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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 

This quarter, Warm and Well has continued receive more enquiries than we would normally expect this 

time of year, from the region’s most vulnerable client groups. Since April 2021, we have received 

enquiries from around 1,600 households to our advice line. In quarter 2, we received over 1,000 calls 

from 730 households. Some households contacted us multiple times for advice and information, 

demonstrating the role of Warm and Well as a trusted go to service promoting energy efficiency and 

supporting those in fuel poverty. Enquiries continue to be above the 3-year average and is, in part, 

associated with interest in grant funding and recent calls following high-profile increases in fuel costs. 

Informal feedback from our advice line suggests that the primary reasons people are currently 

contacting Warm and Well is in relation to: 

• applying for funding for energy efficiency measures 

• seeking on advice on how to keep their homes warm without increasing fuel bills as we head 

towards the colder winter months 

• seeking help with paying bills and applying for fuel vouchers  

• seeking advice on how to reduce fuel bills, in the context of rising fuel prices. 

Key achievements during quarter 2 include: 

• Installed Measures: Enabled the installation of 306 energy efficient measures. 

• Carbon Savings: This quarter’s installs will save the equivalent of 144 UK homes’ annual CO2e 

emissions from energy. 

• Home Visits: Made 214 visits to residents’ homes. 

• Public Awareness: Participated in 45 engagement activities through drop ins, training and 

networking events, for example, reaching nearly 900 people. 

• Fuel Vouchers: Issued 502 fuel vouchers to 192 households, with a face value of over £20,000. 

This brings the total of funding since the scheme commenced to over £80,000. 

• Financial Savings: Engaged with 178 households through our Advocacy activity, supporting 

vulnerable residents with energy advice. This activity has generated over £20,000 in savings. 

So far this year (Q1 and Q2 2021/22) we have accessed over £1.5 million towards funding household 

energy efficiency improvements. For every £1 invested in Warm and Well through its core funding and 

health top-up funding this quarter, we have levered in £14.52 more in capital investment for the region.  

Since the Green Homes Grant Local Authority Delivery (LAD) Scheme Phase 1 commenced in October 

2020, we have distributed over £1 million in funding for Park Home External Wall Insulation (EWI) to 

138 households (and we have still another 64 properties awaiting funded EWI). Everyone who 

responded to our well-being survey agreed that they felt warmer in their home after the installation, and 

all agreed that the service from Warm and Well had been excellent or good. 
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Recent analysis of the Warm Homes Fund impact on residents has shown that over the life of the 

project, we have lifted 250 households out of fuel poverty (with 377 adults and 82 children), based on 

the Low-Income Low Energy Efficiency (LILEE) fuel poverty calculation. When the EPC rating has been 

raised from a D or below to a C or above, the household is no longer considered fuel poor. The 

remaining households have experienced a decrease in running costs and greater thermal comfort. 

The Advocacy team has supported almost 180 people this quarter with complex energy issues. The 

team are connecting with groups at risk of self-disconnection and cold homes, and stay on top of the 

changing needs in the area. Most recently, we have supported numerous single young in supported 

accommodation and health visitors at Sirona to ensure that young families are holistically supported.  

Warm and Well was once again recognised by the West Midlands Regional Energy Efficiency Awards, 

coming Highly Commended in the Vulnerable Customer Support category. Our work on the Warm 

Homes Fund (WHF) in the South West region was also recognised, winning in the Large Scale Project 

category in a combined bid. The project’s value has been further endorsed by feedback from residents 

with whom we have worked and helped. 

 

This quarter has seen many of the annual targets exceeded, illustrating the hive of activity taking place 

in the region in support of those in or at risk of fuel poverty. The added value that Warm and Well brings 

to the region (funders and residents) is obvious to see, with schemes such as LAD, WHF, the Social 

Housing Demonstrator Fund (SHDF) and more bringing significant investment into both counties 

because of having a proactive, adaptable delivery service. The results from the LAD wellbeing survey 

questionnaires show how highly residents value the customer service and support they receive.  

Through our activities, we continue to reach those who are vulnerable in respect of their health or 

income. Just under two thirds of people who contacted Warm and Well have health conditions or 

disabilities, and a third are on benefits. Fuel poverty is a daily reality for our vulnerable residents, and 

we welcome the opportunity to work with the Local Authorities, the Clinical Commissioning Group and 

other partners to support those in need. 

 

 

 

Owen Callender 

Head of Affordable Warmth  

My home feels much cosier. I am looking forward to a much warmer 

winter. I am sure that my heating bill will be lower now. Thank you. 
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People Engaged 

Households and Referrals 

So far this financial year we have received enquiries from 1,600 unique households – 730 in Q2. This is 

up from previous years, however Q2 volumes are down against last year’s Q2 results, which is likely 

due to the launch of the Green Homes Grant scheme – leading to unprecedented call volumes in Q2 

last year.  

 

Figure 1: Households advised this year compared to the 4-year average. 

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 are predicting an exaggerated 

autumn peak due to increasing concerns around the domestic energy price crisis caused by increasing 

wholesale gas prices alongside an increase in the consumer price cap set by Ofgem. 
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Client Groups  

This quarter has seen an increase in over 65s contacting the service, which could be tied into an 

increase in event attendance by staff. The increase in those with health conditions/disability is not 

unexpected given public concern about energy price increases and heating systems being turned on. 

All in all, this appears like a shift back towards a normal demographic profile. However, Q3 could 

significantly change this depending on how the volatile gas price market, cuts to benefits and the end of 

furlough all impact on people’s lives.  

 

Total engagements: 1,189 in Q2, 1,217 in Q1 

▲ indicates a trend upwards, ▼ indicates a decrease and ● is used to indicate no significant change 
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Of 681 households who reported some health conditions in the household total of 266 primary health 

conditions have been recorded this quarter with the most prevalent being Arthritis/Limited Mobility (57), 

Mental Health Conditions (46), Diabetes (35), and Severe Asthma (23). 

These 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. These numbers are based on the number of 

engagements with clients, an individual client may have had multiple engagements and may also suffer 

with multiple conditions or comorbidities; potentially multiplying the benefit to the individual, the NHS 

and society as a whole. To better understand our health impacts, we are improving our data analysis to 

more precisely record how many individuals receive multiple interventions and how this correlates to 

the most at-risk clients. 

 

Figure 2: Primary health condition reported as a percentage of client interactions reporting any health condition 
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Who is calling?  

Although the chart below compares this year to date with last year’s data, the changes in tenure from 

last year are insignificant and are mostly driven by a decrease in properties recorded as unknown. This 

shows we are predominantly reaching vulnerable owner occupiers who have no safety net to fall back 

on for important repairs and maintenance. 

As an example (from the park homes LAD1a project), 30 out of the 34 homeowners who responded to 

the wellbeing survey following the installation of External Wall Insulation agreed that they were less 

worried about on-going maintenance of their home. 

   

 

Figure 3: Client engagements by tenure in Q1-2 this year and all 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 the summer, and we completed the project in August.  

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

organisations working with vulnerable people. In Q2, 502 vouchers were issued to 192 households 

(some households receive more than one voucher) with a face value of £20,524. 

Overall, this brings the total to 2,145 vouchers issued to 1,054 households to a value of £88,914. The 

project delivered this much needed support alongside our other services at a time when many 

vulnerable households were under even more strain due to the effects of the pandemic. Some of the 

clients we supported needed a little support as a stop gap or to cover the increased energy costs of 

spending more time in the home and home schooling. However, many of these households are still 

struggling financially and are still feeling the effects of the pandemic and will continue to need support 

as the squeeze on living costs continues over the coming winter. Unfortunately, the end of this project 

does leave a gap in financial support we can offer, however we are looking to fill this as soon as further 

funding becomes available. 

 

Emergency Covid relief fund 

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 £5,014 to 64 households 

across the district to support with energy costs. We have been granted an additional £10,720 to support 

households in Stroud District this winter. 
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Partnership Working 

Referrals into Warm and Well 

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

Between ourselves and various organisations there have been 274 referrals to and from Warm and 

Well services in Q2, and 574 to date this year. This breaks down as follows: 

• 119 referrals received from key partner organisations in quarter two, 234 to date in 2021/22. 

• 26 clients were referred on to partners for additional support after a conversation with a Warm 

and Well advisor or advocate, of 55 total so far this year. 

Where our referrals come from 

While installers continue to make up the bulk of our referrals, this quarter has seen a reduction, but 

Advocacy Partners have increased their referrals, indicating that as restrictions lift the activity in this 

area has been on the rise.   

 

Figure 4: Partner referral share in year (averages) 
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Partner Engagement this Quarter 

Summer is a quieter time for our services in general, so we took the opportunity to get out to a few 

events and promote our services. Running drop-ins, distributing leaflets, networking and giving talks. 

We are hosted by partners at all our drop-ins and events, which allows us to integrate fully with their 

services and support vulnerable service users.  

We have also been reaching out to larger partners this quarter including Western Power Distribution 

and Severn Trent Water, so that we might best support people to make financial savings and access 

support in coming months.  

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.  

 

45 
activities 

883 
engagements 
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An example of events  

Following on from research of Resolution Foundation and talks from the Energy Saving Trust on the 

vulnerability of young people to fuel poverty (as they are more likely to live in rented properties with 

damp and mould, face job insecurity) we have targeted young person events to spread energy saving 

advice.   

We have also been targeting young families through our partners Barnardo’s carrying out events at 

their children Centres, talking to parents of children using the centre while their children play.  

Above, Jacqui is at Hartpury College Freshers fayre where we spoke to 60 students about home 

energy, we were attending the event as we know students often live in poor privately rented housing 

but were still taken aback by the level interest in our stall!  
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Able to pay      

This funding remained from our payment to support homes with Green Homes Grant applications and 

information.   

This quarter we developed a simple presentation for the ‘able-to-pay’ audience to support them in 

understanding the fundamentals of ‘green’ buildings and retrofit, where to start and how they might 

fund it. We presented to 33 volunteers and community members online, for Gloucestershire Rural 

Community Council members struggling with going green using their community buildings. This talk is 

available to anyone who wants to receive it.   

We also attended events aimed at able-to-pay residents, and engaged 50 people at the Stroud Retrofit 

Fayre, many of whom had signed up to a variety of carbon neutral commitments. 

  

Training  

We completed one external training event this quarter, educating 20 staff across Gloucestershire and 

South Gloucestershire on the PAS2035 requirements. There have been no webinars during this quarter 

as we have been out and about engaging people; now we are back to colder months we will move 

more online, and we have three scheduled in October and another three in January. We also have 

bookings with Elim and Bromford housing in coming months.   
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Marketing and Communications 

Digital Marketing 

We continue to deliver a weekly diet of social media posts via our Facebook and Twitter Warm and 

Well profiles, and given the press coverage of the emerging energy crisis over the latter part of the 

quarter, the content in these posts ranged from offering support to concerned billpayers to delivering 

FAQs articles, grant funding opportunities and sharing helpful guides to keep residents informed of 

latest advice relating to the price cap, tariff-switching or energy provider protections.  

 

 

 

64 
Posts and tweets 

131 
Engagements 

578 
Link clicks 
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Warm and Well website 

Hits to the Warm and Well website remained broadly consistent with the previous quarter, dipping 

slightly with the warmer weather but trending dramatically beneath last Summer’s figures (below) – 

which must be considered an anomaly owing to the interest in the Green Homes Grant in 2020. 

 

The most popular pages on the website have 

been those devoted to grant funding and 

financial support towards improvements, with 

pages relating to heating grants increasing this 

quarter as the summer comes to a close. 

Notably, this quarter the marketing team 

launched a new Warm and Well website at the 

same address. The new site is better suited to 

generating more frequent shareable content, the 

advice pages feature full energy efficiency 

guides and accessible versions of our advice 

resources are being added to this section as it 

develops. It is hoped that these improvements 

will mean the advice pages are better resources 

for Gloucestershire and South Gloucestershire 

residents – and that impact on residents via the 

website will be easier to track. Over the next 

year it is planned that the website may host a 

chat feature to enable residents to engage with 

an advisor by text over the internet for when a 

phone conversation is difficult to complete or 

provides a barrier to access. 
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Broadcast 

This quarter, Warm and Well featured in BBC Radio Gloucestershire’s coverage of the energy crisis, 

with a recorded sound bites broadcast over the weekend of September 24 – 26, and an interview on 

the Breakfast Show on Monday 27 September. 

Awards 

In September, Severn Wye’s work on the Warm and Well project was recognised by the West Midlands 

Regional Energy Efficiency Awards, coming Highly Commended in the Vulnerable Customer Support 

category. Our work on the Warm Homes Fund in the South West region was also recognised, winning 
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in the Large Scale Project category in a combined bid that recognised a range of Warm Homes Fund 

delivery partners across the region. 

 

 



   

21 

  



22 

Energy Efficiency Measures 

So far this year we have installed 306 measures installed in 193 properties, including park home 

insulation, central heating and emergency boiler replacements. Some of these installs were completed 

in previous quarters but not claimed. There will be further measures to report in the next report as we 

have not yet received all installer returns. We have issued 142 flexible eligibility declarations in the 

quarter.  

 

  Q2 (including installs not claimed in Q1)   Q1        Trend 

0 broken down boilers (through ECHO)   0    

55 boiler upgrades (ECO)     25    

3 electric storage heater upgrade    0    

164 cavity wall insulation     32    

40 loft insulation      19    

1 solid wall insulation      1    

0 other insulation (Room in roof / underfloor)  0    

 

13 gas central heating systems    31    

1 LPG central heating systems     7    

6 ASHP central heating systems     6    

 

41 park homes insulated      41    

 

 

2 heating repairs/minor works     4    

 

First time central heating installs have been disappointing in this last quarter. We believe this is down to 

a number of factors including lack of interest in heating systems during the summer months; and a 

focus from installers on delivering ECO insulation installs prior to the change in regulations at the end of 

July. 
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Funding Accessed 

A total of £1.54 million funding has been accessed for capital works clients over quarters 1 and 2. Late 

reporting from quarter 1 pushed the value of installs up to £778k from £451K in the last quarter. We 

can expect a similar boost in the next quarter. This increase is due to requiring better reporting from 

ECO Flex providers. 

During quarter 2 we have leveraged £758k of external funding. This means for every £1 invested 

between Warm and Well core funding and Health top-up funding this quarter, we have levered in 

£14.52 more in capital investment into the region (Fig 5).     

 

Figure 5: Funding Accessed by stream compared to over the last three quarters 

Carbon Savings 

The installation of energy efficiency measures so far this year has led to an approximate saving of 505 

tonnes CO2e annually, and a total 13,746 tonnes CO2e prevented from being released into the 

atmosphere over the lifetime of the measures.1 This is the equivalent of 182 petrol tankers worth of fuel. 

Imagine a queue of tankers 5 miles long, parked nose to tail2. 

 

1 Carbon Dioxide equivalent savings are calculated 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. 

2 https://www.epa.gov/energy/greenhouse-gas-equivalencies-calculator 
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Carbon Breakdown 

 

Figure 6: Carbon saved annually by measures installed Q2 2021/22 

The main contributor is Cavity Wall Insulation making up 46% of all carbon saved. CWI has been the 

dominant measure installed. Gas boiler upgrades have also given a significant contribution, again down 

to the number of installs. 

Counting Carbon 

We count CO2 saved as a metric for our impact. For simplicity, we measure the savings achieved using 

the unit a ‘ton’ to refer to all greenhouse gases, calculated using an equivalency factor CO2e. For 

instance, methane has around 20 times the warming factor per ton released into the atmosphere so for 

every ton of methane released we would record 20 tonnes of CO2 saved. 

When calculating the environmental benefits of Warm and Well’s energy efficiency improvements, we 

use a standard methodology based on Ofgem’s ECO2t Deemed Scores3. The Deemed Scores use 

averages to model carbon savings, and while this does affect accuracy it ensures we are recording our 

environmental impact consistently. 

 

  

 

3 https://www.ofgem.gov.uk/publications/eco2t-deemed-scores - published March 2017 

https://www.ofgem.gov.uk/publications/eco2t-deemed-scores
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Warm Homes Fund 

We have been delivering the Warm Homes Fund project since December 2017 and the project is now 

due to be completed by February 2022.  

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

We aim to install 722 urban on-gas and 150 rural off-gas central heating systems.  

Total number of Warm Homes fund installs is currently at 621 Cat 1 and 109 Cat 2 installs complete. 

We have allocated a further 46 on gas and 17 off gas. 

Over the life of the project, we have lifted 250 households with 377 adults and 82 children out of fuel 

poverty – based on the current Low Income Low Energy Efficiency (LILEE) fuel poverty calculation – 

due to first-time central heating raising a number of properties from an EPC rating of D or below to a C 

or above. The remaining households will have experienced a decrease in costs and an improvement in 

thermal comfort. 
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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 Q2 is 24 points, down 2 from last 

quarter. The average annual saving to the NHS per install is £784, up by £443 from last quarter; saving 

to society is £14,025, up from £7,923 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 52 SAP points, resulting in an estimated annual saving of 

£10,395 to the NHS and £186,008 to society. This property went from G (1) to E (52) this case was a 

small ground floor flat.  

In the 51 properties where a pre and post EPC has been completed this year, £5,298 of CCG funding 

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

£26,621 annually, that is £5.02 for every £1 invested. Savings to wider society total £476k annually. 

Over the 20-year lifespan of the heating systems, savings to the NHS reported this quarter is £376k 

and almost £6.7 Million to wider society.     
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Park Homes 

Local Authority Delivery Scheme 

Funding was secured through the Green Homes Grant Local Area Delivery Scheme (LAD) Phase1a 

and Phase 1b, for external insulation for Park Homes. Through Phase 1a, we received over £750,000 

in capital funding for the external wall insulation for Park Homes in Gloucestershire and South 

Gloucestershire. In February 2021, a further £900,000 of capital funding was secured through LAD 

Phase 1b for external wall insulation for a further 100 Park Homes. LAD Phase 1b is being delivered to 

PAS2035:2019 and is expected to be completed by 31 December 2021. 

The LAD Phase 1 schemes aim to reduce the heating costs and creating a healthier home, for 

residents experiencing fuel poverty. The intended benefits of the project were three-fold:  

- alleviating fuel poverty (making it cheaper to stay warmer during the coldest months),  

- improving health outcomes by creating a more comfortable living environment (thus reducing 

the number of visits to GPs and hospitals),  

- reducing carbon emissions (through reduced energy consumption). 

Household eligibility was determined using existing ECO flexible eligibility as declared in Local Authority 

Statement of Intent or being in receipt of Affordable Warmth benefits, alongside having a total Gross 

household income of under £30,000. Using Health Data, Park Home sites across Gloucestershire and 

South Gloucestershire with poorer health outcomes were identified for funding. The scheme targeted 

properties primarily with an EPC rating below D. Previous schemes had revealed that Park Homes 

rarely have an EPC, and where they do, are generally an E or an F. 
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At the end of August 2021, the Green Homes Grant Local Authority Delivery Scheme Phase 1a was 

completed. Through the scheme 102 Park Homes received external wall insulation using this funding. 

In addition to the Park Homes, 10 properties received an Air Source Heat Pump. The Air Source Heat 

Pumps were part funded through the Local Authority Delivery Scheme and the Warm Homes Fund. 

In terms of the residents who benefited from the energy efficient measures, over 80% of households to 

receive grant funding under the LAD1a had at least one resident with an existing health condition. 

We estimate that around 119 tonnes per year of traded carbon will have been saved as a result of the 

external wall insulation for Park Homes through the LAD1a. 

As of the end of Quarter 2 (2021/22), 36 Park Homes had received grant funded external wall insulation 

through the LAD1b scheme. This accounts for over £300,000 in grant funding, averaging over £9,000 

per home. 

To date, a total of 195 Park Homes within Gloucestershire and South Gloucestershire have 

either received or been confirmed eligible for funding for external insulation for their Park Home 

under the LAD Phase 1a and b schemes. There are around 20 further applicants on a wait list (based 

on site allocation). 

 

Figure 7: Park Home External Wall Insulation applications by Local Authority 
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Figure 8: Funding by District for Park Home Wall Insulation installed (as of 30 Sept 2021) 

Note: A further 64 Park Homes are planned to receive external wall insulation through the LAD1b 

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. 

However, interest in the scheme (applications received) varied greatly across the two counties. 

Client Feedback 

Feedback from 34 residents who received external wall insulation was overwhelmingly positive.  

The findings confirmed that there had been a positive impact on mental and physical well-being 

resulting from the External Wall Insulation.  

- All respondents described the service from Warm and Well as ‘excellent’ or ‘good’.  

- All agreed that they felt warmer in their homes after having had it insulated  

- 90% of agreed that they felt happier in their home  

- 93% indicated they were less worried about their heating bills 
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- Three quarters felt more comfortable in their homes 

- Over half agreed that they felt healthier in their home 

Over half of the respondents indicated that without funding they would not have been able to afford to 

have the work done.  

My home feels much cosier. I am looking forward to a much warmer 

winter. I am sure that my heating bill will be lower now. Thank you. 

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. 
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Home Visits 

In total we have carried out 214 home visits across Warm and Well services this quarter and 351 so 

far this year. We break these down into EPC Follow up visits and technical home visits conducted by an 

EPC assessor and those carried out by the advocacy service. 

EPC Follow-up Visits and Technical Home Visits  

70 follow-up home visits were completed by Warm and Well this quarter. 29 follow-up EPCs were 

completed on Park Homes, 24 were completed following first time central heating through WHF, the 

remainder looked at some aspects of home energy use following a query from a client. 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 several follow ups to be completed and extra resource has been made available for 

these visits.  

Total follow-up visits: 70 in Q2, 41 in Q1 
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The number of EPC and technical home visits has increased this quarter by around 70%. The LAD 

Park Homes projects have led to an increase in those over 65 receiving home visits, which therefore 

has caused the percentage of households with children to trend down and make up a smaller 

proportion of our beneficiaries. While the percentage for the quarter dropped slightly, for clients 

reporting a vulnerability, we actually reached more of this client group compared to Q1, which shows 

how our increased provision of home visits and EPCs is reaching those in most need.  

Advocacy Support 

These home visits and calls provide repeat support to households in order to resolve complex issues. 

We work closely with our partners in both South Gloucestershire (Sirona Care and Health) where we 

presently employ one advocate and in Gloucestershire (Barnardo’s, GARAS and Inclusion 

Gloucestershire) where we have three advocates.  

 

Figure 9: Energy Advocate support services in Gloucestershire (3 advocates)  

and South Gloucestershire (1 advocate) 
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Figure 10: Financial savings identified and achieved through advocacy services 

Case studies 

Gloucestershire case study  

Elim Housing provide temporary supported accommodation for vulnerable young women who are 

having babies. Our Energy Advocates work Elim residents to help them with their bills, energy use, the 

Warm Homes Discount and Priority Services Register – at a time where they are unlikely to be able to 

cope with this on top of the other pressures they are experiencing.  

One client referred over to our Advocacy services was in debt at the flat she was in. Having recently left 

an abusive relationship in another part of England, she arrived in Gloucester when she was pregnant.  

After having the baby, she moved in with a foster carer for twelve weeks for extra support. The 

supported accommodation in the centre of Gloucester was still there for her, but she wanted to move 

into her own flat and begin an independent life for herself and the baby. However, she couldn’t be 

signed of as capable of living without support until she had the debt sorted out to show she was 

responsible for budgeting. 

The Energy Advocate visited her at the foster carer’s home and called the energy supplier together with 

the client. The previous tenant had left a debt of over £1,000 but because it was a smart meter and no-

one had been in touch with the supplier, they had changed the meter to a pre-payment meter. 

Negotiating with the supplier, the Advocate was able to arrange for the debt to be ‘pushed to the back 
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of the meter’ (meaning the debt will not be collected or affect the person using the meter now) and a 

£20 credit put on the meter.  

The Advocate set the account up in the client’s name and arranged for keys to be sent to her and links 

for her to be able to top-up from her mobile. With these measures in place and the debt written off, we 

then spoke to her support worker, who approved her for independent living immediately, meaning that 

she could bid on getting housing association accommodation. She was so happy as this was the next 

step in her sorting out a new life for her and the baby.  

South Gloucestershire case study 

Our Energy Advocate for South Gloucestershire visited a client after a discussion on the phone about 

fuel vouchers. The client had recently split with their partner and taken sole custody of the children, but 

their benefits were still based upon living alone and child benefit was not yet transferred. This perfect 

storm meant that finances were very tight for the client. 

Our Advocate arranged for the client to receive the full allocation of three emergency fuel vouchers, 

which really helped cover the cost of keeping the energy on. To compound the financial pressure, the 

client was also dealing with a debt accrued by a previous tenant on his pre-payment meters. The 

Energy Advocate therefore contacted the client’s energy supplier and had the debt removed from the 

account. As a result the client no longer faces weekly repayment deductions from their energy top-ups, 

and could apply the fuel vouchers to the account with the debt cleared. 

As part of the advocacy support, our Energy Advocate then went on to discuss the client’s energy use. 

By involving the client’s older children in these discussions, they too took on board the energy saving 

measures suggested, and will be more conscious of their impact on the household energy budget. 

Even simple changes, such as turning off lights when not in a room, will help the household to save 

money on their energy bills. During the visit the Advocate also replaced the client’s old light bulbs with 

LED bulbs throughout the property, which will also help to reduce electricity costs immediately. 
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Future Developments and Insights 

Future Developments 

Gloucestershire Winter Care Funds 

Severn Wye is in discussion with the Gloucestershire Children and Families Commissioning Hub 

regarding some Covid relief funds to support vulnerable families this winter. Of the £100,000 available, 

it is proposed that £65k is used for fuel vouchers across the County, £20k for winter care packages, 

and the remainder to cover small amounts of fuel debt write off and simple energy saving measures. 

This will hopefully be confirmed within the next two weeks but would be a hugely beneficial fund to 

support the most vulnerable in Gloucestershire.  

Smart Meter / Priority Services Register (PSR) pilot project 

Severn Wye has been in discussion with Frazer-Nash Consultancy, who are working with Western 

Power Distribution (WPD) to run a pilot engaging vulnerable customers who have a smart meter and 

are on the Priority Services Register. The project run by WPD is the Vulnerability and Energy Networks 

Identification and Consumption Evaluation (VENICE). The project will use a three-pronged approach to 

support vulnerable customers in the future. The element led by Frazer-Nash Consultancy will explore 

whether smart meter data can be used to identify vulnerable customers and to create a Vulnerability 

Prediction Model. The model would be used to determine if a customer’s energy use history displays 

vulnerability markers. 

Tools like this could enable electricity operators like WPD, in collaboration with other stakeholders, to 

target investment and support at communities where it would be most effective at tackling vulnerability. 

Severn Wye have been engaged to identify eligible vulnerable clients, discuss the project’s aims and 

ambitions and sign up to take part. Each client will be offered a gift voucher as a thank you for taking 

part. We will be aiming to sign up around 100-150 clients in the Warm and Well region.  

Western Power Distribution – Energy Affordability Fund 

We have applied to this fund to offer enhanced home visits and EPCs to vulnerable clients living in the 

region who would not normally qualify under existing schemes. Some funding streams do not cover the 

cost of an EPC and with some properties only being eligible according to their dwelling’s EPC rating, 

this can be a barrier to receiving support. In addition, the application for funding covers a range of low-

cost energy efficiency measures that can be fitted by the assessors during the visit and offer additional 

benefits to vulnerable clients that will help reduce their winter energy costs and help create a warm and 

healthy home. 
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Working with young people and low-income families 

During the COVID pandemic the Resolution Foundation has carried out a vast amount of research; 

recently the 2021 Living Standards report found that financial buffers were incredibly important going 

into the pandemic and that  

‘unsurprisingly, those most likely to have low savings are those on lower income (65 per cent of 

the fifth lowest income families had low savings), younger people and those with children 

(particularly single parents). This is important context for the pandemic because if families with 

low savings experienced a fall in income, they are more likely to need to increase debt or 

reduce spending as a result.’  

These are the groups at financial risk and facing increased energy costs this winter, and are often 

supported by Severn Wye’s advocacy service which is vital support. In South Gloucestershire we are 

currently bidding for a new advocacy project to support young people and low-income families.  

Social Housing Decarbonisation Fund - Wave 1 funding 

Following on from the work with Cheltenham Borough Homes (CBH), Stroud District Council (SDC) and 

Two Rivers Housing on the Social Housing Decarbonisation Fund (SHDF) demonstrator project, BEIS 

is due to release its Wave 1 funding for social housing in January 2022. This funding stream aims to 

improve the building fabric and ventilation of properties including sheltered housing, blocks of flats and 

non-traditional construction.  

SDC is leading the joint application with CBH and Two Rivers, and will be looking to improve over 300 

properties over a 12-month period. Severn Wye will be supporting CBC and SDC with the retrofit 

assessments, coordination, and evaluations. Severn Wye will also be recruiting and training three new 

Retrofit Coordinators on 15-month contracts to help build the region’s retrofit workforce.  

Future Insights 

The increase in household energy costs, as predicted last quarter, has been far worse than initially 

feared due in part to the wholesale gas price rises. The concern is that vulnerable households across 

the region will face significant obstacles to having an affordably warm and a healthy home this winter. 

We are working to support clients wherever possible to overcome these barriers, and the potential of 

additional fuel voucher funds will inevitably be needed to practically support clients through the worst of 

it. However, the concern for vulnerable clients is that another increase to the price cap in April will drive 

hundreds of thousands more UK households into fuel poverty.  

Our primary concern at Warm and Well is that the fuel poverty statistics released earlier this year 

demonstrate that the South West has some of the most expensive housing stock to heat, and has the 
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largest fuel poverty gap in the UK (the reduction in energy bills the average fuel poor household would 

need to escape fuel poverty). With fuel bills only set to rise, this gap will increase in our region and as 

price caps are set higher, we must prepare for more households to fall into fuel poverty this winter. As 

some sources predict up to 500,000 more fuel poor households across the UK, this could translate to 

over 6,000 more fuel poor households in Gloucestershire and South Gloucestershire.  

Earlier this year we recognised the positives associated with the new LILEE fuel poverty calculations, 

which consider the energy efficiency of a property rather than the cost to heat it – and help us to deal 

with inefficient properties directly. But where the key factor is the unit cost of energy, the LILEE 

calculation may inadvertently allow a large and rapidly growing fuel poverty epidemic to go unnoticed. 

A recent report by AgilityEco and Gemserv has highlighted the enormous gap in provision of fuel 

poverty support across England. The report states that unless urgent action is taken, 80% of homes in 

England currently in fuel poverty (circa 2.5 million), will still be by 2030. The report outlines that existing 

schemes will need to be expanded to ensure that an additional £10 billion reaches homes in fuel 

poverty; this could result in a net benefit to the economy by around £15 billion. To ensure the 2030 

target is achieved both government and landlords will need make investment. Download the report 

here: https://agilityeco.co.uk/news/funding-meet-fuel-poverty-target-falls-%C2%A318bn-short.  

Elsewhere, the Committee on Fuel Poverty released their annual report on 13 October The report 

highlights the significant inequalities wherein fuel poor households only receive roughly £0.4 billion per 

year, from a total current budget (aimed at improving energy efficiency and assisting householders to 

pay their fuel bills) of more than £2.55 billion per year. Even with announcements to increase the total 

budget, fuel poor households will only receive £0.6 billion per year under the new proposals. The 

government’s own 2020 fuel poverty milestone was missed and the report highlights that the 2025 

milestone will be missed unless the government makes major changes in how it distributes and targets 

funds. The report can be downloaded here: https://www.gov.uk/government/publications/committee-on-

fuel-poverty-annual-report-2021. 

Of particular note are the Committee’s thoughts on two key areas of delivery affecting Affordable 

Warmth at a local level: 

• ECO4 – “It is particularly disappointing that the proposal for the ECO4 design will only result in 

lifting 70,000 (out of the current 3.2 million) households out of fuel poverty.” 

• MEES – “the Department for Levelling Up, Housing and Communities (formerly MHCLG) 

declined to accept the Committee’s recommendations to implement a Band D target in 2025, 

therefore the new regulations will not have much impact on achieving the 2025 milestone.”  

As we mark 20 years of delivering the Warm and Well service, we are reminded just how important fuel 

poverty alleviation remains, even today.  

https://agilityeco.co.uk/news/funding-meet-fuel-poverty-target-falls-%C2%A318bn-short
https://www.gov.uk/government/publications/committee-on-fuel-poverty-annual-report-2021
https://www.gov.uk/government/publications/committee-on-fuel-poverty-annual-report-2021
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