
Inspiring change for  
people and the environment

Changeworks delivers:
Affordable warmth for a family in need  

After barely surviving the severe winter of 2010, Mr and Mrs M were facing 
another Christmas season with no heating. Already in poor health, the couple’s 
situation raised concern with their local Citizens Advice Bureau who referred 
them to Changeworks’ Affordable Warmth team. The support and advice 
provided by Changeworks resulted in a complete turnaround in the couple’s 
situation, and a new, modern boiler means they will never have to worry about 
being cold in their home again. 

Just before Christmas 2010, Mr and Mrs M’s 20-year-old back boiler developed a leak, and 
subsequently broke down irrevocably. Replacing the boiler was simply not an option for the couple who 
were surviving on minimum income and were not eligible for a national grant. With temperatures below 
zero in their home, the winter was a long, cold one for the couple who survived by huddling together 
for warmth with their pet dog. 

Concerned by their grim situation, the couple’s local Citizens Advice Bureau (CAB) referred the case to 
Changeworks’ Affordable Warmth team. The team provides a free service to vulnerable people, such as 
Mr and Mrs M, offering support and practical help where necessary. Nikki Cutler of  Changeworks took 
on the couple’s case and her first step was to arrange a home visit.  



SUPPORT AND PRACTICAL HELP, BEGINNING WITH A HOME VISIT
“All of  our cases begin with a home visit where we assess the situation. It could be anything 
from people not being able to pay their heating bills, not knowing how to apply for heating 
grants, or simply needing advice on insulation or keeping their bills low,” Nikki explains. 

On visiting Mr and Mrs M, Nikki discovered that they were a very organised couple who had 
already taken advantage of  insulation offers for cavity walls and their loft. They were also 
managing their electricity account via a key meter which helped them to budget, and they 
were consciously limiting their energy use wherever they could in order to save money. She 
also discovered that the couple had assumed gas arrears from Mrs M’s mother, whose house 
they inherited after her death; they were repaying these arrears via Fuel Direct. 

The couple were doing so many things right, but when their boiler broke down, they hit a 
brick wall, according to Nikki. “They simply didn’t have the money to get a new boiler. My job 
was to figure out how they could get the funds to sort out their heating.”

HANDS-ON ASSISTANCE TO FIND AND TAKE ADVANTAGE OF FUNDING
After reviewing the situation, Nikki found that the couple received their gas supply from 
British Gas, and were therefore eligible to apply for funding through the British Gas Trust 
Fund – a fund for British Gas customers who can apply for help with fuel arrears and other 
items. Although Mr and Mrs M had some knowledge of  this fund, and had been given an 
application form by their CAB officer, they had not made the application. 

“In order to get the best results with applications like these, people often need input and 
help from an advisor. This is what I did for Mr and Mrs M and we were successful with their 
application,” explains Nikki. “On 18 November 2011, we secured £3,064 in funding for a new 
condensing gas combination boiler for the couple. I was eager to have the boiler installed 
for them before Christmas so I negotiated an early installation with the gas engineer and the 
boiler was installed in their kitchen just four days later. It was a great result and a wonderful 
Christmas present for the couple.”

A WARM HOME, WITH THE STRESS OF 
BILLS RESOLVED
As well as the funding for the new boiler, the couple also received 
a further £334 to clear their inherited gas arrears. This means 
the couple were back on an even keel with their heating bills, and 
weren’t constantly worrying about meeting this extra payment. 

Getting a new boiler and clearing their arrears has dramatically 
changed Mr and Mrs M’s situation. “I just cannot thank you 
enough – this has changed our lives.  We couldn’t have lived 
through another winter without heating. We send our thanks and 
appreciation for all the care and concern shown to us by yourself  
[Nikki] and all the staff  at Changeworks,” says Mrs M. 

An extremely proud couple, Mr and Mrs M told Nikki they felt 
humbled by the help they received from Changeworks. “They 

regularly asked me was there not someone else out there who I should be helping 
instead. I had to keep telling them that it was my job to help people just like them,” recalls 
Nikki. “It’s so rewarding to help people like Mr and Mrs M and to really change their lives for 
the better.” 

“The couple regularly asked me, 
was there not someone else out 
there who I should be helping 
instead? I had to keep saying it’s 
my job to help people just like 
them.”

Nikki Cutler, 
Affordable Warmth team,
Changeworks
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Changeworks delivers: affordable warmth for a family in need  

Contact the Affordable Warmth team at Changeworks:  

Kirsten Cook
Affordable Warmth Team Co-ordinator
t:  0131 468 8654
e:  kirstencook@changeworks.org.uk
w: www.changeworks.org.uk


