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● Audio check
● Please ask questions throughout
● Download and a short survey
● Aim to finish by 15.45 
● Slides and recording will automatically follow
● Follow us on Twitter @policy_practice, @emma_stone2020, @GoodThingsFdn, 

@EnergyUKcomms

Housekeeping

https://twitter.com/policy_practice
https://twitter.com/emma_stone2020
https://twitter.com/GoodThingsFdn
https://twitter.com/EnergyUKcomms
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We believe in the 
power of technology 
and data to 
change lives



Thank you
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Policy in Practice: What we do

A team of professionals with extensive knowledge of the welfare system. We’re 
passionate about making social policy work

We help over 100 local authorities use their household level data to identify 
vulnerable households, target support and track their interventions

Our benefit calculator engages over 10,000 people each day. We identify the 
steps people can take to increase their income, lower their costs and build their 
financial resilience



Agenda
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● The impact of rising living costs on low income families
● Support available for people who are struggling with digital connectivity and energy costs
● Practical tools that can help now
● Questions and answers
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Over to Tylor-Maria
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2022: the challenges ahead for low income families
Rising energy costs and income shocks 

● The energy price cap was raised from £1,277 to £1,971 per year, an average of £693 per household
● National Insurance to rise by 1.25% in April (and 1.25% for employers)
● Inflation is at a 30-year high, expected to hit 7% in April
● Rises in petrol prices and rents
● Benefits to be uprated by 3.1% in April which is less than half of projected inflation of 7%

Increases in poverty rates
● Relative poverty before housing costs and deductions grew from 19% in April 2020 to 22.5% in Jan 

2022
● Over a million more people will be in poverty this April due to the cost of living crisis 

Wages and benefits aren’t keeping up
● Prices (28.8%) have increased faster than both wages (25.9%) and benefits (14.2%) over the last 

decade, making us all worse off
● Benefits are worth 11% less than a decade ago
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The policy response so far is insufficient 
New support measures are worth about £350 per household compared to energy cost 
increases of £693, leaving a deficit of £343 

● £200 discount on energy bills, to be repaid in £40 instalments over 5 years
● £150 council tax rebate for those in Council Tax (CT) bands A-D
● New discretionary support for those ineligible for Council Tax rebate

○ Relies on local authorities to administer
○ Households need to know to claim; only 1 out of 5 households that need a DHP receive one

● Warm Home Discount expanded
○ Up to £150 for households receiving pension credit and some working age benefits

● Household Support Fund increased by £500m in 2022/23 
● Increase of National Insurance threshold from £9,880 to £12,570
● Temporary 12 month fuel duty of 5p a litre
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Case study: a carer on the National Living Wage will be £251 
worse off per year from April 2022

Policy change
Annual impact: change 

between September 2021 
and April 2022

Increase to the 
National Living 
Wage

Increase in gross earnings £1,228

Increase in tax and National Insurance -£393

Change in UC after wage rise, annual uprating of 3.1%, and taper 
rate change from 63% to 55%

£826

New Health and Social Care Levy of 1.25% -£86

Change in net earnings £1,575

Overall impact on 
the household

Higher energy bills -£693

Higher cost of living -£443

Energy support measures–energy discount and Council Tax 
rebate 

£350

Change in disposable income £789
Removal of £20/week uplift -£1,040
Total -£251

Estimated additional household costs in 
April 2022 compared to September 2021

Create scenarios to show the impact 
of change and incentivise action
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Extra 1-2% of low income households will be unable to 
meet essential costs 

Fuel poverty● Whilst these changes affect everyone, we 
estimate that an additional 1-2% of 
low-income households in our LIFT platform 
will be unable to meet essential costs due 
to the fuel bill increase alone

● This is on top of the 8% who already have a 
shortfall between their income and essential 
costs
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£15 billion of benefits is unclaimed each year

1 
million

1.1
million

0.3
million

£1,700 £3,100 £4,200

● The cost of living increase 
and the inadequate policy 
response is made worse 
by the low take-up of the 
existing support options 

● CTR take up for 
households that have 
migrated to Universal 
Credit recently is low
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Low take-up of existing benefits  

● If benefits are not being claimed they are not fulfilling their primary purpose of social 
security 

● People underclaiming benefits are likely to be living the most vulnerable circumstances 
such as social isolation, vulnerability, or new to welfare system

● Maximising income can help prevent future problems
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Reasons for low benefit take-up 

● Lack of awareness about: 
○ Benefit scheme
○ Household eligibility  
○ Who to contact
○ Benefit deadlines or steps to apply

● Application accessibility: 
○ Complexity of benefit scheme, benefit rules, or documentation requirements  
○ Limited access to digital devices/wifi for online applications 
○ Computer literacy 
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Reasons for low benefit take-up 

● Hidden costs to apply 
○ Travelling to or from an application / advice centre
○ Taking a time off work to apply or get help
○ Going to library / cafe to use wifi 
○ Long phone calls for guidance can be costly 

● Personal or cultural stigma / perceptions of a typical ‘welfare user’ 
○ High social cost 

● Limited support for applications 
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Over to Emma



Rising living costs:
Connectivity

March 2022

Dr Emma Stone
emma.stone@goodthingsfoundation.org
@Emma_Stone2022
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Good Things Foundation is a UK-wide digital inclusion charity

Breaking down barriers by providing devices, data connectivity, and skills 
support - so people can benefit from digital in their everyday lives



Community Support - UK network of partners



UK data from 2021 shows:

● 1.5 million UK households 
(6%) don’t have home 
internet access - rising to 
11% of poorer households 
(Ofcom 2021)

● 2 million UK households 
struggle to afford broadband 
(Ofcom 2021)

● 10 million adults don’t have 
the most basic digital skills 
(Lloyds 2021)

Digital exclusion and data poverty in the UK



Digital engagement 
increased most in lockdown 
among those who were 
already digitally engaged. 
In some groups – older, less 
affluent groups, including 
people with impairments or 
health conditions – 
engagement levels 
declined during lockdown.

Sources: Lloyds Consumer Digital 
Index, 2021; Age UK, analysis of 
the English Longitudinal Survey 
of Ageing, 2021

It falls along 
lines of age 
and poverty

40% of those offline 
earn less than 
£15,000 and 55% 
below £20,000.

87% of those offline 
are 50-69 and 39% 
are below 60.



Among working-age adults, 
those in the lowest 
socioeconomic groups are 
more than three times as 
likely as those in the 
highest socio-economic 
groups to not use the 
internet...

… or to be 
‘limited users’ 
who use the 
internet for only 
a few tasks.

Source:  Ofcom, 
Adults’ Media Use,  
2021



|Digital inclusion means...

● Digital access - suitable devices 
and sufficient data connectivity

● Digital skills to connect and 
engage safely and confidently 

● Support in your community - 
‘trusted faces in local places’ 



Jobs
Education

Social connection
Participation

Money 
Benefits

Bills

Health & Care
Housing

Connectivity is an essential cost of living for many



| What is ‘Data poverty’? 

Data poverty is … when 
individuals, households or 
communities cannot afford 
sufficient, private and secure 
mobile or broadband data to 
meet their essential needs.

The root cause of data poverty 
is poverty.



| What do we know? Ofcom data tells us…

● 11% of poorer households don’t have home 
internet access (Ofcom 2021)

● 2 million UK households with access struggle to 
afford broadband (Ofcom 2021)

● 10% of households on means-tested benefits 
struggle to afford fixed broadband (Ofcom 2022) - 
this is expected to rise as costs of 
connectivity increase

● Only 1.2% of UK households on Universal Credit 
are on a social tariff (Ofcom 2022)

● 84% of benefit claimants are unaware of social 
tariffs (Ofcom 2022)
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Poll: How confident are you about 
providing support to people for their 
broadband or mobile data costs?



| Social tariffs for fixed broadband 

● Voluntary (not mandatory)

● Six providers offer social tariffs

● Each is different (pros/cons)

● Take up is low

● Providers are not promoting these tariffs

● Ofcom - information about social tariffs: 
https://www.ofcom.org.uk/phones-telecoms-and-interne
t/advice-for-consumers/costs-and-billing/social-tariffs

● Ofcom - Affordability of Communications Services 
2022 report: 
https://www.ofcom.org.uk/__data/assets/pdf_file/0016/2
32522/Affordability-of-Communications-Services.pdf

https://www.ofcom.org.uk/phones-telecoms-and-internet/advice-for-consumers/costs-and-billing/social-tariffs
https://www.ofcom.org.uk/phones-telecoms-and-internet/advice-for-consumers/costs-and-billing/social-tariffs
https://www.ofcom.org.uk/__data/assets/pdf_file/0016/232522/Affordability-of-Communications-Services.pdf
https://www.ofcom.org.uk/__data/assets/pdf_file/0016/232522/Affordability-of-Communications-Services.pdf


| New: ‘Treating vulnerable customers fairly guide’ 

● Consultation open to 12 May: Ofcom proposals to amend 
current guide on ‘Treating vulnerable customers fairly’

● Customers in debt or struggling to pay

● Promotion of social tariffs
○ By providers 
○ By consumer bodies
○ By local charities

https://www.ofcom.org.uk/consultations-and-statements/category-1/call-for-inputs-review-of-measures-to-protect-people-in-debt-or-at-risk-of-disconnection?utm_medium=email&utm_campaign=Telecoms%20firms%20must%20do%20more%20to%20help%20customers%20struggling%20to%20pay%20bills&utm_content=Telecoms%20firms%20must%20do%20more%20to%20help%20customers%20struggling%20to%20pay%20bills+CID_6c7c9eef4a5e3bbc35be0b1fc1877806&utm_source=updates&utm_term=proposals%20published%20by%20Ofcom%20today
https://www.ofcom.org.uk/consultations-and-statements/category-1/call-for-inputs-review-of-measures-to-protect-people-in-debt-or-at-risk-of-disconnection?utm_medium=email&utm_campaign=Telecoms%20firms%20must%20do%20more%20to%20help%20customers%20struggling%20to%20pay%20bills&utm_content=Telecoms%20firms%20must%20do%20more%20to%20help%20customers%20struggling%20to%20pay%20bills+CID_6c7c9eef4a5e3bbc35be0b1fc1877806&utm_source=updates&utm_term=proposals%20published%20by%20Ofcom%20today


| What about mobile data connectivity? 

● Social tariffs - limitations
○ Eligibility and entitlements
○ Contracts
○ Housing situation
○ Complex market to navigate

● Mobile data costs
○ Essential for some people

(with or without broadband)
○ E.g. housing situation



| New: the UK National Databank

● The UK National Databank gives partner organisations 
across the UK access to free data – either via SIM cards 
or vouchers to help people to get connected. 

● Partner organisations (e.g. community centres, local 
charities, housing associations) are provided with free 
data to give to people they support in data poverty. 

● Through partner organisations, people can receive a 
package of free data for up to 6 months, and free calls 
and texts (in total for a maximum of 12 months).

● https://www.goodthingsfoundation.org/databank/ 

https://www.goodthingsfoundation.org/databank/


UK National Databank - Eligibility for receiving support

You are eligible if you are:

● 18+ years old 
● AND from a low income household 

And (one or more of the following): 

● Has no access or insufficient access to the internet at home
● AND/OR has no or insufficient access to the internet when away 

from the home 
● AND/OR cannot afford their existing monthly contract or top up 

A person can have access to data for up to 12 months.



UK National Databank: How organisations apply to join

1) To apply, organisations need to register to the Online Centres Network. It 
is free to join. Once registered you will have access to digital inclusion 
resources, learning materials and information about data poverty. You 
can also register just to access the data bank.
https://www.onlinecentresnetwork.org/ournetwork/join-the-network 

2) See the step by step guide for information about how to join. It is a 
simple process. It takes a few days.

3) Once registered, you will be able to make an application to join the UK 
National Databank. Applications are reviewed on a rolling basis every 
month. You would then be invited to a briefing session to answer any 
questions. Guides and videos will be provided. You can apply here: 
https://www.onlinecentresnetwork.org/funded-projects/funding-opport
unities 

4) Contact us at databank@goodthingsfoundation.org

https://www.onlinecentresnetwork.org/ournetwork/join-the-network
https://docs.google.com/document/d/1vX4C7-lwezLdhJWQSe9izpH3y0DvdbxuXg_D4DpFUxE/edit
https://www.onlinecentresnetwork.org/funded-projects/funding-opportunities
https://www.onlinecentresnetwork.org/funded-projects/funding-opportunities


| Other work on digital exclusion and living costs

Nobody in the Dark campaign
● Partnership programme with CleanSlate and QuidsIn! Magazine
● Guiding people through an online money health check (this YouTube video 

explains about the Future Proof Finance quiz)
● Building capacity of community organisations to use the quiz - bringing 

digital inclusion and financial inclusion together
● Supported by Mastercard and Lloyds Banking Group as a pilot

Data Poverty Lab
● Partnership programme with Nominet
● Seeking sustainable solutions to data poverty in the UK
● Research, convening, amplifying and advocacy

Towards a ‘Minimum Digital Living Standard’ for households
● Research project led by University of Liverpool and Loughborough Uni
● Building on the established ‘minimum income standards’ methodology
● Defining the ‘basket of goods, services and capabilities’ a household needs

And continuing to support a UK-wide network of community partners 
● Support, training and access to resources for community organisations 

responding to local need for devices, data and digital skills support

https://youtu.be/xf-BcFJiqdE
https://youtu.be/xf-BcFJiqdE




What will you do next? Some suggestions  

● Upskill your staff/volunteers about data poverty - and 
how to explore this as part of the support you provide

● Promote social tariffs for home broadband services, 
alongside other schemes like Warm Homes Discount

● Join the UK National Databank to get free SIMs / 
vouchers for people you know who need mobile data

● Register to join the Online Centres network for free, 
and access free resources, meet-ups, webinars (e.g. 
on how to help people build basic digital skills)
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Over to Daniella
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Introduction

40

Energy UK

• Trade association for energy industry with over 100 members.

• Cover all aspects of the energy sector, technology neutral and do not support one technology 
type over another.

• Represent diverse nature of UK’s energy industry:

• Members delivering nearly 80% of the UK’s power generation.
• Over 95% of energy supply for 28 million UK homes as well as businesses.



Context setting
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• Very hard winter for many households – Energy Price Cap went up by 12% in October.

• Wholesale gas prices sky-rocketed since August and become extremely volatile.

• Price Cap will increase on 1 April 2022, to £1,971 for the majority of customers, estimated to rise 
again in October.

• Such a rise could double the number of households in fuel poverty and put further pressures on 
business customers.

• Over 28 suppliers have failed in the past few months – almost 2.3 million households have seen 
their supplier fail.



Energy Price Cap

42

• Energy sector doesn’t have a social tariff anymore but has a Price Cap and other forms of 
subsidy to support customers in need.

• Energy Price Cap limits the price a supplier can charge customers per kWh of electricity 
and gas, to ensure people pay a fair price for their energy.

• The Cap is set by Ofgem twice a year depending on the price of buying electricity and 
gas, Price Cap reflects the price of the commodity at this time

• At this time, the Price Cap is shielding customers from the true price of energy - it doesn’t 
reflect the actual costs suppliers are facing to serve their customers.

• All the cheap fixed deals have left the market, the Price Cap tariffs have now become the 
best deals available. 



1

• Energy suppliers offer a one-off payment of £150 towards people's energy bills ahead of 
each winter – known as Warm Home Discount (WHD).

• Will increase this year by £10 per customer and full data matching process.

• Pensioners will be in Core Group 1 and those on low income / other vulnerable situations will 
be in Core Group 2.

• Whilst we have no social tariff in the energy sector, WHD means that people's energy bills 
are being subsidised by £150.

Warm Home Discount



1
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• Supporting vulnerable customers is also about helping them use less energy, cheapest unit of 
energy is the one not used.

• Energy Company Obligation (ECO) designed to help make UK homes more energy-efficient 
by funding the installation of energy efficiency and heating measures.

• Customers in receipt of certain Government benefits are likely to qualify for the ECO scheme.

• Available to both homeowners and renters.

• ECO4 is due to start later this year, will be worth £4billion. 

• Suppliers will be encouraged to do whole house retrofitting in order to increase EPC rating by 
two bands.

Energy Company Obligation



1

45

• Industry has long provided extensive support for customers, on voluntary basis this is done 
through Energy UK’s Vulnerability Commitment.

• A code of conduct which 11 suppliers are currently signed up to, which consists of a set of 
principles and commitments to support vulnerable customers.

• 11 suppliers signed up cover over 80% of domestic retail market, or over 20 million UK 
homes.

• These suppliers provide extra support to their vulnerable customers – up to 20 different 
communication channels, Freephone number, support to third sector and having a 
vulnerability champion at Board or CEO-level, etc.

• They go through stringent compliance process each year to ensure they are upholding the 
standards set by the Commitment

Voluntary support for customers



Current context
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• In current context, this support isn’t enough to mitigate impact of cost of living on energy 
customers and energy suppliers.

• Unprecedented amount of suppliers fail over the past few months, no cash down the back of the 
sofa to continue helping their customers. 

• When international gas prices are this high, there is a need for the Government to act to make a 
real difference to bills and to protect the wider economy.

• Package of support announced by the Government in February 2022 and Spring Statement 
were welcome but do not go far enough.

• Further intervention will be required ahead of changes to the price cap in October 2022.



Government needs to do more

47

• In immediate term, Chancellor should:
1. Step in with a wider rebate scheme or further economic intervention.
2. Consider moving policy costs (£180) into government spending, smoothing out increased 

charges over a much longer period of time and looking at the role of VAT (£90) on energy 
bills.

3. Consider options for support for non-domestic customers to avoid further economic 
impacts.

• In medium term, Government should:
1. Increase alternative energy generation sources to reduce demand for gas and work to a 

greener future.
2. Increase levels of investment in existing energy efficiency programmes.
3. Speed up its plans to decarbonise heating in buildings and take action to secure rapid roll 

out of smart metering programme.



Contact details

Daniella Weduwer
Policy Manager, Energy UK
daniella.weduwer@energy-uk.org.uk 

Thank you
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Over to Genevieve 
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There are two sides to growing living standards

●   Boosting incomes

●   Reducing costs
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Break down, understand and compare costs
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Now what? Next steps for a difficult budget
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Extra information and links
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Tailored, relevant and actionable
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Calculating social tariff eligibility and value

Preview

● Usual benefits and budgeting 
advice alongside water tariffs

● Share information with supplier 
for quick review and award

● Reduces time and expertise 
needs in customer services 

● Take-up campaign potential…
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Low Income Family Tracker platform (LIFT)
● Combine multiple datasets into an holistic view of low income families
● Multiple themed dashboards
● Function 1: Strategic: insight, policy, report
● Function 2: Operational: proactive outreach, engage with citizens for better outcomes
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Operational street view screen
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Questions and answers



Next steps
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Download: product brochure 
Watch: short product videos
● Benefit and Budgeting Calculator to support budgeting and maximise income
● LIFT to identify vulnerability, target support and track change

Take our very short survey when the webinar ends to:
● Give us feedback (thank you) and ask further questions of our speakers
● Request a follow up call to talk about how the solutions shown could help you
● Register for our next webinars:
● The latest innovations in designing Council Tax support schemes on Wed 27 April
● Migrating to Universal Credit during the cost of living crisis on Wed 25 May

https://policyinpractice.co.uk/housing-sector/
https://policyinpractice.co.uk/local-authority-sector/


Thank you
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Genevieve Hampson, Policy in Practice

hello@policyinpractice.co.uk
0330 088 9242
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Functionality in LIFT

Overview of your current 
low income cohort and 

main policy issues 
affecting your residents

Operational screen to drill 
down to households to 
support based on local 

priorities

Ability to track the 
successes of engagement 

campaigns and benefit 
take up campaigns

Provide additional insight screens based on current issues or opportunities of support


