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Introduction 

The Eaga-PCT Roundtable Discussion on Fuel Poverty, Communication and 
Access brought together people from a wide range of sectors to inform the 
direction of future research funded by the Eaga-PCT. 

The event aimed to: 
generate research questions and define core topics and questions; 
hear from academic experts in relevant fields about the existing body of 
knowledge; and 
gather a range of opinions from different perspectives. 

The roundtable discussion followed the production of two scoping studies on a 
new Eaga-PCT research programme. These were written by: Linda Lennard, 
Independent Consultant; and Helen Beck, Liz Richardson and Tom Sefton of 
CASE at the LSE. These looked at the links between fuel poverty, basic 
skills, and access deprivation. 

The event was hosted by Eaga-PCT and developed and organised by CASE 
at the LSE. Over 40 people participated, including Eaga-PCT Trustees, 
academics, researchers and practitioners, private sector and industry 
representatives from the fields of fuel poverty, basic skills, behaviour of low 
income households, consumer studies/preferences, communication 
strategies, social exclusion and multiple deprivation. 

The event consisted of a mix of presentations and plenary discussion, small 
group discussion, with a closing plenary brainstorm session. 

The following report summarises the presentations, key themes arising in 
discussion, the small group discussions, and participants' suggestions for 
future research themes, questions and approaches. 
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Participant introductions 

We asked participants to tell us why they decided to attend the event and their 
one big question at the start of the day. Interests included: 

• ways of involving energy consumers; 
• programme monitoring and evaluating techniques; 
• methods of tackling and addressing issues of customer access; 
• consideration of the potential for a fuel poverty research centre; 
• people's understanding of the technology in their homes; 
• health and multiple deprivation; 
• how can we develop services and address complex needs in the 

context of basic skills problems; 
• how can we gather data on people's understanding of technology in 

their homes; 
• interest in the behaviour of people and how this affects access to 

warmth; 
• how can we link literacy issues and social exclusion; 
• role of housing organisations in tackling exclusion; 
• barriers to take up of energy grants and programmes; 
• links between the organisations that deal with the impact of fuel poverty 

and the ability of these organisations to encourage energy efficiency at 
the same time; 

• interest in financial capability and consumerism; 
• methods of face to face work and the delivery of local solutions to 

deprived areas. 
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SECTION ONE 

1.1 Summary of presentations: 

Presentation 1: Key messages from the scoping reports 
Liz Richardson and Tom Sefton, CASE, The LSE 

The proposed research agenda presupposes a causal link between basic 
skills problems, access deprivation and fuel poverty. A broader definition of 
fuel poverty, which takes into account the way people use their systems, was 
felt to be appropriate in this context. (The official definition effectively assumes 
that people are using their systems efficiently.) 

There is clearly a big overlap between lack of basic skills, access 
deprivation, and fuel poverty as they are likely to affect many of the 
same people. But, for this to be a policy concern, it is necessary to 
show that these problems are causally linked (and not just closely 
associated via a strong correlation with low incomes). Whilst the links 
between fuel poverty and basic skills problems seem very plausible, these are 
generally assumed rather than proven. 

Basic skills problems, problems with financial literacy or life skills, and access 
problems can result in an information or knowledge gap impacting upon ability 
to act on solutions i.e. obtain the best fuel tariff from suppliers. Evidence for 
this includes the fact that benefits from competitive energy markets have been 
unevenly distributed, about 20% of people are not using their central heating 
systems efficiently and large numbers of people are not applying for the 
grants to which they are eligible. 

It is unclear how far these problems can be attributed to a lack of basic skills. 
People with poor basic skills face disadvantages in accessing services, 
getting information and dealing with extraordinary circumstances.  Rural 
customers experience particular difficulties with access. Suppliers are not 
always very effective in meeting these needs and energy efficiency advice is 
often inappropriate for people with poor basic skills. 

Possible solutions to these problems include tailored, client led, face-to-face 
information and advice. Using community organisations as mediators is 
effective. 

More research is needed. With the exception of one report by the National 
Consumer Council, there is almost no research that specifically focuses on 
the needs of people with basic skills problems in relation to energy efficiency 
services, including the provision of advice, information, or grants. Existing 
research has tended to lump all these problems together into a group of 
"disadvantaged customers", along with low income and older customers, 
rather than treating them as a distinct sub-group with specific needs. 

The core questions research needs to address are: 
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• How important is a lack of information, knowledge, and understanding 
a factor in causing or exacerbating fuel poverty? 

• How far are these problems related to basic skills? 
• To what extent are agencies in the field following best practice and 

what more can be done to incentivise best practice? 

Presentation 2: Key messages from the scoping reports 
Linda Lennard, Independent Consultant 

There are a plethora of basic skills programmes but little research on the 
interaction of basic skills and fuel poverty. People may face double or triple 
barriers in accessing information and services. For example, if they have a 
sensory and/or physical impairment, learning difficulties, mental health 
problems or English is not their first language. People may be reluctant to ask 
for "special help." 

Advisers may not pick up on these problems or respond appropriately. 
Furthermore, difficulties are likely to increase with age. Lack of access to 
services affects physical and mental health, confidence levels, learning, 
employment and social opportunities and income. Approaches that tackle 
these barriers must become mainstream to avoid further marginalisation of 
people. 

The behaviour of the energy market can disadvantage customers who find it 
difficult to access information. Automated centres can be difficult to deal with 
and those on the lowest income often pay the highest prices. The promotion 
of web based methods of payment further disadvantages people who don't 
feel confident about using these methods. 

Fuel poverty is getting worse. Basic skills problems are significant and 
compounded by wider problems. There is a real urgency to recognise these 
problems, identify research gaps and take practical action. There are 
currently many projects that deal with basic skills, fuel poverty and promote 
energy efficiency. However these are often disparate and provide a confusing 
array of initiatives.  People may become confused by the criteria for 
assistance. This problem is particularly acute for those who lack confidence. 

Future research questions include: 

What is the interaction between basic skills difficulties and fuel 
poverty? 
What are the needs of people who face multiple barriers? 
What practical links can be drawn from work on basic skills, financial 
literacy and media literacy to ensure best practice on energy efficiency 
and fuel poverty? 
What can be done to ensure that suppliers and advisers meet the 
needs of people with basic skills difficulties? 
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Presentation 3: Lessons from 30 years in the basic skills field 
— debunking the myths 
Carol Taylor, Executive Director, Basic Skills Agency 

There are very few people who cannot read or write at all. Popular 
misconceptions about adults with poor basic skills include: 

- everyone without a level 2 in English or Maths has a basic skills 
problem; 
most adults with poor basic skills are not in the workforce; 

- most adults with poor basic skills know they have a problem and want 
to do something about it; 
people with poor basic skills cannot cope in life. 

Most people with poor basic skills are employed. For example, while it is 
estimated that up to 70% of prisoners may have basic skills needs, some 
agencies believe many prison officers may have basic skills needs. Most 
people with poor basic skills do not report problems. People can have spiky 
profiles; for example, they may be good at reading but bad at spelling. 

Nevertheless, poor basic skills are linked to social exclusion. Men aged 30 
with poor literacy and poor numeracy skills are more likely to be unemployed, 
not to own their home, to live in a non working household and to have been 
arrested. Women are more likely to be in a full time home-care role, to live in 
a non working household and to have poor physical health. 

Levels of literacy and numeracy affect access to services such as take up of 
benefits, e.g. new Child Trust Funds are explained by complicated information 
that not everybody can understand. 

The world is becoming less paper-based and people with poor basic skills 
may not have the critical awareness skills to cope with on-line services. 
People with poor literacy and numeracy skills are more vulnerable to the 'hard 
sell' from doorstep salespeople. Furthermore, post offices no longer play an 
intermediary role within the community as more people now get their benefits 
paid directly into their bank account. 

Presentation 4: Multiple access deprivation — facts and 
figures. Professor David Gordon, Director of the Townsend 
Centre for Poverty Research, University of Bristol 

Research has identified two main groups of people who are fuel poor: 
1. People/households with a low income (e.g. lone parents, unemployed, 

etc); 
2. People/households with a somewhat higher income but living in poorly 

insulated older dwellings (e.g. single pensioners). 
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The solution to fuel poverty for those people living in relative poverty but living 
in 'good' housing stock is to raise their incomes, whereas the solution for 
those with high heating costs may in part lie in housing improvements (e.g. 
better insulation). 

There are a number of research problems with the current definition of fuel 
poverty. The Government defines a fuel poor household as "one which needs 
to spend more than 10% of its income on all fuel use and to heat its home to 
an adequate standard of warmth." The 10% is arbitrary and not based on 
any other research. 

There is little correlation between the fuel poor and other measures of 
poverty. For example, 20% of the fuel poor in Wales are a 'little below' the 
poverty line in comparison to 27% of the non-fuel poor. However, 37% of the 
fuel poor are 'far below' the poverty line, in comparison to 22% of the non-fuel 
poor. 

Research into utility disconnection in Britain, using the Poverty and Social 
Exclusion Survey of 19991, found that 6% of respondents had experienced 
disconnection of one or more services (electricity, gas, water and telephone). 
Younger respondents were more likely to be disconnected.  31% of 
households with no worker had restricted their energy use. 

Services such as doctors, post offices, supermarkets, chemists, building 
societies and dentists are used almost universally. Other services such as 
youth clubs and public transport (school bus) are used by less than 20% of 
households. On the whole, the take up of services used by more vulnerable 
households, such as meals on wheels, home help and special transport, has 
stayed the same. 

Very few people experience multiple access deprivation simply because they 
can't afford the services. Multiple access deprivation tends to result from the 
combination of a lack of income and the unavailability of services. 24% of 
households in Gordon et al's research2  did not access two or more public or 
private services because they were unaffordable and/or unavailable. Only 4% 
of households did not access two or more services because they were 
unaffordable. 

Disability impacts on access to activities and services. 6% of people with a 
disability have experienced difficulty arranging insurance.  15% have 
experienced difficulty shopping. 

There is a correlation between social exclusion and multiple service exclusion. 
Fisher and Bramley (2005) found that 16% of households defined as socially 

Gordon, D., Adelman, L., Ashworth, K., Bradshaw, J., Levitas, R., Middleton, S., Pantazis, 
C., Patsios, D., Payne, S., Townsend, P. and Williams, J. (2000) Poverty and Social 
Exclusion in Britain, York: Joseph Rowntree Foundation. 

ibid 
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excluded cannot access 3 or more services. 25% of poor households are 
excluded from 3 or more services. 

Presentation 5: Making Energy Advice Understandable -
needs and gaps 
Catrin Maby, Director, Severn Wye Energy Agency Ltd 

The majority of mainstream energy advice provision in the UK reaches large 
numbers but is not generally accessible to those with language, literacy or 
numeracy problems, is of little interest to tenants, and does not seriously 
attempt to cover behavioural change, concentrating instead on improvements 
to insulation and heating equipment and controls. 

Nevertheless, there is general practitioner awareness of this and some good 
work on the ground at local level, through home visits, advice surgeries, and 
partnerships with caring agencies. A lot of high quality and effective work is 
not reported nationally. Much of this work is reliant on short term funding 
and/or geographically limited, and needs to be mainstreamed. For example 
the Gloucestershire 'Warm and Well' scheme which involves a consortium of 
7 local authorities, fuel companies and health and social services. This 
scheme aims to promote the health benefits of energy efficiency in the home 
by raising awareness of action, advice and sources of support. It provides 
`hand-holding' of clients through the whole process from enquiry to 
installation. Since 2001 over £3 million of measures have been installed. 

Energy advisers need considerable training in order to explain issues simply. 
Not everybody makes a good energy adviser and personal qualities such as 
empathy and the ability to tailor language to clients and be authoritative 
without being patronising is important. 

Barriers to effective advice can include unease from deprived households 
about official contact, social distance between professionals planning and 
delivering services and the client group, the unexpected practical implications 
of actual levels of deprivation, and the legacy of poor advice by others. 

Presentation 6: Changing Services, Protecting Consumers. 
Sharon Collard, Research Fellow, Personal Finance Research 
Centre, University of Bristol 

Poor households spend a higher proportion of their income on gas and 
electricity. But they also pay more than other households for energy if they 
pay in cash, particularly if they have a prepayment meter. For example, a 
household may pay up to £63 more a year than those paying via direct debit. 
Moreover, people on low incomes often face hard choices when money is 
tight, which may lead them to cut back on gas and electricity. 
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Policy responses to help low-income households include the development of 
special tariffs for gas and electricity, and improvements to the payment 
methods open to them. The benefits of switching payment methods are not 
well understood by people. People on a low income can't risk the charges 
resulting from a failed direct debit.  A pilot project in Birmingham, 
commissioned by Ofgem called 'Factor Four', set up with National Energy 
Watch and the New Economics Foundation offers advice on how to benefit 
from the competitive energy market. Project participants are able to pay for 
fuel via a credit union. This then pays their energy bills using a direct debit -
enabling them to access the lower energy tariffs. 

But are these measures enough to help poor consumers, particularly in the 
face of rising energy prices? Front line staff are not always aware of special 
schemes and therefore do not make customers aware of these. Furthermore, 
we lack an evaluation of the impact of social tariffs and the ways we can 
promote take up of targeted schemes. 

Presentation 7: Where Should Our Efforts Go? 
Georgia Klein, Senior Policy Officer, National Consumer 
Council 

Key consumer problems are a lack of skills, poor service provision and 
ignorance. Solutions to these include improved education, improved service 
information and advice, and awareness raising of problems and solutions. 

The responsibilities for delivering solutions lie with government, regulators 
and service providers. The government has renewed its commitment for 
improved energy services by providing more money for Warm Front and the 
Energy Efficiency Commitment, and suppliers are under pressure on energy 
prices and disconnections. For example, the Fuel Poverty Advisory Group 
has predicted failure to meet the 2010 targets and called for joined up working 
to resolve this issue. Suppliers are responding to this pressure. 

We can learn a lot from other initiatives such as government community 
capacity-building through funds and partnerships and the Financial Inclusion 
Taskforce which called for simplified products with advice. Improved service 
delivery by energy suppliers is seen as the key target for achieving benefits 
for consumers. This can be achieved by the establishment of strategic 
community-supplier partnerships to improve information and advice. 

The work of community, consumer and research organisations should be 
focussed on identifying the best community practice in order to build a case to 
encourage suppliers to respond appropriately. We need to work on identifying 
best practice in service development, finding the right people, developing 
appropriate marketing language for consumer groups and identifying the best 
communication channels for these. But best practice should be made 
attractive for suppliers. Essentially we need to make the most of what we 
know by sharing our key knowledge with suppliers and gaining their input to 
spread best practice. 

8 



1.2 Summary of session one 

Fuel poverty, communication and access — the key issues and 
needs: themes of group discussion 

Relevance of scoping studies' messages 

Following the presentations by Tom Sefton/Liz Richardson and Linda Lennard 
on the key messages from the scoping reports commissioned by Eaga PCT, 
participants considered the relevance of this research to their work. 

Summary of discussion points 
• Challenge of reaching those people who up to now have evaded 

targeted campaigns. 
• One cannot easily assess levels of literacy and numeracy over the 

telephone. The complexity of measurement has implications for the 
service providers who may want to recognise and address this issue. 

• Access to information is further hindered by the cost of phoning energy 
suppliers. 

• A combination of methods of communicating with hard to reach groups 
is best e.g. face to face visits, mailings, work with other organisations. 

• The withdrawal of energy companies from the high street has impacted 
on the availability of information and advice. 

• 'One stop shops' are an important way of delivering information.  

John Chesshire of the Eaga-PCT noted that 20% of people who live in Warm 
Zones are still not being reached. In order to address fuel poverty, the key 
challenge is to reach those people who up to this point have missed out on 
targeted methods. We have already picked the "low hanging fruit." The 
challenge for us now is to "pick" the more difficult to reach. 

Robin Sadler of New Perspectives asked the group if anyone uses a set of 
basic questions to identify people with basic skill needs. New Perspectives 
carries out hundreds of interviews a year but lacks a set of questions to 
assess levels of literacy and numeracy. This is especially problematic over 
the phone. In response, Viv Bird answered that unfortunately one cannot 
simply assess basic skill levels with a set of questions. This requires trained 
professionals to look at a wider set of issues and sensitively deal with the 
individuals with whom they are working. This therefore has implications for 
the service providers who may want to recognise and address this issue. 

Catrin Maby noted that energy advisers who carry out home visits, in order to 
provide face to face advice, regularly encounter people with poor basic skills. 

Georgia Klein of the National Consumer Council asked what the best practice 
procedures are for suppliers and whether suppliers need the academic 
evidence in order to put these in place. 
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Moreane Roberts of ATD Fourth World UK noted the frustration of low income 
people in accessing good clear information: "If it's written people miss it. A lot 
of poor people don't have phones, they use pre-paid mobiles. It costs them 
too much to call suppliers." 

Methods of reaching hard to reach groups 

Following the presentations by Carol Taylor and Professor David Gordon, 
participants discussed methods to communicate with, and engage with, hard 
to reach groups. 

British Gas uses a combination of face to face visits, mailings and work with 
consumer/citizen advice groups. They also link in with charities such as 
National Debt Line and Help the Aged. They use a wide range of mailing and 
marketing tools with limited degrees of efficacy. It's a challenge to get the 
message across to people, especially because a large proportion of people 
are not likely to be immediately interested. 

Practice varies from supplier to supplier regarding how we link into existing 
networks in the community. 

Adrian Harvey commented that the Warm Front experience is that they end 
up talking to the same people time and time again. Furthermore "we don't 
have the skills to deal with people with basic skills — our partnerships don't 
reflect the communities we deal with." What are the best ways of engaging 
hard to reach groups, especially people from ethnic minorities, people who 
have a disability and people with basic skills problems? 

The withdrawal of energy companies from the high street has had an impact 
on the ability of people to access face to face energy advice. 

Catrin Maby commented that "the average household gets so confused about 
all the different schemes out there. The classic one stop shop and decent 
local delivery is very important." She highlighted the value of joined up 
thinking in this area in order to effectively deliver advice. 
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1.3 Feedback from discussion groups 

The group was divided into four discussion groups and asked to consider the 
following questions: 

• What are the links between fuel poverty, basic skills and access 
deprivation? 

• How significant are they? 
• How do they relate to other factors e.g. financial literacy? 
• Access and fuel poverty: what solutions have been tried and failed and 

why? 
• What else could be done and why isn't it? 

A summary of the feedback from the four discussion groups is outlined below. 

Group A: Summary of discussion points 
• There is an overlap between issues of fuel poverty, poor basic skills, 

access deprivation and social exclusion. Existing surveys of social 
exclusion do not measure basic skills levels well. 

• There is a serious problem with the lack of take up of existing 
programmes of support. A better understanding of why people say no 
to support is needed. 

• Design of services impacts on take up and ongoing offers may be more 
effective. 

• One stop shops can be useful for reaching vulnerable consumers. 
• Disruption caused by installation is a barrier to take up. 
• People can become overloaded with information as a result of the 

number of organisations in the fuel market place. 
• Voluntary and community sector partnerships can be highly effective as 

a delivery vehicle, but it is not clear if this model can be replicated or 
expanded in a cost effective way. 

• Much can be learnt from the basic skills field, work on financial 
inclusion, and government schemes to raise incomes and previous 
public health and/or safety campaigns.  

Group B: Summary of discussion points 
• People's 'mental models' of keeping warm impacts on the way they 

access help and advice. 
• Calculating fuel consumption is complex. Many people, regardless of 

their level of basic skills, are 'fuel confused'. 
• Fuel poverty is part of a bigger picture. Advice should be rooted in a 

holistic approach. 
• How can private renters and owner occupiers be reached? 
• Grant awards for loft insulation have destroyed the market in energy 

efficiency commodities. 
• There is a tension between investing money now in order to make 

savings later. There needs to be a robust cost and benefits analysis of 
the efficacy of energy advice in order to convince people to invest. 

• Research and practice should learn from other people's experiences.  
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• The lack of long term funding is a big barrier. 
• Programmes stand more chance of working if they work with local 

communities. Bottom-up dissemination of information and advice is 
best. 

Group C: Summary of discussion points 
• Many of the problems discussed in this workshop are probably 

experienced more acutely by those with basic skills problems, but are 
not confined to this group. Arguably, therefore, there is no need to 
target this group specifically. A better approach may be to look at this 
issue in terms of life skills that everyone needs help with, whilst 
recognising that people with basic skills problems may have special 
needs. 

• The focus on financial literacy is perhaps too narrow. Need broader 
citizen's agenda that helps people to interact more effectively with 
commercial organisations. 

• Direct mailings to low income households aren't always effective. 
• Greater recognition of fuel poverty is needed amongst the agencies 

that deal with "at risk" groups. 
• Solutions include using networks of local people to disseminate 

information, 'one stop shops' and the pre-testing of leaflets. 
• Using local/regional TV personalities can be a very effective way to get 

key messages across and encourage people to act on that advice. 
• More qualitative research is needed on how people make life decisions 

and to help understand barriers to accessing skills. 
• It is worth exploring technological solutions e.g. educational meters. 
• More 'hand-holding' is needed. 
• Is there the potential for using market mechanisms/financial incentives 

to encourage suppliers to deliver on their commitments? 

Group D: Summary of discussion points 
• Different methods of communication are needed. 
• There is a need for joined up thinking and services . 
• People's culture and habits impact on ability to change. 
• There is a strong argument for community based programmes. 
• The factors governing funding is an important issue. 
• What are the merits of area-based approaches? 
• With regard to basic skills, written communication is less effective. 
• The advertising campaign on basic skills, fronted by Bob Hoskins, was 

very successful. 
• Solutions to fuel poverty could include: use of mass media; door 

knocking; and local community work.  
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SECTION TWO 

2.1 'Three big ideas': participants' research questions 
To conclude the event we asked participants to think of three big ideas: what three things would they like to know more about? 

The answers are summarised by theme in the table below. 

Theme Idea/area of research 
Communication/engaging -  Micro marketing/communication that gets away from norms and communicates with consumers. 
with groups We need to reach people in a manner they can engage with. 

-  TV advertising and doorstep selling — would they make a difference in community with those 
basic skills difficulties. 

-  How to engage with those currently refusing help (e.g. in Warm Zones).  Idea of local TV targeted 
approach. 

-  Compare and contrast existing schemes in their ability to reach those with skills problems. 
-  Which methods work best for reaching different (target?) groups? 
-  How can fuel suppliers change their image so that more customers see their advice and EEC 

schemes as potentially useful? 
-  Applying good practical communication methods developed in the basic skills field to fuel poverty 

and energy efficiency. 
-  How do we reach private renters/owner occupiers? 
-  How can we best develop the teaching/comprehension of 'Home Energy Reports' to make them 

attractive and actionable by all households? 
-  Why do people not respond to energy efficiency/fuel poverty messages? 
-  Is a 'design for all' programme feasible so that information, advice on getting help and using 

equipment are understandable universally, rather than special schemes? 
-  Use popular/trusted personalities for TV/radio or other marketing of schemes or measures. 
-  Non-res • onse to fuel •overt  messa • e. Wh ? What are sec) • le findin • a turn off? 
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-  Is training of current debt, housing and welfare benefits advisors in energy efficiency worth 
doing? 

-  One telephone number for advisers and another for clients. 
-  TV personalities, not adverts, encouraging energy efficiency take up. 
-  More evaluation on the 'softer' measures (advice, information, behaviour) to fuel poverty and 

energy efficiency. 
-  What do the vulnerable households themselves think the solutions are?  Is there some way of 

engaging them to help develop best methods and services? 
-  How to improve basic skills? Community based delivery but targeted and monitored. 
-  Interaction of disadvantaged groups with the 'new media' for advice e.g. telephone call centres, 

web sites etc. 
-  Explore the use of interactive television as a promotional tool. 
-  Some research with basic skills learners already in community based provision, asking them what 

they know about fuel poverty, what would work for them, how do they feel they could best be 
reached. 

Access -  How far does access to other services correlate with accessing fuel poverty assistance? 
-  What are the critical information gaps around decisions to access assistance? 
-  How big a barrier is trust in accessing assistance? 
-  How can we enable people with basic skills difficulties to participate in helping plan research and 

practical projects? 
-  Evaluate the effect of access deprivation (especially rural households) on the price of non- 

metered fuels. 
-  What aspects of basic skills difficulties have the greatest impact on fuel poverty and access 

deprivation? 
Partnership -  Work with/thorough local authorities much more, utilising their local networks and expertise. 
working/learning from -  How do we ensure that knowledge/good practice from various sectors or different areas of work 
others (e.g. financial literacy) is transferred/shared most effectively? 
  -  How do we move to a more holistic approach towards advising, informing and educating people — 
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community agencies will cover a multitude of areas: diet, debt, consumer, fuel as people don't 
often come with one problem but have a multitude of interrelated issues. This community agency 
would also plug into other local services and not just be a centre for people to go to. 

- How can we best connect energy advice into other agencies like CAB and health services? 

-  

What can we learn from the coping strategies that people with poor basic skills utilise for other 
complex day to day issues? 

- How do we best link advocates agendas? 
Best practice in partnership working between suppliers and community groups within community 
groups. 

- How can the various government programmes more effectively integrate to deliver joined up 
solutions? 
What is the role and influence of high level targets in promoting and providing funding for local 
partnership initiatives? 

- Sustainable models of integrated service provision (e.g. like factor four) - any lessons from 
private sector (e.g. Sure Start)? 
How can we use other services more to address fuel poverty, e.g. using 'well-being' prescriptions 
used by health visitors, GPs, social workers etc to signpost services including health, debt, 
counselling, physical health etc. 

- Need to use existing partnerships, LSPs already exist and Local Area Agreements are being 
developed in some areas. 

- What lessons can be learned from best practice in providing a service that matches the needs of 
these target audiences? 

- How to effectively link with other agencies delivering to same vulnerable households. 
- What are the key issues from other sectors and industries in relation to information and advice 

provision and how these can be applied. 
- What good ideas in practice? Joined up/integrated schemes — undertake research, lessons 

learnt, longevity and cost benefits. 
- Suppliers can do more? Sharing of data for energy efficiency and social obligations. Join this up. 
- Existing programmes (Warm Front etc) don't reach enough fuel poverty. But if income definition 

for poverty is used, is that still the case? Does Warm Front etc reach the right people wrongly 
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defined? 
What, if anything, do energy suppliers know about the basic skills needs of their consumers? 
What, if anything, would persuade suppliers to help meet those needs? 
Suppliers to provide advisors who are regularly located where people with basic skills problems 
go e.g. colleges, benefits agency/job centre, as well as where mainstream services are e.g. GP 
surgeries. 
Spend more money evaluating the existing initiatives e.g. Warm Front etc. 
What can we learn from other examples, e.g. healthy eating? 
Basic skills awareness training for all frontline staff. 
Data sharing — look at ways of sharing existing data/referral routes to tackle harder to reach 
customers - utilise DWP data, for example. 
What services does it make sense to join up if providing integrated advice e.g. other energy, 
water money or health? 
Which agendas match best — health, social exclusion, energy efficiency? 

 

Information/data gaps 

 

Supplier funded but independently delivered research on who benefits (and by how much) from 
social tariffs. 
Actual case studies of the whole cycle of advice to installation. Where are the bottlenecks where 
people fall from the system? 
Where do basic and communication skills fit into the skills/information needs that individuals 
require to address fuel poverty? 
How can communities provide holistic support for at risk' individuals across a range of policy 
objectives — fuel poverty, basic skills, employability, and financial inclusion? 
How can the fuel poverty agenda fit into the government's skills agenda? 
The ultimate prize would be something which presents the policy case in hard cash for both 
government or industry in doing this. 
Better understanding of overlap between fuel poverty and broader access and deprivation issues 
Extent to which fuel poverty can be addressed through area based policies. 
Is the problem basic skills or are other issues such as mental health and softer skills really the 
driver, exacerbated by basic skills? Does it matter as long as we know who to target? 
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- What research data would be valuable in helping to make the funding case for better training? 
Front line advisers to be more responsive and able to help people with basic skills difficulties. 

- Which skills problems cause difficulty in achieving affordable warmth? 
How do fuel poverty and lack of basic skills interact and what is the size/scale of the problem? 
Examine the feasibility and benefits of using energy vouchers as a way of tackling hardcore fuel 
poverty cases. 
Return to Warm Zones to extract more data information about benefits and performance. 
What are the barriers that may inhibit those with problems with basic skills from switching 
suppliers? Does the wide array of tariffs available make such switching more problematic for 
these groups? 

- What is the connection between poor basic skills and low benefit take up? 
Gaps in technology take up through skills gap. 
Examine the extent to which fuel poverty is not area based and pepper potted implications for 
targeting. 

- Explore how issues such as lack of basic skills could relate to the definition of fuel poverty. 
Instead of teaching people how to save energy, examine the 'mental models' they have to design 
systems that save energy for them. 
How have we improved our ability to reach the hard to reach since 2002 (the last time we 
looked)? 

- Household use of thermostats and times — typical actual usage, reasons why and impact on 
energy consumption and comfort. 

- Sample of people in each of 12 identical disadvantaged groups — research into whether 
accessing energy efficiency services and why/why not. 

- Research household view of three central home technologies and usage/attitude e.g. central 
heating, TV/video/DVD, car. 

- Evaluation of emerging experience of poorer consumers who have in the past 3-5 years switched 
to a bank account for the first time. Has it helped/exacerbated energy debt, disconnections etc? 

- Impact of alternative definitions of fuel poverty and/or use of income equivalisation on the optics 
on fuel poverty, priority groups and measures to address these groups specifically. 

- More qualitative research on how individuals devise and use coping strategies.  
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- Collect correct population data to help with targeting the right people. 
- The behavioural uncertainties that need exploration. 
- Explore new ways in which part of the energy efficiency commitment can be more effectively 

focused on fuel poverty alleviation. The growing scale of this energy efficiency investment 
vehicle. 

- Knowing more precise details of the information deficit and how to fill these gaps. 
- Knowing and understanding more about the barriers, physical or psychological, that exist which 

prevent people from accessing solutions to fuel poverty. Perhaps need for more qualitative 
research to explore this issue. 

- An ongoing process of information gathering in disadvantaged areas to make advisors familiar 
faces/build trust and support people who find it hard to contribute.  Be influenced by 
views/solutions contributed. 
Monitor customer behavioural change following introduction of EE measures. 

- Can regional and local funding make a difference to effectiveness. 
The behavioural aspects of measures installation i.e. how much energy is saved and how much 
comfort is taken if homes are warmer. 

Other  - Is looking to the industry for solutions simply endorsing the policy of the state abandoning its 
responsibility for social protection? 
Do we need to prove a causal link between basic skills and ability to achieve affordable warmth to 
unlock funding? 

- Do we need to go one step further back and look at the design of heating systems/controls and 
make them more accessible/understandable so that they don't need to be explained — remove 
some of the need for advice. 

- Be much more aware of problems/cost implications of contracting suppliers/advice lines if you are 
on a very low income or live in an unsafe area. 

- Any campaign has to have 'buy in' from around the room — to me as an outsider there are mixed 
messages/too many agencies. 

- Relax the criteria for EEC funding to allow further innovation in tackling fuel poverty issues, i.e. 
 provide additional benefits check.  
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SECTION THREE 

3.1 Summary and commentary on a future research agenda 

There was a great deal of consensus on the research themes, and much overlap 
on specific research questions, methods and approaches between participants in 
the roundtable, and between the roundtable debates and the two scoping studies. 
This provides a solid grounding for our recommendations for a future research 
agenda, based on two literature reviews, interviews with organisations in the field, 
and a wide range of views from the roundtable from experts in the fields of energy 
efficiency and fuel poverty, social exclusion, consumer issues and basic skills. 
The roundtable was useful in refining the proposed research questions in the 
scoping studies, and providing pointers to robust research methods and sources of 
data. 

The research themes are: 

• Vulnerable consumers, multiple needs, and preferences; 
• Delivering services to vulnerable consumers, and partnership working; 
• Linking fuel poverty to wider agendas. 

1  3.2 Research questions 

We list the key specific research questions in each theme below. 

• Vulnerable consumers, multiple needs, and preferences 
There appeared to be a degree of consensus that many of the problems discussed 
in this workshop are probably experienced more acutely by those with basic skills 
problems, but are certainly not confined to this group. Arguably, therefore, there is 
no need to target this group specifically. A better approach, therefore, may be to 
look at this issue in terms of life skills that a much larger group of consumers need 
help with, whilst recognising that people with basic skills problems may have 
special needs. 

1. What communication and marketing methods do different segments of the 
market prefer (i.e. different groups within those at risk of fuel poverty). 
Which communication tools do those consumers actually use to interact 
with services, and which have they been shown to respond to? Do 
preferences and actual patterns of usage and response match? If not, why 
not? Different types of marketing and communication includes both types of 
organisation, and types of communication such as call centres, internet, 
phone sales, door-to-door, mail shots, TV and radio campaigns, outreach, 
locally based services, one stop shops, and specialist shop fronts. 

2. What are the personal priorities of vulnerable and disadvantaged 
consumers themselves for tackling their own disadvantage? What issues 
do vulnerable and disadvantaged consumers identify as important in their 
lives, and in what form? 
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3. What are the real and perceived barriers to take-up of fuel poverty and 
energy efficiency help for vulnerable and disadvantaged consumers? What 
motivates non-respondents, or explains their lack of response to offers of 
help at different times in their lives, for different types of energy efficiency 
service or product (including related financial products like bank accounts), 
at different points in their relationship with providers, and for different 
groups. Similarly, what triggers or motivates behaviour change in relation to 
energy issues (including associated financial products and services) among 
those that have acted? 

4. What are the needs of people who face multiple barriers in accessing 
information and services, including people with a physical or sensory 
impairment, mental health problems, and/or those for whom English is not 
their first language, possibly in addition to basic skills problems? 

5. How do target groups experiencing or at risk of fuel poverty perceive the 
costs and benefits of measures designed to alleviate fuel poverty, including 
'quality of life' costs and benefits? How do people perceive the set-up 
costs, running costs and quality of life costs of a new system against their 
perceived current costs3. How do these perceptions vary by group? How 
could the perceived or experienced costs be reduced, such as burdensome 
access requirements or disruption in the home? How should marketing 
messages be adapted to promote benefits of interest and salience to 
different groups? 

6. How can we improve people's use of technology within the home, including 
greater use of on-line services? 

• Delivering services to vulnerable consumers, and partnership working 
The challenge here is how to reach the "hard-to-reach" households who 
have not so far been responsive to current methods of service provision. 
This includes the 20% or so households who have not even responded to 
the intensive marketing methods employed in Warm Zones. 

1. Would a 'design for all' approach to information and services be feasible 
and effective in reaching hard to reach clients? 

2. How convincing are the arguments about the preferences of vulnerable and 
disadvantaged consumers, given current and previous responses to 
services and different marketing approaches? How feasible would it be to 
adapt services to better match consumer preferences? 

3. What added value could be given in fuel poverty reduction by One Stop 
Shops, or other forms of more integrated service provision like working 
through other agencies, or using frontline staff such as heating engineers? 
What forms could this take if integrated provision was to be rolled out, how 
would it be delivered, which areas or groups should be targeted, and what 
are the resource implications? 

3 i.e. How far do people understand the running costs of their current fuel system, and how far do 
they appreciate the true costs e.g. long term health costs? What are their 'mental models' of 
keeping warm? 
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4. What good practice examples exist of client-led services, and of partnership 
working between agencies concerned with fuel poverty and others? How 
can these lessons be widely replicated? 

5. How can service providers better target 'hard to reach' groups experiencing 
or at risk of fuel poverty using multiple sources of data? How could data be 
better shared to achieve practical goals between the fuel industry, energy 
advice organisations, national surveys and academic sources? Does this 
data show geographical concentrations requiring spatial targeting, or other 
patterns? 

6. How effective are industry initiatives, such as special tariffs for 
disadvantaged consumers, in alleviating fuel poverty? 

7. What is the potential for more innovative marketing techniques, such as 
using local TV personalities to get key messages across and encourage 
people to act on that advice? 

• Linking fuel poverty to wider agendas 
1. How do national/Government/funding targets incentivise or disincentivise 

local initiatives to tackle fuel poverty, e.g. EEAC funding criteria? 

2. How do different definitions and measures of fuel poverty overlap, and what 
implications does this have for work to reduce fuel poverty and wider 
disadvantage? 

3. How does fuel poverty link to other social inclusion agendas at the national 
and strategic !eve? Is the national fuel poverty reduction agenda 
adequate, sufficient and complementary enough to enable national targets 
to be met? 

4. How can fuel poverty and other social inclusion agendas be practically 
linked at regional, sub-regional and local authority levels, including through 
existing structures such as Local Strategic Partnerships? 

5. What are the causal links and interactions between fuel poverty, 
communication and access issues, and other forms of disadvantage and 
social exclusion? What implications follow from those interactions for 
policy? 

4  NB. Possibly similar to the paper recently completed by the National Literacy Trust looking at 
literacy and social inclusion agendas 'Every which way we can' — A Literacy and Social 
Inclusion Position Paper (2005) NLT: London 
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3.3 Research methods and approaches 

The roundtable raised some important pointers about what methods and 
approaches could be used to answer the research questions: 

learning from other fields. There are many analogous situations of attempts 
to promote behavioural and cultural change, particularly with low-income 
consumers. These experiences could be drawn on to inform work on fuel 
poverty reduction. For example, the basic skills field itself has a long and well 
documented history of successful and failed attempts to reach 'hard to reach' 
groups with services, and to get people to change their lives, and get people 
into learning etc. There is a body of work on changing the environmental 
behaviour of low-income households. There are some lessons from the public 
safety campaigns of the 1960s (e.g. seat belt campaign, hard hats on building 
sites). We could learn from research into the 'coping strategies' of people on 
low income and facing multiple problems. 

Learning from what's already been tried in fuel poverty reduction. There 
are some interesting contrasting experiences in the fuel poverty field, such as 
the significant differences in installation rates by different EEACs which may 
help illuminate what works. Fuel suppliers like British Gas have already tried 
solutions such as bank accounts for low-income consumers and direct 
marketing without much success, which could be useful for understanding 
better solutions. 

- Going beyond 'pat' answers. Future research needs to improve the reliability 
and transferability of its findings and good practice lessons by looking at 
solutions in a more detailed and sophisticated way. For example, despite 
consensus on the positive benefits of community outreach, there were still 
many gaps in effectiveness, and practical difficulties in implementing or 
expanding this resource intensive service, which could be better investigated. 

- Being more imaginative about sources and techniques. There are some 
untapped data sources such as the Eaga Partnership Ltd database of refusals 
which could be exploited in future research. There were several suggestions 
about innovative, qualitative techniques that would help us to understand the 
motivations, constraints and behaviour of vulnerable consumers, such as the 
proposal to get case studies of the process of energy efficiency installation 
from advice to installation, and see where people fall out of the system and 
why. 
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Appendices 

A. Speakers' presentations 

Al.  Liz Richardson and Tom Sefton, Researchers, LSE/CASE: 'Links 
Between Fuel Poverty, Basic Skills, and Access Deprivation'. 

All.  Linda Lennard, Independent Consultant: 'Fuel Poverty and Basic Skills'. 

AIII. Carol Taylor, Executive Director National Development, Basic Skills 
Agency: 'Lessons from 30 years in the Basic Skills Field — Debunking the Myths'. 

AIV. Professor David Gordon, Director of the Townsend Centre for Poverty 
Research, University of Bristol: 'Multiple Access Deprivation — Facts and Figures'. 

AV. Catrin Maby, Director, Severn Wye Energy Agency Ltd: 'Making Energy 
Advice Understandable: Needs and Gaps'. 

AVI. Sharon Collard, Research Fellow, Personal Finance Research Centre, 
University of Bristol: 'Changing Services, Protecting Consumers'. 

AVII. Georgia Klein, Senior Policy Officer, National Consumer Council: 'Where 
Should Our Efforts Go?' 

B. Notes from discussion groups 

BI.  Group A 

BII.  Group B 

Bill. Group C 

BIV. Group D 
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Speakers' Presentations 

AL  Liz Richardson and Tom Sefton, 
Researchers, LSE/CASE: 

`Links Between Fuel Poverty, Basic Skills, and 
Access Deprivation' 
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Links between fuel poverty, 
basic skills, and access 

deprivation 

Helen Beck, Liz Richardson, and Tom Sefton 
Centre for Analysis of Social Exclusion (CASE) 



Overlap with fuel poverty 
% of households Fuel poor households All households 

No qualifications: 
(household head) 

56% 31% 

Living in deprived 
area: 

34% 29% 

(20% worst wards) 

Living in rural area 28% 20% 

Living more than 20 
minutes walk from: 
-Health care facility/ GP 31% 24% 
-Post office 14% 9% 
-Place to buy milk/ bread 11% 5% 
-Nearest bus stop 4% 1% 
ource: English House Condition Survey 2001 



Fuel poverty 

\* al:  

Access deprivation Basic skills 
problems I. 
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Basic skills 
problems 

Access deprivation 

Fuel poverty 



Basic skills problems 
(i.e. problems with reading 

or writing) 

Problems with financial 
literacy or life skills 

(e.g. problems 
understanding fuel bills) 

Information/knowledge 
gap (e.g. about potential 
energy saving measures) 

Problems acting upon 
information/knowledge 

(e.g. obtaining best tariff 
from fuel suppliers) 

Other factors 
affecting energy 

efficiency behaviour 
(e.g. attitudes 

towards 
environment, 

lifestyle factors, 
coping strategies 
for those on low 

incomes). 

Possible solutions 

(e.g. basic skills 
programmes, community- 

based energy projects) 

Links to fuel poverty 

Access problems 
(e.g. not on the internet, 

no nearby post office) 

Adverse impact on 
fuel poverty: 

Lower take-up of 
energy efficiency 

grants. 

Inefficient use of 
heating systems and 
domestic appliances. 

Differential gains from 
competitive energy 

markets. 
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Basic skills problems 
(i.e. problems with reading 

or writing) 

Problems with financial 
literacy or life skills 

(e.g. problems 
understanding fuel bills) 

    

    

Information/knowledge 
gap (e.g. about potential 
energy saving measures) 

Problems acting upon 
information/knowledge 

(e.g. obtaining best tariff 
from fuel suppliers) 

 

Other factors 
affecting energy 

efficiency behaviour 
(e.g. attitudes 

towards 
environment, 

lifestyle factors, 
coping strategies 
for those on low 

incomes). 

 

A 

Possible solutions 

(e.g. basic skills 
programmes, community-

based energy projects) . 

Links to fuel poverty 

Access problems 
(e.g. not on the Internet, 

no nearby post office) 

Adverse impact on 
fuel poverty: 

Lower take-up of 
energy efficiency 

grants. 

Inefficient use of 
heating systems and 
domestic appliances. 

Differential gains from 
competitive energy 

markets. 



Evidence I 
. Benefits of competitive energy markets 

have been unevenly distributed (e.g. 
Waddams Price, Ofgem) 

. Significant minority (20%+) not using 
central heating systems efficiently (e.g. 
EST/HC) 

. Large numbers are not applying for 
grants they are eligible for (e.g. 
BRECSU) 
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Basic skills problems 
(i.e. problems with reading 

or writing) 

Problems with financial 
literacy or life skills 

(e.g. problems 
understanding fuel bills) ~~ 

,II 

Adverse impact on 
fuel poverty: 

Lower take-up of 
energy efficiency 

grants. 

Inefficient use of 
heating systems and 
domestic appliances. 

Differential gains from 
competitive energy 

markets. 

Other factors 
affecting energy 

efficiency behaviour 
(e.g. attitudes 

towards 
environment, 

lifestyle factors, 
coping strategies 
for those on low 

incomes). 
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Links to fuel poverty 

Access problems 
(e.g. not on the internet, 

no nearby post office) 
A 

Possible solutions 

(e.g. basic skills 
programmes, community- 

based energy projects) 



Evidence II 
• Disadvantages faced by those with basic 

skill problems (e.g. NACAB, NCC) 
. Energy efficiency advice is often 

inappropriate for this client group (e.g. 
Ofgem) 

. Particular difficulties faced by rural 
customers in terms of access (e.g. CAB) 
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Information/knowledge 
gap (e.g. about potential 
energy saving measures) 

Problems acting upon 
information/knowledge 

(e.g. obtaining best tariff 
from fuel suppliers) 

 

Other factors 
affecting energy 

efficiency behaviour 
(e.g. attitudes 

towards 
environment, 

lifestyle factors, 
coping strategies 
for those on low 

incomes). 
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Possible solutions 

(e.g. basic skills 
programmes, community- 

based energy projects) 

Adverse impact on 
fuel poverty: 

Lower take-up of 
energy efficiency 

grants. 

Inefficient use of 
heating systems and 
domestic appliances. 

Differential gains from 
competitive energy 

markets. 

Links to fuel poverty 

Basic skills problems 
(i.e. problems with reading 

or writing) 

Problems with financial 
literacy or life skills 

(e.g. problems 
understanding fuel bills) 

Access problems 
(e.g. not on the Internet, 

no nearby post office) 



Evidence III 
. Information/advice needs to be: 

. Tailored/ specific to needs of client 

. Opportunistic and client-led 

. Verbal and two-way, preferably face-to-face 

. Low- or no-cost 

. Involvement of community organisations as 
mediators 

• Context is important 
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Summary 
• Appear to be significant problems related to 

inadequate information/understanding of 
energy efficiency issues 

• Links between basic skills problems and fuel 
poverty seem very plausible, BUT these are 
assumed, rather than proven 

• More research/evaluation work needed on 
specific issues raised by basic skills problems 
and access deprivation 



Possible research agenda? 
. How important is lack of information, 

knowledge, and understanding a factor in 
causing or exacerbating fuel poverty? 

. In so far as these are problems, how far are 
they related to basic skills? 

. To what extent are providers/ agencies in this 
field following best practice in their treatment 
of disadvantaged clients? 

. What more could be done to incentivise best 
practice? 
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Possible research agenda? 
. How important is lack of information, 

knowledge, and understanding a factor 
in causing or exacerbating fuel poverty? 

Information deficit model? 
- Other motivations for behaviour? 
- Notwithstanding, where are the info gaps? 



Possible research agenda? 
. In so far as these are problems, how far 

are they related to basic skills? 

- How do levels of awareness and 
understanding vary with 'fuel confused'? 

- What's the minimum necessary for action? 
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Possible research agenda? 
To what extent are providers/ agencies 
in this field following best practice in 
their treatment of disadvantaged 
clients? 

. What more could be done to incentivise 
best practice? 



All.  Linda Lennard, 
Independent Consultant: 

`Fuel Poverty and Basic Skills' 
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Fuel poverty and basic skills 

Linda Lennard 



Basic skills research 

> Links 
Significant problems with basic skills but 
little research on inter-action with fuel 
poverty 
> Awareness of difficulties 
Advisers may not pick up on problems or 
respond appropriately 
> Age 

Difficulties increase with age but 
over-65s. excluded in surveys 
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Double or triple barriers 

> Multiple barriers 
> Inappropriate information and services 
> Lack of recognition and understanding 
> If you also: 

+ have sensory and/or physical impairments 
+ have learning disabilities 
•:* have mental health problems 
+ don't have English as your first language 



Market barriers 

Diversity of needs 
Energy market behaviour 
•:* Payment methods and lack of choice 
•:* Lowest income, highest prices 
•:* Customer interfaces: helping or 

hindering contact? 
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Compound effects 

> Lack of access affects: 
•:* physical and mental health 
•:* confidence levels 
÷ learning, employment and social 

opportunities 
•:* income 

Circular effects 



Urgency of issues 

Fuel poverty: still exists, getting 
worse 

)> Energy efficiency: consumer 
confusion, time lags, uncertain 
effects on fuel poverty 
Basic skills: significant issue, 
compounded by wider problems 

MEI  INE 
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Many initiatives, few links 

> Lots of projects, measures and pilots: 
❖ on basic skills 
❖ on fuel poverty 
❖ on energy efficiency 

> But few research links 



Future research? 

p. What is the inter-action between basic skills 
difficulties and fuel poverty? 
What are the needs of people who face 
multiple barriers? 
What practical links can be drawn with work 
on basic skills, financial literacy and media 
literacy to ensure best practice on energy 
efficiency and fuel poverty? 

p- What can be done to ensure that suppliers 
and advisers meet the needs of people with 
basic skills difficulties? 
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AIII.  Carol Taylor, 
Executive Director National Development, 
Basic Skills Agency: 

`Lessons from 30 years in the Basic Skills Field — 
Debunking the Myths' 
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Lessons from 30 Years in the Basic Skills 
Field Debunking the Myths 

Carol Taylor 
Executive Director: National Development 

Basic Skills Agency 
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Myths about adults with poor basic 
skills: 

1. 'Illiteracy' is the problem. 
2. Everyone without a level 2 in English or Maths 

has a basic skills problem. 
3. Most adults with poor basic skills are not in the 

workforce. 
4. Most adults with poor basic skills know they 

have a problem and want to do something about 
it. 

5. People with poor basic skills cannot cope in life 
— (the 'two heads' myth). 
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Myths about adults with poor basic 
skills: 

1. 'Illiteracy' is the problem. 
2. Everyone without a level 2 in English or Maths 

has a basic skills problem. 
3. Most adults with poor basic skills are not in the 

workforce. 
4. Most adults with poor basic skills know they 

have a problem and want to do something about 
it. 

5. People with poor basic skills cannot cope in life 
— (the 'two heads' myth). 



• at/below Entry Level 2 0 Entry Level 3 0 Level 1 0 Level 2 
50 

40 

10 

Literacy, awareness of difficulties and wish to improve skills 

reading  writing  reading  writing 
% reported difficulties  %wanted to improve 
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AGE 30 OUTCOMES OF POOR LITERACY 
AND POOR NUMERACY: MEN 

• To be unemployed 
• Not to have had any work-related training from their current employer 
• Not to use a computer at work 
• Not to have an employer who gave paternity leave 
• Not to own their home 
• To live in a non working household 
• To have no political interest 
• To have been arrested 
• To be depressed 

• There were no statistically significant odds ratios for the men with poor 
numeracy and good literacy, i.e. poor basic skills is the problem rather 
than numeracy per se. 



AGE-30 OUTCOMES OF POOR LITERACY AND 
POOR NUMERACY AT AGE-21, COMPARED 

WITH THOSE WITH COMPETENCE IN BOTH 
SKILLS: WOMEN 

• Not to be in full time or part-time work 
• To be in a full-time home-care role 
• Not to have had any work related training from their current employer 
• Not to have an employer who allowed maternity leave (above statutory 

leave) 
• Not to own their home 
• To live in a non-working household 
• Not to have any political interest 
• To have poor physical health 
• To be depressed 

With the exception of 'no work related training', 'no maternity leave' and 'not 
owning their homes' all these outcomes were more closely connected with 

poor numeracy than with poor literacy 
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What particularly affects those 
with literacy and numeracy needs? 
• Levels of literacy and numeracy needed to access 

services. 
• The world is becoming less paper based and more 

on-line — having to do things more quickly and 
immediately. 

• More vulnerable to the 'hard sell', doorstep 
salespeople etc. 

• Taking up full benefits eg new Child Trust funds. 
• Local Post Offices no longer play an intermediary 

role. 



AIV.  David Gordon, 
Director of the Townsend Centre for Poverty 
Research, University of Bristol: 

`Multiple Access Deprivation — Facts and Figures.' 
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Who is Fuel Poor? 

Research has identified two main groups 

1. People/households with a low income (e.g. lone 
parents, unemployed, etc) 

2. People/households with a somewhat higher income 
but living in poorly insulated older dwellings (e.g. 
single pensioners) 

The solution to fuel poverty for those people living in 
relative poverty but living in 'good' housing stock is to 
raise their incomes whereas the solution for those 
with high heating costs may in part lie in housing 
improvements (e.g. better insulation, etc.). 
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Who is Fuel Poor in Wales? 

Full Income  Equivalised Income 

Person 60 years or over 

Ill or disabled (16-59 yrs) 

Person under 16 years 

Not vulnerable 

Totals for Wales 

45 
 

28 

39 
 

42 

30 
 

47 

14 
 

17 

31  31 

Source: Baker, Moore & Gordon, 2004 



Subjective Poverty and Fuel Poverty 
HEES Recipients in Wales 

Income above or 
below the poverty 
line? 

% of fuel- 
poor 

% of non fuel 
poor 

Far above 2 3 
Little above 11 16 
About the same 17 20 
Little below 20 27 
Far below 37 22 

Don't know 12 12 
All 100 100 

Source: Hughes, Homer & Gordon, 2004 
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Poverty and Social Exclusion 
Survey of Britain •r• 
Utility Exclusion in Britain in 1999 

The Poverty and Social Exclusion Survey found that six percent of 
respondents had experienced disconnection of one or more services 
(electricity, gas, water & telephone), but 11% had used less than they 
needed because of cost. 

Younger respondents were more likely to have been disconnected. One in 
five of those unemployed had been disconnected, and one in three had 
restricted consumption; the figures for those in working-age jobless 
households were slightly lower. 

One in six of those with a long-standing illness had also used less than they 
needed because of cost, and a similar proportion of households with 
children. 

Source: Pantazis, Gordon & Levitas, 2005 



Utility Disconnections and restricted use 

Has experienced 
disconnection 

0/0  

Has used less 
% 

Age of Respondent 

16-34 10 13 

35-54 7 12 
55-64 1 10 

65+ 1 6 
Worker in Household 

No Worker 14 31 
Workers 5 8 
Retired 1 7 

TOTAL 6 11 

Source: Gordon et al, 2000 
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Proportion of households using service, 1999 
Doctor* 

Post Office* 

Supermarket 

Chemis t 

Bank/Building society 

Dentist* 

Hospital (with A&E)* 

Optician* 

Co rner sho p 

Petrol  Station 

Pub 

Cinema/theatre 

Train/tube service 

Public/community  hall* 

P lace of Worship 

Public Transport (s choo I bus)* 

Yo uth Clubs " 

rtv  

2 

0  10  20  30  40  50  60  70  80  90  100 
%Using 

Source: Fisher & Bramley, 2005 



Proportion of households using service, 1990 and 1999 

Libraries 

Public sports facilities 

Museums 

Adult evening classes 

Bus services 

     

■ 1990 0 1999 

   

Child care 

Play facilities 

School meals 

Home help 

Meals on wheels 

Special Transport 

0  10  20  30  40  50  60  70  80 

%Using 

Source: Fisher & Bramley, 2005 
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Lack of services due to unaffordable and/or unavailable 

Public Services One or more 
ok 

Two or more 
0/0  

Cannot Afford 4 1 

Unavailable 28 8 

Cannot Afford or Unavailable 31 10 

Private Services 

Cannot Afford 6 2 

Unavailable 26 11 

Cannot Afford or Unavailable 30 14 

Both Public & Private Services 

Cannot Afford 9 4 

Unavailable 41 18 

Cannot Afford or Unavailable 46 24 

Source: Gordon et al, 2000 



Lack of services due to unaffordable and/or unavailable 

One or more 
ok 

Two or more 
% 

Age of Respondent 

16-34 42 26 

35-54 49 21 

55-64 40 19 
65+ 52 29 
Worker in Household 

No Worker 52 20 

Workers 43 30 
Retired 51 30 
TOTAL 46 24 

Source: Gordon et al, 2000 
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Activity/service difficulty due to disability 
Activity difficulties due to disability ok 

Go to the cinema, theatre or concerts 15 
Go to the library, art galleries or muse 9 
Go Shopping 15 
Eat out in a restaurant or have a drink 11 
Go to a football match or other sporting event 10 
Other 7 
Have had no great difficulty in doing these things 71 
Service difficulties due to disability 

Arranging accommodation in a hotel or boarding house 4 
Arranging insurance 6 
Using a bank or building society 4 
Using a public telephone 4 
Other 2 
Have had no great difficulty in using these services 86 

Source: Gordon et al, 2000 



Social Exclusion and multiple service exclusion 

Exclusion Category Excluded from 3+ 
Service % 

Poor Household 25 
Lowest Quintile Equivalent Income 23 
Jobless Household (working age) 22 
Socially Isolated (4+ activities) 16 
Retired Household 16 

Not Socially Isolated 15 
With Workers in Household 12 
Not Lowest Quintile 12 
Not Poor 11 

All Households 15 

Source: Fisher & Bramley, 2005 
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AV.  Catrin Maby, 
Director, Severn Wye Energy Agency Ltd: 

`Making Energy Advice Understandable: Needs and 
Gaps' 
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ev 
Energy Agency 

Making energy advice understandable 
Catrin IVIaby 
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Energy Agency Energy advice delivery methods 

■ Approach: 
- respond to customer questions 
- follow standardised procedures 

■ Medium: 
- telephone 
- surgery 
- stand or exhibition 
- home visit 
- questionnaire generating written report 



„Severn 
Energy Agency 

Current mainstream energy 
advice provision 
questionnaire and computer-generated report 

■ Cheap way to reach large numbers 
■ Long and boring to read 
■ Not accessible if literacy and numeracy skills 

poor 
■ Not interesting to tenants 
■ Does not tackle behavioural change 
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Current energy advice provision 
„;yern 

Energy Agency 

Non-mainstream targeted approaches: 

• Home visits where appropriate 
• 'Cascading' advice through other front-line 

workers 
• Holistic approach to specific 'communities' 
• Working through the basic skills curriculum 

itself 



_Severn 
Energy Agency 

Targeted outreach: 
Boiling Benefits 

Knergy and benefits 
advice, with free energy 
efficient kettles at local 
post offices. 

Energy advisers, 
Pensions Service 
outreach team and local 
radio. 
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Targeted outreach: 
Warm and Well 

,Severn 

Energy Agency 

■ 7 local authorities, fuel company, 
health and social services 

■ health, housing, social care 
promote health benefits of energy 
efficiency and refer clients 

■ Hand-holding through whole 
process from enquiry to 
installation 

■ over L3m of measures installed 
since 2001 



Targeted outreach: 
the prison community 

Severn 
Energy Agency 

• Energy plan for prison buildings 
• Advice on energy savings for prisoners' families 
• Educational programmes for long term 

prisoners 
• Filmergy efficiency in resettlement housing 
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Are you tz,ady for the , ffki Energy e ency 
Challenge., 

The Energy Efficiency Challenge 
Day 4 

ALtVr 
Day 1 

Day 6 

....*■•• 
"•••■• 1710 ■•• 
noetlat 

Day 9 

.,.„. 
Day 10: 

Da IA 
eat tn. 

.5 ,oc<I '51 

Da y5 

nin. orb Iwo w.7,■• 
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Targeted outreach: 
the whole school community 

„Severn 
Energy Agency 

Working 
holistically 
with schools: 
curriculum, 
buildings, 
travel to 
school, and 
taking the 
message home 



Energy Agency 

Targeted approach through Seimjan 
adult basic skills education 

Materials for classes for 
adults in literacy, 
numeracy and English 
as a second language. 

Developed and trialled 
with Birmingham Core 
Skills Unit 

MN — — — =MUM MN MI MI NM MN NM MI MIMI= M OM= UM 



Severn 
EEAC qualities needed to do 
more than the mainstream 

Energy Agency 

■ Fifficiency so can reach mainstream targets and 
have time to spare 

■ Non-profit/committed to willing to put in extra 
effort 

■ Social awareness to understand needs 
■ Technical and communication skills to deliver 
■ Ability to develop partnerships with other 

agencies 



Adviser qualities needed to do 
 507 ern 

more than the mainstream 
 Energy Agency 

• Accuracy and consistency 
• Clarity 
• Trust (who are you and who pays you?) 
• Credibility (authoritative but not patronising) 
• rimpathy (notice if 

bored/confused/embarrassed) 
• Ability to tailor language to client 
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Motivation Matters (or give 
people what they want...) 

_Severn 
Energy Agency 

■ Help will filling out forms to claim grants and 
benefits 

■ Simple verbal explanation of what can be done 
■ Clear next steps 
■ Show me how 



 

„Severn 
Some issues to consider Energy Agency 

• Household unease about official contact 

■ Social distance between client group and 
professionals planning services 

■ Unexpected practical implications of poverty 
levels encountered 

■ Legacy of previous advice 
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AVI.  Sharon Collard, 
Research Fellow, Personal Finance Research 
Centre, University of Bristol: 

`Changing Services, Protecting Consumers' 

29 

I 

I 



ow University of 
BIUSTOL 
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Why do the poor pay more for fuel? 

• Spend higher proportion of income on fuel 
— Some poor households also have high energy needs 

• Pay more if use cash payment methods 
— Don't benefit from direct debit discount 
— Prepayment meter charges higher 

• Poor energy efficiency 

• May cut back on fuel (and water) to manage 

University of 
IA IN BRISTOL 



Policy responses 

• Special tariffs for gas and electricity 
— Fixed rate for unlimited usage 
— Can be part of energy services package 
— Open to PPM customers? 
— Calls for uniform prices rejected 

• Payment methods 
— Scope for cheaper forms of prepayment meters? 
— Direct debits tailored to better meet needs of low-income 

consumers 
— Improvements to Fuel Direct (and Water Direct) 

• No assistance through the benefits system 

VW University of raw BRISTOL 
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AVII.  Georgia Klein, 
Senior Policy Officer, 
National Consumer Council. 

Where Should Our Efforts Go?' 
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IIICC National 
Consumer Council 
Making all consumers matter 

Fuel poverty, basic skills 
and access 

Where should our efforts go? 
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IZ)CC National 
Consumer Council 
Making all consumers matter 

Consumer problems  solutions 

Lack of skills  improved education 

Poor provision.....  improved services 

improved information 

improved advice 

Ignorance....  Awareness-raising of problems & 
solutions 



111)CC National 
Consumer Council 
Making at consumers matter 

Responsibility for solutions 

Consumer education...Government & regulators 
Delivered by public services, regulators 
and community organisations 

Improved services   Primarily providers & enforcers 
Back-up support from public services & 
community organisations 

Awareness-raising.... Consumer organisations & Government 

NMI MN N= MI MN- MI MN NMI IIIIIII NMI I= NM I= NMI =I =II =11 =II MI 



(Z1CC National 
Consumer Council 
Making all consumers matter 

Prospects for improved energy services 

Renewed Government commitment 

Suppliers under pressure on energy prices & 
disconnections 

Suppliers are responding: 

• ad hoc & strategic community/consumer-supplier 
partnerships 

• social tariffs 

• ERA guidelines on disconnections 

• pleading for help on targeting and reaching the vulnerable 
through community organisations 



IZICC National 
Consumer Council 
Making all consumers matter 

Prospects for improving other related services 

Government community capacity-building through 
funds and partnerships 
... although focus on public services 

Financial inclusion taskforce, simplified products with 
advice 

& industry-regulator-consumer consensus 
... although Government approach to minimum 
income standards, bill/debt payment methods, universal 
banking services and affordable credit off-message 

Pressure for improved telephone debt prevention 

Concerns about water affordability 

Widening inequalities 
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IZ1CC National 
Consumer Council 
Making at consumers matter 

The way forward...community-supplier partnerships 

Our strategy: 
• Develop and promote information and advice tools to 

improve upon what they are already doing or being 
pressurised to do. 

• Keep the responsibility with suppliers but identify where 
policy change elsewhere could help. 

Our aims: 
Proactively provided, appropriate services, information and 

advice 
which meet as many consumer needs as independently as 

possible, 
i.e. 
• Local centres of integrated publicly and privately 

provided services to enable face-to face transactions, 
information and advice provision 
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IZICC National 
Consumer Council 
Making all consumers matter 

Identify best community best practice 

Developing the right services 
• Sustainable models of integrated community provision 

• Develop and test solutions on consumers 

Finding the right people 
• A new statistical modelling tool for suppliers, funded by 

suppliers? 

• Make pragmatic choices for suppliers 

• Propose triangulations with supplier-held data 

• Tackle data sharing and privacy 
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1Z)CC National 
Consumer Council 
Making all consumers matter 

Getting the messages right 
• Develop appropriate marketing language for consumer 

groups 

Delivering the messages right 
• Identify communication channels — which issues, which 

consumer groups, when is it provider and when is it 
intermediary? 

• Best timing for information or advice provision 

• Training suppliers' advisers 



(Z)CC National 
Consumer Council 
Making all consumers matter 

Make best practice attractive 

Develop a business/policy case 
• Identify costs of remedying vs costs of not, potential markets 

and potential for public subsidy 

Develop viable markets 
• Models of local delivery which work (e.g.bulk-buying, bulk- 

selling) 

• Identify existing local networks which can be supplemented 
and identify how 
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IZCC National 
Consumer Council 
Making all consumers matter 

Essentially 

Make the most of what we know by 

sharing our key knowledge with suppliers 

gaining their input to spread best practice 



()CC National 
Consumer Council 
Making all consumers matter 

Georgia Klein 

National Consumer Council 

20 Grosvenor Gardens 

London SW1W ODH 

Direct line  020 7881 3037 

E-mail  g.klein@ncc.org.uk 
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BI. Discussion group A 

Facilitator — Viv Bird 
Tony Armstrong 
Sharon Collard 
Georgia Klein 
Jane Palmer 
Phil Arend 
Jack Hulme 
Peter Daley 
Joanne Wade 

Summary of discussion points 
• There is an overlap between issues of fuel poverty, poor basic skills, 

access deprivation and social exclusion. Existing surveys of social 
exclusion do not measure basic skills levels well. 

• There is a serious problem with the lack of take up of existing 
programmes of support. A better understanding of why people say no 
to support is needed. 

• Design of services impacts on take up and ongoing offers may be more 
effective. 

• One stop shops can be useful for reaching vulnerable consumers. 
• Disruption caused by installation is a barrier to take up. 
• People can become overloaded with information as a result of the 

number of organisations in the fuel market place. 
• Voluntary and community sector partnerships can be highly effective as 

a delivery vehicle, but it not clear if this model can be replicated or 
expanded in a cost effective way. 

• Much can be learnt from the basic skills field, work on financial 
inclusion, government schemes to raise incomes and previous public 
health and/or safety campaigns.  

Proving the link between basic skills, access deprivation and fuel poverty -
does it matter and, if so, to whom? 

There was general agreement that there were overlaps and relationships between 
fuel poverty, poor basic skills, access deprivation and social exclusion, e.g. as 
shown in a longitudinal study by John Bynner at the Institute of Education (BSA 
Birth Cohort Study). David Gordon's figures showed some discrepancies in 
groups affected (e.g. younger versus older households) but this is probably due to 
an overly narrow definition of fuel poverty. We agreed we weren't clear which 
caused what, but that lack of confidence as consumers was an issue. 

Some people felt it was an 'academic' (i.e. not very useful) exercise trying to prove 
causal links between these things, and we should instead focus on looking at how 
we target, reach and engage with 'hard to reach' consumers. Vulnerable 
consumers were a key theme in the discussion — see below. 

However, some felt that we need to know more about what specific difficulties 
people face in accessing affordable warmth to better-targeted solutions e.g. basic 
skills versus technical literacy. Or perhaps the problems may be more primarily 

31 



related to mental health, so the solution would be to tackle that. SEU is currently 
doing work looking at mental health and assets/skills. GPs report higher levels of 
depression (for people on low incomes) and people lead chaotic lifestyles so may 
find it difficult to think rationally about fuel and complete forms etc. 
Communication skills may be more important initially in people tackling their fuel 
poverty than reading and writing or numeracy skills. 

A different way of looking at the question is to ask people themselves what the 
links are, i.e. which is the most important issue for them, and therefore where 
would they like us to start helping. Fuel poverty reduction is a more significant 
issue for providers than it is for the consumer, who may not see themselves as 
having a fuel poverty problem, nor feel that this is their priority. People with basic 
skills needs may be unaware of or reluctant to acknowledge the issue. Some 
vulnerable older people do not perceive themselves as older. 

Measurement issues 

It may be difficult to explore the specific links between fuel poverty and basic skills 
in more depth quantitatively because existing surveys of social exclusion etc don't 
measure basic skills levels very well or at all. 

Helping vulnerable consumers/the 'hard to reach' 

Key times for consumers' relationships with suppliers are when routines change 
e.g. price changes or things go wrong, and these should be triggers for offering 
help. We could look more at these processes, where they break down and how to 
help people. 

People with basic skills problems can rely on children to read important 
information which can be inappropriate. Independent advice organisations would 
be better, but existing advice networks are already overstretched. There are often 
low levels of awareness of basic skills issues (including their own basic skills 
needs) of intermediaries dealing with vulnerable consumers e.g. heating 
engineers. 

There is a serious problem with lack of take-up of help and support e.g. of free 
home improvements. This mirrors problems with benefit take up, i.e. take up of 
free cash, which can be under 100% especially for older people. Take up can 
depend on how the offer is made and who is making it. Delivery of advice and 
support should be through approved and appropriate organisations - 'like delivers 
to like'. The design of the service impacts on take up. For example, door-to-door 
marketing makes people suspicious, offers by fuel supply companies may be 
mistrusted, and there are equal problems of wariness of Government schemes. 
British Gas tried to introduce a bank account as an alternative to pre-payment but 
it failed (200 customers as a result of a national marketing campaign) because low 
income customers do not trust bank accounts for example, to handle payments 
correctly. Solutions do not work without engaging the trust of the consumer. This 
is true across income groups; it is not just low income households who find cash 
more comfortable and prefer more control over their finances. For example, 
British Gas has as many customers who pay by cash or cheque as those who pay 
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by direct debit. Burdensome access requirements such as form filling put people 
off. 

A lesson from the basic skills field is that ongoing offers can be better at reaching 
people than one-off offers (like a big time limited campaign or a 'blitz') because it 
may be the wrong moment in time for them to take it up. An ongoing offer with 
local access routes means people can keep their options open and know where to 
go when they decide to act. For example, the Eaga Partnership sent out cards but 
did not get these back until 1-2 years afterwards when another mailing was sent. 
People returned the original card, showing that they had kept the information, but 
only responded when the time was right for them (and they'd been promoted 
again). Eaga Partnership has found that a persistent presence in communities 
based in local venues works well (e.g. the adviser in Heartlands in Birmingham). 
However, this is extremely expensive and resource intensive. and would be too 
costly to maintain in all deprived communities. It also relied in Birmingham on a 
community base and a unique set of circumstances, so there is a limit to what we 
can learn from that experience. It is not easily replicable, as each new area would 
need to find a new community champion. 

One stop shops can be useful for reaching vulnerable consumers. The Energy 
Retail Association is implementing a scheme in the last quarter of 2005-6 to set up 
one stop referral points. 

We do not know how much people understand about what is being offered, and 
whether people are making informed choices. There are common misconceptions 
about fuel costs, for example people do not realise that 2 bar electric fires cost 
more to run than a full gas central heating system. Consumers often do not 
realise how significant an impact energy efficiency measures, such as insulation, 
can have until after they have been installed. 

Some barriers to take up are not about the way help is offered but the disruption 
caused by the installation of energy efficiency measures and worries such as 
making the house dry, i.e. the costs versus the benefits as seen by the consumer. 
It is much easier to give away energy efficient light bulbs and fridges than it is to 
persuade people to have works done to their home. Common consumer concerns 
are about the amount of support they will get during the installation, the 
irreversibility of the work, and the lack of clear benefits outweighing costs. This is 
a particular problem with owner-occupiers. Social housing tenants may have 
similar concerns but less power to refuse installation. 

Energy efficiency measures are often promoted using cash benefits rather than 
quality of life benefits, which may be of higher value to the user. Older people can 
be too 'proud' to accept financial help. 

Problems are exacerbated by the dramatic increases in the number of 
organisations in the fuel marketplace, but also the use of direct marketing and 
phone sales which mean that people are overloaded with information and left 
unsure about which are credible and genuine offers. 

Therefore, we need a better understanding of why people say no to help: 
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• lack of understanding or desirability of the offer — can people see the 
outcomes for them and do they like them; 

• once people have understood - their assessment of the personal costs 
against the benefits; 

• the process by which help is offered — what is easiest, when is best, what is 
the access point; 

• the type of organisation it is offered by — who do people trust; 
• the implications of accepting e.g. disruption and change in the home, and 

what support they will receive. 

We would like to know more about how we can get people to say "yes" more often, 
and improve the processes by which we deliver help. 

Within these broad questions, we need to be shrewder about how we approach 
different segments of the market, as a 'one size fits all' approach does not work. 
Some people with basic skills needs will "grab everything going", others refuse all 
help. 

We need to use innovative techniques to be able to do this research with people 
who are non-respondents and who do not normally engage. For example, British 
Gas can't send energy efficiency information to customers on their database that 
have opted out of sales offers, although they can use secondary channels. Eaga 
Partnership Ltd have a database of people who have been contacted, agreed to 
help, had a survey but then refused at installation phase. They have found it 
difficult to find out why people "change their mind" but this would be a good source 
of people with whom to do more research. 

Working in partnership and strategic working 

There is already a lot of fuel poverty reduction work taking place, using public 
service providers and voluntary/community sector as partners. For example, Eaga 
Partnership already works with health visitors. However, frontline workers may not 
be aware of basic skills issues either. And despite the benefits of integrated 
working, other agencies cannot do everything, and fuel poverty may need 
someone for whom that is their main task. Other agencies may not even see the 
links between their work and fuel poverty, or it may not be a priority for them. It 
would be good to have a tool kit to show how the different agendas link and 
therefore could be used to build partnerships. This would need to be done at a 
strategic level in organisations and agencies, perhaps learning from models such 
as Learning and Skills Councils. 

A strategic approach at a national level has to take account of regional differences 
e.g. different benefit agencies deal differently with Fuel Direct in regions; different 
PCTs operate differently.  National provider organisations find it hard to 
accommodate regional and local authority level differences, e.g. British Gas has 
the 'British Gas' way of doing things. Regional variation is resource intensive. 

Voluntary and community sector partnerships can be highly effective as a delivery 
vehicle, but it isn't clear if those partnerships can help extend energy efficiency 
and fuel poverty work any further or reach new clients. 
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Many organisations help to signpost clients to other sources of help, but an 
alternative to this could be more integrated provision (such as one stop shops as 
already mentioned), where the providers are proactive rather than relying on the 
consumer to make contact with a second or third agency to which they have been 
signposted. 

When intermediaries/brokers such as housing officers or health visitors are going 
into people's homes they can be trained to quickly assess and refer people. This 
relies on fuel poverty reduction being relevant for their work, and on ensuring that 
if people are referred they will definitely get help. This was a problem experienced 
by a basic skills project called Link Up, which successfully raised awareness of 
basic skills issues in the community sector and achieved a number of trained 
advisers. However, the newly trained supporters found that there wasn't enough 
appropriate help in basic skills to which they could refer people. Therefore it is 
important to build the infrastructure of support before doing awareness raising and 
brokering work. 

When working in partnership it takes a lot of time to raise awareness, and to clarify 
what both partners need out of the relationship. One problem is high turnover of 
staff in partner organisations, especially health professionals, so momentum is 
lost. 

Learning from other fields 

There are many analogous situations we could learn from, including: 

• The basic skills field itself 
Carol Taylor made the point that people with basic skills needs have "spiky 
profiles" which means that they have found coping strategies for other 
problems. So, what could we learn from those experiences in the basic skills 
field about tapping into people's ability to cope, this time with fuel poverty. In 
terms of reaching people, there is much to be learnt from many years of 
marketing and outreach, e.g. the recent, successful 'Gremlins' TV campaign. 
The BBC is also running a Reading and Writing campaign in the autumn 2005. 
And there are many lessons about delivery and devolving delivery of solutions 
to the voluntary and community sector from this field. 

• Financial inclusion 
There are parallels e.g. with the FSA financial capability framework. 
Evaluations of a pilot of the Government savings gateway (Government will 
match £1 for every £1 you save) delivered by SAFE showed that delivery was 
equally good between the community organisations and the one non- 
community organisation, and that it required very intensive work. Local media 
worked better than leafleting. The lessons from this may be more about the 
attractiveness of the product/appropriateness of the service than the way it was 
marketed or the marketing messages. 

The competition between the Post Office's card account which had good take 
up and the Government's basic bank account (which did not) might help tell us 
about consumers' preferences about products and responses to different 
marketing campaigns. 
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• Government schemes to raise incomes 
Working family's tax credit and pension credits are comparable issues and 
have similar access problems. They are difficult to understand and explain and 
took some time to achieve take up. 

• Previous public health and/or safety campaigns 
The fuel poverty agenda is relatively new and may just need more time to 
spread and bed in. For example campaigns in the 1960s to get people to wear 
hard hats on building sites. The well know seat belt campaigns (e.g. clunk click 
every trip) from the 1970s had 35-60% awareness during the campaign but 
then people forgot about it until it was made law. 

What about low incomes? 

Fuel poverty is a result of household income, fuel prices and energy efficiency. 
Raising disposable incomes and benefit take up for low income households would 
give the biggest 'quick wins' in tackling fuel poverty. 

Helping people say 'yes' more often to help offered 

Many of the points have already been made, such as: 
- an ongoing offer that people can accept when it's right for them; 
- starting with issues that are relevant for consumers; 

engaging consumers on a basis of trust; 
like delivering to like; 
offering a good product; 
making benefits clear; and 
accommodating regional and local variations. 
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1311. Discussion group B 

Facilitator — Howard Glennerster 
Charlotte Gibson 
Moreane Roberts 
Martin Coppack 
Bobby Duffy 
Elizabeth Gore 
Jacky Pett 
Gordon Angus 

Summary of discussion points 
• People's 'mental models' of keeping warm impacts on the way they 

access help and advice. 
• Calculating fuel consumption is complex. Many people, regardless of 

their level of basic skills, are 'fuel confused'. 
• Fuel poverty is part of a bigger picture. Advice should be rooted in a 

holistic approach. 
• How can private renters and owner occupiers be reached? 
• Grants and awards for loft insulation have destroyed the market in 

energy efficiency commodities. 
• There is a tension between investing money now in order to make 

savings later. We need a robust cost and benefits analysis of the 
efficacy of energy advice in order to convince people to invest. 

• Research should learn from other people's experiences. 
• The lack of long term funding is a big barrier. 
• Programmes stand more chance of working if they work with local 

communities. Bottom-up dissemination of information and advice is 
best. 

The group agreed that before we start to think about the links between fuel 
poverty, basic skills and access deprivation we have to first clarify what we mean 
by literacy. Literacy is not just about reading and writing — other skills, such as 
technical capabilities need to be reckoned in, and this makes the issue far more 
complicated. 

"Mental models" 

Is the problem really about the access to information or actually people's 'mental 
models' of keeping warm? There are a whole raft of 'thinking' issues that we need 
to take into account. For example, do people ever think about how a piece of 
heating equipment works? 

The way you think about keeping yourself warm impacts on the way you can 
access help. People aged over 65 may revert to an earlier model of thinking e.g. 
keep the heating off because it's expensive but turn the gas fire up full. It can be 
very difficult to convince people that their way of doing things is wrong. 
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"Fuel confusion" 

Participants debated whether thinking about basic skills in relation to fuel poverty 
is a misleading focus and obscures wider issues. For example, nobody in the 
room knew how to translate kilowatt hours into actual costs. The percentage of 
the general population who know how to do this must be very small and this has 
an impact on the ability of people to accurately plan their fuel expenditure in 
advance. 

People find it hard to translate the links between the way energy is sold and the 
way it is measured. It is extremely difficult to work out the energy equations. 
Therefore, 'fuel confusion' is a more accurate term because the basic skill of 
calculating fuel use is missing in most people. To solve this we need to set in 
place a long term process of education and 're-education.' 

There is a generation gap in the use of energy. Young people have a more 
'careless' attitude to energy. The young experience energy in a different way -
they use a wide range of technology (computers, games, televisions) and are used 
to this way of living. 

What are the solutions to 'unhelpful' information? 

We need to see fuel poverty as part of a much bigger issue. Advice should be 
rooted in a holistic approach: food, shelter and clothing approach. One stop shops 
are the best approach. 

We focus too much on money when thinking about fuel poverty. What about 
comfort? What about ease of use? 

The Housing Officer type model where someone is in charge of setting up and 
operating heating systems is one option. Then people don't have to struggle with 
the technological complexities of heating their homes. 

The group debated how this would work with private renters and owner-occupiers 
and whose interest is it in to pay someone to operate your heating system. They 
agreed that this approach works but is very expensive; they did not know who 
could pay for it and why they would agree to do so. It was suggested that this 
service could be incorporated into one stop shops. However, convincing the 
Treasury of this may be difficult, although feeling cold has a knock on impact on 
health. 

West Lothian Council runs an advice shop that provides face-to-face assistance 
and links with other local service providers. 

Perhaps the cost of not helping people to keep warm is the best way to tackle the 
situation. More research is needed. In particular, we need an accurate cost and 
benefits analysis. 
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The decline of services in small and rural communities impacts on the vulnerable. 
Services are pulling out en masse, for example, banks and post offices. There are 
hardly any walk-in energy showrooms. 

Measures to address fuel poverty need to piggyback onto other issues in order to 
lever in money.  For example, capacity building projects, cross-generational 
programmes and financial capability. 

Training in heating systems and ways to avoid fuel poverty could be a function of a 
holistic, one stop shop service. This would enable people to take control. 

A bottom up approach is best since this gives control back to local communities. 
However, the group did not know who would fund the types of work they had 
discussed. 

Supply should be tailored to need and ability to use equipment. All too often 
people encounter 'not my job attitudes' when asking for energy advice. Technical 
education is very important but is not an easy issue. Often the people installing 
heating equipment are not well placed to explain how to use it and may have basic 
skills problems themselves. 

Technical support should always be costed into housing improvement 
programmes that entail the replacement of heating equipment. People need 
someone who can translate instructions for them. 

Information can be disseminated. in a wide variety of ways. For example, local 
people who know how to use their heating system could support other residents 
who are less sure. Coffee mornings organised around boiler fitting advice are a 
good idea. 

However, we should be wary of the burden of this work on people in deprived 
areas. 

It's easy to overlook the shame and stigma associated with poor basic skills. 
People use a variety of coping mechanisms, for example they may copy other 
people's writing. Using universal services as a model to pass on information 
avoids stigma. For example, sources of help could be available in neutral places 
such as doctors' surgeries. 

Assessing need is tricky. When assessing people's skill levels, asking people if 
they can programme their video reveals a lot. 

How do you reach the people who don't know that they need help? We can 
expect to meet with resistance from some people. For example, "we've always 
had a coal fire", "we just accept things and get on with it," and "I'm OK as I am." 

In this context, home visits and the use of trusted intermediaries are useful. 

The health profession could be used to trouble shoot. Some illnesses are a 
consequence of the cold. Some people are unaware of the health risks associated 
with not heating their homes and of poorly serviced equipment. Heating may be 
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seen as a luxury item over more urgent needs such as food. Encouraging 
informed choice over people's spending priorities is important. 

There is a real need for cross-sector recognition of this problem. Organisations 
need to work together. There are real benefits to using respected professions 
such as GPs and schools to pass information on. 

However, we need to convince people to invest time and money into this area. In 
order to do this we need robust evidence and we need to talk the 'right' language 
that stresses the wider economic benefits of tackling fuel poverty. 

What solutions have been tried and failed? 

Local authorities have varied in their performance in the delivery of energy 
efficiency advice. The group wondered whether it is better to leave this service to 
local agents or to contract it out to a specialised national agency. 

In order to make the delivery of advice services work, organisations need targets, 
methods of accountability and the requirement to produce progress reports. This 
is more likely to encourage commitment. 

Large grant awards for things such as loft insulation were considered by the group 
as an inefficient way to reach people in need. As a result of these grants, there is 
now no market for loft insulation because people rarely purchase it themselves. 
This is not cost effective and ignores the bigger picture in which people who can 
afford to insulate their homes use government money to do so. There is now a 
cycle of getting insulation only via grants. In this way, subsidies have destroyed a 
free market in energy efficiency commodities. 

There is a tension between investing money now in order to make savings in later 
years. This is often low on the list of priorities for local authorities that want to 
demonstrate immediate outcomes. 

We often give out mixed messages regarding why we're carrying out certain 
measures. Targets dictate the choices organisations make and the type of work 
they carry out or in which they invest time. British Gas is penalised if they don't 
meet their EEC targets yet they do no reduce their profit levels in order to meet 
energy efficiency targets. The public ends up paying, via higher bills, for these 
measures. 

It is a better idea making higher income households pay for insulation measures 
whilst poorer people continue to get it free of charge. 

Some programmes of energy efficiency fail to build links with other organisations 
and provide poor support to their target groups. Some programmes suffer from 
implementation and design failure. 

We do not learn from other people's experiences. For everyone in the energy 
efficiency field there is a steep learning curve. People do not take on board best 
practice. 
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Funding is a problem, in particular the lack of extended funding. Most pots of 
money are only for short term, 'innovative', pilot projects. There is no source of 
funding for multiple sector, long-term schemes.  Who is the funding fairy 
godmother? 

We come back to the issue of cost time and time again. With regard to energy 
efficiency measures, it is hard to convince a local authority that if they spend 
£2,000 now they'll save £80 a year. How do you convince a cash strapped local 
authority to invest in something with slow cost outcomes? 

Face to face home visits are very expensive, in particular in isolated, rural 
communities in the North of Scotland where it may take all day to travel to one 
appointment. 

Delivery of energy efficiency advice through local communities is very successful. 

The group considered the option of ring fencing a proportion of Energy Efficiency 
Commitment (EEC) funds to invest in long term projects. They suggested 10%. 

Schemes need to cost in the amount of funds they require to keep running over a 
period of years. 

A programme stands more chance of receiving funding if it targets multiple groups. 
It will depend on local communities to work. Unfortunately these types of projects 
usually have to rely on short term funding. 

However, short term projects lead to short term outlooks, both by the people on 
the ground and the administrators of the project. People think it will be gone soon 
so there is no point bothering. 

There is no bottomless pit of money. We need a robust cost benefit analysis to 
encourage people to invest. 

The installers of energy equipment may have basic skills problems. The group 
discussed the use of installers to work with their local communities and explain 
how equipment works face to face. There are real benefits to be had working in 
and for local communities. 

Blanket mail outs do not work. People don't open them, think they look boring and 
they generally result in a poor response. The group considered them a huge 
waste of money and thought the money would be better invested in paying for a 
dedicated energy efficiency worker. 

The cost of calling back energy companies can be huge for low-income families 
who may not have a landline and rely on pre paid mobile phones. 
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Bill. Discussion group C 

Facilitator — Adrian Harvey 
Peter Matejic 
Howard Gannaway 
Kate Moriuchi 
David Gordon 
Richard Bates 
John Riley 
Naomi Brown 
Robin Sadler 
Gerald Manners 

Summary of discussion points 
• Many of the problems discussed in this workshop are probably 

experienced more acutely by those with basic skills problems, but are 
not confined to this group. Arguably, therefore, there is no need to 
target this group specifically. A better approach may be to look at this 
issue in terms of life skills that everyone needs help with, whilst 
recognising that people with basic skills problems may have special 
needs. 

• Direct mailings to low income households aren't always effective. 
• Greater recognition of fuel poverty is need amongst the agencies that 

deal with "at risk" groups. 
• The focus on financial literacy is perhaps too narrow. Need broader 

citizen's agenda that helps people to interact more effectively with 
commercial organisations. 

• Solutions include using networks of local people to disseminate 
information, 'one stop shops' and the pre-testing of leaflets. 

• More qualitative research is needed on how people make life decisions 
and to help understand barriers to accessing skills. 

• It is worth exploring technological solutions e.g. educational meters. 
• More 'hand-holding' is needed. 
• Using local/regional TV personalities can be a very effective way to get 

key messages across and encourage people to act on that advice. 
• Is there the potential for using market mechanisms/financial incentives 

to encourage suppliers to deliver on their commitments? 

These were the main points raised in our discussion group. Not everyone agreed 
with all these points (nor expressed a view either way on them). 

Background 

As people have become richer, on average, they are using some public services 
less frequently (e.g. buying books, instead of going to the public library). This may 
be affecting public support for these services, which are used more heavily by 
poor and fuel poor households. Energy suppliers are also withdrawing from the 
high street as a result of technological developments, which again most adversely 
affects those in poverty/ fuel poverty. 
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Approach 

There is a need to make a distinction between the much wider agenda on basic 
skills, into which we need to link, and the narrower set of issues that relate more 
directly to fuel poverty. The link between keeping public libraries open and fuel 
poverty is too far-fetched! 

The problems discussed at the workshop affect a broader group of people. Lots of 
people who don't have basic skills problems have problems handling their 
finances. These problems are probably experienced more acutely by those with 
basic skills problems, but are not confined to this group. Arguably, therefore, there 
is no need to target this group specifically. Some were more in favour of looking at 
this issue in terms of life skills that everyone needs help with, whilst recognising 
that people with basic skills problems may have special needs. 

Basic skills problems put barriers in the way of people alleviating their fuel poverty 
e.g. people not having access to the internet and, therefore, not having access to 
information or to special deals only available via the internet. 

The links between basic skills and fuel poverty work in both directions (i.e. from 
fuel poverty to basic skills, as well as the other way around). Alleviating fuel 
poverty saves money, makes parents feel better about themselves, and helps to 
create a more comfortable home environment, all of which should help children to 
achieve better academic results. 

Possible solutions 

The current system works well at its best. The key is to get it working for everyone. 

Direct mailing to low income households isn't always very effective because many 
people don't believe they can get something for free. People are also reluctant to 
switch if they've been double-billed in the past — a particular concern for low-
income customers. This is not necessarily rooted in basic skills problems, though. 

Greater recognition of fuel poverty is needed amongst agencies that deal with 'at 
risk' groups (e.g. CAB). They need to be trained in providing suitable advice to 
these groups. 

The ideal solution would be to create a local network of people knocking on doors. 
We should try to connect with existing networks that are already doing this, so that 
people do not have to call up themselves. 

The idea of a one stop shop providing information on fuel poverty and other issues 
(e.g. the HELP scheme) was discussed. There are already quite a lot of help-lines 
out there (e.g. for Warm Front, EST). 

People are much more likely to believe leaflets they pick up in a public library, for 
example. We should therefore try to make greater use of trusted agencies (e.g. 
GP surgeries, CAB offices, even local shops). 
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Pre-testing of leaflets should be done as a matter of course among different 
groups, including people with basic skills problems. 

The FSA agenda on financial literacy is too narrow, because it focuses on adults 
as consumers. We need a broader citizens' agenda that helps people to interact 
more effectively with commercial organisations, including a better understanding of 
the suppliers' perspective(s). 

Gaps in research agenda 

Some people felt there was a lot of statistical information out there, but not enough 
qualitative research on how people make life decisions and to help understand 
barriers to accessing services. What is it, for example, that people don't know that 
would improve their situation? 

Research is valuable, but "we don't need a randomised controlled trial to prove the 
obvious". The most valuable contribution would be in terms of how best to reach 
hard-to-reach groups. 

It is worth exploring technological solutions, too: for example, educational meters 
that advise people on what to do in different situations (e.g. when to turn heating 
on/up). These are being piloted on 200 households in Greater London. 

What has/ has not worked 

Warm Front has been effective in the sense that over one million people have 
received grants. But, is this low-hanging fruit? 

EAC centres reach 0.5 million households every year. The average improvement 
in energy efficiency is 8%. But a lot more 'hand-holding' is needed. 30% of 
households who are told about grant-aided insulation have it installed, compared 
with 8-10% of other households. 

Benefits health-checks are useful, but data protection prevents this being taken 
further. It's up to the person to fill in the forms, etc. Could links be made with CAB 
to facilitate this process? 

The Beacon Authorities Toolkit was discussed as a means of spreading good 
practice. Making local authorities report on their performance is one option. 

Even in Warm Zone areas, where every household is door-knocked, 20% of 
households are not responsive. 

Using local/regional TV personalities can be a very effective way to get key 
messages across and encourage people to act on that advice. 

There is potential for using market mechanisms/ financial incentives to encourage 
suppliers to deliver on their commitments. 
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BIV. Discussion group D 

Facilitator — Catrin Maby 
Carol Taylor 
Catherine Middleton 
William Baker 
Simon Dresner 
John Chesshire 
Virginia Graham 
Fay Wright 

Summary of discussion points 
• Different methods of communication are needed. 
• There is a need for joined up thinking and services . 
• People's culture and habit impact on ability to change. 
• There is a strong argument for community based programmes. 
• The factors governing funding is an important issue. 
• What are the merits of area-based approaches? 
• In regard to basic skills, written communication is less effective. 
• The advertising campaign on basic skills, fronted by Bob Hoskins, was 

very successful. 
• Solutions to fuel poverty could include: use of mass media; door 

knocking; and local community work.  

The discussion centred around three questions: 

• What are the links between basic skills and fuel poverty? 
• How significant are they? 
• How do they relate to other factors? 

Spatial issues: local access and communication are being withdrawn. 
Financial: is the lack of money the core? 
Forms of communication: do they differ across groups, e.g. relative importance of 
written communication and use of television? 

Links between fuel poverty and other issues 

The point was made that people need to be literate and numerate, with financial 
numeracy, critical analysis skills, and communication skills in order to have access 
to fuel. There is not necessarily a link between fuel poverty and basic skills, as 
one of the causes of fuel poverty is low income which can be associated with lack 
of basic skills. Should skills be part of the fuel poverty definition? 

There was discussion around the official definition of fuel poverty. It is difficult to 
model the effects of people not being able to use controls. The issue of technical 
needs is not necessarily associated with income or other basic skills. However, 
the point was made that basic skills difficulties compound these problems as 
people don't know how to find out what to do. Manual workers may have certain 
skills but may have literacy or numeracy difficulties. 
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The official fuel poverty definition needs to encompass broader factors including 
the ability to operate equipment. There is a danger of energy efficiency being 
seen as saviour but technical considerations can dominate e.g. sophisticated kits 
and electronic controls compared with manual controls. People may be given help 
at first but someone else may move in later and not know how to operate 
equipment. 

Practical solutions are needed. A lot of attention is being paid to renewables by 
local authorities and in Defra pilot projects. But there are still problems with hard-
to-treat homes and difficulties using systems with new technologies. Should these 
be used in vulnerable households? Are follow-up visits needed? 

Experiences of disadvantaged consumers 

The importance of people's experiences was stressed: difficulties with basic skills 
can get worse as people get older. The issue of bank accounts and access to 
services also need to be considered, especially regarding older people who are 
used to managing with cash. People with basic skills difficulties may not have 
bank accounts or find it difficult to use them. Another point was that increasing 
use of direct debits can cause people to be overdrawn, incur charges, and 
possibly self-disconnect. There can be longer term problems at the end of the 
year when people have to deal with high charges because of estimated bills; with 
PPMs, lots of short-term disconnections. The bank account/direct debit push is 
led by suppliers, not by people's needs. The type of bank account is important: 
the basic account may not offer direct debit. 

The discussion so far was summarised as covering: 

• Different methods of communication needed. 
• Budgeting and bank accounts. 
• Need for joined up thinking. 
• Understanding technical issues. 
• Confidence in skills. 

The DWP's main goal is financial independence via bank accounts. The issues 
being raised run counter to the government's drive. Do we need social bank 
accounts? The point was made that this has been tried and the banks are not 
interested. Most have basic bank accounts but can be a stigma not to have full 
accounts. A lot of people like Post Offices, many will also have bank accounts but 
Post Offices have wider functions including social. 

Basic skills 

On basic skills courses, people are often taught how to deal with estimated bills. 
The main reasons people go on these courses include: the need to help their 
children to read or to read to them; and economic - to help obtain jobs. These are 
the main triggers to make people take action to improve their basic skills. 
According to US research, you need 100 hours of basic skills learning to go up 
one grade. Many people don't manage this because of the complexity of their 
lives. All basic skills classes are free but there can be other barriers e.g. transport 
problems, or may be too frightening to go to an FE college. There is a need for a 
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community focus: to take services to people. After a basic skills course, people 
feel more confident and more likely to feel empowered. About 12% of people with 
basic skills difficulties take up courses. 

Basic skills difficulties relate to everything, so holistic social provision is needed: 
help with speaking, listening skills, as well as reading and writing. 

People's culture also affects whether they feel they should be warm or cold: they 
may spend a large part of the day without heating. This cuts across literacy 
issues. 

Fuel poverty and take up 

Fuel poverty is also about fuel use, including leaving TVs on standby. There are 
opportunities to increase energy efficiency with EEC2, especially that of 
appliances. There has been success with white products but problems now with 
grey/brown products e.g. digital set-top boxes and other appliances.  The 
technology is now a crucial issue covering all domestic energy use. Spending on 
energy is likely to rise with the increased use of appliances. Ownership is likely to 
rise when income increases. By 2010 the majority of energy expenditure likely to 
be on electricity. This is a critical issue in terms of the percentage of spending for 
people in poverty. 

There is a motivation issue as well. If people can afford energy use, they may feel 
it is too fiddly to sort out. Why expect poor people to do so? People also have 
coping strategies to keep warm. 

Lack of take-up is a significant issue for energy efficiency. 20% of people are not 
interested in Warm Zones assistance, of which a high number would have been 
eligible. Factors probably include lack of confidence and how adaptable people 
are to change. Also are advisors trained in dealing with people with basic skills 
difficulties? Warm Front is delivered via community groups, not a set way, and 
use individual experts who do not necessarily have expertise in basic skills. 

People with basic skills difficulties tend not to be involved with intermediary 
opportunities. This is especially a problem for isolated elderly people. 

There was discussion about the lack of take-up for Warm Zones: how the 20% 
were identified. The data were not appropriate for any analysis to be done. 
Regarding national statistics, the past Census resulted in approximately one and a 
half million people 'disappearing'. However, local authorities are keen to have 
accurate population counts. Health records are often the most useful as most 
people will register with a GP. 

The example of conversion to North Sea gas was raised: this involved visits to all 
housing stock. The point was made that this would help but there will still be 
problems with the use of appliances. But at least energy efficiency would be 
tackled properly. At present there are different schemes with different criteria; this 
is a very confusing situation. However, it was also pointed out that there are 
limited resources and a decision has been made to concentrate government help 
towards vulnerable people. 
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Another way of reaching people may be through children. People may be more 
interested in ensuring homes are warm so that children are well cared for. 

The issues discussed were summarised as: 

• Types of communication and need for agencies to input their experience. 
• People's culture and habit, and ability to change. 
• Joined up services needed, including types of help via bank accounts. 
• Technical skills and confidence. 

Solutions 

The discussions moved on to concentrate on two issues: 

• What solutions have been tried, failed and why? 
• What could we try? 

Attention was drawn to the problems of recruiting people to 'niche' products: 
people want generalised and fair mainstream services, not 'schemes for the poor'. 

There is a strong argument for community-based schemes that deliver basic skills. 
However, these can result in 'bickering partnerships' if not run properly. 

Mainstream energy efficiency used to be delivered via community-based 
programmes but is now much more centralised with large operators. There is a 
need for national standards and equity, as there are variations at local level e.g. in 
insulation and heating provision. 

There is an issue about national equity versus community delivery: can they be 
linked together? 

The factors governing funding is an important issue: EEC2 is seen as an energy 
efficiency programme rather than a fuel poverty one. There is a need to maximise 
synergies. 

The influence of targets is very significant e.g. EST targets are only about cutting 
002. 

Growth areas in the UK economy are local SMEs. Local authorities want to see 
SME involvement in energy efficiency. 

The interface with individuals is also crucial issue: different working streams need 
to be as simple as possible to understand. A lot of work up to now has been from 
referrals — the focus is now on seeking people out and encouraging them to apply 
for help. 

The knocking on doors approach, supplemented by help from specialist 
organisations and the levering in of funds, was seen as a way of making this 
happen. However, there is the need to be able to offer something to every home 
but also the problem of limited resources. On the other hand, a lot of government 
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work is area-based so there is some merit in such an approach. Area-based 
policies have limitations but this approach enables services to be linked up and 
doesn't preclude people volunteering themselves for assistance. 

Another viewpoint was that fuel poverty is not necessarily area-based, and also 
needs to be linked into anti-poverty programmes. 

Warm Front is a national scheme. The fundamental issue is that it is not a fuel 
poverty programme, as some of those who are helped are not fuel poor because 
of the restricted criteria for eligibility. 

The point was made that community does not have to have a geographical 
meaning: there are communities of people with mental health problems, single 
parents, refugees and asylum seekers, possibly suffering access deprivation. The 
focus should be on assisting such groups. However, it also has to be remembered 
that energy efficiency alters the housing stock permanently. 

Regarding the basic skills agenda, in general, paper-based material is not as 
effective as word of mouth. 

New BBC TV programmes for adults with basic skills difficulties are planned. It is 
not known how these will be broadcast. There is a danger of marginalisation if 
they are only broadcast on specialist community channels. 

Training for frontline workers: all need basic skills awareness training. Stigma is 
an issue - it needs to be part of mainstream services. 

EST is spending money on advertising the energy efficiency of appliances but not 
on fuel poverty. 

Warm Front is a demand-led programme with limited resources. There is a lack of 
publicity about it in many areas. It is not advertised on TV as the Government 
does not want to raise hopes that can't be met and develop long waiting lists. 
However, people could be informed of how long they may have to wait. 

The mass advertising campaign on basic skills, fronted by Bob Hoskins, was very 
successful but took time to have an impact. 

If material is translated into other languages, we need to note that only a few 
elders might read it. Initiatives need to include going out to talk to people directly, 
e.g. women at sewing classes not only in their homes. We also need to involve 
people from black and ethnic minority communities directly in projects, so that they 
can speak to people at home direct and communicate in different languages. 

People in fuel poverty want to see how bills could be paid. Although much of the 
mainstream message is about energy efficiency, local advice centres can develop 
their own schemes and include work on fuel poverty. 

Solutions could be: 

• Use of mass media. 
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• Door knocking. 
• Local community work. 

It was pointed out that doorstep selling had been shown to be a very effective way 
of persuading people to switch suppliers but had a bad reputation because of how 
it was done. There is concern at the DTI over cold calling, and action might be 
taken to end it. 
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