Case study

What are case studies?

Case studies share what people and organisations
have learned from delivering or developing a
project or programme. They can help you to see
what has worked on the ground and can give you
ideas about how to tackle problems. They can also
signpost you to people and organisations you may
want to talk to.
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Many households are expecting cuts in
incomes as living costs are expected to
increase and employers are looking at pay-
freezes and redundancies. Older people with
pensions are on a fixed income and are unable
to keep up with rising costs and may also be
faced with cuts, and households who rely on
benefits may be facing cuts in their incomes as
a result of the Government's review on
benefits.
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and to enable housing repairs

Identifying energy efficiency improvements,
such as insulation measures or heating
system upgrades

Working with appropriate bodies to secure
the funding and ensure that installation is
carried out

Liaising with suppliers to ensure that
households are on the best possible
payment method and tariff for their needs
Engaging with suppliers to ensure that
arrears are repaid at an affordable rate and
using the best p@ssible method of
repayment
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e People with learning difficulties
e Those whose first language is not English
e People with mobility issues.

The team will access suitable interpreters
and/or provide information in formats that suit
individual client needs. They will also work
with carers, support workers and other third
parties to help facilitate support.

Outreach and community partnerships

Work is closely carried out with a wide range of
community groups, housing associations, local
authorities, health visitors and carers groups,
citizens advice groups, fuel suppliers and with
many specialist voluntary organisations and
public sector bodies.

their fuel consumption and/or debt in order to
avoid future problems. The service also offers

training and coaching to carers, support
workers, social workers and others who work
with vulnerable people, such as those with
learning difficulties, so that they can assist the
householder to manage their fuel costs and
bills. The project is funded by the Big Lottery
Fund until November 2014.
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be confirmed following end March 2011.

Forecasted annual figures, based on
completed work during the first three quarters
of the year to December 2010, are:

e Fuel Billing Savings made by clients this
year due to direct fuel billing interventions
made by advisors (including correcting
billing errors, wrongly billed debt or incorrect
tariffs): £42,500

Lifetime Savings to Clients based on energy
efficiency advice and income maximisation
measures: £58,000

e CO2 lifetime savings: 773 tonnes

e Cases closed: 833

suppo;f from Changeworks’ Energy and Affordable
Warmth Aadvisor.

Background leading client to Changeworks

The client, a single mother with two older
children living at home recently became a
kinship carer for her 23 month old
granddaughter. She was diagnosed with
cancer five years ago and has undergone
chemotherapy. At the same time she lost her




mother to cancer and nursed her father who
also had cancer. The client was previously a
nurse, but has since had to leave the
profession due to her illness and caring
responsibilities and is now reliant on benefits
to support her family. As a result of the
chemotherapy, she is riddled with arthritis in
her fingers and has prolapsed discs in her
spine. One of the daughters living with her has
an overactive immune system, gastro-intestinal
issues and hypersensitivity syndrome. For
nutrition, she relies on a battery charged
feeding tube, resulting in increased electricity
consumption.

What the Changeworks advisor found

The client lives in an all electric, hard to heat,
local authority house. Her home is due to be
demolished and the client is waiting to be re-
housed. Having paid over £7,000 to heat her
home in the past three years, she cannot
afford to eat and pay her electricity bills — 37%
of her annual income was going to her
electricity supplier.

What the Changeworks advisor did next

It was clear the client’s fuel spend was beyond
extreme fuel poverty and her family were
suffering as a result. The advisor’s three key
aims were to:

o Keep the house warm at an affordable cost

¢ Increase the household income

e Increase the energy efficiency of the
housing if possible.

The advisor referred the client to the Social
Work Department for kinship care allowance
and child benefit. The client was awarded
these and, as a result, her annual income has
increased by £5,900. Social Work is now
working with the client to claim child tax credit
for her granddaughter, which will further
increase her income. The advisor also referred
the client to the charity Kinship Carers in
Edinburgh for advice, support and a respite
caravan holiday. The client will receive a
family holiday at Haven’s Seton Sands for one
week free of charge.

What the client was coached and supported to do for
themselves

Together, the advisor and client contacted her
energy supplier to access the priority service
register and social tariff. The social tariff was
backdated by three months. A payment plan
for fuel was also set up.

What was the result?

After receiving the advice and support from
Changeworks, the client is now spending 9.2%
of her income on fuel costs, a considerable
reduction from the original 37%. However the
client is still struggling to pay the bills. She is
about to be re-homed in a more energy
efficient property with gas central heating and
is looking forward to even more affordable fuel
bills. The advisor continues to work with the
client to reduce poor health and health
inequalities by promoting joined up working
with many different organisations including
housing, social work and health. They both
hope the planned house move will improve the
client’s health and finances further.

Lessons learnt

One of the recurring challenges the advisors
face is assisting people that live in hard to treat
homes. An example of this is solid walled
properties where conventional insulation
measures such as cavity wall insulation are not
applicable, particularly those in off gas areas
that are reliant on electrical heating. Often,
despite all the energy efficiency advice,
income maximisation, fuel biling advice or
advocacy and installation of applicable energy
efficiency measures, the property itself still
remains too expensive to heat. Solutions can
be prohibitively expensive with limited grant
support and in many cases, particularly for
internal solid wall insulation, householders are
reluctant or are unable to move out to allow the
works to be conducted.

One good thing

In-depth, bespoke advice, coaching and
mentoring, delivered face to face can ensure
that clients experience tangible, longer-term
and sustainable benefits and a reduced risk of
fuel poverty. Once a client gains the in-depth
understanding of energy consumption, fuel
billing and how to communicate with suppliers
they will take that knowledge with them for life.
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Regeneration, which is part of the Scottish Government. We
support our public, private and voluntary sector delivery partners to
become more effective at:
e regenerating communities and tackling poverty
developing more successful town centres and local high streets
creating and managing mixed and sustainable communities
making housing more energy efficient
managing housing more efficiently and effectively

We do this through:

® coordinating learning networks which bring people together to
identify the challenges they face and to support them to tackle
these through events, networking and capacity building
programmes

identifying and sharing innovation and practice through
publishing documents detailing examples of projects and
programmes and highlighting lessons learned

developing partnerships with key players in the housing and
regeneration sector to ensure that our activities meet their
needs and support their work

Scottish Centre for Regeneration, Scottish Government, Highlander
House, 58 Waterloo Street, Glasgow, G2 7DA

Tel: 0141 271 3736 Email: contactscr@scotland.gsi.gov.uk
-Website: www.partnersinregeneration.Com - -« c e cccccccacmcanx
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