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    Raising awareness of

        
  energy savings and

help in paying bills

Energy Best Deal sessions are often delivered to people who are isolated and ’hard-to-
reach’. In one such case, Liverpool Central CAB worked in partnership with Merseyside 
Society for Deaf People to deliver training. The session was delivered by the bureau’s 
Financial Capability trainer, and was translated into British Sign Language (BSL) by an 
interpreter. Before the session could take place the training material, resources and 
evaluations had to be adapted so that they were accessible to BSL users. During the 
course of the session, participants shared the problems they faced dealing with financial 
issues (for example most energy companies only deal with customers on the telephone 
and would refuse to communicate via a third party). The feedback from the participants 
was that they had found the information very useful.

Liverpool Central CAB and Merseyside Society for Deaf People.

Frontline workers interviewed by the Centre for Sustainable 
Energy following the session were asked to think of 
a specific case where they had helped a client using 
information from the Energy Best Deal session. One 
frontline worker from a Citizens Advice Bureau described a 
client who was referred to her by a hospital. The client was 
elderly and unwell and needed the house to be as warm as 
possible, as well as needing advice on money management. 
The frontline worker gave the client information about 
switching to a cheaper tariff, helped the client to fill out 
forms for a Warm Front grant, and advised on free cavity 
wall insulation. The client switched suppliers and saved 
money, was given a Warm Front grant, and received cavity 
wall insulation.

What happens next?
Significant numbers of people are continuing to 
come to bureaux for support on energy matters. 
We know that many consumers struggle to manage 
their energy bills.

Twenty five per cent of consumers attending 
Energy Best Deal sessions find their winter fuel bills 
impossible to manage or a financial strain and a 
further 28 per cent find them a worry.

Attitudes to winter fuel bills
Energy prices are expected to continue rising and 
this means people on low incomes will continue 
to need help to reduce their energy bills. We have 
shown that this campaign makes a difference and 
there is an appetite for more. We have funding 
confirmed to deliver another Energy Best Deal 
campaign between October 2012 and March 2013. 
We look forward to helping many more consumers 
on low incomes and the frontline workers who 
support them.

Not a problem

6%

3%

6%

14%

19%

21%

19%

0

5

10

15

20

25

30

35 England %

Scotland %

Wales %

All %

Impossible to manage 
- I am already in debt 

to my fuel supplier

A financial strain 
sometimes I have to 
switch the heating 

off...

A worry, but I’m able 
to manage without 
skimping on other 

essential household 
bills
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concerned about but 

not a major worry
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Further Information

www.ofgem.gov.uk/consumers

For more information about Energy Best Deal, including a range of resources 
and publications from previous campaigns and the full evaluation report, visit the 
Citizens Advice website

www.citizensadvice.org.uk/financialskillsforlife
(click on Our projects > Energy Best Deal):

You can also contact Beth Bell at beth.bell@citizensadvice.org.uk  
or call on 01565 733761.

Citizens Advice
Registered charity number: 279057
Citizens Advice is an operating name 
of the National Association of Citizens 
Advice Bureaux

Scottish Association of Citizens Advice 
Bureaux - Citizens Advice Scotland 
(SC016637)

September 2012

Energy Best Deal was supported by British Gas, 
EDF Energy, E.ON, npower, ScottishPower, and 
Scottish and Southern Energy.

Airdrie Citizens Advice 
Bureau delivered an Energy 
Best Deal session at a local 
centre where people affected 
by cancer meet. One couple 
attending had particular health 
problems that meant they 
needed to keep their home at 
a high temperature and take 
frequent baths. The couple 
rarely go out or see anyone, 
so had never heard about 
help available from suppliers 
and how to save energy until 
they heard the Energy Best 
Deal presentation.They left 
the centre very happy and 
said they would contact their 
energy supplier to see if they 
were on the cheapest tariff.
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Why Energy  
Best Deal?
Many consumers are struggling to keep on top of 
their energy bills, especially due to the recession and 
increasing energy prices. We know that vulnerable 
consumers, such as disabled or chronically ill people, 
are especially at risk.

• Between January and December 2011, Citizens 
Advice Bureaux in England and Wales helped with 
over 97,000 fuel debt issues.

• During the same period, there was a 117 per cent 
increase in the number of people looking  
at the Citizens Advice website,  
www.adviceguide.org.uk, for information about 
how to get a cheaper energy deal.

• Citizens Advice Bureaux in Scotland helped with a 
total of over 3,000 fuel debt issues in   
2011/12.

• Ofgem found during 2011 that, on average, 
people owed between £350-£400 to their energy 
supplier.

Consumers require impartial information to help 
them reduce their energy consumption, get the best 
energy deal for their circumstances and advice on 

where to find help if they are 
struggling with their bills.

Energy Best 
Deal 2011/12
Energy Best Deal is a 
consumer campaign 
developed by Ofgem and 
run by Citizens Advice in 
England and Wales and 
Citizens Advice Scotland 
in Scotland. This year the 
campaign was funded 
by the six largest energy 
suppliers: British Gas,  
EDF Energy, E.ON, npower, 
ScottishPower, and Scottish 
and Southern Energy. It 
provides trainer-led group 

information sessions to frontline advice workers and 
consumers.

Sessions raise awareness on how to:

• reduce energy costs by switching tariff / payment 
method / supplier

• get help from suppliers and government if paying 
energy bills is a struggle

• save money by being more energy efficient at 
home.

Sessions reach a range of consumers, but are 
particularly designed to benefit people on low 
incomes. Almost three quarters of consumers 
attending were unemployed, retired, disabled or long 
term sick or caring for others. Almost two thirds of 
frontline workers attending sessions estimated that 
between 40 and 80 per cent of the people they work 
with suffer from fuel poverty.

Feedback from Energy Best Deal sessions shows 
that they have a real impact; significant numbers 
take action to improve their situations and pass 
information to others.

Campaign evaluation 
2011/12 
 
The Centre for Sustainable Energy (CSE) carried 
out an evaluation of our 2011/12 campaign. CSE 
surveyed attendees through questionnaires and 
telephone interviews. They also carried out a small 
scale follow-up survey of attendees from our 
campaign last year.

Who delivers the training?

In Scotland, training is coordinated by Citizens Advice 
Scotland and delivered by bureaux.

In England and Wales, training is delivered via 
regional financial capability forums. Forums provide 
a focus where agencies with an interest in financial 
capability can get together to share best practice, 
network and get joint initiatives off the ground. 
More than 150 different regional financial capability 
forum members delivered Energy Best Deal sessions. 
About half of these were Citizens Advice Bureaux 
and the rest were other forum partner agencies, 
such as independent advice agencies, social housing 
providers, credit unions, employment advice agencies 
and volunteer agencies such as those supporting 
people in rural areas, older people and people with 
health problems. 

Who benefits?
• Only 22 per cent of consumers attending the 

sessions were in work. 41 per cent were retired,  
14 per cent were disabled or long-term sick,  
14 per cent were unemployed, 3 per cent were 
caring for others and 2 per cent were students  
(4 per cent answered ‘other’).

• Forty two per cent of consumers were social 
housing tenants and a further 11 per cent were 
renting their home from private landlords.

• Sessions were delivered to a range of vulnerable 
groups and the workers who support them. These 
included vulnerably housed people, young parents 
and people living with long-term health issues such 
as mental health problems, cancer, brain injuries 
and HIV.

What organisations are frontline 
workers from?
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Extended 

School 5%

Community 
Organisation 8%

Other 10%

Other Voluntary 
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Local 
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Other Public 
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Housing 
Association 17%
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Impact
• Over 1,300 sessions were delivered.

• More than 6,000 frontline workers and 8,400 
consumers attended sessions.

• By spring 2013, an estimated 91,000 additional 
consumers will benefit as a result of frontline 
workers passing on what they have learnt.

Consumers
Consumers found the sessions useful and spread the 
word to family and friends. At the end of the session:

• Ninety seven per cent of consumers said that they 
found it useful.

• Seventy six per cent of consumers said they would 
definitely or probably do something as a result.  
  

During follow-up interviews with 153 consumers two 
to three months after the session:

• Thirty six per cent had taken action to get a 
better deal, including contacting their  
existing supplier to get a better tariff and looking 
at switching websites.

• Fifty six per cent of those who looked for a better 
deal found one.

• Eighty one per cent of those who found a 
better deal switched, a further 13 per cent were 
intending to switch.

• Forty six per cent had taken some kind of action to 
reduce their energy use.

• Thirty per cent identified low or no-cost actions 
such as monitoring appliance use, draught 
proofing and turning down the heating.

• Twelve per cent had already installed, were 
installing or were looking into installing, large 
scale measures, such as cavity wall insulation, loft 
insulation, solar panels and new boilers. 

Frontline workers
• Eighty one per cent of frontline workers said the 

session had changed their opinion on the  
importance of fuel poverty for the people they 
work with.

• Ninety seven per cent said that they felt better 
informed as a result of the session.

During follow up interviews with frontline workers 
two to three months after the session:

• Seventy three per cent said they have provided 
information to clients on the topics covered more 
frequently since the presentation than before.

•  Eighty per cent said they expect to use the 
information to help their clients frequently in the 
future.

• Thirty per cent said it helped them with new 
topics, 34 per cent said it helped them with both 
new topics and topics they were already advising 
on and 28 per cent said that the presentation 
helped them with topics they were already 
advising on.

In interviews conducted 
by CSE around two 
months after the 
session, 70 per cent of 
consumers said they 
had already passed 
the information on 
to friends and family 
and 86 per cent of 
frontline workers had 
already shared learning 
with colleagues at their 
organisation.

A recent widower (aged 88 and mainly 
housebound) had been unable to find the 
paperwork relating to his household bills, 
which his wife always managed. He was 
concerned about paying his heating bills 
and was unsure of what benefits he was 
receiving and what he was entitled to. 
Following the Energy Best Deal session, 
he was helped to write a letter to his fuel 
company explaining his situation. As a result 
his energy tariff was changed, helping him 
save £20.00 per month.

The man explained, “I felt so helpless and 
alone. Had I not gone to the coffee morning 
and heard the presentation I would have 
been in a right old mess.”
Chiltern CAB
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