
. 

Agnes was worried about her bills. She 
didn’t understand how to operate the heat 
pump and was on a Pay As You Go (PAYG) 
tariff. Deafness and mobility issues made it 
difficult for her to top up her account easily 
so she wanted to swap to paying by Direct 
Debit, but the energy supplier and housing 
association both said this wasn’t possible.
An ALIenergy Affordable Warmth Advisor 
visited Agnes multiple times, helping her 
understand the heating system, upgrade to a 
smart meter and switch to Direct Debit. They 
also helped her apply to access the Smart 
Export Guarantee – earning 12p per kWh 
for unused solar energy fed back to the grid. 
This saved her an estimated £200 a year.

The advisor also uncovered that Agnes 
was being wrongly charged under a dual 
tariff system tied to a now-defunct Radio 
TeleSwitch (RTS) meter. She was paying 
around £60 more each month due to 
incorrect billing. ALIenergy intervened, 
contacted a specialist team, and got her 
onto a single-rate smart meter and the 
correct tariff.
Later, the energy provider incorrectly 
demanded £2,000 in back payments based 
on estimated readings from the unused RTS 
meter. ALIenergy gathered evidence to prove 
the meter hadn’t been used in years and had 
the charge dropped.
This four-month case, involving seven 
home visits, highlights the critical role 
of personalised support in ensuring 
vulnerable residents benefit fully from 
green energy systems – financially, 
practically, and emotionally.

Agnes is an elderly tenant who 
rents her home from a housing 
association. In 2020, Agnes’s 
building had been retrofitted with 
insulation and a heat pump, and last 
year solar photovoltaic panels were 
added to the roof.

As part of Taking Action on Rural Poverty, Poverty Alliance and ALIenergy are 
collaborating to support low-income households in rural Scotland as the country 
transitions to renewable heating. The project is developing better information and 
resources to help people in rural areas make energy savings through retrofit and 
green energy installation. ALIenergy shared this example of how their Affordable 
Warmth Advisors are working with social tenants with recently installed 
renewable heat sources, to get the most out of their new systems.

CASE STUDY 1:

Supporting a social tenant through 
renewable energy transition
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At a home visit, ALIenergy’s Affordable 
Warmth Advisor identified a Radio TeleSwitch 
(RTS) meter, which had been disconnected 
before Michael moved in. The supplier had 
been estimating bills for this meter for 3 
years, and Michael was being pursued for 
these payments. ALIenergy worked with the 
Housing Association to resolve the debt. 
Despite photo evidence the supplier disputed 
the meter was disconnected, and there were 
multiple challenges. The advisor spent over 
three hours on the phone, navigating the 
process. Throughout, bills continued to be 
issued for the disconnected meter.
When the meter was eventually removed, 
readings suggested Michael had used 
£1,000 of electricity in a month on the 
disconnected meter. The advisor gathered 

evidence and challenged the supplier, 
but with no success lodged a case with 
the Energy Ombudsman. The debt was 
cancelled and Michael received a £150 
goodwill payment.
ALIenergy helped switch Michael to an 
alternative supplier, where they discovered 
that his smart meter had been set up 
incorrectly, leading to another successful 
complaint to the Energy Ombudsman.  
During this ten-month period, Michael 
missed out on the opportunity to sell solar 
energy back to the grid through the Smart 
Export Guarantee (SEG).
Michael had done nothing wrong, but 
endured over two years of stress whilst 
these issues were resolved. Supported by 
ALIenergy’s Affordable Warmth Service, 
Michael now understands how to use his  
air-source heat pump effectively and is 
confident his meter and tariff are working 
correctly. 
This case highlights the importance of 
knowledgeable advocates to ensure 
those who cannot navigate the systems 
for themselves are treated fairly and 
equitably.

CASE STUDY 2:

Disconnected meter and 
a two-year challenge
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Michael came to ALIenergy for  
help understanding his air-source  
heat pump, as he was facing extremely 
high bills. He is a tenant receiving 
social care, and unable to contact the 
supplier himself or understand his 
complex metering set-up.
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The advisor began by directing her to some 
useful YouTube videos around how to set 
the air-source heat pump controller in terms 
of hot water temperature, timings, room 
temperature and general good practice for 
air-source heat pump. They also scheduled 
a home visit, where they could check how 
Liz had got on with the tutorials. Liz is feeling 
more confident with the controls for her 
heating, and appreciates having the YouTube 
videos to check back on if she wants to 
make any adjustments. 
Whilst visiting Liz, the advisor discovered 
that the meter and tariff she was on was 
not the best for her set-up. They helped her 
to request a smart meter from her supplier, 

which was fitted a couple of weeks after the 
request was made. They also advised her to 
request a single rate tariff and let her know 
about the Smart Export Guarantee (SEG) – 
where she could sell any extra energy her 
solar panels generated back to the grid.
Being a social tenant, some of the required 
paperwork came from the Housing 
Association, so there were delays in 
registering for the SEG, however, with 
assistance the client was able to set up 
to receive payments online. Liz will now 
receive SEG payments each quarter onto 
her energy bill, which will help to offset her 
heating costs, especially in the winter. Her 
first payment was £70.80. She has gained 
understanding on how her solar photovoltaic 
panels help power her house, so knows to 
take advantage of sunny days to do things 
like the washing or batch cooking. She is 
more aware of being on the right tariff and 
taking advantage of specialist tariffs if she 
wants to.
Liz is feeling confident in keeping her 
house warm as she knows how to use  
the system: she simply feels more in 
control now.
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CASE STUDY 3:

Back in control

povertyalliance.org

Liz attended an ALIenergy drop-in 
session at her local Carer Centre. 
When Liz moved into her home there 
was an air-source heat pump and  
solar photovoltaic panels installed:  
she needed help understanding how 
to use the controls on her air-source 
heat pump for temperature and 
timing.
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The Affordable Warmth Advisor carried 
out a house visit where they checked her 
thermostat against the controls and found 
the temperature on the controls were set at 
25℃ for heating and 60℃ for water. The 
advisor showed the client how to adjust the 
temperatures and turned the settings down 
to 21℃ for heating and 48℃ for water 
and discovered and fixed an issue with the 
thermostat connecting to the hot water. 
Keeping the house cool during warm spells 
and humidity had been an issue for Cerys 
so she was given appropriate advice on 
managing humidity, including how to use the 
controls to change the temperature and keep 
comfortable all year round.

The advisor also talked to Cerys about her 
solar photovoltaic panels and discovered 
she was not registered for the Smart Export 
Guarantee (SEG), where she could benefit 
from surplus energy her panels generated. 
The advisor located all the documents 
required for set-up and assisted Cerys with 
registering for SEG. Cerys now understands 
how her solar panels work and how they can 
benefit from the electricity generated and get 
paid for the surplus. To ensure Cerys was 
getting the best value, the advisor talked 
through her options for suppliers and tariffs 
to lower her bills. 
Cerys told us she benefited from her visit. 
She told us: “You have been a great help 
in explaining how the heat pump works...  
it is a lot clearer to me now.”

CASE STUDY 4:

Uncomfortably hot and expensive
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A year after having new solar 
panels and an air-source heat pump 
installed, Cerys was finding her bills 
were too high and her house was too 
hot. She approached ALIenergy at a 
carer drop-in seeking help.
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When ALIenergy’s Affordable Warmth Advisor 
visited Mark at home, they discovered there 
was a traditional two rate meter; typically 
used when there is a storage heating system. 
When the housing association had installed 
the new air-source heat pump, Mark had not 
known that he would need to have his meter 
and tariff changed, so the advisor helped him 
set up a smart-meter and switch to a single 
rate tariff.
The advisor met Mark again, when he 
heard from a neighbour that he could be 
earning money from his newly installed solar 
photovoltaic panels, and wanted to find out 
more. He was concerned that the housing 
association was taking the profit that should 
be his. The advisor explained to Mark about 
the Smart Export Guarantee (SEG), and how 
currently nobody was benefiting from the 
extra energy his panels generated, which 
was going back to the grid. 

Mark wanted to apply for SEG but felt 
overwhelmed by the application process 
saying he wouldn’t be able to do the online 
application and didn’t know how to get the 
required paperwork. ALIenergy’s Advisor 
acted on his behalf to gather the necessary 
information, contact SSEN Micro Generation, 
then complete the application to British Gas 
for the SEG online.
Over the summer period Mark received £140 
from British Gas from his SEG tariff. This will 
help towards his increased costs over winter.  
Mark now feels relieved and happy, and is 
receiving money to help pay for the extra 
winter costs to keep warm and comfortable. 
ALIenergy’s Advisor was able to dispel 
some of the mistrust he had been 
feeling, reassuring Mark that the Housing 
Association had made an improvement to 
the property that really would benefit him 
directly.

CASE STUDY 5:

Mistrust and misinformation
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Mark was referred to ALIenergy  
by his social worker as he didn’t 
know how to use his new air-source 
heat pump.
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During that first call the advisor discovered 
that Amos had solar photovoltaic panels 
installed by his social landlord 7 months prior. 
These panels made him eligible to apply for 
the Smart Export Guarantee (SEG), which 
would allow him to sell the excess energy 
generated by his panels back to the grid. 
However, Amos did not have the required 
documents, and did not know where to turn 
for help, so was currently not benefitting  
from this. 

Through several phone calls and emails, 
ALIenergy’s Advisor was able to identify 
what documents Amos should request, and 
who to direct that request to at the housing 
association. However, it took a further 2 
months of regular calls and emails from both 
Amos and the advisor to get the requested 
documents from the housing association. 
There seemed to be challenges with the 
process of getting the documents from the 
contractor to the housing association then to 
the tenant. 
Once the documents were received,  
the Advisor helped Amos make the  
SEG application to his energy supplier.  
Amos will receive around £180 per year 
from the SEG to help cover his winter 
costs, and support him in staying warm 
and comfortable, and minimising the risk 
of future crisis.

CASE STUDY 6:

Crisis to calm
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Amos could not afford his energy 
payments and was unable to afford 
to keep his home warm over winter. 
He applied to Argyll & Bute Council’s 
Island’s Cost Crisis Emergency 
Fund, which was administered by 
ALIenergy. As part of the offering, 
the ALIenergy advisor called him and 
carried out an Affordable Warmth 
Assessment. 
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The housing association had installed an 
air-source heat pump in their properties, 
including Kerry’s, replacing electric storage 
heating. At the time of installation, the 
housing association had advised tenants to 
switch to an Economy 10 tariff because they 
still had Radio TeleSwitch (RTS) meters.  
The majority of the housing association 
tenants were with a different energy supplier 
to Kerry, so she was left to sort a tariff 
switch herself. Her energy providers were 
unfamiliar with RTS meters and didn’t offer 
an Economy 10 tariff at the time, so there 
was no clear option for her.
The process had taken over 18 months – 
and at one point Kerry was being charged 
for both her current meter, and the now 
disconnected RTS meter. Before ALIenergy 
got involved, Kerry had tried several times to 
resolve this by speaking to her supplier but 
had given up. 

ALIenergy’s Advisor contacted the energy 
supplier, explained the situation and what the 
outcome needed to be, i.e. the redundant 
RTS meter removed from the property, 
the RTS taken off the Distribution Network 
Operator list, and the second standing 
charge to be stopped and repaid to Kerry. 
The energy supplier agreed to everything. 
They immediately sorted the second standing 
charge situation and stopped estimated 
readings for the redundant RTS meter.  
They also agreed not to increase her monthly 
direct debit, as they now understood the 
second meter was not connected to anything 
for it to register electricity use. 
However – it took them 6 months to get an 
engineer out to the property to remove the 
RTS. ALIenergy’s Advisor kept in touch with 
Kerry throughout this and advised her to 
keep sending reminders to her supplier.  
The work was eventually completed – 2 years 
after Kerry’s air-source heat pump was installed. 
This situation had caused Kerry great 
stress. She was extremely grateful to 
have the ALIenergy advisor speak to 
the supplier on her behalf to reach 
a resolution, however, with better 
information available, this situation  
could have been avoided entirely.

CASE STUDY 7:

Complex metering
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Kerry was referred to ALIenergy’s 
Affordable Warmth Service by her 
housing association, as they were 
unable to support with her complex 
metering situation in-house.
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ALIenergy’s Affordable Warmth Advisor 
worked with Elaine to get the information 
about the air-source heat pump set up from 
her housing association. The advisor noted 
from Elaine’s electricity supplier app that 
her usage was high and arranged for an 
engineer to check everything was working as 
it should. 
The settings on the Sunamp system were 
set up centrally for all tenants living in the 
building, and this had been set up based  
on the assumption that everyone was on  
the same tariff. On this tariff there were  
10 hours of cheaper energy, and this is  
when the air-source heat pump would 
run and the heat would be stored in the 
batteries. The client then schedules when 
this heat is released into the radiators.

Elaine had not been told this when the 
system was put in, and her tariff did not 
match these system requirements. The tariff 
the system was programmed around was no 
longer available to new customers, so the 
ALIenergy advisor worked with Elaine to find 
a tariff that matched the timings with prices 
10p/kWh less. In real terms, if she uses 
40kWh in a day, that is a £4 a day saving.
Elaine noticed the cost difference but also 
the increased warmth and comfort. With 
the knowledge gained, she was able to 
plan her day to make sure the family was 
mainly using hot water during the cheaper 
times. She now has the understanding 
and knowledge of how the system works 
and what tariffs are appropriate if she 
wants to switch tariff or supplier in future.

CASE STUDY 8:

Inappropriate tariff and settings
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Elaine contacted ALIenergy’s 
Affordable Warmth service directly. 
She was a social tenant who had an 
air-source heat pump with Sunamp 
thermal batteries fitted. She spent 
around £300 on electricity per month 
but never felt warm in her home.
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Roddy had an air-source heat pump  
installed by his housing association in 2020. 
He needed his old Radio Teleswitch (RTS) 
meter removed, and a smart meter installed, 
but the installation process was interrupted 
due to the Covid-19 lockdown. Meanwhile, 
changes at the energy supplier meant that 
Roddy needed a new supplier to get his 
meter change completed. Roddy knew he 
was on the wrong meter and tariff and had 
spent three years fighting to get it changed. 
Over this time, the incorrect set-up meant  
he had accumulated £500 of debt.  
In desperation, Roddy turned off his air-
source heat pump heating, and used his 
stove for heat.
With support from ALIenergy, Roddy 
submitted a formal complaint to his supplier 
about the incomplete meter change.  

The debt was cancelled, and after several 
months, the supplier switched Roddy to a 
single-rate tariff, significantly reducing costs. 
However, further delays followed: to the 
electrician disconnecting the older meter, 
to the supplier removing it, to updating the 
distribution network records, and to removing 
it from Roddy’s account. After five months, 
the redundant meter had still not been 
removed physically or administratively, and the 
supplier decided they would charge Roddy 
for installation. As this process went on, the 
housing association installed solar photovoltaic 
panels, meaning Roddy should have been able 
to benefit from the Smart Export Guarantee 
(SEG) and sell any excess energy generated 
back to the grid but without a smart meter he 
missed out. 
After years of stress and worry,  
Roddy finally got a smart meter installed.  
His daily running costs are now much 
lower, and he uses his heating with 
confidence. ALIenergy continue to 
support him through ongoing challenges. 
He still cannot benefit from the SEG, 
but is working towards this, with the 
knowledge of how to optimise his  
current system as he waits.

CASE STUDY 9:

Complexity and compromise

As part of Taking Action on Rural Poverty, Poverty Alliance and ALIenergy are 
collaborating to support low-income households in rural Scotland as the country 
transitions to renewable heating. The project is developing better information and 
resources to help people in rural areas make energy savings through retrofit and 
green energy installation. ALIenergy shared this example of how their Affordable 
Warmth Advisors are working with social tenants with recently installed 
renewable heat sources, to get the most out of their new systems.

Roddy was referred to ALIenergy’s 
Affordable Warmth Service through 
Argyll & Bute Council’s Flexible Food 
and Fuel Fund. The Fund offers 
an energy advice session to all 
applicants.
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Caroline had a system known as electric wet 
heating. The Advisor provided information 
over the phone about the best tariffs. They 
also advised that she should use her heating, 
hot water and appliances in off-peak times. 
To help with her immediate needs, ALIenergy 
offered Caroline a fuel voucher. She was 
unable to send photographs of the necessary 
evidence so an advisor visited her at home, 
and took the photos for her, so her fuel 
voucher could be issued. 
During the house visit, the Advisor learnt that 
Caroline’s housing association were planning 
on installing solar photovoltaic panels and 

batteries. These are best controlled by an 
app, but Caroline was not confident with 
technology. With ALIenergy’s guidance, 
Caroline’s son was able to download the 
app for her, and support was arranged to 
get her set up. Caroline doesn’t yet have a 
smart meter so is missing out on the best 
deals through smart tariffs or the Smart 
Export Guarantee (SEG). ALIenergy continue 
to support her towards getting a meter 
installed. Whilst this is in process, the app 
gives her better control over her battery  
and usage.
Following the visit from ALIenergy, 
Caroline now has a better understanding 
of how to use her heating system, 
appropriate tariffs for her system, and  
can use her app to stay more in control  
of her home in the future. ALIenergy 
continue to support her towards getting  
a smart meter, and getting full benefit 
from her new heating system.

CASE STUDY 10:

Navigating new technology
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Caroline came to ALIenergy’s 
Affordable Warmth Service as her 
heating was expensive and she 
needed help keeping up with costs.
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Stuart was in his 80’s and could not see 
the smart meter well: inputting the 19-digit 
number was not easy for him. He had an  
air-source heat pump, and needed the 
money on the meter to ensure this kept 
running and he stayed warm, but he was 
down to his last £6 of credit. 
ALIenergy’s Affordable Warmth Advisor 
carried out a house visit initially to help get 
the money from the top up on the meter and 
support him to understand why the direct 
top-up was not working. Whilst helping 
Stuart get the top ups onto his meter the 
advisor discussed payment options with him, 
suggesting he might find switching to a credit 
meter less stressful. 

The advisor also reviewed Stuart’s electricity 
paperwork and learnt that he was on an 
Economy 10 tariff with peak and off-peak 
times. This tariff was not compatible with his 
air-source heat pump which should be left 
running all the time on a low setting. 
The advisor discussed what a normal 
day was like for him in terms of being in 
the house and using his heating. From 
calculating how Stuart used energy in the 
home it was clear that he would save around 
£20 a month by switching tariff. The advisor 
supported the tenant through a call to his 
supplier to move the meter into credit mode 
and then to get onto the right tariff and set 
up an appropriate direct debit. He had been 
on the incorrect tariff for around 5 years, at a 
cost to him of around £1,000.
ALIenergy’s support with Stuart involved 
two house visits and three telephone 
advice sessions. He is now on a more 
appropriate tariff and saving money.  
Now Stuart’s meter has been switched to 
credit, he does not have to worry about 
getting out to the shop and topping up 
and can feel confident in being able to 
heat his home.
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Stuart came to ALIenergy through 
recommendation. He had a smart 
top-up meter, but the credit that he 
bought at the shop was not going 
directly onto the meter.

CASE STUDY 11:

Troubling top-ups
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The advisor conducted an Affordable  
Warmth Assessment and learnt that Shazia 
was unsure how her air-source heat pump 
and solar photovoltaic panels worked.  
The advisor explained to Shazia how to use 
her system efficiently to stay warm whilst 
keeping her costs manageable. 
Shazia does not have a smart meter, as her 
energy supplier refused to change from the 
Radio TeleSwitch (RTS) meter. The advisor 
helped Shazia to raise a complaint with the 
supplier, as this refusal prevented her from 
being able to benefit from smart tariffs for her 
energy, or use the Smart Export Guarantee 
(SEG) to sell excess energy from her solar 
panels back to the grid. The advisor also 

contacted Shazia’s housing association for 
the required documents for the Smart Export 
Guarantee (SEG) application, so she can set 
this up as soon as she successfully gets a 
smart meter installed.
During the visit it was noted that Shazia  
had old, inefficient and broken white goods,  
but was not in a financial position to replace 
them. The advisor was successful in getting 
an award for a new cooker, freezer and 
tumble dryer. These more efficient white 
goods will help to reduce her costs.
Shazia told ALIenergy about the difference 
the Affordable Warmth Service had made to 
her. She said: 
“I had for as long as I can remember been 
topping up more than £100 a month at least. 
Now I’m spending less than £60 a month 
and the house is still lovely and warm. Thank 
you so much for explaining how to use the 
air-source heat pump. It has made a huge 
difference to the amount of money I’m now 
spending on my meter.
I am extremely grateful for all the help 
provided to me by you. You’ve made a 
huge difference to my life and I appreciate 
everything I’ve been helped with.”
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Shazia is disabled and lives with 
an ongoing health condition, which 
increases her home energy needs. 
Shazia got in touch with the Affordable 
Warmth Service as she was struggling to 
keep her prepayment meter topped up. 
An ALIenergy advisor visited her at home 
and successfully accessed £192 in fuel 
vouchers to solve her immediate need.

CASE STUDY 12:

Clean and dry

As part of Taking Action on Rural Poverty, Poverty Alliance and ALIenergy are 
collaborating to support low-income households in rural Scotland as the country 
transitions to renewable heating. The project is developing better information and 
resources to help people in rural areas make energy savings through retrofit and 
green energy installation. ALIenergy shared this example of how their Affordable 
Warmth Advisors are working with social tenants with recently installed 
renewable heat sources, to get the most out of their new systems.
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ALIenergy’s Affordable Warmth Advisor 
carried out a home visit and explained 
to Emma how to set her day and night 
temperatures, how her air-source heat  
pump worked and how to use it efficiently. 
To understand the high billing amounts, 
the advisor reviewed the last 6 months of 
bills and found that the use of an estimated 
reading had resulted in £760 debit. The 
direct debit had been adjusted to take this 
estimated debt into account, and was much 
higher than Emma’s usage required. When 
the accurate meter reading was given, Emma 
was actually £1,300 in credit. The advisor 
supported Emma in requesting a refund as 
this had not happened automatically. 
The advisor supported Emma in getting a 
smart meter fitted, explaining that this would 
mean accurate readings going straight to 
the supplier, so they would not need to 

use estimated readings. They also worked 
together to get the direct debit back to a 
more manageable level.
Emma’s solar photovoltaic panels meant 
that, under the Smart Export Guarantee 
(SEG) she would be eligible to sell any 
excess energy generated back to the grid. 
Emma was not registered for this, so the 
advisor supported her to gather the required 
documents, and get the correct tariff set up. 
As part of this she needed to move from her 
old meter to a smart meter, so the advisor 
arranged for this to be installed. Initially, there 
were no engineers available, but the advisor 
supported Emma to file a complaint, and a 
slot for installation became available. After 
two appointments where the engineer did 
not attend as planned, the third appointment 
was kept and the smart meter installed.
Following installation, the ALIenergy advisor 
carried out a final home visit to check 
the solar panels were exporting energy 
successfully, and Emma was on the best 
tariff for her needs. Emma said:
“I can never thank you enough. I know 
you are only doing your job. But my 
goodness what a difference you have 
made for me. Many thanks to yourself  
and indeed all of your team.”

CASE STUDY 13:

Debt and an obsolete meter
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As part of Taking Action on Rural Poverty, Poverty Alliance and ALIenergy are 
collaborating to support low-income households in rural Scotland as the country 
transitions to renewable heating. The project is developing better information and 
resources to help people in rural areas make energy savings through retrofit and 
green energy installation. ALIenergy shared this example of how their Affordable 
Warmth Advisors are working with social tenants with recently installed 
renewable heat sources, to get the most out of their new systems.

Emma was referred by her social 
housing provider for help with high 
energy bills. She had an air-source 
heat pump and solar photovoltaic panels, 
however her electricity bills were incredibly 
high, and her supplier was suggesting 
increasing her direct debit even further. 
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