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fuel prices dropped sharply and real incomes rose), the percentage of 
households living in fuel poverty in Scotland rose steadily until 2009, followed 
by a reduction in 2010.  
 
The 2010 reduction reflects a moderation in fuel prices in the year to July 
2010, combined with static household incomes in that period.  Improvements 
in the energy efficiency of dwellings may also have played a role, but the 
impact of this factor is difficult to measure with precision. 
 
Although the 2010 figure showed a reduction in the numbers affected by fuel 
poverty, the outlook for 2011 will been affected by the most recent round of 
fuel price increases by the ‘Big 6’ suppliers.  The Scottish Government 
estimates that changes to incomes and fuel costs since July 2010 as well as 
factors such as changes in household characteristics and housing stock will 
have, on balance, exerted an upward influence on fuel poverty.  Scottish 
Government estimates for September 2011 suggest a reversal of the 
downward movement seen in 2010, with the proportion of households in fuel 
poverty expected to increase to 35% in 2011, just below the previous peak of 
35.6% in 1996.      
 
Figure 1: Households in fuel poverty, Scotland  

  
* Estimate 

Sources: Scottish Government Scottish House Condition Survey (http://www.scotland.gov.uk/
Publications/2011/11/23172215/0); Scottish Government, Updated Fuel Poverty Estimates for 
July 2011 and September 2011 (http://www.scotland.gov.uk/Resource/Doc/997/0123084.pdf)  
 
 
More detailed analysis of the 2010 data is provided in Annex A.  In summary, 
this analysis shows that fuel poverty is more likely to affect: 
 

 Those living in detached houses (a third of fuel poor households are 
in detached houses) 

 Those living in older properties (a third of fuel poor households are in 
dwellings built before 1919) 
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 Those reliant on electricity, oil or other fuel types  
 Rural households (38% of households in rural areas suffer from fuel 

poverty, compared with 26% of urban households) 
 Elderly households (more than half of single pensioner households 

suffer from fuel poverty) 
 Lower income households (98% of those with a household disposable  

income of less than £100 per week are fuel poor) 

Relative to other parts of the UK, Scotland has a lower proportion of 
households in fuel poverty than Northern Ireland, but a considerably higher 
proportion of households in fuel poverty than both England and Wales. 

Table 1: Fuel poverty by nation, 2009  
 Scotland England Wales Northern 

Ireland 
Number of households 770,000 3,964,000 332,000 302,000 
% of households 32.7% 18.4% 26.0% 43.7% 

Note: figures for Wales relate to 2008 

Source: Energy Action Scotland Fuel Poverty Monitor 2011 (http://www.theclaymoreproject.co
m/uploads/associate/365/file/EAS%20Publications/Monitor%202011%20Final%20_2_.pdf)  
 
International comparisons of fuel poverty are not readily available as there is 
no commonly accepted definition of fuel poverty.  The general view appears to 
be that fuel poverty is less of a major concern in other northern European 
countries, despite some facing higher fuel costs.  This is considered to reflect 
better fuel efficiency in the housing stock.  One report, although noting the 
difficulties in making international comparisons of fuel poverty, concluded that 
“The UK generally fares poorly on fuel poverty indicators, compared to its 
northern latitude counterparts”.4  This was on the basis of indicators such as 
excess winter deaths, self-reporting on the availability of adequate warmth 
and problems with late payment of fuel bills. 
 

Scottish Government policy measures 

The main factors influencing fuel poverty are incomes, fuel costs and the 
energy efficiency of homes.  Of these three, energy efficiency is the area 
where the Scottish Government can exert the greatest influence and this is 
where policy measures have been focused. 
 
The Scottish Government announced a fuel poverty strategy in 2002 and an 
update on progress on this strategy in 2010.  The strategy is currently being 
reviewed by the Scottish Fuel Poverty Forum, which is due to report to the 
Scottish Government by the end of January 2012.  The Scottish Fuel Poverty 
Forum is chaired by Professor David Sigsworth and the vice chair is Norman 
Kerr of Energy Action Scotland.  Its membership includes representatives 

                                                 
4 Xero Energy ‘Fuel Poverty in Great Britain, Germany, Denmark and Spain’ (2008):http://ww
w.hi-energy.org.uk/Downloads/General%20Documents/Report%20on%20Fuel%20Poverty%2
0in%20Relation%20to%20Grid%20Charging%20and%20Renewable%20Generation.pdf  
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from consumer groups, energy action groups, local authorities, NHS, energy 
companies and a range of other voluntary organisations.  
 
The Scottish Government has two main schemes in place aimed at tackling 
fuel poverty: 
 

 Energy Assistance Package (EAP) 
 Universal Home Insulation Scheme (UHIS) 
 Boiler scrappage scheme 

 
Energy Assistance Package 
 
The EAP was introduced in 2009-10 and replaced the Central Heating 
Programme and Warm Deal.  There are four stages of assistance: 

 Stage one offers free energy advice to all via a dedicated phone line 
 Stage two provides benefits and tax credit checks and information on 

low cost energy tariffs to those considered to be most at risk of fuel 
poverty 

 Stage three provides a package of standard insulation measures 
(cavity wall and loft insulation) to older households and those on one of 
a range of benefits. 

 Stage four offers a package of enhanced energy efficiency measures 
to those most vulnerable to fuel poverty 

The Energy Saving Trust (EST) manages delivery of the package on behalf of 
the Scottish Government.  From April 2009 to December 2010, the EST 
estimate that the EAP has provided energy advice to 150,000 households in 
Scotland.  Stage 3 measures are estimated to have reduced average annual 
fuel bills for those assisted by £113 and Stage 4 measures to have reduced 
annual fuel bills by an average of £647.5 
 
Universal Home Insulation Scheme 

The UHIS was introduced in 2010-11 and replaced the Home Insulation 
Scheme.  UHIS provides free energy efficiency measures, such as loft and 
cavity wall insulation in selected areas.  The target areas are identified by 
local authorities, with funding of £12.9m in 2011-12 split across local 
authorities who submitted bids for funding.     

  

                                                 
5 http://www.energysavingtrust.org.uk/scotland/Take-action/Grants-and-offers/Home-Energy-
Scotland/Energy-Assistance-Package/Programme-statistics/Scottish-Government-Home-
Energy-Schemes-update-to-end-December-2010   
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Boiler scrappage scheme 
 
The Scottish Government also has a boiler scrappage scheme, whereby 
householders and private landlords can get a £400 voucher towards the cost 
of a new energy efficient boiler.  The latest scheme was launched in June 
2011 and extended in October 2011, offering a total of £4m.  

Scottish Government spending on fuel poverty 

The majority of the Scottish Government’s spending on fuel poverty comes 
within the ‘Supporting Sustainability’ budget line in the Infrastructure and 
Capital Investment portfolio.  The planned and previous budgets for this 
category of spending are shown in Table 2 and Figure 2.  These figures 
include additional monies for fuel poverty in 2011-12 announced since the 
previous Draft Budget. 

In real terms, the fuel poverty budget is set to rise by 16% in 2012-13, 
although will remain lower in real terms than the budgets of 2006-07, 2009-10 
and 2010-11.  The rise in 2012-13 will be followed by falls of 3% and 1% in 
real terms in 2013-14 and 2014-15 respectively. 

Table 2 
Fuel poverty budget 

 

  
£m 

Cash prices 

£m  
2011-12 
prices 

% change on 
previous year  
(real terms) 

2006-07 56.5 64.3 - 
2007-08 45.9 50.8 -21% 
2008-09 45.9 49.4 -3% 
2009-10 65.9 69.8 41% 
2010-11 70.9 73.0 4% 
2011-12 54.5 54.5 -25% 
2012-13 65.0 63.4 16% 
2013-14 65.0 61.7 -3% 
2014-15 66.3 61.3 -1% 
Source: Scottish Government 

 
Figure 2: Fuel poverty budget (£m 2011-12 prices) 
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In addition to the main fuel poverty budget, a Warm Homes Fund has been 
established, with planned funding of £30m over the Spending Review period.  
The details of the programme have yet to be announced, although the 
Scottish Government has stressed that it will be targeted at fuel poverty, 
describing it as involving “energy efficiency, district heating and other 
measures for the fuel poor”.6 

The planned budgets over the Spending Review period, combining the fuel 
poverty line and the Warm Homes Fund are shown in Table 3.  The total of 
these two budget lines increases in real terms by 44% over the Spending 
Review period although, as highlighted above, the exact nature of the Warm 
Homes Fund spending have yet to be made clear. 

Table 3: Fuel poverty and Warm Homes Fund budget, £m 
  2011-12 2012-13 2013-14 2014-15 
Cash terms      
Fuel poverty 54.5 65.0 65.0 66.3 
Warm Homes Fund .. 3.3 7.8 18.8 
Total 54.5 68.3 72.8 85.1 
Real terms (2011-12 prices)   
Fuel poverty 54.5 63.4 61.7 61.3 
Warm Homes Fund .. 3.2 7.4 17.4 
Total 54.5 66.6 69.2 78.7 

Sources: Scottish Spending Review 2011 and Draft Budget 2012-13 and Official Report, 2 
November 2011 

There is also a Level 4 budget line within the Finance, Employment and 
Sustainable Growth portfolio described as ‘Energy Efficiency and Policy 
Implementation’, with a budget of £18.7m in 2012-13.  However, this is not 
specifically targeted at fuel poverty.7 

In 2006, Energy Action Scotland (EAS) estimated that spending of around 
£170m per year was required in order to eradicate fuel poverty by 2016.  In 
evidence to the Economy, Energy and Tourism Committee, the EAS 
suggested that this figure would now need to be revised upwards to around 
£200m per year, reflecting the fact that fuel poverty spending has been much 
lower than £170m per year since 2006.  Within this total, EAS suggested that 
roughly half (£100m) should come from the Scottish Government, with the 
remaining £100m from spending by the energy companies on fuel poverty 
measures (see below).8 

  

                                                 
6 Official Report, 2 November 2011, col 512 http://www.scottish.parliament.uk/parliamentaryb
usiness/28862.aspx?r=6520&mode=pdf  
7 Official Report, 2 November 2011, col 511 http://www.scottish.parliament.uk/parliamentaryb
usiness/28862.aspx?r=6520&mode=pdf 
8 Official Report, 26 October 2011, col 425 http://www.scottish.parliament.uk/parliamentarybu
siness/28862.aspx?r=6487&mode=pdf   
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UK-wide measures 

In addition to the Scottish Government support for fuel poverty, the UK 
Government and energy companies also have schemes in place that benefit 
households in Scotland. 

CERT / CESP 

The major energy companies operate initiatives known as the Carbon 
Emissions Reduction Target (CERT) and the Community Energy Saving 
Programme (CESP).  These initiatives involve obligations placed on the 
energy companies by the UK Government requiring them to reduce carbon 
emissions through implementation of energy efficiency measures in 
households and across target communities.  These measures are paid for by 
a levy on fuel bills.  This levy has been the subject of some criticism by 
consumer groups as it is in the form of a flat fee, which bears no relation to 
income or fuel usage and is therefore regressive in nature.   

EAS and the Scottish Government have highlighted the absence of data to 
show how much the energy companies are spending through CERT and 
CESP in Scotland.  Ofgem only provide figures relating to activity levels within 
these schemes and targets are defined in terms of the estimated reduction in 
carbon emissions. 

Green Deal / ECO 

The UK Government plans to replace CERT and CESP with the Green Deal 
and Energy Company Obligation (ECO) in October 2012, as set out in the 
Energy Act 2011.  Under the Green Deal, individuals and businesses will be 
able to implement energy efficiency improvements to their properties at no 
upfront cost.  The costs will be recouped over time through regular 
instalments on electricity bills.  The Green Deal "Golden Rule" specifies that 
charges must be less than the expected savings from the energy efficiency 
measure.  Energy companies will also be required to provide additional 
support to the value of £1.3bn per year to support households in fuel poverty 
and those with hard-to-insulate homes.  This ECO will support implementation 
of measures for vulnerable households who are unable to meet the costs or 
for households where the anticipated savings may not fully offset the 
installation costs.  A consultation on the Green Deal was launched on 23 
November 2011. 

The UK Government also provides winter fuel payments of £100-£300 to 
pensioners, depending on their circumstances.  In addition, the Warm Home 
Discount scheme offered by the major energy companies, offers rebates of 
£120 on electricity bills to eligible groups of individuals, primarily pensioners 
on benefits.   

The UK Government estimates that the combined effect of its policies will be 
to add £280 to the average annual household energy bill by 2020.  However, 
it also claims that the same policies will deliver average annual savings of 
£373, giving a net reduction in average annual energy bills of £94 
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Other issues 

Payment methods 
 
Those affected by fuel poverty may face additional problems due to the 
payment methods available to them.  Lower income customers may be less 
able to take advantage of the cheapest tariffs, which tend to be offered to 
those able to pay by direct debit, and may be reliant on pre-payment meters.   
Dual fuel customers using prepayment meters typically pay an additional £83 
per year relative to those paying by direct debit, according to Ofgem analysis  
Consumer Focus found that, of households using pre-payment meters,   
 

 60% had a household income of less than £17,500 
 More than half received some kind of means-tested benefit, or disability 

benefit 
 In more than half of cases, the chief income provider did not have a job  
 Over one-third were home to someone with a long-term physical or 

mental health condition or a disability 
 
Tariff switching 
 
Ofgem has also highlighted the lower propensity of certain groups to switch 
suppliers.  Ofgem analysis highlighted that those in social grades D and E 
were less likely to have switched supplier, thereby potentially missing out on 
annual savings of up to £256, even if they remained on a prepayment tariff.   
 

Response to rising fuel prices 
 
Research suggests that lower income households, including those in fuel 
poverty, may respond to higher fuel costs by reducing consumption rather 
than increasing expenditure on fuel.  Research undertaken by Consumer 
Focus found that the median household in the poorest 20% of the income 
distribution will reduce consumption by 6% in response to a 10% increase in 
fuel prices.  This contrasts with the behaviour of the median household in the 
highest 20% of the income distribution, who would maintain a constant level of 
consumption i.e. would bear the higher costs in full.9 
 
Nicola Hudson 
Financial Scrutiny Unit, SPICe Research 
29 November 2011 
 

Note: Committee briefing papers are provided by SPICe for the use of Scottish 
Parliament committees and clerking staff.  They provide focused information or 
respond to specific questions or areas of interest to committees and are not 
intended to offer comprehensive coverage of a subject area. 

                                                 
9 Consumer Focus ‘Fuel price inflation and low income consumers’ (2011) 
http://www.consumerfocus.org.uk/files/2011/06/Fuel-price-inflation-and-low-income-
consumers.pdf  
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Annex A: Extract from Scottish House Condition Survey: Key Findings 
2010 (http://www.scotland.gov.uk/Publications/2011/11/23172215/6)  

4 Fuel Poverty 

74. The term 'Fuel Poverty' refers to the situation where a household cannot 
afford to heat their home to an adequate level. The Scottish Government uses 
the following definition of fuel poverty as set out in the Scottish Fuel Poverty 
Statement ( FPS) 13 published in 2002: 

"A household is in fuel poverty if it would be required to spend more 
than 10% of its income (including Housing Benefit or Income Support 
for Mortgage Interest) on all household fuel use." 

The Scottish Government have pledged to ensure that by November 2016, so 
far as is reasonably practicable, people are not living in fuel poverty in 
Scotland. 

75. Furthermore 'Extreme Fuel Poverty' is defined as a household having to 
spend more than 20% of its income on fuel. 

76. The concept of fuel poverty is based on a theoretical calculation of how 
much it would cost to heat a dwelling according to a specified regime. For a 
more detailed description of the definition of fuel poverty and analysis of 
previous years' SHCS fuel poverty statistics see the Fuel Poverty Statement, 
the SHCS 2002 Fuel Poverty in Scotland Report 14 and the SHCS Fuel 
Poverty Report 2003/4 15 . A technical note on the calculation of Fuel Poverty 
figures using SHCS data can be found on the SHCS website 16 . 

77. In each of the seven continuous survey years there were a number of 
cases where it was not possible to determine fuel poverty status. These have 
been apportioned on a pro-rata basis between the two categories (or three 
categories in the case of extreme fuel poverty) as was discussed in the 
2004/5 SHCS Key Findings Report 17 . 88 'missing' cases were reapportioned 
in 2010. Households with negative annual household income after council tax 
deduction are removed from the fuel poverty calculations but reapportioned in 
this way. 

78. Figure 10 and Table 24 show that from 1996 to 2002 the number of fuel 
poor households in Scotland fell from around 36% to 13% 18 . In 2003/4, 15% 
of households (350,000) were assessed as fuel poor, and, in 2004/5, 18% of 
households (419,000) were estimated to be in fuel poverty. This figure 
increased in 2005/6, 2007, 2008 and again in 2009 reaching 33% (766,000). 
In 2010 this figure dropped back to 28%, amounting to 658,000 fuel poor 
households. 

79. Extreme fuel poverty in 2010 remains higher than 2002 levels, but 
dropped back down from the 2009 peak. In 2002, 3% of households (71,000) 
were living in extreme fuel poverty, rising to 10% of households (240,000) in 
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Extreme fuel poverty 

1996 182 8.6 8.1 9.1 

2002 71 3.2 2.9 3.5 

2003/4 112 4.9 4.0 5.8 

2004/5 119 5.2 4.3 6.1 

2005/6 173 7.5 6.4 8.5 

2007 172 7.4 6.3 8.5 

2008 182 7.8 6.7 8.9 

2009 243 10.3 9.0 11.6 

2010 185 7.8 6.8 8.9 

80. The 3 main factors in fuel poverty are incomes, energy efficiency and fuel 
costs 19 . Change in any of these drivers will usually influence fuel poverty 
figures. 

81. The survey found that average household incomes remained static 
between July 2009 and July 2010. 

82. Because of the small sample sizes in surveys after 2004, the precision of 
any estimates of the effect of improved energy efficiency measures will be 
poor, as will estimates of the offset of those improvements against the impact 
of fuel price increases. However there was an improvement in energy 
efficiency measured by NHER over the year with the proportion of dwellings in 
the good NHER category rising from 55% to 62%. 

83. Fuel price changes have been shown to be an important factor in both the 
reduction in numbers of households in fuel poverty between 1996 and 2002 
and in the subsequent increase to 2009. They also play a role in the reduction 
to June 2010. 

84. Table 25 and Figure 11 show the change in the 3 main fuel prices 
between May 1996 and March 2011 against changes in fuel poverty up to July 
2010. The table includes an average fuel price figure weighted by the 
proportion of households using each of those fuels for their home heating. It 
shows that on average between 2002 and 2009 fuel prices and fuel poverty 
rose. In 2010 fuel prices for all fuels except heating oils, dipped slightly which 
is reflected in a fall in fuel poverty for 2010. 
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85. From Table 26, we can see that people living in terraced houses or 
tenement flats are least likely to, and those living in detached houses most 
likely to, experience fuel poverty. 34% of households (173,000) in detached 
houses are fuel poor compared with 25% of terraced households (124,000) 
and 25% of tenement dwellings (134,000). 

 

Table 26 Fuel Poverty by dwelling characteristics (000s) 

 
Not Fuel 

Poor 
Fuel 
Poor 

Extreme 
Fuel Poor 

Total 
Unweighted 
sample size

Type of Dwelling 

Detached 330 173 69 503 757 

Semi detached 358 136 34 494 699 

Terraced 373 124 22 497 664 

Tenement 403 134 36 537 515 

Other flats 236 91 24 327 392 

Age of Dwelling 

Pre-1919 294 162 67 455 531 

1919-1944 212 86 25 298 387 

1945-1964 380 174 41 554 738 

1965-1982 387 151 35 539 723 

Post-1982 425 86 18 511 648 

Extent of Central Heating 

Full 1,620 616 164 2,236 2,867 

Partial 48 27 12 75 112 

No central 
heating 

31 15 9 46 48 

Primary Heating Fuel 

Gas 1,378 454 117 1,833 2,209 

Oil 73 60 25 133 248 

Electric 206 120 35 327 470 

Other fuel type 40 24 7 64 98 
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NHER Band 

Poor 28 39 21 66 109 

Moderate 502 329 104 831 1,207 

Good 1,150 284 58 1,433 1,711 

Urban/rural 

Urban 1,450 503 128 1,953 2,330 

Rural 249 155 57 404 697 

Mains Gas Grid 

On gas grid 1,589 570 151 2,159 2,576 

Not on gas grid 110 88 34 198 451 

All Scotland 1,699 658 185 2,357 3,027 

Unweighted 
sample size 

2,148 879 252 3,027 
 

86. Households living in older dwellings are also more likely to experience fuel 
poverty with around a third of households (162,000) living in dwellings built 
before 1919 being fuel poor compared to 17% (86,000) of those living in 
dwellings built after 1982 (Table 25 and Table 27). This is at least in part 
related to the greater energy efficiency of dwellings built after 1982 as 
discussed in paragraph 48. 

87. Households in dwellings with lower energy efficiency are more likely to be 
fuel poor. 58% of people living in dwellings rated 'poor' are living in fuel 
poverty compared with 40% of those in dwellings rated 'moderate' and 20% of 
those rated 'good'. Furthermore, 31% of those households with a 'poor' NHER 
score are living in extreme fuel poverty whereas only 4% of those with a 
'good' rating, are in extreme fuel poverty (Table 28 and Figure 12). 

Figure 12 Households in fuel poverty by tenure, NHER band, household type, 
household income and urban/rural (%) 
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Economy, Energy and Tourism Committee 

 
14th Meeting, 2011 (Session 4), Wednesday 30 November 2011 

 
Submissions of evidence  

 
 
1. The following submissions have been received for today’s meeting.  

2. If submissions of evidence from the other witnesses are received in advance of 
the meeting, they will be circulated separately to members. 

 Calor Scotland 
 edf energy 
 e.on UK 
 Scottish and Southern energy 
 ScottishPower 
 npower 
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SUBMISSION FROM CALOR SCOTLAND 
 
The Economy, Energy and Tourism Committee has kindly requested a briefing from 
Calor Gas on the issue of fuel poverty – specifically on existing  energy efficiency 
schemes and proposed future schemes such as the Green Deal and their 
effectiveness in dealing with fuel poverty in rural parts of Scotland.  Calor Gas 
welcomes this opportunity to inform the EET Committee’s discussion on the 23rd 
November. 
 
About Calor Gas 
Calor Gas plays a vital role in rural areas of Scotland, supplying bulk LPG gas and 
bottled gas to customers around the country. We are an experienced, specialist 
provider of energy to off-grid rural communities. 
We want rural property owners to have a strong voice in the energy efficiency and 
fuel poverty debate. We have pledged to assist households across Scotland in 
tackling fuel poverty and we are already working with Energy Action Scotland to 
deliver our Future Rural Energy Scotland (FREE) initiative which is currently 
assisting six housing associations covering rural communities across the country 
with funding to assist the development and implementation of their energy efficiency 
strategies. 
 
Fuel poverty in rural Scotland 
Around 35% of Scottish households lack access to the mains gas network.  The 
most popular heating fuels are heating oil and electricity, and to a lesser extent LPG. 
There are a larger proportion of solid fuel users (ie wood and coal) than the UK 
average. Scotland has a high number of homes that can be classed as hard to treat, 
where traditional and cost effective energy efficiency measures, such as cavity wall 
and loft insulation cannot be deployed. About one third of homes have solid walls or 
are of a construction whereby the cavity wall cannot be treated, while 25% of homes 
do not have a loft such as tower blocks and tenement properties. 
 
To ascertain the extent and distribution of the problem of fuel poverty in off-mains 
gas Scotland, Calor Gas produced a map using Scottish Government data extracted 
from the Scottish House Condition Surveys ‘04, ‘05, ‘06 and ’07. The data was 
provided at Local Authority level and cross-matched with Calor’s Non Mains Gas 
database at LSOA level.  Only 100% non-mains gas LSOAs were mapped. Link to 
data: http://www.scotland.gov.uk/Topics/Statistics/SHCS/Fuelpov 
 
The mapping demonstrated that fuel poverty is an issue across all of off-mains gas 
Scotland, with fuel poverty levels significantly higher than those in England. Worst hit 
are the Western Isles with over 40% of households experiencing fuel poverty. The 
Orkney Islands and large areas of Western Scotland are also particularly affected.   
Existing energy efficiency schemes 
It should be noted that under the current devolution settlement the Scottish 
Government has direct control over only one of the key factors determining fuel 
poverty; the energy efficiency of the home. 
 
There are a number of existing sources of fuel poverty and energy efficiency 
assistance, both from UK initiatives and specific Scottish Government programmes. 
The Scottish Government’s Energy Assistance Package provides a range of heating 
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and insulation measures to eligible households. The current CERT (Carbon 
Emission Reduction Target) programme obligates energy suppliers to provide 
energy efficiency measures to eligible homes, whilst the Warm Front programme 
provides both heating and insulation measures with a strict eligibility criteria.  
However, many fuel poor households find that they fall outside the scope of such 
available grant programmes due to their personal circumstances, house type or 
location, or that the grant level is not sufficient to enable the necessary 
improvements to the fabric of the home to be made.   
 
Calor Gas, in partnership with Scottish Power, is currently in the process of 
identifying how the Community Energy Saving Programme (CESP) funding could be 
better applied in rural settings – we are able to give a detailed overview for the EET 
Committee: 
 
What is the CESP? 
 CESP targets households across the UK, in areas of low income, to improve 

energy efficiency standards, and reduce fuel bills.  
 CESP was introduced by the UK Government on 1st September 2009 and will run 

to 31st December 2012. There will be no direct replacement, although the Energy 
Company Obligation (ECO) will act as a ‘replacement’ for both CESP and CERT.  

 CESP is funded by an obligation on energy suppliers and electricity generators 
who, through the scheme, must meet an overall carbon emissions reduction 
target of 19.25 million tonnes of carbon dioxide (MtCO2). 

 DECC is responsible for setting the overall CESP target and the policy framework 
and Ofgem is responsible for administering the programme.  

 CESP promotes a “whole house” approach i.e. a package of energy efficiency 
measures best suited to the individual property. The programme is delivered 
through the development of community-based partnerships between Local 
Authorities (LAs), community groups and energy companies, via a house-by-
house, street-by-street approach.  

 
CESP and why it fails rural communities  
 CESP targets areas that have significant levels of low income households. These 

are identified through the Indices of Multiple Deprivation (IMD). 
 IMD data is measured at Lower Layer Super Output Area (SOA) level in England 

and Wales. The Scottish equivalents are known as Data Zones.  
 The CESP eligible areas are further broken down by Super Output Areas in 

England and Wales, consisting of approximately 1500 people per area 
(approximately 650 households), and Data Zones in Scotland with average 
populations of 750 people and approximately 300 households.  

 SOAs or Data Zones eligible for a CESP scheme must be within the lowest 10% 
income decile in England, and the 15% most income deprived areas in Scotland 
and Wales, based on comparable level of income deprivation. 

 However due to these criteria, few rural areas qualify as they don’t tend to have 
the density of households in need of assistance.   

Calor’s experience 
Scottish Power is obligated to deliver CESP in order to hit mandatory carbon 
reduction targets. They are keen to deliver CESP in rural areas, however to date 
have struggled to find suitable rural CESP projects. It was proposed that the six rural 
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housing associations (HAs) that Calor has been working with through FREE should 
be explored as potential CESP candidates, as the FREE funding has enabled them 
to identify required measures for carbon reduction and energy efficiency 
improvements.  
 
If these measures qualify under CESP rules, CESP funding could be used to 
implement these measures. Their eligibility would depend on the housing stock and 
residents falling within a CESP qualifying area (Data Zone) and being within the 
lowest 15% of the Index of Multiple Deprivation (IMD).  Furthermore, the Scottish 
Government has indicated that if there was a fuel switching project in Scotland that 
may require additional funding, they would consider funding this with Scottish Power.   
 
However having explored this, it transpires that it is difficult, if not impossible, to 
establish a viable CESP project with any of the six HAs for the following main 
reasons: 
 
 The housing stock does not fall into qualifying Data Zones – this is the main 

reason that CESP can’t be made to work in many rural areas. If a targeted area 
straddles different levels of Data Zones, Ofgem won’t approve the project.  One 
of the HAs has already tried this.  

 Furthermore, if any of the HAs did fall into a qualifying Data Zones it is unlikely 
that their communities would meet the IMD criteria.  Unlike urban areas where 
social deprivation exists in relatively small areas at a relatively large scale, the 
social and financial demographic  of rural communities means that concentrated 
incidence of deprivation are rare, or the isolated areas of deprivation are 
‘averaged out’ by small incidences of affluence.  

 Finally all of the FREE HAs have ‘in principle’ agreements with a utility – not all of 
them with the same utility.  A multi-utility approach can’t be taken because of 
Ofgem rules relating to thresholds and the fact that utilities can’t pool outcomes.   

 
Conclusions 
 Scottish Power has funding for rural CESP projects and is looking for suitable 

candidates. 
 Calor can identify up to six off-grid Housing Associations who have already 

identified required energy efficiency and carbon reduction improvements and are 
now looking for funding to facilitate this. 

 These potential CESP projects can’t be taken forward at this point due to the 
strict qualifying criteria of the Data Zones and IMD.  

o Due to their dispersed nature rural communities rarely fit within Data Zone 
criteria.  

o Due to the varied social demographic of rural communities (with a mix of 
affluence and deprivation) communities rarely fir within the IMD criteria.  

 The current CESP criterion unfairly disadvantages rural communities who are 
unable to take advantage of the financial assistance available to promote energy 
efficiency and carbon reduction measures. The Scottish Government should look 
to address this to ensure a scheme that is both equitable and relevant to rural 
Scotland.  
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 Future learning should be applied to the application of the Green Deal and 
Energy Company Obligation when applied in Scotland to ensure that qualifying 
criteria take into account the specific needs of rural householders.  

 
 
Calor Scotland 
17 November 2011 
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EDF ENERGY – response to letter from Committee 
 
EDF Energy would welcome the opportunity to participate in the Scottish 
FuelPoverty Forum and will respond positively to an invitation to join. We are already  
active participants in the English equivalent, the Fuel Poverty Advisory Group 
(FPAG). 
 
Your letter asks for an update on our activity to support customers living in fuel 
poverty in Scotland and what policies we would advocate to tackle the issue going 
forward. 
 
EDF Energy believes that fuel poverty needs to be seen as an aspect of general 
poverty and, as such, should principally be addressed by governments. At the same 
time, we also take seriously our role as a responsible supplier for all our customers, 
including supporting the most vulnerable, as demonstrated by our industry-leading 
voluntary support initiatives. 
 
A more sustainable approach to addressing fuel poverty in the long term in Scotland 
is to improve the housing stock, by increasing energy efficiency to help reduce the 
impacts of heating costs on an ongoing basis, rather than providing short term 
rebates and grants. Government policies such as the Green Deal and the future 
Energy Company Obligation (ECO) can help achieve this objective. The advent of 
these key polices creates opportunities for Scotland, in partnership with key 
stakeholders, to effectively deliver support to all groups, including the vulnerable. We 
are committed to working with Government to help ensure the success of these 
initiatives. 
 
EDF Energy believes that the new Energy Company Obligation (ECO) will play an 
important role in providing assistance to more vulnerable households and in 
increasing the levels of installation of higher cost energy efficiency measures. It is 
important that all customers have opportunities to benefit, including the significant 
proportion of households off the gas grid in Scotland. Alternative low carbon heating 
technologies could also make a significant contribution to supporting such 
households to reduce their energy bills, and heat pumps in particular may present an 
adaptable and cost-effective solution. 
 
In the longer term, the UK's transition to a low carbon economy could have an 
increasing impact on domestic energy prices, as a number of environmental policies 
impact on energy costs. EDF Energy believes that the additional costs will be 
minimised through incentivising investment in the most affordable low carbon energy 
supplies and maintaining competitiveness for sustainable growth. The ongoing 
Electricity Market Reform is very important in this regard, to ensure that 
Government's energy policies are implemented with least impact on consumers, 
including those in fuel poverty. 
 
In the shorter term, a key issue for the Scottish Parliament to consider is how best to 
help energy suppliers identify those who should be targeted by fuel poverty, carbon 
reduction and energy efficiency programmes, so that those in greatest need can be 
reached. 
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In response to your specific question about our activity to address fuel poverty, we 
can confirm that we have developed a number of initiatives to support our customers 
living in or at risk of fuel poverty. In 2003, we established the energy industry's first 
independent charity to support customers struggling with household debts and since 
then, we have donated over £17 million to the Trust Fund. This has enabled 22,000 
households (across Britain) to be supported with grants to clear their debts and 
provide them with a 'fresh start', as well as funding independent debt and welfare 
advice organisations to support many more thousands of vulnerable consumers. 
Initially the Trust was just for EDF Energy customers, however, it is now open to 
applications from all energy consumers. 
 
In 2006, we went further by introducing the industry's first discounted tariff 
specifically for customers living in or at risk of fuel poverty - called Energy Assist, this 
tariff benefits over 1,300 of our Scottish customers. Customers receive our 
discounted tariff but are also offered a benefit entitlement check and energy 
efficiency advice to try to maximise their income and reduce their energy use. 
 
We have also developed a number of partnerships with organisations who support 
vulnerable customers, providing funding to reach those who could benefit from the 
help that we have available. In June 2011, we launched a new national telephone 
advice service in partnership with Citizen's Advice that offers independent debt 
advice to all EDF Energy customers who are struggling with debts and/or household 
finances. We have provided half a million pounds to Citizen's Advice to support this 
service to our customers for an initial two years. 
 
As I am sure you are aware, in April 2011, the UK Government's Department of  
Energy and Climate Change introduced a new obligation on larger suppliers to  
support customers living in or at risk of fuel poverty called the Warm Home 
Discount (WHD). The WHD will see our Trust fund, Energy Assist tariff and 
partnerships be supplemented by £120 rebates on electricity bills to be paid in the 
first quarter of 2012. There will be two rebates paid out: 
 

• One rebate for customers in receipt of Pension Credit Guarantee (who will 
be identified through suppliers sharing data with the Department of Work and 
Pensions) as we did in the pilot 2010 Energy Rebate Scheme. Around  
600,000 customers are expected to receive this rebate and customers in 
Scotland will receive this support regardless of their supplier. 
• A further rebate, which is left to the discretion of suppliers (EDF Energy is 
focusing on between 20,000 and 40,000 customers across Britain in receipt of 
low income benefits and with either a child under 5 or in receipt of a disability 
benefit). 
 

In all, we expect that we will be offering price support to approximately 250,000 
customers (including our Scottish customers) this winter through our Energy Assist 
tariff and rebates, which equates to around 5% of our customer base. 
 
In terms of your second question regarding how these policies have evolved since 
recent price rises, I am sure you will have already seen the efforts we are taking to 
keep prices as low as possible this winter compared with our main competitors. In 
particular: 
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• We delayed increasing our prices for longer than all of the other main energy 
suppliers. 
• Ours is the lowest increase that has been announced by the main energy 
suppliers. 
• We are on average the cheapest standard dual fuel supplier with average 
standard dual fuel bills up to £150 a year cheaper than our competitors. 

 
Paul Delamare 
Head of Regulation 
edf Energy 
27 September 2011 
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 E.ON UK -  response to letter from Committee 
 
Thank you for your letter of 16 September. I am happy to respond to the questions 
that you raise. It is important that energy companies work closely with politicians and 
other national stakeholders, as well as local authorities and community groups, to 
make sure that those consumers who are struggling with their energy bills today are 
aware of the support that is available to them, and that fuel poverty programmes of 
the future meet the needs of their intended recipients, and of those who fund them. 
 
We would be happy to join the Scottish Fuel Poverty Forum, if the Forum were to 
request our membership. We are already a member of the CERT (& CESP) Scottish 
Steering Group, which meets on a six monthly basis, and we expect that this group 
will also soon look at the move to the Energy Company Obligation and 50 will ensure 
that suppliers are. able to support the Scottish Government's Energy Assistance 
Package In the future. I noted the First Minister's recent call for a "Fuel Summit" and 
we would be very willing to attend this type of meeting in order to ensure that future 
policies reflect the rising costs of energy. 
 
Our fuel poverty programme does not differ between regions, and indeed E.ON has 
a relatively small customer base in Scotland, however we do acknowledge that we 
have a responsibility to support our most vulnerable customers. The most effective 
and sustainable way to do this is, we believe, to help our customers to become more 
energy efficient, and we have installed over 50,000 Insulation measures In Scotland 
since 2008. 
 
Partnership working is key to making sure that we reach those customers most in 
need of support and for this reason we are supportive of an area, based approach to 
delivering energy efficiency, working with local authorities and other community 
groups. For example, we have worked with a number of local authorities as part of 
our CERT obligation. These schemes have mostly focused on fuel switching (electric 
heating to gas) and cavity and loft insulation and have included work with Edinburgh 
Council, Perth Council and Clackmannanshire Council. We have also worked with 
Homebase to deliver DIY Insulation to the Orkney Islands. We delivered over 1,500 
rolls of loft insulation to Westray for free - enough to cover three football pitches and 
insulate 65 homes. 
 
Our CaringEnergy team can help customers to find out If they are eligible for free or 
discounted insulation measures, as well as carrying out benefit entitlement checks to 
see If it is possible to increase household Income, discussing tariff options and 
payment methods, and providing access to our CaringEnergy Fund. The fund 
provides E.ON customers on a low Income with financial support to cover the costs 
of Insulation, heating measures, and the replacement of essential household 
appliances such as fridge/freezers and washing machines. 
 
Although we will soon be required to adapt our CaringEnergy programme to meet 
the requirements of the Government's Warm Home Discount programme, our tariff 
for our most vulnerable customers - WarmAssist - remains open and provides a 15% 
discount on our standard prices for older customers with low incomes. 
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Our social programme has not changed since we made our price rise announcement 
in August this year, however almost 600,000 customers were unaffected by this price 
rise, including our most vulnerable customers on the WarmAssist tariffs. We also 
guaranteed at the time that there would be no more price rises for our Age UK 
Energy customers for at least a year from that date. 
 
At the time of our price increase, we focused on explaining to our customers why 
energy prices were rising, and how we could help them to keep their bills as low as 
possible. As well as writing to individual customers, we also ran advertisements in 
three national newspapers and uploaded a video message from our Energy 
Solutions Managing Director, Graham Bartlett, to our website and our YouTube 
channel. Graham also ran a Q&A session on Twitter on the day of our 
announcement. 
 
We believe that Improving customers' understanding of the future direction of energy 
prices, the reasons for this, and the things that they can do to control their bills, will 
be vitally important in the coming months. We hope that we can work with political 
and third sector partners to make sure that this message reaches our most 
vulnerable customers In Scotland, and the rest of the UK. 
 
Sara Vaughan 
Director of Regulation and Energy Policy 
e.on UK 
23 September 2011 
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SCOTTISH AND SOUTHERN ENERGY  – response to letter from Committee 
 
Following our written evidence in June, please find enclosed further information on 
action we are taking to support households in fuel poverty in Scotland over the winter 
and beyond. 
 
The information provided is divided into 3 sections: 

1. Information on SSE's comprehensive plan for helping customers with their 
energy bills 
2. Our initiative to build trust on energy supply by reducing tariff complexity, 
increasing transparency and enhancing customer service 
3. A response to Ofgem figures on profits from energy supply 

 
In addition, I would like to bring to your attention two key points from the evidence: 
• No SSE customer should choose to turn off their heating over the winter in order to 
save money. We have made a commitment to our domestic customers not to 
disconnect anyone for non-payment from 1 December 2011 to 29 February 2012. 
We will also never knowingly disconnect a vulnerable customer, regardless of the 
time of year. 
• SSE has already committed that it will not implement another increase in the price 
of household electricity and gas until August 2012 at the earliest, if it has to. 
 
Finally, we invited the Committee in June to visit our customer service centre in 
Perth so they could talk first hand to our staff who manage our customer 
relationships and the steps we take to help households identified as fuel poor. This 
invitation is still very much open and I would like to encourage the Committee to 
actively consider a visit in the coming months. 
 
Alistair Phillips-Davies 
Generation and Supply Director 
Scottish and Southern Energy plc 
24 October 2011 
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HELP FOR ENERGY CUSTOMERS DURING THE WINTER 
 
SSE is implementing a comprehensive plan for helping its customers with their 
energy bills. We have around 6,000 people working across the UK (including in call 
centres in Perth and Cumbernauld) who are committed to doing everything they can 
to support customers during the winter months and throughout the rest of the year. 
Any customer with any worries about energy costs should get in touch with us, 
because we offer real and practical help. 
 
The plan has four core elements: 
 
• giving financial help with energy bills through the winter and beyond to over 
400,000 customers throughout the UK on the Warm Home Discount, the energyplus 
care schemes and other initiatives. This help will have a total value of £46m in 
2011/12, compared with £28m in the previous year; Over 52,000 customers in 
Scotland were on our energyplus care tariff and we are currently receiving a large 
number of applications for the Warm Home Discount. 
• providing payment arrangements that are tailored to the particular circumstances of 
at least 300,000 customers across GB who may be experiencing hardship and 
having difficulty in paying their energy bills; 
• making proactive calls to vulnerable customers in the final three months of 2011 to 
ensure they are aware of the support and advice available to them and to avoid 
situations such as self-disconnection by customers with pre-payment meters; and 
• improving energy efficiency through the free or discounted installation of cavity loft 
insulation in around 15,300 homes and of wall insulation in around 14,700 homes 
(excluding DIY insulation) in Scotland in 2011/12. This builds on the delivery of over 
43,000 cavity wall insulation measures and over 56,000 loft insulation measures 
since 2008. 
 
For the winter period (December to February), SSE will not disconnect the gas or 
electricity supply of any customer, unless there are issues of safety or criminality 
involved. 
 
SSE has already committed that it will not implement another increase in the price of 
household electricity and gas until August 2012 at the earliest, if it has to. 
 
More broadly, SSE is committed to working with the governments in Westminster, 
Edinburgh and Cardiff, and to practical partnerships with consumer bodies such as 
Citizens Advice and Consumer Focus to deliver other workable and substantive 
steps which actually help customers. In Scotland, we are participating in the 
reconvened Fuel Poverty Forum and the review of the Fuel Poverty Strategy as well 
as, at a UK level, engaging with Professor John Hills' independent review of fuel 
poverty. 
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BUILDING TRUST IN ENERGY RETAILING 
 

SSE pic has published a document setting out its initial plans and priorities to 
address retail energy customers' concerns relating to complexity, transparency and 
customer service. The implementation of a number of these measures is already 
underway and the whole programme should be completed during 2012. 
 
Complexity 
• SSE will introduce an 'APR-style' Energy Price Rate to help customers compare 
prices on a consistent basis; and 
• SSE has terminated around 20% of its tariff arrangements in advance of a more 
radical approach it expects to unveil next year. 
 
Transparency 
• SSE will publish on a continuing basis an externally-sourced and objectively 
produced tracker showing the movements in costs that make up an energy bill; 
• SSE will set out on customers' Annual Energy Statement how their bill is made up, 
including any profit that is made; and 
• SSE is introducing a new and transparent approach to the trading of its electricity 
generation and demand.' 
 
Customer Service 
• SSE will ensure all of its customers have the opportunity to access any tariff rate it 
offers; 
• SSE will offer every customer an Annual Energy Review to make sure they're 
getting the most appropriate energy deal; 
• SSE will introduce a mis-selling guarantee which means if it makes a mistake in the 
sales process, it will make good that mistake; and 
• SSE will establish formally-constituted forums for customers in England, Scotland 
and Wales. 
 
In addition to all of the above measures, SSE has re-iterated its commitment to 
ensuring its tariffs are properly cost-reflective and that no 'predatory pricing' takes 
place. In line with that, the differential between SSE's standard credit price and its 
standard online tariff is already, by some distance, the lowest among leading 
suppliers (as at 7 October 2011). 
 
In July, SSE became the first of the leading energy suppliers to stop commission-
based doorstep selling. It also confirmed it would add to its existing disclosure of 
complaints sent about it to the Energy Ombudsman, Consumer Focus and 
Consumer Direct by publishing a report on its complaints performance every quarter, 
and publish this on its customer websites. 
 
SSE is also the only leading energy supplier to state that it will not implement 
another increase in the price of household electricity and gas, if it has to, before 
August 2012 at the earliest. 
 
SSE supplies electricity and gas as Southern Electric in England, Scottish Hydro in 
Scotland, SWALEC in Wales, and through Atlantic via the internet. It has around 
nine million customers in the Great Britain market. 
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The full document covering SSE's proposals is available at ww.sse.com/buildingtrust. 
 
SSE Chief Executive Ian Marchant said: "In this decade and beyond, energy needs 
to be about three things: capacity; carbon and the customer. For very good reasons, 
much attention has focused on the vital issues of capacity and carbon. But, at the 
end of the day, it's the customer who needs secure, low carbon and affordable 
energy, and it's the customer who deserves the best possible deal. 
 
"Energy companies do a huge amount of good work on a day-in, day-out basis. The 
reality is, however, that too many customers have little or no trust in their supplier or 
the sector. I want to change that, and at SSE we have a 'starter for 10' - ten early 
steps we want to take to build trust in us and what we do. 
 
"Earlier this year, Ofgem said that in a period of rising prices, suppliers have to 
transform the way they deal with customers. Of gem was right. Last month, the 
Secretary of State for Energy and Climate Change said a Competition Commission 
inquiry would cause two years of delay. He was right too - except the delay would 
probably be five years. 
 
"That's far too long to wait. The time for action is now, and action is what this 
company, at least, is determined to take. We want to get on with delivering this plan 
and identifying and implementing the next set of ideas to build trust. Customers 
deserve no less." 
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RESPONSE TO OFGEM'S 'SNAPSHOT ESTIMATE' OF NET MARGIN 
ON DOMESTIC SUPPLY 

 
SSE does not recognise in any way Ofgem's 'snapshot estimate' that the net margin 
on supplying a dual fuel domestic customer is approximately £125. 
 
The approach adopted by Ofgem in calculating this figure is entirely theoretical and 
does not reflect how a responsible energy supply business manages its energy 
procurement strategy in reality. 
 
This is demonstrated in the way Ofgem's net margin estimate has varied so much 
during the last 12 months. In June 2011, Ofgem's number was £15, in March 2011 it 
was £75, in December 2010 it was £90 and in September 2010 it was £65. 
 
The 'snapshot estimate' needs to be compared against SSE's Consolidated 
Segmental Statement for the last financial year, which reported a profit for supplying 
domestic customers of £266million, which equates to around £62 or 6% per dual fuel 
customer. SSE does not expect this margin to change significantly for the current 
financial year as a whole, although it has already said that its financial results for the 
first half will be 'substantially lower' than last year. 
 
As part of its drive to build trust in energy supply, SSE has committed to publish on 
each customer's annual statement the cost breakdown of a typical customer's bill, 
including any profit. 
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SCOTTISH POWER  – response to letter from Committee 
 
Thank you for your letter of 15 September requesting further information to 
supplement that provided at the evidence session on 29 June. 
 
Scottish Power has been an active member of the Fuel Poverty Forum since its 
formation and we continue to engage fully on the best use of existing resources and 
development of future fuel poverty policies through this Forum. We welcomed that 
the Energy Assistance Package (EAP) recommended by the Forum was structured 
in such a way as to provide support tailored to suit the different circumstances of 
Scottish households. 
 
Additionally we have developed a number of our fuel poverty activities to further 
focus resources for the benefit of many of our vulnerable customers as the winter 
period approaches. An outline of our current package of measures is set out in the 
Annex to this letter; we would be happy to provide further information as necessary. 
 
Most recently, we announced a Winter Price Guarantee providing assurance that we 
will not increase our standard prices for gas and electricity over the winter months, 
extending until at least 1 April 2012. 
 
Looking to the future and the further development of policies to tackle fuel poverty, 
we would highlight the following points: 
 
• We welcome the opportunity for engagement with the Scottish Government in the 
development of forthcoming UK Government policy such as the Green Deal and the 
Energy Company Obligation (ECO). In particular, agreement is needed as to how 
forthcoming UK policy will interact with existing devolved programmes such as EAP 
and the Universal Home Insulation Scheme so as to ensure that Scotland continues 
to benefit from investment effectively deployed for energy efficiency programmes. 
 
• Whilst we have committed over £3 million investment in CESP schemes in 
Scotland, partnering with 12 different Scottish local authorities and housing 
associations, we would welcome further engagement with the Scottish Government 
and local authorities so that we might mobilise further investment. 
 
• We consider that further work might be done by the Department of Work and 
Pensions, working with other organisations, to improve uptake of income-related 
benefits. Our research has shown that every £1 invested by the Scottish Power 
Energy People Trust in income maximisation projects results in another £20 being 
leveraged in unclaimed benefits and tax credits and we believe that focus in this area 
could help lift a surprising number of people out of fuel poverty. 
 
International markets have pushed up energy costs across the board, including the 
increases announced this summer; against this background, it will be important to try 
to target support at those people in greatest need. Indeed, the need to have a 
sharper definition for targeting support has been recognised (as respects England) in 
the interim report of the Hills Committee, which has proposed an alternative working 
definition of fuel poverty to the existing 10% of income threshold. We think that many 
of the same considerations apply to the issue of fuel poverty in Scotland. 
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We welcome the opportunity to continue working with the Scottish Government to 
help develop and deliver effective fuel poverty and energy efficiency policies in 
Scotland. 
 
Robert Steele 
Director of Regulations 
ScottishPower 
14 November 2011 
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ANNEX 
 

SCOTTISH POWER FUEL POVERTY ACTIVITIES 
 

Energy Assistance Package (EAP) 
We continue to support the EAP and work with the Energy Saving Trust to maximise 
the take up of all measures where practicable. We consider the EAP as key to 
maximising Scotland's share of insulation for the Priority and Super Priority groups 
under the Carbon Emissions Reduction Target (CERT). 
 
Universal Home Insulation Scheme (UHIS) 
We have actively sought to provide CERT funding to support numerous UHIS bids 
and we believe our funding will support a minimum of eleven projects throughout 
Scotland. 
We are planning to offer further support to these projects via the Industry Initiatives 
element of the Warm Home Discount (WHO) scheme. Funding will be offered to 
support an Income Maximisation service within each UHIS area. In pooling CERT 
and WHO funding, we will endeavour to provide a more sustainable solution for 
vulnerable customers by improving energy efficiency and household income. 
 
We believe UHIS is an excellent scheme that has supported CERT delivery in 
Scotland and we urge the Scottish Government to consider how this programme can 
be continued within the wider context of the Energy Company Obligation to secure 
future investment in Scotland. 
 
Community Energy Savings Programme (CESP) 
We have secured £3.9m of CESP investment with twelve Scottish Local Authorities 
and Housing Association partners, but still have CESP money to invest. We are 
currently in discussion with a further seventeen partners in Scotland about schemes 
with a total value of £4.6m should we be successful in securing them. We would 
welcome more engagement with Scottish Government and Local Authorities to help 
us to deliver further CESP opportunities. 
 
Social Housing 
We have a number of partnerships utilising CERT funding in support of investment 
programmes for Social Landlords, primarily focussing on insulation. 
 
Warm Home Discount 
The Warm Home Discount will allow us to provide direct financial assistance with 
energy costs to more of our most vulnerable households in a targeted and effective 
way. Rebate payments will be applied to eligible customers' accounts providing £120 
towards the cost of energy over the winter period. 
 
Under the WHD scheme social and discounted tariffs will be phased out by the end 
of the third year. Until such time as customers are migrated from our Fresh Start 
tariff they continue to benefit from heavily discounted prices. At the end of October 
2011 there were 98,462 services on the Fresh Start tariff (c. 61.5k customers). 39% 
of these customers are in Scotland. 
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The Scottish Power Energy People Trust 
The ScotiishPower Energy People Trust was established in 2005 as an independent 
charity to help address fuel poverty. The Trust awards funding to charitable 
organisations that represent vulnerable people living in, or at risk of, fuel poverty. 
There is a focus on projects that assist families with young children. This winter a 
further £600k will be invested in the Scottish Power Energy People Trust bringing the 
total to £9.6m. 
 
To date the Trust has helped over 1.5m people across Britain. In Scotland £3.4m 
has been awarded to projects helping 614,000 people (in 606,000 households). Our 
research has shown that every £ 1 invested by the Trust in income maximisation 
projects results in another £20 being leveraged in unclaimed benefits and tax credits. 
 
Community Liaison Officers 
ScottishPower employs 14 dedicated Community Liaison Officers (CLO's), to provide 
face-to-face customer contact and support. 7 of these are based in Scotland. These 
highly skilled and experienced employees are a key tool in ScottishPower's advice 
initiative. CLO's will be utilised to support vulnerable customers in severe weather. 
CLOs will go to shops to top up meter keys or cards, where practicable, if customers 
are unable to leave home due to icy conditions and will also provide extra heaters 
where these may be required. 
 
Social Responsibility Support Team 
We have established the Social Responsibility Support Team to provide dedicated 
support and guidance to all external agencies dealing with vulnerable customers who 
are having difficulties meeting their payments for fuel. This team provides unique 
support for our vulnerable customers, including management of Carefree service 
support (Priority Service Register customers), and managing the relationship with 
DWP via Fuel Direct. 
 
Other Initiatives to assist vulnerable customers 
ScottishPower offers a range of assistance aimed at helping our most vulnerable 
customers. The key elements of our approach include: 
 
• Winter Strategy for Customers 
 
o Debt Support - We will contact at risk customers with high debt recovery rates to 
ensure that the additional burden of heating their homes in winter conditions is not 
causing self disconnection. Where customers get into debt, we will always work with 
them to look at what repayment options are suitable for them. This winter we will 
delay debt recovery when installing PPM meters for many vulnerable customers. 
 
o Prepayment Customer Communications - In order to ensure that existing 
customers are prepared for cold weather, automated IVR messages will recommend 
that customers top up their prepayment meters to eliminate accrued summer 
charges. 
 
o 'Off Supply' Winter Process - Customers who call us because they experience 
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loss of supply will be tracked via our internal Promise Tracker system with customers 
monitored until they are back on supply. Vulnerability will be highlighted within the 
system and these customers will be treated as high priority. 
Agents are trained to offer appropriate advice in severe weather. 
 
• Customer First - Over the last 18 months or so, we have embedded a Customer 
First Programme across our Contact Centres. This Programme looks to support a 
culture of quality customer service provision, both in terms of the customer 
conversation and the promise of timely and appropriate action to meet the 
customer's request. We have used this vehicle to further re-inforce messages for 
vulnerable customers: 
 
o At all agent briefing sessions we reiterate the ERA Vulnerable Customer Safety 
Net definition 
o Redefined customer conversation support specifically aimed to support dialogue 
with vulnerable customers 
o Regular communications re vulnerable customer support, including the introduction 
of 3rd party signposting 
o Introduced independent Call Listening controls, to feedback issues to business 
areas for improvements to vulnerable customer processes 
o Vulnerable Customer Roadshows took place across Customer Service wlc 
18th July, to provide face-to-face support to agents who regularly deal with 
vulnerable customers 
 
• Improvements to energy efficiency helpline - introduced process improvements 
to enable more customers to receive quality energy efficiency advice from trained 
advisors. 
 
• Creation of Customer Vulnerability Solution Regime - We have introduced a 
tool that helps us record potential issues that may impact vulnerable customer 
processes. A governance framework has been established with leads in customer 
service areas who meet regularly to progress initiatives. 
 
• Fuel Direct process - We actively encourage customers to consider Fuel Direct, to 
provide greater support to vulnerable customers who would benefit from paying their 
energy charges via their state benefits. 
 
• External Relationships - We continue to regularly meet with Consumer Direct, 
Consumer Focus and other industry players to help shape the future consumer 
landscape. 
 
Other measures which can assist with early intervention should a customer 
experience payment difficulties include: 
 
• We maintain prices for prepayment customers at levels below standard quarterly 
cash tariffs. 
 
• We encourage the customer to contact us to discuss payment difficulties and we 
use a variety of methods such as letter and SMS to get in touch. 
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• Where we are able to make contact with the customer, we take into account their 
individual circumstances and we can set up an appropriate payment arrangement or 
amend the one they are currently on. 
 
• We maintain and promote our Carefree Priority Services Register for customers 
with special circumstances 
 
• We provide free energy efficiency advice to help households to save energy with 
the option of completing a free energy efficiency audit. 
 
• We have a separate debt follow up process for vulnerable customers to ensure that 
their circumstances are considered. 
 
Scottish Power 
November 2011 
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NPOWER – response to letter from Committee 
 
In response to your letter dated 16 September, please find RWE npower's answers 
to your questions below:  
 
What policies is npower advocating to tackle fuel poverty in Scotland? 
npower has around 210,000 domestic customer accounts in Scotland (i.e. around 
4.9% of the market) and has a number of measures in place to assist vulnerable 
customers. 
 
The support we offer for our vulnerable customers in Scotland is outlined below: 
Voluntary Commitment and Warm Home Discount  
 
The Warm Home Discount (WHO) scheme started on the 1 April 2011. This 
mandatory scheme replaces the voluntary commitment, which operated between 
April 2008 and 31March 2011. The size of the WHO scheme (£1.135 billion over 4 
years) has significantly increased from the £375 million cost of the voluntary 
arrangements (over 3 years). npower's contribution to this wiIl be £140 million over 
the period 2011 - 2014.  
 
The voluntary commitment included social/discounted tariffs, and across the big six 
suppliers will provide assistance to approximately two million households by 
2014/15. Those eligible for this in Scotland will either receive the payment 
automatically or be able to apply for this discount. 
 
Under the voluntary commitment, npower offered its Spreading Warmth Tariff for 
eligible customers. The tariff offered annual savings to our standard prices on 
average of over 20% for the average dual fuel cash / cheque and prepayment 
customer. Customers must have a gross annual household income of less than 
£13,500 and someone in the household must meet at least one of the following 
eligibility criteria: 
 
Be aged over 60; disabled; suffer from a chronic illness; and a child under 16. 
 
There are approximately 2,500 customer accounts on our Spreading Warmth Tariff 
in Scotland. 
 
Since April this year, we have been taking customers onto the WHD rather than our 
Spreading Warmth Tariff. Low income pensioners will receive the discount 
automatically through data-sharing with OWP; and low income families, disabled and 
chronically sick consumers are able to sign up to receive the discount. For 
2011/2012. the rebate is £120 payable on electricity accounts. 
 
CERT and Scotland's Energy Assistance Package (EAP) 
 
Through the Energy Assistance Package we have been receiving referrals for the 
Spreading Warmth Tariff and now Warm Home Discount; and also for insulation 
measures through our CERT programme. 
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Between April 2008 and June 2011, npower had installed more than 37,000 
insulation measures in Scotland, under CERT; 53% in the priority and super-priority 
groups. This can be broken down as follows: 
 

• Able-to-pay Customers: 17,580 measures installed across 16,294 
properties; 
• Priority Group Customers: 18,749 measures installed across 16,681 
properties; 
• Super Priority Group Customers: 1,000 measures installed across 932 
properties. 

 
We provide £2 million of funding per annum to the npower Energy Fund which is 
independently run and provides grants towards outstanding energy bills. 
 
We work in partnership with Macmillan Cancer Support and have a bespoke 
programme to help npower customers affected by cancer and in fuel poverty, this 
currently helps over 500 customers. We also provide energy efficiency advice free 
over the phone. 
 
Have these policies evolved since the recent price increases have placed more 
consumers into fuel poverty? 
 
Since we announced our price changes, we have continued to provide the £ 120 
annual rebate against standard tariffs for vulnerable customers who are accepted 
under the new Warm Home Discount scheme and we will continue to offer 
discounted prices to those on our Spreading Warmth Tariff. Until November this 
group will also be offered free loft and cavity wall insulation worth around £300. 
 
We are also calling for greater data-sharing so that we can better target on the most 
vulnerable our WHD payments and insulation measures. We would be very keen to 
work with the Scottish Executive to further increase the number of referrals we 
receive through the Energy Assistance Package. We are also in the coming months 
writing to all customers who pay on Receipt of Bill to remind them of the money they 
could save if they switched to paying by direct debit. Finally, we are always looking 
for opportunities for CESP projects and would be very pleased to meet to discuss 
any help you could give us with that. 
 
With regard to the Scottish Fuel Poverty Forum, I would like to reiterate our 
willingness to participate should we be invited to do so. 
 
Paul Williamson 
Head of Customer Markets Controlling 
npower 
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