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Summary  
 
Citizens Advice delivers a suite of energy advice and information projects, including 
Energy Best Deal (EBD) and Energy Best Deal Extra (EBDx) programme funded by five 
energy suppliers  over the winter of 2017/18.  1

 

Energy Best Deal (EBD) 
 

From November 2017 to March 2018, we delivered 796 EBD sessions. 
 

We delivered sessions to 5,516 consumers.  
 

● EBD is reaching those who are at risk of, or in fuel poverty, and who might 
benefit from the EBD based on their consumer behaviour and circumstances.  

● The overwhelming majority - 99% - found the sessions useful 
● 95% felt more knowledgeable on at least one energy related topic; 97% said 

they were likely to take action following the session.  
● 86% of consumers took action in at least one area following their EBD session 
● 75% of consumers are able to keep their home warm enough in winter 

following support, but 38% are still struggling to meet energy costs. 
● Private renters - a group particularly likely to be in fuel poverty - are 

underrepresented in EBD consumers. New ways to reach this group should be 
explored. 

● Consumers were more likely to make simple changes to the way they use 
energy in their home than to make more resource-intensive changes such as 
switching provider or applying for the Warm Home Discount. 

 

We also delivered sessions to 3,175 frontline workers. 
 

● EBD is reaching those who support consumers with energy and fuel poverty 
needs - 85% report that more than 1 in 5 of those they support are fuel poor. 

● As with consumers, 99% said that they found the session useful 
● 65% of FLWs thought that fuel poverty was a more important issue than they 

had done before. 
● 94% reported that their confidence in advising clients had improved in at least 

one area following their EBD session. 
● 99% of follow up FLWs said that the EBD session had enabled them to give 

more accurate or detailed advice to consumers. 

1 EDF Energy, First Utility, ScottishPower, SSE and Utility Warehouse   
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● 91% of follow up FLWs had advised clients in at least one area covered by the 
EBD following support.  

● Frontline workers suggested some areas of improvement for the service, 
including more content on renewable energy sources and smart meters.  

 

Energy Best Deal extra (EBDx) 
 

From October 2017 to March 2018, we delivered EBDx sessions to 7,568 
clients.  

 
● EBDx reached consumers who are vulnerable to, or in, fuel poverty, and those 

who might benefit from energy advice and on matters relating to their wider 
circumstances - 76% had concerns about paying their energy bills 

● 72% of follow up clients recall going through an action plan with their EBDx 
adviser, and 83% of these consumers felt more confident about taking action 
based on that plan. 

● 94% rated their experience of EBDx as ‘Good’ or ‘Very Good’.  
● 82% had their problem solved. 
● Total financial outcomes of £1.4 million for EBDx clients. 
● 94% took action in at least one area following their EBDx session. 
● EBDx consumers were more likely to take action than EBD consumers in all 

areas, showing that in-depth support is more effective in changing behaviour. 
● Where EBD clients took action, it still tended to be in the easiest areas first - for 

example making behavioural energy efficiency changes in the home, rather 
than making physical efficiency improvements to their homes. 

● 72% are able to keep their home warm enough in winter following support, but 
41% are still finding it difficult to meet energy costs, suggesting that further 
support may be needed for consumer with the most acute needs. 

 

What next? 
 
We will use evidence from the project and previous projects to explore how we might 
deliver more cohesive energy advice services across England, Scotland & Wales. This will 
involve going back to first principles to design a new user-centred service that meets the 
needs of customers.   
 
This report finds that follow up nudging from advisers may be an effective way of 
influencing consumers to take more complex and time-consuming actions (which may be 
the most financially beneficial) following both EBD and EBDx support. This approach will be 
explored in future service design.  
 
We will undertake a process to understand and assess how advice can be best delivered 
across all channels, and integrate any digital tools and products into the customer journey. 
This will also involve exploring the role of assisted digital or assisted action services, and 
how these could support clients in their overall service journey. 
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Methodology 
 

Scope and approach 

This evaluation will cover:  

● Energy Best Deal group sessions, November 2017-March 2018 
● Energy Best Deal extra appointments, October 2017-March 2018 

For each programme, our evaluation  will examine if the service has delivered the intended 
outcomes for attendees.  

 

Our primary evaluation questions are:  

 
Across both programmes, we are using the following research methods:  

● Project reporting, including management information on the number and nature of 
sessions run, participant profile and recorded outcomes 

● Immediate participant feedback through end of session surveys (written feedback 
forms), covering their baseline needs and perception of the session.  

● Follow-up surveys, undertaken with a sample of consenting session attendees, carried 
out by an independent research agency.  
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The questions asked in the surveys for EBD consumers, frontline works and EBDx consumers 
are tailored to be relevant to the session content and likely outcomes of these groups.  

 

What did this look like for the different programmes? 
Energy Best Deal

 

Energy Best Deal Extra 

 

Data collection 
We collected quantitative and qualitative data from EBD and EBDx clients both immediately 
after their session, and several months later. We analysed this data to produce descriptive 
statistics to describe the nature and outcomes of the session.  

 

  EBD Consumer  EBD Frontline Worker  EBDx Consumer 

Total seen  5,516  3,175  7,568 

End of session 
surveys 
completed 

2,762 surveys (50%)  1,918 surveys (60%)  2,580 (34%) 

Follow-up phone 
interviews 

248 (5%)  150 (5%)   197 (3%) 

 
Where we discuss the findings from the end of session surveys, we can be fairly confident that 
the results are representative of the wider client base. When referring to the follow up survey 
results however, we make more cautious assertions as the number of follow up interviews 
doesn’t allow us quite the same level of confidence.  
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Energy Best Deal 
 
Overview 
Energy Best Deal is a public awareness and information programme, delivered 
through group sessions in the community. Information sessions are aimed at 
consumers, who are in fuel poverty or are at risk of fuel poverty, and at frontline 
workers and volunteers who support these consumers.  
 
The aims of EBD are:  

● Make people aware of the savings that can be made by switching energy 
suppliers or negotiating with existing suppliers. 

● Provide information about help available, from energy suppliers and 
government, for people struggling to pay their gas and electricity bills. 

● Inform consumers about how they might save money by using less energy, and 
sources of advice and help around energy efficiency. 

 
The ultimate aim of these programmes is to help people to be better able to keep 
warm in their home and manage day to day.  

 
The format of an EBD session is a one hour presentation, with an information booklet 
handed to consumers to reinforce the information covered. Consumers who were 
identified as needing further support may have been referred to an Energy Best Deal 
Extra (EBDx) session.  
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Consumers 
 

     Did we meet people’s needs?  
 
Key to this evaluation is understanding what EBD consumer’s needs are, and if the EBD 
service met those needs sufficiently.  
 
Did EBD meet its targets for delivery? 
 

From November 2017 to March 2018, we delivered EBD sessions to 
5,516 consumers.  

 
The target for the number of sessions to be delivered was 750. We delivered 796 EBD sessions 
in total. EBD sessions reached 5,516 consumers, exceeding the upper end of the target of 
4,000-5,000.  
 
Did EBD support consumers in need? 
 
We define consumer need based on their applicability for priority services from their supplier 
or eligibility for heating benefits (such as warm home discount), as well as more common 
definitions of consumer need. 
 
Previous research has identified that people with existing health conditions (particularly 
respiratory and cardiovascular conditions), children and young people, people with mental 
health problems and older people are vulnerable to the effects of fuel poverty. For example - 
in the case of older people - cold temperatures can cause a rise in blood pressure, increasing 
the risk of strokes and other circulatory problems . We also find that some low income 2

households, particularly those with young children, try to keep their homes warm by either 
going into fuel debt or foregoing other essential services in order that they can pay their fuel 
bills. This often causes stress and anxiety and has a long term deleterious impact on mental 
health  3

 
Not only are those on a low income more likely to be fuel poor, they are also less likely to take 
action on their energy matters to increase their income. One study has shown that just 12% of 
the lowest income consumers are on the cheapest tariffs, and that 74% of this group has 
never switched. This compares with 70% of the highest earners being on the cheapest deals, 
and just 29% in that group having never switched .  4

 
We can be seen below, EBD has successfully reached clients from groups vulnerable to fuel 
poverty, and those that could benefit from energy advice and information.  

2 Local action on health inequalities: Fuel poverty and cold home-related health problems, Public Health 
England, 2014. 
3 Warm homes, affordable fuel and healthy people, 2018. 
4 Energy tariff options for consumers in vulnerable situations, 2015.  
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Nearly half (48%) of 
consumers 

 seen were aged 65+ 

More than 7 in 10 (72%)  
had an income of  less 
than £1,350 a month/ 

£16,190 a year 

More than half (51%) 
were disabled or had a 

long term health condition 

 
Energy Best Deal sessions served a cross section of the adult population that is particularly 
vulnerable to the effects of fuel poverty. Just 20% of people in the UK are aged 65 or over, 
compared to almost half (48%) of EBD consumers. 18% of the UK population have a disability 
or long-term health condition - more than half (51%) of EBD consumers had a disability or 
long-term health condition .  5

 
On housing status, 47% of EBD consumers rent their homes. 37% of EBD consumers are in 
social rented housing compared to just 17% of English households. This is a group that is 
particularly vulnerable to the effects of fuel poverty because 49% of houses in the social 
rented sector include someone with a disability or long term health condition . Only 11% of 6

EBD consumers rent their home privately, whereas 20% of households in England are in the 
private rented sector, and this proportion is growing . Private renters are more likely to be 7

fuel poor, but are underrepresented in consumers who attended an EBD session - 21% of 
private renting households in England live in fuel poverty, compared to 11% of households 
overall. This may be explained by the fact that older people were a target group of the service, 
who are much less likely to be private renters.  
 
We can also look for more specific measures of client vulnerability by asking about known fuel 
poverty issues. Here we can see that EBD reached those that are clearly affected by fuel 
poverty. 
 

1 in 4 (26%) of consumers 
said they couldn’t afford to heat 

their home in winter 

3 in 5 (60%) of consumers 
had some level of concern about 

paying their energy bills 

 
For the 1 in 4 consumers  that had concerns about being about to pay their fuel bills in winter:  
 

● 38% found it a worry - but were able to manage without skimping on other 
household bills 

● 18% felt that it was a financial strain - they sometimes had to switch the heating off 
or not pay their energy bill 

● 4% found it impossible to manage - and were already in debt with their fuel bills 
 
We can also use past switching behaviour as proxy for understanding someone’s engagement 
and understanding the advantages of being energy aware, or where they may stand to 
financially benefit from switching to a better deal. Here, there is room for consumer education 
and future action within EBD’s clientbase.  

5 2011 Census. 
6 English Housing Survey Social rented sector, 2016-17. 
7 English Housing Survey Private rented sector, 2016-17 
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We asked EBD consumers immediately after their EBD session about their past switching 
behaviour : 8

 

Nearly 1 in 2 consumers (48%) 
had never switched suppliers 

1 in 2 consumers (50%) 
had not switched their tariff with 

their current supplier* 

 
*Notably, 18% didn’t know whether they had or not 
 
When asked why they had not switched:  

● 41% were happy that their current supplier was giving them a good deal 
● 33% were worried about disruption and hassle 
● 26% were not sure about how to find the best deals 

 
 

    How well was the service delivered? 
 
When asked immediately after their EBD session, the overwhelmingly majority of EBD 
consumers - 99% - said they found the sessions useful. 
 
EBD consumers also reported that EBD sessions were well delivered.  
 

Nearly 3 in 4 (73%)  
said the trainer  
had excellent 

presentations skills 

3 in 5 (60%)  
found the materials used 
in the session excellent 

Nearly 2 in 3 (64%) 
 found the materials they 

took away excellent 

 
There was very little negative feedback on the session and materials. More than 95% of 
responses were positive for each measure of the presentation and materials.  
 

   What changed as a result (short term) 
 
 
Did people’s knowledge in key energy areas improve after the sessions? 
 

85%  
knew more about finding 

the best deal on their 
energy bills  

75%  
knew more about different 

ways to  
pay for energy 

80%  
knew more about 

help available (including 
Warm Home Discount and 

8 Based on 2,762 post session survey responses. 
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the Priority Services 
Register)  

81%  
knew more about 

using energy efficiently 

70%  
knew more about grants for 

energy efficiency 
improvements  

56% 
knew more about benefits 

and tax credits 

55% 
knew more about 

prepayment meters 

71%  
knew more about  

smart meters 

95% of consumers 
reported that their 

knowledge had improved 
in at least one area 

 
For every area, where people said that their knowledge improved, this was more likely to be 
by a ‘lot more’ rather than ‘a bit more’. For example, 85% of consumers said they knew more 
about finding the best deals on energy bills - 51% of these reported knowing ‘a lot more’.  
 
Given that the main aims of Energy Best Deal are to equip consumers with the knowledge of 
how to look for the best deals on energy bills, how to access help from their energy supplier 
and how to maximise income through energy efficiency, the fact that these areas were where 
most consumers had increased knowledge is important. These improvements in knowledge 
are likely to be observed because they form the main focus of EBD sessions, and because 
people’s knowledge in those areas was likely to already be limited, given that they were 
referred to the service initially because they were identified as people who would benefit from 
energy advice and education. 
 
Where a lower proportion of clients reported improvements in their knowledge, for example 
knowing more about benefits and tax credits, this is likely to be because those areas aren’t the 
focus of EBD sessions in the same way that energy efficiency and finding the best deals on 
energy bills are.  
 
These areas will also not have been relevant for everyone in the session - not everyone will 
have been eligible to claim benefits, and there will have been people in the sessions who may 
not have wanted, or may not have benefitted from, having a prepayment meter installed. This 
is corroborated by the fact that these two areas were the ones where the highest proportions 
of consumers said ‘This doesn’t apply to me’ - 25% for benefits and tax credits, and 30% for 
prepayment meters.  
 
Do people intend to take action after the session? 
 
Not only do EBD consumers feel more knowledgeable, they also want to put this into practice. 
Immediately after their EBD session, we asked consumers how likely they were to take action 
in a range of different areas : 9

 

9 We measured self-reported likelihood of taking action, rather than us making any predictions about 
how likely people were to take action.  
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65%  
were likely to switch supplier 

or energy tariff 
 

40%  
were likely to  

apply for an energy  
related grant 

53%  
were likely to apply for Warm 

Home Discount 

53%  
were likely to  
apply for the  

Priority Services Register 

69% 
Were likely to seek further 

information  
or advice 

84% 
were likely to share what 

they’d learnt with someone 
else  

97% of consumers were likely to take action in at least one area following the session 

 
In all but one area, less than 18% of consumers said that they were ‘not likely’ to take action. 
In most areas, the main reason people reported being unlikely to take action was because 
they didn’t feel the action in question applied to them. For example, when asked how likely 
they were to apply for an energy related grant, 24% said that this did not apply to them.  
A similar pattern was observed when consumers were asked how likely they were to apply for 
the for Warm Home Discount and for their supplier’s Priority Services Register (24% and 25% 
respectively saying ‘doesn’t apply to me’). This compares to just 8% saying that switching 
energy provider didn’t apply to them.  
 
Are consumers likely to share what they learned with others? 
 
Consumers who had an EBD session were not only likely to want to take action for 
themselves, but also wanted to encourage the same behaviour in other people. 84% were 
likely to share what they had learned with someone else. 55% said they were ‘very likely’ 
to do so. 
 
If 84% of all EBD consumers shared what they had learned from the session with just one 
other person, the potential benefits of the session would reach an additional 4,633 people.  
 

   What changed as a result? (long term) 
 
Do people actually take action after an EBD session?  
 
While people report that short term changes in knowledge and that they will take action in the 
future, we want to see if this has actually happened. Intention to act is not always shown to be 
a good indicator of actual action taken after the session. 
 
The following section examines clients outcomes 4-9 months after advice . 10

 

Nearly 9 in 10 (86%) took action in at least one area following support 

10 Based on 248 telephone interviews with EBD consumers.  
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They might have:  

● Been able to better afford their energy bills by: checking their deal options; 
changed to a better deal; changed the way they pay for their energy; applied for 
Warm Home Discount; or maximising their income (changes in benefits or debt).  

● Accessed available support: such as the Priority Service Register 
● Improved energy efficiency: through making positive changes to their home and 

energy use 

 
 
Better able to afford energy: reducing unnecessary spend  
 

More than 2 in 3 (67%) took action in at least one area following 
support 

 

52%  
 checked whether 

they could switch to 
a better deal 

62%  
of those who 

checked found that 
they could get a 

better deal 

52 of 79   
consumers who 
found that they 

could get a better 
deal have already 

switched; a further 
17 plan to 

13%  
 have changed the 
way they pay for 

energy since their 
appointment 

 
29% of all EBD follow up clients said they they had changed to a better deal after the session. 
For two thirds (52 of 79), this was with a new supplier rather than their existing one. Where 
people had changed the way they paid for energy, in most cases this was a change to direct 
debit from a payment or token meter. 
 

34%  
of those eligible 

applied for  
Warm Home 

Discount 

23%  
of those who were 
eligible applied for 

other benefits or tax 
credits 

13%  
had a debt 
written-off, 

rescheduled or 
renegotiated 

 
Warm Home Discount is a Government scheme designed to help people who may  struggle to 
pay their electricity bill over winter. It entitles eligible consumers to £140 off their electricity 
bills, which is paid directly to their suppliers between September and March. Eligibility of the 
scheme is determined in two ways. Firstly, a ‘core’ group of consumers who receive the 
‘guaranteed credit’ element of Pension Credit. Secondly, a ‘broad’ group of consumers who 
have a low household-income or have a vulnerability that may increase their risk of fuel 
poverty. This may include receiving income-related benefits, having a low household-income, 
or having a disability or long-term health condition.     
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We also found that almost a quarter of follow up clients (excluding those who said they were 
ineligible) had applied for benefits or tax credits since the EBD session, and that more than 1 
in 10 had a debt written off, rescheduled or renegotiated. Where debts were dealt with, they 
tended to be written off rather than rescheduled or renegotiated.  
 
Accessing available support, such as the Priority Service Register 
 
The Priority Services Register (PSR) is a free service provided by suppliers and network 
operators to customers in need. Those in need are identified as people who: 

● are of pensionable age 
● are disabled or chronically sick 
● have a long-term medical condition 
● have a hearing or visual impairment or additional communication needs 
● are in a vulnerable situation. 

There is a range of help available for those who are eligible, including priority support in an 
emergency, measures to identify people who come to take meter readings and receiving 
information in an accessible format. 

1 in 5 (21%) of EBD clients were added to their supplier’s Priority Service 
Register after the EBD session 

 

After 53% of clients said they were likely to apply for the PSR immediately after their EBD 
session, 21% took action after the session and applied. Just 4% of follow up clients said they 
had already been on the PSR before their EBD session, and 15%, when asked if they had 
applied, said ‘Don’t know’. 19% of follow up clients said that they had ‘Never heard of it’.  

Improved energy efficiency 
 

3 in 5 (61%) of EBD clients made at least one positive change following 
support 

 

51%  
have made at least one 
positive change to how 

they use energy and heat 
their home 

9% 
 have applied for, or 
received, help with  
making changes to 

improve energy efficiency 
 
 
Where EBD consumers had made changes, these tended to be changes that were relatively 
low input like turning off lights, closing curtains and changing temperature controls (47%). A 
low number of clients made changes that required more effort, such as changing to more 
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efficient types of heating (9%), This is likely to be because making energy efficiency 
improvements is a simple change that everyone could act on, whereas changing to more 
efficient types of heating won’t have been relevant to consumers who are already satisfied 
with the efficiency of their heating.  
 
15% of clients also made other changes to how they use energy and heat their home. For 
example by getting a smart meter, installing new windows, using draft excluders and not 
using a tumble dryer. 
 
 
What do these outcomes mean for people’s lives? 
 

3 in 4 (75%) are able to keep their their home warm enough in cold 
weather  
2 in 5 (41%) found it easy or very easy to meet their energy costs 

 
Of the 248 EBD consumers that we followed up with, 75% said they were able to heat their 
home appropriately in winter, compared to 74% who said they were able to do so 
immediately after the EBD session. This suggests that the EBD service may not have been 
entirely successful in achieving the desired long term impact of more consumers being able to 
keep their homes warm. However this must be balanced against realistic expectation of what 
can be achieved in a group session lasting between an hour and an hour and a half - we might 
expect a service like this to be less impactful in the long term than Energy Best Deal Extra, 
which provides more in depth support on a one to one basis.  
 
The above findings suggest that while most are able to heat their home appropriately, for 
many it’s still a struggle to meet energy costs - 38% of follow up consumers said they were still 
finding it difficult. A significant minority of clients (11%) said they didn’t know if they were able 
to keep their home warm enough, which suggests they might be on the borderline between 
being able to and not being able to.  Just 15% said they were unable to keep their home warm 
enough. For those who were unable to keep their home warm enough, this tended to be 
because the cost of energy is too high, rather than the heating or insulation in their home not 
being good enough. 
 
Those who had not taken action in at least one area following their EBD session were more 
likely to say that they find it easy to meet their energy costs than those who took action - 55% 
for those who didn’t take action and 39% for those who did. Those who had not taken action 
were also more likely to say that they could keep their home warm enough - 82% compared to 
73%. This suggests therefore that some may not have taken action because their needs were 
less acute or they felt able to meet their energy needs already, or indeed that this could be an 
area of improvement for the service. 
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   How could the service be improved? 
 

Across most areas, around half of the proportion of consumers who said they were likely to 
take action actually did so. This drop off is to be expected to some extent - as has already 
been noted, just because someone intends to do something doesn’t mean they actually will.  

In total, 86% of follow up clients took action in at least one area following their EBD session. 
However, consumers tended to take action in the easier areas first. 61% of clients took action 
to incorporate energy efficient behaviours like unplugging devices and closing curtains - 
actions that everyone could take relatively easily. This is fairly logical - it is much easier to 
affect behaviour change when the change required is a fairly simple one.  

In comparison, EBD consumers were less likely to take action which was more resource 
intensive or time consuming, such as applying for the Warm Home Discount (36%), checking 
to see if they could get a better deal on energy (52%) or applying for funding to make energy 
efficiency improvements to their home (9%). Some of this drop off will have been because 
some consumers weren’t eligible, but we recommend that a ‘nudging’ mechanism be trialed in 
similar interventions in the future, so see if a short reminder follow up contact with 
consumers would encourage then to take those actions that might require more time or 
effort. This is especially important given that these changes, if made, are likely to save put far 
more money in people’s pockets than closing curtains, unplugging devices and switching off 
lights.  
When we followed up with EBD consumers, we asked about whether they had applied to be 
on their suppliers Priority Services Register. 15% said ‘Don’t know’, and 19% said that they had 
‘Never heard of it’. This suggests a potential area of improvement for EBD sessions. While the 
Priority Services Register won’t have been relevant for everyone in the session, it should still 
have been covered in all sessions. We would expect that some people may forget some 
elements of the session in the months following, but the fact that 34% of consumers were 
unclear suggests that the issue could have been covered in more detail in the sessions.  
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Frontline workers 
 

From November 2017 to March 2018, we delivered EBD sessions to 
3,175 frontline workers 

 
Did we meet targets for delivery? 
 
Energy Best Deal sessions were delivered to 3,175 frontline workers, exceeding the target of 
2,000-2,500. We delivered 796 EBD sessions in total, meaning we reached an average of 4 
frontline workers per session. 
 
Were sessions delivered to the right people? 
 
Energy best deal was delivered to frontline workers who regularly help people who are either 
fuel poor, or at risk of being fuel poor. The vast majority (85%) of frontline workers that gave 
feedback after their Energy Best Deal session estimated that more than 1 in 5 of the people 
they support are fuel poor.   
 

Estimated % of people supported who are fuel poor  No. of responses  % of responses 

0-20%  285  16% 

21-40%  514  29% 

41-60%  467  27% 

61-80%  336  19% 

81-100%  149  9% 

 
More than half (54%) estimated that more than 40% of the people they support are fuel poor, 
and a significant minority (9%) stated that more than 80% of the people they support are fuel 
poor. This strongly suggests that EBD frontline worker sessions were being delivered to 
workers who are well placed to support people who have acute energy needs.  
 
After their EBD session, frontline workers were asked about the people their organisations 
support. The vast majority of these frontline workers support people who have needs or 
characteristics which make them vulnerable to fuel poverty.  
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More than 1 in 3 (38%) of frontline workers who gave feedback were from local Citizens 
Advice, which reflects the fact that it was the most common referral pathway for frontline 
worker sessions. The next largest groups represented were from other charities (18%) local 
authorities (17%), and ‘other’ (12%), which included organisations like Department of Work 
and Pensions (DWP), children’s centres and community groups.  
 

    How well was the service delivered? 
 
The overwhelming majority - 99% - found the sessions useful: Frontline workers also reported 
that EBD sessions were well delivered: 
 

Nearly 3 in 4 (73%) 
said the trainer  
had excellent 

presentations skills 

3 in 5 (59%)  
found the materials used 
in the session excellent 

Nearly 2 in 3 (65%) 
 found the materials they 

took away excellent 

 
There was very little negative feedback on the session and materials. Ratings were 97% 
positive for the presentation skills of the trainer, 95% positive for the materials used in the 
session, and 96% positive for the materials that they took away.  
 

   What changed as a result (short term) 
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Immediately after their EBD session, 65% reported thinking that fuel poverty was a more 
important issue than they had done before.  
 
Frontline workers reported feeling more confident about advising consumers on the following 
issues:  

76%  
on finding the best deal on 

my energy bills  

73%  
on different ways to  

pay for energy 

80%  
on help available (including 
Warm Home Discount and 

the Priority Services Register)  

66%  
on using energy efficiently 

71%  
on grants for energy 

efficiency improvements  

52% 
on benefits and tax credits 

66% 
on prepayment meters 

70%  
on smart meters 

94% reported that their 
confidence in advising 

clients had improved in at 
least one area  11

 
Confidence of frontline workers improved regardless of how confident they were before the 
session. Nearly 2 in 5 (39%) frontline workers said that before the session they felt either quite 
confident or very confident about advising and supporting people on energy matters. Of 
those who had high confidence before the session, 90% reported an improvement in 
confidence in at least one area. Of the 27% of frontline workers who lacked confidence before 
the session, 97% reported improved confidence in at least one area. 
 
Of the 1918 frontline workers who completed the feedback survey immediately after their 
EBD session, 1158 (60%) gave an estimate of how many people they were likely to advise 
about energy over the following 6 months.. The average estimated number of clients that 
would be supported was 15 . If every frontline worker who received an Energy Best Deal 12

session advised 15 clients on energy related matters in the following 6 months, the indirect 
benefits of Energy Best Deal could reach over 47,500 consumers. 
 
 

   What changed as a result? (long term) 
 
 
When we followed up with frontline workers 4-9 months after the EBD session, 99% said the 
presentation enabled them to give more accurate or detailed advice to clients, 99% said it 

11 Calculated by taking the proportion of those who answered at least one of the confidence questions 
who reported improved confidence in at least one area.  
12 Estimates ranged from 0-2000 clients, so a median rather than a mean was used to determine the 
average number of clients likely to be supported after the session. Where there are a few very high 
values that could skew a mean value, calculating a median is the preferred approach.  
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expanded the range of advice they could offer, and 97% said it made them feel more 
confident in dealing with energy related topics .  13

 
From the immediate post-session feedback, we know that most frontline workers felt more 
confident to advise people on energy matters. In the follow up survey, they were asked if they 
had actually advised clients in a range of areas: 
 

More than 7 in 10 (71%)  
Had advised clients on 
getting a better deal on 

their energy supply 

More than 3 in 5 (61%) 
Had advised clients on 

energy efficiency 

More than half (51%) 
Had advised clients on 
applying for the Warm 

Home Discount 

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

 
 
148 of the frontline workers that we followed up with gave an estimate of the number of 
clients that they had advised one to one since the EBD session. The average number of clients 
advisers estimated they had helped with energy issues since the session was 10 . If the 91% 14

of frontline workers who said they had advised clients on areas covered in the EBD session 
advised 10 people each since the session, the potential second hand benefits of the session 
will have reached over 28,500 clients just in the 4-9 months in between the session and the 
follow up. 
 
Nearly 2 in 3 (63%) said they would not have provided this information to the same number of 
clients had they not attended the Energy Best Deal presentation.  
 
Personal outcomes 
 

As well as being in a better position to support others with their energy issues, we also 
observed further added value - frontline workers reported that they themselves were better 
informed about energy issues. Immediately after the session: 

More than 3 in 4 (76%)  
felt better informed about 

switching energy suppliers and 
payment methods following 

the session 

More than 9 in 10 (93%) 
Said they were likely to look for 

a better energy deal for 
themselves as a result of the 

session 

 
As was noted earlier, intention to take action doesn’t necessarily translate into behaviour 
change. When we followed up with frontline workers, we asked how many of them had 
actually taken action on their own energy related matters: 
 

13 Based on telephone interviews with 150 frontline workers. 
14 There was a wide range of estimates given, so again we calculated a median value 
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Nearly half (47%)  
Had compared or 

switched energy provider 

Nearly 1 in 4 (24%) 
Had taken action to make 
energy efficiency savings 

Nearly 2 in 3 (65%) 
Had taken action in at 

least one area 
 
These outcomes show that as well as having put what they learned in the EBD session into 
practice in the way they advise clients, most frontline workers acted on their intention to 
improve their own situations in the months following the session.  
 

   How could the service be improved? 
 

Generally there was little room for improvement identified by EBD frontline workers, the vast 
majority found the session useful, most put session content into practice when advising 
clients, and there were even some unintended personal outcomes observed for frontline 
workers.  

However, we did ask frontline workers in the follow up survey if they thought anything else 
should have been covered that wasn’t. These qualitative responses pointed to a few key areas 
that could be covered in more detail by EBD sessions:  

● How to deal with consumers who have experienced billing errors 

   “More information on wrongly calculated energy bills and dealing with incorrect 
addresses  on energy bills would be useful.” 

 

● How to advise consumers on renewable energy sources 

“Alternative technology such as solar panels were not covered.” 

 

● More detail on advising consumers on smart meters 

“More information on the drawbacks of smart meters would have helped. They are 
pushed on people who in turn are led to believe these meters will save them money 
automatically but only careful monitoring of smart meters readings will possibly help save 
money.” 
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Energy Best Deal extra 
 
While group sessions like Energy Best Deal may be enough for many consumers to take 
action, some consumers need additional, one-to-one support to tackle their energy issues. 

The aims of EBDx are to: 
 

As opposed to providing information in a group session, EBDx provides consumers with 
tailored, one-to-one energy advice and support to people living in or, at risk of, fuel poverty, 
with the aim of improving consumers’: 

● ability to afford essential energy use 
● ability to access consumer energy support 

 
As well as responding to immediate fuel poverty issues clients are facing, there are four broad 
areas to our energy advice, delivered as part of EBDx: 
 

● Reducing unnecessary energy spend, e.g. switching fuel supplier or tariff, claiming the 
Warm Home Discount 

● Better value for money of energy used, e.g. improving the energy standards of homes, 
heating systems and appliances, and applying for grants for such improvements 

● Increasing income, e.g. claiming benefits, debt advice 
● Consuming energy services, e.g. consumer rights, dealing with complaints, redress 

when things go wrong, priority services for vulnerable consumers. 
 
The advice sessions deal with matters relating to relief from fuel poverty, energy and thermal 
efficiency measures. Advisers also support clients (as appropriate) with the full range of 
Citizens Advice support services such as identifying and claiming benefits, and dealing with 
debt. 
 
The ultimate aim is that these outcomes mean people are better able to keep warm in their 
home and manage day to day. 
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     Did EBDx meet people’s needs?  
 
Did EBDx meet its targets for delivery? 
 

From October 2017 to March 2018, we delivered EBDx sessions to 7,568 
consumers 

 
This total of 7,568 consumers surpasses by far our initial target of reaching 6,000 consumers.  
 
Did EBDx reach people who need energy advice? 
We can see from the statistics below, that EBDx has successfully reached clients from 
vulnerable groups and those that could benefit from energy advice and information.  
 
We define consumer need based on their applicability for priority services from their supplier 
or eligibility for heating benefits (such as warm home discount), as well as more common 
definitions of consumer need (eg low income and instability in people’s circumstances).  
 

1 in 4 (24%)  
 seen were aged 

65+ 

More than 2 in 5 
(42%)  

had an income of 
less than £1,350 a 
month/£16,190 a 

year 

 Almost half (47%)  
were disabled or 
had a long term 
health condition 

1 in 4 (25%)  
had dependent 

children 

 
Below are the total numbers and percentages of consumers who attended an individual 
session, who had each of our target vulnerabilities: 
 

Group type 

EBDx 
Consumers 
England 

EBDx 
Consumers 
Wales 

EBDx 
consumers 
seen in 
England & 
Wales 

Percentage 
of total 
EBDx clients 
(7,568) 

Low income 2876 282 3158 42% 

Unemployed 746 79 825 11% 

Pensionable Age 1659 139 1798 24% 

Disabled / Long term health 
condition 3212 318 3530 47% 

Child dependants 1738 170 1908 25% 

Personal Independence 
Payment 668 57 725 10% 

Disability Living Allowance 440 56 496 7% 
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Employment Support 
Allowance 1070 121 1191 16% 

Jobseekers Allowance 357 29 386 5% 

 
 
We can also see that EBDx is reaching those that might be defined as fuel poor. When EBDx 
consumers were asked at their one to one session : 15

 

More than 1 in 3 (35%)  
of clients asked said they couldn’t 

afford to heat their home in 
winter 

More than 3 in 4 (76%)  
of clients asked had some level of 
concern about paying their energy 

bills 

 
EBDx was also seeing clients that already had financial difficulties, that may place additional 
pressure on people’s finances and ability to afford their energy bills and/or heat their homes. 
 

● 1439 consumers (19%) had debts identified - 612  had both priority and non priority 
debts. 

● 962 consumers had priority debts - totalling £2,744,000. The average amount of 
priority debt was £2,853. 

● 1,089 consumers had non-priority debts - totalling £7,767,000. The average amount of 
non-priority debt was £7,132.  

 
 

    How well was the service delivered? 
 
How are people referred to the service? 
 
Just 7% of EBDx clients in the follow up survey sample said that they had been to an Energy 
Best Deal group session prior to their EBDx session, which suggests that it is not the most 
common referral route for EBDx clients. EBDx clients are referred to the service from a wide 
range of sources - of 43 follow up consumers who told us where they had been referred from, 
there were 23 different organisations mentioned, including Jobcentre Plus, Lloyds Bank, a 
mental health hospital, councils, housing associations, Age UK, local voluntary groups, as well 
as a range of clients who found out about EBDx from someone they knew.  
 
In the follow up survey, 91% of clients said that their EBDx session took place in a local 
Citizens Advice office, with the remaining 9% recalling that their session took place over the 
phone or in their home.  
 
What type of support do people recieve? 
 

15 Based on responses from 4783 EBDx consumers. 
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Of the 7,568 clients who had an EBDx session, 85% were helped face to face. This compares to 
61% of clients seen face to face for the Citizens Advice service as a whole. Face to face advice 
tends to involve more detailed support than telephone or email advice, and typically results in 
higher problem resolution than other channels. 
 
In the EBDx service, 69% of clients received support via detailed advice or casework, rather 
than via simple queries or information. This compares with 38% of clients who received 
detailed advice or casework for the whole Citizens Advice service. This strongly indicates that 
EBDx provides more in depth support than advice in general. This is in line with the 
expectation that EBDx provides tailored and detailed support for vulnerable consumers. 
 
On what type of advice issues? 
 
EBDx sessions are designed to suit the needs of the client and content can be tailored to what 
needs to be covered for that individual. 
 
The main focus of EBDx sessions is energy advice, but we know that problems do not occur in 
isolation, especially for more vulnerable clients. EBDx clients typically have more complex 
issues than Citizens Advice clients that require more in-depth of support. Outside of their 
EBDx session, we often give clients advice on the other issues that occur alongside their 
energy issues. We advised the 7,568 Energy Best Deal Extra consumers we saw with a total of 
36,001 advice issues, meaning that EBDx consumers had an average of 4.8 issues per person, 
compared to an average of 2.8 advice issues for Citizens Advice clients in general.  
 
The table below shows the types of issues we helped EBDx clients with:  
 

Advice area  Number of issues  Proportion of all issues 

Utilities & communications  20,545  57% 

Financial services & capability  4,550  13% 

Debt  3,878  11% 

Benefits & Tax Credits  4,036  12% 

Consumer goods & services  1,387  4% 

Other  1,605  4% 

Total  36,001   

 
When EBDx consumers were followed up with after advice, they recalled sessions covering the 
following topics :  16

 

Advice areas  Yes  No  Don’t know 

Getting the best deal on energy, by switching suppliers,  81%  18%  1% 

16 Based on telephone interviews with 197 EBDx consumers. 
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tariffs or payments 

How to use heating controls at home  42%  52%  6% 

Energy saving tips  59%  37%  4% 

Grants for getting help to make improvements  39%  59%  2% 

Warm Home Discount  51%  43%  6% 

Priority Services Register  38%  55%  7% 

Smart meters  59%  38%  3% 

Benefits or tax credits  50%  47%  3% 

Managing money or debts  48%  50%  2% 

 
The area that most EBDx consumers (81%) remembered covering was getting the best deal on 
energy. This is a key focus of the service, and something that is relevant to everyone who 
receives it. 59% also remember discussing energy saving tips in their session, which is another 
area that should be relevant to everyone who received the service. 
 
Given that we followed up with clients 4-9 months after their EBDx session, it is to be 
expected that not everyone would remember everything that was covered in their session. 
The areas here may also not have been relevant to all clients - for example Warm Home 
Discount, benefits and tax credits, and Priority Services Register - all of which have eligibility 
criteria. Whereas for EBD, we would hope that clients would be able to recall most of these 
areas as they should all be covered in the group session, because EBDx provides support 
tailored to the individual consumer, it is not expected that all areas would be covered in every 
EBDx session - only the ones relevant to that consumer.  
 
 

   What changed as a result? (long term) 
 
Sometimes receiving an action plan or outlining next steps to have clear steps on what to do 
next can help people feel more confident about putting what they’ve learned into effect.  
 
72% of EBDx consumers who took part in the follow up survey recalled going through an 
action plan with the adviser during their session. 83% said that they felt confident at the time 
about taking action on what was discussed. This shows not only that the service was delivered 
in the way that was expected, but also that it was effective in that it had a positive impact on 
consumers’ confidence to take action.  
 
 
How did people rate their experience?  
 
In the follow up survey, EBDx consumers tended to rate their experience of the service 
positively: 
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More than 9 in 10 (94%)  
rated their experience of 

their EBDx session as 
‘Good’ or ‘Very Good’ 

More than 9 in 10 (95%)  
would recommend EBDx 

to other people 

 
Where people gave a positive response, they were usually very positive. 81% rated their 
experience as ‘Very Good’, and 88% said they were ‘Very Likely’ to recommend the service. 
   
 Qualitative feedback about the service also tended to be very positive: 

   “It was absolutely amazing, I was very surprised but pleased at what they 
could find out and managed to do for me. I couldn't have done it on my own.” 
 
“I am extremely grateful for all of the help they have given me. Without their help I would 
not have known which way to go.” 

 
To what extent does EBDx help consumers to resolve problems? 
 

82% of EBDx clients said that their problem was resolved  

 
Of the 197 EBDx consumers who took part in a follow up interview, 82% had their problem 
either ‘Completely’, ‘Mostly’ or ‘Partly’ solved. For context, 73% of Citizen Advice clients, across 
all advice areas, have their problem solved. This suggests that EBDx provided support that 
was particularly effective in resolving people’s problems. However, we do know that it is easier 
to solve some problems than others. Problem resolution across the service tends to be higher 
for energy issues than many others - that 82% of EBDx follow up clients had their problem 
solved is consistent with the fact that 83% of Citizens Advice clients with utilities and 
communications issues in 2017/18 had their problem solved.  
 
Does this result in financial outcomes for clients? 
 
In total, 972 EBDx clients had an outcome recorded after their session - financial gains totaled 
almost £1.4 million. This included over £650,000 of debt written off, more than £300,000 in 
benefits gains and £100,000 in fuel-related outcomes including switching supplier, changing 
payment method and meter reading.. The average financial gain (for consumers who achieved 
an outcome) was £1,437 per consumer. 
 
To what extent does EBDx help people achieve valuable outcomes? 
 

More than 9 in 10 (94%) of EBDx clients took action in at least one area 
following support 
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They might have:  
● Been able to better afford their energy bills by: checking their deal options; 

changed to a better deal; changed the way they pay for their energy; applied for 
Warm Home Discount; or maximising their income (changes in benefits or debt).  

● Accessing available support: such as the Priority Service Register 
● Improved energy efficiency: through making positive changes to their home and 

energy use 

 
This 94% compares to 86% of EBD consumers taking action in at least one area, which 
suggests that one to one support is more effective than group sessions in influencing people’s 
behaviour after their session. It is also notable that many clients who achieved outcomes said 
that the adviser helped them to do so.  
 
Better able to afford energy: reducing unnecessary spend  
 

More than 3 in 4 (76%) of EBDx clients took action in at least one area 
following support 

 

More than 3 in 5 
(62%)  

 have checked 
whether they could 
switch to a better 

deal 

More than 2 in 3 
(68%)  

of those who 
checked found that 

they could get a 
better deal 

66 of 84  
consumers who 
found that they 

could get a better 
deal have already 

changed to a better 
deal; a further 10 

plan to 

1 in 5 (19%)  
 have changed the 
way they pay for 

energy since their 
appointment 

 
More than 3 in 5 EBDx consumers that we followed up with checked to see if they could find a 
better deal. In more than two thirds (68%) of cases, the adviser had helped the client to do so. 
This may explain why the proportion that looked for a better deal (62%) was higher than in 
EBD (52%), where the client is left to their own devices and doesn’t have the adviser there to 
help them apply.  
 
More than a third (34%) of clients had taken action and changed to a better deal. Most of 
these changed to a new provider rather than staying with their existing provider. Most clients 
who reported that they had changed the way they pay for energy said they had changed from 
cash, cheque or card to direct debit.  
 

3 in 10 (31%)  
of those who were 
eligible applied for  

Warm Home 
Discount 

3 in 10 (30%)  
of those who were 
eligible applied for 

a benefit or tax 
credit 

Nearly 1 in 4 
(23%)  

had a debt 
written-off, 

rescheduled or 
renegotiated 
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The Warm Home Discount (WHD) entitles people to £140 off their electricity bills if they are 
eligible. Almost 1 in 3 eligible EBDx consumers we followed up with said they had applied for 
the Warm Home Discount. 12% of clients were already receiving the Warm Home Discount 
before their EBDx session. Where clients did apply for the WHD, 30 of 41 reported that the 
adviser helped them to do so. 34 of 43 clients who had a debt written off, rescheduled or 
renegotiated reported that the adviser helped them to do so.  
 
Accessing available support, such as the Priority Service Register 
 

More than 1 in 4 (26%) of EBDx clients have been added to their 
supplier’s Priority Service Register following support  

 
The Priority Services Register (PSR) is a free service provided by suppliers and network 
operators to customers in need.  
 
More than a quarter of EBDx consumers that we followed up with had been added to their 
supplier’s Priority Services Register, and 30 of 48 clients said that the adviser helped them to 
do so. 17% of follow up consumers said they didn’t know or couldn’t remember if they had 
been added to their supplier’s PSR, and 20% said they had never heard of it - similar to EBD 
group session consumers.  
 
Improved energy efficiency 
 

Nearly 3 in 5 (59%) achieved at least one outcome following support 

 

50%  
have made at least one 
positive change to how 

they use energy and heat 
their home 

9%  
have applied or received 

help with  
making changes 

 
For clients who had taken positive steps to improve their energy efficiency since their EBDx 
session, this tended to be incorporating energy efficient behaviours such as turning lights off 
or closing curtains (44%). Just 9% of EBDx consumers had made changes to use more 
appropriate forms of heating. However, as with EBD consumers, for some, they may have 
already been satisfied that their form of heating was appropriate and efficient.  
 
In terms of how EBDx consumers heated their homes after their session, 14% said they had 
made positive changes (for example by heating more rooms or turning the heating up). 9% of 
follow up clients had applied for a grant to cover energy efficiency changes to their home. In 
14 of 17 cases, the adviser had not helped the client to do so.  
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What do these outcomes mean for people’s lives? 
 

More than 7 in 10 (72%) are able to keep their their home warm 
enough in cold weather  
Nearly 2 in 5 (38%) found it easy or very easy to meet energy costs 

 
More than 7 in 10 EBDx consumers that we followed up with reported that they are able to 
heat their home properly in cold weather. This compares to just 56% of EBDx consumers 
reporting immediately after their EBDx session that they were able to keep their home warm 
enough, which suggests that EBDx has been successful in improving the ability of consumers 
to keep their homes warm enough. This is an indication rather than an assertion that EBDx 
definitely achieved this impact. This is because the follow up statistic is based on just 197 
responses. 
 
Of the remaining 28%, 14% said they weren’t able to keep their home warm enough, and 14% 
said that they didn’t know, implying that the latter group may be on the borderline of being 
able to keep their home warm.   
 
However even after advice and support, for the 14% who couldn’t keep their home warm 
enough, the most common reason was because of the cost of energy. This is supported by the 
fact that just 38% find it easy to meet their energy costs - 41% are finding it difficult.  
 
Clients who took action in at least one area following their session were actually less likely to 
say that they were finding it difficult to meet their energy costs than those who did take 
action. 33% of clients who didn’t take action were finding it difficult compared to 42% of those 
who had. They were also less likely to say that they were able to keep their home warm 
enough (71% compared to 92%). This suggests either that the needs of those who took action 
were much more acute, or that there is some room for improvement in the service.  
 

   How could the service be improved? 
 
 
We know that advice and support is not the only factor affecting people’s ability to keep warm 
and home and afford energy usage. Many of the clients we help have other circumstances in 
their lives that affect their ability to afford energy use. This can include changes in their 
situation such as loss of income, relationship status, complications from health issues and 
willingness of landlords to improve their properties. 
 
Similarly to EBD, 20% of EBDx consumers had never heard of the Priority Services Register. 
This suggests that this could be an area of improvement for the service, but it is of less 
concern that some EBDx consumers didn’t know what the PSR was because, as EBDx sessions 
are tailored to the needs of the individual, it won’t have been covered in sessions with those 
who were ineligible.  
 
The fact that those who took action after their EBDx session are still more likely to be 
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struggling than those who didn’t take action suggests either that they had more acute needs 
and so had to take action, or that for some, the action taken on the back of the EBDx session 
just wasn’t enough to remove them from difficulty altogether. It could also suggest that the 
service could be more effective in removing people from living in cold homes. However if 
those consumers are consistently living on a very low income, then saving £200 by switching 
provider isn’t necessarily going to mean they can regularly keep their home warm enough for 
years to come, but it puts more money in their pockets, and makes their situation much less 
difficult in the short term. 
 
Another potential reason why clients who took action are still less likely to be able to keep 
their home warm is that many of the changes that were made were simple changes to energy 
efficiency behaviours, which doesn’t necessarily have the same economic benefits as making 
physical changes to the home, or switching energy provider. If more clients who were eligible 
were supported to take these more high-impact actions, as well as applying for benefits that 
they are entitled to, this would likely have a much greater long term impact on people’s ability 
to keep their home warm and keep up with bills than making simple energy efficiency savings.  
 
We therefore recommend piloting an approach in future where consumers are ‘nudged’ a few 
weeks after their EBDx session, to remind clients of what was covered in their action plan, 
encourage them to take the action agreed, and provide further support if necessary.  
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Free, confidential advice. 
Whoever you are. 
 

We help people overcome their problems and  
campaign on big issues when their voices need  
to be heard. 
 
We value diversity, champion equality, and 
challenge discrimination and harassment. 
 
We’re here for everyone. 
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