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National Energy Action (NEA), the fuel poverty charity,
works with national and local government, housing
providers, energy companies and other voluntary
organisations to raise awareness of the effects of
fuel poverty, campaign for increased resources and
demonstrate how practical action can make a difference
to the lives of the fuel poor.

Fuel poverty is a serious social issue, affecting
more than four million homes in this country. As
Britain’s leading energy supplier one of our top
priorities is to identify and support customers
who need extra help, and that’s a core part of the
training we give to our 11,000 engineers and our
300 strong vulnerable customer service team.
Another key way we can help is through our
partnerships with charities like NEA, who carry
out vital work in communities and make a real
difference to the lives of families on low incomes.

NEA estimates that over 4 million UK households
(around 15.6% of all households) are living in fuel poverty,
with many people facing very difficult choices; whether
to heat their home and do without other household
necessities such as food or clothing, spend what they
need to keep warm and fall into debt or manage within
their budget but live in a cold, damp home.
The Community Action Partnership (CAP) programme,
funded and supported by British Gas and delivered
by NEA, provided a unique opportunity to develop
and deliver action plans tailored to the specific needs
and existing frameworks/policies of each locality.
NEA considers the programme to have been a great
success, enabling us to deliver quality support directly to
hundreds of partners who will go on to assist thousands
of householders – strengthening fuel poverty action. But
it’s important that the benefits and learnings from CAP
are not limited to those who were involved, so we have
also developed a new website, Community Action on
Fuel Poverty, through which we provide guidance and
share our experiences along with some of the useful
resources produced as part of the programme. We hope
the website and this report will further increase the reach
of CAP, inspiring others to take action on fuel poverty.
NEA would like to thank British Gas and the many CAP
partners and stakeholders for their contribution to the
successful delivery of the programme and I want to
personally recognise the hard work and dedication of
NEA’s CAP Programme Manager, Lorraine Donaldson
who has made this such a success.
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The Community Action Partnership, which we ran
with NEA, has delivered an important programme
of work which has influenced the way fuel poverty
is tackled at both a national and local level. We’ve
worked with 29 local authorities, 298 partners
and more than 6,000 stakeholders to increase
their ability to tackle fuel poverty. We’ve also been
engaging people on energy issues using interactive
games and drop-in sessions.
More than eight out of ten people who have
received advice and assistance through the
programme said they would use the information
they received to save energy and keep warm.
I am very pleased that we’re able to extend the
reach of the programme through the Community
Action on Fuel Poverty website. It’s an easily
accessible tool, offering practical guidance and
resources that are free to download to assist
stakeholders to plan, develop and deliver their
own activities.
Our partnership with NEA has enabled us to
collaborate with partners across Britain to create
lasting change in the communities we serve.

The Community Action Partnership (CAP)
OBJECTIVES
1. Help build and sustain effective partnerships at a strategic
level through working with leaders in local authorities and
key decision makers in public health and social care
2. Building sustainable effective partnerships with private,
public and voluntary organisations, creating effective
referral networks
3. Increasing capacity through training energy champions
and frontline staff
4. Engaging communities to help residents learn more about
reducing energy and encourage behavioural change
through initiatives such as energy efficiency games
5. Build trust to engage vulnerable consumers in the energy
market and support digital and financial inclusion at
community events
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Creating Community Energy Agents
Community Action Northumberland (CAN) devised the Community
Energy Agents initiative to address fuel poverty and energy efficiency.
Recruited from local people, the Energy Agents were trained in fuel
poverty awareness. They then used this knowledge to engage people
in their local communities, offer advice and support and give out free
energy monitors provided by British Gas.
The Community Energy Agents gave local residents easy access to a
wide range of energy information and services that would help them to
make informed choices about their present and future energy needs.
They were able to network extensively with support agencies across
the county to ensure they reached some of the most disadvantaged and
vulnerable households.
CAN played a vital role in the success of the Community Energy
Agents project because their work to support the needs of rural
communities has established them as a credible and trusted
intermediary, facilitating the recruitment, retention and motivation of
the Community Energy Agents.

Making a difference
Some communities are considered ‘hard-to-reach’ because, for various
reasons, they do not or cannot engage with assistance and/or advice.
This project focused on rural communities for whom access to services,
usually located in towns and cities, can be difficult and in fuel poverty
terms, are more likely to include difficult to insulate properties that are off
the mains gas grid, reliant on more expensive fuels.

Spreading the message
The project was promoted through community newsletters, parish
magazines, local press, social media and websites. In total 6,800
householders across Northumberland were given switching, energy
bill and energy efficiency advice by CAN or a Community Energy
Agent which was a prerequisite to receiving a free energy monitor. This
initiative has also proved a catalyst for the promotion of the Central
Heating Fund (CHF), a government scheme to incentivise the installation
of first time central heating systems in fuel poor households who do
not use mains gas as their primary heating fuel. This demonstrates how
a ‘people-focused’ Energy Champions project can provide a wealth of
information and advice to their communities.
The project has established a strong network of Community Energy
Agents who will continue to be supported by CAN into the future.

6

Bill Walker, a Community
Energy Agent from Branxton,
Northumberland said:

“Christine from CAN was
really helpful in teaching
me about the monitors and
providing me with the advice
to share with others. It was
a question of explaining the
monitors and energy tips
to people as well as giving
them encouragement. As a
Community Energy Agent the
first thing you need to know
is where to find the person
who needs help. I know one
of our nearby villages pretty
well but I don’t know who is
vulnerable; through speaking
to friends in the village I was
able to find out who needed
help and provide them with
the advice they required.”

Simon Heaton - Enfield CAP
Simon Heaton lives in Enfield and volunteers with the Over
50s Forum. He completed the ‘Train the Trainer’ level 1
and the ‘Energy Awareness’ level 2 courses to become an
energy volunteer.

Simon said:
“Since taking part in the training I have run several
advice sessions for residents and community groups in
Enfield and feel confident in passing my knowledge on
to others. One of these groups regularly takes part in
home visits so they are now equipped with knowledge of
energy efficiency which will enable them to recognise the
signs of fuel poverty when out on home visits as well as
providing them with the advice they need.”

95%

95% of those trained had
improved knowledge of
where energy is used and
saved in the home

75%

75% of people advised
said that they would
be able to control their
energy use at home better

Development of Community Energy Agents in
rural Northumberland
“Bringing together an innovative project idea from an enthusiastic
partner and other grant-funded initiatives (CHF) has helped CAP
to reach householders who live in some very remote areas and
are often unaware of support that is available.”
Maureen Fildes, Project Development Coordinator, NEA.
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Steps to Developing a Referral Network
Developing an effective multi-agency referral network facilitates holistic support for vulnerable householders across a
wide range of service provision, linking fuel poverty with, for example, health, housing and social care objectives.
Following a consultation workshop delivered in partnership with Northamptonshire County Council, a plan was agreed
which focused on the development of a county-wide referral network that aligned with the recently published National
Institute for Health & Care Excellence (NICE) recommendation to “Ensure there is a single‑point‑of‑contact health and
housing referral service for people living in cold homes”.
In support of this ambition, CAP was able to provide a tiered training programme, offering City & Guilds-accredited
training for selected frontline staff which provided depth of knowledge and awareness-raising sessions for frontline
staff and local groups to increase local capacity to assist the fuel poor. A ‘Train the Trainer’ course was also provided to
enhance the delivery of fuel poverty presentations and finally, to effect more streamlined and efficient referrals, an online
Community Directory was developed which provides accessible information for support workers and frontline staff on a
range of fuel poverty-related services.

A strong referral network
Using an uncomplicated model, Northamptonshire now has the foundations for a strong referral network with an
additional 229 frontline staff able to identify signs of fuel poverty and know where to refer clients for help - 25 of these
workers are trained to City & Guilds level in Energy Awareness and/or Fuel Debt Advice. Estimates indicate that each of
these frontline workers will provide advice to an average of 15 householders a month giving this project the capacity to
support over 41,000 householders every year.
To raise the profile of fuel poverty within communities, 101 members of local groups and organisations were also given
awareness briefings helping them to recognise fuel poverty and understand what help is available.
The Community Directory was produced as part of CAP to support workers and frontline staff across the county to
provide more streamlined and efficient referral services. Hosted online, it will be maintained by Northamptonshire Warm
Homes Partnership and can be found at www.northantswarmhomes.com/about/community-action/
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Increasing Capacity to Tackle Fuel Poverty
Professionals who regularly come into contact with vulnerable
householders are well placed to identify their needs, explain the help
that is available and provide any reassurances with regard to the support
offered. But it is important that they have the knowledge, confidence and
skills to enable them to do this well and with as little impact on their ‘day
job’ as possible. Clearly recognising this, all CAP localities were keen to
include quality training courses and awareness raising sessions for frontline
workers and others in their plans to tackle fuel poverty, increasing capacity
to support the fuel poor.
In Cardiff, awareness-raising sessions were delivered to a wide range
of teams including letting agents and private landlords, student support
services, Cardiff Council staff, mental health support workers and health
visitors with a total of 204 delegates trained across the city. Similarly, in
Greater Manchester, 295 frontline staff were trained to strengthen the
county’s capacity to tackle fuel poverty through a combination of short, very
focussed awareness-raising sessions through to full City & Guilds-accredited
training courses dealing with fuel debt advice or energy awareness.

Suzy Youngman, a
fuel debt advisor at
Speakeasy Advice Centre
in Cardiff, has helped 149
people in the community.
“I see clients on a daily
basis who have fallen
into difficulties with their
household bills. The training
I received through CAP has
helped me give the best
possible advice to clients
and show them that there
are solutions available.”

Increasing Knowledge
Frontline staff trained through the CAP programme report that their
understanding of the relationship between fuel poverty and energy efficiency
has improved, as well as their knowledge of the range of assistance available
which means that they are not only better equipped to identify householders
in need of help but also know where to refer them for assistance.
Whilst the number of professionals trained in these two featured localities is
several hundred, estimates suggest that each frontline professional trained
will go on to advise an average of 15 householders every month. Therefore
the training provided in Cardiff and Greater Manchester is likely to support
around 89,820 low-income households each year. Training of this kind,
which increases capacity to tackle fuel poverty, helps to provide a longterm support framework.

Increasing capacity to support low-income households with
multiple barriers
“We trained over 200 frontline advisors across Cardiff
reaching some audiences we may not have
engaged through other projects; such as
Health Visitors, University Student Support
Services staff and Mental Health Workers
to name a few. These advisors regularly
support households in fuel poverty but might
not otherwise have known about what help is
available in this field.”
Ben Saltmarsh, Training and Project Officer, NEA.

97%

97% of those
trained said CAP
had enabled
them to update
or create new fuel
poverty related
services and
products.
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Engaging Communities in CAP Localities
Communities can be defined by, for example, geography,
interest, culture or religion and so connecting with
communities requires an understanding of their common
purpose and a suitable approach to engagement. For many
people, energy efficiency is not a particularly interesting
topic but in order to change behaviour for the long term, we
need householders to relate to energy efficiency messages.
With this in mind, in partnership with Liverpool City Council,
CAP developed a series of interactive games designed
to be straightforward to use but fun and memorable for
participants. Energy efficiency bingo, a wattage game and
energy efficiency quizzes were played at churches and
community projects in Liverpool to help residents learn
more about how to stay warm in their homes affordably.

Developing interactive resources
Through feedback from the field testing of the games,
participants reported they learnt a lot about energy saving
but also really enjoyed the experience - which was very
evident from the positive atmosphere in the rooms! The
sessions also provided an opportunity to involve and engage
local councillors who took time out to attend.

Nicola from Walton attended an
interactive games session in the Liverpool
Lighthouse Community Centre.
“The energy sessions made me think more
about turning the lights off at home, checking the
[switches], turning off the TV before I go to bed ....
I’m forever telling them [the children] the home is lit
up like Blackpool illuminations ....
I’ve seen a difference in my energy bill, although
it’s small obviously over a period of time that will
have accumulated and I think I will pass it onto the
children as they are more aware of saving energy
and money. I’m happy to give that information to
my friends and family and help them along the way
so that’s really good.”
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The interactive games were developed with the intention that
they could be made readily available for other stakeholders
to use, increasing the potential reach of this activity. The
simplicity of the games means it doesn’t take an energy
expert to run them which makes them an excellent resource
for community energy champions to deliver to local groups
or clubs. The games can be downloaded for free from
CAP’s website at: www.fuelpovertyresource.org.uk/

resources/resources-and-downloads/communityengagement/
British Gas has developed the interactive games into The
Energy Gameshow, a resource which is available as part of
the company’s employee volunteering programme.

Barking and Dagenham
Rebecca provides advice within communities
Community groups across the London Borough of Barking
& Dagenham have been taking advantage of free energy
training as part of CAP to help residents become more
energy efficient and reduce the cost of their energy bills.
NEA’s Project Coordinator Rebecca Jones provided advice
at children’s centres and the local Sikh temple.

Lord Mayor of Liverpool, Cllr Tony Concepcion
says ‘bingo’ to warm homes
The Lord Mayor of Liverpool made it a full house when
he joined local Liverpool residents to play energy
efficiency bingo. The sessions were held at the Winter
Survival Community Event at St George’s Hall.

He said:
“The message of energy saving is vitally important to
the 14% of Liverpool households who are struggling to
afford to keep their homes warm and healthy. Energy
bingo is a fantastic way to get these messages across
and I’m delighted to support these activities and the
wider Community Action Partnership.”

A varied programme able
to support strategic and
practical action
“The Merseyside Fuel
Poverty Conference
engaged 79 professionals
in a strategic conversation
about fuel poverty yet CAP
was also able to develop a set of
interactive energy efficiency games which have
been utilised at local events and distributed to
community groups across the city.” Jimmy Pugh,
Project Development Coordinator, NEA.
Providing advice services to
parents, carers and staff at
children’s centres
“The borough has very
high levels of child
poverty and debt and
the children’s centres are
crucial for providing local support.
Personalised advice and support was provided to
many parents, carers and staff from eight children’s
centres.” Rebecca Jones, Project Development
Coordinator, NEA.

85%
78%
85% of
people
advised
said they
knew more
about
why it is
important
to keep
warm at
home

78% of
people
advised
said they
had learnt
about the
different
ways they
could save
energy at
home
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Encouraging Strategic Action to Tackle Fuel Poverty
CAP worked in partnership with Enfield Council to develop an action plan
to tackle fuel poverty that would align with the borough’s sustainability
programme, Enfield 2020, which aims to make the borough a better place
to live, work and visit.
Development of the action plan, ‘Warmer Homes A Fuel Poverty
Strategy for Enfield’, brought together a wide range of agencies and
provided a platform to raise the profile of fuel poverty at a strategic
level, demonstrating the benefits of a multi-agency approach to
addressing the issue. For Enfield this resulted in engagement with key
departments and organisations such as Public Health, Welfare Benefits
and the Citizens Advice Bureau.
Enfield Council and its partners embraced the objectives of CAP and used
the programme to develop strong, lasting relationships and frameworks to
tackle fuel poverty. This strength in structure, along with the development
of referral networks, capacity building and supporting community events
combined to produce a robust foundation on which to tackle fuel poverty
long into the future.

Developing an
action plan:
“Warmer Homes: A Fuel

Developing a strategic approach

Poverty Strategy for

As a result of developing a strategic, multi-agency approach to tackle fuel
poverty, momentum around fuel poverty work in Enfield increased and
engagement with key partners was established and strengthened. This is
evidenced by approval from Cabinet for the fuel poverty action plan and
the provision of resources to progress funding opportunities and support
localised work programmes.

Enfield’ raised the profile of

The Fuel Poverty and Energy Retrofit Steering Group has been
established and will continue to meet quarterly to lead and direct fuel
poverty activity in the borough, ensuring that the aims of ‘Warmer
Homes A Fuel Poverty Strategy for Enfield’ are delivered as agreed.

poverty in Enfield.”

fuel poverty at a strategic
level and built a legacy for
the future of tackling fuel

Danni Crosland,
Project Development

CAP’s support created an impetus and enthusiasm for agencies across
Enfield to collaborate on fuel poverty and these partnerships have resulted
in successfully securing funding to deliver services to fuel poor households.

Jill Harrison, Chief Executive Officer, Enfield Citizens
Advice, said:
“The project is a fantastic piece of work that has helped new
partnerships to flourish. We help about 6,000 or 7,000 people
a year who are in financial difficulty. Without this project we
wouldn’t have identified as many ways for energy efficiency
advice to fit into our day-to-day work.”
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Manager, NEA.

Merseyside Fuel Poverty Conference
NEA, British Gas and local Merseyside fuel poverty
charity Energy Projects Plus (EPP) jointly hosted
the Merseyside Fuel Poverty Conference as part
of CAP in Liverpool. The Lord Mayor of Liverpool,
Councillor Tony Concepcion supported the event
which brought together over 80 representatives
from key organisations and sectors across
Merseyside to provide an opportunity to influence
the future approach of fuel poverty at both a
national and local level. Luciana Berger, MP for
Liverpool Wavertree and Shadow Minister for
Mental Health provided the keynote address. Brian
Jackson, Director of Credit and Collections for
British Gas, spoke at the event highlighting their
support for vulnerable customers.
As part of the day’s events, the Lord Mayor and MPs
signed a commitment to support local organisations
working to tackle fuel poverty across Merseyside.
Luciana Berger, MP for Liverpool Wavertree and
Shadow Minister for Mental Health, Steve Rotheram,
MP for Liverpool Walton; Angela Eagle, MP for
Wallasey and Shadow First Secretary of State and
Shadow Secretary of State for Business, Innovation
and Skills and Peter Dowd, MP for Bootle all came
together to demonstrate their commitment.

Fuel
Poverty
Action Guide
CARDIFF

Fuel Poverty Action Guide launched to help Cardiff
residents keep warm

A practical guide to help frontline advice workers answer queries on energy bills,
heating, home insulation and energy efficiency in Cardiff.

1

As part of the range of CAP initiatives that took place across
Cardiff, NEA Cymru launched a new resource guide to provide
practical help for residents in Cardiff to better understand their
energy bills and help those who have fallen into arrears with gas
and electricity payments. The Fuel Poverty Action Guide was
produced in collaboration with a wide range of organisations from
Cardiff’s Affordable Warmth Steering Group.
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Challenges & Lessons Learnt
The Community Action Partnership was a two year multifaceted programme involving many partners to
deliver numerous diverse activities and so it was inevitable that challenges would be faced along the way.
These challenges did, of course, test the programme but it is important that they are handled openly and

Evaluation

Delivery

Development

rigorously and that any learnings are shared so that future projects can benefit from CAP’s experience.
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Challenge

Lessons Learnt

Developing a strong
project

CAP was a completely new initiative and as such the development phase
took considerably longer than NEA and British Gas anticipated. This phase
of a project is often considered not to be particularly productive but it
produces the foundations on which the entire project stands so take the
time necessary to do it well.

Securing senior
level commitment

CAP projects that did have strong senior level commitment were much easier
to progress than those that did not, in respect of supporting deployment of
resources, multi-agency/department involvement and sustainability.

Governance, roles
and responsibilities

CAP established governance structures with clear roles and responsibilities
in all of its localities and this was necessary in order to drive the projects
forward, manage changes/opportunities and ensure that the plan aligned and
connected with other key local plans/policies.

Maintaining
momentum

Longer term projects such as CAP are welcomed but maintaining momentum
with partners can be problematic. NEA found that regular, well planned,
concise steering group meetings with attendees held responsible for their
agreed actions were very effective. In addition, local communications activity
which raised the profile of the programme also kept partners engaged.

Responding to changes
and opportunities

Several CAP action plans were changed during the programme in order
to, for example, act on local funding opportunities, respond to budget
cuts or maximise activities that were particularly successful. Establishing a
governance structure (see above) provides a mechanism to identify and
respond to local issues, policy changes or opportunities.

Delivering programmes
to address specific local
issues

Some activities delivered through CAP were particularly successful in one
locality but not so in another. Before committing to a series of activities, NEA
would run a test event first to help establish the level of interest and also
provide an insight into how it should be delivered. This test process would
also include considering the most effective ways as possible to promote the
activity; email, flyers, newsletters, social media, posters, press releases etc.

Recording activity

Understanding the impacts that CAP made was very important and NEA led
a robust and detailed monitoring and evaluation process. CAP partners were
kept informed of this process and, as leaders of community programmes, it
is essential to ensure that your local partners understand the importance of
evaluating the project and commit to capturing activity and data.

Feedback from
beneficiaries

CAP found that partner input into the evaluation process was relatively
easy to obtain but it was more difficult to secure householder feedback.
Householders who received assistance from the programme were asked to
complete a short questionnaire at the point of advice. At this point it is not
possible of course to establish what action has been taken as a result of the
advice so the questionnaire sought their ‘intended action’.

What Next?
Whilst the delivery of the Community Action Partnership concluded at the end of March 2016, it was always the
intention of the programme to develop a ‘blueprint for best practice’ to share learnings and inspire community
stakeholders to take action on fuel poverty.
To extend the reach of the programme as widely as possible, a website called Community Action on Fuel Poverty has
been developed that provides insight into the Community Action Partnership programme, offers practical guidance
and includes resources that are free to download to assist stakeholders to plan, develop and deliver their own
community fuel poverty activities. The website, which has been developed with local organisations/groups in mind,
has a ‘Quickstart Toolkit’ to guide those who are new to fuel poverty towards relevant information and resources and
also a series of handy themed ‘Starter Kits’ which bundle together resources so users do not have to search around
for them. It even has an ‘Event Directory’ which enables organisations to promote their events to other users.
Community Action on Fuel Poverty is a constantly developing resource and we hope that in future it will become
even more interactive enabling practitioners to share their resources and experiences. To visit the website go to

www.fuelpovertyresource.org.uk/
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