to basic necessities such as energy.” Ministry of 
Employment, in the NECP draft report. 

Participants working on the advisory issues suggested that the recent developments in the 
energy related advisory services could be specified in the last paragraph that describes the 
activities around alleviating energy poverty.  

Some of the steering committee members wished that the energy poverty in Finland would 
be further defined in multidisciplinary collaboration, but it did not become clear who would 
be the best responsible parties to conduct or lead the official definition process.  
 

Background information  
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According to the governance of the energy union and climate action rules, which entered 
into force on 24 December 2018, EU countries are required to:  

develop integrated national energy and climate plans (NECPs) that cover the five 
dimensions of the energy union for the period 2021 to 2030 (and every subsequent ten year 
period) based on a common template  

submit a draft NECP by 31 December 2018 and be ready to submit the final plans by 31 
December 2019 to the European Commission  

report on the progress they make in implementing their NECPs, mostly on a biennial basis. 

National member states have the obligation to include in the report information on energy 
poverty, which if it is found to be of significant level (the definition of significant is very vague 
and left to the interpretation of member states), the member state has to develop an 
objective on taking specific action to reduce energy poverty. So far only Greece included an 
energy poverty objective in their report and we think that they are not the only country where 
the phenomenon is present. You can find all the reports submitted until now here. The new 
rules of the directive underline the importance of effective public participation and regional 
cooperation in the development and implementation of these plans, ensuring that the views 
of citizens and businesses as well as regional and local authorities are heard.  

 

Courtesy of work done by the Right to Energy Coallition on monitoring the NECPs we are 
able to share with you in the Annex below what your countries reported on energy poverty 
in these reports, except for Spain who has not submitted a report yet. The reports are 
currently assesd by the European Commission and member states might be asked to submit 
changes so the reports have not been finalised yet. Therefore there might still be room for 
change and improvement.  

Follow	up	of	the	meeting		

The meeting participants will receive the report from the meeting. Also, the new versions of 
the suggested drafts will be circulated among the steering committee members for further 
feedback and suggestions. Two more remote commenting rounds are conducted to verify 
that the draft report improvement suggestions are aligned with the visions of the participating 
organizations. The steering committee members are also being provided information about 
other ongoing energy poverty programs and networks that they may join to stay updated for 
the latest developments within EU.   

Conclusions		

The Vulnerable Consumer Steering Committee of Finland considered that having an 
inclusive social system that alleviates many social challenges such as forms of poverty, 
social exclusion and health problems simultaneously is more effective approach, than 
generating separate initiatives to tackle each problem individually. Reinforcing the current 
structures of social welfare, advisory services, energy efficient housing initiatives and new 
strategies for financing household renovations were the next steps forward in keeping the 
local energy poverty levels low in the future. Since Finland has one of the lowest levels of 
energy poverty in Europe according to Eurostat statistics, the steering committee did not 
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agree that Finland would need new initiatives to focus especially on the alleviation of energy 
poverty; or the need to include more detailed energy alleviation plans in the NECP report.  

Increased cross-sector networking and dialogue, event and program collaboration and 
further development of provenly well-functioning initiatives were the most important next 
steps in developing services that maximize the well-being increase for all segments in the 
society.   

Other	comments/observations	
 

Energy poverty is an issue that is currently widely discussed among energy and social sector 
stakeholders. There is still no forseeable action to define in detail energy poverty separately 
in the Finnish context. Energy demands and energy security are considered actively in all 
the planning activities due to the high demand and high necessity of energy services in the 
cold climate conditions of Finland. Energy poverty is on low level due to the fact that secure 
energy services are considered as an essential 
minimum service that the public sector and 
energy companies have to secure for the 
Finnish citizens for maintaining legitimacy. High 
service quality obligations and strong social 
security system is seen as a viable approach 
among the ASSIST VCSC members in 
alleviating issues related to energy poverty. 

 

Annexes	

• Annex 1 – ASSIST 2nd VCSC Meeting Invitation and Agenda 
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• Annex 2 - Energy poverty reflected in the NECPs  

 

Finland 

2.4.4 Energy poverty  

i. Where applicable, national objectives with regard to energy poverty including a timeframe 
for when the objectives are to be met  

In Finland there is not a significant number of households, which would suffer from energy 
poverty.  



75 
 

This is why, Finland does not have national objectives related to energy poverty that is 
mentioned in the Article 3.3 (d) of the Governance regulation. In Finland, energy poverty is 
in the current practice discussed as part of general social policy, which secures the right of 
all citizens especially to basic necessities such as energy. 

In relation to point 3.3 (d) of the Governance regulation, Finland has made three studies 
concerning energy poverty in Finland, in 2013, 2015 and 2018.  

The first study, Selvitys energiaköyhyydestä - Kotitalouksien energiakustannukset, 
examines the importance of energy poverty in Finland. The report defines the concept of 
energy poverty and identifies how much and what kind of households can be affected by 
energy poverty. In addition, the report assesses how to respond to the challenges posed by 
energy poverty and how to respond to them most appropriately. According to the study, 
energy poverty affects a small proportion of households in Finland as part of other poverty. 
The risk group for energy poverty mainly focuses on low-income households living in large 
non-energy-efficient dwellings outside urban areas. The report contains suggestions and 
recommendations for action to prevent and resolve the energy poverty problem. 

The study in 2015, Pienituloisen omistusasujan energiaköyhyys, is a follow-up to the Energy 
Poverty Survey in 2013. This study combining energy poverty with questions on improving 
energy efficiency in housing, examines the relationship between changes in housing 
improvements and the way in which the heating system is changed to the risk of energy 
poverty. Energy poverty means difficulty in maintaining or satisfying basic needs due to 
energy costs. The review of the survey is limited to owner-occupied dwellings. According to 
the survey, in Finland, there are 60,000 to 100,000 house- holds living in owner-occupied 
housing under risk groups of suffering from energy poverty (not suffering from energy 
poverty). In Finland, however, energy poverty is still rare, as social security mitigates its 
effects. The risk of energy poverty can be reduced and energy poverty can best be 
prevented by developing new types of financing. Particularly interesting are the financial 
instruments in which investment costs are paid by generating energy cost savings and state-
guaranteed loans.  

The latest study, ASSIST - Support Network for Household Energy Saving, in 2018 has been 
con- ducted by VaasaETT as a part of the ASSIST 2GETHER –project. 

According to the ASSIST-report, at present, there is already a very comprehensive social 
support system in Finland designed to guarantee a minimum income for all. There are no 
subsidies specifically targeted at energy poverty, but as an aid to mitigate energy poverty 
can be considered such subsidies that reduce housing expenditure or are targeted to meet 
basic needs such as energy costs.  These subsidies include, for example, housing 
allowance and livelihood support. In addition to these direct subsidies, household allowance 
to deduct home renovation costs in taxation is also an aid for reducing energy poverty.  

In Finland, the consumer is protected by the obligation imposed on the energy company to 
limit cut off of electricity, especially in the winter. Due to unpaid bills, electricity distribution 
can usually be cut off five weeks after the customer has been reminded. During the winter 
months (October to April), due to the negligence of a customer, electricity distribution will 
not be cut off in a permanent home which heating is dependent on electricity until four 
months have elapsed since the due date of the payment. 
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Information management aimed at improving households' energy efficiency is provided by 
many organization in Finland. Consumers' energy advice is under the responsibility of the 
Ministry of Employment and the Economy and under the auspices of the Energy Agency, a 
sustainable development company Motiva, which promotes and supports the work of 
regional energy advisers. 

3.4.4 Energy poverty  

i. Where applicable, policies and measures to achieve the objectives set out in point 2.4.4 

Finland does not have national indicative objectives to reduce energy poverty as indicated 
already in Chapter 2.4.4. The prevention of energy poverty is part of general social policy. 
Non-energy specific measures to mitigate energy poverty are presented in Chapter 2.4.4. 

 

 Second Stakeholders meeting in Finland 

Practical	details	of	the	meeting	
Location: Kalasataman Kummeli, Sörnäisten rantatie 29 
Date: 19.12.2019 
Time: 09:00 – 12:30 + lunch together 

Presentation	of	the	meeting		
Meeting	objectives		

Objectives to increase interest towards energy poverty topics, collecting views about 
defining Finnish energy poverty, enhancing cross-sector collaboration and promoting 
ongoing ASSIST activities. 

Overview	of	agenda	

Introducing ASSIST programme 

Overview of Finnish Energy Poverty 

Overview of organizations working with VC 

Discussion about the ASSIST Policy Framework Paper 

 

Participants	in	the	meeting	

3/19 participants were representing the publicly funded energy advisory company Motiva, 
which is responsible for coordinating the energy advisory services for both organizations 
and households. 
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8/19 participants were from the Home Owners Association regional chapters, which 
research and look after the interest of detached house owners around Finland. Home 
Owners Association also provides renovation, dispute and legal advisory for its members 

1/19 participants were from a local energy efficient lighting solution provider Parikkalan Valo, 
which is working actively to upgrade the lighting solutions in local households 

3/19 participants were from the Association for the Welfare of Elderly People (VTKL), which 
is protecting the interest of elderly, providing on-site renovation advisory and making policy 
recommendations to improve the wellbeing of their members. 

1/19 participants were from XAMK, which is a University of Applied Sciences educating its 
students about energy efficient construction and renovation. 

3/19 participants were from local Energy Offices, which work under the coordination of 
Motiva to provide energy advisory on a regional level 

Sharing	results	of	the	ASSIST	project	

ASSIST project was introduced as a partial solution in the roadmap for alleviating energy 
poverty in Finland. The programmes consortium, achievements, plans and materials were 
introduced, and stakeholders were encouraged to promote their employees the 
opportunities of joining in to the HEA network. 

ASSIST research was welcomed but it was considered contradictory if ASSIST, which has 
a limited timeline, would be advertised as the first point of contact for vulnerable consumers, 
since the Energy Authority has just provided extra funding for four years for the national 
energy advisory network. ASSIST work in Finland would be more effective through the 
promotion of existing services and ASSIST could focus on facilitating collaboration between 
the existing vulnerable consumer organizations. Unfortunately adapting to the new situation 
in Finland is not supported by the ASSIST project KPIs.  

The Framework Policy Paper discussion results are commented below: 

It is in the national interests to keep the energy prices low and energy efficiency high for all 
households and organizations. Some stakeholders stated that adjusting regulation, tariffs, 
legislation, international trade contracts, research on the impacts of different approaches of 
public financing and market participant obligations would be most sustainable way to ensure 
affordable energy services in the country. A coherent and simple social welfare system is 
easier to understand and access to the vulnerable consumers. A very complex welfare 
system with a lot of exceptions and separate rules for different types of segments can be 
reasoned to some extent, but the more complex the welfare system gets the higher are the 
administration expenses and the more confusing it becomes for the end beneficiaries.  
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 Questions	to	be	discussed	at	the	meeting 

The latest template for the 2nd Market Actors Workshop provided by EAPN was not 
scheduled to be ready during the organization of the 2nd Finnish Market Actors Workshop in 
December 2018. Feasible direct quotations from the meeting participants were collected 
under the provided list of questions. Some of the comments were based on personal 
experiences of the workshop participants and not necessary representing the official views 
of the represented organizations.  

 
1. Usually it is considered that there are three basic reasons for the energy poverty: 

prices, incomes and quality of buildings. Do current policies respond adequately 
to each one of these reasons?  

“The basic fees for electricity distribution have increased after the decision to make the distribution 
networks more resilient by digging the cables into the ground. This has caused large investment 
requirements and increase in customer fees especially in the rural areas, which already have higher 
risk for energy poverty.” 

“The electricity distribution fees represent majority of rural electricity bills. The costs are high even if 
the consumption levels are very low. Especially the basic fees of distribution have risen a lot in the 
recent years, and this will end up stressing vulnerable households economically no matter how 
energy efficient or low-consuming the households would become. More focus has to be put into 
ensuring lower distribution basic fees in the future.” 

“Project-based execution is problematic, since the materials and expert networks quickly stop from 
existing after the project has ended. It would be more reasonable to have projects that produce 
something useful for existing networks, that keep on operating even after the project is finished. The 
local context should be better assessed before making long-term project commitments.” 

“In Finland the inhouse air-quality issues are very problematic. Many energy efficiency programs, 
innovations and advisory chains have actually worsen the indoors air-quality situation by promoting 
technical solutions, that lead the moisture to get entrapped to the building structures, enhancing 
mildew growth that causes respiratory diseases. The HEA program may also contribute to this 
problem, if the trained advisors are not qualified enough in the building construction engineering” 

“Each building in Finland goes through many phases of renovations under the management of 
multiple generations. The energy efficiency renovation principles stay the same, even if the technical 
solutions change. Households should be encouraged to make long-term decisions when it is 
economically feasible. “  

“Majority of the population would have the financial resources to implement energy efficient 
renovations, but they may lack expertise about the most feasible options. Even these people who 
are rather easy to serve are not being offered sufficient level of information about where to get 
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assistance in planning and implementing energy efficiency renovations. It could be more meaningful 
to fix the service for these people first and then innovate new mechanisms to also include the 
vulnerable consumers to be served better.” 

“The fact that HEAs invest their time in getting trained, travel a lot to reach the vulnerable households, 
spend significant amount of time figuring out the technicalities in the houses, conduct ex-ante 
questionnaires, take responsibility in recommending actions for the inhabitant and then travel back 
and spend time on reporting the results is mostly organized as normal salary work in Finland. It must 
be difficult to find people to do this on a voluntary basis.” 

 

2. How to strengthen social protection of vulnerable consumers in order to cope 
with energy poverty? 

“The bottle neck of assisting energy poor consumers is not the lack of advisory services. The problem 
is in reaching the vulnerable households. Advisory organizations have actually currently more 
resources than they are able to use due to the lack of support requests from the vulnerable 
consumers. Sometimes the campaigns should be addressed to the relatives of vulnerable 
consumers, so they would take action instead of the sometimes-passive family or individual that 
would benefit from the advisory contact.” 

“It is good that energy advisory services are being expanded beyond energy experts. This provides 
cross-sector knowledge and problem-solving capacity while reaching new customer segments.” 

“When talking about poverty the discussion should be very much about money. Where to get money 
for renovations, how quickly will the investments pay themselves back, what are the most feasible 
renovation investments for vulnerable households, how to ensure cheap and good quality results of 
renovations etc.” 

“The people who have things well sorted are usually way more interested about energy efficiency, 
than vulnerable consumers that actually would most benefit from the related services. People in 
poverty many times experience that they cannot afford to make any upgrades in their energy 
efficiency without the access to assistance in forms of financing. The focus should be put on benefits 
directed to low-income house energy efficiency renovations. No amount of good quality information 
will get people to make expensive renovations, unless there is a realistic way to finance the 
workings.” 

“Information accumulates quickly and all advisory related materials require very frequent update 
loops to stay relevant.” 

“One of the big risks in the energy efficiency renovation industry is the part of private sector, that 
works immorally. There are commercial operators that push for the services and products they have 
even if those solutions would not be optimal for the building owner. As a part of the renovation 
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advisory work VTKL workers have had to cancel and redo useless or harmful renovations done by 
door-to-door salesmen. Especially old people are getting tricked to buy solutions that are not really 
helping the households to save money in the long run. Offers may be the wrong solutions in the first 
place, may be overpriced and the quality of work may be inadequate. New solutions to prevent 
immoral commercial practices among energy renovations need to take place.” 

“Availability of cheap energy services may require other types of approaches, such as snow-plowing 
and other improved maintenance of rural roads to allow energy logistics in the first place. Elderly 
may benefit more from house visits that assist on common issues, such as help in reading letters, 
paying bills, cleaning, scheduling of visits, arranging logistics and showing where to get services and 
entertainment. After the acute basic needs are covered, people can afford to think long-term issues.” 

3. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  

“Webinars would be an effective way to bring cross-sector experts from different regions together. It 
is suggested that much of the communications, trainings and events would be held as webinars 
during the ASSIST project to ensure the availability of events to everyone equally.” 

“The participants agreed that making the activities of different organizations familiar to each other 
helps in building more seamless and better working service chains.” 

4. How to improve the social dialogue between energy and social actors in order 
to better reconcile their interests? 

Collaborative programmes and events are a great way to make the different sector actors 
collaborate. It is important to have non-commercial and non-profit facilitators for the discussions to 
increase trust between the network actors. Transparent active communication by the mediator is 
also required to upkeep the momentum for low-barrier networking between sector actors.  

5. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers 
and energy poverty? 

“Better communication about the root causes that may lead to energy poverty to assist vulnerable 
consumers to identify their situation. Utilizing social media data to identify commonly shared issues 
that are considered as topical problems.  “ 

 

Conclusions	

Issues of energy poverty are being understood better by the stakeholders as a result of the 
collaborative discussions around the topic. Shorter projects that support the collaboration 
between the already established advisory services were considered very welcome. Some 
stakeholders were slightly concerned about some of the goals of ASSIST fearing that 
marketing the HEA network as a first point of contact may confuse vulnerable consumers 
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about where to get assistance in the long term. Advisory materials created by ASSIST were 
welcomed by many stakeholders. The efforts of reaching vulnerable consumers to provide 
them information about the available services was considered very welcome, since reaching 
the people most in need of help was considered a bottle neck for many of the stakeholders.  

The remote connection case presentation by Rob Hargraves from Severn Wye highlighted, 
that organizations that have already established trust relationships with the vulnerable 
consumers should be collaborated with to gain vulnerable consumers’ attention. Finnish 
stakeholders agreed that many times people in less privileged positions are suspicious 
about the help directed towards them. Working with organizations that the end beneficiaries 
already trust is an essential aspect of establishing effective relationships with new the 
service providers and the vulnerable consumers. 

The public sector aims to tackle energy poverty with the general poverty alleviation methods, 
publicly funded organizations are looking for long-term collaboration opportunities and the 
commercial actors have not yet identified new business opportunities in providing 
specialized services for vulnerable consumers. Clear need for finding new financing 
mechanisms for increased energy efficiency in the rural housing stock was agreed by most 
stakeholders.  

Annexes		

 
Figure 1 - Agenda of the 2nd stakeholders meeting 
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 Third Meeting of the National Vulnerable 
Consumers Steering Committee in Finland   

Presentation	and	context	of	the	meeting	
Practical	details	
Location: Kalasataman Kummeli, Sörnäisten rantatie 29, Helsinki 
Date: Friday 6 March 2020 
Time: 09:00 – 12:00 

Attendees: 
• Riina Heinimäki Finnish Energy 
• Johanna Kirkinen Energy Authority 
• Jukka Laakso The Finnish Association for the Welfare of Older People (VTKL) 
• Irmeli Mikkonen Motiva 
• Timo Ritonummi Ministry of Economic Affairs and Employment 
• Sini Numminen ASSIST project and VaasaETT 

Remote involvement:  

Tiina Saarela European Anti-Poverty Network (EAPN) Finland  

Apologies:  
• Anna Järvinen Finnish Federation for Social Affairs and Health 
• Ritva Liukonen Ministry of Social Affairs and Health 
• Juha-Pekka Maijala Ministry of the Environment 
• Eero Otronen Lämmitysenergia Yhdistys 

Presentation	of	the	meeting		
Objective	of	the	meeting	

Key objectives of the meeting were to collect feedback to the draft Vulnerable Consumers 
Protection Framework Paper (D7.5) and evaluate the impact of ASSIST training activities to 
D4.5 Training follow-up. 

Stakeholders represented  

Representatives of two governmental bodies, the Ministry of Economic Affairs and 
Employment and the Energy Authority were present at the meeting. 

Three non-governmental organisations were represented. The Finnish Association for the 
Welfare of Older People (VTKL) is an organisation that supports the well-being of elderly 
people. European Anti-Poverty Network (EAPN) in Finland researches and advocates 
means to reduce poverty. Finnish Energy (ET) is a branch NGO for the industrial and labour 
market policy of the energy sector. 
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Motiva is a sustainable development company owned by the Finnish government. Motiva 
coordinates various energy efficiency and renewable energy actions, as well as the national 
citizen’s energy advisory service network. 

Feedback	to	the	draft	Vulnerable	Consumers	Framework	Paper	

The steering committee went through the draft document “Vulnerable consumers framework 
paper” which had been sent for the steering committee members on 2 March 2020. VCSC 
went through Part 1, Part 3 and the executive summary, and browsed all mentions regarding 
Finland in detail. Generally, the VCSC considers the document exhaustive and still being in 
a draft stage. The length (almost 100 pages) of the document raised the question on the 
purpose of the document. Who is the actual target audience? VCSC recommends write a 
more concise executive summary without bullet points or numbering, which would increase 
the number of the readers of the document.  

Most importantly, VCSC finds some content problematic. Part 3, especially, contains 
mutually contradictory single comments without context, relevant background information or 
evidence about the effects of proposed mixed solutions. Part 3 shall not be named as “Policy 
recommendation for ---”, as it, in its current form, is not a useful collection for policymakers. 
A possible name for such content could be “Ideas to improve vulnerable consumers’ 
protection---”, for example. VCSC suggests major parts of Part 3 be included in an annex 
with a name that better reflects the contents. 

Moreover, having such mixed content is in contradiction with the call for evidence-based 
policies in Chapter 3.7. 

VCSC members refused to give citations to the Framework paper under their own names 
and affiliations. Instead, VCSC recommends go through the existing quotations in Part 3 
carefully also for their style and representation. Unclear statements reduce the value of the 
whole document. 

VCSC found mistakes in the document regarding the Finnish situation and insists all such 
mistakes be corrected. Moreover, the Finnish social welfare system approach, where 
different forms of poverty are addresses in a holistic manner, shall be represented 
accordingly in the document. There are and have been many policy actions that alleviate 
the root causes of energy poverty, such as general social assistance, support to heating 
costs, payment warranties for poor, and many energy efficiency programs that have ensured 
that energy poverty has remained on a comparably low level in Finland.  

Finally, also the language and style shall be checked throughout the document. 

Detailed comments to the document can be found in Annex 3.  

ASSIST	project	related	discussion	and	comments		

VCSC members were presented key results achieved in Finland, especially in WP3, WP4 
and WP5. VCSC had been also been delivered the draft D3.3 Training report (Finland) on 2 
March. VCSC members showed interest also on other deliverables, especially D4.5 where 
HEA feedback will be presented. 
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VCSC considered the results good, for example the width of the HEA network and the 
number of trained HEAs. Many relevant networks have been involved, such as the village 
assistants or the renovation advisors who are working with vulnerable consumers daily. 
ASSIST project, along with its training activities and various WP5 actions, has been valuable 
in Finland, as the activities have raised awareness on energy poverty in the country. Training 
activities have brought valuable insights for the HEA network members especially on poverty 
and poverty identification which has developed their professional capabilities. ASSIST 
project has also contributed to several energy related national policy processes in Finland. 
For example, energy poverty was reflected in the work of the energy efficiency working 
group by the Ministry of Economic Affairs and Employment. 

The VCSC would like to see many carried-out actions, such as energy cafés, being 
organised throughout the country where energy vulnerable consumers mostly live. Finland 
is a sparsely populated country. Efficient reach of vulnerable consumers would necessitate 
a regional approach, and time and resources to travel. Energy roadshow? Regional energy 
agents? Events in the metropolitan region are useful, too, but it must be remembered that 
most citizen here are connected with district heating system and are, on average, better off 
economically. Energy poverty is more tangible in other parts of the country.  

After this, VCSC members embarked on a discussion of an ongoing phenomenon in Finland 
where property values have reduced significantly in many areas of the country due to the 
urbanisation and  migration from the countryside. Sometimes it is not worthwhile to make 
energy renovations or energy efficiency repairs, if the house has no value, but the heating 
costs remain high. VCSC found there is not sufficiently information on the width of this 
problem that mainly concerns the aged or retired population. 

Finally, VCSC made several valuable suggestions and reminders to complement ASSIST 
reporting, such as to explain all energy advisory services offered in Finland as a background 
information in some WP4 deliverable, in connection with the HEA network description. For 
example, energy advisory is offered also by NGOs Omakotiliitto and Kiinteistöliitto and 
energy companies. 

All VCSC members had been invited to join the final conference which was originally 
planned for 2 April. Two VCSC members, attending the VCSC meeting today, had registered 
to participate. Due to precautions of the coronavirus the meeting had been announced to be 
postponed. Final conference was not further discussed today.  

Training	follow-up	

As per meeting guidelines, the VCSC were asked to assess the impact of ASSIST training 
and their significance in a long run. They were also asked which types of training strategies 
and approaches they considered fruitful and why; whether they have any contextual 
suggestions for the improvement of the training; or theoretical or practical suggestions for 
the future. 

VCSC finds that there would be a lot of potential for future development of carried-out 
activities. First, there are many social sector actors that are daily in contact with vulnerable 
consumers and they could be integrated in the HEA network in addition to the existing ones. 
As examples go home assistants of Omakotiliitto or the diacony actors of the church. 
Diacony workers, for example, are often contacted by VCs in economic problems. 
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A great benefit that was especially highlighted by the VCSC was that the completed WP3 
training seminars and WP5 soft actions such as energy cafés have allowed social learning 
and discussion: situations where people can reflect energy issues that are context-
dependent and personal. It is important to offer the possibility to pose questions and 
question things, for example through bringing one’s own energy invoices and comparing 
them. A model where one teaches and the other receives information is outdated. 

As a proposal for the future, the existing learning material could be re-structured and 
developed from the social learning perspective. In that model, participants and different 
groups could together find out and learn from different energy aspects that are relevant for 
them. The developed training and consumer materials could be organized in such a manner. 
However, that should be done in a professional manner.  

Regarding energy advisory in general, VCSC members pointed out that advisory should be 
considered as an ongoing activity because energy information and materials get outdated 
relatively quickly. Energy saving is also a topic that people needs to be reminded of. 

VCSC members looked at the training requirements of ASSIST and found the structure 
strict. A 40-hours is exhaustive, considering that it is supposed to be completed on one’s 
spare time. Encouragement from the side of an employer would be necessary to complete 
the course. VCSC members found it somewhat a pity that the project frameworks are defined 
strictly at the beginning and away from the grassroots level. The forms of the actions and 
training programs could take many different forms depending on the actual audiences and 
the collaborative organisations. 

One proposal was to offer the HEA training material for schools or universities who teach 
energy aspects. ASSIST offers new perspectives that may be lacking. In addition, some 
training organisations are constantly seeking for new course ideas material and competent 
teachers to completement their service offers. that could be considered. VCSC suggests 
also to publish the energy tutor training material on a website instead behind a registration 
fence. 

Home advisory, on the other hand is a bit sensitive topic. Home visits cannot be conducted 
by whomever, especially not an unknown person, but by a trustworthy person whose 
assistance is sought after. The purpose of the visits should be strictly connected with the 
visitor’s work.  

Follow-up	of	the	meeting		

The meeting report with the annex of comments to the framework paper was agreed to be 
sent for the VCSC on 13 March 2020 for approval. Members agreed to check and approve 
the material by 20 March after which the final set of comments were to be sent back to the 
WP7 leaders and document authors.  

Conclusions		

The steering committee reflected the results of the ASSIST project in the meeting. Steering 
committee considered the results concerning Finland good, taken the Finnish context into 
account. VCSC also offered many ideas for the future to develop the training and the 
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advisory offer. There is a need for social learning on energy issues, due to their context-
dependent and personal nature. ASSIST material and experiences could be developed 
towards this direction. In addition, there is potential to involve even more national actors, 
volunteers and organisations to this type of advisory. In reaching the most energy 
vulnerable, it would be recommended to target more regions of Finland, as energy poverty 
is more tangible in areas far out from cities and the capital region. 

VCSC went through the draft Framework paper. VCSC suggest its profound refinement in 
terms of 1) document structuring, 2) content and 3) purpose definition. Most importantly, 
Part 3 shall not be named as “Policy recommendation”. In most parts Part 3 contains 
mutually contradictory single comments without context or relevant background information. 
VCSC suggests major parts of Part 3 be included in an annex which shall be named 
accordingly to reflect the nature of its contents mainly as a compilation of ideas and different 
discourses. 

Secondly, the framework paper contains many mistakes regarding the Finnish situation. 
These mistakes shall be corrected. Detailed comments to the document are included in 
Annex 3. 

Annexes		

• ASSIST 3rd VCSC Meeting Invitation and Agenda 
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 Third Stakeholders meeting in Finland   

Practical	details		
Location: Webinar (GoToMeeting) due to COVID-19 precautions  
Originally planned location: Kalasataman Kummeli, Sörnäisten rantatie 29, Helsinki 
Date: Friday 25 March 2020 
Time: 09:00 – 11:00  
Originally planned time: 09:00 – 13:00 
Remote involvement: 

Participants 

30 webinar participants represented stakeholders in a wide range, including energy and 
renovation advisors (9 participants); state organisations (6 participants); NGOs (5 
participants); research and education institutions (4 participants); social sector experts (3 
participants); and an industry organisation (1 participant). In addition, 4 private or 
anonymous participants and 3 event organisers from VaasaETT attended the webinar. 

Presenters: 
• Senja Laakso – Centre for Consumer Society Research at the University of Helsinki 
• Siina Lepola-Lång – Kela Social Insurance Institution of Finland  
• Juha Salden – Finnish Federation for Social Affairs and Health 
• Jukka-Pekka Pentikäinen – Peruskorjaamisen ja rakentamisen kehittämiskeskus  
• Mirva Gullman – social sector expert 
• Tuula Närvä – The Finnish Green League 
• Organisers: 
• Sini Numminen – VaasaETT 
• Hanna Launonen – VaasaETT 
• Roosa Turkkila – VaasaETT 

Presentation	of	the	meeting		

Objectives 

The initial objective of the event had been to hold a physical meeting to discuss energy 
poverty in Finland and to collect feedback to the draft Vulnerable Consumers Protection 
Framework Paper (D7.5). As the concept of “energy poverty” is not familiar for many in 
Finland, and it has not been in political discourses lately, it was considered relevant to invite 
expert speakers to introduce the participants to the topic from perspectives that are more 
familiar for them. Each expert presentation was planned to be succeeded by a discussion 
time. During the discussions, feedback to the related framework paper sections could be 
collected.  

The agenda was made up around three parts: citizen and their income and well-being; 
energy poverty phenomenon and old Finnish housing stock; and solutions. 

In the first part, the Finnish official approach in which the prevention of energy poverty is 
essentially a part of social policy, was studied. First, an expert from Kela, the Social 
Insurance Institution of Finland, was invited to provide an overview of the Finnish social 
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security system to ensure discussant to have the best background information of different 
types of social support mechanisms citizen could have access to. Some of this information 
may be new for some energy sector operators, especially. For example, understanding the 
eligibility criteria of heating cost allowance available for poor would be a relevant piece of 
background information about affordability of heating. Then, voice was given for recipients 
of social assistance (which is the last-resort form of financial assistance for individuals and 
families which covers some of the basic necessities of life) – to understand the perspectives 
and experiences of the poor regarding their household energy expenses. 

The second part was dedicated to housing stock and energy issues in detached houses – 
as a core group of people under the threat of energy poverty in Finland live in the countryside 
in old oil or electricity heated detached houses built in the 1950’s3. Recent consultation with 
energy advisors (to D4.5) and other ASSIT research has brought understanding that this 
sector of homeowners may comprise even a larger group of energy poor than previously 
acknowledged, and problems may be more severe today. Those houses have got older, 
some energy expenses have increased, and many homeowners have retired, and thus their 
income has decreased. Therefore, an expert working with housing renovation was invited to 
underline sectoral particularities from his daily work.  

Third part was reserved to policies and political solutions. A social policy expert having 
studied energy poverty in Finland was invited to provide economic and cross-rectoral 
insights on the national social support system as a whole and on the effectiveness of 
different support mechanisms (housing support, social support, energy cost support, energy 
renovation support) that concern energy poor and are there to alleviate energy poverty in 
Finland. Finally, voice was reserved for a decision-maker regarding the ongoing social 
support renewal process in Finland.  

Generally, the objective of the event was to shed light to relevant manifestations of energy 
poverty and to give a voice also for poor people, and to deliver these perspectives for 
decision-makers and the public. The event was promoted widely for different NGOs working 
with vulnerable consumers, also with speaker invitations. The event was also promoted 
among decision-makers, among them also the Finland's Minister of the Environment and 
Climate Change was invited. Through ASSIST steering committee relevant ministries were 
invited, too. 

Due to precautions against the global virus epidemic COVID-19, executed by the Finnish 
government on 13 March, the discussion event had to either be cancelled or relocated to a 
virtual environment. We did not prefer to cancel the event because of its uniqueness in the 
Finnish context and because so much preparatory work had already been done. We decided 
to organise a webinar, but limit the part deserved for discussion. (The initially planned 
physical discussion event would have allowed time to also present the policy paper process 
thoroughly.) All other speakers agreed to participate, but, one speaker Iiris Suomela, 
member of the Finnish parliament, had to unfortunately cancel her attendance due to the 
sudden and heavy parliamentary workload. 

As the duration of online meetings needs to be restricted in order to avoid loss of audience, 
we decided to find an alternative way (questionnaire) to address the need to receive 
contextual contribution from attendants. It was more preferred option than cutting down 

                                            
3 Laura Oja, Anu Vaahtera, Iivo Vehviläinen, Sanna Ahvenharju ja Laura Hakala. (2013). Selvitys 
energiaköyhyydestä—Kotitalouksien energiakustannukset. Ministry of Environment. 
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external experts already prepared and much awaited presentations. However, the webinar 
agenda as such were addressing many relevant points mentioned in the Framework paper 
regarding the Finnish situation. Furthermore, the webinar platform provided a Chat box for 
discussing and attendees utilized it during the online event. 

Feedback to the framework paper content was collected through a set of questions that were 
sent to all enrolled people prior to the event. The following set of questions was sent to all 
participants and they were requested to reply-back by 30 Mach, 2020: 

• Is there energy poverty in Finland? What does it mean and whom does it concern? 

• Do you face energy poverty, energy frugality or their threat in your work, obligation 
or personal life? How? How these people could be helped? 

• Would you come up with one policy action, with which energy poverty threat could 
be alleviated in Finland? How would it be realized? 

• Which important issue, thematic topic, fact or point of view remained untouched 
in this webinar? Why is it connected with the topic of energy poverty? 

• Your message for the decision-makers 

• One comment on every presentation 

Planning the event, invitations, marketing and stakeholders represented  

Event planning and marketing started at a very early stage. The first “save the date” email 
was sent for all ASSIST collaboration partners and VCSC members as early as 12 February 
2020. Many stakeholders were also approached over phone, which also resulted in the 
information on the event being disseminated even further.  For example, the invitation was 
dissemination within the network of southern Finland’s energy advisors who have become 
increasingly concerned of their energy poor customers in their daily work. 

The meeting was widely promoted especially for organisations who are in contact with 
vulnerable consumers, including ASSIST project collaboration organisations among which 
the Finnish Federation for Social Affairs and Health (Soste), that is the umbrella organisation 
of social sector NGOs in Finland, kindly disseminated the invitation through their networks. 
There was an observation that the voice of energy poor has probably not been heard often 
enough in the course of ASSIST project and therefore, Soste also invited also the members 
of their network of “experience experts”, people who have experienced poverty in their own 
lives. In addition, all ASSIST HEAs and anybody having been in contact with ASSIST project 
were invited. In the communication, citizen and organisations were invited to hold short 
speeches with a low threshold or send their written statements on the topic.  

Eventually, 30 people attended the webinar. 36 people had enrolled the discussion event or 
the webinar or demonstrated interest in the policy paper process (see Annex 1), but not all 
of them attended. In addition, a few extra last-minute participants joined and used the 
webinar access link available on the website. Webinar participants represented 
stakeholders in a wide range, including energy and renovation advisors (9 participants); 
state organisations (6 participants); NGOs (5 participants); research and education 
institutions (4 participants); social sector experts (3 participants); and an industry 
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organisation (1 participant). In addition, 4 private or anonymous participants and 3 event 
organisers from VaasaETT attended the webinar. 

Discussion	about	energy	poverty	in	Finland		

Introduction  

Sini Numminen (ASSIST and VaasaETT) welcomed participants to the webinar and 
encouraged everybody to be active, comment and pose questions, as following the original 
plan of this event to be a discussion about the important topic of energy poverty. She also 
kindly requested all participants to send their answers to the questionnaire, thinking 
especially whether a topic, an aspect, an approach or a piece of information is in their opinion 
missing in the agenda. Energy poverty is a multi-sectoral but not well-defined and only little 
researched issue in Finland and therefore it is possible that some perspective is missing.  

She also informed the participants about the Finnish official energy poverty alleviation 
strategy according to which “prevention of energy poverty is part of general social policy”4. 
She posed a question to the audience whether this strategy is recognizing all forms of energy 
poverty in Finland or whether also other policy sectors should be involved. Finland does not, 
at present, have dedicated measures against energy poverty as such, but the official 
strategy relies the structures of the social support system, that are considered as “very 
comprehensive”.  

She also showed some preliminary results from the ASSIST consumer survey, and 
published quotes from two energy poor households representatives which  demonstrates 
the critical importance of monitoring the energy poverty levels also in the cold Nordic country 
of Finland, in terms of the ability to keep homes adequately warm. The following two citations 
demonstrate that these vulnerable consumers may suffer from energy poverty: 

“I have done everything to save in energy expenses, but unfortunately I cannot shift to 
ground heating [from oil and wood heating] because I cannot afford the related high 
investment costs. I have reduced electricity consumption and use LED lighting. The indoor 
temperature is kept below 20 degrees, at the expense of our comfort, we keep the energy 
costs moderate. I have tried to look at the different energy offerings because the prices are 
extortionate.” (Consumer ID 3, ASSIST ex-post consumer survey 2019) 

“I live in a relatively old house, build in the 50’s that still has the original insolation. This 
insolation renewals option and the consequent savings have been calculated several times, 
but such renovations would be so expensive that I prefer buying more electricity with that 
money and realize other small repairs and be satisfied with smaller consumption and cooler 
indoor temperature. Wood as a supporting heating fuel has been important and I save good 
amounts of money every year like that.” (Consumer ID 72, ASSIST ex-post consumer survey 
2019) 

Definitions of energy poverty and Finland 

                                            
4  Finland’s Integrated Energy and Climate Plan (Publications of the Ministry of Economic Affairs and 
Employment 2019:66). (2019). Ministry of Economic Affairs and Employment of Finland. 
http://julkaisut.valtioneuvosto.fi/bitstream/handle/10024/161977/TEM_2019_66.pdf?sequence=1&isAllowed=
y . 
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Senja Laakso, a researcher at the University of Helsinki Centre for Consumer Society 
Research, presented the variety of energy poverty definitions and indices. Finland appears 
divergent in statistics. On the other hand, the share of the population unable to keep homes 
adequately warm has been low (1.7%) but the M/2 and hidden energy poverty metrics show 
surprisingly high values for Finland. It is important to be following up the European 
discussion, and keep on researching the phenomenon, so that the true manifestations of 
energy poverty are understood and depicted using suitable and comparable metrics. 

Furthermore, not much research has been done in Finland on the in-country energy poverty, 
so some forms of energy poverty may remain hidden behind statistics. Laakso also showed 
situations (news headlines) of lack of air conditioning making some houses overheated in 
the summer, and of energy poverty situation of homeless people. 

Energy poverty among the recipients of basic social assistance 

Siina Lepola-Lång from Kela presented the basics of the Finnish social support system, 
including what type of support can be sought from different state or city organisations or 
other institutions or companies. She also detailed who could be eligible to the basic social 
assistance, which is the last form of social support and that is targeted to be only temporary 
mechanism to help people in difficult economic situations.    

Then Juha Salden, a poverty activist, drew a picture of an energy poor in Finland who could 
be, in his description, somebody surviving with some basic social assistance, his/her social 
network consists of other poor people, often has multiple diseases, or other social risk 
factors. 

He brought up the hurdle experienced by people who are getting basic social assistance: 
there is a maximum euro limit set for electricity invoice grand total, that they could get 
reimbursed in a form of an energy allowance. That limit puts the most vulnerable in a 
situation where they might not keep their homes adequately warm or air-conditioned. Some 
electricity costs may sometimes be unavoidable (e.g. floor heating). Furthermore, the fixed 
limit is inadequate because the electricity distribution prices have increased steadily in 
recent years, but the energy allowance level has remained the same. Salden calls for a law 
restricting the distribution monopolies from constantly increasing their charges. 

"The Finnish social support system does not understand all expressions of energy poverty. 
The basic needs of the energy poor are not met: the amount of energy allowance is 
insufficient. A law should also be imposed to stop the constant increases in electricity 
distribution charges" (Juha Salden, poverty activist).  

Salden also proposed the new energy efficiency subsidy scheme be used by housing 
cooperatives in blocks of houses to construct solar panels which would decrease the 
electricity expenses for the inhabitants.  

Low incomes, old detached houses and new energy efficiency policies   

Jukka-Pekka is a renovation expert working with household renovation needs assessment. 
He has over ten years of experience and knows the current condition of private properties 
(detached houses) especially in the large semi-urban or non-urban areas of the country. 
Pentikäinen had three key concerns: 1) difficulties in setting up priorities when making house 
repairs, 2) lack of suitable support structures for the poorest households living in houses in 
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the need of some energy efficiency repair and 3) governmental plan of phasing out oil 
heating which hits especially the low-income households. 

First, Pentikäinen called for pragmatism in household renovation strategies. Each house 
requires an appropriate technical assessment before one should decide upon a renovation 
strategy. A nuisance in the market today are some door-to-door technical salespeople who 
appear having a vision the overall needs of a house, but actually he/she is selling one service 
or technical solution and makes it appear more lucrative than it actually is. Sometimes low-
income families have invested e.g. in roof insolation, even though same energy efficiency 
would have been reached just with new windows.  

Secondly, Pentikäinen raised problems with the new energy efficiency subsidy scheme 
which has recently been opened for applications by the Ministry of Environment. Grants are 
available for renewing heating systems, but they cover only around 20% of the total 
expenses of an energy renovation project, which would not make the project realizable 
among the poorest consumers. A ground heat pump may cost 20 000 €. 

The perspective was backed up by an energy advisor per email after the webinar: “The new 
energy efficiency subsidy scheme is not benefiting those who would need household energy 
renovation support the most. Being eligible for receiving a grant is basing on a computational 
and disputable in-depth technical assessment. I, as a HVAC technician and energy advisor 
cannot answer citizen’s queries whether they could get the grant or not. Government takes 
a complex and bureaucratic direction with energy efficiency programs. In my opinion the 
new energy efficiency subsidy scheme does not at all respond the needs of energy poor. 
For them, a simple support for purchasing a heat pump, for example, would be good. It 
should not be listed as energy poverty prevention mechanism because those in most need 
will not benefit from it. Many energy advisors share this opinion with me.” (Marjo Kekki, 
energy advisor) 

This new energy efficiency subsidy scheme was added to the Framework paper by the 
VCSC to page 19, in the list of Finnish energy poverty alleviation mechanism. Hereby these 
discussants could be considered somewhat disagreeing with the addition: the scheme may 
not alleviate energy poverty because it is not very useful for the poorest household owners. 
The scheme may increase energy efficiency of some properties but not those of among the 
most vulnerable.  

Pentikäinen also discussed the governmental plan of a gradual phase out of oil heating in 
all buildings and private properties. Through a simple calculation, Pentikäinen demonstrated 
that in many cases a heating system renewal may not be a reasonable choice, especially 
as in many cases the oil heaters who are pensioners, will most probably not inhabit the 
property until the investment has paid itself back.  

“The phase out of oil heating hits especially the energy poor. In legislation, it would always 
be worth looking in a longer-term which are the practical implications and what really makes 
sense. Many older oil-heated properties have low monetary value, especially in some areas 
further away from larger cities, and a modernization of the heating system may cost more 
than the house is worth. Renovating all old properties do not always make sense from the 
global material efficiency perspective either.” (Jukka-Pekka Pentikäinen, house renovation 
expert)  
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Here is another reference to the framework paper (for example on page 19 where the oil 
heating phase out was proposed to be mentioned by the 3rd VCSC. VCSC, however, was 
not taking a stance on how the phase-out affects different groups of people). 

Are solutions to energy poverty part of social policy or energy policy? 

Mirva Gullman wrote her university research thesis on energy poverty among detached 
house owners in Finland. She had looked holistically at different social, housing and energy 
support mechanisms available for the energy vulnerable people and assessed the global 
cost-efficiency of these mechanism. In her study, she had scrutinized the budget of a family 
receiving housing allowances and energy allowances (to cover heating costs of a detached 
house) and found, that in some cases, it would be more economic to have the amount of 
allowances paid in a form of housing and energy allowances, in heating repairs or energy 
efficiency repairs instead. That would be cheaper option both for the social support 
organisation and the vulnerable family in a semi-long term.  

As a solution, she suggests more cooperation between different policy sectors and 
governmental organisation, to better identify optimal solutions in different housing and social 
cases. For example, a social support institution may not always have all necessary technical 
information of the formation of energy costs in different types of housing, or the saving 
potential through different renovations. Currently the renovation support grants, and new 
energy subsidies are issued by The Housing Finance and Development Centre of Finland 
(ARA); and the housing and energy allowances are issued by Kela, the Social Insurance 
Institution. Gullman asked whether the recently started social security renewal process could 
look also at energy and environment issues. Could also the well-being of the environment 
be integrated in the social support system? 

"In Finland, energy poverty is usually part of a wider poverty problem. In the future, climate 
change will bring more problems with housing and heating, among other things. In order to 
find solutions to energy poverty, we need to develop our social security system to be more 
flexible. One very important aspect is to understand that social welfare could go hand in 
hand with the ecological perspective." (Mirva Gullman) 

After the presentation of Gullman, a renovation advisor of VTKL raised the issue with current 
renovation allowances available for aged people and disabled people. These allowances 
could in some cases be used also for energy renovations. She reminded, that in order to get 
the allowance, the person should anyway first pay the full 100% of the investment, and the 
grant is only paid afterwards. Eventually, the allowance could cover a maximum 50% of the 
energy renovation investment costs. She reminded, that the required several thousands of 
euros is often not available in the bank account of the poorest citizen.  

Tuula Närvä is a politician in the city of Vaasa, Finland, and the member of the Green 
League. She raised the current question of the corona virus as an example of a “black swan”, 
which is a metaphor used to depict some unexpected and undesirable issue that shakes the 
society and calls for urgent action. A vulnerable consumer may suffer from types of issues 
more severely. Närvä said that predictability is an important value in a social support system, 
and she suggested some type of basic income type of structure could bring the needed 
feeling of security for many. A vulnerable person should be able to rely that there is some 
basic support even though the world is changing.  
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Could be said, that at least these presenters may recommend exploring solutions to energy 
poverty not only as part of social policy, but in cooperation with multiple policy sectors. This 
approach may differ from the Finnish national strategy, which highlights the tools offered by 
the comprehensive social support system as primary means to tackle energy poverty. 
Framework paper reference: page 20 (and some others). 

Unfortunately, a one concluding remark could not be rightfully made, as a webinar format 
did not allow a debate on this topic to be continued. However, seems that even though 
“energy poverty” is not much discussed in Finland, there are cases and groups of consumers 
who are more vulnerable when it comes to their basic energy, such as the aged people living 
in old detached houses in the countryside. Their position shall be monitored, even though 
they would not be categorized as “energy poor” in the national discourses.  

As one webinar participant concluded: “Energy poverty is a complex web, connected with 
energy and climate politics, social politics, regional politics and demography, especially with 
aging of population.” (Leo Kolttola, house owner) 

Other	comments	delivered	after	the	event		

There were six answers sent to the questionnaire. Generally, people found the event 
important, unique and touching widely different perspectives.  

Two letters were delivered by NGOs, (The Consumers’ Union of Finland and Finnish Energy 
representing the energy industries), two from professional HEAs, one from a social sector 
expert, and one from a house owner. These comments and citations are reported in this 
document in connection with the discussion topics of the presenters, or in the succeeding 
sections.  
Energy poverty in Finland in statistics  

Representative of the energy regulatory authority commented that an interesting 
piece of information, sometimes neglegted when countries are compared for their 
energy poverty, would be the share of energy expenses among total household 
expenditures. In Finland, during past 15 years, the average share has remained 
between 3–7% for different consumer groups, according to Statistics Finland5. 
Highest shares were found among people over 64-years-old. It would be relevant to 
monitor also this indicator in the future. 

                                            
5 Tilastokeskus: “001 -- Kotitalouksien kulutusmenot kotitaloustyypin mukaan 1985-2016” Tilastokeskuksen 
PxWeb-tietokannat [Viitattu 9.3.2020]. Saantitapa: 
http://pxnet2.stat.fi/PXWeb/pxweb/fi/StatFin/StatFin__tul__ktutk/statfin_ktutk_pxt_001.px/ 
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Is there hidden energy poverty in Finland?  

Two participants deliberated forms of hidden energy poverty in Finland. One participant 
suggested that maybe better reaching of target audiences (energy poor) would require 
careful consideration. In Finland, the responsibility of all forms of poverty prevention 
(including energy poverty) activities are centralized into the social support services. Maybe 
the energy poor are not reached? For example, those who do not seek for social support 
services may seek support from diacony of churches, or not at all.  

One renovation advisor (HEA) explained her experiences with aged pensioners:  

“In my work, I have noted that among the aged population, especially among older widow 
ladies living alone, there are people who may suffer from energy poverty. They have small 
retirement pensions because they were long times home with children and during their 
working life, they had jobs with small salaries. They live in detached houses with high 
operational expenses. I have found there is a threshold with seeking for financial support. 
There is a certain culture of “making do”, even a shame of one’s own vulnerability.” (Nina 
Leino, renovation advisor of The Finnish Association for the Welfare of Older People) 

Energy market perspectives 

Two interest groups (The Consumers’ Union of Finland and Finnish Energy) also delivered 
their feedback, commenting particularly the energy policy and energy costs, taxes and 
expenses.  

The Consumers’ Union of Finland found that the risk of energy poverty can be found in areas 
with aging population, and where the share of middle- and low-income households is the 
highest. The union also highlighted the variation in energy prices around the country, and 
that electricity distribution charges have been increasing in the areas of dispersed 
settlement. The union called for decision-making that takes the effects on the people in the 
most vulnerable economic position into account, also when making decisions upon 
electricity distribution or energy prices. The commentary can be found in Annex 4. 

Finnish Energy, the association of energy industries in Finland, also answered the 
questionnaire (see Annex 5). The association underlined the benefits of the comprehensive 
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social support system of Finland enabling the identification of poverty in its all forms, and 
that the strategy should remain as the primary support strategy for those experiencing 
poverty. The association commented the topic from various aspects. One suggestion for 
energy poverty alleviation would be the notable reduction of electricity tax, as in electricity 
bills, taxes account for an average of 30%. The share of the tax is a significant expense 
especially for low-income residents living in electricity heated homes. The response in its 
entirety can be found in Annex 5.  

Follow-up	of	the	event		

To maximize impact, the webinar was recorded and published on ASSIST YouTube 
channel. In addition, the webinar slides were published on the website and their availability 
was advertised in the social media of ASSIST. A press release or a summary in Finnish has 
been planned, to be delivered for Finnish politicians and governmental representatives. 
Unfortunately, the visibility for the event remained more modest than planned, as it was held 
only over the Internet but mainly because the COVID-19 epidemic headlines had just filled 
the media streams and there was nearly no space for any other topic that week.  

However, the Finnish project partner is positive that the ideas and insight brought up during 
the webinar will be found and utilized also later on, as many researchers, governmental 
institution representatives and stakeholders attended the webinar, and because this ASSIST 
energy poverty webinar was possibly the first one ever of its kind in Finland.  

Conclusions		

Finnish 3rd Market Actors Dialogue event was attended by 30 people representing a variety 
of non-governmental organisations, state organisations, decisionmakers, social policy 
experts, researchers, private companies, energy advisors and private people. The topic of 
energy poverty was approached from three different perspectives: citizen and their income 
and well-being; energy poverty phenomenon and housing stock; and solutions. In addition 
to six excellent and highly relevant and interesting expert speeches, also two associations 
sent their comprehensive statements on energy poverty in the context of this event. 

The event was unique in Finnish context, as energy poverty is not much discussed as a 
topic as such, even though many encompassing phenomena regularly arise in the news, 
media and political arenas. Webinar speakers and discussants raised many relevant issues 
concerning the experiences of energy vulnerable people in Finland, including the position of 
the aged detached house owners; affordability of the new energy subsidy scheme; effects 
of renewable energy programs on the poor; position of the recipients of basic social 
allowance regarding energy expenses; and hidden energy poverty. As one concrete 
proposal, more cooperation between different policy regimes and governmental institutions 
was suggested, which may allow better identification of suitable support mechanism or 
solutions for the energy vulnerable people.  

Due to the COVID-19 epidemic, the event was held in the form of an online seminar instead 
of an originally planned physical discussion event. The webinar format did not allow to 
address the ASSIST Framework paper draft in detail, but the presenters and participants 
delivered many relevant comments and insights regarding the Finnish situation and energy 
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vulnerability. To maximize impact, the webinar was recorded and published on ASSIST 
YouTube channel. In addition, the webinar slides were published on the website. It is 
recommended that the webinar material remains available for stakeholders, policymakers 
and researchers also after the end of ASSIT project, as the material collection serves as a 
useful and unique overview on the energy poverty situation in Finland and relevant 
concerned questions. 

Annexes		

• Annex 1. Discussion event invitation (original plan) 
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• Annex 2. Comments on the subject from The Consumers’ Union of Finland 

23.3.2020 

The Consumers’ Union of Finland (Kuluttajaliitto, abbreviated as ”Union” in the document) 

”In Finland, energy poverty or scarcity is not yet widely used as a concept, and based on Union’s 
own experience or member feedback, it is not a widespread problem. However, there is some 
experience of energy poverty and preventive measures should be considered for at-risk groups. 
According to a report published by the Ministry of the Environment in 2015, there are a total of 
60,000–100,000 households living in owner-occupied housing at risk of energy poverty in Finland. 
An estimated 2% of Finns suffer from energy poverty. 

In the opinion of the Union, the Finnish premise that energy poverty is seen as part of general 
poverty is in itself justified. The household economy is an entity in which all different groups of 
expenditure have an impact on the whole, and energy expenditure is one part of this whole. 
Therefore, policies that address poverty as a whole are better than tackling individual aspects of 
poverty. However, it is important for the Union to monitor the possible occurrence of energy 
poverty in Finland so that it and its causes can be addressed if it becomes a wider problem than it 
is at present. 

In European terms, Finnish electricity prices are low, while prices of oil for heating are somewhat 
higher than the EU average. However, the situation of households and the risk of energy poverty 
varies greatly depending on the place and form of residence, as well as the type of heating. Risk 
groups include, in particular, 1) low-income households living in non-renovated apartment buildings 
in the 1960s and 1970s, 2) low- and low-middle-income households living in oil-heated detached 
houses, and 3) low-income households living in other large non-renovated detached houses built 
before 1980. 

Regionally, the highest risk of energy poverty is in those regions where the population is declining 
and where the share of low- and middle-income economies is highest. The prices of both electricity 
and heating oil vary across Finland. It is possible for households to influence some of the energy 
prices through tendering of contracts, but the price of electricity distribution is such that cannot be 
influenced by the electricity consumer. Electricity distribution prices are currently under a great 
upward pressure to ensure the security of electricity supply. Increasing pressures are particularly 
pronounced for electricity distribution companies with a large sparsely populated areas – a 
significant proportion of these areas are the same where the risk of energy poverty is the greatest. 
The Union is of the opinion that when making decisions affecting the price of electricity distribution 
and other energy, the effects of the decisions on the most vulnerable households in particular must 
be examined. The financial situation of these households must be safeguarded. 

Achieving environmental goals may also require addressing energy pricing. Here, too, it must be 
ensured that raising energy prices does not impose an unreasonable burden on the most 
economically vulnerable households. 

The Union also finds it important to investigate, how energy consumers' awareness of energy 
consumption and its impact, as well as energy prices and tendering, could be improved. In 
particular, there is a need to focus on the weakest consumers who do not have access or 
understand the information currently available, such as those who do not use the Internet, or the 
elderly and immigrants.” 

• Annex 3. Responses to the questionnaire from Finnish Energy  

27.3.2020 
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Finnish Energy (Energiateollisuus, abbreviated as ”ET” in the document)  

Q1: ”Is there energy poverty in Finland? What does it mean and whom does it concern?” 

”ET shares the general view that energy poverty occurs in Finland as part of other poverty, not 
separately. 

Finland has a comprehensive social security system, which must continue to be the primary 
financial support for those experiencing poverty. 

In Finland, the total price of electricity (including energy, distribution fees and taxes) for consumers 
is still one the cheapest in Europe in relation to purchasing power. The share of electricity 
expenditure in an average household expenditure has remained moderate. 

The share of energy is determined in competitive markets. Finland is part of the European, 
efficiently functioning energy market, and the Finnish retail electricity market is highly competitive. 
This situation should be maintained. All policy measures must be targeted in such a way as to 
ensure the competitiveness of Finnish energy production, the efficient operation of the market and 
the equal treatment of market participants. Energy poverty must not be tackled by means that 
jeopardize the efficient functioning of the market. 

The role of distribution pricing is emphasized in the public debate. On average, however, 
distribution accounts for only about a third of households' total electricity bills. Due to the pricing 
structure (basic fee), the share of distributon is relatively high for customers who use little electricity 
(holiday homes). However, in terms of euros paid, the costs are reasonable. A more significant 
factor than the price level (as such) behind the distribution price debate is the recent price 
increases. The situation stabilizes when the security of supply investments required by the law 
have been made. 

Energy taxation must be developed as a whole and necessary measures to combat climate 
change must be taken into account. The basis of energy taxation in heating, industry and transport 
will flee in the next decade as fossil fuels are phased out. The entire energy system is undergoing 
a major transformation and technological development. The importance of electrification is 
growing. As part of the overall tax reform, the development needs and direction of electricity 
taxation must also be carefully considered. The government of Prime Minister Marin has rightly 
decided to reduce the electricity tax on industry. It should also be noted that household electricity 
taxes have risen sharply over the last decade. This, too, needs to be addressed.” 

Q2: ”Will energy poverty or scarcity or its threat be met in your work, work or personal life? 
How? How could these people be helped?” 

”ET has drawn up general terms and conditions, which have been negotiated with the authorities 
and the content is based on existing legislation. Regarding electricity supply disconnection, the 
operating methods as such that customers are given sufficient (3-4 months) time to find out their 
possibilities for paying the bills and getting support with their financial situation. Disconnections 
have been delayed for social reasons or during winter months. The customer will be sent several 
reminders of overdue invoices before disconnection, and the disconnection warning sent to the 
consumer includes advise on how to proceed in order to exercise consumer rights and the 
consumer is guided towards finding advice and payment options and contacting Kela to seek 
economic assistance. 

In addition, ET has co-operated with Kela to make the processing of guarantees issued by Kela, for 
example, as smooth as possible. We have co-developed guidelines and training for energy 
companies.” 
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Q3: ”Would you come up with one policy measure to alleviate energy poverty or its threat in 
Finland? How would it be implemented?” 

”ET sees that the fight against energy poverty is primarily part of social policy, not energy policy. 
Finland has a very comprehensive social support system, designed to guarantee a minimum 
income for all. As stated above, energy poverty occurs as part of other poverty and the 
phenomenon is very multidimensional. There are many factors or phenomena associated with 
poverty. The solutions must also take into account the overall situation of the household. Social 
policy actors have better means and skills to deal with the situation comprehensively. 

Electricity tax should be significantly reduced. In electricity bills, taxes account for an average of 
30%. It is denominated in euros and is based on the energy used (2.79372 cents / kWh). The 
share of the tax is thus significant for a low-income resident living in a house heated with electricity. 

In Finland, comprehensive measures are also being taken to improve energy efficiency. These, in 
turn, also help to combat energy poverty. In addition to other public and third sector advice, energy 
companies are comprehensively committed to Energy Efficiency Agreements and thereby promote 
energy efficiency among their customers, e.g. through advice, communication and various other 
services. 

Energy subsidies are a good way to promote energy efficiency and combat energy poverty. 
Counseling must ensure a wide awareness of the forms of support available and guidance to 
ensure that different sections of the population have a real chance of benefiting from subsidies. 

A new problem is the condition of the housing properties of aging population in areas where 
housing values have plummeted. With regard to these, we share the view expressed at the event 
that subsidies should be targeted wisely. In certain areas / properties, support for housing should 
be limited to what is necessary, i.e. repairs necessary for the continuation of housing and 
compensation for heating energy costs with grants. This new phenomenon must also be taken into 
account in construction regulations and must not force citizens into unnecessary and unprofitable 
renovations. 

If policy measures on energy poverty are compared between different Member States, the issue 
must be compared as a whole, taking into account, for example, the functioning of the energy 
market. Actions should not be detached from the whole.” 
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4 Meetings organised in Italy 

 First Meeting of the National Vulnerable 
Consumers Steering Committee in Italy 

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: office venue of Acquirente Unico in Via Guidubaldo Del Monte, 45 - Roma 
Date: 26 ottobre 2017 
Time: Morning, from 10.00 am to 1.00 p.m. 

Attendees:  
• a2a: Laura Colombo 
• Banca d'Italia: Ivan Faiella 
• Collegamento Italiano Lotta Povertà (European Anti Poverty Network) – CILAP: 

Nicola Perrone 
• Comune di Andrano: Mario Accoto 
• Comune di Bari: Pasquale Capezzuto 
• Comune di Parma: Enzo Bertolotti 
• ENI gas e luce: Francesco Santangelo 
• Fondazione Giuseppe Di Vittorio – FdV: Serena Rugiero 
• Ministero dello Sviluppo Economico: Marcello Capra 
• Unione Nazionale Consumatori – UNC: Marco Vignola 
• Università La Sapienza: Gianfranco Leonetti 

Remote involvement: All partners were physically present  

Apologies: Not applicable 
	
Presentation	of	the	meeting		

The 1st meeting of the Italian VCSC had the main objective to actively engage the members 
of the VCSC on ASSIST and thus ensure their support, either individually and collectively 
as the scientific committee, throughout the project lifetime.  

In order to achieve this objective, the agenda (annex) was built with two sessions: 

1. A first session to illustrate, by the three Italian project partners (AISFOR, RSE and 
AU), the aims and objectives of the ASSIST project and to present in detail the 
activities to be implemented in Italy in the coming years (mainly related to the training, 
network and action of the HEAs). Whilst presenting the project work plan, the role of 
the VCSC was highlighted and discussed. 
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2. A second interactive and dynamic session to discuss specific aspects of ASSIST in 
relation to the Italian context. In order to promote and favour discussion on the 
selected topics, the partners had prepared beforehand a list of questions to be used 
as guide during the workshop. 

Further to the project objectives and activities, the issues discussed during the meeting 
were: 

1) Meaning of “fuel poverty” and “energy poverty” in Europe and in Italy and if a definition 
of “energy poverty” could be defined for the Italian context. The discussion on this 
point was long and based on the work just published by RSE and Banca d’Italia on 
the fact that energy poverty is a phenomenon related to many interwoven parameters 
and therefore it cannot be related directly and exclusively to the income of the 
household (which is the criteria used nowadays in Italy for the eligibility of the 
economic support to the energy bill). It was concluded that a definition of energy 
poverty needs to be drafted taking into account all the different aspects related to 
energy poverty, either temporary, economic and social. 

2) In relation to the first discussion point, the situation of energy poverty in Italy was 
analysed and it was stressed that further to the people already in energy poverty 
there is a high percentage of people at risk of energy poverty which should be 
addressed if the social phenomena needs to be tackled and eliminated. It was 
therefore stressed that an important aspect that needs to be carefully analysed in 
relation to energy poverty is the factors that have led consumers in such a situation, 
i.e. what are the causes of energy poverty. The causes should be in fact clearly 
identified in order to be able to impact on the people “at risk” of energy poverty. 

3) Initiatives in Italy which tackle energy poverty were also discussed, such as Banco 
dell’Energia by a2a. Even though energy poverty has started to gain importance on 
the energy scenario just recently there are already several initiatives in Italy, mainly 
related to the energy plans of municipalities or the social policies of energy operators. 
The possibility of creating synergies between ASSIST and these initiatives was 
positively discussed. 

4) The main objectives to keep in mind when building the figure of the HEA and its 
network were discussed. The main issue of the economic sustainability of the HEA 
and the network was thoroughly discussed. Inputs which need to be further analysed 
are related to the interest of municipalities to offer HEA’s service to the citizens. 

The participants of the meeting represented both the energy and social sector coming from 
institutions, private companies and non-profit associations. The participants were well 
balanced and were thus able to provide complementary inputs and analyse all the aspects 
of energy poverty in Italy.  

They expressed a real interest in all the project activities related to the HEA, training / 
network / action. Most of them expressed their interest in having an active role on these 
activities: such as promoting the HEA training and inviting colleagues to undertake the 
course, or in collaborating on the definition and implementation of the ASSIST action.  

Further meetings will be organised bilaterally with the members which have expressed 
specific interest on the project activities to discuss the operative details of the collaboration. 
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Policy	issues	discussed/Setting	the	policy	scene		

As mentioned in the previous paragraph, in Italy there is no formal definition for energy 
poverty. The results of a research by RSE and Banca d’Italia has just been published on the 
various interrelated factors defining energy poverty, however the results of the research still 
need to be taken into account for the formal definition. 

In Italy energy poverty has only recently gained importance, in 2017 the term was introduced 
in the national energy plan (SEN) for the first time. However actors working in the energy 
sector are more acquainted with the terms and meaning of energy poverty in relation to the 
actors in the social sector who are still mostly unaware of the social phenomena. 

In Italy, some of the actors from social sector are even refusing the idea of considering and 
tackling energy poverty in a specific way: they consider their role to be fighting against 
poverty as a whole, without granting a tailored approach for different issues within poverty. 

With regard to the causes of energy poverty, actors from different sectors seem to agree on 
a mix of variables, not only connected to the economic factors but also to climatic ones. 
Their views differ on the evaluation of the perimeter of energy poverty in Italy, with social 
sector and consumers association preferring a wider approach with higher figures and 
focusing more on prices and market behaviors, and energy sector more focused on the 
technical aspects. 

The current debate on energy poverty in Italy is still focusing a lot on the fine tuning of the 
only national tool to fight it, which is the Energy Bonus: in particular, how to make it 
automatic, thus allowing the high percentage (70%) of excluded potential recipients to obtain 
it. 

Participants expressed their concerns regarding hidden energy poor consumers: in 
particular, those disconnected to the grid – thus not able to even request the bonus – 
especially with regard to natural gas. There is a risk of excluding a big part of the energy 
poor consumers, if specific actions for disconnected are not planned. 

Furthermore, most of the participants agreed on embracing an holistic approach to fight 
energy poverty – and they are concerned of a merely financial approach, with tools like the 
bonus. In particular, participants have emphasized the need and importance of energy 
efficiency in housing.  

A positive aspect is the intention on behalf of the institutions working on the energy field to 
create a National Observatory on energy poverty, however no specific plans or agenda have 
been defined at the time being: that would be a great development for the whole energy 
poverty agenda in Italy. 

The are several measures supporting the payment of the energy bill (electric and gas bonus) 
which are based on income criteria for its accession, there are also several financial 
measures to support the take up of energy efficient measures in the household which are 
not specifically addressing energy poor or vulnerable consumers. Further there is the 
support of social organisations (such as CARITAS) to economically help people in need who 
are not able to pay for their energy bills by paying the bills themselves. 
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Follow	up	of	the	meeting		

Expression of interests were collected through specific forms on possible interests on 
specific activities of ASSIST by the members.  

The ASSIST partners agreed to follow-up individually with the various members on the 
specific activities and to keep all the members regularly updated on the achievements of the 
project. 

A report in Italian will be drafted with the inputs of the meeting and of the first think tank 
event (taking place on the afternoon of the same day) and sent to all members. 

A second meeting will be held in 2018, the timing of the meeting will depend on the 
development of the project activities. 

Conclusions		

The meeting was very interesting and provided the partners with inputs for the 
implementation and development of the coming activities in ASSIST work plan. 

 

 First Stakeholder Meeting in Italy   

 
Overview	 of	 the	 activities	 carried	 out	 in	 Italy	 to	 promote	 actors’	
dialogue:	

Market actors’ dialogue 
events and role 
(organisation / co-
organisation / participation) 

Venue Date Participants engaged 
Project 
partner(s) 
involved 

Market actors’ dialogue 
event on “Terzo settore ed 
energie sostenibili: il valore 
sociale ed economico delle 
azioni di contrasto alla 
precarietà energetica nelle 
imprese del terzo settore" 
co-organised by ASSIST 
with Fratello Sole 

Milan 12/03/2018 Social – energy actors RSE 

Market actors’ dialogue 
event co-organised by 

Naples 11/05/2018 Social actors AISFOR 
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AISFOR with CILAP within 
the EMIN project 

Participation in “Energy 
Poverty session” within the 
“RESCoop annual 
conference 

Milan 21/06/2018 Energy actors – 
energy communities 

AISFOR / 
RSE 

Market actors’ dialogue 
event on “Povertà 
Energetica: (ri)conoscerla 
per contrastarla” organised 
by RSE 

Milan 12/09/2018 All type of actors AISFOR / 
RSE / AU 

Market actors’ dialogue 
event on “Lotta alla povertà 
energetica” organised by 
AU 

Rome 25/09/2018 All type of actors AISFOR / 
RSE / AU 

Participation in event on 
“Efficienza energetica e 
sostenibilità ambientale: 
quale supporto alle 
famiglie?” 

Padova 27/09/2018 All type of actors RSE 

Market actors’ dialogue 
event on “Novità ed incentivi 
per l'efficienza energetica: 
Strumenti nazionali ed 
azioni locali” co-organised 
by AISFOR with RENAEL 
and FIRE 

Rome 27/09/2019 Energy actors AISFOR / 
RSE 

Event organised by AU on 
“Le sfide e gli scenari della 
povertà energetica in Italia e 
in Europa 

Rome 10/10/2018 Mainly energy actors AISFOR / 
AU 

Activity/Event	“Terzo	settore	ed	energie	sostenibili:	il	valore	sociale	
ed	economico	delle	azioni	di	contrasto	alla	precarietà	energetica	nelle	
imprese	del	terzo	settore”	

Information	about	the	meeting:	
Location:  Milan - Italy 
Date:  12/03/2018 
Time:   Afternoon 

Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well 
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The event was open only to invited participants. The participants invited were 
representatives from both the social and the energy sector and from different type of 
stakeholders (universities, research centers, social NGOs e associations, charities, etc.) in 
line with the agenda of the event. 

Role of the project partners: organizers or co-organisers of the meeting 

AISFOR and RSE co-organised the event together with Fratello Sole (a social NGO working 
to tackle energy poverty by renovating community houses and making them more efficient). 
Presentation	of	the	meeting		
Meeting	objectives (describe briefly the goal and objectives of the meeting) 

The meeting was meant to discuss with the various actors the economic and social values 
of actions to tackle energy poverty taking into account the existing financial measures and 
other social factors. 
Issues	discussed	at	the	meeting:	

• The definition of energy poverty; 

• How social welfare, energy efficiency and technological innovation can contribute to 
mitigate the effects of energy poverty; 

• The social impact of the activities implemented to fight energy poverty; 

• The role of third sector organization to reduce CO2 emissions 

Outcomes	of	the	meeting:	

The meeting was a useful occasion to put together different actors operating in the field of 
energy poverty and to also involve local institutions and make them more aware of the 
importance of effective policies to fight energy poverty. 
Annexes		

Please attach to the report the following annexes:  

Agenda of the meeting 



107 
 

 

 

Activity/Event	“Povertà	Energetica:	(ri)conoscerla	per	contrastarla”	
Information	about	the	meeting:	
Location: Milan 
Date:  12/09/2018 
Time:   Afternoon 

Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well.   

The people who participated in the event were representatives from associations working 
with energy poors, from municipalities, local utilities (such as A2A), from entities (such as 
Banca d’Italia, ISTAT, ARERA,...) which study the issue of energy poverty and/or have an 
institutional role in addressing the phenomenon. Some representatives of the energy poor 
communities involved in the local support projects were also present at the event. 
Role of the project partners: organizers or co-organisers of the meeting 

RSE organised the event with the support of the municipality of Milano. 
Presentation	of	the	meeting		
Meeting	objectives  
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The goal of the event was to raise public awareness about the issues related to energy 
poverty and how the phenomenon can be better characterized in order to find adequate 
solutions. It was also the occasion to present each speaker’s experience in the field and 
thus show what kind of concrete actions are currently being made to tackle energy poverty. 

  

 

Issues	discussed	at	the	meeting:	

• the definition of energy poverty in Italy; 

• the current support measures to tackle energy poverty (“Bonus elettrico e gas”) and 
how it can be improved; 

• what measures can be more effective to fight energy poverty. 

Outcomes	of	the	meeting:	

Public interest about the issue of Energy poverty in Italy (with a focus on the city of Milano 
and the Lombardia region) was raised, as shown by the number of mass media and social 
media which talked about the event. 

A recommendation to local and national authorities to use a bottom-up approach to address 
the issue of energy poverty by involving all the different actors and stakeholders as much 
as possible was formulated.    
Annex		

• Agenda of the meeting 
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Activity/Event	“Lotta	alla	povertà	energetica”	
Information	about	the	meeting:	
Location: Rome, Italy 
Date:  25/09/2018 
Time:   All day 
Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well.   

The event was open only to invited participants, in order to have better feedback and 
dialogue with the interested stakeholders. The participants invited were national 
stakeholders coming mainly from the energy sector, and from social and academic sectors, 
together with consumers associations and social housing entities. 
Role of the project partners: organizers or co-organisers of the meeting 

Acquirente Unico and AISFOR organized the event, which took place at Acquirente Unico 
headquarter, together with the support of RSE. The event was then disseminated through 
AU, AISFOR and ASSIST channels. 
	
Presentation	of	the	meeting		
Meeting	objectives 

The meeting was split in two sessions: the first one was meant to disseminate to relevant 
stakeholders the results of the ASSIST research, i.e. informing and explaining the reports 
on energy poverty, vulnerability and all instruments to tackle those conditions. 



110 
 

The second part provided stakeholders with information on the training course, launching it 
at national level, in order to raise more interest on it; at the same time, the different type of 
actions planned were presented to the stakeholders, in order to identify the best options. 
Issues	discussed	at	the	meeting:	

• Vulnerability and Energy poverty in Europe, instruments to tackle them; 

• Role of energy efficiency for fighting energy poverty; 

• Launch of the HEA training and presentation of the action. 

Outcomes	of	the	meeting:	

The meeting created a strong interest in the course, with a relevant increase on the 
participant. Furthermore, it allowed for a better focus on how energy efficiency can combat 
energy poverty, in particular with regard to social housing. The meeting had a strong impact 
on national media, with several articles published by the most important Italian newspapers. 
Annex		

• Agenda of the meeting 
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Activity/Event	““Efficienza	energetica	e	sostenibilità	ambientale:	quale	
supporto	alle	famiglie?”	
Information	about	the	meeting:	
Location: Altavilla Vicentina (VI), Italy 
Date:  27/09/2018 
Time:   Afternoon 

Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well.   

The main actors involved in the meeting were Universities (Università Cattolica del Sacro 
Cuore, Università di Padova and Università di Brescia), associations from the third sectors 
(such as Fratello Sole) and utilities (such as A2A, which is also the promotes of several 
initiatives to fight energy poverty). 
Role of the project partners: organizers or co-organisers of the meeting 

ASSIST was invited to participate in the meeting and RSE presented the project and its main 
results so far. 
Presentation	of	the	meeting		
Meeting	objectives  

The goal of the project was to present and share the experiences of different projects dealing 
with energy poverty and vulnerability. 
Issues	discussed	at	the	meeting:	

• The role of third sector organizations to tackle the issue of energy poverty; 

• The role of energy efficiency to improve the conditions of energy vulnerable 
consumers; 

• The importance of the coordination among different entities operating in a certain 
area to effectively address all the issues related to energy poverty. 

Outcomes	of	the	meeting:	

The meeting allowed the sharing of the good practices to tackle energy poverty implemented 
in the field by the actors who presented their experience. 
	
Annex	

• Agenda of the meeting 
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Activity/Event	“Novità	ed	incentivi	per	l'efficienza	energetica:	
Strumenti	nazionali	ed	azioni	locali	
Information	about	the	meeting:	
Location: Rome, Italy 
Date:  27/09/2018 
Time:   Morning 

Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well.   

The event was addressed to the Italian energy agencies, members of the Italian network of 
energy agencies RENEAL. Further the event was also attended by representatives from the 
energy sector dealing with research, training, awareness and knowledge building. 
Role of the project partners: organizers or co-organisers of the meeting 

The event was organized by RENAEL as the annual conference for the members of the 
network (i.e. the local/regional energy agencies) in collaboration with AISFOR and FIRE, 
two energy-training companies located in Rome. 

 
Presentation	of	the	meeting		
Meeting	objectives		

The aim of the meeting was to present the Italian scenario related to energy efficiency in 
terms of existing financial measures, ongoing/past initiatives.  
Issues	discussed	at	the	meeting:	

• The need to create synergies between the various activities in order to build on results 
achieved; 
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• The need to work locally to properly address and engage consumers. 

 
Outcomes	of	the	meeting:	

ASSIST and SMART-UP were presented by AISFOR and interest for ASSIT was largely 
gained especially to participate in the training course and to define possible strategies to 
tackle energy poverty. 
	
Annex		

• Agenda of the meeting 

 

  



115 
 

Activity/Event	“Le	sfide	e	gli	scenari	della	povertà	energetica	in	Italia	
e	in	Europa”	
Information	about	the	meeting:	
Location: Rome 
Date:  10/10/2018 
Time:   Morning 

Type of participants (what actors did the meeting mobilize?). Please include a list of 
participants as well.   

The event was open only to selected participants. The participants invited were mostly high 
profile representatives – in line with the eminent venue -  mostly from the political sector 
(member of Parliament, undersecretary of government), from the National Authority of 
Regulation, from the energy sector and from social and academic stakeholders in line with 
the agenda of the event. 
Role of the project partners: organizers or co-organisers of the meeting 

Acquirente Unico organized the event, together with Globe (Associazione Nazionale per il 
Clima) and with the support of ASSIST coordinator AISFOR. The event was then 
disseminated through AU and ASSIST channels. 
	
Presentation	of	the	meeting		
Meeting	objectives		

The meeting was meant to create a political focus on the issues of energy poverty, given 
the under representation of the problem in Italy (lack of definition, lack of debate) – and to 
create a debate on how improve the existing financial measures. 
	
Issues	discussed	at	the	meeting:	

• Economic and social issues of energy poverty in Italy; 

• How to improve existing financial measure; 

• How to best address the issue from a political perspective. 

Outcomes	of	the	meeting:	
The meeting enabled to understand the political point of view on how to tackle energy 
poverty, and gain insight on how different political parties are considering to change existing 
financial instrument. 
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 Second Meeting of the National Vulnerable 
Consumers Steering Committee in Italy 

Practical	details	of	the	meeting	

Location: office venue of Acquirente Unico in Via Guidubaldo Del Monte, 45 - Roma 
Date: 20 may 2019 
Time: Morning, from 9:45 to 14:00 

Attendees:  
• Silvia Pedrotti, A2A – Banco Energia;  
• Nicoletta Teodosi, CILAP;  
• Pasquale Capezzuto, Comune di Bari;  
• Serena Rugiero, Fondazione Di Vittorio;  
• Marco Vignola, Unione Nazionale Consumatori;  
• Gianfranco Leonetti – Università La Sapienza;  
• Alessandro Pellini, Gestore dei Servizi Energetici.  
• For the Assist partners: Marina Varvesi, AISFOR; Emiliano Battazzi, Acquirente 

Unico; Simone Maggiore, RSE. 

Remote involvement: Francesco Santangelo, ENI; Enzo Bertolotti, Comune di Parma. 

Apologies: Marcello Capra, MISE; Ivan Faiella, Banca d’Italia; Mario Accoto, Comune di 
Andrano; 

Presentation	of	the	meeting		 	
	
The objective of the meeting was to transform ideas, suggestions and recommendations 
into useful insights and material to be used both to strengthen the action and to prepare the 
project Policy Paper. The agenda of the event was built in order to allow partners to update 
the VCSC on the activities and at the same time to allow the VCSC members to express 
their positions and create a debate on specific topics.	

During the event, therefore, the Italian partners updated the VCSC in detail on the 
development of the Assist project. In particular, the entire project path was presented: since 
the last meeting of the VCSC, the project has defined the different actions to be carried on 
and has carried out three different editions of the training course for the HEA. At the end of 
all courses, the HEA should count to roughly 150 - who will be actively involved in actions 
with vulnerable consumers - thus assessing the effectiveness of the training and, above all, 
testing the validity of their role in interacting with vulnerable consumers and providing them 
with effective support. 
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After a brief discussion on the training course, the partners presented the current phase 
regarding the action. There are essentially three types of action: a softer one providing 
suggestions on consumption behaviour, even at large-scale retailers premises; a tailored 
one, which provides a direct relationship with consumers, for example through associations’ 
help desks; the third relies on synergies with other existing activities, for example with 
residential construction projects. 

At the center of the VCSC debate there was the development of the action and above all 
the framing of HEAs - how to best develop their profile to allow better integration in the 
consumer support system. Among the members of the VCSC, it has been emphasized that 
the HEAs could be more effective if enrolled in a more institutional context. As an example 
through an official accreditation - which could be provided by the Energy Authority, or by the 
Regions. Among the proposals for the HEA accreditation, there was one to insert the HEA 
into the path of the Italian National Energy and Climate Plan. At the same time, it was 
stressed that the HEA must be as close as possible to the local level (Municipalities, 
Consumer Associations, Third Sector, etc.). For example, for many municipalities, especially 
the smaller ones, a governance problem has been highlighted on the topic of support for 
energy consumers: the inclusion of HEAs, in a strategic planning context, could help them 
to start specific actions in order to help fighting energy poverty. 

HEA network is another major topic discussed during the meeting, highlighting above all the 
importance of connecting not only individuals but also the institutions they belong to. 

At the same time, the project's activities are also focused in the identification of support 
policies for vulnerable consumers - and the VCSC has discussed them at length. In 
particular, the instrument of the guaranteed minimum income (so called “Reddito di 
Cittadinanza”) has been at the center of the debate - although it is not a specific tool for the 
vulnerable consumers. Similarly, the role of the Social Energy Bonus, its accessibility and 
its long-awaited reform have created a wide debate within the VCSC - since it is a difficult 
tool to access and only one third of the entitled consumers benefited of the bonus. 

Within the VCSC there were both operators and associations from the energy sector and 
from the social sector, all very interested not only to the specific problems of the vulnerable 
consumers in the energy sector, but also to provide a broader assessment of the 
phenomenon of energy poverty. 

Policy	issues	discussed	at	the	meeting.			

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  
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The committee members pointed out that current policies do not seem to have a 
strong impact on the three drivers of energy poverty: prices, incomes and quality of 
buildings. The participants pointed out that the energy bill is still particularly high for 
consumers, and that is also due to the importance of the component of system 
charges - which essentially constitute a sort of flat tax, not being progressive. As far 
as incomes are concerned, the integration of the guaranteed minimum income 
(“Reddito di Cittadinanza”) with the energy bonus can help some vulnerable 
consumers but it is not able to specifically tackle energy poverty, in particular for large 
families. With regard to the quality of buildings, VCSC emphasized the need for a fast 
track to improve the efficiency of social housing. 

2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 
Among the measures to increase protection for consumers in energy poverty, the 
VCSC also discussed the idea of a distinction between involuntary and voluntary 
arrears. In the first case we talk about families that are unable to pay their electricity 
and gas bills, due to problems related to their disposable income; in the second case, 
we are talking of individuals who voluntarily choose not to pay - the so called energy 
tourists. The two types should be treated differently, for example by not applying 
default interest in the first case. 

3. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  
The VCSC has highlighted the need for mechanisms to improve policies, at European 
and national level, especially in order to achieve a greater inclusion of consumers 
experiencing energy poverty. The first problem identified by the participants is the 
absence of a complete analysis, with a broad view of the phenomenon of energy 
poverty. One of the actions could be to identify a focal point, such as the 
establishment of the National Observatory on energy poverty envisaged in the 
Integrated National Energy and Climate Plan. 

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 
The dialogue between the different stakeholders linked to the issue of energy 
poverty is still considered to be not very developed: there are few opportunities to 
summarize the different positions and sensibilities, and sometimes there is also a 
lack of interest in finding a common perspective. 

5. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers and 
energy poverty? 
The VCSC emphasized the need to create a network not only of citizens but more 
importantly a network of institutions and stakeholders that are committed in fighting 
energy poverty. The risk in involving only individuals is to create an ineffective 
network and thus disrupting the ability to participate in decision-making processes. 
Intermediaries, as the HEAs network could be, therefore remain fundamental for 
greater decision-making involvement of vulnerable consumers. 
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6. Connecting EU and national policy frameworks on energy poverty. Are you aware of 
the National Energy and Climate Plans (NECPs) submitted by our government 
under the Governance directive? What is your view on what is mentioned in the 
report on energy poverty? Is there something missing?  
In the Italian National Energy and Climate Plan the subject of energy poverty is 
treated in a specific chapter. Actions are envisagd for the near future to help 
tackling energy poverty, such as the revision of the social bonus to make it 
automatic, in order to make it available to all potential consumers within the 
thresholds. In the same way, the Plan envisages the establishment of an 
Observatory on energy poverty, able to act as a connection center for the several 
stakeholders interested in tackling energy poverty, operating in the different sectors 
and areas. 

Annex		

• Agenda of the meeting 
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 Second Stakeholders meeting in Italy  

Practical	details	of	the	meeting	

 
Location: office venue of Acquirente Unico in Via Guidubaldo Del Monte, 45 - Roma 
Date: 20 may 2019 
Time: Afternoon, from 14:30 to 17:30 

Remote involvement: Alessandro Cetto, FLAEI – CISL; Leda Andreasi Bassi, Cooperativa 
Lotta contro l'Emerginazione; Valentina Masciari, Konsumer Italia; Sara Capuzzo, ènostra; 
Giovanna Capuzzo, Federconsumatori; Nicoletta Bernardi, Federconsumatori; Catia 
Baldetti, Adiconsum; Tania Sarti, Adicosum. 

Presentation	of	the	meeting		

The aim of the workshop was to discuss and share with and amongst HEAs their direct 
experience. HEAs represent key actors on the field in different sectors in the fight against 
energy poverty, therefore organising the second market actors’ round table with the HEAs 
we were able to discuss and share their practical activities and their vision on the different 
topics. The workshop aimed also to discuss the HEA network structure and model in order 
to increase the networking activity and feeling and evaluate improvements in the network 
structure, and also potential future developments, including for activities after the end of the 
project.  

The workshop was therefore strongly promoted within the HEA network through the ICT 
working area and a video conference was set-up to enable participation of HEAs throughout 
the Italian regions. The event was further recorder and uploaded on the working area to 
enable the HEAs who could not attend live the workshop to at least listen to the experience 
of other HEAs and to receive comments and support. 

The participation of the HEAs, either live or in a second moment via streaming, was very 
positive and it was possible to have a real sharing experience of the different working 
contexts and approaches to energy poverty. 

The agenda of the event was oriented in order to give voice to HEAs, as main actors of the 
meeting - so as to create a debate on the fundamental themes. 

Workshop participants initially told their experiences over time in supporting vulnerable 
consumers and tackling energy poverty. In particular, some attendees emphasized the 
importance of social housing, as the main area of energy poverty; others have recalled their 
experience in the activity of analysing consumption for vulnerables and in the dispute 
resolution. Other HEAs focused on the involvement of more vulnerable consumers, including 
through teaching new abilities and skills; others have focused on energy upgrading of 
existing buildings. 
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All of the HEAs emphasized the importance of training - although noting in some cases 
an excessive complexity of some lessons in the ASSIST course, which was also considered 
to be normal, given it was mainly an online learning course. 

The difficulty in contacting consumers has been raised by several participants: some 
highlighted the importance of local authorities, others the importance of using a very wide 
variety of tools and types of meetings, in order to reach the most vulnerable consumers.  

In particular, all HEAs agreed in stressing that the local level is the most accredited 
in contacting consumers. Poorest consumers, in fact, are the most reluctant to ask for a 
contact or to be reached, because of a social stigma: for this reason, the help of social 
assistants can be very important, since they are already experts of the different social and 
personal contexts. Moreover, people in conditions of greater poverty are usually more in 
contact with third sector stakeholders. 

HEAs find vulnerable consumers strongly interested in available financial instruments to pay 
the bills or to support them. Accordingly, there should be more communication on this topic: 
HEAs consider that those financial supports should be available in much easier ways. In 
particular, due to the complexity of the request, the Social Energy Bonus must be at the 
center of the action of the HEAs, to provide information and possibly support in filling the 
documents. 

In order to develop the activity of the national network, the HEAs believe that events such 
as the workshop, or other events and tools such as tutorials, videoconferences, etc. are 
fundamental - as opposed to a simple e-mail communication that is likely to get lost and to 
raise little interest. 

Sharing	results	of	the	ASSIST	project	

The Italian partners presented the main results of the project to the HEAs, and then updated 
them on their role in the different actions. In particular, the work tools of the platform that I 
used to find tools and information for the reporting of the project were illustrated. 

Questions	to	be	discussed	at	the	meeting	

The discussion was more based on an open dialogue based on the sharing of experience 
rather than following the questions, however the questions were posed during the workshop 
and below are summarised the inputs: 

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to each one 
of these reasons?  

HEAs are actors on the field and are not political actors, however from their experience there 
is a strong need to provide support to consumers in energy poverty as these people are 
unaware of existing financial (such as the energy bonus) and non-financial support schemes 
(such as Sportello del Consumatore). HEAs actually find that energy poor consumers are in 
need of financial and non-financial support and pointing to the fact that actual policies do 
not respond to their needs. 
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According to market actors, those drivers of energy poverty are not really addressed by 
current policies. In particular, they are more concerned about quality of buildings, which is 
considered to be the most important issue. 

 

2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 
According to their previous experiences, HEAs emphasized that high percentage of 
vulnerable consumers are adults, especially the elderly - who have difficulties not only with 
energy issues but to understand the market and their rights. Therefore, a different role of 
the institutions is needed, not only at the informational level but also in involving the different 
stakeholders and entities. In particular, while at the local level it may be easier, at national 
level it is much complex to create initiatives with third sector entities.  

The training-networking-action model of ASSIST ensures an holistic vision and is a good 
model to strengthen social protection of vulnerable consumers- 

3. How to improve the mechanisms for socially responsible and inclusive policy making 
at national and EU level?  
The workshop participants highlighted the difficulty in involving consumers in energy poverty 
in the decision-making process: the information gap is too big, thus the need for an 
integrated role as the HEA. In order to improve the process, it would be also really useful to 
connect the various existing networks on strictly connected topics but which tend not to 
come into contact. 

It is important to build on direct experience of intermediaries and for this reason sharing 
experience is extremely important. 

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 
The market actors stressed the importance of establishing a truly effective network: how to 
make exchanges of experience easily, how to involve subjects who are currently isolating 
themselves - for example those in the third sector.  

5. How to strengthen the citizens involvement and their capacity to participate effectively 
in the decision making process concerning vulnerable consumers and energy poverty? 
HEAs have proposed the idea of a nationwide listening desks – in order to break the mistrust 
and discomfort linked to the vulnerable condition. They would not double existing help desks, 
but just create a focal point to understand their issue and raising them into the decision 
making process. 
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 Third Meeting of the National Vulnerable 
Consumers Steering Committee in Italy   

Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	

Location: The meeting was held by videoconference call - provided that all participants 
could be identified by the partners and all the other participants - due to the coronavirus 
outbreak in Italy and to guarantee the observation of government regulations. 

Date: 06 March 2020 

Time: Morning, from 9:30 to 12:00 

Attendees:  
• Marcello Capra, Ministry of Economic Development; 
• Laura Colombo, A2A – Banco Energia; 
• Silvia Pedrotti, A2A – Banco Energia;  
• Pasquale Capezzuto, Comune di Bari;  
• Serena Rugiero, Fondazione Di Vittorio;  
• Francesco Santangelo, ENI; 
• Valentina Garruto, ENI; 
• Serena Contu, ENI; 
• Anna M. Salama, ENEA; 
• Gianfranco Leonetti – Università La Sapienza;  
• Luca Benedetti, Gestore dei Servizi Energetici; 
• Alessandro Pellini, Gestore dei Servizi Energetici; 
• Marine Cornelis; NextEnergyConsumer 

For the Assist partners: Marina Varvesi, AISFOR; Emiliano Battazzi, Acquirente Unico; 
Simone Maggiore, RSE.  

Apologies: Marco Vignola, Unione Nazionale Consumatori; Nicoletta Teodosi, CILAP; Ivan 
Faiella, Banca d’Italia; Mario Accoto, Comune di Andrano. 

Presentation	of	the	meeting		

The objective of the meeting was to update the Italian VCSC on the activities of the project. 
In particular, the focus was on presenting the results up to the moment, discussing the draft 
of the Vulnerable Consumers Protection Framework Paper and debate over the future 
development of the HEA network. 

The agenda of the event was tailored so to allow partners to present the activities to the 
VCSC and at the same time to allow the VCSC members to express their positions and 
create a debate on different topics. The videoconference allowed for more participant to 
attend the meeting, but it also made it a bit more complicated to have a good interaction 
between the participants, as it would have happened during a normal meeting. 
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During the 3rd VCSC, the Italian partners updated the Committee members on the 
development of the Assist project, with a broad view on the whole trajectory. In particular, 
results of the project were presented: the number of HEAs officially trained counts to 122, 
with more than 200 enrolled in the online training. More than 5.000 consumers reached by 
the soft action, that means providing advises on consumption behaviour, at large-scale 
retailers premises or through social networks; more than 600 reached with the tailored 
action, based on a direct relationship with vulnerable consumers. Among results, the whole 
WP5 was presented, in order to better frame the action, the SWOT analyses of the activities, 
lesson learned and final results in terms of indicators. 

The focus of the VCSC debate was on training networks, future job opportunities and 
possible formal structuring of the HEAs network in the national energy – social system. 
Members of the VSCS have emphasized the need for an official accreditation - which could 
be provided by the Regions or other local bodies. The VCSC has several ideas for the future 
of the network, in particular as for the embedding of the HEAs in different entities. 

The VCSC was also presented with a summary of the Vulnerable Consumers Protection 
Framework Paper. Due to the short time period the members had in order to study the Paper, 
roughly all of them still couldn’t discuss about it in the detail. Thus, it has been granted an 
extra period to better evaluate the document and answer to questions in a written form. 
Committee members emphasized the importance of introducing the energy transition as an 
added potential driver of the energy poverty, and appreciated the Framework Paper having 
insights about that topic. 

Within the VCSC there were both operators and associations from the energy sector and 
from the social sector: the main focus were energy transition and future of the HEAs network. 
Local entities were more interested in the future role of the HEAs and in particular with regard 
to their qualification. With respect to the previous VCSC meeting, and thanks to the online 
tool, the composition of the group was more heterogeneous – with Ministry and state-owned 
companies representatives, together with utilities and local entities. 

Feedback	on	the	Framework	Policy	Paper	

The ASSIST partners provided the Framework Policy Paper as soon as it was available. 
However, given the short period for the VCSC to read it and study more in depth, during the 
meeting most of the members weren’t ready to provide a comment yet. Thus, members of 
VCSC sent their comments via e-mail during the following days. 

More in detail, the Ministry of Economic Development (MISE) sent a useful feedback on the 
content of the Framework Policy Paper. In particular, given the enormous work of policy 
analysis done by the project partners, the MISE representative considers that, in paragraph 
3.8, more space should be given to ASSIST concluding assessments. 

With the perspective of emphasizing ASSIST recommendations, the concluding assessment 
should be considered more important than the individual ideas that emerged from the 
various partner countries of the project, because energy poverty is a cross-cutting issue and 
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involves all countries and not only partner countries. In this view, the summary of concluding 
assessment should emerge with priority, since each country may have a specific situation 
that is different from other countries. 

As for the part concerning Italy, in particular at page 87, the MISE representative would have 
given more space to the results of the Italian NECP, where a considerable effort has been 
made, also taking into account the observations of the Commission so far – not all countries 
have approached the issue with the same determination.  

VCSC members provided a general feedback of appreciation of the document. In particular, 
they were strongly satisfied with the space and relevance granted to the concept of energy 
transition as a potential new driver of energy poverty. As the Energy Green Deal has become 
the most relevant and ambitious European roadmap, VCSC emphasized the need of 
considering the current and future energy transition to be addressed in the document. 

They were so impressed with the content of the document to suggest an Italian translation 
– as a shorter edition – to disseminate results and recommendation to a national broader 
audience. VCSC members confirmed that citations and statements are to be considered 
correct. 

Feedback	on	ASSIST	project	result		

The ASSIST partners presented the results of the project, in particular with regard to WP4 
and WP5: thus most of the debate was focusing on the role of the HEA and the network. 
VCSC is concerned about HEA not having an official accreditation in the Italian system: 
among the proposals for the HEA accreditation, one was to include the HEA into the 
perimeter of the Italian National Energy and Climate Plan. The representative of the Ministry 
of Economic Development told that this option will be evaluated, considering that the HEAs 
already have an expertise in the field. The inclusion of the HEA network as a tool to 
tackle energy poverty in the NECP would be a very important step also for future 
developments. 

Another proposal - issued by Comune di Bari - for the formalization of the HEA figure into 
the Italian system would be to follow the voluntary qualification path provided for by law 
4/2013, art. 6, who promotes voluntary self-regulation of unregulated professions and their 
associations. Thus, according to this proposal, the HEA network could be set up as a 
voluntary association following the law 4/2013. 

As the link between energy poverty and climate change mitigation is strengthening, Comune 
di Bari also proposed to evaluate the connection with the 2030 Agenda on sustainable 
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development. In the Italian Action Plan of the Sustainable Development Strategy, the HEA 
network - consistent with the objective of the strategy "I.3. reduce housing problems" and 
the SDG number 7 - could be included as a tool for the reduction of energy poverty.  

At the local level, each Region must draw up its own strategy and so it could be an idea to 
have a contact with the reference offices. With regard to other local entities and to their 
Sustainable Energy and Climate Action Plan, the JRC, which is based in Italy, elaborates 
the guidelines for the Municipalities. The Covenant of Mayors could include the topic of 
energy poverty and the good practice of the HEA network in the next guidelines or in the 
general indications or create a special webinar on the topic.  

Partners presented their positive experiences with the municipalities during the project: 
many municipalities have shown a real interest in the ASSIST model for the set-up of 
municipal branch or help desk for the citizens. However, several barriers aroused, in 
particular the bureaucratic one – and the consequent waste of time.  

In order to activate a HEA network in a municipality, the VCSC issued also the proposal to 
provide the local entity with a training package, in order to set up a dedicated branch with 
locally trained HEAs at the Public Relations Offices, which represent a focal point for 
citizens, providing specific advice and then eventually also home visits on request. 
Considering the complex bureaucracy such a project would face, a pilot project could be 
activated within a voluntary municipality. 

The VCSC, in particular Università La Sapienza, stressed the importance of the green 
energy transition as a new driver of the energy poverty and vulnerability. Due to this, the 
HEA development should be more dynamic and also include a new specific training on the 
topic. Moreover, according to Università La Sapienza, it should be evaluated the importance 
of the connection between local entities and utilities, in order to better develop the HEA 
network. In this view, consumers association can support and promote, but not lead, the 
network development. 

The Ministry of Economic Development emphasized the role of energy poverty in the Italian 
National Energy and Climate Plan, which has been recognized also by the European 
Commission. Among the envisaged measures, there is also the institution of a National 
Energy Poverty Observatory. In stressing the new reinforced role of the existing tools for 
energy efficiency and vulnerability, the Ministry representative also considered there is 
plenty of room for improvements in efficiency. 

Follow	up	of	the	meeting		
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The partners explained to the VCSC that the Final ASSIST Event will be postponed, due to 
the COVID-19 outbreak in Europe, and that every decision would be timely communicated 
to them. 

Conclusions		

Please highlight in these sections the main points that you take from this meeting? Try to 
present them in concise way.  

The ASSIST model based on the HEA figure may be taken up by municipalities within the 
SECAPs. The follow-up with municipalities will be further deepened through the National 
VCSC members as well as the Covenant of Mayors (member of the EU VCSC). 

The formalisation of the HEA within the regional qualification schemes as well as through 
the UNI standards may strengthen the figure and enhance the role of the network of HEAs. 
Whilst the first steps to submit the request for the formalisation of the HEA to the Lazio 
region had already been undertaken before the holding of the VCSC, no actions had been 
done on the UNI which will now also be considered. 

The collaboration with other national institutional and market actors is important to create 
synergies and to better define a national strategy to tackle energy poverty as part of the 
National Energy and Climate Action Plan. 

Other	comments/observations	

Please feel free to write in here your comments, observations and reflections on the meeting. 
You could also use this section to present aspects that are not captured in the guiding 
questions presented above that you consider important.  
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 Third Stakeholders meeting in Italy 

Practical	details	of	the	meeting	

Location: The meeting was held by videoconference call - all participants had to register on 
an online form - due to the coronavirus outbreak in Italy and to guarantee the observation of 
government regulations. 

Date: 28 April 2020 

Time: Morning, from 10:00 to 12:30 

Attendees: 65 participants 

For the Assist partners: Marina Varvesi, AISFOR; Emiliano Battazzi, Acquirente Unico; 
Simone Maggiore, RSE.  

Presentation	of	the	meeting		

The objective of the meeting was twofold. On one side, the meeting was the final conference 
of the Italian level of Assist, and it was supposed to to present the result of the project to the 
Italian stakeholders, a lot of them having participated in previous meetings and to the 
actions. In particular, the focus was on presenting the results in terms of savings and 
comfort, present the Vulnerable Consumers Protection Framework Paper and its political 
implications and debate over the future development of the Italian HEA network. 

On the other side, due to the Covid-19 outbreaks, the meeting could be useful also to identify 
potential threats to vulnerable and energy poor consumers and to present solutions adopted 
all across EU countries to tackle this new critical issue. 

The agenda of the event was tailored so to allow partners to present the activities and results 
to the stakeholders, allowing for participants to raise answers on the different topics. On the 
final part, the agenda was elaborated in order to present the anti-Covid solutions adopted in 
the energy sectors across Europe; to present the local activities and difficulties of two active 
HEAs during those critical times; and to give the floor to the Energy Regulator, ARERA, to 
present the solutions adopted in the Italian energy sector. The videoconference allowed for 
more participants to attend the meeting (more than 60), but it also made it a bit more 
complicated to have a good interaction between the participants, as it would have happened 
during a normal meeting. 

Assist	activities,	results	and	policies	

During the 3rd MAD, the Italian partners presented to the participants the model elaborated 
during the Assist project, with a broad view on the whole trajectory. The presented model 
was focused on the role of HEA and on the possible formal structuring of the HEAs network 
in the national energy – social system. Stakeholders have emphasized the importance such 
a role can fulfil during this difficult times: in Covid-19 outbreaks, vulnerable consumers are 
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going to need more assistance for managing their bills, and a direct, specific figure as the 
HEA can be way more trustable and effective than almost anyone else.  

Moreover, results of the project were presented: the number of HEAs officially trained counts 
to more than 122, with more than 200 enrolled in the online training. Roughly 8.500 
consumers have been reached with the soft action, meaning advises on consumption 
behaviour, at large-scale retailers premises or through social networks; more than 600 
reached with the tailored action, based on a direct relationship with vulnerable consumers. 
A SWOT analyses of the Assist activities was presented, also in order to provide the 
audience with lessons learned. Final results in terms of indicators were also presented: the 
overall energy savings indicator (ESI), which assesses the actual energy saved by the 
engaged vulnerable consumers, their increased comfort inside their homes and, more in 
general, the quality of their lives. Then the overall Vulnerability empowerment factor (VEF), 
which assesses consumers’ confidence in dealing with energy related issues inside their 
dwellings. Finally the Energy savings that represents the amount of energy saved thanks to 
Assist actions, both in kWh and in percentage (%).  

Assist partners also presented the Vulnerable Consumers Protection Framework Paper, 
emphasizing the political recommendations and the importance of improving the 
consistency of policies. Participants confirmed that in order to tackle energy poverty, not 
only more tools but also better coordination are needed.  

Stakeholders indeed asked for support that is not only financial: more information, more 
education on consumption and savings. With regard to the financial tools, obviously much 
greater ease of access and increased budget available are considered to be more important. 

COVID-19:	effects,	measures	and	problems		

After the presentations on the Assist activities and results, the meeting has shifted its focus 
to the Covid-19 outbreaks. The Covid-19 epidemic has gradually disrupted the rules of daily 
life in European countries: the effects of this emergency have also been fundamental in 
energy markets, particularly for the most vulnerable consumers. In fact, many families are 
forced to pay a very high price in socio-economic as well as health terms for the crisis. The 
Covid-19 crisis is already starting to hit vulnerable consumers hard, creating room for an 
unwanted increase in the energy poor in the European Union. Following the emergence of 
public and private security risks related to the spread of the Covid-19, governments and 
energy regulators have taken extraordinary and urgent measures to support energy 
consumers, particularly those most in need: consumers in energy poverty. Thus, Assist 
partners presented the measures adopted in several European countries, in particular those 
similar to Italy for size and populations.  

This presentation triggered a discussion thanks also to the presentation of two HEAs, that 
after displaying their activities, one within the social sector and the other within a consumers 
association, also presented their experience on the current situation and what’s needed in 
order to help vulnerable consumers. One HEA recalled the great difficulties of vulnerable 
consumers in orienting themselves in energy markets: lack of understanding of bills and 
market dynamics; difficulties in understanding contracts; lack of knowledge of support 
instruments, in particular financial instruments.  
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At this stage of the lockdown, however, there are already major difficulties in paying bills. 
For this reason, both HEAs agree that the role of HEA during the pandemic is more important 
than ever. HEAs, in fact, have personal relationships with families, relationships that also 
continue online (via whatsapp, for example). Both of them obviously agree that the Covid-
19 emergency will increase the spread of energy poverty - and for this there will be a need 
for wide-ranging action. 

On the same wavelength also the presentation by the Energy Bank, which, in addition to 
presenting the support activities already launched in favour of vulnerable consumers, 
highlighted the need for a new action contextualized to the economic and social emergency 
post COVID-19, to help people start again through projects to tackle poverty. 

The conclusions of the event were given to the Energy Authority, which recalled that the 
problem of energy poverty is made even more central due to the exceptional situation 
caused by Covid-19. This situation is pushing the Authority to take certain actions such as 
stopping the disconnection of electricity, gas and water supplies of households and small 
businesses, that have been postponed.  

The Authority's actions have been based on three lines. Financial interventions aimed at 
deferring and instalment payments of bills without any interest or penalty. Suspension of 
disconnection and continuous support through the National Consumers Help Desk. Finally, 
the role of the Bonus, which guarantees a discount on the bill to vulnerable consumers: two 
more months have been granted for renewal - not forgetting that from 2021 the bonus will 
finally be automatic, i.e. put directly into the bill to vulnerable consumers. Unfortunately, the 
Authority has pointed out that in this emergency framework new difficult economic situations 
do not enter easily and quickly, because the instruments we have do not adapt in a snap. 

Within the participants there were both operators and associations from the energy sector 
and from the social sector: the main focus were the new covid-19 criticalities and the HEAs 
network. Local entities, and consumers associations, were particularly interested in how to 
better help vulnerable consumers – given that already existing tools are not really adaptable 
to the new crisis. 

Follow	up	of	the	meeting		

The partners explained to the participats that the Final ASSIST Event has changed, due to 
the COVID-19 outbreak in Europe, and that it is now scheduled across a 3-day web 
conference 

Conclusions		

Please highlight in these sections the main points that you take from this meeting? Try to 
present them in concise way.  
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The ASSIST model based on the HEA figure may more relevant during the Covid-19 
emergency. In such a period, close range relationships on the field are the most effective 
in supporting vulnerable consumers. Another advantage is that they can carry on also via 
online contacting. 

Vulnerable consumers are not ready to understand energy market dynamics: they lack 
information and tool to elaborate it.  

Covid-19 emergency could greatly increase the number of consumers in energy poverty: 
there is the need of new, tailored and much more effective instruments to support them. The 
ones already in place, indeed, are not easily adaptive. 

Other	comments/observations	

Please feel free to write in here your comments, observations and reflections on the meeting. 
You could also use this section to present aspects that are not captured in the guiding 
questions presented above that you consider important.  
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Annexes	 

• Agenda of the meeting 
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5 The second and final round of meetings 
organised in Poland 

 First Meeting of the National Vulnerable 
Consumers Steering Committee in Poland  

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: The Polish National Energy Conservation Agency, Warsaw, Al. Jerozolimskie 
65/79, 00-697 Warsaw 
Date: Friday 9th March 2018 
Time: 10:00 – 15:00 

Attendees: 12 attendees 
	
Presentation	of	the	meeting		

The meeting of Polish Vulnerable Consumers Steering Committee (VCSC) took place in 
Warsaw on the 9th of March 2018. The main objective was the presentation of the ASSIST 
project and explanation their roles and responsibilities. The second part of the meeting was 
prepared as a workshop. Because of the fact that all of the members of the National 
Committee came to the think tank event, the meeting was also interesting to evaluate in 
depth different ways of energy interventions following the discussion in the morning.  

Arkadiusz Węglarz from KAPE and Kamil Pluskwa-Dąbrowski from FK hosted the meeting. 
Both of them welcomed the members of the National Committee. Then Anna 
Wierzchołowska-Dziedzic and Monika Kosińska present the main objectives, structure and 
expected results of the project, including the definition of the Home Energy Agent (HEA) 
professional and training profile. 
	
Meeting	objectives		

• Description of the project. 
• Presentation of the Polish VCSC and the role of its members. 
• Presentation of situation of energy poverty and vulnerable consumers in Poland. 
• Presentation of the first results of survey report, consumers, their energy needs and 

energy consumption. 
• Collect feedback on these first results. 
• Identification of HEA profiles in Poland. 
• Next steps. 
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The	overview	of	agenda	and	issues	discussed	during	the	meeting	

First part of the meeting was prepared like a think-tank based on the presentation of KAPE 
and FK with collecting the feedback from VCSC members. Agenda was based on: 

• Short presentation of the ASSIST project, activities that will be carried out in Poland. 

• Survey report. Consumers, their energy needs and energy consumption. 

• Aspects and areas of the project potentially interesting for various entities on the 
market. 

The second part was prepared as a workshop hosted by KAPE and FK. During the 
discussion the main issues concerned: 

• Energy poverty – consumer 

o Poverty risk as a topic taken in the activities of individual institutions 
o Opportunities and opportunities for individual institutions 
o Energy poverty in Poland - the scale and evaluation of the phenomenon 
o Functioning solutions: legal, institutional, social - including the project context 
o The situation and needs of vulnerable consumers in Poland 
o Opportunities and opportunities for the planned network of HEA advisers 

• Energy poverty – system solutions – steering committee for the project  

o How to counteract energy poverty in Poland, how to manage the activities of 
the ASSIST project 

o Is the ASSIST project an opportunity for consumers? 
o What conditions must be met for the project to serve consumers? 
o Opportunities desired on the market 
o The role, structure and work plan of the steering committee in the context of 

the project and Polish specificity 
o Possibilities of joint actions resulting directly from the project and in a broader 

long-term perspective 
	
Representation	of	stakeholders	

People who took part in the meeting was from public administration, business, 
association/chamber and NGOs. Stakeholders represented at the meeting include: 

• Ministry of Energy, 
• Energy Regulatory Office, 
• Tauron Dystrybucja, 
• Energa Operator, 
• National Fund for Environmental Protection and 

Water Management, 
• Polish Power Transmission and Distribution 

Association, 
• Association of Energy Trading, 
• The Polish Electricity Association, 
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• The Institute for Structural Research (IBS). 

 
Participants of the meeting collaborated with each other, trying to develop an optimal 
approach to overcoming energy poverty and to proper identifying vulnerable consumers who 
are affected by energy poverty. At the same time, they tried to use their capabilities and their 
own working profile. 
	
Reactions	to	the	ASSIST	project	

All of the guests was interested in the ASSIST actions. They think that it is important subject 
to help vulnerable consumers. Almost everyone took the first steps to support energy poor, 
which showed the convergence of both the ASSIST Project and their individual activities. 
Guests indicated the elements of the ASSIST Project, which they can use in their activities 
or elements that they can complement. 

The survey was recognized as completed. The vulnerable customer survey is not based on 
a statistically representative sample, however it was said that most of the people, who took 
part in the survey was the poorest group of energy consumers. 

 

Policy	issues	discussed	and	setting	the	policy	scene		

The definition of energy poverty was an initial topic of the discussion. Members of VCSC 
stated that we have a very general description of energy poverty in Energy Law, however, it 
seems to be far from the needs. Firstly, it is prescribed by the focus of general poverty and 
housing benefits for low-income groups. This criteria does not reflect the true situation and 
excludes households with average income but very high costs. Secondly, there is no 
differentiation between energy poverty and energy vulnerability. Therefore we can use it for 
social-aid purposes, but we cannot for prevention. 

Representatives of Ministry of Energy and Energy Regulation Office stated that a special 
government task-group have been launched recently to elaborate the definition problem and 
propose it in a new wording. Possibly, after their work the overworked proposal will be 
consulted by ngo’s and industry. 

The variety of institutions represented in VCSC resulted in multi-perspective vision of energy 
poverty itself. Administration seems to be 
focused on legal and administrative measures to 
tackle energy poverty, like public aid for energy 
poor and programs aimed on energy efficiency. 
However, they signalized the problem of long-
term financing and complicated structure of 
housing ownership (especially in case of 
municipalities owning whole or part of buildings 
in bigger cities). Industry representatives 
stressed the need of linking energy poverty and 
energy efficiency with consumer safety, and 
safety of energy system itself (blackouts, deficits 
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of power and the need for the tools for consumers to save energy in rush-hours). Social 
representatives put their attention on the behavioral issues and consumer advising and 
education. Also, the problem of smog and low-effective heating devices was spotted as an 
issue closely connected to the energy poverty. 

All participants agreed that the awareness level of the consumers is not satisfactory and that 
direct consulting / advising is strongly needed. Consumer education and access to 
knowledge sources can be the common factor for all market actors, including consumer 
organisations, administration, utilities and consulting agencies. 

During the meeting it was diagnosed that there are some initiatives complementary to the 
ASSIST project. The representative of National Fund for Environmental Protection and 
Water Management presented shortly the project of training for municipal energy engineers. 
Some local authorities are quite dedicated to energy efficiency activities and aims. Possibility 
to empower their specialists with knowledge about energy poverty and efficiency, seen from 
the perspective of the citizen, may be very attractive. 

Industry representatives (Polish Electricity Association, Polish Power Transmission and 
Distribution Association and 2 big energy utilities (DSOs)) declared their support for ASSIST 
and HEA network development. As VCSC members they can see a common interest of their 
members or companies with the project and planned activities. 

Another topic discussed during the meeting was the financing of the HEA network. On one 
hand, there is no open public financing source for advisors. On the other, possibility to launch 
commercial advising is rather limited, because HEA will usually address their activities 
towards households with limited income. Therefore, VCSC members agreed that building 
the network of HEA  should be based on existing entities and institutions, connected already 
with the problem of energy poverty (municipalities, consumer organization (FK) and utilities 
(namely DSOs). This attitude will give the durability effect and raises the chance for creation 
of long-term solutions. Establishing of a new institutional framework is not recommended. 
Having in mind the variety of institutions involved, the HEA profile and training modules shall 
be agile and flexible, to ensure that all engaged parties can collect the competences relevant 
to their daily work and to the manner they are interacting with vulnerable consumers. The 
subsidiarity rule was also mentioned, as the best way of sharing competences and scope of 
services and advising proposed to the consumers by each of involved bodies. 

 

Follow	up	of	the	meeting		

There were several bilateral follow-ups after the meeting. 

Utilities representatives asked for the possibility of implementing HEA training and 
networking within their companies structures. At present we are discussing the scope of 
their engagement and detail of the cooperation. FK is responsible for this task. 

Energy Regulatory Office declared interest to spread education materials and to promote 
HEA network. Possibly we can count on publication in their magazine and newsletter. FK is 
responsible for this task. 
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City of Warsaw is interested to be a pioneer of HEA network, and their social workers will 
be the first group trained. KAPE is responsible for this task. 

Conclusions		

Polish VCSV represent a wide variety of sectors and areas working in energy poverty and 
different perspectives to approach and understand this new social priority. The project was 
received well, because of the fact, that energy poverty in Poland is a problem, but there is 
no easy way to identify it and all of the vulnerable consumers who need a help. On of the 
main problem is lack of legal definition of energy poverty in your country. 

Guests notice the positives in ASSIST project because of variety of different action levels: 
giving advice, disseminating and communicating the results of the project and evaluating 
the results. 

The best effects of the project would be achieved if the household energy advisors were not 
only focused on the welfare system, but also on creating of a group of advisors independent 
of social welfare workers. However it is not easy way to create this kind of workplaces – 
problem with decision of employing and responsibility for payment. It was also found that 
HEA working as a volunteer can be very difficult or impossible because of the specifics of 
the recipients. It would be the best not to base on welfare system, however, now it is the 
best way to find and help energy poverty. 

Last but not least was identification of main problem of energy poverty. First of all it is lack 
of the financial support addressed to a vulnerable consumer (except energy supplement and 
supplement for house). Second one is common problem of bad the poor condition of 
residential buildings and the need to carry out thermo-modernization, which require large 
financial outlays. 

Other	comments	and	observations	

The members of VCSC seems to be very interested in project itself and the activities 
conducted in frame of it. Almost all participants declared their assistance with experience, 
knowledge and skills. However, they strongly prefer less formal cooperation, which is quite 
easy to understand, having in mind the represent the public entities like Ministry or 
Regulatory Office, or big companies or chambers of commerce.  

The main reflection from the meeting is that ASSIST project and conducted activities can 
count on many allies around, including very important institutions. At the same time, we 
should disseminate project results also using VCSC channels.  
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Annex		
• Agenda of the meeting 
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 First Stakeholders Meeting in Poland 

 
Information	about	the	meeting:	

Location: Warsaw, Krajowa Agencja Poszanowania Energii,  
Al. Jerozolimskie 65/79, 00-697 Warszawa 
Date: 9.03.2018 
Time: 2 hours 

Type of participants: 
The meeting was attended by main market actors who directly affected the level of protection 
of interest of vulnerable consumers on the energy market.  

On the one hand there were participants who represent two main ministries: Ministry of 
Energy and Ministry of Family, Labour and Social Policy as well as market regulator. On the 
other hand the meeting was attended by market side representatives, two big, essential 
market entities: Tauron and Energa. The perfect supplement to this team was the Polish 
Electricity Association and the Institute for Structural Research. Both institutions has a great 
knowledge in achieving impact on individual consumer position by institutional, legal and 
systemic solution. Their know-how comes from experiences and conducted researches. 
Experts who represents ASSIST project’s partners (KAPE, Federacja Konsumentów) took 
part in the meeting. It should be emphasized that FK has a net of local branches where the 
legal consultants are in daily contact with consumers, part of them are people threatened 
with poverty or have problems on energy market, as e.g.: 

- repayment of liabilities, 

- necessity of tariff change, 

- problems arising from unfair offers proposing changes of energy supplier. In final 
settlement the bills are higher and the information for consumers are not clear, what is 
especially important for vulnerable consumers. 

Workshop, debate and ideas exchange were effective thanks to participants who are experts 
on this subject with experiences and knowledge.  

 
Role	of	the	project	partners:	organizers	or	co-organisers	of	the	meeting	

KAPE and Federacja Konsumentów hold the meeting. It was a workshop preceding the first 
meeting of the Steering Committee in Poland. 
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Presentation	of	the	meeting		

Meeting	objectives:	

- Presentation of ASSIST project and concentration on planned activities. 

- Developing of mutual relations, recognition of goals of individual institutions and establish 
form of cooperation in the project framework. 

Issues	discussed	at	the	meeting:	

- ASSIST project and aspects and project areas potential interested for various entities and 
institutions; areas of natural cooperation. 

- Energy poverty including report about researches carried out in the ASSIST project 
framework (survey „Consumers- their needs and energy consumption”). 

- Possibilities, potential to create HEA network. 

Outcomes	of	the	meeting:	

The meeting could show that in Poland there is a wide variety of sectors and areas working 
in energy poverty and different perspectives to approach and understand this new social 
priority. The project was received well, because of the fact, that energy poverty in Poland is 
a problem, but there is no easy way to identify it and all of the vulnerable consumers who 
need a help.  

Determining the needs and capabilities of individual institutions is a particularly interesting 
outcome in the context of the project implementation. Moreover the creation of conditions 
for effective social policy where the interests of the individual consumer in the energy market 
(including the consumer at risk of poverty) are taken into account in state policies. This is a 
particularly important element especially when there is a political discussion about the 
inevitable increase in electricity prices in households and the possibilities, ways and 
methods of protection of the poorest consumers. 

The actors seems to be very interested in project itself and the activities conducted in frame 
of it. Almost all participants declared their assistance with experience, knowledge and skills. 
The main reflection from the meeting is that ASSIST project and conducted activities can 
count on many allies around, including very important institutions.  
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 Second Meeting of the National Vulnerable 
Consumers Steering Committee in Poland   

Practical	details	of	the	meeting	

Location: Warsaw, Aleje Jerozolimskie 65/79 Krajowa Agencja Poszanowania Energii S.A. 
Date: 29th May 2019 
Time: 10:00 – 14:00 

Attendees:  
• Narodowa Agencja Poszanowania Energii – 1 person 
• Urząd Regulacji Energetyki – 2 persons 
• Narodowy Fundusz Ochrony Środowiska I Gospodarki Wodnej – 1 person 
• Wspólnota Robocza Związków Organizacji Socjalnych – 1 person 
• Tauron Dystrybucja – 1 person 
• Koordynator ds. Negocjacji przy Prezesie Urzędu Regulacji Energetyki – 1 

person 
• Federacja Banków  Zywności – 1 person 
• Urząd M.ST. Warszawa – 1 person 
• Federacja Konsumentów – 3 persons 
• Krajowa Agencja Poszanowania Energii – 2 persons. 

 

Remote involvement: We talked by phone with some committee members, we agreed that 
they will participate in further meetings organized by FK and KAPE in purpose to influence 
a vulnerable energy consumers in Poland.  

Apologies:  

- Instytut Energetyki Odnawialnej 

Presentation	of	the	meeting		

The objective of the meeting was presenting the next stages of the project. One of the most 
important aspects of the project, was bringing tangible benefits to consumers at risk of 
energy poverty, which is implemented by partners is energy consulting.  

The lively discussion concerned the possibilities of the entities participating in the meeting 
to really help vulnerable consumers. Meeting participants have more frequent working 
contacts, e.g. bilateral contacts. The meeting of the steering committee was an opportunity 
to gather and discuss these issues together in a wider circle. The agenda took into account 
the participants' presentation of various activities undertaken by them for benefits of 
vulnerable consumers, taking into account the existing possibilities and creating new support 
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programs. Mapping a very different approach to the problem gave participants the 
opportunity to identify common areas in which they can cooperate.  

The meeting was attended by representatives of the energy sector, institutions and institutes 
dealing with the energy market, as well as the energy market regulator, and non-
governmental organizations and the Municipal Office. Most of the participant, who took part 
in the 2nd the previous meeting of the Steering Committee. They represented the following 
institutions and specific departments, dealing with the subject matter of the ASSIST2Gether 
project: National Energy Conservation Agency S.A. Department of Energy Efficiency; 
Energy Regulatory Office, Department of Social Communication; Energy Regulatory Office, 
Retail and Consumer Markets Department; Warsaw Municipal Office, Department for the 
Protection of Air and Climate Policy; expert on energy consultancy of the National Fund for 
Environmental Protection and Water Management; aid organization - Working Community 
of Social Organizations Associations, member of EAPN; Representative  for the Contact 
with Local Governments, Tauron Dystribution S.A.; Coordinator for negotiations at the 
President of the Energy Regulatory Office (ADR); experts of the National Energy 
Conservation Agency S.A.; Federation of Polish Food Banks; Polish Consumer Federation. 
The second meeting was not attended by representatives of ministries that were 
represented at the first meeting – Ministry of Energy and Ministry of Family, Labor and Social 
Policy.  

Updates	from	the	ASSIST	project	

At the meeting, all previous activities and effects of the project were discussed in detail. We 
have provided accurate data on the HEA network, the number of trained people and 
interviews with vulnerable consumers. After project team presentation about implementation 
of ASSIST activities, VCSC members have suggested that there is still lack of the simply 
tool which could be used by consumers themselves to assess what temperature their 
maintained at home.  Members suggested that there could be an area for cooperation 
between consumer organization, welfare institutions and energy companies to provide 
temperature calculator  to vulnerable consumers.  

Participants watched materials for consumers, which contain tips about energy saving in the 
household, energy efficiency and consumer rights. Films aroused particular interest. A few 
comments were made aiming at improving the project materials. It was suggested for the 
videos to be played more slowly, to mention climate or smog in Poland in order to attract 
attention, to put less emphasis on electricity and more on fuels and heat consumption. 
Moreover it was the recommendation, that we should add a contact information to the 
advisors on each short movie – the recipients may not watch all of them but may want to 
look for the contact. Another idea was to use more personal language like “your bill”, “you 
can reduce consumption” to make the materials more impactful.  
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Participants were wondering how they can join the promotion of animation. Representatives 
of the Energy Regulatory Office offered to publish films on the ERO websites, initially the 
Federation of Food Banks on its FB. We talked about this with the energy sector. The post 
office and other public institutions were suggested as a good channel for dissemination for 
the animations or other project materials could be monitors in those buildings in the waiting 
rooms that are watched by many people. 

Federation of Food Banks described a good practice that they use to reach the vulnerable 
people, who are reluctant to share their own experience. They organise role playing games 
during the workshops with the participants. During those games the vulnerable think how 
could they face with the difficult situation and think of good solutions. Preparation of a case, 
that is related to energy poverty, could be used during such workshops to rise the 
awareness. 

The representative of Wrzos mentioned that they organise an annual meeting on different 
topics regarding poverty and this year the energy poverty will be the chosen topic. ASSIST 
members were invited to present the project during the meeting. 

Policy	issues	discussed	at	the	meeting			

Members of the Polish VCSC have been focused more on practical aspects of energy 
vulnerability visible to the consumer on a daily life than on political issue included in the 
Framework Policy Paper.  

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons? The definition of energy poverty is the key for all actions 
concerning consumers affected by energy poverty, at risk of energy poverty, 
vulnerable consumers. 

We discussed that there is still no definition of energy vulnerability in Poland. Contrary to 
the assurances we heard from representatives of the state administration on the previous 
Steering Committee, it was not created. And the concept is crucial. It is based on NECPs in 
the part concerning activities and programs related to the reduction of energy poverty. 
Diagnosing the phenomenon is also stiff. Receiving hard, reliable data is difficult.  

Of course, research is being carried out, and groups of consumers are indicated who may 
be exposed to energy poverty. Also in the implemented project very thorough research was 
carried out. Their results have been passed on to all potentially interested in problem of 
poverty. We discussed them at the previous meeting of the Steering Committee. At the 
second meeting, we discussed how the help for vulnerable consumers should look like. Each 
participant reached for his own experience and knowledge. 
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2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 

We have  diagnosed that a large role in Poland is played by non-governmental organizations 
that significantly complement the work of municipal social assistance centres.  

An assistance organization - WRZOS, a member of EAPN, presented the forms of activities 
and implemented projects. Particularly a lot of time the participants devoted to the question 
of ways of measuring poverty and social exclusion presented by WRZOS. The members of 
VCSC discussed the benefits of introducing indicators in the area of energy poverty, which 
could be used for assessment poverty as an social phenomenon. The discussion followed 
the need to adopt a measure better reflecting the multidimensionality of poverty. Material 
deprivation includes the following (4 of 9) factors: 

- timely payment of fees related to the apartment (rent and maintenance accounts),  

- adequate heating of the flat,  

- financing of the unexpected expenditure (in the amount corresponding to the monthly value 
of the relative poverty threshold adopted in a given country, in the year preceding the 
survey);  
- food consisting of meat, fish every other day (or their protein equivalent - vegetarian 
equivalent);  
- pay for a weekly break for a vacation once a year,  
- a car,  
- a washing machine,  
- a colour TV set,  
- a telephone. 

Polish VCSC have an interesting discussion how we could implemented similar (however 
suitably adapted) scheme to the Polish benchmarks of energy poverty.  

The issues of the definition of poverty and social exclusion  are complicated also, as in the 
case of energy poverty. Together, the participants of the meeting determined that the subject 
of energy poverty should be more strongly emphasized in defining the problem of poverty. 
Kamila Płowiec, director of WRZOS, stated that: (...) poverty is a state of mind. 
Counteracting poverty requires many soft actions. The issue of counteracting energy poverty 
in the work of an assistance organization should also be strengthened. At European annual 
meetings of people affected by poverty, this topic should also be discussed. 

A representative of another assistance organization - the Federation of Polish Food Banks 
presented educational programs implemented by the organization. They concerned, among 
others, the issue of managing the individual household budget. She expressed her desire to 
enrich the content with the issue of energy efficiency and energy saving.  
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3. How to improve the mechanisms for socially responsible and inclusive policy making 
at national and EU level?  

The VCSC members in Poland didn’t discuss on this issue. We have  focused on vulnerable 
consumers situation and practical aspects of improving their energy market participation.  

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 

We have discussed the condition essential for social dialogue in the context of  lack of social 
tariff in Poland and using tool such as pre-paid meters. We asked the energy sector 
representative if pre-paid meters are not a solution to the problem for households affected 
by energy poverty. In response, Tomasz Topola stated that: (...) the pre-paid meter is not a 
remedies for this problem. To some extent, yes. It forces you to be interested in your 
electricity consumption. The way to use it. But without responsible planning can cause 
shortages in power supply. This is especially dangerous for “sensitive vulnerable” 
consumers. Remote cut off power due to exhaustion of cash can be dangerous to the person 
using the life-support device. 

Members of the VCSC focused on implementation of the Clean Air Program, too. 
Representatives of the Energy Regulatory Office participated in the work of the Working 
Team. At the meeting of the Steering Committee, they stated that: (...) the income criteria 
for persons at risk of energy poverty will probably always be taken into account when 
defining this phenomenon. They are measurable. It should perhaps be a wider look at this 
issue. It is much more complicated than income issues.  

The representative of the Fund for Environmental Protection and Water Management 
presented the major elements of the Clean Air Program in the context of increasing energy 
efficiency and counteracting energy poverty. The program focuses on thermal 
modernization and changing of heating sources. These are matters that are very important 
from the point of view of air quality and health. Necessity of insulation is crucial for most 
vulnerable consumers in Poland. Of course, education for households is also important at 
this time. Acting energy advisers of the National Fund for Environmental Protection and 
Water Management would be able to use HEA assistance in those areas where additional 
information and education aimed at individual consumers is needed. The proposed solutions 
in the Clean Air Program must obviously be cost-effective, but above all socially just. The 
participants of the meeting agreed with this statement. 

 

5. How to strengthen the citizens involvement and their capacity to participate effectively 
in the decision making process concerning vulnerable consumers and energy 
poverty? 

The VCSC members in Poland didn’t discuss on this issue. We have  focused on vulnerable 
consumers situation and practical aspects of improving their energy market participation.  
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6. Connecting EU and national policy frameworks on energy poverty. Are you aware of 

the National Energy and Climate Plans (NECPs) submitted by our government under 
the Governance directive? What is your view on what is mentioned in the report on 
energy poverty? Is there something missing?  

The VCSC members in Poland didn’t discuss on this issue. We have  focused on vulnerable 
consumers situation and practical aspects of improving their energy market participation.  

   

Follow	up	of	the	meeting		

Cooperation between institutions, the energy sector and non-governmental organizations 
has been discussed in the previous point. Specific activities will be discussed during bilateral 
meetings between the Polish Consumer Federation, KAPE and relevant stakeholders. 
Those include the participation of ASSIST in the meeting organized by Wrzos on energy 
poverty, dissemination of the materials, creating the case related to energy poverty for the 
workshops done by Federation of Polish Food Banks, engagement in the promotional 
activities of different stakeholders.  

Conclusions		

The conclusion could be summarized in brief - the support system for people affected by 
energy poverty and those at risk of energy poverty should be “tailor-made”. The application 
of the income criterion is inevitable. However, traditionally provided social services may be 
insufficient. Shield programs, educational support, cooperation with institutions, social 
organizations and, above all, self-government are needed. 

	 	



153 
 

Annex	 

Agenda of the meeting 
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 Second Stakeholders meeting in Poland 

Practical	details	of	the	meeting	

Location: Poland,  Sopot  
Bitwy Pod Płowcami 61,  
Karlikowo, Sopot,   
Date: 14.06.19 
Time: 15:00 – 18:30 

Attendees:  Federacji Konsumentów local centres in following localisations: 
• Wałcz, 
• Katowice, 
• Wałbrzych 
• Jelenia Góra, 
• Nowy Sącz, 
• Brzeszcze, 
• Wrocław, 
• Warszawa, 
• Kraków, 
• Gdańsk, 
• Kalisz 
• Gniezno, 
• Kielce 

and project team members: FK President Kamil Pluskwa-Dąbrowski, Monika Kosińska-
Pyter, Longina Lewandowska-Borówka  

Remote involvement: Krajowa Agencja Poszanowania Energii      

Presentation	of	the	meeting		

The participants of the meeting were experts of the consumer organization. Most of them 
are immediately engaged in consumer advising network and have constant contact with 
individual and local institutions assistance to vulnerable consumers.  

Therefore, the issue of helping vulnerable consumers dominated the discussion of the 
meeting.  

Everyday work with consumers in counselling centres is the basic form of their activity. We 
have presented the activities carried out so far in the project. Participants in the meeting 
joined the creation of the HEA network. They talked about their experiences from interviews 
with consumers. 

We presented the issues raised at the meeting of the Steering Committee. Another topic 
interesting for the participants concerned the cooperation of the Polish Consumer 
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Federation with assistance organizations - WRZOS and the Food Banks Foundation in 
Poland. 

Sharing	results	of	the	ASSIST	project	

Looking at the HEA network through the level of advisers from various locations was the 
greatest profit of the meeting.  

Participants of the 2nd Market Actors Dialogue come from all over Poland and from very 
different cities - from large voivodship cities to towns with less than 50,000 inhabitants. The 
meeting turned out to be a platform not only for exchanging experiences but also for a 
broader assessment of the possibilities to tackle energy poverty issue through advising  
activities.  

Questions to be discussed at the meeting 

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  

We presented the issues raised at the meeting of the Steering Committee. Including issues 
of in-depth material deprivation. We talked about these indicators with assistance 
organizations. These indicators show that the assessment of a particular case is more 
complicated than the income indicator. The official data of the Central Statistical Office 
(GUS) regarding poverty in Poland has been presented. The financial situation of the Poles 
is improving from year to year. In 2017, the percentage of people who lived in extreme 
poverty decreased from 4.9 percent to 4.3 percent. The situation of large families, residents 
of rural areas and people with basic education improved the most. Against this background, 
the ASSIST projects and other studies on energy poverty are interesting. Creating a 
definition of energy poverty, as stated by the participants of the meeting, is not easy – but 
necessary. 

In-depth material deprivation is determined based on the inability to satisfy, for financial 
reasons, at least 4 out of 9 needs recognized as fundamental in European conditions. Two 
of these indicators are important from the point of view of energy poverty - timely payment 
of fees (bills) and heating of the apartment according to needs. Poverty data should also 
include these indicators. Connecting a household to central heating can increase thermal 
and health comfort, but at the same time increase the scale of energy poverty. Own heating 
with a stove was cheaper, though ineffective. Such situations must be taken into account 
when connecting homes to the heating network. Also the issue of the release of tariffs. As 
European experience shows - this influenced the increase in costs and, accordingly, the 
amount of bills.  



157 
 

2. How to strengthen social protection of vulnerable consumers in order to cope with energy 
poverty? 

The biggest need is a legislative approach to these solutions that are competitive and cost-
effective, but socially just, for example, protective measures. 

Interesting for the participants, the topic concerned the cooperation of the Polish Consumer 
Federation with assistance organizations - WRZOS and the Food Banks Foundation in 
Poland. 

The consumer organization in its work contacts vulnerable consumers. Problems with which 
consumers come are not just legal problems. Many of them are helpless in the face of 
various forms of abuse. Some of them are seniors living alone. The issues of energy poverty 
also affect people who come to the organization's branches. That is why the previous 
training and meetings regarding energy law, aid and protection programs were so important. 
Also issues of co-financing for thermal modernization. According to the participants, the 
programs related to the Clean Air Program are insufficiently popularized.  

3. How to improve the mechanisms for socially responsible and inclusive policy making at 
national and EU level?  

Repetition of interviews after a year by HEA may bring interesting conclusions. It can show 
in practice measurable benefits resulting from the proposed actions and savings. Not 
necessarily relying on investments. 

Tools already created during the project - video clips and FS’s - should strengthen  the 
educational effect. As a consumer organization, we should use them to cooperate with 
energy market entities. These are entities that should be interested in reducing the energy 
consumption of their clients. Especially those who have problems that results from low 
incomes and high costs.  

4. How to improve the social dialogue between energy and social actors in order to better 
reconcile their interests?  

There is also a need for stronger cooperation between the NGO and the local government. 
They could often become a bridge between different types of institutions.  

 
5. How to strengthen the citizens involvement and their capacity to participate 

effectively in the decision making process concerning vulnerable consumers and 
energy poverty? 
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Participants of the 2nd MAD concluded that we are all consumers, we have a right to be 
correctly informed about market. In that reason the best solution is to empower the 
consumer education which would help to avoid unfair market offers which often are targeted 
to vulnerable consumers in Poland.  It would be the significant step on the way to understand 
a role as a consumer on local market and in such specific market as an energy one in 
Poland. Tariffs approved by regulatory office cased that consumers are not interested in 
group switching and moreover they do not understand for what their pay for.  This is 
unfortunately easy way to be affected by  unfair companies operated in Poland and sign 
unfair contract.  

Annex		

• Agenda of the meeting 
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 Third Meeting of the National Vulnerable 
Consumers Steering Committee in Poland   

Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
 
Date: 16th April 2020 
Time: 13:00 – 15:00 
Meeting via Skype 

Attendees:  
• Narodowa Agencja Poszanowania Energii – 1 person 
• Urząd Regulacji Energetyki – 1 person 
• Narodowy Fundusz Ochrony Środowiska I Gospodarki Wodnej – 10 persons 
• Wspólnota Robocza Związków Organizacji Socjalnych – 1 person 
• Federacja Banków Żywności – 1 person 
• Federacja Konsumentów – 3 persons 
• Independent expert, Member of EU Energy Poverty Observatory 
• Krajowa Agencja Poszanowania Energii – 1 person 
• Polskie Towarzystwo Przesyłu i Rozdziału Energii Elektrycznej – 1 person 
• Industry (DSO) – 1 person  

 

Remote work: An announcement of the pandemic resulted in switch to remote work of all 
participants. Due to restrictions introduced several weeks ago, the whole meeting was 
organized on-line via Skype. 

Apologies:  
Apologies have been sent by Tauron Dystrybucja S.A. However we received from them 
answers for questionnaire and we sent a feedback from meeting.  

Presentation	of	the	meeting		

We met in a similar group for the third time. It should be noted that we have ongoing contacts 
with most participants and cooperate closely. On professional basis they deal with energy 
efficiency, legislation, consulting, education, aid programs, renewable energy sources, 
environmental and climate protection issues and poverty, including energy poverty. These 
are all topics covered by the ASSIST project. Committee members provided lot of feedback. 
Subsequent stages of the project were discussed in previous meetings. Project summary 
and presentation of effects and practical benefits was planned at the third meeting. In our 
opinion, the tools created in the project can support efforts to fight against energy poverty. 
It was confirmed by all meeting participants.  
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We have presented a draft version of the document titled "Vulnerable Consumers Protection 
Framework Paper". The guidelines included in the framework document were evaluated by 
the participants mostly in the context of the results obtained from the ASSIST project.  

We were looking for the answers to the most important questions: 
- Can the tools developed in the project provide real help for vulnerable 

consumers? 
- Can the tools created during the project implementation become one of the core 

elements of support provided to consumers particularly vulnerable or affected by 
energy poverty? 

The meeting was attended by representatives of the energy sector - institutions and 
institutes dealing with the energy market, energy market regulator, and non-governmental 
organizations. They represented following institutions and specific departments, dealing with 
the subject matter of the ASSIST2Gether project: National Energy Conservation Agency 
S.A. Department of Energy Efficiency (NAPE); Energy Regulatory Office, Department of 
Social Communication; Energy Regulatory Office, National Fund for Environmental 
Protection and Water Management (which is interested in cooperation on HEA network in 
the future); aid organization - Working Community of Social Organizations Associations, 
member of EAPN; experts of the National Energy Conservation Agency S.A.; expert - 
Member of EU Energy Poverty Observatory (former president of the Energy Regulatory 
Office), Federation of Polish Food Banks; Polish Consumer Federation, Polish National 
Energy Conservation Agency (KAPE), Polish Energy Transmission and Distribution 
Association. 

ASSIST	project	results		

The details of the project were known to the participants. In the presentation we focused on 
results.  
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We reached 73,000 consumers via the Facebook channel. Over 2,700 people responded to 
the post or shared it. We have created a network of advisors, so-called home energy 
advisors. We have trained 161 advisors -  on-line and off-line trainings of various types.  

 

Advisors - due to the developed interactive calculator - are able to carry out a very thorough 
consumer energy audit of an individual household. And most importantly - on the basis of 
the collected data - generate tips dedicated to a particular household - what should be done, 
why and what will help the consumer calculate the real measurable benefits. In the advisory 
campaign, we directly reached over 800 households and re-visited 100 of them.  

We offered far-reaching cooperation to participants of the meeting. Using project products 
to inform and take action against energy poverty. We offer sensitive consumer knowledge - 
how and where to look for savings and how it is done in other European countries. We offer 
short advisory leaflets - each dedicated to the topic of energy from perspective of an 
individual consumer. We offer also 10 animated videos explaining issues related generally 
to energy saving.  

As part of the ASSIST2gether program, a computational tool was created in a form of survey 
that organizes the methodology for the analysis of household energy consumption and the 
scope of data obtained from the consumer. This tool is part of our offer as well.  
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We want to provide both online training and an Excel calculator (unique tool) to interested 
institutions and organizations which want to help consumers exposed or already struggling 
with the problem of energy poverty. 

A large group of representatives from the National Fund for Environmental Protection and 
Water Management  took part in the meeting. Some of them have been trained in the 
ASSIST project. They are professionally associated with energy consulting. Now they have 
expanded their knowledge and capabilities to 
help consumers affected by energy poverty. 
They want to make greater use of the products 
created under the ASSIST project. 

We sent all materials to participants 
(presentations, survey, press release, links to 
project’s products – FS and videos). 

On the same day an article appeared on the 
National Energy Conservation Agency S.A. 
website with all links to the project results:  
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Feedback	on	the	Framework	Policy	Paper	

 
The second part of the meeting concerned the document "Vulnerable Consumers 
Protection Framework Paper".  
 
A summary of the material was presented including the following issues: 
 
- development of a framework document is one of the objectives of the ASSIST project; 
- how the framework document was created; 
- the document provides knowledge, effective solutions, good practices and guidelines 
for shaping national and European policies to respond to the needs of vulnerable 
consumers and solve the problem of energy poverty. 
 
Main theses: 
 
- energy poverty and vulnerable energy consumers are becoming important policy 
issues for the EU and the Member States. (50 million energy poor consumers); 
- many different important EU documents stimulate changes in the approach to these 
issues at the national level (e.g. National Energy and Climate Plans, NECPs); 
- however, national governments' policies on energy poverty and vulnerable energy 
consumers often remain vague, indecisive and insufficient. 
 

Main recommendations - a summary of ASSISST participants’ proposals:  

- Providing better consistency when addressing the direct energy poverty generators 
- Improving the energy market 
- Improving the consistency of policies that impact on energy poverty.  
- Developing new forms and practices of more democratic decision-making process 

and better involvement of different actors in the field.  
- Improving the policy cycle (identification, formulation, implementation, evaluation) of 

public policies in the field.  
- Ensuring better binding of policies and initiatives at EU, national and local level.  

 

To facilitate the presentation of the issues to the participants of the discussion, following 
material was sent together with the invitation:  

SURVEY III VCSC 

We have prepared an absolutely anonymous and non-binding several-point (literally 4 points!) 
survey. Your help will allow us to assess whether we followed good paths or went astray in the 
project.  
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These are selected opinions, recommendations and theses from the "Vulnerable Consumers 
Protection Framework Paper" - a program document that is the result of actions, thoughts, research 
and analyses. We have selected only 4 elements from a very comprehensive study, which will soon 
be fully available. 

• Do you think that among the listed activities that can contribute to solving the problem of 
energy poverty are those that can produce results, are necessary or worth trying? Not all? 
Please mark on a scale from 1 to 5, where 1 means irrelevant and 5 means very important 

• It would be great if any of you would like to post additional comment, your own thoughts. 
We will also appreciate any criticism. Maybe we have lost distance and objectivity, because 
we liked our project and its effects and our beneficiaries. Your opinion is very valuable for 
us. 

• Alternatively - you may not complete the survey, but for example, comment during the 
meeting. We will also take it to heart. 

1. Various causes generate the phenomenon of energy poverty, often co-occur, therefore - to 
solve this problem - a holistic approach should be used. 

WHAT ACTIONS ARE NECESSARY:  

- it is necessary to monitor, analyse and intervene in the energy price formation process; 
- financial support is provided on the basis of an income assessment, and should also take 

into account energy costs; 
- support for improving the energy efficiency of homes inhabited by poor consumers should 

be given high priority, including a fast path to improving the efficiency of social housing; 
- social dialogue, finding better solutions to existing problems by listening to and taking into 

account opinions and feedback from vulnerable consumers. 

YOUR ASSESSMENT [indicate (insert X below) the number best suited to your assessment, 
where 1 is irrelevant and 5 is very important]: 

 
     

 

2. Improving the energy market. 

WHAT ACTIONS ARE NECESSARY:  

- review and analysis of the way energy markets are constructed and operated - the 
effectiveness of existing laws / regulations, level of competitiveness, etc. and how markets 
determine energy prices; 

- combating illegal business practices; 

1 2 3 4 5
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- stimulating new forms of ownership, such as energy cooperatives and prosumers, to 
counteract current processes of exclusion of consumers from the energy production chain 
and to enhance deconcentration trends. 
 

YOUR ASSESSMENT: 
 

 
     

 

3. Public policies should be based on reliable data collection, analysis, identification of problems 
and efficient implementation of solutions. 

WHAT ACTIONS ARE NECESSARY:  

- cause analysis of poverty, including energy poverty, and the possible threats this 
phenomenon; 

- better identification of target groups could help in legislative action in determining the 
appropriate minimum sccaused byope of support and protection as well as more 
appropriate monitoring criteria. Identification of target groups requires appropriate 
definitions and indicators. These instruments will contribute to a better identification of 
vulnerable consumers, facilitate the targeting of funds for groups with special needs - people 
with disabilities, the elderly, immigrants, etc.). Such a diagnosis will help to dedicate non-
financial and financial support to vulnerable households. 

YOUR ASSESSMENT: 

 
     

 

4. Ensure better use, cooperation and impact of policies and initiatives at EU, national and local 
level. 

WHAT ACTIONS ARE NECESSARY:  

- promoting the transfer of good practices, e.g. from regional levels to national or European 
use. 

YOUR ASSESSMENT: 

 

1 2 3 4 5

1 2 3 4 5

1 2 3 4 5



167 
 

     
 

WE WOULD BE VERY GRATEFUL FOR EVERY ATTENTION/COMMENT: 

…………………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………..... 

 

The material included brief explanations of the issues related to the framework document. It 
was up to the participants whether they would like to comment in the survey or during the 
meeting. The survey helped to highlight specific issues that were discussed. All activities 
that should be undertaken require financial resources. There are no cost-free activities. 
Someone has to pay even for educational activities of non-profit organizations. 
Unfortunately, the current epidemic situation is not optimistic. There is a real risk that people 
affected by energy poverty will be more. At the same time we are threatened by an economic 
crisis. This means that the situation can be very difficult. The solutions that have been 
adopted, regarding energy cuts or prolongation of payments, are for the present. 

Participants emphasized that the tools developed in the project can provide real help to 
vulnerable consumers. They agreed that the tools developed during the project 
implementation should be one of the core elements of support provided to consumers 
particularly vulnerable or affected by energy poverty. This statement is based on the very 
high rating that the meeting participants granted to the products implemented in the project.  

How did the participants specifically evaluate the proposals and postulates contained in the 
survey? Point 1 was assessed as very important, though with one reservation. 

1. Various causes generate the phenomenon of energy poverty, often co-occur, therefore - to 
solve this problem - a holistic approach should be used. 

WHAT ACTIONS ARE NECESSARY:  

- it is necessary to monitor, analyse and intervene in the energy price formation process; 
- financial support is provided on the basis of an income assessment, and should also take 

into account energy costs; 
- support for improving the energy efficiency of homes inhabited by poor consumers should 

be given high priority, including a fast path to improving the efficiency of social housing; 
- social dialogue, finding better solutions to existing problems by listening to and taking into 

account opinions and feedback from vulnerable consumers. 

 
In my opinion, all postulates have high priority except for those regarding interventions 
in the process of shaping energy prices. From the point of view of market economy 
development, the scope of intervention should be systematically reduced, which 



168 
 

should increase competitiveness on the supplier market and thus minimize prices in 
the end. 

 
The postulates in point 2 were evaluated as follows: 
 

2. Improving the energy market. 

WHAT ACTIONS ARE NECESSARY:  

- review and analysis of the way energy markets are constructed and operated - the 
effectiveness of existing laws / regulations, level of competitiveness, etc. and how markets 
determine energy prices; 

- combating illegal business practices; 
- stimulating new forms of ownership, such as energy cooperatives and prosumers, to 

counteract current processes of exclusion of consumers from the energy production chain 
and to enhance deconcentration trends. 

These actions are necessary, but will mainly affect audiences other than vulnerable 
consumers. They will not be able to take an active part in the deconcentrated energy 
market for many reasons. I would leave a postulate regarding general increase in 
competitiveness on the energy market. 

Perhaps such a comment is due to the fact that the prosumer is associated with a wealthy 
person, and energy cooperatives are not popular in Poland, just as the group change of 
energy supplier. 

And a very important, but more general remark: 

The most important issue is the one omitted from the list, namely the institutionalization of 
assistance at the level of local government, with the participation of non-governmental 
organizations. The next issue is the professionalization of consultancy.  

Follow	up	of	the	meeting	

The meeting showed how various administration institutions, associations or entrepreneurs 
can find in the well-implemented project a field of cooperation in the future.  

It was a fruitful meeting. Participants asked us to send information about the project. They 
want to advertise it on their webpages. Polish Power Transmission and Distribution 
Association asked for an interview for monthly magazine Energia Elektryczna (it will be 
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released at the end of April). Food Banks asked us to participate in their webinar named 
WebAkademia and to do a lecture on energy poverty for their trainers and present the 
ASSIST project tools that they could use to encourage recipients to benefit from the project.     

All participants requested to send materials from the project. It was the third meeting in the 
same group. Most have already seen our products. The presentation and summary of the 
project showed that tools are effective and can help at work, what was emphasized by 
everyone. 

After the e-meeting all of the participants received an e-mail with: 

Project website: https://www.assist2gether.eu/pol-home 

Link to animations that were created as part of the project: 
https://www.youtube.com/playlist?list=PLMVB5S9fkofHQyExo9qJS0xt9dCDWgfEe 

The movie that was made a week ago – binding and duties – taking into account the 
challenges during the pandemic - at this address is the lecture that we made as part 
of the project: https://www.youtube.com/watch?v=DUapU1tfIH4&t=632s 

Draft “Vulnerable Consumers Protection Framework Paper” 

The e-mail included also Summary of the ASSIST Project, slides from the meeting and 
document about the excel tool to self-audit.  

Conclusions		

We have acquired a lot of knowledge while implementing the project. Meeting 
representatives of VCSC and MAD’s and exchanging knowledge and experience with them 
was very valuable to us. A framework document was created - “Vulnerable Consumers 
Protection Framework Paper”. It shows that one can effectively work to fight the 
phenomenon of energy poverty. However, this phenomenon should be seen holistically and 
methods chosen to the needs diagnosed. The document contains opinions, 
recommendations and theses that will be part of advocacy work, which project partners will 
perform to more systemically and coherently contribute to solve the problem. Not only at the 
national level. This document must be disseminated. 
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 Third Stakeholders meeting in Poland   

Practical	details	of	the	meeting	

Location: On-line meeting by Skype 
Date: 21st April, 2020 
Time: 10:00 am – 11:00 am 

Attendees: 30 persons in total from FK centres, poviat and  municipal consumer 
ombudsmen, HEAs (Eco-Advisors Małopolska) and project team members: FK President 
Kamil Pluskwa-Dąbrowski, Monika Kosińska-Pyter, Longina Lewandowska-Borówka, 
KAPE: Anna Wierzchołowska-Dziedzic 

Presentation	of	the	meeting		

Introduction and moderation of the meeting was made by Kamil Pluskwa-Dąbrowski, 
president of the Consumer Federation. 

The first part of the meeting was focuses on ASSIST project - broadly understood energy 
market consulting addressed to consumers, in particular to the group at risk of energy 
poverty. In this part of the meeting we showed participants: 

• Project activities completed 
o results achieved, 
o deliverables, 
o tools,  
o reports 
o Framework Policy Paper, 

• Possibilities of future joint use of the project effects - providing design products. 

In the second part of the meeting we were discussing how to conduct counseling during a 
pandemic, how to protect the consumer in the energy market - unpaid bills threaten to cut 
off electricity and gas? What actions do energy companies take and what does this mean in 
practice for consumers? This part of the meeting was moderated by Kamil Pluskwa-
Dąbrowski, president of FK, Michał Herde, president of the capital branch of FK. 

Feedback	on	the	Framework	Policy	Paper	

As it was written earlier, the Framework Policy Paper was presented during the meeting, 
focusing in particular on Policy recommendations for the area of energy poverty. Some 
comments on the issues were raised. The problem of energy poverty is important, and 
preventing it requires undertaking various actions. The lack of a definition of energy poverty 
is still a big problem, therefore an intuitive and subjective approach to this type of problem 
is necessary. 
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Challenges which are summarized by the The Department of Energy and Climate Change 
(“Cutting the Cost of Keeping Warm, March 2015”) like:  

• improving energy efficiency standards in fuel poor homes;  
• working together to help the fuel poor through partnership and learning; 
• increasing effective targeting of fuel poor households;  
• improving the reach of support to certain low income households – such as those who 

have health conditions linked to living in a cold home;  
• tackling the financial burden of energy bills for those on low incomes; 

are particularly current in Polish conditions. By creating the HEA network, it is possible to 
meet these challenges and successfully tackle energy poverty. 

ASSIST	project	result		

Other project results were also presented during the e-meeting. We presented the number 
of people who were trained during assist training, we mentioned the method of training and 
constant access to the Moodle platform. We also told how many people we were able to 
reach thanks to the project and its activities. 

Nevertheless, the most important effect of our project, apart from the number of people and 
households we managed to reach with support, is the effect of reducing the consumption of 
electricity and heat. According to the monitoring of our activities, 750 households have 
reduced energy consumption by 4.4% on average (in just 6 months). At the same time, we 
have observed that majority of households have the possibility of even greater energy 
savings, which at the same time translates into financial savings. The potential is on average 
14%, but can reach up to 35% even, in some cases. 

After indicating the results of the project, we reminded HEA that they can still use the tool 
we developed, which is excel for self-auditing, and use the Moodle training platform and 
materials posted on it. 

We ended the presentation of the ASSIST project results by describing what information, 
thanks to the ASSIST project, can be used or obtained from us by all HEA or other interested 
persons. We were talking about all the elements developed in WP2 (information about a 
sensitive consumer) WP3 (training materials, including information on how and where to 
look for information on ways to save energy), WP4 (HEA network), WP5 (Assist activities, 
lessons learnt etc.) and WP6 (communication methods).  
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Follow	up	of	the	meeting		

The meeting proceeded as outlined in the agenda. Despite the encouraging discussion on 
the results of the ASSIST project, participants were reluctant to speak. Perhaps this is due 
to the fact that the majority of people who took part in the meeting belonged to active HEAs, 
who already knew most of our activities, and when they had questions or comments they 
had given them to us earlier. 

The meeting was much more lively during the discussion about problems related to the  
prevailing pandemic. FK named the measures implemented by the government on energy 
market and some of good practices introduced by energy companies.  

However many people have problems related to the unfair practice on the energy market 
(like frauds) and unfortunately this phenomenon is not stopped despite the coronavirus 
lockdown.  The experiences of FK’s advisors show that consumers do not understand the 
unclear energy bill (in Poland, bills are based on an energy consumption forecast). This is 
particularly acute for consumers with lack of adequate knowledge and  awareness and at 
the same time exposed to poverty. They are targeted by door to door  salesmen who offer 
the electricity supplier change service. The new proposal is based on an economic factor - 
it will be cheaper, but during the presentation the salesman does not say that the distribution 
fee will remain. After adding up both fees, it turns out (with the first bill) that it is more 
expensive. It is a problem which is prevalent in FK and consumer ombudsmen counseling. 
During the MAD meeting participant who have direct, everyday contact with consumers, 
have  discussed the best and effective way to counteract unfair commercial practices on 
energy market and how to help people targeted by them.  

After the e-meeting all of the participants received e-mail with: 

• Project website: https://www.assist2gether.eu/pol-home 
• Address of animations that were created as part of the project: 

https://www.youtube.com/playlist?list=PLMVB5S9fkofHQyExo9qJS0xt9dCDWgfEe 
• The movie that was made a week ago – binding and duties – taking into account the 

challenges during the pandemic - at this address is the lecture that we realized as 
part of the project: https://www.youtube.com/watch?v=DUapU1tfIH4&t=632s 

The e-mail contained also Summary of the ASSIST Project, Slides from the meeting and 
document about the excel tool to self-audit. 
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Conclusions  

The 3rd Market Actors’ Dialogue meetings have, as main objectives, to present and discuss 
the results of the project and the “Vulnerable Consumers Protection Framework Paper” 
(Deliverable 7.5) and to sum up all of the actions in ASSIST Project. 

Participants see the great potential of the ASSIST result materials. During the meeting, it 
was ensured that they would still be able to use them during meetings with consumers, 
including vulnerable consumers and people exposed to energy poverty. It also follows that 
they do not intend to suspend activities related to advising energy poor people. 

  

“Results from ASSIST project are very interesting and can be used by us during our 
every-day work, e.g. in meetings with seniors.”  
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6 Meetings organised in Spain 

 First Meeting of the National Vulnerable 
Consumers Steering Committee in Spain   

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: Barcelona 
Date: February 20, 2018 
Time: 16:00-18:00 h  

Attendees: 
• Marta Garcia Paris, Ecoserveis 
• Alma Solar, Cooperativa Elèctrica d’Alginet 
• José Luis López, Asociación de Ciencias Ambientales - ACA 
• Sònia Carreras (Càritas Girona), Taula del Tercer Sector Social 
• Mònica Plana, Asociación Bienestar y Desarrollo - ABD 
• Victoria Pellicer, INGENIO - Universitat Politècnica de València 
• Salva Moncayo, AEIOLUZ 
• Plàcid Mandramany, Área de Energia del Consorci de la Ribera  
• Carmen Redondo, Hispacoop 
• Francesc Hernández, Diputación de Barcelona 
• Fernando Alegría, Energy volunteer 
• Carmen Mateos, Gas Natural Fenosa 

 
Presentation	of	the	meeting		

This was the kick off meeting of the Spanish 
Vulnerable Consumers Steering Committee 
(VCSC). The main objective was to present the 
ASSIST project to the members and explain 
their roles and responsibilities. As all members 
of the National Committees came to the think 
tank event in the morning, the meeting was 
also interesting to evaluate in depth different 
ways of energy interventions following the 
discussion in the morning.  
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Marta Garcia from Ecoserveis and Alma Solar from Alginet hosted the meeting. Ecoserveis 
welcomed the members of the National Committee and introduced them to the main 
objectives, structure and expected results of the project, including the definition of the Home 
Energy Agent (HEA) professional and training profile. 
	
Issues	discussed	during	the	meeting:	

• Description of the project. 
• Presentation of the VCSC and the role of its members. 
• Presentation of the Spanish VCSC members. 
• Evaluation of different energy interventions 
• Identification of HEA profiles in Spain: home care services and suppliers’ front-oficce 
• Next steps.  

Representation of stakeholders: 

Third sector: social and environmental 
• Asociación de Ciencias Ambientales is an association in charge of the main energy 

poverty studies in Spain. 
• Taula d'entitats del Tercer Sector Social is an umbrella organisation of more than 

3000 social NGOS. 
• ABD- Asociación Bienestar y Desarrollo. Association with expertise in action against 

energy poverty. 

Academic sector 

• INGENIO- Universitat Politècnica de València. University. 

Private energy market sector 
• AEIOLUZ, energy consultants 
• Gas Natural, energy supplier  

Public administration 
• Energy Area of Consorci de la Ribera. Local energy agency. 
• Diputació de Barcelona. Regional authority with specific programme on energy 

poverty. 

Consumers 
• Hispacoop. National consumer association. Consumer's representative at energy 

regulator. 
• Energy Volunteer. 

	
Reactions	to	the	project:	

The participants responded very positively to the initiative and expressed their interest in 
engaging with the project activities. All of them attended to the workshop celebrated in the 
morning, dedicated to analyse challenges and opportunities for energy interventions in 
vulnerable households.  
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During the meeting, members showed special interest in the possibility of sharing 
experiences and ideas potentially replicable in their areas. All of them deal with energy 
vulnerability so, although with different approaches and perspectives, all agreed that 
ASSIST project was a needed initiative to harmonise the energy agent profile.  
 

 

 

 

 

 

 

 

 

 

Policy	issues	discussed/Setting	the	policy	scene		

Declarations can be seen in the following video 

https://www.youtube.com/playlist?list=PLTIlGYJP9iFWOXGoyEzyOgknk3pNyjgUz 

• Is there a definition of energy poverty in your country? Of vulnerable consumers or 
people experiencing energy poverty?   

Carmen Mateos (Gas Natural, Energy supplier): “We as a company believe that energy 
poverty doesn’t exist as an isolated issue, but rather as part of a more complex problem, 
with social implications that go beyond the energy aspects. Our challenge is to appropriately 
detect vulnerable customers in order to offer them the support measures and tools designed 
for them. We cannot do this identification on our own: we need to work with the customers 
that are derived to us by social services, as they have a better understanding of this 
collective and give us access to them.” 

Carmen Redondo (Hispacoop, voice of consumers in the Spanish energy regulator 
institution, CNMC): “Regulation on vulnerable consumers in Spain is limited to the electric 
sector, where a recent normative categorizes and describe them. The definition is welcome 
because since recently it didn’t exist, but it shouldn’t be limited to the electric market: 
vulnerability occurs also with other energy supplies.” 

Victoria Pellicer (University of Valencia, researcher): Energy vulnerable consumers 
have been defined in the royal ordinance as people with economic incomes under a specific 
threshold stablished by law. Those limits vary depending on the family size or if there are 
gender violence, terrorism menaces or disability situations. Several categories of energy 
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consumer have been stablished: there is the extreme vulnerable consumer or people in 
situation of social exclusion. The definition in the Spanish regulation is insufficient: the 
consumption and income thresholds are not enough for a dignified life. It also feels like a 
way to redefine a financial assistance but without getting into the main causes and 
consequences of the issue.  

• Are there differences in the understanding of the phenomenon between the social 
and the energy actors? What are the main points on which the social and technical 
actors agree and/or disagree? / What brings them together and what divides them?   

Fernando Alegría (energy volunteer): “Social actors are basically fighting to reduce 
energy poverty and abuses that could happen in the market. In the side of the energy actors, 
I think we should differentiate cooperatives and companies providing additional services or 
consultancy, from the main utility companies. The second ones are basically doing what 
they are required by law or by social and political pressure. They wouldn’t go beyond that 
because they are for profit companies. If they really want to change the “bad reputation” they 
have regarding energy poverty, they should embody concepts such as social responsibility 
and not use it just as a marketing tool. 

Social activism should work to make visible some abusive commercial practices that have 
an impact on vulnerable consumers but are not widely known. If there were public debate 
on this, companies would be forced to change its methods. It’s a matter of having a more 
transparent policies and better rates without offering tricky rates to their customers.”      

Mònica Plana (ABD, social charity): Differences are visible from the approach. Energy 
sector focus on the technical aspects of the issue, while the social entities concentrate on 
the origin of the problem: the economic inequality and its impact on the families’ capacity to 
meet their energy basic needs. We also take notice of the health effects of energy and during 
direct actions we’re prepared to appreciate social circumstances, besides showing them 
how to isolate the windows or using their appliances in a more effective way. There are no 
frictions between these two visions; they complement each other from a different 
understanding of the problem. 

Salva Moncayo(AEIOluz energy consultancy): “Social Services workers are trained to 
work with people, but few of them are prepared to understand bills or in energy efficiency, 
so they end up filling up application forms and requests for discount rates and even energy 
suppliers refer their customers to social services. On the other hand, technical personal 
understand kilowatts but sometimes they aren’t able to see solutions beyond reducing 
domestic energy consumption. It would be great to have a professional profile with both 
technical and social knowledge to have a big picture of the complexity of the problem and 
be able to apply long-term solutions.“ 

What are the main issues dominating the energy poverty policy agenda? What are the main 
concerns? What are the positive aspects? 

Carmen Redondo: “We face the challenge of communicating the main changes in the 
regulation related to energy rights and vulnerability. Specially to address the interested 
group of people so they can benefit from these measures. On the other hand, there is a 
need for new and clear actions to protect and assist this collective, especially the ones with 
a higher risk of energy vulnerability or poverty.“ 
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Francesc Hernández (Diputació de Barcelona, regional government): “From the local 
view, social services are facing nowadays an important issue related to energy poverty 
regulation: the coexistence of 24/2015 law, which has an autonomous region scope and is 
in full force and effect, and the royal ordinance about the discount rate, in vigour since last 
November. Some of their articles collides and make them incompatible and this is the main 
concern for the Social Services right now.  

A positive aspect is that energy poverty is on the political agenda everywhere. It’s a political, 
social and mass media concern. This is important to be able to face a complex issue like 
this. That said, we need to coordinate in a better way the work of the different actors 
involved: public administration, social and private sectors. And we need to begin from the 
higher level, with a legislation that really respects and enhance citizen’s rights and 
entitlements, to continue with sensitization, dissemination, prevention, support and 
mitigation actions required to reduce this issue.”  

Plàcid Mandramany (Consorci de la Ribera, local administration): “Energy poverty is 
on the political agenda and several energy regulations have been implemented in different 
countries. There is a European legal framework and some positive initiatives that, 
unfortunately, are being implemented really slowly in Spain. We have to differentiate In the 
case of energy poverty; the greatest efforts are being made by local administrations, which 
are the last link in the chain. They don’t have enough resources to face the issue on their 
own, but they are also the instance citizens go to when they are in a vulnerable situation. 
So, we need regional and national legislation to widen the action scope and support the 
work of local entities.”   

• Are there measures in place for supporting vulnerable consumers?   

Carmen Mateos: “Within the frame of the company we have started some operative 
measures related with the procedures and customer support channels. The Gas Natural  
Foundation is in charge of more social strategies in collaboration with third sector: training 
of social workers, energy rehabilitation, corporative volunteering, etc.”  

Carmen Redondo: “The only measure available for vulnerable consumers is the discount 
rate (bono social) and the users generally don’t know the necessary requirements to request 
it or even if they qualify as beneficiaries, because there is a serious lack of information 
regarding this social benefit. The challenge is to effectively inform users about their rights 
so they can claim them.”  

• Policy recommendations for the area of energy poverty, discussed at the meeting 
(please see the note on the first page)  

José Luis López (ACA, researcher): “A long-standing demand from the social sector to 
the state administration is to generate a state-wide legal framework to bring into line the 
different efforts that are being made from local and autonomous administrations, civil society 
and entities to tackle energy poverty and promote energy rights. This kind of regulation 
should stablish a minimum range of support and protection with national scope, not related 
to the locality of residence of the citizens. The royal decree on the discount rate refers only 
to a kind of supply and is far from being a national strategy. It is something, but if we want 
to legislate on certain aspects regarding the protection and empowering of citizens, we need 
to do it from a national legal framework.” 
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Sònia Carreras (Taula del Tercer Sector): “The biggest recommendation is to impulse 
sustainable measures, both in housing policy and in dissemination strategies. It is important 
to regulate that residential and commercial buildings are made in a more efficient way, with 
the proper construction material and thermic isolation. And it is also important to generate a 
public understanding of energy rights, to make people aware of the kind of use of energy 
they should do to live in an efficient way and to become masters of what they are paying for 
their energy consumption.“  

Follow	up	of	the	meeting		
All members of the National Committee are active and sensitive to energy poverty and one 
of their tasks as members of the Committee is to promote Assist. As a first follow up, 
members communicate their membership through their channels. 

Some examples: 

Hispacoop Professionals https://www.hispacoop.com/home/index.php/more-news-category/432-
se-reune-el-comite-nacional-del-proyecto-assist 

INGENIO Academic 
http://www.ingenio.upv.es/es/noticias/ingenio-csic-upv-forma-parte-del-

comite-nacional-espanol-de-assist-barcelona-20022018 

DIBA General 
public 

http://www.diba.cat/web/benestar/llistabutlletins/-
/newsletter/55553710/100/170313183/intervencions-energetiques-en-

llars-en-situacio-de-vulnerabilitat-reptes-i-oportunitats 

 

Furthermore, ASSIST National Committee has activated network amongst members and 
future common activities have been planned such as specific events as workshops, 
congresses (II Catalan Energy Poverty Congress on 8th-9th November 2018), proposals, 
etc 

Conclusions		
The first meeting of the Spanish National Committee left us a good taste in our mouths. The 
10 members represent the multidisciplinary approach to energy poverty and include 
members of the energy, social, consumers, research sectors from different kind of structures 
such as companies, charities, consumers’ organisations, energy suppliers, volunteers, 
universities, local and regional public administrations. 

The main outputs of the first meeting were: 

• Spanish National Committee members (SNCm) know better ASSIST project. 
• SNCm represent a wide variety of sectors and areas working in energy poverty and 

different perspectives to approach and understand this new social priority. 
• SNCm are happy to contribute to ASSIST project at different levels: giving advice, 

disseminating and communicating the results of the project and evaluating the 
results. 
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 First Stakeholder Meeting in Spain 

 
Overview	 of	 the	 activities	 carried	 out	 in	 Spain	 to	 promote	 actors’	
dialogue:	

Market actors’ dialogue 
events and role 
(organisation / co-
organisation / participation) 

Venue Date Participants engaged 
Project 
partner(s) 
involved 

Co-organization with 
Barcelona municipality Barcelona 10/01/2018 

Different departments 
from the municipality: 
energy, ecology, 
social services 

Ecoserveis 

Co-organization with Taula 
d’Entitats del Tercer Sector 
Social 

Barcelona 11/01/2018 

Different social 
entites, varities and 
NGOs members of 
the Housing group in 
Taula d’Entitats del 
Tercer Sector 

Ecoserveis 

Co-organization with 
Consell Comarcal de 
Maresme and Diputació de 
Barcelona (supramunicipal 
authorities) 

Mataró 
(Maresme 
region) 

15/02/2018 

Social services from 
different 
municipalities and 
supramunicipal 
authority 

Ecoserveis 

 
In Spain the market actors’ dialogue in the framework of ASSIST project has been designed 
in two different stages. A first stage, based in meetings with actors form different sectors 
and territories in order to build engagement on energy poverty but also in ASSIST project. 
A second stage is planned on the second part of the project period, with the objective of 
setting the basis for political follow up activities taking into account ASSIST project results 
and impact. 
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FIRST	STAGE	EVENTS	

Event	number	1	
Information	about	the	meeting:	
Location: Barcelona 
Date: 10/01/2018 

The objective of this meeting was to mobilize different departments tackling energy poverty 
in Barcelona city and build common engagement. 

The participants who attended were: 
• Patricia Hernández, Head of social services in Barcelona municipality. 
• Tatiana Guerrero, Barcelona Mayor’s Assessor on energy poverty. 
• Cristina Castells, Head of Energy and Environmental quality in Barcelona 

municipality. 
• Irma Soldevila, Director of projects in Barcelona Energy Agency. 
• Technician from Barcelona Energia, the local electricity supplier. 
• Cristina Ramos, Coordinator of Energy Information Points in Barcelona city. 
• Marta Garcia. ASSIST representant. Ecoserveis 

Role of the project partners: organizers or co-organisers of the meeting 

Co-organisers: Ecoserveis promoted the event together with Barcelona municipality 
Presentation	of	the	meeting		
Meeting	objectives  

To identify common strategies to tackle energy poverty in Barcelona. 
Issues	discussed	at	the	meeting:	

• Energy poverty initiatives in Barcelona, and protection measures for vulnerable 
consumers available in Spain 

• Possible sinergies  with ASSIST project 

• Different professionals’ profiles with potential to become Home Energy Advisor.  

Outcomes	of	the	meeting:	

Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   

Once identified common strategies to tackle energy poverty, the event was useful to knit a 
close collaboration between Barcelona municipality and ASSIST project. In fact, months 
after, an agreement was signed between Ecoserveis and Ajuntament de Barcelona to 
implement ASSIST project in the city and contribute to different areas (energy, environment, 
social services,…) tackling energy poverty in the city. 
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Event	number	2	
Information	about	the	meeting:	
Location: Barcelona 
Date: 11/01/2018 

Type of participants  

Taula d’entitats del Tercer Sector Social (Federation of social charities and NGO) groups 
more than 3.000 social organizations and has different permanent groups on various topics. 
One of these groups is the Housing and energy poverty group that analyse policies against 
energy poverty.  

Ecoserveis co-organized with Taula d’Entitats del Tercer Sector one of their periodic 
meetings in order to explore social engagement on energy poverty and the role of social 
sector. 

Role of the project partners: Co-organisers – Ecoserveis promoted the event together with 
Taula d’Entitats del Tercer Sector Social 
Presentation	of	the	meeting		

Meeting objectives:  

To identify common strategies to tackle energy poverty from the social sector perspective. 
Issues	discussed	at	the	meeting:	

• Energy poverty initiatives promoted by social sector (corrective vs preventive 
measures)  

• Social sector as a relevant actor in energy poverty.  

• Main points to focus the action in 2018-2019 as an organized group.  

• How to coordinate atomized initiatives on energy poverty. 

 

Outcomes	of	the	meeting:	

Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   

The Housing and energy poverty group from Taula d’Entitats del Tercer Sector is an active 
group willing to become an essential actor in the energy poverty arena. The event was 
productive as some actions to implement during 2018 and 2019 were defined such as the 
publication of a report on “the incidence of the energy prices in energy poverty”6 and the 

                                            
6 http://www.tercersector.cat/sites/www.tercersector.cat/files/dossier_preu_energia_web_0.pdf 
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coordination of different initiative to tackle energy poverty coming from different social 
organizations.   

Event	number	3	
Information	about	the	meeting:	
Location: Barcelona 
Date: 15/02/2018 

Type of participants 

Diputació de Barcelona (supramunicipal authority) gives support to 311 municipalities and 
tackling energy poverty is a priority. An event was organized together with Consell Comarcal 
del Maresme (supramunicipal authority from a subregion of 22 municipalities) to foster 
dialogue amongst different areas tackling energy poverty (housing, social services, ecology, 
energy, consumers or migration services) 

 
Role of the project partners: Co-organisers - Ecoserveis promoted the event together with 
Diputació de Barcelona and Consell Comarcal de Maresme 
Presentation	of	the	meeting		
Meeting	objectives  

To explore possibilities to tackle energy poverty in the area.   
Issues	discussed	at	the	meeting:	

• Existing initiatives to tackle energy poverty at different levels (EU, national, regional 
and local) 

• Role of supramunicipal authorities when tacjkling energy  

• Synergies with ASSIST project  

Outcomes	of	the	meeting:	

Please describe briefly what the concrete outcomes of the meeting were. Were there any 
concrete recommendations or proposals formulated during the meeting? What impact did 
the meeting have in terms of enabling and enhancing the dialogue between the different 
actors involved?   

Once identified common strategies to tackle energy poverty, the event was useful to knit a 
close collaboration between Maresme region and ASSIST project. In fact, months after, an 
agreement was signed between Ecoserveis, Diputació de Barcelona and Consell Comarcal 
del Maresme to implement ASSIST project in the area and contribute to different areas 
(energy, environment, social services,…) tackling energy poverty in different municipalities 
in Maresme. 
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SECOND	STAGE	EVENTS	

Two open market dialogue events are planned in February 2019 in Valencia and February 
2020 in Barcelona with the objective of setting the basis for political follow up activities taking 
into account ASSIST project results and impact. 

 

 

 Second Meeting of the National Vulnerable 
Consumers Steering Committee in Spain 

Practical	details	of	the	meeting	

Location: Valencia 
Date: April 24, 2019 
Time: 15:30-17:30 h  

Attendees: 
• Marta Garcia Paris, Ecoserveis 
• Alma Solar, Cooperativa Elèctrica d’Alginet 
• Fernando Alegría, Asociación Bienestar y Desarrollo - ABD 
• Mònica Plana, Asociación Bienestar y Desarrollo - ABD 
• Victoria Pellicer, Las Naves – Conecta energía  – Ajuntament de València 
• Salva Moncayo, AEIOLUZ 
• Eugenia Mauricio, Naturgy 
• Soledad Bravo, Diputación de Barcelona 
• José Luis López, Asociación de Ciencias Ambientales - ACA 
• Sylvia Rangel, Asociación de Ciencias Ambientales - ACA 
• Sònia Carreras (Càritas Girona), Taula del Tercer Sector Social 
• Plàcid Mandramany, Área de Energia del Consorci de la Ribera  
• Carmen Redondo, Hispacoop 

Presentation	of	the	meeting		

This was the second meeting of the Spanish Vulnerable Consumers Steering Committee 
(VCSC). The main objective was to present the status of ASSIST project to the members 
and gather their feedback, especially on the political issues presented by the project on the 
policy paper. In order to focus on this, a set of questions where sent in advance to the VCSC 
members which were very useful to create a lively discussion around the most critical points 
of the EP policy in Spain and Europe. 

Issues	discussed	during	the	meeting	
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• ASSIST project status  
• Policy paper feedback 
• Working session – Discussion about the EP indicators defined by EPOV vs indicators 

used by the stakeholders in the day to day work. 
• Concrete proposals to the National Energy Poverty Strategy in Spain  
• Next steps.  

Representation of stakeholders: 

Third sector: social and environmental 
• Asociación de Ciencias Ambientales is an association in charge of the main energy 

poverty studies in Spain. 
• Taula d'entitats del Tercer Sector Social is an umbrella organisation of more than 

3000 social NGOS. 
• ABD- Asociación Bienestar y Desarrollo. Association with expertise in action against 

energy poverty. 

Private energy market sector 
• AEIOLUZ, energy consultants 
• Naturgy, energy supplier  

Public administration 
• Energy Area of Consorci de la Ribera. Local energy agency. 
• Diputació de Barcelona. Regional authority with specific programme on energy 

poverty. 
• Ajuntament de Valencia – Las Naves – Conecta Energia 

Consumers 
• Hispacoop. National consumer association. Consumer's representative at energy 

regulator. 
	
Policy	issues	discussed		

Before	the	meeting		

In order to bust the discussion among the VCSC members, a set of questions were sent to 
them before the meeting. Both the questions proposed and the summary of the answers 
received are presented below. 

1. Three main causes of energy poverty are often presented and discussed: energy 
prices, income level and quality of housing. Do you think that current policies respond 
appropriately to these causes? Why? 

The members of the Spanish steering committee agree with the fact that the current policies 
in place to tacle the energy poverty in Spain are not sufficient and do not respond in an 
appropriate manner to enhance the situation of the vulnerable energy consumers. The 
responses provided point out the following reasons : 
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• There are no political measures tackling directly the high prices of the energy. 
Furthermore, the energy pricing system lacks transparency for the majority of 
stakeholders. 

• The current policies are mainly focussed on the assistance of consumer and do not 
tackle the real causes of the problem.  

• The measures in place are partial measures that don’t address the problem and its 
causes as a whole. 

2. You probably know the Spanish social bonus or other measures to protect the 
vulnerable consumers. How would you improve the protection of people in vulnerable 
situations? 

The social bonus is a valuable measure to aid the vulnerable consumer but all the VCSC 
members agree that it can be improved considerably. Some of the suggestions provided are 
as follows: 

• Enhancing and facilitating the application process. 

• Providing integrated measures that include education and empowerment of 
vulnerable consumers 

• Including preventing and not only corrective measures. 

• Reviewing the assignment criteria in order to efficiently address vulnerable families. 

• Creating a new social tariff that could be progressive and structured by levels of 
consumption in a way that it could eventually finance up to 100% of the electricity bills 
in the most severe cases of vulnerability. 

 

3. Energy poverty is currently being addressed from two approaches, the energy and 
the social perspectives: what measures would you propose so that the social and 
energy sectors could address energy poverty in a coordinated way? 

Some of the steering committee members consider also important to address the EP 
problem from the private and public sector and not only from the energy and social 
perspectives. Some of the proposals to address the EP from different perspectives can be 
summarised as follows: 

• Better and deeper coordination among the different stakeholders (energy companies, 
social services, public entities, etc.) 

• Cross-training and integrated training for all the stakeholders involved 

• Crossed coordination for the definition of measures and actions. 

4. The National Energy Poverty Strategy has been approved a few days ago in Spain. 
Do you think citizen participation is sufficiently considered in the decision process? 
How do you think it could be improved? 
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The VCSC members agree that the citizen participation has been sufficient to approve the 
National Energy Poverty Strategy in Spain but also agree that this could have been improved 
in the following ways: 

• Provide more extensive deadlines and more diverse channels for participation. 

• Create and maintain stable participation and consultation forums such as working 
groups or monitoring and control commissions. 

• Make the problem visible through communication campaigns. 

• Consult and promote those citizen platforms and social entities that have been 
working on the Energy Poverty issues for a long term.  

During	the	meeting		

During the VCS meeting and in order to create a lively and fruitful discussion among the 
VCSC members during the meeting session, we proposed a discussion exercise where the 
VCSC members were grouped in pairs to discuss the National Energy and Climate Strategy. 
To organize the exercise, we started by presenting how the Spanish NECS tackles the 
Energy Poverty, and José Luís López from ACA explained the indicators of the Strategy 
which can be summarized as follows: 

1. Disproportionate expenditure 
2. Hidden energy poverty  
3. Inability to maintain the households at an adequate temperature  
4. Delay in bill payments. 

After the presentation the attendees where proposed to analyse the following issues:  

1. How they identify energy poverty situations in their dayly work 
2. How they integrate the indicators proposed in the ENPE into their own initiatives 
3. If they consider that other type of indicators should be taken into account in the 

national strategy. 

After the discussions in, the steering committee members where invited to share their main 
conclusions and comments with the rest of the attendees. 

Hereby, we provide some of the main relevant conclusions extracted from this exercise: 

• As a general comment, the VCSC members agreed with the fact that the indicators 
proposed by the national strategy are not very useful in their day to day work. This is 
mainly due to: 

o Sometimes the indicators are difficult to measure, as they imply the prior 
knowledge of sensitive data, i.e. family incomes, housing conditions, etc or 
subjective data very difficult to assess, i.e. temperature feeling. 

o Most of the end users they assist are already identified as energy poor or 
vulnerable users. 
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o Usually, the entities dealing with energy poverty use the official indicators 
posteriori, to make statistics or reports, but not for the identification processes. 

• Most of the times the identification of the end users in energy poverty situation is done 
by the social services when: 

o The social services are providing assistance to the end users (different from 
the energy services) and they detect critical situations such as poor housing 
conditions (leaks or moistures), when doing some home visits. 

o The end user is in debt with the energy companies and apply for financial aid 
to the social services to overcome a supply disconnection notice. 

• There is a big proportion of “hidden” energy poverty. This is due, mainly, to the 
difficulty in identifying an EP situation if the end users themselves don’t rise the issue, 
either by 1) directly attending the social services for aid, or 2) searching for energy 
advice at any entity working with energy poverty issues. 
 

Regarding their practical experience, here are some of the comments extracted:  

• Sonia Carreras – Cáritas 
“Two of the most valuable indicators for us to identify EP situations are 1) old or 
malfunctioning electrical household appliances and 2) Change in the heating system, 
i.e. when the end users shifts to wood or butane to heat their home. We identify those 
when doing home visits” 
 

• José Luís López – ACA 
“The first thing to analyse at the assessing points is the energy bill the user is bringing. 
When the end user already has a low energy consumption and is asking for advice 
on how to reduce it, it’s an obvious situation of energy poverty”  
 

• Mónica Plana - ABD 
“We receive some energy poor end users derived by the primary attention centres 
and from the firefighter departments, when they do some home interventions and 
identify certain housing conditions such as bad isolations (broken windows or doors), 
severe humidity, inhouse leaks, etc)” 
 

• Eugenia Mauricio - Naturgy 
“For us is very difficult to identify if one of our end users is in EP situation. We notice 
when there are unpaid bills but it’s the social services who can identify if that is 
because of an energy poverty situation.” 
 

• Soledad Bravo – Diputació de Barcelona 
“The identification of energy poverty can not only rely on the social services, as most 
of the times the social workers are overloaded and can’t adopt more responsibilities, 
besides, they do not always have the necessary knowledge to do a correct 
identification” 
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• Salva Moncayo - AEIOLUZ  

“In AEIOLUZ we offer training for public social service workers. From our experience, 
this is very useful in mid-long term, as they can provide valuable advice to the end 
users on how to improve their contract or change their energy usage behaviours.”  

Follow	up	of	the	meeting		

All members of the National Committee are active and sensitive to energy poverty and one 
of their tasks as members of the Committee is to promote Assist. As a first follow up, 
members communicate their participation in ASSIST through their channels. 

Conclusions		

The second Spanish Vulnerable Consumers Steering Committee meeting held in Valencia 
on the 24th of April 2019, provided a fruitful discussion among several of the most relevant 
stakeholders in the energy sector in Spain. The Spanish VCSC members represent a 
heterogeneous variety of entities coming from the following sectors: 

• Third sector: social and environmental 
• Private energy market sector 
• Public administration 
• Consumers 

 

Thanks to this heterogeneity, a lively discussion was triggered within the meeting. The 
different stakeholders provided their point of view of the energy poverty problem in Spain 
and how they deal with this situation from their area of influence. Despite the differences 
between the attendees of the meeting, they agreed in several points that can be extracted 
as the main conclusions of the meeting discussions: 

The first thing they agreed upon is the difficulty to address the energy poverty problem as a 
whole. EP is a complex issue that can not be address from isolated perspectives, as it 
involves not only technical and social aspects but also, sometimes psychological aspects. 
That’s why empowering the end user becomes a key issue. 

Nowadays there is an evident lack of easily accessible clear energy information. 
Understanding an energy bill is sometimes too difficult for the end users to even understand 
which type of contract they have or if their consumption is over or below the average. 
Therefore, training becomes highly important.  

To tackle the complexity of the EP, a tight communication and collaboration between the 
private and public sector is also very important. Bringing together the energy and social 
perspectives could improve the detection and identification processes of EP. Some of the  
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VCSC members proposals to address the EP from different perspectives can be 
summarised as follows: 

• Better and deeper coordination among the different stakeholders (energy companies, 
social services, public entities, etc.) 

• Cross-training and integrated training for all the stakeholders involved 

• Crossed coordination for the definition of measures and actions. 
During the steering committee meeting, we proposed the attendees to discuss about the 
indicators defined by the National Energy and Climate Strategy and how they apply them to 
their day to day work when dealing with EP.  

In general terms, the VCSC members agreed with the fact that the indicators proposed by 
the national strategy are not very useful in their day to day work. Most of the stakeholders 
represented in the meeting don’t use the official indicators for identifying the users in EP 
situation, but for latter analysis and reporting. They also highlighted that Some indicators 
are difficult to measure, as they imply the prior knowledge of sensitive data, i.e. family 
incomes, housing conditions, etc or subjective data very difficult to assess, i.e. temperature 
feeling. And also agree that most of the end users they assist are either users already 
identified as energy poor, or users that attend their premises searching for advice to reduce 
their energy bills.  

Home visits and direct talking with the users are the main tools the VCSC members use for 
the identification of users in energy poverty situation.  

 Second Stakeholders Meeting in Spain 

Practical	details	of	the	meeting	

Location: “Las Naves”, Valencia 
Date: April 24th 2019 
Time: 9:00 – 13:30 h 

Presentation	of	the	meeting		

The meeting was organized in the form of a forum where the main stakeholders related to 
energy poverty in Valencia could exchange their view on the issue. The main objective of 
the meeting was to present different activities and initiatives related to Energy Poverty taking 
place in Valencia, in particular, and in Spain, in general. The focus of the meeting was to 
provide a dialog space to share best practices and lessons learnt with the intention of 
promoting the spread of these initiatives. 
Format and participants 
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The meeting was organized in two parts. During the first part, a workshop on energy poverty 
during summer and heat waves was organized. All the meeting attendants were invited to 
participate in the workshop, where they joined in groups and discussed about the different 
problems and solutions related to EP during heat waves in urban areas.  

 

 

 

 

 

 

 

The second part of the meeting was organized in the form of a round table, where the 
different initiatives presented their lessons learnt and best practices, allowing a time slot for 
discussion among the public attending the meeting and the presenters.  

The members participating in the round table are listed below: 

- Valencia City council – Las Naves - Carlos Sánchez. 

o Energy poverty management from the “Green energy Office in Valencia.  

- Polytechnic university of Valencia (UPV) – Tomás Gómez  

o GrowGreen project; energy poverty map in Valencia  

- Instituto Tecnológico de la Energía (ITE) – Juan Pablo González 

o  MatchUp Project; EP actuations in Poblats Marítims neighbourhood.  

- Asociación de Ciencias Ambientales – José Luís López 

o Energy Poverty and heat waves in urban áreas. 

- Cooperativa eléctrica de Meliana - Ramón Ruiz 

o Electric cooperatives and energy poverty. What can we do?  

- Ecoserveis - Marta García 

o Assist2gether; training and information against energy porverty.  
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The main goal of the meeting was to create a space for discussion about energy poverty. 
For that purpose the different initiatives invited to the round table, explained what they are 
doing and how they are tackling the EP poverty. The stakeholders invited to the round table 
were very heterogeneous (public bodies, university, technological institutes, EP projects and 
energy companies), which enriched a lot the discussions among the attendants. 

Role of the project partners: organizers or co-organisers of the meeting 

Co-Organizers: Alginet Distribución Energía Eléctrica (ADEE) and Ecoserveis 

Collaboration: ACA, Las Naves 

Sharing	results	of	the	ASSIST	project	

Marta García, from Ecoserveis, was in charge of introducing ASSIST project to the audience 
during the roundtable. Marta presented an overview of the project and explained outcomes 
and the status of the project. The presentation was focused in showing the latest ASSIST 
results in Spain. 

Issues	discussed	at	the	meeting:	

After the roundtable presentations, a lively debate took place among the public and the 
presenters. Most of the questions were aimed at better understanding the initiatives 
presented and the way they could be scaled and replicated elsewhere. 

In order to bust the discussion and lead the debate during the market actors dialog session, 
a set of questions were proposed to the attendants during the registration phase through 
the registration form. They were proposed to answer to 4 questions in a voluntary base, 15 
answers were received. Both the questions proposed, and an overview of the most relevant 
answers can be found below. 

1. Three main causes of energy poverty are often presented and discussed: energy prices, 
income level and quality of housing. Do you think that current policies respond 
appropriately to these causes? Why? 

The general opinion of the attendants is that the current policies do not respond 
appropriately to the energy poverty issue. There are some measures in place in Spain to aid 
vulnerable energy users, but those measures are focused in palliating the consequences of 
the issue and do not tackle the real causes of the problem.  

The policy measures in place just provide economic assistance to pay back the energy debt 
to the energy companies, this only alleviates the problem temporarily and do not help the 
end user to overcome the energy poverty. Energy prices are not discussed or tackled by the 
current policies and no initiatives are addressing this issue. Furthermore, the quality of 
housing is a considerable problem, especially among the vulnerable users who, most of the 
time can’t afford the necessary reparation works at home and therefore can’t access to the 
housing rehabilitation subsidies – which imply an initial investment from the end users-.  
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Therefore, the current policies are not perceived as useful for the vulnerable consumers, as 
they don’t tackle the causes of the problem and sometimes, they are not even accessible 
for the energy poor. The policies should be reformulated and redesigned with the 
perspective of the energy as an essential right and should take into consideration important 
aspects such as low family incomes or new energy prices policies so that they could be 
effective.  

 

2. You probably know the Spanish social bonus or other measures to protect the vulnerable 
consumers. How would you improve the protection of people in vulnerable situations? 

The main objection to the Spanish social bonus is the complex administrative process that 
vulnerable users have to overcome to access it. The lack of information is also an obstacle 
for the end users who, not always know how to proceed to access the social bonus or even 
which are the criteria they have to meet to get it. The lack of energy literacy among most 
end users has also been highlighted by many of the responses gathered.  
Several proposals on how to improve the protection of vulnerable consumers have been 
provided by responders. Some of the most interesting ones are listed below: 

- To apply a reduced VAT to the energy and lower taxes for vulnerable users. 
- The design of a special tariff with low energy prices for a mean basic consumprion level  
- Apply disconnection protection for vulnerable users 
- To define and apply identification protocols for an early vulnerable risk detection 
- To enhance the coordination and communication between social services and energy 

companies. 
- To associate the energy bonuses to training sessions on energy efficiency. 

3. Energy poverty is currently being addressed from two approaches, the energy and the 
social perspectives: what measures would you propose so that the social and energy 
sectors could address energy poverty in a coordinated way? 

Both the energy and social perspectives have to converge together towards a joint solution 
for the better assistance to the vulnerable users and for a smooth and efficient energy 
transition. 

The most common suggestion gathered among the respondents to enhance this situation is 
to create specific forums where the main stakeholders from both sectors can sit together 
and share their perspectives for common solutions. The creation of specific multidisciplinary 
working groups is seen as a necessary step to propose meaningful policies that tackle the 
causes of the problem instead of being merely patches to the energy poverty problem. 

 

4. The National Energy Poverty Strategy has been approved a few days ago in Spain. How 
do you think citizen participation in the decision process that affect people in situation of 
vulnerability or energy poverty, could be improved?? 

Clear energy information and training for all the end users is a must to enhance citizen 
participation in the decision process. It’s not possible to provide suggestions if you don’t 
have the correct information first. 
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Improve the transparency of such processes is also important, promoting and publicizing 
the participation protocols and allowing all the main energy stakeholders, public bodies, 
social entities and nonprofit associations to present their suggestions and proposals. Direct 
consultation to the social entities already working in EP issues and inviting them to 
participate in the process from scratch would also be a solution for the respondents. 

Annex		

• Agenda of the meeting 
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 Third Meeting of the National Vulnerable 
Consumers Steering Committee in Spain   

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: On line 
Date: April 24, 2020 
Time: 12:00 – 13:00 h  

Attendees: 
• Marta Garcia Paris, Ecoserveis 
• Alma Solar, Cooperativa Elèctrica d’Alginet 
• Fernando Alegría, Asociación Bienestar y Desarrollo - ABD 
• Mònica Plana, Asociación Bienestar y Desarrollo - ABD 
• Victoria Pellicer, Las Naves – Conecta energía  – Ajuntament de València 
• Salva Moncayo, AEIOLUZ 
• Eugenia Mauricio, Naturgy 
• Marta Juan, Naturgy 
• Laura Bahamonde, Naturgy 
• José Luis López, Asociación de Ciencias Ambientales - ACA 
• Sònia Carreras (Càritas Girona), Taula del Tercer Sector Social 
• Plàcid Mandramany, Área de Energia del Consorci de la Ribera  
• Carmen Redondo, Hispacoop 

Presentation	of	the	meeting		

This was the third meeting of the Spanish Vulnerable Consumers Steering Committee 
(VCSC). The main objective was to present the results of ASSIST project to the members 
and gather their feedback, especially on the political issues presented by the project on the 
policy paper. The session was organised remotely due to the limitations of the confinement 
measures related to COVID-19. For this reason there was a remarkable reduction in the 
duration of the meeting, which was of one hour.  

Issues discussed during the meeting: 

• ASSIST main project results 
• Training and implementation impacts 
• Future possibilities 
• Policy paper feedback 
• Next steps.  

Representation of stakeholders: 
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Third sector: social and environmental 
• Asociación de Ciencias Ambientales is an association in charge of the main energy 

poverty studies in Spain. 
• Taula d'entitats del Tercer Sector Social is an umbrella organisation of more than 

3000 social NGOS. 
• ABD- Asociación Bienestar y Desarrollo. Association with expertise in action against 

energy poverty. 
Private energy market sector 

• AEIOLUZ, energy consultants 
• Naturgy, energy supplier  

Public administration 
• Energy Area of Consorci de la Ribera. Local energy agency. 
• Diputació de Barcelona. Regional authority with specific programme on energy 

poverty. 
• Ajuntament de Valencia – Las Naves – Conecta Energia 

Consumers 
• Hispacoop. National consumer association. Consumer's representative at energy 

regulator. 
 

Feedback	on	the	Framework	Policy	Paper	

Carmen Redondo, Hispacoop: “My assessment is very positive since the document 
includes the main characteristics of these consumers, the recommendations to mitigate this 
problem and the measures and strategies that each country is implementing. 

I find it very remarkable that reference is made to the importance of identification and to the 
great importance of achieving a common definition. It is also important that structural 
measures are established as energy efficiency measures in housing as this is the way to 
really alleviate the problem.” 

Fernando Alegría, ABD: “Although I recognise the difficulty of coordinating the research 
and findings of 6 countries, 12 entities and a European Energy Poverty network, as an 
overall personal opinion, I believe that this paper draft does not do justice to such a powerful 
project.   
I strongly believe that it could be improved in terms of writing and structure. 

I give you some specific examples:  

I believe that the Executive Summaries are of outmost importance, because they set the 
tone for the reviewer's predisposition towards the paper.  

In the Executive Summary it is hard to understand from the titles of Point 1 (Providing better 
consistency when addressing the direct energy poverty generators) and Point 3 (Improving 
the consistency of policies that impact on energy poverty) in which way they are different. In 
addition, there are a number of citations (5) of European rulings which should be in an Annex 
or in the main document, but not in the Executive Summary. There is also a mention about 
"price variability" which should be in Point 2, which talks about "market dynamics". These 
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are just some examples. In general, there are a number of very relevant and powerful ideas 
that should be highlighted, but they remain buried within an unclear text.  

The whole document would gain in readability with: more titles in bold, paragraphs that focus 
on one or few ideas, clear highlighting of the main ideas, among other suggestions. I think 
that the main document needs a comprehensive revision, re-structuring and more clear 
writing. The very powerful ideas contained are somehow lost within less important text.  

All the parts that are quotations from the countries (indeed, very interesting insights), also 
need a better classification and organisation. 

The SWOT analyses would also benefit of a revision, since they are unclear in the difference 
between internal (strengths and weaknesses) and external factors (opportunities and 
threats).” 

Eugenia Mauricio, Naturgy: “The document is quite extensive and detailed in terms of the 
actions carried out and the analysis of the various activities carried out within the framework 
of the project together with the contributions of the different experts. This report allows 
having a global vision of the problem of energy poverty, while it deepens in the possible 
modifications or proposals to be made in order to face this problem from the point of view of 
the different realities of the countries, which, in some cases, are the same ones to face. 

The various statements made throughout the document by the activities or meetings of the 
project and of the committees in each country favour a better understanding of the problems 
faced by the countries in tackling energy poverty or what the realities are in each territory. 
From my point of view, by presenting the report in detail, an analysis of the actions that have 
been carried out, with various comments or contributions based on the experience in various 
countries, allows us to have a better understanding of the situation of energy poverty in the 
various EU countries participating in the project, and of the measures that should be adopted 
or implemented, as well as aspects of improvement in this field.  

One of the parts that I liked the most, and I think that it contributes a lot of value for the 
development of future actions of this type, is part 2, on the review and analysis of the 
different interventions in the project, since with an assessment of the strengths, 
weaknesses, opportunities and threats, it is possible to identify those aspects that can be 
improved and those that can be a weakness to continue working, as long as this type of 
activity is considered in the future. This part favors a projection of the project beyond, guiding 
the actions, but also drawing the main conclusions from the various actions of the project or 
interventions themselves. 

I believe that part 3, on the policy recommendations on improving the protection of 
vulnerable consumers in the field of energy poverty, adress the essential aspects for dealing 
with this problem, such as the identification of vulnerable consumers (VCs); improving not 
only financial measures to support households, but also non-financial measures, which are 
very important here (I would stress here the importance of the aspect most related to 
consumption and not only the issue of financing, I believe that this should be highlighted 
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(3.2. 2, second paragraph); the importance of improving the energy efficiency of buildings; 
the importance of policy consistency; and improving the market (I believe this is a 
fundamental issue for improving the situation of the most vulnerable);  and the improvement 
of the actors' interactions (I think this is an aspect that should be highlighted and that with 
the interventions of the ASSIST project you have allowed an interaction of the actors that 
has favoured the situation of the most vulnerable households and those in fuel poverty, to 
put more emphasis on this aspect and that the administrations favour this interaction to 
improve the conditions of those who need it most. The key is to improve this coordination 
and collaboration between social services and energy companies); among other foreseen 
topics. 

With regard to the 1.2. Scope of measures against energy poverty, in section 4 Information 
and advice (page 19) I mention: something that is not referred to is that many consumer 
associations at national level but also at regional level in Spain also offer information and 
advice on energy efficiency and efficient consumption. Even the central administration itself 
presents priority lines for work on information and advice on energy efficiency in consumers, 
and I understand that at regional level there are also lines of support or financing of projects 
for advice on energy efficiency and energy improvement for vulnerable consumers. 

One of the parts that I believe needs to be addressed in more depth, but I am not referring 
so much to the document itself, although there is little comment, but I believe that at a 
practical level and it is the problem of measures to involve vulnerable consumers, which I 
believe constitutes a significant barrier. Considering the importance of this issue in improving 
conditions and trying to address the needs of these vulnerable consumers through their 
involvement, I think more emphasis should be placed on how to achieve more of this 
involvement of the SC in trying to get out of this situation of energy vulnerability. I would like 
to have had some further comments or input from the experiences that the various countries 
have had or the problems that they have in involving vulnerable consumers. 

In section 3.2.3 I believe that we should also add the improvement of access to information 
for specific groups of consumers such as those with disabilities..., and here we should add 
the elderly, but this group is usually the one that needs more appropriate information and 
furthermore, because of old age, it is those who have a supervening disability (sight 
problems, ...). 

I believe that the issue of administrative bureaucracy should also be dealt with in point 3.4 
of increasing policies consistency, given that the different administrations that may affect 
different policies such as social, energy, and at a territorial level may pose many obstacles 
to access to measures that favour vulnerable groups or those in a situation of energy 
poverty. The need to unify mechanisms to speed up procedures should be stressed, without 
establishing major administrative barriers, which would prevent the real objective of these 
measures, which is to benefit VCs, from being achieved.  

Also in this same section, with regard to the timing of the policy measures', I believe that we 
must reinforce this idea that prices are very high, although the consumption of vulnerable 
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households is minimal, and this makes it difficult for consumers to change their habits, since 
they consume the minimum. 

In short, this document has allowed us to know the range of approaches that are taken in 
the participating countries and proposals as to the inconveniences or problems that arise. 
This serves to give us an idea of the reality that favours a greater understanding of the 
problem of energy poverty and how to face the different problems that arise in tackling 
energy poverty and the protection of vulnerable consumer groups.  

It would be very interesting that actions of this project can be replicated or transferred to 
other regions or in future projects because the actions carried out have been very fruitful 
and achieve the objectives that is to directly benefit those groups that are suffering this 
situation of vulnerability or energy poverty.” 

ASSIST	Project	results	

Please, record in the minutes the discussions taking place in reference with the 
reported results of the different WPs (WP3 – if discussed – WP4, WP5 and WP6). 

The third Spanish Vulnerable Consumers Steering Committee meeting was held on-line on 
the 24th of April 2020. 

After a detailed description of the development of the action and the results, VCSC members 
commented the fact that COVID-19 measures are changing the profile of energy user in 
need for social benefits. For instance, the social discount addressed to vulnerable citizens 
is now being open to freelancers economically affected by the confinement.  

One point of interest was the complementarity of social and technical profile of the HEAs, 
both trained in empathy strategy and communicational aspects, as there is a strong need to 
establish trust bonds to generate effective results. Members of the Spanish VCSC 
commented the need to replicate this adaptable training content structure, making it 
available for different professional in order to enrich their profiles and experience.  

Some of them were especially interested in knowing with in a more detailed way the 
approach used to include communicational skills in the training. Interest was also expressed 
in the amount of professional skills included in the training program. 

Others highlighted the need to approach energy poverty in a structural way and take into 
account energy saving indicators but also foster other important aspects such as housing 
rehabilitation.  

Follow	up	of	the	meeting	

Members of Spanish VCSC were informed that this was their last meeting and were invited 
to participate both in the MAD meeting scheduled for 28 of April and in the Final Conference 
programmed for next June also in a remote format.  



201 
 

They were also encouraged to share the press release about the Framework Policy Paper 
to be issued and to continue generating dialogue about the main issues addressed to in the 
document. 
Conclusions	

There is a general consensus among the VCSC members that the results of the project are 
positive. It was a shared desire to look for ways to maintain the training dynamics, the 
synergies and the collaboration made possible through the Project.  

The empowerment factor was a celebrated indicator. Both stakeholders from social and 
energy sector commented the importance to take into account the self-perceived capacity 
of energy vulnerable and energy poverty users to manage domestic energy issues in an 
autonomous way. 

One VCSC suggested the possibility of 
taking advantage of the emotional link 
established among HEA and users in order 
to organise more collective activities to help 
tackle the isolation issue, a commonly 
reported feeling especially among elder 
population.  

 

 

 

	 	

“The project must have continuity, it 
cannot stay here. Distance learning is 
going to be more valuable now with the 
situation generated by the new 
coronavirus. It has been a good idea to 
separate into blocks for each profile 
(SAD and technical) because they 
complement each other.” 

“The results of the project indicate that we are on the right track. Energy poverty has 
to be treated from a structural point of view: energy saving at the level of habits is a 
good result, no doubt, but we have to facilitate the rehabilitation of houses.” 

“It has been interesting to verify that emotional links are essential to engage 
vulnerable users to change habits. This is something we have been seing through our 
social actions but it is good to have a formal confirmation of the importance of the 
emotional factor. 
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Annex		

• Agenda of the meeting 

FIRST PART 

• 12h ASSIST Context and highlight of the feedback to be asked from each one: 
o evaluation of project results 
o Training assessment 
o implementation assessment 
o future possibilities 

• 12:05-12:10h ASSIST Training: Implementation and results.  
• 12:10h-12:15h ASSIST energy intervention with professionals from the social 

services field in Barcelona: experience with SAD and tele-assistance 
• 12:15h-12:20h ASSIST energy intervention with front office professionals from the 

Alginet electric cooperative  
• 12:20h-12:30h Energy impact of the ASSIST intervention 
• 12:30h-12:45h Round of interventions by Committee members with their 

assessments 

PART TWO 

• 12:45h-12:55h Policy Paper ASSIST. Contributions  
• 12:55h-13h Next steps (billing, feedback policy paper, article dissemination and 

logout) 

 

 

  Third Stakeholders Meeting in Spain 

 

Overview	 of	 the	 activities	 carried	 out	 in	 Spain	 to	 promote	 actors’	
dialogue:	
Practical	details	of	the	meeting	

Location: On line 
Date: April 28, 2020 
Time: 11:00 – 12:30 h  

Video recording available at https://youtu.be/zbKcs1pemXc  
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Presentation	of	the	meeting		

This third Market Actor’s Dialogue (MAD) was initially organised as an onsite event but 
needed to be reorganised due to the mobility restrictions related to COVID-19. At first it was 
aimed at analysing and dialoguing with different actors on the actions carried out under 
ASSIST project and to explore new strategies and mechanisms that respond to 
misinformation and low energy quality of housing. 

It was designed to answer the (previously) current context of energy poverty in Spain, which 
has been at the top of the public agenda in recent years. Entities, civil society, public 
administrations and suppliers have launched initiatives to provide an effective response and 
specific solutions to a wide range of situations of energy vulnerability. But in the face of the 
energy challenge and in a context of climate emergency, these services need to be 
rethought to include the most vulnerable people in the energy transition.  

The mandatory modification of the session to a remote format required more than a date 
and logistic change: both Ecoserveis and ADEE agreed it was essential to approach the 
issue from the perspective of the current situation, as there were lots of news related to 
energy poverty by the time the event was being organised. 

The situation of global change resulting from COVID19 also impacts on energy use in 
households. The demand for electricity, gas and other sources varies in these days of 
widespread confinement. People suffering from energy poverty see their causes 
exacerbated, so measures are being taken at different levels at varying rates.  

This situation coincides with the end of the ASSIST project funded by the H2020 programme 
in which we have been addressing energy poverty for almost three years. 

The session allowed us to share the results of the project and at the same time to analyse 
the answers from different member states, at the level of European institutions and to 
deepen in the situation of Spain, its autonomous communities and municipalities. 

The participation of actors was ensured through an online form provided to all participants 
to give their opinions and contributions to the webinar. 

Format and participants 

The session was the subject of a great deal of interest and registrations were soon closed 
because the virtual capacity was quickly reached and finally 97 participated in the event.  
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Marta García, from Ecoserveis, presented the session and described the main results of the 
Project.  

Alma Solar, from ADEE, summarized the protective measures implemented at national and 
regional level to protect vulnerable consumers in Spain during the state of alarm.  

Marine Cornelis, executive director and founder of Next Energy Consumer, a policy 
consultancy focused on the social aspects of the energy and climate transitions at European 
and international levels, described how this crisis is being addressed in other Member States 
of the European Union.  

 
During the second part of the webinar, 
Laia Rosell from Ecoserveis and Alma 
Solar explained the lessons learned 
from the ASSIST experience with the 
Home Care Service and the Telecare 
service in Barcelona and the energy 
cooperatives in Alginet, and showed 
how they can contribute to offer support 
to vulnerable consumers.  
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To finalize the event, Marta Garcia from Ecoserveis presented the ASSIST policy paper. 
The presentation was a suite of 
recommendations for the eradication of 
energy poverty in Europe beyond the 
current crisis. 

	

	

	

Sharing	results	of	the	ASSIST	project	

Marta García offered an overview of ASSIST results throughout the last three years, and 
presented both the global picture and a highlight of the impact of the national action.  
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Questions	discussed	at	the	meeting	

As done in previous events, the registration form was used to warm up the debate before 
the meeting. An optional section included some questions that were answered by 76 out of 
a total of 97 persons registered. An overview of the main aspects introduced by them can 
be seen down below.  

Attendee’s profile 

 

1. The most part of participants were from the energy sector 

1. To what extent do you consider the following measures to be effective in addressing fuel 
poverty situations? (1-little effective 5-very effective) 

2. According to participants, and as shown in the graphics, different measures to protect 
vulnerable consumers (Consumer protection measures such as a ban on energy cuts, 
Support measures such as energy advice or home interventions, Financial support 
measures such as the social bond or energy rehabilitation grants for vulnerable 
households) are in part effective. However, initiatives such as ASSIST that promote 
advice and support to vulnerable are, according to this event’s participants, are the most 
effective. 
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3. Emergency measures have been taken as a result of COVID19 to protect consumers 
What measures would you propose to protect people in a situation of energy vulnerability 
in the medium term, after the state of alert? 

• It is difficult to guarantee participation, it all depends on whether the participatory 
process is prepared to assume an active positioning of the population and expects to 
accept the proposals that may arise from the participation. 

• A review of applied taxes and a review of rates, based on income and other situations 
of vulnerability. Above all, discouraging high consumption, in cases of high income. 
Obviously, all focused on the need to combat climate change. 

• Raise awareness about the economic cost and social repercussions of continuing to 
consume fossils. Make it clear the actions available and the positive impact they have 
on our pockets and health. 

• Continuous assistance through energy accounting programs with telematic systems. 
Community work. Lower energy prices. 

• Training and awareness towards their situation, empowering them in some way, 
making it clear to them what they can do to change their situation. 

• Simplification of procedures (Administration and companies), coordination between 
local entities and companies and standardization of lists received by local 
administrations by companies. 

• Despite extensive publicity and community work, we find that there are still many 
people who may be in a situation of energy poverty but are unaware that there are 
specialized services such as the PAE (energy advice points from Barcelona City 
Council). It would therefore be necessary to work on new dissemination channels and 
review the current ones. 

• We note that for some people the bureaucratic barrier - providing documents to prove 
their situation - can become insurmountable. Simplification of procedures is likely to 
encourage more people to participate in programs dedicated to the fight against 
energy poverty. 
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• That the official bodies be directly involved in providing energy through shared self-
consumption at an affordable price for these people or even free in some situations. 

• Training and support in the contexts of energy vulnerability. In the previous question, 
to include in the same item the social bonus and the aids to the rehabilitation, does 
not favour the survey. 

• Domestic training campaigns, on the good use of energy and good contracting, 
reduction of debts in the free market by marketers. (They are trying to collect debts 
with super expensive rates, with maintenance without the knowledge of users, etc.) 
Eliminate the cost of reconnecting supplies, ease to lower power and change the rate. 
Simplicity to switch to regulated market. Severely fine the service points of the 
marketers (they are never mentioned in any forum), who give bad advice and place 
expensive rates on vulnerable families. 

• Depending on the characteristics of the buildings and other variables (if they are vpo, 
etc ...) energy self-consumption. Also check solar and heating installations etc. of 
buildings type vpo and valued because it occurs the case in which by maintenance 
etc. it is paid more compared to other buildings, and inspections for the facilities to 
be "plugged in" by the developer (there are cases in which vpo buildings even with 
solar panels, are not put into operation). 

• A line of help to improve housing rehabilitation and more measures should be 
designed for improvement in consumption that is reflected in economic benefits in 
terms of savings. 

• Various measures: facilitate access to measures to protect vulnerable people by 
simplifying procedures. Expand vulnerability parameters to reach the maximum 
possible population, create varying degrees of receipt of aid and protection (expand 
the number of causes, expand aid and allowances and redistribute aid according to 
ability to pay). 

• Subsidies for energy rehabilitation and training for the appropriate use of housing and 
its technologies. I do not think that this rehabilitation is an economic saving for 
families, but rather an improvement in internal comfort. In addition, energy suppliers 
should ensure a monthly energy supply (at least a minimum of energy for each energy 
vector) to all households. 
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Annex	

• Agenda of the meeting 
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7 Meetings organised in the UK 
 

 First Meeting of the National Vulnerable 
Consumers Steering Committee in the UK 

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: Severn Wye Energy Agency, Highnam, Gloucester, GL2 8DN 
Date: Thursday 19th October 2017 
Time: 10:00 – 13:00 

Attendees: Brian Canning, Severn Wye Energy Agency; Chris Gillet, South Gloucestershire 
Council; Clare Knapman, Citizens Advice Gloucester & District; Debby Paice, South 
Gloucestershire Council; Jess Watkins, Severn Wye Energy Agency; Maria Hickman, Stroud 
District Council; Matt Lennard, Gloucestershire VCS Alliance; Michael Hinchliffe, Forest of 
Dean District Council; Philip Thorneywork; Rob Hargreaves, Severn Wye Energy Agency; 
Sarah Whitcombe, Cotswold District Council; Victoria Boynton, Severn Wye Energy Agency 
(12 attendees) 

Remote involvement: Helen Melone (HM), EAPN/Energy Action Scotland. HM was unable 
to attend the meeting due to a prior engagement but was consulted by telephone on both 
Wednesday 18th October 2017 and Friday 20th October 2017. HM will be attending the next 
meeting. HM is based in Scotland so much of the funding for stakeholder attendance will be 
used to secure her attendance at both the second and third steering group meetings. (1 
member)  

Apologies: Calum Allan, South Gloucestershire Council; Neil Penny, Gloucestershire 
Clinical Commissioning Group; Yvonne Hope. Tewkesbury Borough Council; Mark Nelson, 
Cheltenham Borough Council (4 members) 
	
	
Presentation	of	the	meeting		
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 Victoria Boynton (VB) welcomed the group and 
explained how the ASSIST project was funded. 
She introduced the two primary themes which 
are to: 

o   Establish a network of volunteers to 
support consumers vulnerable to fuel poverty 
to improve energy behaviours and energy 
efficiency. 
o 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 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 & Well7 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. 

The current project priorities for the UK partners were outlined. These include: 

1. Vulnerable Consumers and Energy Poverty Report 
o Review of current situation across the EU 
o Includes: 

- analysis of existing projects and research 
- Review of financial instruments and establishing a database 
- Overview questionnaires across EU countries 
- Stakeholder interviews 
- Consumer questionnaires x 2 

2. Determining the role, remit and training of the volunteers 
o Stakeholder interviews 
o VCSC meeting 
o Think Tank – 16th November 2017 
o Stakeholder workshop – December 2017 

                                            
7 http://www.warmandwell.co.uk/  

Figure 2: Introductory slide 
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The stakeholder interviews have almost been completed and Karen Robinson, S.Wye, has 
begun to write the report. The challenges associated with collecting sufficient questionnaires 
were discussed and Clare Knapman, CA, offered Severn Wye the opportunity to complete 
questionnaires for Work Package 5 in the waiting room at Citizens Advice Gloucester & 
District. The wording of the questionnaire was too complicated; Severn Wye will adapt the 
wording of the questions (but maintain the same meaning) to make it more appropriate to 
vulnerable consumers. 

 

Policy	issues	discussed	/	Setting	the	policy	scene		

Progress, Plans and Practicalities  

• Is there a definition of energy poverty in your country? Of vulnerable 
consumers or people experiencing energy poverty?   

Fuel poverty in England8 is measured using the Low Income High Costs (LIHC) indicator. 
Under the LIHC indicator, a household is considered to be fuel poor if: 

• they have required fuel costs that are above average (the national median level) 
• were they to spend that amount, they would be left with a residual income below the 

official poverty line 

 

Figure 1: Fuel poverty under the Low Income High Costs indicator 

                                            
8 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/639118/Fuel_Poverty_Statistic
s_Report_2017_revised_August.pdf  
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Low Income High Costs is a dual indicator, which allows us to measure not only the extent 
of the problem (how many fuel poor households there are), but also the depth of the problem 
(how badly affected each fuel poor household is). The depth of fuel poverty is calculated by 
taking account of the fuel poverty gap. This is a measure of the additional fuel costs (in 
pounds) faced by fuel poor households to meet the non-fuel poor household threshold. This 
is illustrated in Figure 1, where the indicator consists of: 

• the number of households that have both low incomes and high fuel costs (shown by 
the shaded area in the bottom left hand quadrant in Figure 1.1); and 

• the depth of fuel poverty among these fuel poor households. This is measured 
through a fuel poverty gap (shown by the vertical arrows in Figure 1.1), which 
represents the difference between the required energy costs for each household and 
the nearest fuel poverty threshold. 

 

To get a sense of the depth of fuel poverty at a national level, the fuel poverty gap for each 
individual household is aggregated across all fuel poor households to produce an overall 
aggregate fuel poverty gap. 

The fuel poverty indicator is a relative measure, as it compares households to national 
income thresholds and national median energy costs. A change in income will only have an 
impact on fuel poor households if they see relatively larger income changes (increase or 
decrease) than the overall population; the same is true for household energy costs. As a 
result, the proportion of households in fuel poverty remains, on the whole, stable over time, 
whereas the fuel poverty gap (which is measured in pounds) is more closely linked to 
changes in energy prices and the economy and therefore, a more informative measure when 
looking at the direct impacts of fuel poverty over time.  

In December 2014, the Government introduced a new statutory fuel poverty target for 
England9. The target is to ensure that as many fuel poor homes as reasonably practicable 
achieve a minimum energy efficiency rating of a Band C10, by 2030. To support the 
implementation of this target, the Government published ‘Cutting the cost of keeping warm: 
a fuel poverty strategy for England11, in March 2015. The strategy also set out interim 
milestones to lift as many fuel poor homes in England as is reasonably practicable to Band 
E by 2020; and Band D by 2025, alongside a strategic approach to developing policy to 
make progress towards these targets. 

• Are there differences in the understanding of the phenomenon between the 
social and the energy actors? What are the main points on which the social and 

                                            
9 Fuel poverty is a devolved matter, with each nation in the UK having its own policy target, measurement and 
outputs. See Annex B for further information. 
10 Household energy efficiency ratings are banded from G (lowest) to A (highest). 
11 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/408644/cutting_the_cost_of_k
eeping_warm.pdf  
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technical actors agree and/or disagree? / What brings them together and what 
divides them?   

The government in the UK has worked hard over several years to include the main players 
in the energy sector in their work to alleviate fuel poverty. This has resulted in schemes such 
as the Energy Company Obligation (ECO) and the Warm Homes Discount. Ofgem, as the 
regulator of the energy market in the UK, holds regular round tables and working groups 
with representatives from the energy industry, consumer groups and fuel poverty groups. 
Below is a summary from Cutting the Cost of Keeping Warm, March 201512 of some of 
the work Ofgem are undertaking: 

Following their review of payment differentials in May 2014 Ofgem hosted a roundtable in 
October 2014. There was broad consensus from suppliers, consumer groups and fuel 
poverty groups that payment differentials was a complex issue and that any changes to the 
rules would create winners and losers with no clear benefit to fuel poor consumers. A 
significant proportion of fuel poor households pay for their energy through direct debit. For 
example, of households who were fuel poor in England in 2012, around 48% paid for their 
electricity through direct debit and 49% of those using mains gas paid for it in the same way. 
At the same time around 27% paid for their energy (both electricity and mains gas for those 
that have it) through prepayment meters. Changing the rules in favour of pre-payment meter 
customers would make fuel poor direct debit and standard credit customers, who make up 
a greater proportion of fuel poor, worse-off. Therefore the net effect is unclear.  

Ofgem are reviewing a number of services provided by energy suppliers to help ensure that 
vulnerable consumers get the most out of the energy market. For example Ofgem are 
reviewing the communications between suppliers and customers in debt. This is to ensure 
that energy companies are treating customers fairly and clearly communicate customer’s 
rights and choices.  

Ofgem are also undertaking a review of industry telephone service provision. Concerns have 
been raised about the cost of calling essential services, particularly for those on low incomes 
and those without access to the internet. Ofcom is introducing new rules around free phone 
numbers in the summer. This will make calls to free phone numbers (0800, 0808 116) free 
of charge from mobile phones. Ofgem will consider this change as part of their review, which 
will include an assessment of what numbers suppliers use for different services, and how 
easy those numbers are to find both online and on bills and annual statements.  

Of course, there will always be a division between the social and energy actors due to the 
paradoxical situation that in helping to improving the energy efficiency of properties, the 
amount of energy required from the suppliers will reduce, thus affecting the income of the 
energy suppliers in a negative way. 

                                            
12 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/408644/cu
tting_the_cost_of_keeping_warm.pdf 
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• What are the main issues dominating the energy poverty policy agenda? What 
are the main concerns? What are the positive aspects? 

The following text is taken from Tackling fuel poverty, reducing carbon emissions and 
keeping household bills down: tensions and synergies Report to the Committee on 
Fuel Poverty, CSE, June 201813 

‘There were three key policy tensions identified as part of the policy assessment, and these 
are summarised below. It is important to note that these are not isolated tensions and that 
there are overlaps and interactions between each one. For certain policies, several of these 
tensions occur together, compounding the effect. 

1. Carbon emissions reduction versus fuel poverty (and warmth). A direct financial 
benefit to households can help make bills more affordable for those struggling 
financially. However, some households might spend a proportion of the benefit to 
increase the level of warmth in their homes. If, as a result of receiving a benefit, 
people decide to heat for longer during the day or to higher temperatures, their energy 
consumption and CO2 emissions will increase. In addition, each year these policies 
provide a single, one-off financial benefit for households each year. Policies which 
install energy efficiency measures reduce the energy required to maintain pre-
improvement levels of warmth in homes targeted by such policies, and make lasting 
improvements for the inhabitants of improved homes. Any policies providing a 
financial benefit for households will need to be repeated each year to continue the 
benefit. Nevertheless, the WHD payment is taken into account when calculating fuel 
poverty status of households, so while it could result in increased carbon emissions 
it is also simultaneously helping to reduce fuel poverty.  

2. Inappropriate targeting of measures. It is recognised that accurately targeting 
assistance to fuel poor households in England is difficult; the number of households 
in fuel poverty is a statistically derived number. Nevertheless, several of the policies 
that were reviewed have inappropriate or inefficient targeting, resulting in policies 
failing to reach some of the most 4 vulnerable households and thus insufficiently 
working towards alleviating fuel poverty. Alongside this, the current design of policies 
– which largely depend on using the receipt of Government benefits as a proxy for 
fuel poverty – means that there is a ‘stacking’ of benefits on some households and a 
potential neglect of others.  

3. Spending priorities: potential for better use of spending, particularly tax revenues. 
The debate here is two-fold: is it better to fund direct but short-term financial help 
each year, or to finance the improvement of dwellings and make more lasting 
change? And, is it better to pay for these from general taxation revenues or through 
levies applied to fuel bills? In reality, a mixture of both approaches is preferable. 
However, for the former point, the current balance appears to be weighted too far 

                                            
13 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/713870/R
esearch_by_CSE_for_CFP_-_Policy_Tensions_and_Synergies_-_Executive_Summary-.pdf 
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towards tax funding of short term financial help, with less financing of programmes to 
make lasting changes to the housing stock and peoples’ long term warmth’. 

• Are there measures in place for supporting vulnerable consumers?   

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 assistance 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.  

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 braod 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 through the 
process of saving money on bills and accessing grants to make energy efficiency 
improvements to their properties. 

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 
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• Free home energy visit 

• Training for ‘front-line’ staff14 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. 

 

• Policy recommendations for the area of energy poverty, discussed at the 
meeting (please see the note on the first page) 

In their fuel poverty strategy document, Cutting the Cost of Keeping Warm, March 201515, 
the Department of Energy and Climate Change stated that ‘tackling fuel poverty means 
facing up to a number of clear challenges. These challenges can be summarised as follows:  

• improving energy efficiency standards in fuel poor homes;  
• working together to help the fuel poor through partnership and learning; 
• increasing effective targeting of fuel poor households;  
• improving the reach of support to certain high cost homes – such as non-gas or park 

homes; 
• improving the reach of support to certain low income households – such as those 

who have health conditions linked to living in a cold home;  
• tackling the financial burden of energy bills for those on low incomes;  
• ensuring the fuel poor are able to get maximum benefit from a fair and functioning 

energy market; and  
• enhancing and improving understanding of fuel poverty. 

 

There are many policies and schemes in place, outlined in more detail in the above 
document that have been designed to meet these challenges.  

Looking again at Tackling fuel poverty, reducing carbon emissions and keeping 
household bills down: tensions and synergies Report to the Committee on Fuel 
Poverty, CSE, June 201816 - several policy adjustments were suggested.  

                                            
14 ‘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. 
15 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/408644/cu
tting_the_cost_of_keeping_warm.pdf  
16 
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/713870/R
esearch_by_CSE_for_CFP_-_Policy_Tensions_and_Synergies_-_Executive_Summary-.pdf, 
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These are summarised below:  

Winter fuel payment (WFP): Currently this policy makes an annual payment each winter to 
all people in receipt of a state pension. Adjustments to the WFP were made by introducing 
means testing, so that households only qualified for a payment each year if they either 
received Pension Credit, or were in receipt of a state pension and had a limiting long term 
health condition or disability.  

Warm home discount scheme (WHD): Currently this policy discounts £140 from the fuel 
bills of households where the bill payer is on Pension Credit (core group) or from households 
on a wider range of means test benefits, defined at the discretion of different energy 
companies, on a first come first served basis (broader group). Adjustments were made by 
removing the broader group and amending the core group eligibility criteria to include all 
those eligible for the Cold Weather Payment17. It was assumed that the majority of eligible 
households qualified through an automated data matching process and payment.  

Energy Company Obligation (ECO): The available funding for the ECO was increased by 
using some of the budget savings from reducing the scale of the WFP. This increased the 
total annual budget for the ECO from £670M per year to £1,473M per year. Following that, 
two options were explored for varying the eligibility criteria for the CERO and the HHCRO 
elements of the ECO. (All housing tenures were eligible in both instances.)  

• ECO version 1: Align the eligibility criteria for both the CERO and HHCRO, so that all 
households living in homes rated in EPC bands E, F or G were eligible for either, in 
order to focus on the most inefficient dwellings in the stock.  

• ECO version 2 (targeted HHCRO): Alter the eligibility of the CERO element so that 
only households living in homes rated in EPC bands E, F or G were eligible (as 
above), but target the eligibility of the HHCRO to households living in homes rated in 
EPC bands D or below on a means tested benefit18.  

Minimum energy efficiency standards in the PRS: At the time of writing, a consultation 
was being conducted for this policy, with a proposal for Landlords to be obligated to spend 
a up to £2,500 towards improve homes rated in EPC bands F or G up to an EPC Band E 
rating – the original legislation did not require landlords to pay any upfront costs. For the 
modelling, adjustments were made so that landlords were required to spend a maximum of 
£5,000 per dwelling to bring a dwelling that is below the minimum standards up to or as 
close as possible to the minimum SAP rating.  

                                            
17 Qualification criteria for Cold Weather Payment include: Pension Credit; Income Support and income-based 
Jobseeker’s Allowance and have any of the following: a disability or pensioner premium, a child who is 
disabled, Child Tax Credit that includes a disability or severe disability element, a child under 5; Income-related 
Employment and Support Allowance (ESA) and have any of the following: a severe or enhanced disability 
premium, a pensioner premium, a child who is disabled, Child Tax Credit that includes a disability or severe 
disability element, a child under 5; Universal Credit, and not employed or self-employed and one of the 
following apply: limited capability for work amount (with or without a work-related activity amount), the disabled 
child amount in the UC claim, a child under 5. 
18 Guaranteed element of Pension Credit, Income-based job seekers allowance, Income based Employment 
Support allowance, Income support, Child tax credits and/or working tax credits and/or Universal Credit with 
incomes below an equivalised threshold, dependent on household composition 
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PPM price cap and additional safeguard tariff: At the time of modelling, a price cap was 
only in place for prepayment meters, but an additional safeguard tariff was introduced during 
the study for people in receipt of Pension Credit. However, when remodelling this policy, 
adjustments were made by adding an additional safeguard tariff extended to any household 
with someone on a means tested benefit and with someone who had a long term illness or 
disability, was in receipt of a state pension or with a child under the age of five years. The 
aim of this criteria was to ensure people who are both on low incomes and have an additional 
vulnerability (having a limiting long term health condition, being an older adult or with a young 
child) were by default on some of the lowest energy tariffs.  

Renewable Heat Incentive: Currently this policy enables households who are able to afford 
the upfront costs to install low carbon heating technologies in their homes and receive 
annual payments over seven years to recuperate these costs. To a lesser extent, some 
social landlords have also used the RHI to help fund the installation of heating technologies 
on dwellings. Adjustments were made to the policy by assuming the successful 
implementation of a mechanism that allowed some lower income households in the private 
sector to benefit from the installation of low carbon heating systems through the RHI (an 
‘assignment of rights’ amendment will become effective in the RHI from June 2018). 

When compared with current policies, an effect of the policy adjustments was to reduce the 
number of households being targeted by at least one of the policies, but to make a more 
substantial impact on reducing the bills of those who were targeted by the adjusted policies. 
The reduction in the number of households targeted by policies was predominantly the effect 
of significantly reducing the scale of the WFP, although more households received the WHD 
and ECO measures.  

The estimated average net bill reduction for the 12.9 million households targeted by current 
policies was calculated to be £51 (after fuel bill levies were taken into account). After 
modelling the policy adjustments the number of households targeted by policies reduced 
from 12.9 million to 10.8 million but it was estimated that these households experienced an 
additional net bill reduction of £110 per year as a result of these adjustments. Partially, this 
was a result of focusing more energy efficiency improvements through the ECO at the least 
efficient dwellings (in EPC bands E, F or G). The low energy efficiency performance of these 
dwellings means that they have the largest potential capacity for improvements (both bill 
reductions and carbon savings).  

For the policy change scenarios including a more targeted ECO, the energy efficiency 
eligibility criteria were widened to include dwellings in EPC band D, as well as those in EPC 
bands E, F or G. As a result, the additional average net bill savings across all households 
targeted by policies was slightly 7 lower at £102 per year (the inclusion of these dwellings 
reduced the average potential improvement capacity). In tackling the most inefficient 
dwellings, the less targeted ECO approach had a more significant impact on reducing the 
number of fuel poor households living in dwellings rated in EPC F or G and the total 
aggregate fuel poverty gap. It also had the biggest impact on carbon emission reductions 
for the reasons outlined above. However, the second set of policy adjustments – which 
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includes a more targeted version of the ECO – had the biggest impact on reducing the total 
number of fuel poor households.  

The current total annual spend of policies that install energy efficiency measures or low 
carbon technologies in dwellings was approximately £990M compared to a total annual 
spend of £1,825M on policies that provide a direct financial benefit. The policy adjustments 
reversed this balance: funding for policies installing energy efficiency measures increased 
to £1,758M while funding for fuel bill assistance policies reduced to £1,067M. This boosted 
the number of energy efficiency measures or low carbon technologies being installed from 
3.2 million to 5.1 million, over five years.  

Overall, both sets of adjustments to policies had a bigger impact on both reducing the level 
of fuel poverty in terms of numbers of households and the fuel poverty gap, compared to 
current policies. In addition, they had a more significant impact on reducing carbon 
emissions (i.e. a win/win can be found if policies are more closely aligned). 

 

 

The structure of the VCSC was discussed 
and the group agreed the Terms of 
Reference. An addition was made to the 
original Terms of Reference: if a member 
could not attend a meeting in the future, their 
views would be sought prior to the meeting 
and passed on to the group; a follow up 
call/skype would take place after the 
meeting. This process has occurred with Helen Malone, EAPN/Energy Action Scotland. 

Preparations for the Think Tank meeting 

Traffic lighting 
A wide range of ideas have been put forward from the stakeholder interviews. Group 
members undertook a traffic light activity to review some of these ideas to inform the role, 
responsibilities, and training requirements of volunteers. 

Attendance 
Matt Lennard (ML) from Gloucestershire VCS Alliance is recruiting appropriate stakeholders 
for the Think Tank on 16th November 2017. ML agreed to follow up the invitations which 

Figure 3: Member of the VCSC 
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have been disseminated via email and post. It was agreed that the following organisations 
should be contacted first:  

 
o All community connector organisations 
o Open House Stroud 
o Citizens Advice Forest of Dean (CK to contact) 
o Volunteer Gloucestershire 
o Involve Gloucestershire 
o Rural Community Council 
o Friendship Café 
o Age UK 
 

 

 
Structure of the Think Tank meeting 
The Think Tank meeting was planned as follows: 

Stage Activity Resources 

Seating 
arrangements: 

Clustered tables – mixed organisation working 
groups. Plan in advance. 

Seating plan, labels, 
register.  

Introductory 
activity: 

Introductory questions are on the table on an A3 
sheet (space for responses). It is explained that 
this activity will feed into the rest of the event and 
a presentation will follow the activity.  Groups 
discuss the questions in groups and summarise 
responses on the A3 sheet. 
Questions: 
1. How do you work with vulnerable people 

currently? 
2. What makes the biggest impact to these 

people?  
3. How do you provide advice and support? (e.g. 

phone, home visits etc) 
4. Who provides the advice and support within 

your organisation or do you connect with 
other organisations? 

Note: Names of organisations must be on the 
sheet 

A3 sheet on tables 
including questions, 
space for 
responses, space 
for organisations 
involved to be 
recorded. 
Coloured pens. 
Welcome 
powerpoint slide 
displayed. 

 

Figure 4: Traffic lighting about 
requirements for volunteers 
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Stage Activity Resources 

Feedback: Groups feedback outcomes to the group. No resources 

Presentation: Include a simple introduction to the project which 
focuses on using volunteers to get to the most 
vulnerable. No need to include information about 
funding/deliverables etc. 
Include summary of fuel poverty and its impacts 
for those organisations who are not familiar. 

Powerpoint 
presentation. Laptop, 
projector, screen. 
 

Mapping 
connections: 

It is important for ASSIST to know how 
organisations connect and what stage they 
provide support, who for, and how long for. This 
is also useful for VCS alliance who will map the 
links after the meeting. 
Each organisation will map out their own links. 
An outline of the ‘mapping connections’ sheet is 
shown in Figure 4.  
Links sheets are stuck up on the wall at the end 
of the activity. 
Alow time for some discussion. 

Mapping links sheet 
(A3) 
Blue tak 
Pens 
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Identifying 
the remit of 
volunteers: 

Introduce the aim of the next section which is to 
establish the role and remit of the volunteers and 
their training requirements. 
Ask groups: 

1. What do you mean by ‘vulnerable’? 
2. What targets do you have (related to 

volunteers)? 

Introduce on a slide/list the potential options for 
roles and activities the volunteers could do. 
Emphasise that these are ‘ideas’. 
Potential roles: Work exclusively with the Warm 
& Well Team; train a member of another 
organisation to undertake energy activities and 
work with Warm & Well; Work under Warm & 
Well but link closely with one more more other 
organisations (e.g. pairing for home visits, 
visiting offices etc); other….. 

Potential activities: Initial identification of issues 
on home visits; tariff switching support; advice 
about financial support and installations on offer 
for energy efficiency; support to change 
behaviours; attending events (stalls etc); 
supporting CPD training; support managing 
energy bills, heating controls etc plus follow up; 
hand-holding through the installation process; 
conducting home energy surveys (possibly with 
a trained advisor – double up for safeguarding 
and quality control); roviding over the phone 
advice and support. 

Ask groups: 
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? 

Questions for the 
centre of each table. 
Flip chart paper and 
pens for each table. 
Slides/lists with 
examples of roles 
and activities. 
 
 

Feedback: Groups feedback outcomes to the group. No resources 
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Plenary – how 
could this 
work support  
your 
organisation? 

Organisations indiviually complete expression of 
interest slips. Slips should include: 

1. Name of organisation 
2. Contact name and email address 
3. Would you be interested in being involved 

in this programme either now or in the 
future? (Y/N) 

4. If yes, how? 
a) We’d like to partner with you in the use 

of volunteers which would be based 
within Warm & Well. 

b) We’d like to use our staff or volunteers 
and train them to become members of 
the network. 

c) We’d like to establish referral systems 
between our organisations and CPD 
train our frontline staff to recognise 
fuel poverty to support the referral 
process. 

d) We’d like to establish referral systems 
between our organisations. 

e) Other (please 
specify):_______________ 

5. If no, please explain why. 
6. Additional comments: 

___________________ 

Expression of 
interest slips 

Practicalities See if any organisations can complete some 
T5.2 vulnerable consumer questionnaires (e.g. 
10 each) – provide a pre-paid addressed 
envelope. 
Travel expenses can be claimed as long as a fuel 
receipt for the month is provided. See if anyone 
wants one. 

T5.2 questionnaires 
plus 
stamped/addressed 
envelopes. 
Travel expense 
forms 
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Follow	up	of	the	meeting		
Action: CK to check that S.Wye can visit Citizens Advice to complete questionnaires. CK 
to see whether volunteers at Citizens Advice can help to complete the questionnaires with 
clients. 

Action: S.Wye to edit the wording of the Work Package 5 questionnaire. 

Action: S.Wye to arrange dates and times to complete the WP5 questionnaire with CK at 
Citizens Advice. 

Action: VB to feedback to Helen Malone, EAPN/Energy Action Scotland on Friday 20th 
October 2017. 

Action: ML to follow up invitations to secure relevant stakeholders for the Think Tank 
meeting. 

Action: Clare Knapman (CK) to contact Citizens Advice Forest of Dean to secure 
attendance at the meeting. 

Action: Severn Wye to create resources and finalise plans for the Think Tank event. 

  

Figure 6: Matt Lennard (VCS Alliance) and Clare 
Knapman (Citizens Advice) planning the mapping 
connections for the Think Tank event 
 

Figure 5: Draft mapping connections for the Think Tank meeting 
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Conclusions		

During discussion the following points were made: 

• Safeguarding is really important on both sides. The volunteers would need DBS 
checks if they came into contact with clients. 

• ‘Liability’ needs to be considered. What happens if a volunteer gives the wrong 
advice? It is important that the volunteers have a high level of training and that their 
activities are monitored to avoid issues. Also, doing detailed technical work may be 
less appropriate. 

• Volunteers need a lot of support so this must be built in to the plan. 

• More than 6 volunteers should be recruited as drop-out rates are high. 

• The age and profile of potential volunteers was discussed. They are often young and 
using the experience to secure future employment or retired. 

• As there could be a high turnover of volunteers, it is important that ‘face-to-face’ 
training is not too long and that there is capacity to repeat it regularly. Training should 
include face-to-face training, a portfolio, and interim monitoring.  

• Whilst it would be good for training to be formally accredited, this would be expensive. 
Members agreed that it would be a good idea to put committed, long term volunteers 
through the NEA City & Guilds L3 qualification as a reward (after two years?) 

• Whilst it would be ideal to have vulnerable consumers as volunteers, this can be 
tricky.  

Other	comments/observations	

It was valuable to be able to introduce the principles of the ASSIST program to local and 
national stakeholders, making partners aware of the activities being proposed and how the 
various organisations can contribute. 

The meeting was extremely positive with all present showing great interest in the project 
and how they could be involved in the planning and execution of the volunteer program. 

It was a useful exercise drawing up the analysis stage planning. 
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 First Stakeholders Meeting in the UK 

 
Overview	 of	 the	 activities	 carried	 out	 in	 Spain	 to	 promote	 actors’	
dialogue:	

Market actors’ dialogue 
events and role 
(organisation / co-
organisation / 
participation) 

Venue Date Participants 
engaged 

Project 
partner(s) 
involved 

Warm & Well steering 
committee meeting 
(SWEA / local government 
stakeholders) 

Gloucester 19/04/2018 10 SWEA 

Cotswold Money Forum 
(Citizens Advice / 
consumer associations 
and advice services) 

Cirencester 26/06/2018 10 SWEA 

Yate Over 50’s Forum 

 (Vulnerable Consumers) 
Yate 30/10/2018 13 SWEA 

Celebrate Health 
Information Week Event 
(South Gloucestershire 
Council / Vulnerable 
Consumers) 

Bradley 
Stoke 04/07/2018 21 SWEA 

Fuel Poverty Awareness 
Continuous Professional 
Development Training 
(Gloucestershire Care 
Services NHS Trust, 
District Nurses / Social 
and public Sector) 

Forest of 
Dean 12/09/2018 7 SWEA 

Bilateral Meeting between 
SWEA and NPower 
energy supplier around 
support for consumers in 
energy poverty 

Worcester 14/08/2018 2 SWEA 
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Activity/Event	number	1	
Information	about	the	meeting	 

Warm & Well steering committee meeting 

Location: Gloucester 
Date: 19/04/2018 
Time: 10:30am 

Type of participants: Stakeholders of the Warm & Well program including representatives 
from the local authorities and the Gloucestershire Clinical Commissioning Group  
Role of the project partners: Severn Wye Energy Agency, organisers of the meeting and 
lead partner  

Presentation of the meeting: Warm & Well quarterly report  

Meeting objectives: To review the performance of the Warm & Well service against set 
targets for the quarter, including number of calls to the advice line, targets for installed 
measures etc. Also explore opportunities for additional services and support for energy poor 
in Gloucestershire.  

Issues	discussed	at	the	meeting:  

• Headline targets – review of current position in line with annual targets. 
• Advice line calls picked up significantly in Q4 – over 500 every month.   
• Referrals; Overall referrals to partner organisations were very low compared with 

target 
• Measures installed; higher numbers of installs in Stroud/ FoD. In 2018/19 there will 

be focused marketing in areas with fewer installs 
• Home Visits; home visit with every central heating install. Triple availability for visits 

with new member of staff.  
• Health implications; Work in hospitals (through the WHF project worker) will lead to 

valuable links with health projects such as Break the Cycle and the work of 
Occupational Therapists 

• CPD training; target exceeded by 20 training places- 370 delegates 

Warm Home Fund update also discussed and marketing strategy for the scheme. 

Outcomes	of	the	meeting:	
The outcome form the meeting was concrete steps to be taken to look for ways to improve 
how we provide help for vulnerable consumers including: clearer, more accessible training 
packages, home visit reports and advice literature, where possible, provide visits to 
vulnerable consumers during the installation of central heating, raise awareness of the 
scheme through more targeted marketing and publicity, create clear referral processes with 
partner organisations to ensure secure and efficient sharing of data and use all activities to 
create added value to our services. 



229 
 

The Local Authority partners will provide a list of approx. 4 ward names or postcode lists for 
WHF eligible areas to the Warm & Well team. The Steering Group discussed landlord 
specific marketing material and getting the information out to private landlord 

Activity/Event	number	2	
Information	about	the	meeting:  
Cotswold Money Forum (Citizens Advice / consumer associations and advice services) 

Location: Cirencester 

Date: 26/6/18 

Time: 9.30am 

Type of participants: Consumer advice organisations, public sector, emergency services, 
charity organisations  
Role of the project partners: Cotswold Citizens Advice organized the event as part of their 
regular community engagement programme. 

Presentation	of	the	meeting		
Meeting	objectives: The objective of the meeting is to share information between partners 
working with vulnerable consumers in the Cotswold area 

Issues	discussed	at	the	meeting:	
• Cyber security 
• Universal credit 
• Warm Homes Fund grant scheme availability 

Outcomes	of	the	meeting:		
• The meeting led to collaboration between SWEA’s Warm & Well team and the 

Gloucester Credit Union organisation. Gloucester Credit Union agreed to disseminate 
information to their clients and partners about the work being done to help energy 
poor members of the public by SWEA. 

Activity/Event	number	3	
Information	about	the	meeting:		
Yate Over 50’s Forum (Vulnerable Consumers) 
Location: Yate, South Gloucestershire 

Date: 30/10/18 

Time: 2pm 
Type of participants:  
The members of the Over 50’s forum were drawn from the local community of Yate. Most of 
the attendees were over 70 years old and several had health issues.  
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Please include a list of participants as well.   
 
The Forum’s meetings are arranged without a sign in attendance list. Members are free to 
attend without booking a place so a list of participants is not available.  
 
Role of the project partners:  
 
The forum’s aim is to reduce the feeling of isolation amongst elderly residents. As such the 
meeting had a good representation of SWEA’s profile of the vulnerable customers we are 
trying to reach. 
 
Presentation	of	the	meeting:			
A SWEA staff member gave a presentation on energy efficiency and and keeping warm and 
healthy at home.  
 
Meeting	objectives:	
The goal of the meeting was to raise awareness of the health impact of poorly heated homes 
and to engage the members in finding solutions to their specific problems.   
 
Issues	discussed	at	the	meeting:	
• Why it’s important to keep your home warm and comfortable 
• Simple ways to do reduce heat loss in the home 
• Simple ways to save energy and grants available for larger measures 

Outcomes	of	the	meeting:		
 

• The members gave feedback at the end of the session and all said they had leant 
something new and useful from the presentation. The Forum organizer intend to invite 
SWEA to further meeting in other areas of South Gloucestershire 

• One member is considering applying for the Warm Home Fund to install central heating 
in her home 

• The Forum’s volunteer organizer attended the Fuel Poverty Awareness training 
organized by SWEA, which is CPD accredited 

Activity/Event	number	4	

Information	about	the	meeting:		
Celebrate Health Information Week Event  
Location: Bradley Stoke Library, South Gloucestershire 
Date: 4/7/18 

Time: 2pm 
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Type of participants: The event brought together a number of health related voluntary 

sector organisations and statutory services to promote their services to the general public. 

Participants included University of West of England, South Gloucestershire Council, SWEA, 

Healthwatch and others.  

Role of the project partners: South Gloucestershire Council organized the event as as 
part of their Health information week.  

Presentation	of	the	meeting		
Information stand and advice surgery 

Meeting	objectives	
The goal of the event was to raise awareness of the health impact of poorly heated homes 

and to engage the members in finding solutions to their specific problems.  

 

Issues	discussed	at	the	meeting:	
• Warm Homes Funding for householders with central heating 
• ECO funding for insulation and heating improvements 
• Free and simple ways to keep warm and healthy at home 

Outcomes	of	the	meeting:		
SWEA staff member talked to 21 individuals about the issues affecting them and discussed 

their options including potential funding for insulation and heating improvements. 

Weblink to health watch page: 
     https://healthwatchsouthglos.co.uk/news/health-information-week/ 

	

Activity/Event	number	5	
Information	about	the	meeting:		

Gloucestershire Care Services NHS Trust, District Nurses / Social and public Sector) 

Location: Stonebury Day Hospital, Forest of Dean, Gloucestershire 
Date: 12/9/18 

Time: 13.30 

Type of participants; Attendees were health care professionals from Gloucestershire Care 

Services. Attendee list below.  
Role of the project partners:  
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SWEA organized the meeting as part the CPD in Fuel poverty Awareness training 

programme.  
 

Presentation	of	the	meeting 

Fuel Poverty Awareness training presentation 

 

Meeting	objectives	

The aim of the training is to provide front –line health professionals with the ability to 
recognise the indicators of fuel poverty.    
Issues	discussed	at	the	meeting:	

• How poor housing has a negative effect on health 

• What is energy efficiency  

• Steps to reduce heat loss and signposting to grant funds.  

Outcomes	of	the	meeting 

The 7 attendees successfully passed the learning module ‘Awareness of Fuel Poverty’ and 

received a CPD (Continuous Professional Development) accredited certificate.  

Activity/Event	number	6	
 

Information	about	the	meeting:		
Bilateral Meeting between SWEA and NPower energy supplier around support for 

consumers in energy poverty 
Location: Worcester 

Date: 14/8/18 

Time: 9:30am 

Type of participants: SWEA and Npower (Energy supplier) 
Role of the project partners: organizers or co-organisers of the meeting 

 

Presentation	of	the	meeting	

Meeting	objectives	

Innovation opportunities for NPower and SWEA to work together to help vulnerable 

consumers  
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Issues	discussed	at	the	meeting:	
• Smart meters installation and training 
• Referrals through Warm & Well to NPower’s customer help services and grants 

 
Outcomes	of	the	meeting:	

• Proposal to be drawn up looking at how collaboration between not-for-profit 
organisations with experience and expertise of working with vulnerable consumers 
(SWEA) can help energy supplier (NPower) to meet their customer care targets.  

 
 

  Second Meeting of the National Vulnerable 
Consumers Steering Committee in the UK   

 

Practical	details	of	the	meeting	

Location: Severn Wye Offices, Unit 15, Highnam, Gloucester GL2 8DN 
Date: 18/7/19 
Time: 10am 

Attendees:  
• Maria Hickman,  Stroud District Council 
• Melissa Spiers, Severn Wye Energy Agency 
• Debby Paice, South Gloucestershire Council 
• Mark Nelson, Cheltenham Borough Council 
• Rob Hargraves, Severn Wye Energy Agency 
• Calum Allan, South Gloucestershire Council 
• Chloe Lloyd, Stroud District Council 
• Michael Hinchcliffe, Forest of Dean Council 
• Jess Callaghan, Severn Wye Energy Agency 
• Eileen O’Haire, Severn Wye Energy Agency 

Apologies: 
• Colin Martin, Gloucester City Council 
• Russell King, Cotswold District Council 
• Neil Penny, Gloucestershire CCG 
• Chris Gillett, South Gloucestershire Council 
• Paula Massey, Publica Group 
• Gordon Buchanan, Tewkesbury District Council 

Presentation	of	the	meeting		
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• The aims of the meeting were threefold; 

o To update VCSC members on the status of the Assist project;  

o To receive feedback on the latest version of the Framework Policy Paper; and 

o To get the views of the Vulnerable Consumers Steering Committee on the current 
state of policy and legislation with regards to energy poverty in the UK and the 
EU.  

• An update of the Assist project would be provided to the VCSC members. Discussion 
would follow to analyse the strengths and challenges of the project, to determine if any 
lessons have been learnt. It would be important to hear the views of VCSC members on 
the efficacy of the project, as many members are interested in enabling effective 
networks of HEAs, and how they might provide a valuable service across different 
organisations. 

The Framework Policy Paper was disseminated to VCSC members and feedback was 
invited on a range of different points. Unfortunately, due to the current political situation in 
the UK, discussion on EU policy mechanisms and strategy is challenging, as there are so 
many unknowns. It is understandable that some members would be reluctant to allocate a 
lot of time discussing future EU policy work when the UK’s involvement is at doubt. 

 

In-depth discussion of UK and EU policy issues 
would then take place, with views sought on the 
root causes of energy poverty, as well as how 
improvements could be made to policy and 
strategy. The agenda in the annex outlines the 
points for discussion in this part of the meeting. 

• The VCSC members have a wide range of 
experience from the public sector, in roles 
which are integral in the improvements being 
made in the private housing sector for those 
who are not able to pay. Any changes to the 
personnel of the VCSC were simply due to 
staff changes at the various organisations involved.  

Updates	from	the	ASSIST	project	

Members of the VCSC were updated on the progress of the project on the project results 
achieved so far with a focus on the training and the ASSIST action. The impact of the training 
and action was widely praised, with members aware of the positive effect that the network 
of HEAs could create. At a time when the profile of energy poverty needs to be highlighted 
further, it was stated that increasing the knowledge base of issues experienced by 
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consumers in energy poverty, to professionals working in a wide range of voluntary and 
public organisations could only have a positive impact in the alleviation of energy poverty.  

VCSC members were interested in the measuring of outcomes for the vulnerable consumers 
reached through the project – was this something that could be measured across different 
countries and regions of Europe. RH explained that although there were significant 
challenges due to the different mechanisms in place, the project had found satisfactory 
methods to be able to measure the outcomes in a meaningful way. 

Feedback	on	the	framework	policy	paper	

The Framework Policy Paper was well-received by VCSC members in general.  

With regards to the defining of energy poverty, this is something that has been well-
established in the UK for some considerable time so the framing of this point is not 
particularly relevant here. 

As the profile of energy poverty increases at an EU level, it is important that new policy is 
aligned closely to the transition to cleaner energy. A large majority of legislation and policy 
at the moment is focussed on alleviating the symptoms of energy poverty, but members 
welcomed the idea of tackling the root causes of energy poverty. Could this be done whilst 
also now aiming for drastic reductions in carbon emissions?  

It is vital that a transition to clean energy is carried out in an equitable fashion and it is not 
the most vulnerable in society that are left behind. 

Policy	issues	discussed	at	the	meeting.			

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately 
to each one of these reasons?  

The discussion focused on quailty of buildings and how to improve the standards.   

There is some policy in place at present but the group are not sure if it is fit for purpose 
and fit for need. Building regulations for new build is of a standard but this could be better. 
However, this takes government commitment. 

Maria Hickman of Stroud District Council stated that “new builds have regulations but we 
have a vast majority of old build (pre 1919). Funding (ECO) for Loft Insulation and Cavity 
Wall Insulation is good but solid wall needs much more funding than it is getting to make it 
feasible. So our housing isn’t being properly addressed by policy”. Calum Allen from South 
Gloucestershire Council made the point that “in particular the MEES for private rented has 
lots of loop holes for old ‘listed’ properties, making them exempt from improvements to lift 
EPC, so things aren’t improved for the people”. ECO needs to progress and more funding 
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needs to come from the utility companies and to be paid out of their profit to cover 
expensive works like Solid Wall Insulation. The best time to do any major retrofit works is 
when you are planning to do other work eg replacing  a kitchen for example.  Could this be  
brought into legislation? It’s a huge leap for the population to renovate, so it needs to be a 
requirement.  

MEES/ BEIS information is not good – their database information is massively inaccurate. 
If an EPC is less than 10 years rental agencies don’t have to do new ones so they can be 
very out of date. Social housing providers are way ahead as they are aiming to have all 
stock  reaching a ‘C’ EPC rating. 

All property should be free of Category 1 hazards – but this is only enforced in privately 
rented and not in owner occupiers who can often be on low income.   

In comparison to EU our energy company control may be good but energy prices keep 
increasing. We need more than the price cap from the Government. Energy companies 
are quick to put prices up and slow to put them down. 

2. How to strengthen social protection of vulnerable consumers in order to cope 
with energy poverty? 

There is support out there but the message isn’t getting through to lots of people. The 
Government could do more. The funding has been given to utility providers (energy 
suppliers)  to decide what they want to do. There should be one known step process for 
the whole country. Curent situation is problematic because; 

a) Process involves different company canvassers, confusing vulnerable customers.  

b) There is a free market on fuel poverty action whcih means companies gain their profit 
from ‘low hanging fruit’ i.e. easy measures. 

Smart meters could help vulnerable consumers get a real picture of their energy use. The 
Government has started a big PR campaign with Smart Energy GB  but many people are 
wary of sensors and monitoring. Estimated savings with aren’t great at £11 a year savings. 
Smart Energy GB is behind on targets and there are challenges getting into hard to reach 
homes.  

New build smart system. Trials of solar panels and battery with monitoring and behaviour 
change of energy use 

Social networks – education and understanding. If you get a full home system and have 
only heated one room fuel bills will go up. Is just keeping energy bills low enough? People 
need more education 
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3. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  

National policy feed in process is there: Usually send out a consultation document to local 
authorities but its uncertian what the trake up is. Also very unclear whether  they are 
listened to. Eg P.A.Y.S. LA pliot model trailed in Stroud was clearly the best scheme but 
the Government went with utility companies and commercial rate loans. And subsquently 
the Green Deal failed to take off.  

There is now a shift towards carbon reduction rather than fuel poverty. Already on the 
cards but now with added urgency with many councils declaring a Climate emergency. 
OFGEM are taking this into account with a significant shift from their role as regulator, to 
one in which they will be acting to protect consumers during the transition to clean energy. 

4. How to improve the social dialogue between energy and social actors in order 
to better reconcile their interests? 

Energy company to consumer communication not specific enough to the needs of most 
vulnerable members.  

There is an increasing reliance on communication with energy suppliers via the internet. 
Where companies do use phone lines there can be extremely long (and often expensive) 
waits on the phone to be connected. Also, not all consumers can talk over the phone. 
Energy companies don’t do home visits. HEA’s and W&W energy advisors do make home 
visits but will always miss some people. There is a good charitable organisation network in 
the UK and the voluntary sector are well linked in to make referrals to each other, but the 
Energy companies do not necessarily do this. Some companies offer more help than 
others, transparency WHD a prime examples.  

There is often problems with vulnerable consumers having difficulty switching tariffs when 
their  contract is up. New ways to pay for energy may be coming forward to address this, 
including changing the billing format. Vulnerable consumers more likely to stick with 
traditional company (eg British Gas) and be stuck in cycle of bills going up and stuck on 
peak tariff. 

5. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers 
and energy poverty? 

Tenants and residents voice is not really there in the system.  But is there any appetite for 
this? Often the only communication to housing providers and local councils is to complain 
about things they don’t like. Tenants Associations aren’t as strong as they used to be.  

For South Gloucestershire Council housing team the difficulty is that they deal mainly with 
private sector rentals. There is no umbrella of support for them unless they move into a 
local authority home. But it was felt that Vulnerable Consumers don’t have the capacity to 
affect national decisions regardless.  
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For many people, to seek rights on or be heard on fuel poverty is not the number one 
concern for them. Fuel poverty is just part of their trial and everyday life. It would be hard 
to attract people to a Fuel poverty forum but maybe as a wider discussion with debt and 
poverty. It was thought that as a generalisation, British people don’t protest against it just 
grumble. 

6. Connecting EU and national policy frameworks on energy poverty. Are you 
aware of the National Energy and Climate Plans (NECPs) submitted by our 
government under the Governance directive? What is your view on what is 
mentioned in the report on energy poverty? Is there something missing?  

Some members of the steering committee were not aware of the NECP, however others 
believed that policies in some regions were stronger than others. As it is a devolved matter 
in the UK, England, Scotland, Northern Ireland and Wales have the power to set their own 
policies and legilation. It was felt by the majority of the VCSC that Scotland had by far the 
strongest policy when it came to energy poverty. This is also evidenced through the 
amount of funding allocated to the alleviation of fuel poverty in Scotland over the last ten to 
fifteen years. In England, where the VCSC members operate, it was felt that the policy 
could have been more explicit in terms of fuel poverty reduction, rather than simply 
outlining targets to reduce poorly insulated and energy inefficient properties. 

The NECP includes information on energy poverty (or fueel poverty as it is known in the 
UK) within the section on the internal energy market. This is certainly a well-established 
modus operandi of the UK government, using tools such as the Energy Company 
Obligation (ECO) to leverage in funding to help consumers in fuel poverty. Steering 
Committee members felt that in their experience this is a system that works well. National 
and local government do not have the funding to be able to make changes to properties 
and so the energy company obligation has been necessary and the results have been 
positive overall. 

On occasion it was felt that the administration of the ECO scheme could be simplified, but 
at the same time it was important that the rules for funding were updated to reflect the 
current priorities. 

Follow	up	of	the	meeting		

The Framework Policy Paper will be disseminated to all VCSC members once it has been 
updated, inviting feedback and comment. Severn Wye Energy Agency staff will be 
responsible for this action. 

VCSC members also committed to taking the framework policy paper back to their local 
administrations for further discussion, mindful of the situation in regards to the UK’s 
potential exit from the European Union.  
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Conclusions		

The VCSC meeting was extremely positive in terms of its value to members and also 
hopefully in terms of the in-depth discussion on various policy issues here in the UK to the 
Assist project. 

In general terms, it was felt that energy poverty policy in the UK is relatively well-established 
and work is being done ‘on the ground’ to retrofit properties with insulation and other energy 
efficiency measures. There is always room for improvement however and the processes 
could become simpler, with more emphasis on action rather than the laborious 
administrative processes that are currently in place. 

In the last six months, local councils have been declaring a climate emergency, setting 
goals to be carbon neutral by 2030, and recruiting for carbon redcution officers to establish 
energy baselines and create energy reduction action plans. Members believed that fuel 
poverty should remain in the conversation when discussing a transition to carbon 
neutrality. Indeed, improving the properties of vulnerable, low-income households would 
be essential to be able to meet these new targets.  

The pace of change is so fast now that several committee members believed that as soon 
as a stragety or policy is published, it becomes out of date, with newer, bolder targets 
being set on a local level. With this in mind, it was felt that bolder, braver action was 
required at a policy level to reduce the administrative burden and increase activity in 
energy efficiency measures – but always ensuring that the most vulnerable in society are 
protected and assisted, as the world moves to a low carbon model of energy use in the 
future. 
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Annex		

• Agenda of the meeting 
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 Second Stakeholders Meeting in the UK 

 

Introduction		

This report aims to illustrate all the activities carried out in the UK to promote market actors’ 
dialogue.   

Market actors’ dialogue 
events and role  Venue Date Participants engaged 

Project 
partner(s) 
involved 

Meeting 1; To review and 
analyse barriers to access to 
energy advice for members of 
society who live with hearing 
impairments 

Centre for Deaf 
People, 
Barnwood,  

 5/6/19 
Sharon Bryant, C.E.O. 
Gloucestershire Deaf 
Association 

Severn Wye 

Meeting 2; To review and 
analyse barriers to access to 
energy advice for hard-to-reach 
groups in society 

St. Mary’s Hall, 
Gloucester 12/6/19 

Louise Silver, Tamsin 
Morgan, Tim Heaven, 
staff and volunteer at 
Inclusion Hub 

Severn Wye 

Meeting 3; To review and 
analyse barriers to access to 
energy advice for blind and 
partially-sighted members of 
society 

81 Albion 
Street, 
Cheltenham  

24/6/19 
Steve Martin, General 
Manger, Insight 
Gloucestershire 

Severn Wye 

 
In the UK, the ASSIST 2nd Market Actors’ Dialogue has had a different approach to the 1st 
Market Actors’ Dialogue meeting. Consultations with key members of Gloucestershire Deaf 
Association, (GDA) Insight Gloucestershire, and the Inclusion Hub were carried out with the 
aim to identify any barriers their members may have in accessing energy advice and how 
best to reduce them. 

Background 

Severn Wye has developed relationships with many consumer support groups particularly 
with health related communities e.g. Alzheimers, stroke victims etc. but has not previously 
carried out any consultation on access and communictaion barriers with the most vulnerable 
consumers. Consumers with a visual impairment, sight loss and learning difficulties need to 
connect with the world around them in non-standard ways. This may be beacuse there is a 
phyiscal barrier or due to low literacy or poor understanding of English.   

Through the ASSIST Market Actors’ Dialogue meetings we aim to  identify any barriers and 
devlop a set of resources that could be used locally and nationally for these communities.  
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1) Gloucestershire Deaf Association (GDA) 

Location: Centre For Deaf People, Colin Road, Gloucester, GL4 3JL 

Date: 5th June 2019 

Time: 10.00am 

Attendees: Sharon Bryant, CEO, Gloucestershire Deaf Association, Eileen O’Haire, Severn 
Wye 

  Apologies: None 

Presentation	of	the	meeting		

• Meeting objectives; to discuss the communication needs of the deaf community and 
identify resources that would reduce barriers to taking up energy efficiency services.  
• Overview of agenda and issues discussed during the meeting 

Sharon Bryant explained that there is a range of communication issues for deaf people 
depending on their educational background. Many people who are born deaf have a British 
Sign Langauge (BSL) education where BSL is the primary language rather than English. 
Other born deaf people could have a different ‘aural’ education route by being trained in lip 
reading and learning to speak. People who primarily use BSL may not be literate in reading 
or writing English which may be a particular issue in energy advice where vocabulary might 
be unfamiliar.  

Contacting energy suppliers - Deaf and hearing impaired consumers need an alternative 
method of contact for services including energy companies, so text numbers as well as 
telephone numbers. Deaf awareness training was suggested for energy advisors / suppliers. 
Members rely on the GDA website for information with BSL signed and subtitles videos for 
information of services. 

What became clear was there were specific communication needs and there was a need for 
better energy advice resources that could be accessed by individuals.  

Suggestions were made for BSL / sub-titled videos to be produced covering energy saving 
advice that could be posted on the ASSIST UK / GDA website and offered to all national 
deaf and energy advice organisations.   

• Participants in the meeting  

Sharon Bryant is the CEO of Gloucestershire Deaf Association (GDA) with many years’ 
experience within the deaf community. GDA’s mission is to provide practical and emotional 
support for D/deaf people in Gloucestershire, by assisting them to overcome communication 
hurdles and to campaign on their behalf for better communication access. 
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Gloucestershire Deaf Association (GDA) is the frontline organisation delivering specialist 
services and community activities for D/deaf and hard of hearing adults and children in 
Gloucestershire.  https://www.gda.org.uk/ 

Sharing	results	of	the	ASSIST	project	

The Vulnerable Consumers Protection Framework Policy Paper specifically asks ‘what 
measures are in place for supporting vulnerable consumers’ and highlighted 
communication needs as an issue that isn’t properly addressed. Discussion took place to 
clarify how the communication between deaf consumers and energy suppliers might be 
improved. 

Questions discussed at the meeting 

7. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  

SB- The key isue for deaf people is low incomes as they are at greater risk of being 
under or un-employed and therefore have no way of increasing their incomes with 
energy prices rises. In addition, beacuse of difficulties with written text, online 
information about cheaper tariff is difficult to access 

8. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 

SB- With improved access to information members  would be able to gain access to 
local authority grants for home and heating improvements, online cheaper tariffs.  

Community events which give energy advice are not deaf user friendly and more 
resources for advice organisations such as BSL signers at events  would help. 

9. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  

SB- There needs to be more accessible user involvement which should be 
adequately resourced with funding. Eg; Focus groups with BSL interpreters 

10. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 

SB- Alternative means of contact eg energy suppliers providing text numbers as 
well as phone numbers or offering face to face service and Deaf awareness training 
for suppliers 
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11. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers and 
energy poverty? 

SB- It is challenging for the deaf community to take part in  voluntary activities. 
Work funding packages do provide BSL interpreters when needed for employees. 
However there is no funding for interpreters for volunteer roles.   

 

2) Inclusion Hub Gloucestershire 

Location: St Marys’ Hall, Southgate Street, Gloucester, Gloucestershire, GL1 1TP 

Date: 12th June 2019 

Time: 12.00 

Attendees: Louise Silver, Support Manager, Inclusion Hub, Tamsin Morgan, Support 
Worker, Inclusion Hub, Tim Heaven, Member/volunteer, Inclusion Hub, Eileen O’Haire, 
Severn Wye.  

Apologies: None 

Presentation	of	the	meeting		

• Meeting objectives; to discuss the communication needs of the people with learning 
difficulties and mental health issues and identify resources that would reduce barriers to 
taking up energy efficiency advice, support and services.  

• Overview of agenda and issues discussed during the meeting 

Many consumers with learning disabilities are reliant on their support workers for 
management of their energy bills. As this is often low down on their list of priorities, the 
consumers have no one checking their energy tariffs or picking up on any heating or heat 
loss problems.  

Standard energy advice leaflets and online information are not accessible to this group. 
Energy advice training for support workers was recommended although these are often 
employed by private companies and outside of the current partnership network of Severn 
Wye.  

For those people who do not personally manage their bills or heating controls, it is still 
important to get across the idea of energy saving. A lot of the energy saving tips are common 
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sense such as turning down the heating rather than opening windows, switching off lights 
and electrical appliances. Others who live more independently would also benefit from a 
simple-to-read leaflet on bill and energy management. 

• Participants in the meeting  

Louise Silver and Tamsin Morgan are staff members of Inclusion Hub, Louise organises 
other Hub sessions across the county. Tim Heaven is a user member of the Hub and also 
volunteers at the Hub sessions.  

Inclusion Gloucestershire is a registered charity and user-led organisation, run by people 
with disabilities for people with disabilities. Their focus is championing people of all ages, 
whatever their disability, including people with physical disabilities, learning disabilities, 
sensory impairment and mental ill health. 

Sharing	results	of	the	ASSIST	project	

The Vulnerable Consumers Protection Framework Policy Paper specifically asks ‘what 
measures are in place for supporting vulnerable consumers’ and highlighted communication 
needs as an issue that isn’t properly addressed. Discussion took place to clarify how the 
communication between Inclusion Hub members and energy suppliers might be improved. 

Questions	discussed	at	the	meeting	

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  

IH- Low income is an issue as many people with learning difficulties do not have the 
opportunity to increase their income through work. 

Many members  have support workers looking after their finances including  paying 
energy bills so do not have anyone checking for the best  energy tariffs for them. 

2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 

IH- Most members have support workers and energy needs are low down on their 
priorities –‘one more thing to think about’ 

Energy awareness training of support staff would be ideal but many are private 
companies who do not want to invest in their staff development (time/money issues) 

3. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  
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IH- Tim Heaven is a member of the Learning Disabilities Partnership Board and 
regularly contributes to the Community Well being Strategy. 

Staff and members also take part in the Big Health Day check  an interactive  event  
that aims to  improving access to health and well-being support  for people with 
learning disabilities and other disabilities 
https://www.inclusiongloucestershire.co.uk/big-health-check-day-2019/ 

 

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 

IH- Members need a trusted advocate to act on their behalf on tariff switching, 
checking their bills and picking up on heating problems or levels of insulation. 

Training of Inclusion Hub staff and personal support workers would help this 
process and raising the awareness of Warm & Well home visits service for more 
complex energy issues 

5. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers and 
energy poverty? 

See answer to question 3. 

3) Insight Gloucestershire 

Location: 81 Albion Street, Cheltenham, Gloucestershire, GL52 2RZ 

Date: 24th June 2019 

Time: 2pm 

Attendees: Steve Martin, General Manager, Insight Gloucestershire, Eileen O’Haire, Sever 
Wye. 

 Apologies: None 

Presentation	of	the	meeting		

• Meeting objectives; to discuss the communication needs of blind and partially sighted 
people and identify resources that would reduce barriers to taking up energy efficiency 
services.  

• Overview of agenda and issues discussed during the meeting 

Visually Impaired (VI) consumers are often unable to use online services to check bills, 
change tariffs or suppliers or to research local grants and services. They are particularly 
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vulnerable to cold callers and visitors generally as they cannot check ID cards. Many VI 
members are generally older with deteriorating sight loss and at a higher likelihood of not 
switching tariff for many years. At home, they have issues around changing their heating 
controls and thermostats so don’t have the same flexibility as other households.  

Members use local Talking Newspapers to get information on local events and one to one 
support from Insight. 

Professional produced recordings of energy advice were recommended by Steve Martin 
from Insight to help blind people access the correct information and make sure they are not 
missing out of local grants and initiatives. The voice recordings could be used by Insight 
Glos website, local and national Taking Newspapers and other national VI organisations. 

In addition, Steve emphasised the importance of face to face interactions via trusted 
organisations. Several suggestions were made on how Severn Wye could develop these 
links. E.g. energy advice surgeries booked alongside hearing equipment surgeries at Insight 
Glos.  

• Participants in the meeting   

Steve Martin has worked in the field of sight impairment for almost 20 years and took over 
as General Manager of Insight Gloucestershire in 2007. Having been severely sight impaired 
since the age of 34, he has an appreciation of the problems their clients face on a day-to-
day basis. 

Insight Glos is a local charity in Gloucestershire dedicated to supporting people living with 
sight loss or blindness and provides information and advice through a range of services 

Sharing	results	of	the	ASSIST	project	

The Vulnerable Consumers Protection Framework Policy Paper specifically asks ‘what 
measures are in place for supporting vulnerable consumers’ and highlighted communication 
needs as an issue that isn’t properly addressed. Discussion took place to clarify how the 
communication between blind and partially sighted people and energy suppliers might be 
improved. Some of their members have multiple issues often elderly with hearing impairment 
and some memory loss 

Questions	discussed	at	the	meeting	

1. Usually it is considered that there are three basic reasons for the energy poverty: 
prices, incomes and quality of buildings. Do current policies respond adequately to 
each one of these reasons?  

SM- They are impacted by all three.  

Particularly impacted by being quite sedentary at home and also heating controls 
are not Visually Impaired (VI) friendly. Thermostats, programmer etc. 
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2. How to strengthen social protection of vulnerable consumers in order to cope with 
energy poverty? 

SM- Insight Glos have a generally older demographic and are at risk of paying 
higher tariffs as they are unlikely to switch suppliers regularly. The switching 
websites are not VI friendly.  

Also members are at risk from cold callers. They are unable to see ID and very 
nervous of visitors generally. There is a need to build up relationships through 
trusted avenues 

3. How to improve the mechanisms for socially responsible and inclusive policy 
making at national and EU level?  

SM- Insight Glos and its members are sometimes contacted by Gloucestershire 
County Council to consult on VI provision in their development planning  but the 
feeling is they are consulted and then ignored. 

Egs- pavement furniture – not giving wide enough space for person and guide dog 
and textured  drop pavements – leading to unsafe areas 

4. How to improve the social dialogue between energy and social actors in order to 
better reconcile their interests? 

SM- Face to face with a trusted organisation /person who knows what their tariff is 
and can switch for them.  

There is a role for Severn Wye for Energy Advocate or CCP worker to attend their 
Outreach offices equipment days with booked appointments to look at bills and 
switch on the spot. 

5. How to strengthen the citizens involvement and their capacity to participate 
effectively in the decision making process concerning vulnerable consumers and 
energy poverty? 

SM- The members do take part in focus groups sessions for the County Libraries 
Services and for the NHS (Cheltenham Hospital) on ways to improve their access to 
their services. There is an opportunity for Severn Wye to carry out interviews with 
computer club members in September. 
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Annexes	

• Agenda 1 - GDA 

                       Market Actors Dialogue Meeting 

Gloucestershire Deaf Association. 5th June 2019 

Agenda: 

• Introduction of Assist Project and aims of MAD meeting 
 

• Discussion of the current situation for Insight members and the energy needs 
 

• Key Questions  to form discussion; 
 

• There are three basic reasons for the energy poverty: high energy prices, low income and quality of 
buildings. How do you feel your members are impacted by these three elements?  

• How to do you think that your members could be better protected from  energy poverty? 
• How to improve the mechanisms for socially responsible and inclusive policy making at national and EU 

level?  
• How could the interaction and connection with energy providers be improved for your members? 
• Are there any ways in which your members are able to participate effectively in the decision making 

process concerning vulnerable consumers and energy poverty? 
 

• Recommendations for the way forward 
 

• Any other comments. 

 

• Agenda 2 - Inclusion Hub 

                       Market Actors Dialogue Meeting 

Inclusion Hub Gloucestershire. 12th June 2019 
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Agenda: 

• Introduction of Assist Project and aims of MAD meeting 
 

• Discussion of the current situation for Insight members and the energy needs 
 

• Key Questions  to form discussion; 
 

• There are three basic reasons for the energy poverty: high energy prices, low income and quality of 
buildings. How do you feel your members are impacted by these three elements?  

• How to do you think that your members could be better protected from  energy poverty? 
• How to improve the mechanisms for socially responsible and inclusive policy making at national and EU 

level?  
• How could the interaction and connection with energy providers be improved for your members? 
• Are there any ways in which your members are able to participate effectively in the decision making 

process concerning vulnerable consumers and energy poverty? 
 

• Recommendations for the way forward 
 

• Any other comments. 

 

• Agenda 3 - Insight Glos 

                       Market Actors Dialogue Meeting 

Insight Gloucestershire  24th June 2019 

Agenda: 

• Introduction of Assist Project and aims of MAD meeting 
 

• Discussion of the current situation for Insight members and the energy needs 
 

• Key Questions  to form discussion; 
 

• There are three basic reasons for the energy poverty: high energy prices, low income and quality of 
buildings. How do you feel your members are impacted by these three elements?  

• How to do you think that your members could be better protected from  energy poverty? 
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• How to improve the mechanisms for socially responsible and inclusive policy making at national and EU 
level?  

• How could the interaction and connection with energy providers be improved for your members? 
• Are there any ways in which your members are able to participate effectively in the decision making 

process concerning vulnerable consumers and energy poverty? 
 

• Recommendations for the way forward 
 

• Any other comments. 

 

 Third Meeting of the National Vulnerable 
Consumers Steering Committee in the UK   

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
 

Location: Webinar held over Microsoft Teams 
Date: 01/04/2020 
Time: 10am 

Attendees:  
• Maria Hickman, Stroud District Council 
• Melissa Spiers, Severn Wye Energy Agency 
• Neil Penny, Gloucestershire CCG 
• Rob Hargraves, Severn Wye Energy Agency 
• Clare Knapman, Citizens Advice Bureau 
• Michael Hinchcliffe, Forest of Dean Council 
• Helen Melone, Energy Action Scotland 

Apologies: 
• Yvonne Welsh, Gloucester City Council 
• Mark Nelson, Cheltenham Borough Council 
• Eileen O’Haire, Severn Wye Energy Agency 
• Russell King, Cotswold District Council 
• Matt Lennard, VCS Alliance 
• Chris Gillett, South Gloucestershire Council 
• Paula Massey, Publica Group 
• Bethany Gardener, Tewkesbury District Council 
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Presentation	of	the	meeting		

The aims of the meeting were threefold; 

o To receive feedback on the Framework Policy Paper;  

o To update VCSC members on the results and outcomes of the ASSIST project; 
and 

o To follow up with dissemination activities around the final conference and discuss 
the learning that can be taken from the project.  

Context 

The meeting had been scheduled to take place at 
Severn Wye’s offices however due to the coronavirus 
outbreak this had to be postponed. The meeting was 
therefore rearranged to take place online using the 
video-conferencing software on Microsoft Teams. 
Unfortunately, the coronavirus pandemic also 
understandably had a negative effect on the numbers 
of VCSC members able to attend the meeting. 

The final version of the Framework Policy Paper was 
disseminated to VCSC members in advance of the 
meeting and feedback was invited on a range of 
different points.  

A summary of the final results of the Assist project 
would be provided to the VCSC members. It would be 
interesting to hear the views of VCSC members on the 
outcomes of the project, as many members are 
interested in enabling effective networks of HEAs, and 
how they might be funded in a sustainable way following the end of the ASSIST project. 

The VCSC members would then be updated on the dissemination activities that would be 
taking place around the final conference At the time of the VCSC meeting the location and 
date of the final conference had yet to be confirmed due to the postponement of the original 
one because of the pandemic.  

The learning from the project would also be discussed, with particular attention paid to the 
current situation and how the energy sector and attitudes to energy had changed since the 
project started back in April 2017. 

The VCSC members have a wide range of experience from the public and third sector, in 
roles which are integral in the improvements being made in the housing sector for those who 
are not able to pay, as well as what other advice and support is available. Any changes to 
the personnel of the VCSC were simply due to staff changes at the various organisations 
involved.  
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Feedback	on	the	framework	policy	paper	
The framework policy paper was disseminated to all VCSC members in advance of the 
meeting, so that members had the chance to read through and inspect the accuracy of the 
paper. 

Everyone present agreed that the citations and quotes included in the framework policy 
paper were accurate – these seem to reflect our discussion. RH does not feel anything is 
missing from the discussion held in previous VCSC meetings. 

The general consensus on the overall picture presented in the framework was that it is clear 
that there is a lack of consistency across countries and a need for improvements in this 
respect across the EU. It was also noted that the political landscape had shifted considerably 
since the beginning of the ASSIST project, with the UK now set to leave the EU by the end 
of 2020. 

HM also noted that “It’s quite difficult to class the UK as a whole on this subject, because of 
its component parts/countries and their different policies/methods”. As HM works in 
Scotland, she said that for her organisation, Energy Action Scotland “It’s a good thing it’s 
devolved as Scotland has more money and independent strategies – however, England 
does not. Largely things like energy costs cannot be modified per country”. RH added that 
the positive projects that are taking place or financial instruments available in the UK mostly 
react to the problems caused by energy poverty but do not address the root causes. HM 
said that “a lot of funding in Scotland comes from a central UK pot, but the Scottish 
government have designated energy efficiency as a fundamental national policy. There is a 
lot of political will up here in support”. In comparison, RH noted that “in England the Energy 
Company Obligation (ECO) has so many issues and we are still discussing these, this is our 
only access to real funding to support the homes. There are so many people involved in the 
ECO process this needs to be streamlined – this funding could go further” 

NP said that it “feels like there is a will (from conferences attended), BEIS make all the right 
noises about alleviating fuel poverty but the methods can seem long-winded and not always 
fair. Park homes is an example of this, we are still battling for this funding”.  

RH said that “trying to work out a fair mechanism is challenging. ECO agents will be looking 
for a certain type of property to target to make the most profit. They are not targeting the 
most vulnerable but the most profitable. Hopefully, we can discuss this next week when 
meeting with BEIS. Back to Park Homes, EST via Redress are finding the same problems 
with the restrictions on funding, as technically this could be linked to energy companies 
hitting there ECO targets. Even though this is not enough ECO for clients to take up the 
work – the work was still disallowed by OFGEM due to a technicality”. MH added that “it 
doesn’t help ECO providers (different energy companies), selecting their installers and this 
does not seem as wise as having a single pot (you could cut out middle-men via this 
structure)”. RH said that the best way to distribute funding was still being investigated as 
there are clearly issues with the current system. At least there are grants available and local 
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authorities have some autonomy in comparison to other partners of the project across 
Europe. It’s all relative but lots of improvements could be made.  

The discussion then moved onto ways in which carbon reduction and energy poverty worked 
could be combined going forward. HM said that the “Synthesis of energy poverty and climate 
change could be brought out more in the policy paper – it does discuss a Just transition but 
perhaps this could be highlighted more. At present energy poverty and carbon reduction 
targets are in separate silos and they need to do a bit more thinking together. The two areas 
go hand-in-hand and could help one another - Decarbonisation and the alleviation of energy 
poverty. 

NP highlighted that the “Warm Homes Fund (grants for central heating installations in fuel 
poor households) faces this tension between fuel poverty and climate change, as the finance 
covers gas central heating, but not the more expensive renewable options such as air-
source heat pumps. RH explained that “this programme doesn’t take into account the move 
to green energy changes that will be made, but rather focusses just on the alleviation of 
energy poverty. In our localised area it is very challenging to finance the installation of clean 
and affordable heating for rural properties, we know what would work but we don’t have the 
funding available via WHF or ECO. We should discuss climate change and fuel poverty 
simultaneously to enable a just and equitable transition to clean energy. Energy Welfare is 
a very good term for the issue rather than Energy Poverty. MH agreed that the Energy 
Welfare phraseology brings the health elements into the issue. RH noted that “We are lucky 
we can bring in the health impacts due to our work in Gloucestershire around this and with 
the NHS Clinical Commissioning Group, but this is not the case in many other parts of the 
UK or in other countries in the EU. Coronavirus may affect the view of this on a local and 
national level”. 

MiH also noted that “Identifying vulnerable customers is key but also for us it’s making the 
process of applying for funding clearer for people – there’s so many organisations out there 
and we need to reach the most vulnerable groups to be the clear point of contact and 
disseminate correct information”. RH added that “there may be a change in how grants are 
distributed to people – and it may be better to advertise the funding under a climate change 
badge rather than as an energy poverty scheme.  

 

Update	of	results	from	the	Assist	project	

The VCSC members were provided with an update on the results of the ASSIST project. 
Severn Wye trained 25 HEAs but had 6 “active HEAs” that carried out the majority of the 
activities (HEAs from other organisations such as Care and Repair, Barnwood Trust etc.). 
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Figure 7 Summary of ASSIST activities 

From the results it was apparent that home visits were by far the most valuable in terms of 
achieving a reduction in energy use for vulnerable consumers. It was noted that calculating 
energy savings could be difficult across countries and fuel type. Home visits again made the 
biggest savings financially.  

Severn Wye’s main learning has really been around training and volunteers and how we 
work with volunteers. Volunteers need extensive management in terms of time and resource 
– our type of volunteers had high workloads for their own organisations, so it was difficult to 
get them to respond to requests for information at times. It is a challenge to keep people on 
a voluntary basis.  

 

 
Figure 8 ASSIST summary of results 
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RH said that Severn Wye would probably require a full-time volunteer manager to be able 
to manage and coordinate a group of volunteers. HM mentioned that “there was funding for 
volunteer organizer within charities – in Scotland at least”. It was felt that the level of 
knowledge the project requires volunteers to have would generally require higher 
investment, and we have learnt that demanding that level of commitment from volunteers is 
not easy.  

Follow	 up	 of	 the	 meeting,	 including	 dissemination	 activities	 and	
learning	
RH explained that partners have finished the main activity of the ASSIST project, and that 
what’s left is the final conference in Brussels which is where we “should be now”. It was 
reiterated to the VCSC members that it is an important part of the project to share 
information and profile of this work. 

Given the situation with COVID-19 it is not yet known whether a physical conference in 
Brussels will be possible or not, but RH will keep members up-to-date with developments 
on this. If the conference needs to be carried out online then it might give more members a 
chance to attend. 

With regards to learning, the training aspect of ASSIST was felt to be very beneficial. Severn 
Wye have produced a report, as part of ASSIST, on how best to work with the traditionally 
hard-to-reach groups and how the groups can access information from energy 
services/providers. There are still a lot of vulnerable consumers out there who may not be 
seeing or accessing the service via our current routes, so we want to know how to reach 
them and share this learning.  

Assistive technology was then discussed as a way of reaching hard-to-reach groups. NP 
said that “in the NHS we use assistive technology with discharged patients. We use this as 
we need the beds in hospitals to be freed up. There are lots of products out there but the 
Alexa will do most of them – so we are working with these”. These devices can provide 
medication reminders, check people are opening the fridge and using the kettle etc. (i.e. 
continuing to be active). GPS trackers are being looked at for those with dementia and 
independent living. The NHS is also looking at a range of technologies and these are 
constantly developing.  

RH said that “for energy poverty work there are humidity regulators to check the dampness 
of a property which would have obvious benefits, but the technology needs to be ready and 
the attitude of the general public needs to change to accept this level of monitoring in the 
home. HM mentioned that there is a South Shields charity that does a lot of what the ASSIST 
project undertook but on a smaller scale, one stop shop, goes out to people in their houses, 
where people are. Groups can be hard to reach are people, what does everyone need to 
do. Everyone needs to go to the doctors, so should we be based at surgeries? 
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The discussion moved on to talk about Neil Penny and the CCG’s work in social prescribing 
in Gloucestershire and how Severn Wye manage a member of staff embedded in a social 
prescribing service. RH stated that ASSIST has been instrumental in allowing Eileen O’Haire 
of Severn Wye to get insights from the deaf association and inclusion team to investigate 
best practices for reaching certain groups in society that have specific needs. NP agreed, 
saying “social prescribing has been a good service and is evolving. Social prescribing within 
housing providers works up to a point but we haven’t received the number of referrals from 
this, and it still needs to be developed. Social prescribers will now be based in surgeries. I 
visualize social prescribing having clear links to energy advisors and social housing”.  

Conclusions		
The VCSC members were pleased with the outcomes of the project, noting the energy and 
financial savings created for vulnerable consumers. It was felt that the analysis of the 
results has provided a useful insight into the productivity of various different activities in 
terms of affecting behaviour change.  

It was clear that the one-to-one time spent by the HEAs in the properties of vulnerable 
consumers led to the biggest outcomes, and this was somewhat to be expected. Members 
also mentioned that this acticity was also the most time and resource heaby of the 
activities.  

It was also expressed that the learning from ASSIST about the management of volunteers 
and a volunteer network, as well as the training for how to reach the most vulnerable 
consumers has been insightful.  

How the project and/or activites could be sustained was a question that did not produce 
any easy answers, without a funding stream behind it. It was evident that the most 
successful activities required a great deal of management time and resources, in addition 
to volunteers who had the commitment and time to dedicate to the cause. Third sector 
organisations struggle to finance the time and resource to coordinate volunteers. Using 
new technologies was mentioned as a solution but it was felt that the most likely, and 
productive path for improving energy welfare in the future would be through a combination 
of these factors, as well as recognition and action at a policy level, perhaps bringing 
together the themes of energy welfare and carbon reduction.  

It was agreed that while action is happening at policy level with regards to climate change, 
emphasis must be placed on the transition towards clean energy being equitable and fair 
for all members of scoiety.  

Annex	 

1. Agenda of the meeting 

• Introductions and apologies 
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• Feedback on the framework policy paper 

o Summary of main points (RH) 

o Does it reflect the discussion from our previous meetings accurately? 

o Is there anything missing we would like to add? 

o Is there anything that needs to be clarified/edited? 

• ASSIST Project Results 

o Update on the outcomes of ASSIST activities (RH) 

o Discuss impact of ASSIST training 

• Follow Up 

o Dissemination Activities 

o What learning can we take from the project? 

• Conclusion 

 

 Third Stakeholders Meeting in the UK 

Overview	 of	 the	 activities	 carried	 out	 in	 Spain	 to	 promote	 actors’	
dialogue:		
Location: Contributions by phone conference 
Date: 21/04/2020 
Time: 2pm 

Attendees:  
• Eileen O’Haire, Severn Wye Energy Agency 
• Lynn Cross, Alzheimer’s Association 
• Kirsty Weaving, CCP Caring for Communities & People 
• Helen Atkinson, Age UK 

Apologies: 
• Steve Martin, Insight Glos 
• Sharon Byrant, Gloucestershire Deaf Assoc 
• Louise Silver, Inclusion Hub 

Agenda 

o Presentation and Context of the Meeting 
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o Feedback on the framework policy paper 
o Updates from the Assist project 
o Policy Issues discussed at the meeting 
o Follow up of the meeting 
o Conclusions 
o AOB – Response to Covid 19 

Presentation	and	Context	of	the	Meeting		

The aims of the meeting were threefold; 

1. To receive feedback on the Framework Policy Paper; 
2. To update Market Actors Dialogue members on the results and outcomes of the ASSIST 

project; and 
3. To follow up with dissemination activities around the final conference and discuss the 

learning that can be taken from the project. 

The majority of those invited to participate in the 3rd MAD meeting also took part in the 2nd 
MAD meeting. For this final meeting, representatives from Age UK, CCP (Caring for 
Communities and People) and the local branch of the Alzheimer’s Association were also 
invited to attend.  

The participants were invited as their organisations had direct involvement with the soft 
engagement actions of the HEA network and could therefore best judge the effectiveness 
of the activities and the HEA training. The CCP organisation also played a key role in the 
recruitment of active and non-active HEAs and the home visits, so would be able to give 
valuable feedback. 

The Meeting was originally scheduled to take place in March but due to the Covid19 virus, 
restrictions meant that the meeting was postponed until mid-April. Several avenues were 
explored to find the most convenient way to gather responses to the FPP including webinar 
type meetings, phone conferencing and individual phone calls. Unfortunately, some 
participants were not able to take part. This was because the organisations are front line 
delivery services for the most vulnerable sectors of the community; elderly and disabled 
people and they did not have the extra staff resources for a representative to take part in 
the meeting.  

Feedback	from	the	Policy	Framework	Paper	

The Framework Policy Paper was disseminated to MAD participants and feedback was 
invited on a range of different points. The MAD participants are primarily focussed on local 
delivery of their services so the key issue for them would be how the FPP reflects the local 
situation.  

EO outlined the key goals of the ASSIST project which is to promote the active engagement 
of vulnerable consumers in the fight against energy poverty. The aims of the Framework 
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Paper are to integrate existing resources that are already out there to support vulnerable 
consumers. The participants felt it did reflect their previous meetings accurately and did not 
feel they needed to make any corrections or additions. 

One topic that was picked up from the FPP was the under-identifying of vulnerable 
consumers. (FPP 3.1. Better identification of vulnerable consumers). People do not want to 
be stigmastised or just identified with a label (fuel poor or disabled) but reaching out to those 
who do not shout loudly and recognising their needs is an essential part of the role of the 
their organisations.  

From LC’s experience people suffering from Dementia are not an easy fit into any particular 
health category. There are often other health issues involved but if dementia has not been 
recognised or acknowledged then a person’s ability to understand may be over-estimated. 
KW reported that a high proportion of vulnerable consumers assessing the free food at The 
Pantry are single men, a group that are known to be particularly vulnerable to mental health 
issues. 

All participants agreed that the overriding issue to affect people’s well-being is living in 
poverty which exacerbates all health problems. 

Updates	from	the	Assist	project	

The ASSIST project results and an overview of the HEA network were presented and 
participants were invited to feedback on the HEA training and the consumer events they 
were involved in. 

Alzheimer’s Assoc and Age UK have both been host to HEA consumer events, several 
Memory Cafes (Alzheimer’s Assoc) and Springboard Groups (Age UK). LC and HA both 
gave positive feedback and reported favourable and positive comments from both staff and 
consumers. The general appraisal was that the talks were informative, were mostly pitched 
at the right level for the audience and were often entertaining (very important!).  

CCP were hosts to active and non-active HEAs working in their drop-in centre and also 
carrying out home visits. Particularly active in the ASSIST project, the Energy Redress (ER) 
Officer was recruited as a HEA and carried out many home visits. KW felt that for CCP the 
Energy Redress scheme was a great success, which worked really well with their triage 
system, where consumers coming into their drop-in centre are seen first of all by regular 
CCP staff (non-active HEAs) and then if needed, referred for a home visit by the HEA (ER 
Officer). The ASSIST training received by the HEA greatly increased her capacity to tackle 
home energy problems. The HEA was already experienced in money advice and fuel debt 
issues and the practical aspects of the ASSIST training (types of heating controls, damp and 
condensation etc.) were hugely beneficial.  

In answer to the questions ‘Are there any improvements to the training programme, 
especially for  hard-to-reach groups?,  the participants referred back to the Resource Plan 
for the Most Vulnerable Consumer which was developed from the 2nd MAD meeting in 2019. 
They agreed with the recommendations listed in the report and reiterated that information 
and advice need to come from a trusted source so cross-partnership working with the 
possibility of joint visits, is very important.  
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Also, regarding printed material, KW emphasised the importance of creating advice material 
for those with poor literacy skills e.g. people with learning difficulties and/or illiteracy and 
those whose first language is not English.  

Policy	Issues	discussed	at	the	meeting	
There was a discussion around how Government policy on energy issues affects their 
members at a local level and suggestions of what policies should be in place to support and 
protect vulnerable people. 
 

KW noted that there was no unifying national campaign on energy saving with the exception 
of the Smart Metering campaign. The current policy relies on a competitive energy market 
keeping prices down. Although there are cheap tariffs out there the responsibility is on the 
consumer to search out and switch tariffs every 12 months. HA noted that this has the 
greatest effect on elderly people who are nervous of switching and /or do not have the IT 
skills or equipment 

There was also a general agreement that customers with pre-payment meters are unfairly 
penalised with a higher tariff, ostensibly to cover ‘admin’ costs. A transparent flat rate ‘social’ 
tariff should be established but there was little optimism amongst the members that this was 
likely to happen in the near- or medium-term future.  

KW also noted that the Government does not run any national promotion (TV/media adverts) 
of support services for people needing help with debt or energy issues, such as Citizens 
Advice, benefit and debt advisors or regional energy agencies such as Severn Wye.  

LC – Service provision from energy suppliers is not standardised and not all provide fully 
accessible services. For many people with dementia the billing information needs to be clear 
and accessible. People may need regular reminders of when bill payments are due, who 
their providers are and some will need help in making informed choices in selecting services. 
Government Policy should ensure people are able to make informed choices with 
information provided that is up to date and fully accessible. Systems need to be in place that 
ensure people who are vulnerable are not exposed to scams or mis-information. Information 
must be unbiased and not for profit. 

HA- The main improvement would be a simplified and standardized message around energy 
advice and more support available to help people without internet access. Also help with IT 
so they have the opportunity to switch tariffs – therefore making the situation more equitable 
especially for older people who are the group with lowest internet access.   

Follow	up	of	the	meeting		
There was a clear indication from this meeting that funding HEAs is a very difficult 
challenge to most third sector organisations. An example that had worked really well for 
CCP was the  Energy Redress Scheme and the role of the dedicated ER officer 
specialising in fuel debt advice. The other participants voiced their interest in seeing the 
scheme replicated elsewhere in the county but with a specific client group of disabled 
people.  



262 
 

Funding from the scheme is still available and Severn Wye intends to apply for another ER 
officer in October 2020. Input from MAD participants will be basis of the application, 
showing the need for such a role in these communities. There will be ongoing dialogue 
between Severn Wye and the MAD participants to develop the application.  

It was felt that the scheme worked well at CCP because the post was hosted by an 
organisation that was trusted in the community and had strong links to other partners; GP 
surgeries and local authorities. It was felt that the key element was combining the specialist 
knowledge of the ER officer (money advice) and ASSIST energy training made the post very 
effective.  

Conclusions	

The MAD participants all felt positively about working with the ASSIST project through HEA 
training or hosting HEA consumer events. They felt the discussions on fuel poverty were 
currently very relevant and welcomed the attention being drawn between general 
poverty/energy poverty and poor health.   

The current pandemic crisis means that any previous government policies on energy matters 
such as fixing social tariffs and energy caps, are no longer valid. There is a great unknown 
about which policies will be pursued and whether the green agenda will be ignored or low 
carbon technologies and retrofit of low efficiency homes will be part of the re-energising of 
the economy when the shutdown is lifted. The MAD participants were hopeful that the latter 
will be the case and making the energy market equitable for all would be a good basis for 
support for vulnerable families who will be impacted by the inevitable down turn in the 
economy.  

AOB	

Response to Covid 19 

All the Market Actor Dialogue participants are involved in front line services for vulnerable 
people and each of the organisations have rapidly responded to the Covid 19 crisis by 
developing online and telephone support services for their client groups.  

The Alzheimer’s Assoc and Age UK are providing welfare monitoring and emotional support 
over the phone. Also, crucially signposting to other agencies, e.g. food banks or transport 
needs. For both organisations their members are part of the population needing ‘shielding’ 
(over 70’s or with health issues) who are self-isolating and not leaving their home at all. 

The Energy Redress scheme is funded by financial penalties imposed on energy 
companies for breaching rules. Ofgem, the regulatory body for energy services, 
administer the funds and the applications from voluntary sector organisations. The aim of 
the scheme is to re-balance the financial inequalities for vulnerable people. 
https://energyredress.org.uk/about-us 
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Being in contact with someone from a trusted source is an important assurance for many 
people.  

Picture 9: Age Uk’s Covid 19 support information 

For CCP, as well as offering telephone support they are continuing their well-being work 
providing fresh food parcels for those families and individuals with low incomes through ‘The 
Pantry’ project. Since the lockdown the demand for their free food supplies have more than 
doubled from 50 to 90 food parcels. They are part of the national Fair Shares scheme but 
also receive food donations from local sources and from money donated online. They 
receive referrals from a range of partners such as doctors surgeries and the community hub. 
They are expecting the higher demand to continue throughout the summer. 

Indications are that in Universal Credit areas the demand for food parcels increases by about 
17%, with some foodbanks reporting an increase of up to 60%. – CCP website 

However, KW reported that referrals to their active HEA has dropped since the lockdown to 
just 5 in the last month. This is due to people being primarily focused on the immediate 
needs of food and medicine rather than their energy bills. 
For all participants it was felt that the energy bills will be an issue for many people in the 
near future as monthly or quarterly bills arrive. The bills are likely to be higher than normal 
with more family members at home and for longer periods than normal.  

HA – ‘I believe especially at the moment many older people are more likely to be at risk of 
fuel poverty due to spending more time indoors at home. As the situation is likely to run on 
for an extended period, for older people, even as the weather warms up people will still be 
using more electricity, hot water etc. and evidence already indicates to older people living in 
poorly insulated homes and in homes needing repairs and upgrades to heating systems.  
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Maintaining heating systems, upgrading and repairs are also likely to become more difficult 
as the lockdown and isolation periods continue.’ 

There is a great deal of cross partnership working happening across the county as online 
forums are set up, linking voluntary sector with local authority community engagement 
workers and elected councilors. Services and information are changing weekly, so these 
forums and newsletters are excellent for ensuring that all information is current.  

	
Annex	1	

1. Agenda of the meeting  

• Introductions and apologies  
• Feedback on the framework policy paper  
• Summary of main points (EO)  
• Does it reflect the discussion from our previous meetings accurately?  
• Is there anything missing we would like to add?  
• Is there anything that needs to be clarified/edited?  
• ASSIST Project Results  
• Update on the outcomes of ASSIST activities (EO)  
• Discuss impact of ASSIST training  
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• What learning can we take from the project?  
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8 Meetings of the European Vulnerable 
Consumers Steering Committee    

 First Meeting of the EU VCSC 

 
Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
Location: European Economic and Social Committee 
Date: 22.10.2018 
Time: 14.00 – 17.00  

Attendees: De Groote Maarten (BPIE), Tracey Jean D’Afters (EnACT), Pierre Jean Culon 
(EESC), Kristian Krieger (EESC), Marie Delair (EESC), Silvia Vivarelli (EASME), Marta 
Giuliani (EAPN), Magdalena Tancau (EAPN), Abigail Young (EAPN), Clemence Hutin 
(Friends of the Earth Europe), Julien Dijon (Housing Europe), Frederic van Agtmaal (EENE).   

Remote involvement: three members of the EU VCSC could not attend the meeting 
organised on the 22 October and contributed during bilateral meetings: Spanish Member of 
the European Parliament – Florent Marcellesi - Group of the Greens/European Free 
Alliance, Guillaume Durivaux – European Public Service Union and Patricia Benchena – 
Schneider Electric.  
	
Presentation	of	the	meeting		

• Meeting objectives  

 Share the project results and raise awareness on the project activities and results; 

 Discuss the state of the art on legislation and policies impacting on energy poverty at 

the EU level  

 Develop recommendations for the actors working at the national level   

• Overview of agenda and issues discussed during the meeting 

First an overview of the whole project was given with a focus on the deliverables realised so 
far.  
After the project overview, Silvia Vivarelli, project advisor from the Executive Agency for 
Small and Medium Enterprises (EASME) of the European Commission gave a presentation 
of projects funded through the Horizon 2020 project that aime to contribute to alleviation of 
enerrgy poverty in Europe.   
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Her presentation included background information on EASME, programs managed, 
proposed actions/possible paths/practical information, measures needed to decrease 
energy poverty, and 4 major projects: 

 REACH – Reducing Energy Changing Habits. It was noted that Slovenia now has a 
national program inspired by this project 
 FIESTA – it was noted that more than 39 cities declared that they wanted to follow 
up on this example and set up information energy desks in their own municipality. 
 SMART- UP – it was noted that  the city of Barcelona set up a social program to 
train 100 unemployed people to give energy advice; more than 32% of previously 
unemployed became employed by this job. 
 COMBI – it was noted that if energy efficiency measures would be introduced, 
3.000 to 23.000 premature deaths from cold would be avoided; looked at health as 
well as financial saving which is believed to be a good resource to push for more 
legislation.  

In the end of her presentation, the project adviser from EASME also stressed the fact 
that “what is important is not just what is achieved by a project, but what can be 
triggered by a project” and it encouraged the members of the EU VCSC to read reports 
produced by these project that are comprised of quantitative and qualitative research. 

The input from EASME was followed by a detailed presentation of WP7 that also allowed 
the space for members of the EU VCSC to clarify and discuss in detail the objectives of and 
the work carried out in WP 7. Time was also spent on building common understanding of 
the EU VCSC role in the project,  its ways of working and what is the link between the work 
package focused on policy orientation, that they have been invited to contribute to and the 
other packages. 

- Members of the EU VCSC have also asked about the relationship between the policy 
recommendations that they will contribute to and the rest of the project, do the policy 
recommendations have to be anchored in the results/findings from the other packages 
and limited to them?  

- Some of the participants attending were concerned that since the project is focusing on 
behavioral changes they will be expected to embrace the same approach to tackling 
energy poverty, which they do not necessarily support.         

- It was clarified that whilst some of the project work packages were focusing on measures 
aiming at behavioural change, the policy orientation work package, that the EU VCSC is 
part of, had a broader scope and different objectives. 

- The objectives of WP7 are to provide advice to and promote dialogue amongst energy 
political key actors on energy poverty policies and strategies in order to facilitate the 
insertion of “energy poverty” on the political agenda at regional / national / European 
level. As “energy poverty” or in more general “consumers’ vulnerability” is quite a new 
challenging policy area much effort is needed to design future energy policy initiatives to 
ensure a socially responsible and inclusive Energy Union with special focus on 
establishing the appropriate framework for consumer engagement and protection of 
vulnerable consumers / energy poor. 
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- The project adviser stepped in and clarified that some of the work packages of the project 
are focused on low cost measures targeting behavioural changes because these were 
the objectives of the call for proposals it responded to. However, the policy work package 
is not only focused on low cost measures; policy work should not feel limited to working 
on low cost measures or behavioral changes.  

- The broader objectives of the policy orientation WP are also reflected in the results 
coming out of the national VCSC meetings.   

- Participants also stressed the importance of having a clear and comprehensive 
framework on energy poverty at the European level, based on a common definition and 
clearly presenting the structural causes of energy poverty and the appropriate measures 
tackling those causes and the different levels of decision making involved.    

- Differences between the local-level/behavioral changes and the structural changes for 
prosumers should be noted.  

- The training of Home Energy Advisors (HEAs) stimulated an interesting discussion about 
the goals, content and impact of the training. Since much of the debate on energy 
poverty, at least at the European level, revolves around energy efficiency, to what extent 
would it be possible to train the HEAs on what are the options available for becoming an 
energy producer, becoming a prosumer – it would be more forward looking and more 
empowering for the people receiving the training and for those with whom they will work 
in the future.  

- Further efforts need to be made to integrate energy efficiency and renewability in the 
energy poverty debate.  

Policy	issues	discussed/Setting	the	policy	scene		
The	policy	landscape	on	energy	poverty	at	the	European	level	

- The policy agenda on energy at the European level has been dominated in the past two 
years by the work carried out by different EU institutions on the Clean Energy Package. 
This is why members of the EU VCSC stressed the fact that it is important to start the 
discussion and reflection on policy recommendations for the project from the Clean 
Energy Package, the opportunities it brings and the long term 2050 Climate Strategy. 
The Clean Energy Package contains 8 legislative proposals, out of which 5 have been 
the focus of the work of different EU VCSC members and played an important role in 
putting energy poverty on the policy agenda: Energy Performance in Buildings, 
Renewable Energy, Energy Efficiency, Governance and Electricity Market Design.  

- Spanish MEP Florent Marcellesi also stressed the importance of the Clean Energy 
Package and the fact that it managed to connect the discussion and policy agenda on 
energy with energy poverty, that in his view is an unprecedented fact.   

- Jean Pierre Coulon, head of the Transport, Energy, Infrastructure and the 
Information Society of the European Economic and Social Committee mentioned the 
Energy Poverty Observatory, that is a platform used to collect data but emphasized the 
fact that we need to do more than that, we need to share all the information and 
knowledge produced on energy poverty with different kinds of stakeholders. Having an 
observatory on energy poverty is an important step but it is not enough, the EPOV is 
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useful in understanding the problem but we need to solve the problem. In order to solve 
the problem we have to share the problem with all the stakeholders. Also, in May 2019 
there will be elections for the European Parliament, which represent an important 
opportunity to ask politicians to make strong commitments to tackle energy poverty.  

- The European Parliament has been the champion in leading the debate on energy 
poverty, especial on the Electricity Market Design because they have been calling for 
unified criteria, for reporting and monitoring on energy poverty for national action plans 
in member states. However during trilogue meetings the debate took a completely 
different course as the only measure against energy poverty proposed by Member States 
is regulated prices and they are using energy poverty to defend regulated prices. The 
European Parliament pushes for more forward looking measures and argues that 
Member States should invest in renewable and community energy and should put in 
place national action plans and monitoring mechanisms. The debate on regulated prices 
is very much polarized and it is difficult to find a common position even among members 
of the Right 2E Coalition where there is a division between social NGOs who support 
regulated prices and environmental NGOs who fear that regulated prices serve as hidden 
subsidies for “dirty” energy.   

- Due to the complexity of the issue and the multi angle approach that development of 
sound policy measures in the area of energy poverty requires, a close and strong 
cooperation between social and energy actors is needed but it is something that has not 
been really achieved at the European level. The Spanish member of the European 
Parliament mentioned the fact the he missed the involvement of social NGOs in the work 
on energy poverty in the context of the new legislative package. Despite the efforts made 
by different environmental and social NGOs to come together under the umbrella of the 
Right to Energy Coalition, most social NGOs struggle to engage with the debate on 
energy poverty and to make their voice heard for different reasons: the process around 
the legislative proposals is too complex and demanding, the debate has become too 
technical and a general lack of resources in relation to a heavy workload. However the 
Right to Energy Coalition has been established in 2017 and since then it enables social 
and environmental NGOs to work together towards the development of a common 
narrative on energy poverty. The coalition recognizes that action on energy poverty 
policy can only reconcile social and environmental issues. 

- Another important element that dominates the policy debate at the European level and 
sometimes even causes tensions between social and environmental actors is the 
discussion on ecological transition. For MEP Florent Marcellesi the ecological transition 
is the meta-structure or the meta-narrative in which the debate on energy poverty has to 
be anchored. The ecological transition is imperative but cannot be achieved without 
social justice, nobody can be left behind and this is why redistribution of resources 
towards those in need is extremely important in this process. We need to bridge the gap 
between social and environmental issues.         

- This position is also supported by EPSU. In its reaction to the recent publishing by the 
European Commission of the 2050 long-term strategy for a climate neutral economy, 
EPSU stresses that “just transition or even better a just transformation that puts people 
before profits needs to be an integral part of those strategies. That means that the 
strongest shoulders share a heavier load addressing wealth inequalities, that the role of 
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public services, public infrastructure and public investment are core, and that policies are 
developed based on social dialogue and democratic participation.”19 

	Policy	recommendations	for	the	area	of	energy	poverty	

- Some of the members of the EU VCSC urged for focus on the revised Energy 
Performance of Buildings Directive (EPBD). Under this directive, EU countries will have 
to establish stronger long-term renovation strategies, aiming at de-carbonizing the 
national building stocks by 2050, and with a solid financial component.  

- The national renovation strategies should be developed in a participative manner with 
the involvement of different stakeholders and will contain different measures tackling 
energy poverty. Therefore project partners and members of the National VCSCs are 
strongly encouraged to inquire about these processes at the national level and take the 
space or claim a space to participate in them. The more diversity in the stakeholders 
group, the better. By 2020 all Member States should submit national renovation 
strategies; renovation of old buildings is the main challenge that Europe has.  97% of 
buildings are not in the A category, which means that a high number of Europeans leave 
in cold and dump houses.  

- We need to establish a strong connection with the legislative framework on renewable 
energy and the importance of de-carbonization. We are looking at CO2 in general and 
not only to energy savings but more globally at decarburization, which also means the 
production of renewable energy;  

- Another important opportunity or dimension that we need to be aware of is the new 
Energy Efficiency Directive – EED that clearly stipulates in art 7, paragraph a that when 
designing obligations to achieve energy savings goals, Member States SHALL take into 
account (before it was may take into account) energy poverty and in particular focusing 
on vulnerable consumers and social housing. This opens the possibility for member 
states to develop schemes like the ones already existing in France – The White 
Certificates Scheme – that  might be useful for financing renovation and renovation of 
social housing or financing renovation with a view to alleviate energy poverty.  

- Article 7. Paragraph 6a. In designing policy measures to fulfil their obligation to achieve 
energy savings, Member States shall take into account the need to alleviate energy 
poverty, in accordance with criteria established by the Member States and taking into 
consideration their available practices in the field, by requiring, to the extent appropriate, 
a share of energy efficiency measures under their national energy efficiency obligation 
schemes, alternative policy measures, or programmes or measures financed under an 
energy efficiency national fund, to be implemented as a priority among vulnerable 
households including those affected by energy poverty and, where appropriate, in social 
housing. 

Member States shall include information about the outcome of measures to alleviate energy 
poverty in the context of this Directive in their integrated national energy and climate 
progress reports in accordance with Regulation (EU) XX/20XX [Governance of the Energy 

                                            
19 https://www.epsu.org/article/european-decarbonisation-strategy-some-steps-right-direction-market-based-
solutions-remain, accessed on 3 December 2018 
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Union]. (Proposal for a DIRECTIVE OF THE EUROPEAN PARLIAMENT AND OF THE 
COUNCIL amending Directive 2012/27/EU on energy efficiency) 

- The concept of self – consumption as presented in Article 21 of the Renewable Energy 
Directive on  - ‘renewable self-consumer’ means a final customer operating within its 
premises located within confined boundaries or where allowed by Member States, on 
other premises, who generates renewable electricity for its own consumption, and may 
store and sell self-generated renewable electricity, provided that, for non-household 
renewable self-consumers, those activities do not constitute their primary commercial or 
professional activity; (Article 2 aa of the Proposal for a Directive of the European 
Parliament and of the Council on the promotion of the use of energy from renewable 
sources). Self-consumption can be an interesting way to reduce energy bills. There is an 
example from France where a social housing provider has installed PV20 for self-
consumption in order to reduce the energy bills of tenants with approximately 70 euros 
per year (example provided by Housing Europe). For the social housing sector it means 
that combining this with energy efficiency measures, you can reduce energy bills with 
300-400 euros per year, per tenant.  

- Market Design regulation, complementary to the article 21 mentioned previously, states 
the ability of individuals to sell their electricity to the grid without extra costs, meaning 
without having to look for a market player or an aggregator. The obligated buyer could 
be a public enterprise – a model which most often works. The Market Design Rules 
should enforce this in order not to burden individuals, including tenants or it may well be 
social housing providers when they sell their energy to the grid.  

- Special attention needs to be paid to negotiations on the Multi Annual Financial 
Framework (MFF) - BPIE carried out research in South - East European Region on how 
the money available for energy efficiency in the current MFF was spent, and the 
conclusion was that only 3% of the money was spent on energy efficiency measures and 
97% was used for energy infrastructure. Thus in the current negotiations process it is 
very important to pay attention to that and push for a specific percentage of the budget 
to be allocated to energy efficiency; currently the proposal is that 30% of the budget 
should be spent on climate action.     

- Need to balance long term measures such as energy efficiency and renewable, 
community energy that are at the same time structural responses to energy poverty with 
short term measures that provide immediate solutions and support to people and 
households facing energy poverty. In Europe, 7 million Europeans receive disconnection 
notices every year and if energy is a right, and it has been proclaimed as such in the new 
European Pillar of Social Rights then it must be enforced. New mechanisms for action 
should be enshrined in the new EU legislation, currently the text says Member states 
may prohibit disconnections at critical times but when you are living in energy poverty 
you are always in a critical time. With the ongoing transformations brought by climate 
change, we will increasingly be faced with the problem of heat waves. Until now there 
has been a lot of focus on the winter energy poverty but we will increasingly see severe 

                                            
20 PV self-consumption is the consumption of PV energy which takes place directly at source or in the 
immediate vicinity – either immediately or delayed with corresponding intermediate storage.( 
https://www.sma.de/en/partners/knowledgebase/commercial-self-consumption-of-solar-power.html, 
accessed on 19.11.2018)   
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heat waves across Europe during summer and urbanization in this context is a real 
challenge because cities are the worst places to be during cities and most Europeans 
are living in cities.  

- As mentioned in the previous section, the discussion around regulated prices has been 
rather heated and a difficult subject for negotiations between different EU institutions. 
Among the members of the EU VCSC, EPSU has been strongly advocating for regulated 
prices for energy as they believe that these are important instruments that Member 
States can use to alleviate energy poverty. EPSU’s view and recommendations on 
regulated prices is clearly presented in their latest publication21: “Regulated prices for 
domestic households helped Member States in ensuring people can afford to pay their 
electricity bills. Phasing them out like the European Commission wants, with a lack of 
accompanying measures to strengthen social protection systems will increase energy 
poverty. The liberalisation of the electricity market is not the solution to this problem. 
Liberalisation has not assisted with ensuring the just transition to renewable energies 
and decarbonised economies. This is the result of public policy choice supported by 
public funds. It is high time to rethink our approach and recognise that markets in 
electricity will neither deliver a reduction of energy poverty, nor bring about the move 
towards sustainable development and social justice. Public policy, public funds and 
ownership and energy democracy can.”22   

- It is important to look at the mechanisms enshrined in legislation but also important to be 
aware of other levels of decision making and existing mechanisms like for example the 
local and regional level. For example energy poverty is a debate quite often featured 
during discussions at the Covenant of Mayors and other similar spaces;     

- MEP Marcellesi stressed the fact that in the next years it is extremely important for actors 
at the national level to follow and actively participate in stakeholder processes in their 
countries linked to the implementation of the Clean Energy Package;  

- It is also important to work in cross sectorial teams as much as possible have an 
approach that integrates both social and environmental dimensions;   
 

Conclusions		
 

- The most important policy hook at the European level is the clean energy package and 
we need to make the best out of the opportunities it presents for taking action and 
developing measures to alleviate energy poverty in Europe.  

- It is very important to follow and participate in the consultation processes organised at 
the national level in the context of the implementation of the Clean Energy Package;  

- Energy poverty is a complex and multifaceted issues that requires close collaboration 
between actors from different sectors: social, energy and environment.  

                                            
21 In a failed liberalised EU electricity market regulated prices are still needed to protect domestic households, 
https://www.epsu.org/sites/default/files/article/files/Advocacy%20Paper%20-
%20Regulated%20Prices%20and%20Energy%20Poverty.pdf, accessed 3 December 2018 
22 Idem, p7  
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- Need to balance long term measures such as energy efficiency and renewable, 
community energy that are at the same time structural responses to energy poverty with 
short term measures that provide immediate solutions and support to people and 
households facing energy poverty. 

- Some stakeholders strongly argue that price regulation despite decisions made by the 
European Commision and European Parliament stil represents an important instrument 
for figting energy poverty at he national level.  
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 Sharing the project results and raise awareness on the project activities and 
results; 
 Discussing the “Vulnerable Consumers Protection Framework Paper” current 
draft  

 Developing policy recommendations to tackle energy poverty at EU and 
national level 
 

Updates	from	the	ASSIST	project		
Marina Varvesi, project coordinator, updated the members participants about the ASSIST 

activities. 

- The project passed the 2nd year, some good results achieved so far. Noted that 
ASSIST 2Gether emerged from SMART UP.  

- Issues that ASSIST wants to tackle – barriers – difficulties in delivering advice and 
reaching out to energy poor consumers – engagement of all actors, energy poverty 
is not only an energy issue (social and fin factors – multi-sectorial issue). ASSIST to 
build a network of actors coming from different sectors.  

- Focus on financial and knowledge barriers. People in deep energy poverty have a 
good knowledge about their consumption ad low level of access to financial 
resources 

- HEAs – contact point with all our targets. Have a network that will allow national 
HEAS to put vulnerable consumers in contact with different actors.  

- Emphasising project results available on the website  
- Financial measures – deliverable – IC – income criteria  
- PC – protected consumers 
- HEA and training activities  
- The training should/could in the future include financial and health issues 
- VCs – barriers in opening up and talking about the problems they are facing  
- The two way dynamic can only be achieved if the HEAs are working in the field!!!  
- Attempt to come up with an energy poverty definition within the consortium – we 

failed at this attempt among 6 countries 
- Actions are in place in the different countries – ex ante questionnaire to monitor the 

actions before the action and 6 months after  
- Facebook community to enable communications, using videos  
- Closing the power point with the calendar of the activities to be finalised by the end 

of the project  
- Emphasising that the results are available on the project website.  
-  

Presentation	of	the	Framework	Paper		
Maria Jeliazkova (EAPN), ASSIST’s policy and orientation leader, presented a short 

summary of the Policy Framework Paper.	
- The framework paper has been disseminated in advance of the meeting  
- Maria gave an overview of the process clarifying the sources – methodology 
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- Policy issues discussed in the first meetings: see slide  
- If there is not a clear definition of energy poverty is very difficult to come up with 

concrete measures. Obvious focus on two causes but access to income and prices 
need to be looked at interconnectedly – purchasing power of consumers 

- Possibility to strengthen feedback from Vulnerable Consumers (VCs) – how do we 
collect evidence from below? 

- NGOs and VCs involved in monitoring the causes and also making social impact 
assessments of the different measures concerned. 

- Need for a new policy mix that should be multi-pillar, multilayer – improving the 
policy cycle and multilevel – coordinating between different levels of possibilities. 

 

Discussion	and	exchanges	with	members	
Members asked some questions to Maria Jeliazkova about her presentation. 

- Members shared their comments on the way the Framework Paper is structured.  
- The importance of sharing good practices and make this information available to think 

tanks was raised.  
- Discussing the role of Household Energy Adviser(HEA): How could HEA be part of a 

policy mix for MS? It would be great to make the proposals more related to the current 
context. Marina Varvesi answered that in each country various partners are trying to 
implement the network of HEAs with a sustainable/long term view. Not sure about 
continuation beyond the project life – In Italy, contacting different energy stakeholders 
and actors. Funding mechanism still needs to be defined. Ideally, something should 
be taken up by a public service. VCs cannot afford to pay for this service. More 
concrete answers at the end f the project.  

- Discussing about the policy recommendations: Some of them are very concrete. 
Make a definition of energy poverty, take out a tax for green energy from the energy 
bill and put it in progressive taxation. The most important problem is how to propose 
different directives/policy measures to go in a consistent way to tackle energy poverty 
and not to keep things fragmented – e.g; strategies for energy plans and actions 
against energy poverty.  

 

Strengths	and	weaknesses	of	the	existing	policy	measures	at	EU	and	
national	level	
1.	Do	current	policies	address	adequately	energy	poverty	generators?		
Guillaume Durivaux, from EPSU, mentioned that one of the major causes of energy poverty 
is energy price. “One of the measures to fight energy poverty would be to give/provide 
financial support to low income household. We also need to look at the root causes – why 
are energy prices so high in EU today”. The Framework Paper mentions that part of this is 
because of taxes.   
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EPSU perspective – since we start liberalising, creating an internal market in the energy 
sector – prices have increased. The logic behind the liberalisation process that started 20 
years ago should be discussed. The logic should be questioned. Is liberalisation the most 
efficient policy framework and regulatory framework to ensure affordable and accessible 
energy for EU inhabitants?   
Regarding the barriers – Lack of knowledge – A barrier is the lack of access to knowledge. 
European Commission answer is give the consumer the right to access a different supplier. 
Consumers are lost in the market and is not so easy to switch. As a consequence, 
consumers don’t switch suppliers. They don’t know how to do it.   

According to Julien Dijol, from Housing Europe, the pure consumer approach is limited and 
flawed. Good news that with the clean energy package – in the governance directive – 
awareness is raising at the national level that MS have to have objectives and actions. New 
concept and approach. “Will this be enough to fight energy poverty, especially because there 
is no control of the prices?” Buildings’ energy sector – the social housing the level of energy 
performance is better than in the rest of the sector.   
Even so, you may have more energy poor because of the level of prices and purchasing 
power. We have had the same discussion for 15 years. We have made some progress at 
the level of MS to identify and understand the problem. The HEA could be interesting for MS 
to develop a bottom up approach because there is no other way to do it. 

Giustino (Climate Alliance): energy cost is an important element but we also need to look at 
the buildings stock. No financial support to renovate the poor quality houses. Need to 
improve the energy performance of these buildings. The mobility – access to sustainable 
mobility. All policies need to take into account a reduction of emissions. Mobility poverty – 
Italy – social housing areas are built outside job opportunities. People need a car. It is a very 
complex thing and good to name different parts of the policy mix. But the price is one 
important factor. Good proposals to only pay through the bill the energy we consume.  

Guillaume Durivaux (EPSU): Something that isn’t mentioned is the ban of disconnections – 
we could improve the EU regulatory framework – internal market design directive – some 
provisions – before disconnecting somebody. We can strengthen in the future the European 
provisions. That is the first element that we try to work on together with the Right to Energy 
Coalition – first policy measure: ban of disconnections. Recognize access to energy as a 
fundamental right and the direct consequence could be to ban disconnection. Concrete 
measure – ban disconnections. 

Marina Varvesi (ASSIST project): how do you see the banning? Access to unlimited energy 
or access to a minimum energy to be calculated per person? Big discussion here on what 
is right to energy and what is extra? What is your opinion? 

Guillaume Durivaux (EPSU): We do not define it. For instance, EPSU had the same 
discussion on water. Water has been defined by the UN. You do not have to define how 
many kilowatts you need. You just need to recognise that it is a right and we need to ensure 
that this right is implemented.  
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Julien Dijol (Housing Europe): the prohibition of electricity disconnection of VCs at critical 
times.  

Guillaume Durivaux (EPSU): difficult measure – it is said that more people are affected by 
energy poverty in summer time rather than winter. I am pretty sure it is the opposite. In any 
case, when living in poverty it is always a critical time. MS should have their own definition. 
In many countries – the right to water is now granted. France – law was adopted that protects 
access to water. Use the example of water in France. 

 

2.	Is	there	consistency	between	different	policies:	ecological	policy,	energy	
policy	and	anti-energy	poverty	policy?	Could	these	policies	be	better	combined	
to	avoid	conflicting	results?	
Members were asked the following sub-questions: 

• How are the interactions between legislations - policies at EU and national 
level? Do they match? If at EU level it is not defined, can it be defined at national 
level? I think we should have a common reference system. 

• Which one should be responsibility of which level? 

Julien Dijol (Housing Europe): guidance note on the directive and the EC will propose a 
definition. A soft approach.  

Guillaume Durivaux (EPSU): now MS have to define MS according to three criteria: low 
income, energy expenditure, low energy efficiency. These are the three criteria that MS have 
to include in the definition. The EC needs to write a guidance document to explain what the 
three means. It is framing how MS should define them.  

Jeroen Vandeur (CoR): Interesting period is coming with the National Energy and Climate 
Plans (NECPs) due by the end of the month –MS have to assess energy poverty -  the 
number of households in energy poverty. Interesting to see how the EC will respond to 
National Energy and Climate Plans (NECPs). Only one country has objectives to fight 
energy poverty.  

3.	How	to	strengthen	social	protection	of	vulnerable	consumers	in	order	to	cope	

with	energy	poverty?	Let’s	make	some	proposals.	
 
Guillaume Durivaux (EPSU): EPSU advocating for stopping the phasing out of regulated 
prices. New electricity market directive stipulates the phasing out regulated prices – EPSU 
lobbied against that because it is important to protect consumers with this measure. We 
need price regulation. In one policy measure – controversial measure to fight energy poverty 
but at least we know that a free market is not able to protect consumers, users and citizens.   

Julien Dijol (Housing Europe): to answer your question about Social Protection, we go on to 
the question of tax, economic and price and this is the whole problem of energy poverty. To 
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tackle energy poverty we need to talk about the other things. It is a circular discussion. In 
the general framework and in the governance there has been some progress. Not enough 
agreement (no consensus) even among researchers. Same for taxation issue. A lot of 
different views but one thing is very clear: a lot of this is grounded in economics, very little 
about social. 

Janine Borg (EESC): taxing resources instead of consumption, we need to make that shift. 
A complete shift. Encourage the use of renewables – from the circular perspective it is very 
important to focus more to encourage the consumption and use of renewables. Economics 
measures – shifting the tax from consumption to the resources to influence the choice of 
producers on what kind of source they use. This has a direct impact on consumers.  

Maria Jeliazkova (EAPN): this is about consistency of policies in different areas and very 
careful assessment of who bears the actual costs. If there is tax on old cars because they 
pollute the environment it affects the poor because they are the ones driving old cars. 

Giustino (Climate Alliance): you would also punish the ones who use new cars but who drive 
too much – use the car too much. Complex mechanisms – looking at the national level – 
where is social housing located...  Very complex piece of legislation. The kind of new 
direction we should take.  

Janine Borg (EESC): Report from the Jacque Delors Institute to share – making the 
European Energy transition socially sustainable (see here).    

 

How	to	improve	the	mechanism	for	socially	responsible	and	inclusive	policy	
initiatives	at	national	and	EU	level	:		
1.	How	to	improve	the	social	dialogue	between	energy	and	social	actors	in	order	to	better	
reconcile	their	interests?	

 
Giustino (Climate Alliance): work through the Covenant of Mayors – started with mitigation 
to climate change we finally added energy poverty. Very complicated framework – energy 
expert + planning expert + social expert. The most successful way is to have integrated 
actors – some of this people are also in charge of finances and budget. It is very difficult 
when you have too big cities or too small ones. Do not know at the national level how this 
could work – different ministries. Maybe this requires new actors. It is not easy.   
Successful case: when cities try to tackle energy poverty on the local level and they succeed, 
it is mostly through social actors that are already active on the territory – providing the 
framework for them to act – providing room for meetings, budget for printing budget – small 
activities which were further developed and lead by social actors.   

Silvia Vivarelli (European Commission): in other projects energy points were created and 
set in place (example of Barcelona), upon completion of the projects, the energy advice 
points have become permanent structures as part of the local administration. Not just an 



278 
 

energy info point but also people who have social competencies so they are able to address 
all kind of consumers - can work with energy poor.  How do you see this? 

Giustino Piccolo (Climate Alliance): It could work. Barcelona has a structure. The best option 
is to work with social workers and train them on energy and not the other way around. Energy 
people are very technical and have limited interest and knowledge in the topic. Local 
Authorities – bad social housing policies – some of the Local Authorities are responsible for 
having created energy poverty. Germany – CARITAS working with energy poverty. Sharing 
with people different tips on how they could avoid energy waste. Social workers know the 
best how to work with poor consumers.  

Marilyn Smith (EnAct): there was a fire in an apartment in Barcelona – fire fighter – uptake 
in the number of fires related to heating. Every time a firefighter is checking a house also 
runs an energy check as well. Over 1 year, they identified 800 places that the social 
department did not know about. Very interesting example, it affects us directly. Another 
point, in Ireland, there is a programme where physicians/family doctors have the possibility 
to prescribe a retrofit for people with conditions. The department of Energy is paying for it 
but they work close with the health department. (More info about Warmth and Well-being 
Scheme in Ireland here and here’s link to the Irish government’s website with more detailed 
and up-to-date information) 

Guillaume Durivaux (EPSU): we also organise firefighters– energy poverty might be 
interesting for them.  

Kristian Krieger (EESC): are we not overloading social workers with these tasks?  

Marilyn Smith (EnAct): if there is already a lack of trust in different services, everybody trusts 
firefighters.  

Giustino Piccolo (Climate Alliance): capacity for people who do the job, this should be 
recognised work and remunerated accordingly. People should be trained for this, should be 
part of their portfolio and be paid. 

Marina Varvesi (ASSIST project): Would like to add that when engaging social actors they 
complain that they have too much to do and don’t have enough time as energy poverty is 
not their priority 

Janine Borg (EESC): a lot is going already. The question seems to be how to get people to 
know about it and not only good practices but the bad practices as well and lessons learned. 
A more wider capture. Using online tools. Linked in networks, twitter,...  

Marina emphasising that there is a lot indeed going on and difficult to build on the different 
experiences and make them known.  

Janine Borg (EESC): website with good practices to send it for the report 
(Circulareconomy.europa.eu/platform). With all contacts from all initiatives around Europe. 
It is not reinventing the wheel.    
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Marina Varvesi (ASSIST project): language is a challenge. If local initiative. 

Janine Borg (EESC): There is automatic translation thanks to a plugin. there are different 
options, less expensive. Everything comes from the ground. Contribution from outside the 
EESC. The idea is not create new content but bring it together as a network. Use social 
media.  

Giustino Piccolo (Climate Alliance): what about the observatory? It should already do that? 
Maybe this should be included in the recommendations that EPOV can bring together this 
kind of info.  

2.	How	to	strengthen	the	citizens	involvement	(and	vulnerable	citizens)	and	their	capacity	to	
participate	effectively	in	the	decision	making	process	concerning	vulnerable	consumers	and	
energy	poverty?	

Kristian Krieger (EESC): European energy dialogue – the resources required for vulnerable 
consumers participation are very high. Vulnerable consumers don’t have time. 

Magda Tancau (EAPN): Contradicts Kristian saying that vulnerable consumers do have 
time. The problem is a matter of how we engage with them, how we support them. There 
are way to work with them. 

Janine Borg (EESC): Current president mandate very much focused on SDGs. We have 
experiences of doing different types of events. The EESC would be a good place to start to 
answer the question of language. As long as they speak a language that can be understood. 
Bringing people together to start. Very practical, very pragmatic. We also produce opinions 
and different types of opinions. The social actors start the conversation.  

Good example Energy Poverty Alliance in Barcelona – the forum provides the space and 
people who have experienced energy poverty.  

Marina Varvesi (ASSIST project): challenge from the ground – how do I reach the vulnerable 
consumers? Social actor – organise an energy cafe. You go to places that are accessible to 
people. Examples for cooperation from the project. 

Guillaume Durivaux (EPSU): how to strengthen cooperation - we should also try to rethink 
how we produce and distribute energy. In EPSU we advocate for re-municipalisation and 
take back in public hands energy production and distribution. What forms? Cooperatives, 
locally owned. Not only look at this from the perspective of big utility producers. Look at the 
entire chain of production, distribution.... 

Marina Varvesi (ASSIST project): not all cooperatives involve vulnerable consumers. There 
are very often entrance fee to be part of a cooperative. 

Guillaume Durivaux (EPSU): municipally owned and public owned  

Silvia Vivarelli (European Commission): MPOWER project – network of municipalities who 
are municipalising energy services. More difficult for people to participate in social 
cooperatives. RESCOOP are promoting social cooperative models.  
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Jeroen Vandeur (CoR): what has been mentioned by the reps of the EESC is of concern for 
the CoR – we have a lot of initiatives that are not being disseminated towards the people 
that need to use them. They do not lead to a more inclusive Europe spanning. Lot of isolated 
initiatives. This is a point that could raise more energy to focus on. That can be through 
institutions or other networks. 

Closing	the	meeting	
- Timing: the Framework Paper document will be published at the end of the project 

(April 2020) – the final version will be prepared before the 3rd EU VCSC meeting 
- Pre-final draft of the policy framework will be shared with you in the third meeting  
- Florence will send an email with the presentation and all documents and minutes   

Additional written comments by Kristian Krieger (EESC) 
Ø I would remind the reader of the Energy Union vision "Most importantly, our vision is of 

an Energy Union with citizens at its core, where citizens take ownership of the energy 
transition, benefit from new technologies to reduce their bills, participate actively in the 
market, and where vulnerable consumers are protected." (here) This demonstrates the 
EU relevance of the project but also the political commitment of EU institutions to build 
an Energy Union around the consumer.  

Ø I would propose to include some kind of definition or the project's understanding of 
vulnerable consumers to the paper since this term is used in the title of the paper.  

Ø While I understand that the reference to DECC (page 5) fits the needs of the text (and 
the UK is producing a lot of excellent policy and research output in the field), I would 
try to replace it with an EU document (one relevant report/reference may be in here) – 
given that the UK may no longer be a member in the near future.  

Ø There is a lot of talk about bridging disagreements between social and energy policy-
makers and provide recommendations to both (page 6). However, this seems to 
disregard that energy poverty is caused and could be addressed through measures 
originating in other policy fields, especially when it comes to housing. If not beyond the 
scope of the project/paper, I would suggest to add additional policy fields, such as 
building regulations, urban policy, and others.    

Ø Rather than necessarily asking for an EU-wide definition of energy poverty (page 8-9, 
18), I seem to remember that from our discussions that given the diversity of 
challenges leading to an inability to access energy services across EU member states, 
it might be more beneficial to identify a minimum set of indicators set at EU level that 
each MS should include or refer to in national definitions. MS could then build on that 
and specify additional indicators that reflect the unique challenges experienced by 
consumers in their respective context. This would ensure that there is not a recognition 
problem with different manifestations of energy poverty.  

Ø I find the discussion of the different understandings of energy poverty interesting. On 
page 11, you describe the agreement concerning the main factors of energy poverty. 
At the same time, in the discussions of policies (page 12f), you suggest a problem with 
identifying the root causes of energy poverty. The way I read these discussions, I have 
the impression that there is an agreement on the systemic causes (poverty, inequality) 
but that disagreement on the meso- and micro-level policy responses and their 
effectiveness (policies, behaviour, market regulation, consumer rights). Would it make 
sense to discuss the root causes and policy measures through a more systematic 
analytical framework that would then also much more clearly show the misalignment of 
policies and causes? 
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Ø I noticed that the paper largely shies away from mentioning an important cause of 
energy poverty, the ownership structures in housing and energy production. I think this 
would warrant more attention. Public ownership of housing could be used to 
encourage renovation without increases in rents. Decentralised, collective ownerships 
of energy supply installations, possibly with funding by municipalities, could – given 
low prices of renewable technologies and with an adequate regulatory framework that 
permits self-supply and local energy trading – allow vulnerable consumers to self-
supply and sell energy.  

Ø Please note (page 16) that it is not only renewables and associated subsidies that lead 
to increased prices but also fossil-fuel subsidies (here, here). 

Ø The project seems to be about consumer behaviour change and activation. This is an 
important aspect but not all consumers may be capable of doing so (see consumer 
awareness). It may therefore be important not to "responsibilize" consumers too much 
but focus also on ensuring that regulations target energy suppliers and housing 
owners directly.  

 

 

 Third Meeting of the EU VCSC 
 

Presentation	and	context	of	the	meeting	
Practical	details	of	the	meeting	
 

Location: Virtual meeting – ZOOM   
Date: 20 April 2020 
Time: 14h00 – 16h00 

Attendees: 
• Marilyn Smith – EnACT  
• Clémence Hutin – Friends of the Earth 
• Guillaume Durivaux – EPSU 
• Giustino Piccolo - Climate Alliance – Covenant of Mayors   
• Janine Borg – EESC, NAT section, host the secretariat of the European circular 

economy  
• Vivian Dorizas - BPIE 
• Silvia Vivarelli – European Commission 
• Marina Varvesi, ASSIST project coordinator 
• Florence Tornincasa, ASSIST WP7 leader 
• Mathias Maucher, EAPN Policy officer 

Remote involvement:  
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• Julien Dijol - Housing Europe  
• Alessandro Rizzi – EESC, TEN section 

Apologies: / 

Presentation of the meeting  

Length: min 1 page  

• Meeting objectives  

 
The main objectives of this third and last meeting of the European Vulnerable Consumers 
Steering Committee (VCSC) were: 

1. Updating and discussing results of the ASSIST project activities, including sharing 
updates on the final conference  
 

2. Discussing the (preliminary) final version of the “Vulnerable Consumers Protection 
Framework Paper”  

As the meeting was organized remotely and virtually, it was decided to keep it short and a 
very detailed presentation was prepared in order for participants to follow very well the 
discussion.  
The agenda is attached to these minutes. 

ASSIST project result  
Updates from the ASSIST project by ASSIST project leader, Marina 
Varvesi, Aisfor (Italy) – 

Marina Varvesi, ASSIST project coordinator presented the main results of the project. 

- Overview of the activities done and the resultsts achieved, in terms of lessons 
lerned and numbers 

- ASSIST is based on an holistic approach where there is one operator with 
integrated competences on energy poverty who reach on the ground the consumers 
and have a direct contact with them. We were able to create even not without 
difficulties 

- Modela based on 3 actrivities: training, networking and actions 
- Project was taken in 6 countries: Spain, Italy, UK, Belgium, Poland and Finland 
- ASSIST impact:  381 trained Household Energy Advisers (HEAs) 
- Presentation of the HEA training report and HEA training follow-up report 
- The more active HEA were the most “local” ones, operators operating on the field at 

the local level. Those one were the one who succeed the most to reach vulnerable 
consumers.  

- There are a lot of consumers who are vulnerable in terms of market vulnerability 
which leads them in not having them a proper mamangement of the energy contract 
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in the house > Importance/great added value to have a HEA to support them 
(example in Italy) 

- There were 2 types of actions: soft (information) and in-dept actions. Two kind of 
actions lead to different results of energy reduction (2% in case of sof actions and 
7% in case of in-depth actions). 

- HEAs actions lessons learnt: Actors already working on the ground who need the 
training and the ones who can reach consummers  

- Communication to vulnerable consumers lessons learnt: need to have physical and 
direct contact, using proper communication channels, information should include 
specific financial savings,… 

- Policy orientation lessons learnt are collected in the Policy Framework Paper (the 
final output) 

- Presentation of various documents produced by each Work Packages (WP).  

Florence shared some updates on the final conference whihch is postponed to the 9 – 10 
– 11 June 2020. Virtual conference: 1 session per day. Sessions will be recorded and be 
available online.  

Feedback on the Framework Policy Paper 
Presentation of the Framework Policy Paper by Florence Tornincasa 
(EAPN) – 

Brief presentation of the Vulnerable Consumers Protection Framework Paper. 
After the presentation, members could share general comments and feedback, and also 
on each policy recommendation. 

a. Comments and feedback on point 1 “Providing better consistency when 
addressing the energy poverty generators ?” 

Giustino Piccolo (Covenant of Mayors): 1.3 is an important one, link with buildings. I miss 
the link to renewables and to the provision of sustainable energy. Not only talking about 
energy efficiency but also renewable. Could be address in this point. Sometimes, as 
Marina said previously, we increase energy use, and it could come from renewable 
sources. Consistency across different policy areas. 

Guillaume Durivaux (EPSU) : the gender perspective is missing. We know that women and 
single-parent are more affected by energy poverty compared to the rest of the population. 
Have you actually assessed this in your report ? If not, it could be worth it to include it. 

Marina: The gender perspective was not addressed. We didn’t have time. In a more policy 
discussion, it was not specifically addressed in various meetings (at least in the Italian 
one).  If you have documents or report on this topic, we could share them and it would be 
interesting. Any documents to share ? 

Guillaume Durivaux (EPSU): Yes, I can have a look. I know in the Framework of the Right 
to Energy Coalition we collected some data that showed that women are more affected by 
energy poverty. I was mentioning this point because I think it’s a good point to raise for 
people who would like to train as HEA. Targeting women or single parent household can 
be actually more effective. Just a reflection. 



284 
 

Marina: the second point is indeed very interesting, we have tried but had some difficulties 
there which are both related to the technologies platform. It would be very interesting to 
replicate the project with these data. 

Marilyn Smith (EnAct): Two responses to Guillaume’s points: The Alliance against EP of 
Barcelona has a report on gender and energy poverty and there’s also a couple of 
researchers at the Uni of Madrid who did work specifically on women and energy poverty. 
There are in English.  
Now Marina, the Alliance against Energy Poverty would probably have information you 
might be interesting in. 

Vivian Dorizas (BPIE): Perhaps the 1.3 could link to renovation. Vulnerable consumers 
often lack the fund to renovate their homes and installing energy efficiency systems. This 
recommendation could be linked to the point of renovation as well. 

 

b. Comments and feedback on point 2 “Improving the energy market” 

Guillaume: Just a short comment especially on the 2.3. I think we should be careful when 
we say energy cooperatives and prosumers. We have evidence that sometimes that they 
are not the one fighting energy poverty as such. They can be a useful tool when they are 
well shaped and designed, when they are inclusive but we need to be careful that they’re 
not excluding the most vulnerable. Because they don’t accept them, they ask you to pay 
some fee and so on. So I think that another form of ownership that could be mentioned in 
this list is the municipality ownership. That can ensure the universal access to energy by 
promoting the concept of public services. I think here it could be interesting to mention.  

Giustino: I do agree indeed, especially on the second point Guillaume raised.  

Marilyn: I would also add that social housing organizations are starting to install their own 
energy system.  

Comments and feedback on point 3 “Improving the consistency of policies that impact on 
energy poverty” 

Vivian: I am not sure I can see something health related here. It could be interesting to 
see something health related here + building energy efficiency. I find that both links to 
health and comfort could be highlighted on these points 3.  

 

Comments and feedback on point 4 “Developing new forms and practices of more 
democratic decision-making process and better involvement of different actors in the field”  

Guillaume: I think on 4.1 you can also mention Trade Unions.  TU in the monitoring on 
this point. Unions on the ground are doing a lot to mitigate and eliminate EP and 
sometimes they are directly helping vulnerable energy consumers. Example in France. I 
think it could a useful added value. 

Vivian: I am not sure the wording is the more relevant. Is the word “democratic” the good 
one ? “democratic decision-making”, I would think more of “equal”.  
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Marina: democratic is more related to policy than equal and social policies. 

 

Comments and feedback on point 5 “ Improving the policy cycle (identification, formulation, 
implementation, evaluation) of public policies in the field ”  

 

No comment 

 

Comments and feedback on point 6 “Ensuring better binding of policies and initiatives at 
EU, national and local level.  

 
Marilyn: I am wondering if binding is the word you want to use. It implies a legal obligation 
or is it more you want to integrate policies and initiatives ?  

Marina: Marilyn, what is the exact meaning of binding ? 

Marilyn: Binding usually implies there is a legal obligation. It probably too strong language. 

Marina: Ok. No, I think it means more a fact that you mentioned integrating different 
aspect.  

Florence: Ok, I will mention it. 

Mathias: It is always a difficult point either to link or to enforce. Point 6.4, it is interesting to 
have identification and transfer, but it is useful to know who will be the actors on this? Who 
should/could play a role in this transfer ? Is it the Commission, an existing agency ?  

Marina: I’d like to build on what Mathias just said. It is a very good point and I would like to 
hear also the comments of you all on who actually could be responsible – co- responsible 
of this. I know in many EU projects there are analysis of ongoing initiatives and also 
private initiatives. If organized in coordinated manner in one responsible it would be much 
more impact. I would also like to add how much do you see the level of initiative should be: 
my personal view the more the initiatives are local the more they are targeting consumers. 
The local ones don’t go outside the boundaries of municipalities. I would like to know from 
you if you know a figure ?  
Who could be the figure to collect and transfer these initiatives ? And how long this person 
can go ? Is it feasible ?  

Giustino: A question, when you say promoting the transfer, do you mean the transfer of 
knowledge acquired through the best practices or the replicability of the practice in itself ? 
There are two different things. 

Marina: I would say both but with focus on replicability 

Giustino: Because, of course this a point that comes at any single thing we do. There is 
always this issue once we have done something very nice in a place of ‘How do we make 
sure it is replicate it and it’s actually done similarly in other places’. What comes very often, 
to enter a network which such support exist, but very challenging to find one and only 
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organization that support on this. Example of different organization. It is complex to identify 
“the” organization. It is important that there is this opportunity but then it’s up to the 
network to create an “after to go”. 
Second point, most crucial one, the one comes with ‘how to do it’. Funding for replication is 
very difficult to find, not only on energy poverty. What we usually say, and very little people 
are actually listening to us, is that regional fund should actually promote this kind of 
transfer. There should have a specific  funding line to look at what has been done and take 
those results (also in ASSIST you have a lot of reports) and promote the replicability and 
applicability in the different local context. It is very rarely the case that regional authorities 
look at it. Difficult to point at one body.  

Marina: if I understood well, Mathias you were mentioning that to be more effective (point 
6.4) it is best to identify a person or a mechanism of communication 

Mathias: Giustino’ s issues are very important. Where to anchor key outcomes and results 
? One of the key results of the ASSIST project is obviously promising practices. I’d 
suggest to have some ideas on this and then it can be discussed at the policy round table 
on the 11th of June. It might be the European EP Observatory or another 
platform/institution.  

Mathias: All the national coordinators, Trade Unions,… that can have money. That’s only 
a reflection, I am not an expert. We could think about this.  

Florence: Thank you all. We could now have more general remarks and why not trying to 
link these recommendations with the current situation ?   
(Presenting the move ahead section)  

Florence asked the members if they can check that the citations are correct. In addition, 
she informed participants that their names will not be kept in the paper.  

 
Questions to members: 

- Does the current drat reflect well the previous 2 EU VCSC meetings ?  
Ø Participants agreed. 

 
- Do you agree not to have your names under the quotes, in the document, and the 

quotes being read as ‘the EU VCSC’ ? 
Ø Participants agreed. 

 
 

Marina informed participants that the Framework paper will include at the end the 
scientists references (articles, documents) and asked participants to send us if they have. 
In addition Marina informed the participants and members of the EU VCSC that the Paper 
will include the curricula of the EU VCSC’s participants. 

 
Marilyn: I think for your executive summary, the first page is actually content that I’d 
remove from an executive summary.  It doesn’t say what the current document says about. 
The reader needs to go through half first pages before finding out before knowing what’s 
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the paper about. (see page 5 of the Ex Summary). They are not the executive summary of 
this initiative. 
 
Vivian: This was also one of my general comment. I find the executive summary way too 
long. It is a more or less 60 page report, as the rest are annexes, so I would try to keep the 
EX in 2 pages. If you want to keep it as it is, then you should rename it. 
The ES should have a shorter length. 6 pages is too long. 
 
Marilyn: I would be quite happy to offer some support in editing the executive summary. 
The language could be more consistent and more active, instead of passive. If you want 
some help,  would be happy to help you. 
 
Marina:  We would love to accept your offer. Thank you very much Marilyn, we would 
surely take advantage of your proposal. 
 
Marina: In the national report, it was agreed that it would be very appreciated to translate 
at least the executive summary in national languages. And ideally all the paper would be 
translated. 
 
Janine: Thank you very much. At this stage I don’t have any comment but I’d be happy to 
put them in writing. 
 
Clémence: I’ve been listening to the meeting. I find the paper is quite solid at the stage. 
The recommendations, I don’t see anything to be add. I’m going to read it again after the 
call. Everything looks very clear to me. 

Vivian: This was another comment I wanted to raise: for me sometimes the quptes were a 
bit too many. I am not sure if it would make sense to merge some of them, or take out text 
out of the quote. Maybe you could keep only the best ones. Sometimes with the qupote, it 
is good, but it makes the reader jump from a qupoye to another. It’s my very personal 
opinion. 

Florence: I understand the feeling but this was one of our requirement within the project. 
Every partner had to collect minimum 2 quotes per meetings. That’s the reason, I think, 
why we kept the qupotes. I am writing down the comment and discuss it later. ACTION 
POINT Just to explain you the reason why. 

Vivian: I understand your point, thanks. 

Florence informed the participants that she will share the presentation and the Framework 
paper (final version) with them. And also the new agenda of the final conference. Florence 
thanked everyone for their participation.  
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9 ANNEXES 
 

 

 List of the VCSC members per country 
 

Members	in	Belgium	
	

• An Coninx – Joachim Ceulemans, KOMOSIE/Herwin 
• Kathy Jansen, STEBO 
• Shirley Ovaere, VVSG 
• Thomas Neefs - Jan Maris, Samenlevingsopbouw 
• Kristine Landuyt, OCMW Antwerpen 
• Franky Thienpont, Netwerk tegen Armoede 
• Bart Delbeke, Universiteit Antwerpen 
• Jill Coenen, Univeristeit Antwerpen 
• Hanne Stevens, Netwerk tegen Armoede 
• Yves Pepermans - Annemie Bollen, SERV 
• Roel Vermeiren, VEA 
• Veronique Vandeloo, Samenlevingsopbouw 
• Bert De Wel – Thomas Vael, ACV 
• Christel Herman, OCMW Gent 

Members	in	Finland	
	

• Riina Heinimäki, Finnish Energy (Energiateollisuus) 
• Pekka Salomaa, Finnish Energy (Energiateollisuus) 
• Johanna Kirkinen, Energy Authority 
• Pia Outinen, Energy Authority 
• Jukka Laakso, The Finnish Association for the Welfare of Older People (VTKL) 
• Irmeli Mikkonen, Motiva 
• Päivi Laitila, Motiva 
• Timo Ritonummi, Ministry of Economic Affairs and Employment 
• Pia Outinen, Ministry of Economic Affairs and Employment 
• Tiina Saarela, European Anti-Poverty Network (EAPN) Finland  
• Anna Järvinen, Finnish Federation for Social Affairs and Health (Soste ry) 
• Jussi Ahokas, Finnish Federation for Social Affairs and Health (Soste ry) 
• Ritva Liukonen, Ministry of Social Affairs and Health 
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• Juha-Pekka Maijala, Ministry of the Environment 
• Eero Otronen, Lämmitysenergia Yhdistys 
• Kaija Savolainen, Home Owners Association (Omakotiliitto) 
• Marianne Jauhola, The Housing Finance and Development Centre of Finland (ARA) 
• Paula Pessi, The Consumers’ Union of Finland (Kuluttajaliitto) 
• Anne Viita, Finnish Tenants (Vuokralaiset ry) 
• Petri Pylsy, The Finnish Real Estate Federation (Kiinteistöliitto) 

	

Members	in	Italy	
	

• Laura Colombo and Silvia Pedrotti, Banco dell'Energia (A2A) 
• Ivan Faiella, Banca d'Italia 
• Nicola Perrone and Nicoletta Teodosi, CILAP (European Anti Poverty Network)  
• Mario Accoto, Comune di Andrano 
• Pasquale Capezzuto , Comune di Bari 
• Enzo Bertolotti, Comune di Parma 
• Anna M. Salama, ENEA 
• Francesco Santangelo - Serena Contu - Valentina Garruto , ENI gas e luce 
• Serena Rugiero, Fondazione Giuseppe Di Vittorio – FdV 
• Alessandro Pellini and Luca Benedetti, Gestore dei Servizi Energetici 
• Marcello Capra, Ministero dello Sviluppo Economico 
• Marco Vignola, Unione Nazionale Consumatori (UNC)  
• Gianfranco Leonetti and Livio De Santoli, Università La Sapienza 

Members	in	Poland	
	

• Urząd Regulacji Energetyki (public administration) 
• Tauron Dystrybucja 
• Energa Operator 
• Polskie Towarzystwo Przesyłu i Rozdziału Energii Elektrycznej - PTPiREE 

(Business association) 
• WRZOS - Wspólnota Robocza Związków Organizacji Socjalnych (NGO) 
• Narodowa Agencja Poszanowania Energii (National agency) 
• Narodowy Fundusz Ochrony Środowiska i Gospodarki Wodnej (National fund) 
• Instutut Badań Strukturalnych 
• Urząd Miasta Stołecznego Warszawa (Warsaw Municipality) 
• FleishmanEurope (Business partner) 
• Banki Żywności (NGO) 
• Federacja Konsumentów (NGO) 
• Krajowa Agencja Poszanowania Energii (National agency) 
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This is a list of the organisations. Names of participants could not be communicated for 
privacy matter. 

	

Members	in	Spain	 	
	

• Francesc Hernández, Diputació de Barcelona 
• Sònia Carreras, Taula del Tercer Sector Social 
• Victòria Pellicer, Fundació Las Naves 
• Jose Luis López, Asociación de Ciencias Ambientales 
• Carmen Redondo, Hispacoop 
• Mónica Plana, Asociación Bienestar y Desarrollo 
• Salvador Moncayo, Aeioluz 
• Plàcid Madramany, Consorci de la Ribera 
• Fernando Alegria, Fuel Poverty Group 
• Eugenia Mauricio, Naturgy 

Members	in	the	UK	 	
	

• Maria Hickman, Stroud District Council 
• Neil Penny, Gloucestershire CCG 
• Clare Knapman, Citizens Advice Bureau 
• Michael Hinchcliffe, Forest of Dean Council 
• Helen Melone, Energy Action Scotland 
• Yvonne Welsh, Gloucester City Council 
• Mark Nelson, Cheltenham Borough Council 
• Russell King, Cotswold District Council 
• Matt Lennard, VCS Alliance 
• Chris Gillett, South Gloucestershire Council 
• Paula Massey, Publica Group 
• Bethany Gardener, Tewkesbury District Council 

Members	of	the	European	VCSC	

 
• Janine Borg – EESC, INT section 
• Pierre Jean Coulon,  EESC, President of the TEN Section 
• Julien Dijol,  Housing Europe 
• Guillaume Durivaux, EPSU 
• Vivian Dorizas and De Groote Maarten, BPIE  
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• Clémence Hutin, Friends of the Earth 
• Kristian Krieger, EESC, TEN Section 
• Giustino Piccolo, Climate Alliance – Covenant of Mayors 
• Marilyn Smith and Tracey Jean D’Afters, EnACT  
• Jeroen Vandeur, Committee of the Regions 
• Frederic van Agtmaal, EENE    
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