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Warm Homes Programmes 2022-2024 

Benefit Entitlement Checks 

Partner Selection Process and Delivery Guidelines 

 

About these guidelines 
Read these notes carefully before you respond to us. Should you have any queries about 

any aspects of the programme, please contact the Project Team on 

warmhomes@ageuk.org.uk 

 

 PLEASE NOTE: 

The deadline for submitting your interest is 12pm (NOON) on Tuesday 5th July 2022.  

 

WE WILL NOT ACCEPT LATE RESPONSES SO PLEASE ENSURE YOU SUBMIT 

YOUR APPLICATION ON TIME. 
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Section 1: Background to the funding  

Age UK’s Warm Homes Programme is part of a wider Government initiative, Warm 
Home Discount Scheme which has run since 2011 and its 11th year officially ended 
on 31st March 2022. Ofgem, the energy regulator who oversee the delivery of this 
scheme, concluded its consultation on the future of this scheme in August 2021 and 
released a response in April 2022. While the initiative is set to be extended for 
another four years, until March 2026, the regulations are yet to be laid in Parliament 
and an official approval process has not been confirmed.  
 

Subject to approval from Ofgem, Age UK will be working with two energy suppliers: 

e.on Energy and Shell Energy to deliver the next round of Age UK’s Warm Homes 

Programme to address the main causes of fuel poverty and cold-related ill-health. 

There are two parts to the programme: 

1. Delivering Benefit Entitlement Checks (BECs) through the Information 

and Advice service, and  

2. Delivering Home Energy Checks (HECs) through handy person services 

(either delivered directly through local partners or subcontracted to local 

handyperson organisations).  

 

These guidelines refer to the Benefit Entitlement Check element of the 

Programme. If you wish to deliver home energy checks, you can contact the project 

team on warmhomes@ageuk.org.uk to request a copy of the HEC guidelines 

document.  

 

For enquiries about both elements of the programme, please contact 

warmhomes@ageuk.org.uk 

 

PLEASE NOTE: 

Age UK manages e.on’s programme separately to the programme funded by 

Shell, and each supplier has to obtain individual approval for their 

programme from Ofgem, therefore delivery start times might vary slightly 

between them.  

 

We will notify partners which supplier they are being funded by and will keep 

all delivery partners informed of any potential changes as and when we 

receive further information from energy suppliers and/ or Ofgem.  

 

 

 

 

https://www.gov.uk/government/consultations/warm-home-discount-better-targeted-support-from-2022
mailto:warmhomes@ageuk.org.uk
mailto:warmhomes@ageuk.org.uk
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Section 2: Aims and objectives of the Programme  

Overall, the programme aims to address three causes of fuel poverty and cold-
related ill-health: 
 

1. Low income and rising fuel prices. Many older people are living on a low 

state pension which is not adequate given the rising cost of living. Alongside 

this there are billions of pounds of benefits that go unclaimed every year, 

meaning that people are on a lower income than they should be. In February 

2022, inflation reached its highest recorded level since 1992, affecting the 

affordability of goods and services for households.1 In 2022-23 the cost of 

living is predicted to increase more quickly for pensioners than their income.2 

From April 2022 onwards there will be increases in many household 

expenditures. This includes an average of at least £700 on energy bills, a rise 

in Council Tax Payments and an increase in petrol costs. Pensioners can be 

disproportionally affected by cost-of-living increases compared to the rest of 

the population. For example, pensioners’ spending on energy and housing 

tends to be a greater portion of their income compared to those below 

pension age. Single pensioners are even harder hit than pensioner couples.  

 

2. Poor and energy inefficient housing stock. UK housing stock is particularly 

inefficient and has some of the worst levels of home energy efficiency in 

Europe. There are almost 4 million non-decent homes in England that endanger 

the health of their occupants through lack of reasonable repair and ineffective 

insulation or heating. Of these 4 million homes, over half are occupied by over 

55s and a third by over 65s3. There is a strong link between poor insulation and 

heating of houses, low indoor temperature and excess winter deaths of older 

people. Many older people live in old properties that are hard to heat, yet often 

have a greater need for energy compared to other age groups – they feel the 

cold more and often have health conditions that are exacerbated by lower 

temperatures. Excess cold and dampness in poor housing costs the NHS £895 

million annually4. With health services already under significant pressure, it is 

more vital than ever for older people to stay warm to protect their health. The 

proportion of privately rented homes headed by someone aged 55-64 has risen 

 
1 https://commonslibrary.parliament.uk/research-briefings/cbp-
9428/#:~:text=The%20cost%20of%20living%20has,goods%20and%20services%20for%20household
s. 
2 https://www.pensionspolicyinstitute.org.uk/media/4064/20220325-bn129-cost-of-living-increases-
and-pensioners-final.pdf 
3 Housing | The State of Ageing 2022 | Centre for Ageing Better (ageing-better.org.uk) 
4  BRE report finds poor housing is costing NHS £1.4bn a year - BRE Group 

https://commonslibrary.parliament.uk/research-briefings/sn02792/
https://commonslibrary.parliament.uk/research-briefings/sn02792/
https://commonslibrary.parliament.uk/research-briefings/cbp-9428/#:~:text=The%20cost%20of%20living%20has,goods%20and%20services%20for%20households
https://commonslibrary.parliament.uk/research-briefings/cbp-9428/#:~:text=The%20cost%20of%20living%20has,goods%20and%20services%20for%20households
https://commonslibrary.parliament.uk/research-briefings/cbp-9428/#:~:text=The%20cost%20of%20living%20has,goods%20and%20services%20for%20households
https://www.pensionspolicyinstitute.org.uk/media/4064/20220325-bn129-cost-of-living-increases-and-pensioners-final.pdf
https://www.pensionspolicyinstitute.org.uk/media/4064/20220325-bn129-cost-of-living-increases-and-pensioners-final.pdf
https://ageing-better.org.uk/housing-state-ageing-2022
https://bregroup.com/press-releases/bre-report-finds-poor-housing-is-costing-nhs-1-4bn-a-year/
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sharply in the last year. Those who rent privately depend on landlords who can 

be reluctant to invest in large scale work, such as insulation. Similarly, older 

homeowners and those in large family homes with unoccupied rooms often find 

themselves able to live on the breadline but unable to afford maintenance of 

heating systems and overall building condition. Our work has highlighted that 

many older people are unaware of the smart energy advice our programme can 

offer and have been extremely receptive to the advice given.   

 

3. Behaviour both inside and outside the homes. Research shows that most 

older people justify their decisions to keep warm based on their finances and 

not the health benefits. More than three in five over-65s are worried about 

heating their homes, and 45% are worried about having to reduce energy use 

due to financial concerns5. Many older people are now having to cut back on 

other spending to keep warm, including essentials such as food, whilst others 

are spending long periods of time away from their homes to seek warmth in 

public places to avoid turning on their heating.  

The Benefit Entitlement Check element of the Programme is therefore aimed at 

addressing the first issue by delivering information and advice sessions on benefits 

and money related issues to older people, with the aim of maximising their income, 

ensuring they are claiming the benefits they are entitled to and getting the support 

they need to live independently. 

PLEASE NOTE: 

A core funding criterion set by the funders and Ofgem is that older people 

provided with benefits advice are also provided with basic information about 

energy efficiency and smart meters, to ensure they keep warm and well 

during the winter months. More information on these requirements is in 

Section 3. 

 

Section 3: Delivery model for Benefit Entitlement Checks post-

pandemic 

Due to the pandemic outbreak in 2020, we had to implement several changes to the 

delivery of Benefit Entitlement Checks in both 2020/21 and 2021/22 Programmes. 

While national Covid restrictions have now been lifted and more face-to-face 

services are resuming, we expect that most partners will still be offering a hybrid 

 
5 Number of older people worried about heating their homes jumps to nearly eight million as energy 
crisis deepens (ageuk.org.uk) 
 

https://www.ageuk.org.uk/latest-press/articles/2022/number-of-older-people-worried-about-heating-their-homes-jumps-to-nearly-eight-million-as-energy-crisis-deepens/#_edn3
https://www.ageuk.org.uk/latest-press/articles/2022/number-of-older-people-worried-about-heating-their-homes-jumps-to-nearly-eight-million-as-energy-crisis-deepens/#_edn3
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approach of both telephone and face-to-face contact for the foreseeable future. 

Should any national, regional lockdowns or restrictions be reintroduced at any stage 

of the programme, we will work with the funders and brand partners on the best way 

to manage their individual circumstances. 

Just as in previous years, a benefit advice session will constitute a guided one-to-

one I&A session with an older person, lasting between 30 and 90 minutes. The table 

below explains how you can calculate how many sessions each contact with a client 

accounts for: 

Length of time spent with client Number of sessions this 
accounts for 
 

Below 30 minutes This is not a session 

Between 30 minutes and 1 hour 29 minutes 1 

Between 1 hour 30 minutes and 2 hours 29 minutes 2 

Between 2 hours 30 minutes and 3 hours 29 minutes 3 

Between 3 hours 30 minutes and 4 hours 4 (maximum limit) 

 

Each of these sessions will normally involve a benefit check covering pensions, 

means-tested benefits and disability benefits. Partners should already be recording 

estimated amounts of potential benefits identified and should therefore be performing 

benefit calculations when giving benefits advice to clients.  

PLEASE NOTE: 

➢ Simply giving an older person an information guide or signposting them 

on to Citizens Advice or local pension service, will NOT constitute a session. 

➢ You will NOT be able to claim more than four sessions per person.  

 

In cases where you are asked to assist with completing an application for 

Attendance Allowance, partners should always check if the client is eligible for 

Pension Credit, other means tested benefits, and the addition of premiums in means 

tested benefits. If the older person only wishes to have an Attendance Allowance 

form completed, then please make it clear that a Benefit Entitlement Check was 

offered and refused (if this is the case).  

You should also be assessing the appropriateness of a Carers Allowance claim and 

any income-based benefit entitlement, or addition, or premium in means tested 

benefits that will be relevant following an award of Carers Allowance, or an 

underlying entitlement. If you require further support on any individual cases, please 

do not hesitate to contact the Email Enquiry Service on info.team@ageuk.org.uk. 

mailto:info.team@ageuk.org.uk
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Please note that providing information about energy-related needs is a key 

requirement that Ofgem sets for all organisations taking part in this 

programme. To enable all partners to provide basic energy efficiency and smart 

meter information and support while delivering their I&A service, at least two 

members of staff (benefit advisor(s) and a line manager) will be required to 

participate in mandatory fuel poverty/ smart meter training delivered by UK’s top fuel 

poverty charity, National Energy Action (NEA).  

Furthermore, please find more resources on delivering telephone benefit checks 

over the phone are available via the I&A Hub. 

Section 4: Partner selection process and timescales 

From our experience of the programme, we know how important local partner 

services are and the difference they make to older people’s lives. Equally, we 

appreciate that running services requires careful management of staff and 

resources. Having to reapply for this programme’s funding on an annual basis is 

time-consuming and can pose risks to staff and resource management where 

funding is awarded for a short period of time, stops for a few months in spring/ 

summer and is then re-awarded again.  

 

This year, our intention is to request a two-year approval from Ofgem, to prevent the 

stop-and-start approach and enable local partners to carry on providing services 

throughout the year without any disruption. If this is granted, the programme will run 

from approximately September 2022 until 15th March 2024. As mentioned before, 

both programmes are still subject to final sign-off with Ofgem so we cannot 

guarantee anything. We expect that Ofgem will be acquiescent to this proposal but 

will still require us to report to them halfway (April-May 2023) for the period of 

September 2022 – March 2023. Our proposed approach is: 

- Following a competitive application process, Age UK will select a number of 

brand partners who will be contracted to deliver services between September 

2022 and March 2024. Contracts will be agreed between Age UK and brand 

partners, with a caveat that funding for the period of April 2023 – March 2024 

is dependent on: 

o brand partners’ successful completion of 2022-2023 delivery period 

(taking into account KPIs and wider performance on the programme) 

o brand partners’ IAQP status – this needs to have been completed by 

1st July 2022*.  

o Age UK’s successful completion of end of year and auditing processes 

o Age UK’s assessment of brand partners’ financial situation for 

2023/24**.  

https://ageuktheloop.com/ianda/
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- Brand partners will report on their services delivered between April 2022 – 

March 2023 in late March 2023, to enable energy suppliers to carry out their 

internal audits and report to Ofgem.  

- Brand partners may wish to carry on with their service delivery from 1st April 

2023 (which will count towards the 2023-24 delivery period). While the 

funders’ end of year reporting and auditing processes take place in April/ May 

2023, Age UK will carry out due diligence on partners’ financial situation** and 

2022/23 performance. Should any partners not fulfil any of the key 

requirements, Age UK will have to consider whether the partner can remain 

for the remainder of the programme. Please note that no decision will be 

taken without a prior conversation with the Chief Officer of the relevant brand 

partner.  

- Once Age UK’s due diligence checks and Ofgem’s EOY reporting is 

confirmed, partners’ contracts will be officially renewed for 2023/24 and any 

work carried out since 1st April 2023 will be counted towards 2023/24 targets.  

* If your IAQP expires during the delivery period, we will work with you and the 

Quality and Transformation Team to ensure that your involvement with the 

programme is not impacted as far as possible.  

** This will include confirmation of year-end figures for 2022-23, including the 

reserves breakdown, and updated projections/ forecast budgets for 2023-24 at a 

headline level. 

To be considered for the programme, Age UK will require brand partners to complete 

an application form via the GIFTS platform. As well as eligibility criteria and contact 

details, we will ask you for the following information, which will be scored and used to 

assess your ability to deliver the programme: 

• Why this service is needed in your area and how you know it is needed 

• Your experience of delivering similar projects in the past 

• How you will deliver benefit sessions and the staff who will be delivering them 

• How you will ensure you target older people in or at risk of fuel poverty 

• Your ability to meet the monitoring and reporting requirements of the 

programme.  

 

In addition, you will also need to submit financial information for your organisation. If 

we have any concerns about the information provided, we will contact you for further 

discussion before we make a decision.  
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PLEASE NOTE:  

When we receive your response, we will check that you have covered 

everything. If essential information is missing, we will write to you and ask 

you to send us any omitted information within five working days. If you do 

not meet this deadline, we will not be able to consider your interest in this 

programme. 

Section 5: Funding available  

The funding will be £62 per benefit session. This should support your core I&A 

service and should be used to fund all costs associated with providing one-to-one 

benefit advice sessions.  These costs could include staff costs, management and 

supervision costs, contribution to overheads, materials, monitoring and reporting on 

the programme, admin costs, as well as any extra costs arisen due to remote 

working (such as printing, telephony, digital equipment such as headsets). If home 

visits are carried out, this should also cover the cost of travel. 

The number of sessions allocated will be decided by the Allocation Committee, 

based on factors such as previous experience and past performance. Partners can 

request a minimum of 200 and a maximum of 1,000 benefit checks.  

You will be asked to estimate in the application form the number of checks that you 

can deliver during the following delivery periods: 

2022/23 (1st April 2022* – 17 March 2023) 

2023/24 (1st April 2023 – 15 March 2024) 

* Please note that Ofgem is likely to give us permission to count benefit sessions that 

took place ahead of its approval, therefore partners who delivered the programme in 

2021/22 and carried on/ will carry on recording them in the same way throughout 

April-September 2022 period will be able to include them in their target. Please 

remember that those sessions will have to meet ALL funding requirements, such as 

older people meeting fuel poverty criteria and being helped not only with benefits but 

also given information on energy efficiency and smart meters, as well as having the 

right consent. Please see Appendix 3 for more information. 

PLEASE NOTE:  

• Your funding will be allocated according to our overall budget and 

demonstration of your ability to meet your chosen target. If you have taken 

part in the programme before, we reserve the right to take into account your 

previous targets and performance and reduce your proposed target if you 

experienced problems meeting previous targets. 
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• We will be assessing performance of all partners throughout the delivery of 

the programme and if your organisation is consistently struggling to meet 

the target number of checks forecast by a half-way point of the programme, 

the Age UK project team reserve the right to reduce your target and 

reallocate these checks to other partner(s). Target reallocation decision(s) 

will be made on the basis of those partners who are on track with their 

targets and have a good track record of fully complying with contract 

requirements and reporting deadlines throughout the programme. These 

monitoring requirements will be outlined in detail within the contract 

issued to you. 

 

Section 6: Contract for services and VAT information 

Please note that this programme is treated as a contract for services and therefore 

within the scope of VAT. More information about HMRC VAT Supply and 

Consideration can be found here and also through a VAT guidance sheet available 

here.   

How this will affect you 

This will affect each partner in different ways, depending on how much VAT-taxable 

turnover your organisation is generating. HM Revenue and Customs (HMRC) explain 

here that if your VAT taxable turnover is more than £85,000, then you must register 

for VAT with HMRC. Therefore, if you are considering expressing an interest in the 

Warm Homes Programmes and generate VAT-taxable turnover of £85,000 

(including any amounts expected from this programme) then please check that you 

are VAT registered.   

PLEASE NOTE: VAT registration may take several weeks to finalise with HMRC 

but you are still able to apply for this funding while you are waiting for your 

registration.  Age UK are legally unable to offer you tax advice. We strongly 

recommend for all partners to seek support from your professional advisors and 

have the VAT position reviewed regularly. 

 

Invoicing 

Please also note that you will have to invoice Age UK to receive funding for this 

Programme, and a valid PO number (provided by Age UK) will be required on any 

such invoice. The conditions of the payment will be detailed in the contract that will 

be made available to you once the head contract with the funder has been signed. 

Please ensure that you familiarise yourself with the process as we are unable 

to process incorrect invoices.  

https://www.gov.uk/hmrc-internal-manuals/vat-supply-and-consideration
https://app.box.com/s/p7he9prxkwhky79ev7rdo14nuuf4exva
https://www.gov.uk/vat-registration
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Section 7: Who can apply? 

In order to be eligible for this programme, applicants must meet the criteria below: 

 

Eligibility criteria  Essential Desirable  

Be a local Age UK in England or local Age Cymru partner  √  

Have successfully completed and passed IAQP 

accreditation and in particular, the QAA element by 1st 

July 2022, and signed the latest Brand Partner Agreement 

√  

Have an I&A Service which delivers benefits advice 

(including benefit checks), not just information or 

signposting 

√  

Have experienced I&A staff available to provide benefit 

advice sessions throughout the programme period* 

√  

Be providing your I&A enquiry code statistics and benefit 

take-up figures to Age UK on a quarterly basis 

√  

Commit to recording estimated (and where possible 

confirmed) benefit gains and other monitoring details for 

clients, in accordance with programme guidance 

√  

Have infrastructure in place to deliver benefit sessions 

remotely (if applicable) 

√  

Demonstrate capacity to comply with reporting 

requirements (please see Section 8 for more information) 

√  

Provide this service, free of charge, at the point of delivery  √  

Not be precluded from participating in the programme due 

to current funding arrangements** 

√  

If you have previously received funding to undertake 

benefit sessions, you have reached the allocated targets 

and met the monitoring requirements 

√  

Be in an area with fuel poverty of over 10% (please use 

the latest data available here) 

 √ 

 

* If you have received funding to undertake other I&A Benefit Check services, you 

will need to show us that you have an appropriate number of staff members to fulfil 

your obligations to both/ all programmes. 

** Please note that if you are already delivering a benefit sessions programme 

under another funder, you will NOT be able to count the same sessions/ clients for 

both your funder and for this programme. When expressing your interest in this 

programme, you will be asked to confirm that there is no conflict with other 

funding. If there have been any changes to your service provision that may affect 

how you carry out this project, please inform us and provide details ASAP. 

 

https://app.box.com/s/p7he9prxkwhky79ev7rdo14nuuf4exva
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Section 8: Funding stipulations  

Each successful partner will be required to commit to meet the following funding 

obligations: 

• Deliver their allocated number of benefit sessions on benefits and related matters 

within the delivery period. Face-to-face sessions can be carried out if it is safe to 

deliver whilst adhering to Government guidelines. 

• Meet the target of 70% of older people to be ‘in or at risk of fuel poverty’. 

• Aim to support at least half as many clients as the number of sessions you deliver. 

For example, if you deliver 150 sessions then you will need to see at least 75 

clients. 

• Ensure that each older person is provided with basic energy efficiency information, 

based on their personal needs and circumstances, where it is practical and 

reasonable to do so. This energy efficiency information should include but is not 

limited to keeping warm and well, saving energy, using appliances efficiently, 

switching, prepayment meters and smart meters. 

• Ensure that each client receiving benefits advice is also provided with a copy of 

‘Save Energy Pay Less’ information guide and that the contents are explained to 

the older person, where it is practical and reasonable to do so. This may also be 

shared as an e-version or posted if required. 

• Identify and report on customers who are eligible to receive the Warm Home 

Discount rebate (Broader Group) offered under the two suppliers funding both 

Warm Homes programmes (i.e., e.on and Shell Energy) and refer them through 

the agreed procedure, as well as assisting customers of other providers to claim 

the rebate. 

• Ensure that one I&A Manager and at least one lead benefit advisor attend 

mandatory training, and any refresher training if required. Please see Section 10 

for more information.  

• Refer eligible older people (regardless of their energy supplier) onto e.on’s Boiler 

Replacement Scheme, as per the criteria and processes agreed with e.on. Please 

see Appendix 1 for more information. 

• Keep copies of clients’ individual assessment forms, consent forms and any other 

client information, for audit purposes. 

• For all telephone-based benefit sessions, ensure each client is read out a verbal 

consent document (a template will be provided) and a copy returned to the client - 

this can be done by post or emailed. 

• Share contact details for 10% of your total number of clients so Age UK can send 

them a satisfaction survey. 
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• Comply with reporting requirements, as per the Data Sharing Agreement 

procedures – including but not limited to: 

o Collate client data from benefit sessions into a central spreadsheet/ 

CharityLog and upload it to a new reporting database. 

o Complete an online survey at the end of the programme to demonstrate 

how the funding has benefited your service, and to provide feedback about 

the delivery and management of the programme. 

o Keep all original benefit entitlement check forms/ client files for a 

random sample to be audited by the project team, the funder and/or 

Ofgem. 

• Keep in regular contact with the Project Team via telephone and email to update on 

your progress. 

Please note that our Warm Homes Project Team will be monitoring all of your KPIs 

as well as these quality benchmarking measures, mainly: 

- Ratio of clients vs. number of sessions 

- Ratio of face to face vs. telephone contact 

- Average benefits identified per person 

The reason we monitor these measures is because they are being used to 

demonstrate to our funders the quality of referrals, the vulnerability of the older 

people your service attracts, the effectiveness of your targeting efforts as well as 

outcomes achieved for older people. Therefore, we reserve the right to contact you 

during our systematic monthly data reviews, in order to discuss any queries we may 

have about those measures. 

Section 9: Identifying older people ‘in or at risk of fuel poverty’ 

Ofgem’s stipulation is that Age UK focuses on targeting the most vulnerable and fuel 

poor older people, and that we commit to meet a minimum target of 70% of older 

people supported through the programme to be classed as ‘in or at risk of fuel 

poverty’. We will therefore require you to target a range of at-risk groups, in order to 

meet that target. 

You will be required to report on each client and ensure they fall into one of the 

following four categories: 

1. Over 65 and on low income only (in receipt of means tested benefits or on 

an income of less than £16,190 p.a.) 

Means tested benefits include benefits such as Guarantee Pension Credit, Housing 

Benefit, Universal Credit, Council Tax Support, and income-related Employment and 



 

 
Warm Homes 2022-2024 (BECs)           Page 13 of 18 

 
 

Support Allowance. If the client is in receipt of a means tested benefit at the time of 

the session, they should be classed as on a low income. 

If the client is not in receipt of means tested benefits, then the threshold of £16,190 

should be used. This should be the household income (i.e., joint income for a couple) 

and will be gross annual income before tax and deductions. Please note all benefit 

payments should be excluded as they are not classed as income and should not to 

be included in the £16,190 threshold. Savings should also not be included, however 

State pension payments do count as income. 

Household income will be based on the individual and their partner (if applicable). No 

other family members or co-habitants should be included. 

When calculating a client’s income, you should only use the client’s available income 

on the date of the first session, prior to any advice being delivered. 

2. Over 65 and vulnerable only (i.e., eligible for / already claiming Attendance 

Allowance) 

If, after an initial assessment of a client’s situation you advise them that you think 

they would be eligible for Attendance Allowance (AA), but the client decides either 

not to pursue the claim or to apply themselves, this client should still be classed as 

vulnerable. 

If you think a client is eligible for AA but at a later date you find out the client’s claim 

is rejected, please update the outcome to ‘no entitlement’ . If you disagree with the 

decision made by DWP and support the client to make a mandatory reconsideration 

or appeal, the client will remain classed as vulnerable. 

3. Over 65 and BOTH on low income and vulnerable  

Similarly, to the above, if you think a client is eligible for AA but at a later date you 

find out a client’s claim is rejected, please update the outcome to ‘no entitlement’. 

Please note: for low income, we are expecting you to assess each client once at the 

beginning of the session, taking into account any benefits they are receiving at the 

time of the intervention. 

4. Other 

This will include clients who do not fall into the three categories above AND clients 

who do not wish to disclose relevant information to categorise them. 

The first three categories will need to total at least 70%. If your target is 150 

sessions, we will expect you to see at least 75 older people and out of those 75 

people, we expect that at least 70% of them (i.e., at least 52 older people) to be 
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either on a low income, vulnerable or both (i.e. fitting into any of the first three 

categories). 

 

PLEASE NOTE: 

The Benefit Entitlement Check service can go ahead for older people aged 

50-64 who don’t meet the agreed fuel poverty criteria listed above (i.e., they 

fall into category 4 above) but you must ensure that this group of your 

beneficiaries does not exceed 30% of the total number of older people you 

aim to support. 

 

Some of the most relevant local referral partners should include: 

• health and social care professionals (such as GPs, occupational therapists, 

hospital discharge services, district/ community nurses, care providers), 

• other charities and voluntary organisations, and 

• other organisations who come into contact with the at-risk groups, such as 

advice agencies (e.g., Citizens Advice), fire prevention and safety services, 

police and community wardens. 

Section 10: Training  

At least two members of staff involved in frontline delivery of this service (I&A 

Manager and a lead benefit advisor) are required to attend two mandatory training 

sessions, which will be delivered virtually: 

 

1. ‘Programme Induction’, delivered by Age UK’s project team, will cover the 

following topics: 

 

o delivery model 

o targeting of older people 

o contractual obligations (e.g., targets and payment, monitoring 

requirements, auditing requirements) 

 

2. ‘Reporting Induction’, delivered by Age UK’s team, which will cover the 

following topics: 

• explanation of new reporting requirements via a new reporting 

database 

• demonstration of how to complete a new reporting template and how to 

upload it to the database 
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• demonstration of how to fix errors and/ or discrepancies identified 

through automated checks within the database, and how to reupload 

the report. 

 

We also require any new members of staff not involved in the programme before to 

complete: 

1. NEA’s training on fuel poverty and health impacts, and smart meters,  

2. NEA’s training on ‘Paying for Fuel’,  

3. e.on’s training about their Boiler Replacement Scheme, in order for you to 

be familiar with the scheme’s eligibility criteria and the referral process. 

 

The NEA training sessions will also be available for those who took part in training 

last year but would like a refresher. 

 

We will share the full training schedule in due course. We expect that the sessions 

will be delivered between August and September 2022. 

Section 11: Funding allocation and programme delivery timeline  

Depending on the outcome of Ofgem’s decision, the amount of funding we can 

award to you your payment schedule will be confirmed in a formal contract for 

services. 

 

The application process is advertised via 

various channels (e.g., Signpost, Loop) 

Tuesday 7th June 2022 

Deadline for expressing interest in the 

programme via GIFTS 

12pm (NOON) Tuesday 5th July 

2022 

Application scoring 5 July – 15 July 2022 

Allocation Committee meets and makes 

decisions   

w/c 18 July 2022 

An email sent to all applicants informing them of 

the allocation (pending approval from Ofgem) 

w/c 25 July 2022 

Contract and Data Sharing Agreement issued TBC - subject to funding 

agreement with funders  

First instalment for 2022/23 delivery (10%) 

released, upon contract sign-off and a submitted 

invoice 

TBC - subject to funding 

agreement with funders  

Training for partners/ staff new to the 

programme 

Between August and 

September 2022 (TBC) 

Delivery of marketing materials September 2022 
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Second instalment for 2022/23 delivery (40%) 

instalment released, upon completion of 50% of 

target and a submitted invoice* 

January 2023 

Midway Due Diligence Checks: Age UK works 

with partners to review their participation in the 

programme and application information, and to 

adjust KPIs for 2023-24 delivery (if 2-year 

delivery granted by Ofgem) 

March 2023 

Third instalment for 2022/23 delivery (50%) 

released upon completion of 100% of target and 

receipt of final reporting information (End of 

Year survey and a case study)  

May 2023 

Delivery for 2023/24 commences (if 2-year 

delivery granted by Ofgem) 

 

1st April 2023 

2023/24 reporting arrangements and payment 

instalments 

Subject to 2022/23 Ofgem’s 

reporting outcome and Age 

UK’s due diligence checks 

(expected June/ July 2023) 

 

* Please note this payment will be reduced if the target of 50% is not met by the end 

of December 2022. 
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Appendix 1: e.on’s Affordable Warmth Scheme (also called e.on Boiler Replacement 

Scheme)  

 

For more information, you can visit the Affordable Warmth Scheme Website. Please note 

the following information is subject to change. 
 

The Scheme: 

• The aim is to assist those with an existing central heating system where the boiler is 

broken and is beyond economical repair 

• A free or reduced cost replacement boiler can be available subject to the below 

conditions 

 

Eligible benefits: TBC 

 

Available to: 

• Owner occupied properties 

 

The Package: 

• Combi boiler for existing Combi boiler replacement 

• Regular boiler for existing Regular boiler replacement 

• System boiler for existing System boiler replacement 

 

Fuel type: 

• Usually it’s mains gas  

 

Includes:  

• Boiler, Flue, Flue extension, Guarantee, Heating system cleaner and Inhibitor and/or 

loft and/or cavity wall insulation  

 

Other Information: 

• If e.on’s Warm Homes Discount Boiler Replacement Scheme is operating, the boiler 

may be installed free of charge. If this scheme is not open, the boiler may be 

purchased as a straight replacement at a reduced rate of £395. 

• Installs usually take 6 weeks from initial inquiry 

• Additional extras such as radiators, additional piping etc require a customer 

contribution. A quote is provided for the customer 

• Unfortunately, e.on don’t do boiler repairs or first time-central heating installs 

• Unfortunately, private rented and social housing don’t qualify for the scheme 

  

If the householder is not on one of these benefits but on other ECO qualifying benefits, then 

they can (if agreed) be referred to e.on’s ECO Affordable Warmth scheme where there is a 

£395 customer contribution for the boiler. They may still be eligible for free loft/cavity wall 

insulation. The criteria is the same as above. Referral procedure TBC. 

https://www.eonenergy.com/home-heating/affordable-warmth.html
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Appendix 2: Guidance for including Benefit Entitlement Checks delivered 

between 1 April 2022 – approx. September 2022 (before the programme 

officially commences)  

 
If you would like to count sessions delivered between April 2022 and approx. 
September 2022 (when the programme is expected to officially start) within your 
target, please familiarise yourself with the guidance below on what measures you 
may need to take to ensure that those benefit sessions comply with the funders’ and 
Ofgem’s reporting requirements, as well as data sharing regulations.  
 
1. Consent – do you have the correct data sharing consents in place with your 
clients to include them in your Warm Homes KPIs? Backdated clients can only be 
counted if these consents are in place.  
 
2. Advice on smart meters - this is a key requirement of this programme that all 
clients are offered advice on the benefits of smart meters. We have uploaded to the 
Box the following resource from Smart Energy GB. It may be helpful to you and 
could be discussed with and/or sent to your client: 
https://ageuk.box.com/s/zf7ctntk01j88vmyiecw94cuc5wqrv8u   
 
3. ‘Save Energy, Pay Less’ guide – have you given/ posted/ emailed the guide to 
your client and/ or given light-touch energy efficiency information based on the 
content of the guide?  
 

• The downloadable version is here https://www.ageuk.org.uk/globalassets/age-
uk/documents/information-guides/ageukig30_save_energy_pay_less_inf.pdf   

 

• To order hard copies of the SEPL guide, please email orders@ageuk.co.uk  
 

• If you have not given an SEPL guide (e.g., because they didn’t want one) but 
you have spoken to the client about saving energy, this must be clearly 
indicated in your original client records. 

 
4. Warm Home Discount rebates – the scheme would have been closed for the 
period April-September 2022 so you may need to revisit if the client is later eligible 
for the rebate.  
 

 
PLEASE NOTE THAT BENEFIT SESSIONS CAN ONLY  

BE INCLUDED IN YOUR TARGET IF THEY FULFILL ALL OF THE CRITERIA ABOVE. 
 

 

 

https://ageuk.box.com/s/zf7ctntk01j88vmyiecw94cuc5wqrv8u
https://www.ageuk.org.uk/globalassets/age-uk/documents/information-guides/ageukig30_save_energy_pay_less_inf.pdf
https://www.ageuk.org.uk/globalassets/age-uk/documents/information-guides/ageukig30_save_energy_pay_less_inf.pdf
mailto:orders@ageuk.co.uk

