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The Warm and Well scheme aims to 
improve energy efficiency in the home 
and reduce the risk of fuel poverty and 
associated health problems by: 

• Raising public awareness of energy efficiency and fuel poverty 

• Providing specific and appropriate advice by telephone, referrals from partner organisations and 

engagement at events 

• Delivering home visits to vulnerable customers that includes an energy survey and bespoke 

advice report 

• Making referrals into grant and discount schemes 
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Warm and Well Targets 
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Executive Summary 

In previous years, the Warm and Well service experienced a noticeable decrease in call volumes and 

other enquiries during quarter one, often associated with the improved weather and heating systems 

being turned off for the summer months. However, this year has seen enquiries coming in thick and fast 

(an increase of 150% over the same period last year), with almost a thousand enquiries received so far.  

In tandem with the increase in enquiries, we have seen an increase in the number of measures being 

installed and amount of capital grant funding being spent to retrofit vulnerable households. The 

measures installed this quarter are estimated to save more than 200 tonnes CO2e, the equivalent to 

almost 60 homes’ energy use for a year.  

The Fuel Vouchers project was recently successful in obtaining a delivery extension for another three 

months, allowing valuable time to further distribute funds to those in need. This quarter alone a further 

£15,000 has been distributed to households across Gloucestershire and South Gloucestershire.  

LAD scheme delivery (1a/b for park homes) is progressing at speed throughout this quarter. In total, 

181 (107 LAD1a, 74 LAD1b) park homes have applied and been approved for funding under the 

scheme.  

Recently, City Energy have contracted Severn Wye to deliver vulnerable householder support under 

their LAD2 scheme, which kicked off in July and runs through to December. The scheme aims to 

support more than 400 households in Gloucestershire and around 130 households in South 

Gloucestershire with up to £10,000 grant funding to install retrofit measures.  

Given the number of future (or recently commenced) projects in the region, it is expected that enquiry 

volumes will remain high throughout the summer and carry on the upward trend throughout the winter 

months, meaning 2021/22 could be a very busy year for Warm and Well. 

 

 

Owen Callender 

Head of Affordable Warmth  
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People Engaged 

Households and Referrals 

So far this financial year we have received enquiries from 997 different households. This is an increase 

on previous years. We have changed our method for calculating households engaged starting from the 

beginning of 2021/22. This has become necessary with growing numbers of complex cases receiving 

multiple interventions and projects in other areas. For comparison, this methodology has been applied 

to historic data in the following charts.  

 

 

Figure 1: Households advised this year compared to previous three years 

Referrals in Q1 have recovered compared to last year and shown slight growth as expected. There is a 

growing level of domestic energy awareness among the public as the current government have made 

key pledges on Levelling Up and Climate Change. We have also been working to fill our Fuel Voucher 

allocation going back to clients who have not received their full allowance, are regular attendees at 

meetings and forums, have increased close working partnerships through advocacy and significantly 

increased our social media post numbers. 

 

0

100

200

300

400

500

600

2018/19

2019/20

2020/21

2021/22



   

8 

Client Groups  

Over 65s accessing the scheme has declined slightly over Q1 compared to last year’s average. We 

believe as in-person events start up again, we will reach more people over 65. There continues to be 

an upward trend in families and working aged people with health conditions accessing our services.  

 

 

 

 

 

 

 

 

 

 

 

 

 

▲ indicates a trend upwards, ▼ indicates a decrease and ● is used to indicate no significant change 
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A total of 244 health conditions have been recorded this quarter with the most prevalent being 

Arthritis/Limited Mobility (52), Mental Health Conditions (44), Diabetes (24) and Severe Asthma (23). 

These also represent some of the highest risk groups when it comes to living in a cold home and with 

positive outcomes will decrease the impact on the NHS.  

Figure 2: Primary health condition reported by clients  
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Who is calling?  

An increase in our advocacy work as well as the provision of fuel vouchers has led to a change in 

profile of clients in contact with Warm and Well in Q1. New energy efficiency grants such as LAD 2, 

HUG and LAD 3 will probably drive this trend in the other direction as we progress through the year.    

  

Figure 3: Clients by tenure in Q1 this year and last year 
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Support Paying Energy Costs 

Prepayment Vouchers 

In June 2020, Severn Wye was successful in securing funding for vouchers for households with 

prepayment meters from the EST-Redress COVID-19 Crisis fund. In December 2020 we were awarded 

additional funding to continue the project until July 2021, including a three-month extension to allow 

more time to get the support to households most in need. 

The project is running across the Severn Wye delivery areas, including Gloucestershire and South 

Gloucestershire (but also across Herefordshire and Wales).  

The qualifying criteria for the vouchers is: 

1. Has a prepayment meter. 

2. Has been affected by the COVID-19 pandemic. 

3. At risk of self-disconnection. 

In Gloucestershire/South Gloucestershire, referrals were received from foodbanks and other 

organisations working with vulnerable people. In Q1, 370 vouchers were issued to 153 households 

(some households receive more than one voucher) with a value of £15,169.00. 

This brings the overall totals to 1,643 vouchers issued to 862 households to a value of £68,390 so far. 
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Emergency Covid relief fund 

In addition, we have been granted funding from Stroud District council for emergency covid relief funds. 

We have issued this on the same basis as the fuel vouchers and have distributed £4,151 to 59 

households across the district to support with energy costs. 

  

£4,151 

59 
Households 
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Partnership Working 

Key Partners and Referrals 

We have built strong relationships with local organisations to provide additional support to clients. 

Between ourselves and various organisations there have been 295 referrals to and from Warm and 

Well services in Q1 breakdown below: 

265 referrals received from all partners, of which 110 referrals were received from key partner 

organisations 

30 clients were referred on to partners for additional support after a conversation with a Warm and Well 

advisor or advocate. 

We will not list all referrers in future reports but below is a list of new or significant partnerships.   

Key partners  

Age UK  

Gloucestershire Fire and Rescue and Avon Fire and rescue 

Citizens Advice 

Caring for Communities and People 

Sirona Care and Health  

Gloucestershire Action for Refugees and Asylum seekers  

Inclusion Gloucestershire  

Barnardos 

NHS and other Healthcare Services 

Local Authority teams   

Other referrers we are working closely with  

Bromford Housing (advocacy only) 

Two Rivers (advocacy only Gloucestershire)  

Southern Brooks (South Gloucestershire) 

Macmillan (Gloucestershire) 

Social prescribers (across all areas)  
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Where our referrals come from 

Installers make up the bulk of our referrals in, however more referrals from the Advocacy partners, 

foodbanks and internally between projects has led to a slight decrease in their share.  

 

Figure 4: Partner referral share in year (averages) 

From the end of July ECO3 is subject to the more stringent PAS 2030/35:2019. ECO3 is also due to 

come to an end this year and it is unclear whether ECO4 will be ready to replace it immediately. While 

this could lead to a reduction in the number of installer referrals towards the end of the financial year, 

there is scope to develop the support offered to vulnerable clients to work more holistically, inline with 

PAS2035 requirements, and provide greater handholding and assurances to those that are in most 

need. It is expected that local community support will be a far greater requirement under ECO4 and 

therefore Warm and Well is ideally placed to support vulnerable residents and also grow and upskill the 

local green supply chain to increase capacity in the region.   
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27 
No. of events 

312 
No. of attendees 

Wider Community and Partner Engagement this Quarter 

We have been out in the community providing 8 drop-ins across the Warm and Well service area, these 

are linked to foodbanks or emergency food provision services and run by advocates.  

Online networking has continued as well as going out to partners offices to drop off leaflets and see 

people face-to-face to increase local awareness.  

 

 

 

 

 

 

 

 

 

 

Figure 5: Number of events and attendees for Warm and Well engagement Q1 
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Marketing and Communications 

Digital Marketing 

This quarter we sought to strengthen our social media presence with more frequent posts on our 

Facebook and Twitter accounts, recognising the reach that these platforms have into communities and 

the households we serve. We continue to invest in social media and search engine advertising to reach 

those searching for relevant services or who fit the profile of typical clients.  

Some examples of the messages posted on social media are below. 
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The Warm and Well website continues to receive healthy numbers, exceeding the traffic for this quarter 

last year by a strong margin. It is worth recognising that last year’s first quarter marked the first spent in 

nationwide lockdown, so it is likely that residents had other support priorities at that time. Nevertheless, 

almost 1,000 more users accessed the website this Spring than did in Spring 2020. 

 

As is typical, the most popular pages on the website have been those devoted to grant funding and 

financial support towards improvements. This continues to underline the importance of these funding 

streams to the success of Warm and Well. 

This quarter, the marketing team began 

the development of a new Warm and Well 

website. When launched later this year, the 

new site will be better suited to generating 

more frequent shareable content, richer 

advice pages and accessible versions of 

our advice resources. It is hoped that these 

improvements will mean the advice pages 

are better resources for Gloucestershire 

and South Gloucestershire residents. 
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Publicity materials 

With the gradual opening of lockdown restrictions and the increased opportunities for events and face-

to-face marketing, some new marketing materials have been produced this quarter to encourage 

residents to contact Warm and Well for support. Below is a selection of the materials produced. 
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Partnership Newsletter 

 

We have been updating 250 subscribed partners with our quarterly newsletters. 

People can sign-up at http://www.warmandwell.co.uk/newsletter 

Training 

This quarter we hosted four one-hour-long training webinars, with a total attendance of 57.  

Topics covered 

• Healthy Homes training session (webinar) 1 hr  

• Money Matters training session (webinar) 1 hr 

• Both tailored sessions for Barnardos (9 participants, Stroud and Forest of Dean, only counted 
once above) 

 

Figure 6: Attendance at our public webinars 
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Feedback received 

 

 

 

  

Future plans 

Our scheduled webinars in June received lower than 
expected sign-up, we believe due to the changing 
season, ‘Zoom fatigue’ and competing priorities. 
These were cancelled and we have been working on 
targeting other organisations in our areas. 

We have planned training sessions with 70 Bromford 
staff in Gloucestershire and are arranging with South 
Gloucestershire One Stop Shops.   

Very informative, great to get updated 
knowledge on your service will help me when 
supporting our vulnerable families 

 
South Gloucestershire Council employee (family 
support team) 

Definitely thought provoking, especially 
talking about different circumstances and 
how that can impact on extra needs for 
warmth etc.  
 
Stroud District council employee 

The presentation was delivered clearly at the 
right pace and to the right length of time. Not 
too long or too short. 
 
GL Communities 
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Energy Efficiency Measures 

In Quarter 1 we installed 110 measures in 94 properties, including park home insulation, central heating 

and emergency boiler replacements.  

 

 Q1 2021/22  Q4 2020/21 Trend 

 

0 broken down boilers (through ECHO)  0 ● 

25 boiler upgrades (ECO) 12 ▲ 

0 electric storage heater upgrade  6 ▼ 

 

32 cavity wall insulation 7 ▲ 

19 loft insulation 8 ▲ 

1 solid wall insulation 1 ● 

0 other insulation (Room in roof / underfloor) 1 ▼ 

 

31 gas central heating systems 42 ▼ 

7 LPG central heating systems 4 ▲ 

6 ASHP central heating systems 3 ▲ 

 

32 park homes insulated 30 ▲ 

 
4 heating repairs/minor works 6 ▼ 

 

Some of these installs were completed in previous quarters but not claimed. There will be further measures to 

report in Q1 in the next report as we have not yet received all installer returns. We have issued 142 flexible 

eligibility declarations in the quarter. 
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Funding Accessed 

A total of £523k in funding has been accessed to help clients install energy efficiency measures over 

quarter 1. This is up from £387k in quarter 4 of 2020/21. The main drivers for this are a large batch of 

cavity wall insultation and loft insulation jobs reported by installers and air source heat pumps being 

installed under LAD1a/WHF blended funding.  

For every £1 invested between Warm and Well core funding and health top-up funding, residents get 

more than £8 worth of capital investment (Fig 7).     

 

Figure 7: Funding accessed by stream compared to Q4 last year 
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Carbon Savings 

The installation of measures in Q1 has led to an approximate saving of 205 tonnes CO2e annually, and 

a total 4,899 tonnes CO2e prevented from being released into the atmosphere over the lifetime of the 

measures.1 

This quarter’s installs will save the equivalent of 58 UK homes’ annual CO2e emissions from energy.2 

Over the measures’ lifetimes this equates to 1,395 UK homes’ annual CO2e emissions. Or:3 

 

 

  

 

1 Carbon Dioxide equivalent savings are calculated for a standard three-bed semi-detatched proprety with mains 

gas, based on the ECO 2t deemed scores - except in the case of savings on the WHF where it is calculated 

based on the fuel system replaced. https://www.ofgem.gov.uk/publications/eco2t-deemed-scores   

2 Based on an average UK semi using 12,000 kWh gas and 3,700 kWh electricity based on Average UK Grid 

Emission as per NEF Carbon Calculator http://www.carbon-calculator.org.uk/ 

3 https://www.epa.gov/energy/greenhouse-gas-equivalencies-calculator 

45  
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81,000 
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EACH YEAR OVER LIFETIME 
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Warm Homes Fund 

We have been delivering the Warm Homes Fund project since December 2017. The original target was 

to install 1,175 central heating systems by March 2020. A project extension has been agreed with the 

funders and the project is now due to be completed by February 2022.  

The project is broken down in to 2 Categories – urban on-gas (Cat 1) and rural off-gas (Cat 2) homes. 

We aim to install 722 Cat 1 and 150 Cat 2 measures.  

Social housing providers have delivered fewer install opportunities than they had forecasted. As a result 

we have increased the number of private installs to make up the overall figure. 

Total number of Warm Homes Fund installs is currently at 624 Cat 1 and 65 Cat 2 installs complete. 

We have allocated 64 Cat 1 and 29 Cat 2. 
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Health Impact Monitoring 

The savings to the NHS and to wider society are calculated with the BRE Housing Health Cost 

Calculator, using the property’s SAP score before and after the install of central heating.  

The average SAP increase from the installation of central heating in Q4 is 27 points, down 1 from last 

quarter. The average annual saving to the NHS per install is £341 up by £76 from last quarter, saving to 

society is £6,102 up from £4,754 last quarter. The increases here are driven by fewer bottled LPG 

systems being installed which tend to lead to an overall SAP decrease but improve thermal comfort.  

The greatest improvement made was 50 SAP points, resulting in an estimated annual saving of £1,397 

to the NHS and £25,008 to society. This was achieved in two properties where Electric Room Heaters 

were replaced with Gas Central Heating.  

In the 27 properties where a pre and post EPC has been completed this year, £4,186 of CCG funding 

was used towards the cost of the central heating installs. Savings to NHS have been calculated at 

£9,027 annually, that is £2.16 for every £1 invested. Savings to wider society total £162k annually. 

Over the 20 year lifespan of the heating systems savings to the NHS reported this quarter is £181k and 

almost £3.2 Million to wider society.     
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Park Homes 

Local Authority Delivery Scheme 

At the end of September, an additional £748,000 was secured through the Government’s Green Home 

‘LAD1a’ scheme. This project will cover Gloucestershire and South Gloucestershire. It is estimated that 

107 homes will be externally insulated using this funding. This work will be completed to the old 

standard, PAS2030:2017. 

In February 2021, an additional £900,000 (capital) was secured for a further 100 installs under the 

LAD1b park home insulation scheme. These works will be completed to the new standard, 

PAS2035/2030:2019.  

Since the start of the scheme(s) 107 applicants have successfully applied under LAD1a and 74 have 

successfully applied under LAD1b. 32 installs were completed this quarter (based on invoice date). In 

total, 83 out of 107 installations have taken place through the LAD1a, and another 24 are due to be 

delivered before 31 August. 

In total, 181 (107 LAD1a, 74 LAD1b) homes have applied and been approved for funding under the 

LAD scheme. There are an additional 5 applicants on a waiting list (based on site allocation) and there 

are 26 installs available. 

 

 

181 Applied & Approved 

26 Available 

5 Waiting list 



   

31 

 

Figure 8: Park Home Insulation Applications by Local Authority 

The sites identified for the installation of Park Home installations were determined based on health 

outcomes, and sought to represent all Districts within Gloucestershire and South Gloucestershire.  

 

Figure 9: Allocation by District / Local Authority (LAD1a and LAD1b) [08.07.21] 
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Client Feedback 

Following the installation of the Park Homes External Wall Insulation, residents are invited to provide 

feedback on the impact of the installation through a Well-Being Survey. To date feedback has been 

received from 19 residents.  

The majority of respondents (18/19) agreed that they felt happier in their home following the insulation 

and less worried about their heating bills. One respondent highlighted that: 

 

A common theme to recur in the feedback related to on-going maintenance. Respondents broadly 

agreed (18 out of 19) that they were less worried about maintaining the outside of their home after 

having the insulation installed. As one respondent commented: 

 

Another respondent noted that there would be no need to paint the outside of their home for a while, 

which they saw as a positive benefit. The insulation was also acknowledged as looking smarter and 

cleaner. 

In terms of the social benefits to result from having their homes insulated, 11 of the respondents agreed 

that they would now be more likely to invite friends and family around.  

In terms of mental well-being, 11 of the respondents agreed that they felt that their mental health had 

improved after having their home insulated. In terms of physical health and well-being; specific positive 

impacts on physical health, 3 agreed their physical health had improved and 12 felt more 

comfortable in their homes. 

I feel happier about turning on the central heating because I don’t have to have the 

heating on for long periods and I don’t have to worry so much about the cost. 

Home looks a lot smarter and cleaner, retains heat longer, heats up faster, reduced 

condensation, reduced outside noise. 

Quieter, Warmer, Looks better. 
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By far the majority of the residents felt warmer in their homes after having had it insulated. Fourteen of 

the respondents described their home was warmer / agreed that they felt warmer and 10 described 

their home as cosier.  

  

Around two thirds of the respondents (12) indicated that without funding they would not have been able 

to afford to have the work done. 

We still have the Better Care Fund available for further park homes and will reinitiate this project when 

the LAD money is fully allocated.  

Although this has been a cold winter, I have remained quite warm and cosy, even at 

night when the heating is on low the heat is retained. 
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Home Visits 

In total we have carried out 128 home visits across Warm and Well services this quarter. 

EPC Follow-up Visits and Technical Home Visits  

32 follow up home visits were completed by Warm and Well this quarter. 16 follow up EPCs were 

completed on Park Homes, 15 were completed following first time central heating. One home advice 

session without an EPC was completed in the quarter.  

These follow up visits also provide an opportunity for the client to ask any follow-up questions about the 

system which have arisen since installation. The proportion of different groups benefiting from home 

visits is shown below. There are a number of follow ups to be completed and extra resource has been 

made available for these visits.  
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Numbers of people reporting a vulnerability decreased slightly this quarter. The Park Homes project 

has led to a rise in proportion over 65s receiving home visits, resulting in a slight fall in the proportion of 

recipients living with children and/or receiving benefits.  

Advocacy Home Visits 

Gloucestershire advocates have delivered 58 home visits 

In South Gloucestershire, 38 home visits have been carried out.  

 

These home visits can provide repeat support to the same households in order to resolve complex 

issues. Please see the case studies below:  

Gloucestershire case study  

The client referred themselves to Warm and Well seeking help due to a change in their circumstances. 

Having recently moved from a city to a rural community, one client contacted us after being made 

redundant during the pandemic, whilst on maternity leave. This sudden loss of income left them having 

to adjust to life on just Universal Credit and Child Benefit.  

The client referred themselves to Warm and Well seeking advocacy support to help them reduce their 

energy bills. The client lives with their two children, one under five years old.  

The advocate carried out a home visit, exploring the fabric of the house and the household’s 

behaviours as well as explaining their bills and usage. Energy savings advice was provided by the 

advocate, who also carried out a tariff comparison, helping them switch to a fixed rate, no exit fee, dual 

tariff plan. The advocate made sure that the client was registered on the Priority Services Register and 

for the Warm Homes Discount. The client was also advised to contact their local water provider to 

change from 6-monthly billing to monthly direct debit, therefore helping them to budget better and avoid 

large bills. Every step of the way, the advocate ensured the client was involved and felt empowered. 

Energy advocates aim to provide holistic support and signpost to further services where needed. 

Having benefitted from the advocate’s energy support, the client confided that their needs included an 

internet connection for home-schooling, free school meals for the eldest child and accessing services to 

help them afford groceries. The advocate’s connections with Cotswold Community networks led to the 

client receiving food vouchers from their local foodbank as well as additional support over a 3-month 

period, including stair gates for the family and £50 vouchers every other week. The client was 

signposted to the appropriate Free School Meals process and advised to do a price comparison for 

broadband leading to an affordable plan.  
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The client was thankful for the support she received from the advocate and said  

 

South Gloucestershire case study: 

A client was referred to us about high costs for fuel, she is in her late 80s and looks after her older, 

unwell husband. She herself also has mobility and health issues. During their first meeting, our 

advocate spoke to her energy supplier to check on the actual costs and discovered that she was paying 

over £200 per month by direct debit for electricity for a three-bedroom, semi-detached house with gas 

central heating. This was far too much for her housing and lifestyle. 

The advocate asked for a copy of M’s past bills and gave an up-to-date meter reading to the energy 

supplier, after he found that the bills had been based on estimated readings for over two years. After 

investigation, the end result was that M’s account is now in credit by £1026 and the direct debit 

payments have been reduced to £41 per month. A refund has been requested. 

M is delighted. Our advocate has arranged to put her and her husband on the Priority Services 

Register, which will enable her supplier to read the meter for her. 

  

having this help has taken the pressure and worry off me. I am so pleased everything 

has been sorted when I really needed the help. 
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Future Developments and Insights 

Future Developments 

LAD2 – City Energy 

Severn Wye has been contracted by City Energy to support vulnerable people through the customer 

journey of the LAD2 scheme. We will work with residents to check eligibility, review what measures 

could be installed in their homes and which ones would offer the most benefit to their circumstances 

and carry out retrofit assessments to meet the PAS2035 whole house retrofit standards.  

Sustainable Warmth Competition (LAD3/HUG1) 

The team are busy reviewing various datasets (internally from our CRM; externally such as EPC 

records, housing stock data, right to buy data etc.) to map out and plan the potential delivery and 

impact for the funding application. The focus of the funding bid is expected to be on right to buy in-fills 

(supporting owners who’ve bought their social housing dwelling, but have not improved its efficiency, 

while the social housing properties have been upgraded through other schemes), private rented sector 

to target F and G rated properties to meet minimum standards and off-gas grid properties (G to E rated 

EPCs).  

ECO4 

The Energy Company Obligation (ECO) is a government energy efficiency scheme to help reduce 

carbon emissions and tackle fuel poverty. The scheme began in April 2013. The current policy, ECO3, 

applies to measures completed from October 2018. ECO4 is expected to commence in April 2022 and 

the method is expected to be refocussed on supporting those hard-to-treat properties, which historically 

have not been upgraded due to high costs and complex works. The new ECO scheme will also take 

account of the PAS2035 whole house approach, which means insulation works such as solid wall 

insulation (external or internal) are expected to now receive additional funding to enable installers to 

cover the costs of these expensive measures.  

In addition, ECO4 is expected to require far more support to the client (because of the PAS2035 

approach), giving more scope for community support hubs (such as the services Warm and Well 

provides to local residents) to support clients through far more of the customer journey. Severn Wye 

expects there to be a demand from many installers for customers who have already been eligibility 

checked, received a retrofit assessment, and ready for measures to be installed. Therefore the role of 

Warm and Well in future delivery of ECO4 is crucial for the local supply chain and the speed of 

improvements.  
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All of these schemes complement and enrich what the Warm and Well service already offers to 

residents of Gloucestershire and South Gloucestershire. Each scheme has close ties to the Sustainable 

Warmth strategy, which underpins the work of Warm and Well, with many households previously 

supported potentially being eligible for these new funding streams. Having a service such as Warm and 

Well, enables the region to deliver a whole range of additional services, grant funding (both short and 

long-term schemes), roll out new schemes quickly through the existing database and actively engage 

new households through the trusted brand and established network of partner organisations referring 

into the service.  

Future Insights 

Winter energy bill price hikes are causing concern across the Fuel Poverty sector recently. Ofgem is 

expected to raise the maximum rate at which suppliers can charge homes using standard variable 

energy tariffs – affecting 15 million homes – based on the costs faced by energy suppliers. In terms of 

the impact on those experiencing or at risk of fuel poverty, this could mean an additional 400,000 

homes being pushed into Fuel Poverty over the winter nationally – a forecast of over 5,000 in 

Gloucestershire and South Gloucestershire alone.  

The work carried out by Warm and Well and other projects are therefore critical to local residents to 

mitigate against these future increases by making their homes as energy efficient as possible, 

supporting them to switch to cheaper suppliers, and ensuring they have access to all support available 

to them to ensure they have warm and healthy homes.   
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