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Overview of project
National fuel poverty figures consistently highlight
that the number of people living in Cornwall and
the Isles of Scilly who struggle with their energy
bills is significantly higher than other parts of the
country.
Between October 2011 and October 2014,
Community Energy Plus’s Warm Me Up project
delivered a holistic fuel poverty advice service
which improved the quality of life of hundreds
of vulnerable people in Cornwall and the Isles of
Scilly. The project was made possible thanks to a
significant grant from the Big Lottery’s Reaching
Communities Fund.
The project focussed on helping householders
to develop life skills in energy management as
a pathway to enjoying warmer, healthier homes
and a future free from the misery of living in cold,
damp homes that are expensive to run.
Key to the project’s success was the innovative
approach taken to improve the accessibility of fuel
poverty advice. The Warm Me Up team provided
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home visits, outreach events, energy surgeries
and also worked closely with communities and
frontline practitioners to ensure that the service
reached the people who needed help the most
and maximised the support available to them
through cross referrals to other services.
Over 1800 householders received advice and
practical support from the project during three
years of delivery. Follow-up evaluation with those
helped by the project has shown the long term
value of the services provided, as householders
report that they have taken steps to more actively
manage their energy bills and enjoy improved
quality of life and wellbeing.
Another lasting legacy of the project are the 351
frontline workers and volunteers equipped with
the skills to spot the signs of fuel poverty. These
fuel poverty champions can help ensure that some
of the most vulnerable members of our community
access the support they need to stay warm and
well in the winter months.

The need for the project
National fuel poverty figures consistently highlight
that Cornwall and the Isles of Scilly have higher than
average percentages of households living in fuel
poverty.
Those most at risk include:
• the elderly
• lone parents
• disabled/ long term sick (especially people with
respiratory, cardiovascular illness or prone to falls)
• people living in un-insulated or ‘hard-to-treat’
homes
• unemployed people and benefit claimants.

“We’re now more confident
in what our usage is and
can set aside money for the
family as a result of this. We
more or less know what we’ll
use each week now and can
budget better.”
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It is important to recognise that people at risk of
living in fuel poverty don’t identify themselves as
being fuel poor. While they may worry about the
cost of energy bills and may self-disconnect or limit
how much they use their heating systems, the stigma
attached to poverty means that many people that
need support are reluctant to claim benefits they’re
entitled to and effectively remain hidden. These ‘hard
to reach’ individuals were the people that this project
aimed to help.
Community Energy Plus recognised that there was
a need for a service which could deliver advice and
practical support for those in fuel poverty which
was tailored to individual needs. There was also
an opportunity to link up with complementary
services and partners on cross-referrals and joint
promotion to ensure that hard to reach individuals
were encouraged to access services to improve their
situations.

Increased risk of fuel
poverty and poor health

“My stress levels were
reduced significantly and
have altered the medication
I needed because my debt
was reduced.”
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Project delivery
The Warm Me Up project team delivered advice
services and frontline worker training for three
years from January 2012 to October 2014. The
fourth year of the project, October 2014-October
2015, was focused on data collection, analysis
and evaluation. A full winter heating season was
allowed to pass before requesting feedback from
customers in order to allow time for longer term
impacts like savings from insulation measures or
tariff switching to have effect.
Improved access to services was achieved by
offering a choice of communication methods for
receiving advice and by stimulating referrals to
the Community Energy Plus helpline from frontline
workers and volunteers on behalf of vulnerable
people.

Phone Advice
A Freephone helpline was made available for initial
advice and arrangement of follow up advice and
home visits by the project caseworker.
Referrals were also made to heating and insulation
grant schemes and services offered by Community
Energy Plus and other frontline organisations
(for example Inclusion Cornwall for the Winter
Wellbeing Emergency Fund, Age UK for insulation
grants and CAB for fuel debt advocacy).

Energy Advice Surgeries and Outreach
Free face to face advice was made available at
venues across the county. Some of the 65 energy
advice surgeries were delivered as part of a wider
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package of help and activities offered by frontline
organisations at community and health themed
events.

Home visits

305
People
advised
in their
homes

Advice in the home made the service more
accessible to people who were housebound,
disabled, unwell or otherwise unable to travel
to the advice surgeries (17.3% of households in
Cornwall don’t own a car and public transport
services in rural areas are very limited).
Home visits also enabled the Warm Me Up team
to accurately assess the home and its heating
issues. This often included identifying the causes
of damp and mould, assessing the suitability of
the home for heating and insulation measures,
checking room temperatures, analysing energy
bills and demonstrating how to read meters and
use heating controls. A common issue was a lack
of knowledge about the correct way to use night
storage heater controls which led to energy being
wasted and rooms under-heated. Ongoing support
was provided after the initial advice visit.

ADVICE
SURGERY

For instance, the caseworker engaged with energy
providers on behalf of clients to solve energy
debts and avoid court action.
Advocacy work was also provided between
tenants and housing providers – reminding
landlords of their responsibility to provide suitable
heating systems, to bring properties up to
acceptable insulation standards and addressing
general points of disrepair.
This project highlighted that there are a number
of barriers which can prevent vulnerable people
from taking action to improve their situation; these
can include unease with placing demands on
landlords and embarrassment about applying for
benefits. Our experience further emphasises the
value provided by advocates acting on behalf of
vulnerable householders.

623

People attended
advice surgeries
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Frontline worker training and referrals

Half day fuel poverty workshops were delivered to
frontline workers and volunteers in contact with
vulnerable people. The aim was to trigger project
referrals from the most vulnerable people, thus

351
Frontline workers
& volunteers trained

making the service accessible to those who might
be too cautious or unable to proactively seek
advice.

443
Referred to Community Energy Plus
by someone trained by the project

Isles of Scilly activity
The islands have no access to mains gas making
the residents reliant on expensive heating fuels like
electricity, solid fuels, oil and bottled gas.
Due to a lack of existing information on properties
and energy use in the Isles of Scilly, the project
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carried out a survey to help identify what kind
of help was needed. The survey findings were
presented to the Cornwall and Isles of Scilly Health
and Wellbeing Board and Partnership Team in
October 2013.

Coordination with other activities
The Winter Wellbeing Programme for Cornwall
and the Isles of Scilly was launched in December
2011 and helped to forge a partnership of frontline
voluntary and community sector organisations
to deliver a range of services intended to reduce
excess winter deaths due to cold housing.
Community Energy Plus values its position
within the wider network of charities and public
sector organisations across Cornwall that deliver
services to support vulnerable householders. The
network includes a diverse range of organisations
from GP surgeries, food banks, social housing
providers and the Cornwall Residential Landlords
Association, to Age UK Cornwall, the Royal British
Legion and the Cornwall Rural Community Charity.
One of Community Energy Plus’s strengths is its
culture of integrating multiple services, projects
and funding streams so that customers receive
the most comprehensive and seamless package of
help available.
Community Energy Plus manages the Winter
Wellbeing helpline that provided a ‘triage’ service
identifying the caller’s needs and referring them
to relevant sources of help across the partnership.
The Winter Wellbeing project integrated well with
Warm Me Up, providing additional short term
funding to increase capacity and interventions

over the busy winter period, whilst Warm Me Up
ensured the continuity of support across the year
and a deeper advice intervention.
In the winter of 2012-13 Cornwall Council secured
a Fuel Poverty Fund grant from the Department
of Energy and Climate Change which enabled
insulation and heating grants to be made available
to vulnerable people. Community Energy
Plus managed this alongside existing heating
and insulation projects, enabling Warm Me Up
customers to enjoy a seamless journey from
first contact to advice, grant application and
management of installers.
Community Energy Plus was also able to
help Warm Me Up customers to access free
membership of its Oil Buying Club (Community
Energy Club) which negotiates bulk purchase
discounts with heating oil suppliers and
discounted boiler servicing.
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Case study
“I really don’t think I would have survived if I hadn’t received help from the team when I did. It
was a dire situation and I feel their quick and decisive actions on my behalf saved my life.”
Jane, 52, from West Cornwall contacted Community
Energy Plus in November 2012 asking for help to fix
her heating system. She had been referred by another
agency after trying many other options, all of which
had resulted in dead-ends and led to mounting
frustration.
Her boiler, which was 20 years old, wasn’t working as
it was unsafe. She had no money to pay for repairs,
or for a replacement boiler. She lived alone and had
several health issues, including arthritis, asthma and
diabetes. She also suffered from depression. Jane
received some income support and incapacity benefit
and lived in a shared ownership property.
The situation had become increasingly desperate.
Two weeks in November had passed without heating
or hot water as Jane unsuccessfully sought help.
“I was passed from pillar to post,” she explained,
“I seemed to fall through every gap in funding and
didn’t qualify for help from anybody. My health
deteriorated and my asthma became worse than ever.
I put this down to the damp in the house and the
mould that had started to grow. I really thought I was
going to freeze to death.”
Jane explained what it was like to live without heating
or hot water in the winter. “I had to boil water to
have a wash, and walk up the stairs with the kettle – I
was always afraid I would fall over and scald myself.
I stayed in bed longer just to keep warm and my
physical and mental health suffered. I didn’t have the
energy to leave the house and I felt so ill. The worst
thing I think was the damp. Every morning I had to
get up and put on damp clothes. That’s a horrible
feeling.”
On contacting Community Energy Plus, Jane was
put through to the Warm Me Up Team. When the
caseworker visited the property, “She immediately
agreed that the house was way too cold,” recalled
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Jane. “She asked me a lot of questions and was very
empathetic. She filled out several forms on my behalf
as by this stage I was too poorly to do that myself. I
think she saved my life. I really do.”
The Warm Me Up caseworker got everything moving.
She found a finance option which would see the
boiler replaced and negotiated with the installer to
ensure that Jane’s boiler was installed within a week
of the home visit, instead of waiting for up to three
months.
“I will never forget that feeling of being warm again,”
said Jane. “I didn’t realise it but I had become numb
with the cold. Having a warm shower was amazing.
It was like someone had waved a magic wand. I feel
a lot better now. Not only am I much warmer, I don’t
have the stress of worrying about maintaining an old
boiler. The new one is also much quieter and cheaper
to run.”
However, Jane is still feeling the impact of the gap
between her income and energy prices. “I can’t afford
to use the heating as much as I would like. I’m scared
to put the thermostat over 15 degrees. I also had to
fight my energy company as they wanted to put my
direct debit up, even though I am always in credit.
I struggle to afford my bills, but at least I am not in
debt. The house might not be particularly warm, but
now it isn’t damp.”
Jane also felt that the period without heating or
hot water impacted on her health. “My asthma and
arthritis have both got worse. The weeks of damp and
mould have taken their toll.”
However Jane still feels she is lucky. “I am incredibly
grateful to those that helped me. I really don’t think
I would have survived if I hadn’t received help from
the team when I did. It was a dire situation and I feel
their quick and decisive actions on my behalf saved
my life.”

Impacts & achievements of the Warm Me Up project

1806

1806 households received fuel poverty advice,
benefiting 5000 people

1806

1806 households received fuel poverty advice,
benefiting 5000 people

347

347 energy saving or heating measures were
installed, saving a collective £321,000 on
energy bills
347 energy saving or heating measures were
installed, saving a collective £321,000 on
energy bills
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£9,585 of additional Warm Homes Discount
payments were claimed

£9,585

£9,585 of additional Warm Homes Discount
payments were claimed

£9,585
Feedback from people who have benefited from the project has shown that:

BILL
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60%

60% positively changed their behaviour
to reduce their energy bills
60% positively changed their behaviour
to reduce their energy bills

60%
56%
56%

56% acheived savings on their energy bills
(despite large increases in energy prices
at this time)
56% acheived savings on their energy bills
(despite large increases in energy prices
at this time)

54% now enjoy improvements to their
quality of life and wellbeing

54%

54% now enjoy improvements to their
quality of life and wellbeing

54%
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Conclusion

The Warm Me Up project was delivered during a
period of continuing change and uncertainty in
energy policy and welfare reform, which resulted in
fluctuating availability of funding for insulation and
heating grants, and an increased need for support.
The project achieved its aim of improving the
life skills of individuals who received support.
The advice given was particularly successful
at enabling a high percentage of customers to
change their behaviour and apply their new skills
to more actively manage their energy bills.
The biggest beneficial impact was experienced
by those who received energy efficiency
improvements, had their heating system repaired
or had help that relieved them of worry about high

energy bills or fuel debts.
The frontline worker training improved access to
fuel poverty services, as did other approaches
including partnership working and outreach events.
The project achieved national recognition when
it was selected as a best practice example by the
Department of Energy and Climate Change in
‘Cutting the Cost of Keeping Warm: The New Fuel
Poverty Strategy for England’ which was published
in March 2015.
Demand for the service was much higher than
anticipated, demonstrating the need for the
project while enabling a large number of people to
access help by different routes.

The need for the service continues and demand is particularly high in the winter
period. Community Energy Plus is taking the lessons learned from delivering Warm
Me Up to develop proposals for a follow-on fuel poverty advice service to respond
to continuing demand and to find new ways to make contact with the hardest to
reach individuals and homes.
WAY AHEAD

“I am less anxious about
finances and feel able
to manage my heating
better.”
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“We are very much warmer in the winter, thanks to you and the
heating system, thank you. I am so thankful for the help I have
received through yourselves - it really is so much appreciated.
Thank you.”

“I think it is shame that the people who suffer are the most
vulnerable-young children and old people. We are a well-educated,
well informed family and we have struggled to understand the jargon
surrounding our energy usage and bills. I can’t imagine how stressful
it must be for older people to receive a really high bill and not
understand how or why or what they can do about it.”

“I have found the help and advice given most useful in providing
additional heating and insulation work to my property, without the
help provided I could never have contemplated the work that has and
is being done via the schemes you operate. Your staff have been most
helpful at all times.”

“I’m not worried about leaving my heating on for longer as the new
boiler is more efficient. Since having the outside insulated, plus the
underfloor insulation, the home stays warmer for longer.”

“Electricity costs have gone
up, but I monitor our usage
and I’m not so frightened of
keeping the heating on when
needed (so we are warmer
for, in effect, less money!).”
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Community Energy Plus
Community Energy Plus is an award-winning
charity and social enterprise that provides
complete energy answers to help householders in
Cornwall enjoy warmer, energy efficient homes as
part of a more sustainable future.
Since 1998 the charity have worked in partnership
with a wide range of public, private and third
sector organisations to support a variety of
innovative projects relating to energy efficiency
and renewable energy including community
ownership models.
To date the charity has advised over 167,000
households and delivered over £11m worth of
energy saving and heating improvements to over
26,000 homes in Cornwall. Community Energy
Plus programmes have helped over 60,000 people
to save over £2.9m per annum on domestic energy
bills and over 543,000 tonnes of CO2.

Community Energy Plus
35 River Street
Truro
TR1 2SJ
01872 245566
Freephone advice line:
0800 954 1956
www.cep.org.uk
enquiries@cep.org.uk
Registered charity number 1068990.

The Big Lottery Fund
The Big Lottery Fund supports the aspirations
of people who want to make life better for their
communities across the UK. They are responsible
for giving out 40% of the money raised by the
National Lottery and invest over £650 million a
year in projects big and small in health, education,
environment and charitable purposes.
Since June 2004 the Big Lottery Fund have
awarded over £8 billion to projects that change
the lives of millions of people. Every year they
fund 13,000 small local projects tackling big
social problems like poor mental health and
homelessness.
.

