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EHU was like
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actually cares”
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What is the Extra Help Unit (EHU)?

The EHU is statutory and person centred service that supports
people and small-businesses in vulnerable circumstances with
their energy and postal complaints across Great Britain.

Referral only
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“If it wasn’t for the Extra Help Unit to help people we would be lost, they are our voice”




How do we deliver services?

Achieving positive
outcomes
Investigating complaints
and negotiating with
suppliers until case
resolved or deadlock
reached securing best
outcome possible.

The KPIs for 24/25 are designed to prioritise and deliver:

Person centred, strong advocacy and high quality service
Controlled workflow and workload management

Advocacy
Challenging policies
and practices causing
detriment. Working
with CAS and Citizens
Advice policy teams
and Ofgem, providing
data insights and case
studies to drive
improvements within
individual suppliers
and across the industry.

Person centred
Understanding consumer's
circumstances, well-being
and support needs and
advocating on their behalf,
seeking a sustainable
solution that's right for them.

Supporting
consumers in
vulnerable

Protecting Staff
well-being
Enabling staff to
deliver a supportive
service to people
in vulnerable
circumstancesin a
sustained way.

Inclusive

Non judgernental,
accessible, flexible

and responsive to

consumer needs.

Delivering case

ownership approach
from start to finish.

circumstances

Protections to health and well-being of staff

Continual Improvement
Delivering a strong
quality assurance

pregramme and
fostering a culture of
continual learning and
development.

Innovative EXt rO

Using technology and

systems to deliver and H e l p

develop effective

services. U n it

citizens




Casework Volumes Q3 24/25

EHU demand changes — complaints: 2022 to 2025
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Achieving Positive Outcomes

94906 of people surveyed happy with quality

of overall service. Accent research 2024

8 () %7
8/:_,\8 @/ @b M

95% felt happy with Sfethoppywith  9efeltthey S0 TN
the referral process the length of time to were kept - r:Pcireen(:t?'n d;]rl-n
resolve case informed witlh futurle issuels g
89% agreed they are 66% felt their mental 81% felt less 96% were
not on their own as health improved after stressed after happy with the
support is available EHU support EHU support way staff

spoke to them

“The help I received was exceptional,

it took a huge weight off my shoulders.”

Financial Redress Q3

£2,196,096

—
£280

average per
closed

domestic cas

£2002
average per
closed
business

case
I

Main outcomes
Q3 24/25

43% PPM discretionary credit

7% Fuel Voucher 10% Meter work carried out

8% Amended bill
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Q3 24/25 Insights

Complaint Trends
Top Domestic Complaint Codes

PPM Self Disconnection /Affordability 63%

Self Disconnection was the
top category across nations:

Unable to credit meter (fault) 6%

inaccurate bill & 3% 4
1 « 63% of cases in England

e 59% in Scotland
e 53% in Wales.

Cons not responsible for bill B 3%

Debt Recovery (PPM not threatened) N 2%

Q0\° \90\° q9<>\° ,,)Q°\° \’90\0 O)Qo\o ‘oQO\o . g°\°
» Cross sector analysis » Billing Extra
» Smart metering » Debt ﬂillf citizens




Paul's experience

Range of
health
conditions

EV tariff
and
confusing
billing

Negative
budget

Vulnerability

Conflicting
information

Impact on
well-being

Barriers

accessing
support Extra
He[.p cic’iiz_ens
Unit

“l really was feeling desperate and helpless and that feeling has been relieved”



Citizens Advice
in Scotland

David Hilferty

Director of Impact,
Citizens Advice Scotland
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What is the Citizens
Advice Network?

The Citizens Advice network in
Scotland is made up of:

> 59 local Citizens Advice
Bureaux, each its own
independent charity.

> The Extra Help Unit, a group
of specialist case workers dealing
with energy advice.

> Citizens Advice Scotland as

the membership body itself. -' Sace:

scotland



Demand for energy advice

Energy is our second highest advice area

Almost one in five people supported by our
network needed energy advice

55906 of people we supported on energy also
needed advice on social security
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Breakdown of energy issues

Since 2022 there has been:
56%b increase in those seeking
trust fund applications

349%o increase in those seeking
prepayment meter advice
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Energy debt

Average energy debt presented to bureaux in Q3 of each year
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Seasonality of energy advice

Pattern of advice provision across the fiscal year, by number of clients

-

Q1 Q2 Q3 Q4

esmmClients advised on regulated fuels All other advice (adjusted for chart)
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Guest speakers

citizens

Fraser Stewart advice
scotland

Just Transition and Communities Lead, Regen

Jen Broadhurst
CEO, Argyll & Bute Citizens Advice Bureau



www.cas.org.uk

Questions? Email
foreCASt@cas.org.uk

Produced by Citizens Advice Scotland 25/02/2025
Scottish charity SCO 16637 and company limited by guarantee 89892
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