
Energy Best Deal: how it works
And why it makes a difference

This is Sue.
Sue had never switched her 
energy supplier before. She 
wasn’t sure where to start. 

Sue’s story shows how 
our support makes a 
difference.
 

Sue didn’t have much income to live on 
and was worried about the cost of her 
energy bills. She’d recently started  
turning down the heating, even when 
it was very cold. 

Sue found out about Energy Best Deal 
from a friend, and decided to attend. The 
presentation covered a range of topics 
including switching or negotiating with 
providers, what support was available 
and how to be more energy efficient. She 
also took away information to help her 
take action. 

After the session, Sue started to 
regularly look for better deals and knew 
what to do to be more energy efficient.  

In 2017/18, we delivered EBD sessions 
to 5,516 consumers. EBD sessions are 
typically delivered to groups of 
around 7 or 8 people. 

Like Sue: 
● 99% of attendees found the 

session useful 
● 95% felt more knowledgeable 
● 86% took action in at least one 

area after attending the session

Cold homes and unaffordable fuel bills 
can lead to serious problems for 
vulnerable people. Older people, young 
children and those with an existing 
respiratory or cardiovascular health 
condition are most at risk.



We also support those 
on the front line

Energy Best Deal (EBD) was also 
delivered to workers who regularly 
advise or support people with complex 
energy needs.

In 2017/18, EBD sessions were delivered 
to 3,175 frontline workers. Sessions 
covered how to advise people on getting 
the best deal, access support, and 
improve energy efficiency. 

99% of FLWs found the session 
useful
94% reported that their confidence 
in advising clients had improved
91% had since advised clients in 
areas covered by the EBD session.

Sometimes people need 
extra individual help 

This was the case with Brian

Brian needed some extra support - he 
already had some debts he needed to 
manage and was struggling to keep 
up with energy bills. He was 
sometimes choosing between heating 
and eating to make ends meet.

In EBDX sessions, advisers give people 
support tailored to their situations - 
tackling the issues that might be 
occurring alongside their energy issues.

The adviser looked through his energy 
bills alongside other ingoings and 
outgoings, and discussed with Brian 
how he could get a better deal by 
switching. They identified that he was 
eligible for extra support from his 
supplier, and discussed how they could 
get his debts under control. 

Brian saved £250 a year by switching 
energy provider, and successfully applied 
to be put on their Priority Service 
Register. The adviser also helped him to 
have his debts rescheduled so they were 
more manageable. 

Like Brian:
● 82% had their problem solved
● 94% took action in at least one 

area following the session

In 2017/18, we delivered Energy Best 
Deal Extra (EBDX) sessions to 7,568 
consumers. These were delivered 
one to one, and usually face to face



What did we find? 
Energy Best Deal (EBD) - Consumers

What we delivered

Who we delivered to

What happened as a result (short term)

What happened as a result (long term)

5,516
Consumers attended an 

EBD group session

1 in 2 (48%)
Were aged 65+

7 in 10 (72%)
Had an income of less 

than £16,190 a year
 

1 in 2 (51%)
Were disabled or 
had a long term 
health condition

 

3 in 5 (60%)
Were concerned 

about paying their 
energy bills

Almost all (99%)
Consumers found the 

session useful

Almost all (95%)
Reported that their 

knowledge had improved 
in at least one area

Almost all (97%)
Said they were likely to 
take action in at least 

one area

4 in 5 (84%)
Were likely to share 

what they had learned 
with someone else

Nearly 9 in 10 (86%)
Took action in at least one area

More than 2 in 3 (67%)
Acted to reduce unnecessary 
energy spend (e.g. switching)

Nearly 3 in 5 (65%)
Made changes to improve 

energy efficiency

More than 1 in 5 (21%)
Were added to their provider’s 

Priority Services Register



What did we find? 
Energy Best Deal (EBD) - Frontline workers

What we delivered

Who we delivered to

What happened as a result (short term)

What happened as a result (long term)

3,175
Frontline workers attended 

an EBD group session

More than 4 in 5 (85%)
Estimated that at least 1 in 5 of 

people they support are fuel poor

More than 1 in 3 (38%)
FLWs who gave feedback were 

from local Citizens Advice
 

More than 6 in 10 (62%)
were from other organisations 

(e.g. charities, DWP, JCP)

Almost all (99%)
FLWs found the session 

useful

More than 9 in 10 (94%)
Reported that their confidence in 

advising consumers had 
improved in at least one area

More than 9 in 10 (91%)
Had advised clients in at least one area covered by the EBD session

7 in 10 (71%)
Had advised consumers on 
getting a better energy deal

2 in 3 (65%)
Took action on their own 
personal energy matters

3 in 5 (61%)
Had advised consumers on 

energy efficiency

2 in 3 (65%)
Reported thinking that fuel 

poverty was a more 
important issue than before



What did we find? 
Energy Best Deal Extra (EBDx)

What we delivered

Who we delivered to

What happened as a result (short term)

What happened as a result (long term)

7,568
Consumers attended a 

one-to-one EBDx session

2 in 5 (42%)
Had an income of less 

than £16,190 a year
 

1 in 2 (47%)
Were disabled or 
had a long term 
health condition

 

1 in 3 (35%)
Couldn’t afford to keep 

their home warm 
enough in winter

9 in 10 (94%)
Rated their experience 

positively

Almost all (95%)
Would recommend 

EBDx to other people

4 in 5 (82%)
Said that their problem 

was resolved

£1.4 million
In financial outcomes 

for consumers

More than 9 in 10 (94%)
Took action in at least one area following support

More than 3 in 4 (76%)
Acted to reduce unnecessary 
energy spend (e.g. switching)

Nearly 3 in 5 (59%)
Made changes to improve 

energy efficiency

More than 1 in 4 (26%)
Were added to their provider’s 

Priority Services Register

3 in 4 (76%)
Were concerned about 
paying their energy bills


