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Executive summary  

Background 

Northern Powergrid (NPg) designed this event, as the first in a series of three, to focus on what could 

be done to ensure that no one is left behind in the energy transition. This research forms the first part 

of Northern Powergrid’s Community Stakeholder workshop series, with key objectives to engage with 

stakeholders to support understanding of how NPg can achieve the ambitious aims set out in its RIIO-

ED2 business plan in relation to consumer vulnerability and communities. 

This report outlines the findings of session one.  

Methodology 

A qualitative methodology was used, with an online workshop to engage with external stakeholders 

who were asked to think about Northern Powergrid’s commitment to ensure that no one is left behind 

in the move to a decarbonised world. 

The session was attended by 38 external stakeholders, representing a variety of organisations. This 

main group was split into four breakout sessions, each independently facilitated by Explain, for roughly 

60 minutes. 

Summary of key findings 

Current support from organisations 

 Signposting and advice: Most attendees reported their support centred on provision of advice 

and signposting their clients to information from appropriate sources, particularly energy 

efficiency advice, but also relating to financial support schemes. 

 Funding/grant application support: This support extended to application support from some 

stakeholders.  

 Accessible information: Some stakeholders emphasised the need for ensuring information 

was accessible by using different communication methods, e.g., braille, sign language and 

large print – something they do to tailor information to their audience. 
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 Practical support: For some, this extended to supporting customers in making changes around 

the home, for instance through helping them to change settings on appliances or swapping 

lightbulbs for LED. 

Key barriers to engaging with the decarbonisation journey 

 Costs: Financial costs and lack of information regarding access to grants and funding, or not 

meeting eligibility criteria for those financially vulnerable was the most identified barrier. 

Offering hardship funding, fast-track processing of applications, and communication with 

grassroots organisations to share this information with ‘hard-to-reach’ groups are ways 

stakeholders identified to overcome this. 

 Inaccessible language and information: A lack of knowledge and understanding of how 

energy efficient / low carbon technologies work due to lack of training or shared information, 

acronyms used rather than plain language, and complex information. Support from NPg could 

be in the form of provision of simplified flowcharts, leaflets, and factsheets, shared with 

grassroots organisations then shared to a wider reach with the support of NPg. 

 Working in partnership: Working alongside other organisations, as making use of a 

communication chain, to share information more widely with local communities and 

organisations.  

Opportunities for Northern Powergrid 

 Education and training: NPg can provide education, training, and advice to customers and 

local organisations, as well as continuing to promote other organisations that can offer 

support. This may include raising awareness of how to access grants and non-financial support 

programmes, on what decarbonisation is about, on energy efficiency and on what day-to-day 

behaviours can be changed by customers to have an impact. Some stakeholders proposed 

developing a ‘demo house’ where customers can see how new technologies like heat pumps 

work, alongside explaining what the different technologies are and what those technologies 

do, particularly solar panels and heat pumps.  

 Working in partnership: As a trusted organisation in the sector, it is suggested Northern 

Powergrid can facilitate engagement between organisations, including grassroots 

organisations, which can in turn improve the communication chain to ‘hard-to-reach’ 

contacts.  
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 Hardship funding: Whilst stakeholders seek to support individuals in these areas, it is noted 

that those who are most vulnerable, and are in fuel poverty, should be supported better, for 

example through the provision of ‘hardship funding’ to individuals struggling the most. 

Information about this should be accessible, digitally inclusive, and available in various 

formats to have a wider reach. 
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Introduction  

An online workshop was conducted by Northern Powergrid (NPg) with community stakeholders via 

Zoom on Wednesday 2nd March 2022. Explain was commissioned to support with the running of the 

event and with independent facilitation; Explain has also analysed the outputs and prepared this 

report.  

The event was designed by NPg to focus on what could be done to ensure that no one is left behind in 

the energy transition, to support understanding of how NPg can achieve the aims set out in its RIIO-

ED2 business plan. 

The event was chaired by Derek Lickorish MBE - current Chairman of Northern Powergrid’s Social Issues 

Expert Group, Chairman of Utilita Energy, Non-Executive Director of Secure Meters, a Trustee of 

Sustainability First, and a member of NEA’s Presidents Group. 

Attendee profile 

The event was attended by 38 external stakeholders, including five individuals who were members of 

NPg’s Future Fairness Panel. The attendees representing a variety of organisations and charities 

representing specific vulnerable groups, which included: 

Citizens Advice Northeast Lincs Citizens Advice South Lincs 

Homestart Richmondshire Citizens Advice Northumberland 

Advocacy Alliance Yorkshire Centre for Sustainable Energy (CSE) 

Foresight NE Lincs National Energy Action (NEA) 

Newcastle Vision North Yorkshire County Council 

Groundwork Believe Housing 

Ahead Partnership Cornwall Housing 

HartlePower (community energy) Southway Housing 

Age UK Northwards Housing 

Broadacres Housing Private Sector Housing – Darlington Council 

Social Care Representative for Bradford Council Deafblind UK 

Barnardos Deaf Awareness 

Sirius Minerals Neuro Key 

Humankind Energy Saving Trust 
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Summary of findings 

 
An overview of event outputs. 
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Summary of findings 

Following initial presentation from Derek Lickorish (event chair) and Catherine Harris, Northern 

Powergrid's Consumer Vulnerability Manager, to share background and context, there were roughly 

60 minutes spent in breakout discussions, which were independently facilitated by Explain. 

Stakeholders were asked to think throughout about Northern Powergrid’s commitment to ensure that 

no one is left behind in the move to a decarbonised world.  

What are you doing to support customers? 

Stakeholders were asked to share examples of things they were currently doing to support customers.  

Most attendees reported that their support centred on provision of advice and signposting their clients 

to information from appropriate sources. For numerous stakeholders, their work focused on energy 

efficiency advice, and for some this extended to practical support, for example helping customers to 

make changes around their homes such as swapping lightbulbs for LED, helping them to change settings 

on appliances to be more energy efficient, or ensuring their properties were sufficiently insulated. This 

was typically seen as an education piece, to increase the knowledge of those they worked with to help 

them in being more self-sufficient in this respect and to understand the implications for their 

household.  

 “It's supporting them throughout the works and then also the aftercare element of it as well and 

making sure that people understand how to use the new technology and really embrace some of 

those necessary behaviour changes in terms of initial consumption, because that's going to 

reduce your bills” – Andrea Baxter (Believe Housing)  

 “We had a smart meter on our [market] stall… we tried to reduce the fear of smart meters and 

we showed them how smart meters could get them better tariffs”– Paul Hewitson (HartlePower) 

 “There’s a lovely website called Simple Energy Advice… every scheme, every grant puts the 

information on their website so people can check locally, they can put their postcode on” - 

Christine Booth (Darlington Private Sector Housing Manager) 

 “Another website for local ones is the website called Turn To Us and there’s lots of just little 

grants that are available”– Christine Booth (Darlington Private Sector Housing Manager) 
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For some stakeholders, they specifically focused on supporting those in fuel poverty. For these 

customers, though energy efficiency was part of the advice offered to support in reducing bills, 

stakeholders also mentioned providing support to customers with accessing financial support schemes, 

for example signposting and sharing information about what was available for them and supporting 

them to apply.  

 “We have the energy buddies that have been on the fuel poverty, we have benefit advice and 

support, we have debt support, so if people have large debts including large fuel debts, we 

contact the suppliers and either see if we can get that cleared for them or get it broken down into 

an affordable payment plan” – Rachelle Partington (Southway Housing) 

 “We feel that we're a trusted third party, that intermediary that we can hopefully influence them 

in a very positive way around fuel efficiency” - Sonya Roe (Age UK, North Tyneside) 

Some stakeholders highlighted that their support in terms of information provision was in ensuring it 

was in an accessible format for their customers, for example using different communication methods 

e.g., provision in Braille, different languages including sign, and large print. 

 “So that people who use alternative forms of communication have that information in a way that 

they can understand it” – Janine Tranmer (North Yorkshire County Council, Health and Adult 

Services) 

 “We’ve got it written down, we’ve got videos, we’ve got people going out and sitting in homes 

and showing people… [there are] high levels of people who can’t read, so it’s just making sure 

that we do recognise different ways of relaying information” - Andrea Baxter (Believe Housing) 

 “Where English is their second language, so we’ll get information translated and printed off in 

their own languages” - Simone James (Barnardos) 

There are various projects that stakeholders currently have underway which were discussed, including: 

 Community Energy Action Northumberland, who are working with regional village halls on a 

feasibility study to fit solar PV and batteries. This would support these sites to become 

emergency centres. Their Off Grid Task Force project works with local people off-grid to 

transition them to renewable energy. Additionally, their Warm Hub Scheme which sees 30 

local hubs support people with energy advice.  

 HartlePower is a community energy organisation which is running a variety of schemes 

including an energy advice centre, electric vehicle charge points, and solar PV programmes in 

their region. They also run a programme called Get Connected which provides Wi-Fi access 
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for customers for £20 a month on a pay as you go basis, supporting households to be able to 

access digital services. 

 Barnados are currently partnering with Northern Powergrid (NPg) to setup workshops in their 

children’s centres. They are also identifying vulnerable people to engage with as part of their 

partnership with NPg.  

 Age UK are running a Digital Champions programme which supports their clients to get online, 

though it was noted this initiative is over-subscribed and currently under-resourced so they’re 

not able to meet the demand they’ve experienced.  

 CAB Newcastle reported they conducted their own research on net zero awareness, which 

showed very low awareness amongst their audience.  

Barriers to engaging with the decarbonisation journey 

Broadly aligned to the areas of support stakeholders were providing, key barriers identified were: 

 

 

When considering barriers, cost was by far the most commonly identified. Though the energy crisis was 

noted likely to compound this and even further decrease the likelihood of customers engaging with 

decarbonisation, numerous stakeholders - including those representing the financially vulnerable but 

not excluded to - noted that many people within the Yorkshire and North East regions are struggling to 

cover their day-to-day costs like food and household bills.  

Cost - particularly in the 
face of the energy crisis

Lack of understanding / 
awareness / knowledge

Digital exclusion / lack of 
digital access

Lack of confidence in 
using the technology

Access to funding / 
grants

Challenges with 
implementing changes 

in rental properties

Lack of trust in schemes 
available

Cultural barriers 
including English not 
their first language

Customers' mental 
health - challenges with 

personal health
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Historically, organisations had provided support to customers by helping them switch energy suppliers 

to be on the cheapest tariff for them. However, with the current energy crisis, this was no longer a way 

in which organisations could support individuals as switching was not recommended at the time of the 

discussion. 

 “[It’s] Can I buy my kids shoes this week or pay for my gas and electric? … It's hard to engage with 

people at the moment because all they're saying is that they don't have the money to pay the 

bills”– Fiona Froude (Southway Housing) 

 “What’s happened with Covid and then the energy prices going up, we can’t really change people 

over to better or cheaper bills or anything like that” – (Southway Housing) 

 “Most people, especially those most vulnerable…  are thinking about that day-to-day cost, in 

terms of how they manage their energy, rather than thinking any further ahead than that and the 

uncertainty of the market” – Laura Ratcliffe (Citizens Advice Northumberland, Energy Advice 

Service Manager) 

For these customers, it was felt they would be extremely unlikely to engage with decarbonisation 

unless there was also a benefit to their finances, therefore energy efficiency messaging with this 

audience could instead focus on money saving rather than climate change – it was highlighted that 

messaging should be chosen carefully and tailored to resonate best with its intended audience. 

Education was considered part of this, to help customers understand how changes in behaviour, which 

can be simple, can impact their bills and energy usage.  

 “We have energy efficient workshops where we're working with food banks, and something 

called Slow cooker communities where we're working with people to show them the benefits of 

using slow cookers which is four pence an hour to cook with, whereas a conventional oven is 

eighty-six pence an hour to cook with” - Christine Nicholls (Community Action Northumberland) 

 “Trying to educate them about how to be more energy efficient. It's not the top of their priority 

list” – Fiona Froude (Southway Housing) 

 “Somebody might be more receptive when you discuss financial savings and things like that, 

rather than climate change and carbon reduction” - Andrea Baxter (Believe Housing) 

  



Northern Powergrid 
Community stakeholders: workshop 1 
March 2022  

12 
 

That said, concerns were expressed on the health and wellbeing impacts which could be associated 

with drastically cutting down energy usage, particularly during the colder months, therefore this 

messaging should be used carefully. This was raised particularly in relation to use of smart meters. 

 “When we're dealing with some of the most vulnerable households, we don’t want them to use 

less energy and save money. We’re trying to encourage them to use more and stay well… we can 

communicate some of the benefits in terms of reducing crisis mode or alleviating some of the 

stress that you’re having to endure” – Danielle (NEA) 

Funding schemes or grants were not considered accessible, and stakeholders reported challenges with 

eligibility but also the length of time taken for funding to be released, presenting problems to those in 

need of more timely financial support, and the requirement for household contributions which 

customers were unable to fund.  

 “Make sure there's no one left behind would require some kind of funding or grants for people 

who can't afford the measures which is going to lead them towards net zero” - Simon Kilshaw 

(Groundwork) 

 “We’ve been working with the council to try and get them to do the eco-flex grants or now the 

Live Too scheme. We’ve had very little success though… we’ve found it quite tricky to get people 

through to that stage with the correct criteria” – Catherine Sharp (Energy Advisor in Sunderland) 

Furthermore, issues trying to install a heat pump were highlighted, as certain criteria had to be met 

and supply chain issues leading to delays had led to customers opting for other technologies. 

 “[To] get the heat pumps… there were loads of criteria because you had to have a certain amount 

of space, you had to have a certain type of cupboard… they were checking all the rooms… we 

never, ever heard anything back” – Simone James (Barnardos) 

 “We haven’t been able to keep up with the demand, there hasn’t been the supply and if we get 

people that are having a heating upgrade, for example, that might have to be delayed because of 

the availability of the heat pump” - Helen Buckley (Cornwall Housing) 

Understanding amongst customers was also a key point raised – there was a lack of knowledge and 

understanding flagged by stakeholders in respect of customers they work with. For example, a lack of 

understanding around the benefits which new technologies can bring for them and their households, 

which could improve their standard of living. There is a need to share and improve this knowledge, 

using messaging which will resonate with different audiences. This was flagged by social housing 

stakeholders within the group, as they highlighted the turnover of tenants in social housing contributed 

to loss of information or challenges with knowledge sharing over time.  
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 “They’ve said, I’ve got this heat pump and it’s costing us so much more and it’s not delivering the 

heat that I’m used to, but some of that is around the lack of knowledge around what their 

expectation of how that should heat their home” - Laura Ratcliffe (Citizens Advice 

Northumberland, Energy Advice Service Manager) 

 “Our clientele tend to be [in their] seventies, eighties, nineties, and don’t really understand that 

kind of thing [decarbonisation]” – Sue Gregg (Newcastle Vision Support) 

 “The older people… they’re just thinking, ‘I just want what I know’” – Catherine Sharp (Energy 

Advisor in Sunderland) 

 “What they didn’t do for social housing is they didn’t supply a battery for the solar panels so 

people who are on lower incomes have these solar panels but because there’s no battery, they 

can’t collect the electricity” - Rachelle Partington (Southway Housing) 

 “They get new tenants in and… the information’s been lost somewhere down the line…” – 

Catherine Sharp (Energy Advisor in Sunderland) 

The lack of knowledge surrounding EPC certificates, landlord obligations and what renters can or can’t 

do was discussed by stakeholders as an issue. This is an issue for occupiers of social housing as they are 

unable to take steps themselves and rely on the landlords to amend the property. This lack of 

understanding amongst customers was expected to extend to customers’ awareness of how their 

energy use varies between seasons, and the responsibility of energy providers to bring about 

awareness to the customers. This could include advising, for example, to keep their heating on a 

constant low during particular months of the year rather than turning it off and on. 

 “If it’s an F or a G there’s restrictions on renting, so if the landlord has to upgrade the property”– 

Christine Booth (Darlington Private Sector Housing Manager) 

 “A lot of people won’t report them to the local authority or a private landlord because they’re at 

risk of losing their house. Not everything is above board… A lot of people are living in fear, fear of 

poverty, fear of debt, fear of their landlord, fear of eviction. All of that plays out, and if you’re 

living under that fear, who’s thinking about decarbonisation?” - Leah Swain (Sirius Minerals) 

 “But then from a social landlord, we’ve got targets around climate carbon reduction” - Andrea 

Baxter (Believe Housing) 

 “People [are] not being accurately billed” - Michelle Adams (Citizens Advice North Tyneside) 
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Digital exclusion was a feature of conversations around barriers, with stakeholders highlighting the 

trouble with sharing information purely via digital methods. It was noted that while this was typically 

assumed to be a barrier for older generations, it extended across age groups, for example to those who 

cannot afford to buy and run personal digital devices. Therefore, the importance of face-to-face 

conversations and engagement with these customers was stressed, to support them most effectively.  

 “We have obviously the generation of people that have had nothing to do with computers, they 

don’t want to get to know anything that’s technology based… or they may not be literate on any 

of those… [and in] more rural communities, the connectivity isn’t as great” - Helen Buckley 

(Cornwall Housing) 

 “In terms of digital inclusion, there's a whole raft of issues really, that prevent a lot of our clients 

from accessing this information” – Janet Serginson (Humankind) 

 “While the internet is fantastic for a lot of people… we've just got to bear in mind that as a 

communication tool, it will have its limits” - Janine Tranmer (North Yorkshire County Council, 

Health and Adult Services) 

Trust was flagged as an issue to overcome – there were a couple of different dimensions to this. The 

first was in relation to grants or programmes which customers had previously felt let down by, for 

example the Green Homes Grant.  

 “Sometimes they apply for schemes then they found out they are not eligible, and this ends up in 

mistrust” - Simon Kilshaw (Groundwork) 

 “Signposting or where there’s grants making sure we have the ability with training to be able to 

support clients to then apply for those particular grants when it comes to eligibility” Sajda 

Andleeb (Citizens Advice Southlincs) 

There was also a general sense, particularly for those who are living in vulnerable circumstances, 

customers worry about being scammed, and this can make it challenging for those organisations they 

don’t already know and trust to engage with them effectively. This was linked to general mental health 

concerns, which stakeholders perceived to be heightened since the pandemic – this is to be considered 

when planning communication with customers. 

 “I've done a couple of hardship funds applications for tenants with some of the biggest suppliers 

through their schemes, and then there will be mental health related and they've all come back as 

refused” - Fiona Froude (Southway Housing) 
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 “People are still sceptical, people are still [thinking] “well, it can’t be for free, you can’t get 

something for nothing, there must be a catch’” - Christine Booth (Darlington Private Sector 

Housing Manager) 

 “There’s lots of conflicting information, lots of risk of scams for people as well, which is a big 

thing… people not knowing who trust” - Laura Ratcliffe (Citizens Advice Northumberland, Energy 

Advice Service Manager) 

The combination of a lack of understanding, poor experience, and a subsequent negative message 

spread about new(er) technologies (such as heat pumps), was thought to be interrelated by 

stakeholders, highlighting that it is imperative to ensure customers understand what the technologies 

are and how to use them in order to have a positive experience and encourage others to take up new 

energy efficient technologies. 

 “No-one is being honest, because the people who are selling it just want to sell it… the trust in 

heat pumps is being eroded every day” – Paul Hewitson (HartlePower) 

 “Poor experience means that there’s a knock-on effect because there’s negative word of mouth, 

negative massages spread, and word of mouth is such a huge influencer in terms of how people 

are brought on board with those messages” - Laura Ratcliffe (Citizens Advice Northumberland, 

Energy Advice Service Manager) 
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Opportunities for Northern Powergrid 

Throughout the workshop, stakeholders were asked to consider how NPg could support them or 

collaborate for the best outcomes for customers. 

Stakeholders highlighted the opportunity for NPg to support them and their organisations – for 

example, local authorities were highlighted - with provision of accurate and easily accessible 

information in relation to customer-facing concerns, which they can in turn use to support customers. 

This could include sharing knowledge via workshops or training for partners, on topics such as accessing 

grants and non-financial support programmes, energy efficiency, what decarbonisation is about and 

what it ultimately means in the context of day-to-day life for domestic customers.  

 “If there’s any way you could supply a line or a direct number because I know it does take a long 

time to get through to speak to somebody… how would we set up so that we could actually ring 

[NPg] and talk on behalf of our customers” - Sue Gregg (Newcastle Vision Support) 

 “A lot of marketing fails because it's just transmission of messages. Whereas what we're talking 

about, especially with the vulnerable communities, is about actually engaging with them” – Karen 

Smith (CSE) 

Explaining what the different technologies are and what they do was identified as an area which 

customers do not know enough about – particularly solar panels and heat pumps. Consider extending 

NPg’s current suite of existing visuals and develop an updated suite of communication materials to 

explain what the technologies are in customer-friendly ways. 

 “We really need to be doing a lot more in terms of supporting our tenants to ensure that they 

don’t end up with unintended high bills because of the air source heat pump system installed” - 

Helen Buckley (Cornwall Housing) 

 “[NPg could show] what the other improvements are to people's lives… people who may not see 

the tangible benefits of an air source of heat pump, ground source of heat pump, but if you 

actually explain what those things are. So, if you have simplified information, simplified 

factsheets” – Simon Kilshaw (Groundwork) 

 “The tenants move on, and they get new tenants in and they have no idea what the solar panels 

are doing or how to operate them. The information’s been lost somewhere down the line… we’re 

not completely clued up on that either so some training and advice on how solar panels actually 

work would be really useful” – Catherine Sharp (Energy Advisor in Sunderland) 
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NB. It’s expected that sharing advice and information around energy efficiency including low carbon 

technologies (LCTs) will be part of the role of the new Community Energy-based Advisors, but consider 

if there is anything more which can be done in this space in the interim. 

NPg can offer education, training and advice and can help to promote other organisations who can 

offer support. Stakeholders noted that this would relieve the resources that they have to set aside to 

achieve this, therefore NPg sending a message to customers will ensure that there is trust in this 

signposting as well as having a bigger reach.  

 “[To] do that promotion to say ‘come to us’… [it’s] obviously a big draw on our resources. 

Northern Powergrid obviously have that reach by emails, by text messages to masses of people 

and get those messages out very quickly to huge numbers of people, so I think that link between 

the local organisations like ourselves and the DNOs is vital in terms of reaching the people who 

need that support the most and knowing what’s available” – Laura Ratcliffe (Citizens Advice 

Northumberland, Energy Advice Service Manager) 

 “I was the Energy Adviser two years ago, and we currently don’t have anybody in that job role 

and we’re needing to restructure and we’re not putting anybody back in that job role, but I feel 

that it is really essential” - Helen Buckley (Cornwall Housing) 

A suggestion from stakeholders was to develop a “demonstration house” where customers can see 

how new technologies like heat pumps work; particularly as this would cater to different learners and 

enable individuals to learn in a face to face environment. 

 “The best way to do it is to do a demo house somewhere” – Paul Hewitson (Hartlepower) 

 “Here's a huge educational piece that we can do face-to-face on a one-to-one basis, but also 

working with customers in groups so that they have their peers around them and they can discuss 

these things… the smoke and mirrors might disappear” - Sonya Roe (Age UK, North Tyneside) 

Stakeholders felt information provision should be in various formats, to ensure it’s accessible for all 

including those who may have hearing or sight impairments, or where English is not their first language, 

for example. Crucially, this needs to include non-digital methods to ensure the digitally excluded are 

targeted, for example through face-to-face engagement, where Northern Powergrid can leverage their 

trusted name to support customers in feeling safe and reassured in the advice they’re receiving. It was 

clear from stakeholders that a “one size fits all approach” would not be appropriate to face this 

challenge, but Plain English will be important. 

 “I've just read a funding bid proposal… and it was just literally full of acronyms, and I had to keep 

referring to the glossary. So, we want to try to move away from that type of stuff and just use 

plain language for people” - Sonya Roe (Age UK, North Tyneside) 
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 “Passing information to those grassroots organisations who support people very closely is 

another way in” – Andrea Baxter (Believe Housing) 

Partnership working was considered important as Northern Powergrid is viewed as a trusted 

organisation in the sector and can facilitate engagement between organisations. Citizens Advice 

Bureau (CAB) was among the organisations suggested as one to build a collaborative partnership with, 

in order to understand the outputs of their net zero awareness research in more detail and follow-up 

to understand any actions NPg could support with.  

 “If there could be a partnership perhaps with training teams I guess, with Northern Powergrid I 

suppose training things and basically advice workshops to show people you can afford this, this is 

accessible to you. So, it’s not sort of a face-to-face with customers and with clients and that sort 

of thing but helping advisers to tell people” – Becky Laflain (NEA Training and Assessment Officer, 

Wales) 

There was a particular opportunity identified in engaging with social housing associations, who flagged 

opportunity for support for their tenants and teams, as well as landlords in the region, as tenants can 

lack knowledge or confidence about making changes to rental properties. 

 “About the idea of a flow chart method… where maybe you can put in specifics of your situation. 

Those work quite well for eco funding and they’re quite simple” – Molly Chambers (NEA) 

 “When work is done at a housing association level, having training in place for the housing 

association staff… if you can deal with a housing association, you’re supporting all their tenants” 

– Molly Chambers (NEA) 

Providing clarity or taking a lead in how responsibilities fall between local partners was considered 

important, so that customers and organisations understand who to contact in different circumstances 

that may arise, and to help prevent anyone falling through gaps between processes.   

 “There may be issues in terms of sometimes if the heat pump tariff is not functioning, or the heat 

pumps not aligned with it. Should somebody be asking the energy supplier, or should they be 

asking the heat pump supplier? The more complex the system gets, the more there's likely to be 

issues with people not knowing who to ask” – Karen Smith (CSE) 

 “I’m sure a range of organisations can make use of a one-off piece of information that they can 

then distribute. So, you could create much more of a communication chain through the 

organisations that have got access to beneficiaries” – Joanne Mann (Broadacres Housing) 
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It was also suggested that Northern Powergrid take a role in rallying the wider energy sector in looking 

at how those in fuel poverty can be better supported, for example through hardship funding for those 

customers facing the most difficult circumstances. 

 “As a funder [we’re aiming] to work with some of those frontline… home improvement agencies 

to look at how crisis funding might work in terms of immediate need if they’re hungry and cold” – 

Leah Swain (Sirius Minerals) 

In order to support vulnerable customers, a need was identified to raise more awareness of the Priority 

Services Membership, to support understanding of those most likely to need it. 

 “Access to the vulnerability register is just, what, half a page and tucked inside and I think you 

need to bring that forward a bit more” – Joanne Mann (Broadacres Housing) 

A minority suggested more work in targeting rural areas for support where they don’t have access to 

mains gas, to help them understand their options for decarbonisation and work through the process 

with them.  

 “More work in rural areas because those people… [they’re] usually on oil, LPG, diesel generators… 

Most are just on electric. So, they’re disadvantaged straightaway, really” - Christine Nicholls 

(Community Action Northumberland) 

 “In rural areas, some of them just see it as being too expensive and we too have a lot of people 

that are still on solid fuel and do not want to leave that because they control how much it costs to 

heat their homes” – Joanne Mann (Broadacres Housing Association) 

 Engaging with regional taxi services on deploying electric vehicles and EV charging is a further 

step that NPg could action, which was recommended by one attendee. 
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Conclusions and recommendations 

The key themes arising from discussions with stakeholders were: 

 Education and training: Key barriers included a lack of awareness on how to access grants and 

non-financial support programmes, on what decarbonisation is about, on energy efficiency 

and on what day-to-day behaviours can be changed by customers to support with energy 

efficiency and bill reductions. These barriers could be overcome with education, training, and 

advice to customers. 

o Develop communication materials to explain what the different technologies are and 

what those technologies do, particularly solar panels and heat pumps. Share these 

materials with partner organisations to use with their own clients and customers. 

o Consider developing a ‘demonstration house’ (or working in partnership with an 

organisation already doing this) where customers can see how new technologies like heat 

pumps work in practice. 

o Taking inspiration from the success of Age UK’s Digital Champions programme, consider 

face to face training to improve digital accessibility. 

o Continue to signpost to other organisations who can offer support.  

 Working in partnerships: As a trusted organisation in the sector, it is suggested Northern 

Powergrid can facilitate engagement between organisations and customers. Social housing 

and local authorities in particular were mentioned, including CAB Newcastle in order to 

understand the outputs of their net zero awareness research in more detail. 

o Communicate with grassroots organisations to ensure they are aware of what 

information is available, therefore being able to share this information with their ‘hard-

to-reach’ contacts. 

 Hardship funding: Costs, particularly in the face of the energy crisis, and difficulty accessing 

funding or grants, were both identified as key barriers. This is due to a myriad of factors 

including strict eligibility criteria, lack of awareness of funding and grants available, in addition 

to issues during the application processes for funding and grants. Whilst stakeholders seek to 

support individuals in these areas, it is noted that those who are most vulnerable, and are in 
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fuel poverty, should be supported better, for example through the provision of ‘hardship 

funding’ to individuals struggling the most. 

o Consider what role NPg can play, if any, in provision of hardship funding. 

o Ensure the information to ‘hardship funding’ is accessible, digitally inclusive, and available 

in various formats to have a wider reach.  
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Event feedback 

Numerous members expressed positive feedback via the Zoom chat: 

 “Really interesting discussion” – Andrea Baxter (Believe Housing) 

 “Thank you for an interesting session” – Leah Swain (Sirius Minerals) 

 “Thank you all - very interesting session” – Danielle (NEA) 

 “Thank you! :) very interesting discussion :)” – Andrew Barnes (Deafblind UK) 

 “Thanks everyone, a very interesting session” – Sue Gregg (Newcastle Vision Support) 

 “Thank you, really interesting session” – Laura Ratcliffe (CA Northumberland) 

 “Thank you so much for today - it has been very interesting” - Anna McCutcheon (HomeStart 

Richmondshire) 

Polls were run at the close of the session to gather attendee feedback, which asked participants to vote 

according to how strongly they agreed with a statement about the session.  

There were 24 attendees who voted in the polls, with the majority stating a positive experience due to 

answering, ‘strongly agree’ or ‘agree’.  

 

 

 

11 13

0 0 0
Strongly agree Agree Neither agree nor

disagree
Disagree Strongly disagree

The information provided throughout was clear and easy to understand

12 10

0 0 2

Strongly agree Agree Neither agree nor
disagree

Disagree Strongly disagree

The discussion was interesting
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The responses to one statement in particular, “I understood the purpose of the session”, gathered 

fewer responses in agreement with it, with three attendees voting they ‘strongly disagreed’ that they 

understood the session’s purpose. Subsequently, in advance of upcoming sessions, clarifying the 

purpose of the session will positively impact this result and ensure stakeholders involved feel as though 

they are attending a purposeful session. The purpose could also be revisited at session close, to 

reiterate the objectives. 

 

 

Overall, the feedback received was positive, with 23 of the 24 attendees who voted stating they were 

satisfied with the session they participated in. 

NB: The same one attendee voted ‘strongly disagree’ for all five statements, which was on a scale of 1 

‘strongly agree’ to 5 ‘strongly disagree’. This same attendee, however, left positive feedback, stating it 

was ‘interesting’ in the zoom chat at the end of the session, therefore they may have been confused 

with the polling scale. 

9 10

2 0
3

Strongly agree Agree Neither agree nor
disagree

Disagree Strongly disagree

I understood the purpose of the session

13
10

0 0 1

Strongly agree Agree Neither agree nor
disagree

Disagree Strongly disagree

I had enough time to contribute my views

9
14

0 0 1

Strongly agree Agree Neither agree nor
disagree

Disagree Strongly disagree

Overall, I was satisfied with the session I participated in
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Actions 

 Distribute slides: Share copies of the PPT session slides to stakeholders (as requested by 

Gareth Osborne, Ahead Partnership). 

 Be clear on the purpose of the session: In advance of the second and third sessions, outline 

the purpose of each to attendees. This is in response to the closing polls identifying this as an 

area which could be improved. 

 CAB Net Zero research: Seek out the results of CAB Newcastle’s net zero awareness research 

to review this and understand which takeaways are pertinent for NPg to consider. 

 Produce simple, informative factsheets and/or visual materials in customer-friendly 

language: Information should be presented in a simplified manner and outline the tangible 

benefits and improvements are to people’s lives when committing to different energy efficient 

behaviours. 

 Mobility taxi collaboration: Explore whether NPg can collaborate with Local Authority taxi 

services to provide wheelchair uses access in taxis on evenings, for instance through support 

in accessing electric vehicles and installing charge points. 

  



 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


