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Codes changes as of 2nd January 2024

● As discussed in the previous supplier liaison meetings there was some variations in 
some of the codes relation to the debt and disconnection codes and the 
prepayment meter codes which can dilute the number of times these codes are 
used. 

● We agreed some codes to be removed and amended as part of a combined review 
with the Extra Help Unit, Advice Direct Scotland and Citizens Advice policy. We 
agreed that we would make these live for a full quarter and the conduct a wider 
review of codes

● The changes are live as of 2nd January and detailed in the next slides.



Codes changed as of 2nd January 2024
Code Code Title From 2nd January 2024 Definition

DD9
PPM self disconnection 
(unable to credit meter)

PPM Self Disconnection 
(Affordability)

This category would cover all cases where the consumer has self-disconnected, 
is at risk of self-disconnecting or is rationing their energy use to a concerning 
level due to affordability concerns.

PP9
Unable to credit PPM (faulty 
meter/payment device)

Unable to Credit Meter 
(Technical Issue)

This category would cover all cases where the consumer is reporting a problem 
with adding credit to the meter due to a technical issue including: meter faults, 
problems with payment devices/obtaining payment devices, apps, web or phone 
lines.

DD14 PPM force fitted

Involuntary PPM 
(change to PPM 
completed)

This code is to be used the consumer was forced into a change that had actually 
taken place, as opposed to situations where a consumer was threatened with a 
forced change to PPM. When there is a risk of a PPM being fitted the case should 
be logged under DD2 Debt Recovery Practices.

DD15
Forced remote mode change 
to PPM

Involuntary PPM 
(change completed – 
remote mode)

This code is to be used when the consumer was forced into accepting a change 
to prepayment via a remote mode change and this has actually taken place. 
When the threat of a change to PPM is made but has not taken place yet the 
case should be logged under DD2 Debt Recovery Practices.

● These codes were live as of 2nd January for the consumer service, ADS 
and the Extra Help Unit. However there may be some formatting 
differences between the services. 



Codes removed as of 2nd January 2024

Code Code Title
DD16 PPM affordability: self disconnection (unable to credit meter)

DD17 PPM affordability: self-disconnection (unable to credit meter) - failed supplier

PP11 Unable to credit PPM (unable to obtain new payment device)

PP12 Unable to credit PPM (app, web or phone line issues)

SM07 Remote Disconnection

● These codes were removed to reduce duplication and splitting the volume of cases.
● These were originally added to allow for detail of data on specific cases but it 

diluted the number of cases when PPM affordability applied. 



Performance and Operations 
Key points from quarter three are:

● Demand for the quarter decreased by 42% compared to quarter three 
2022/23

● Priority call demand saw a 9% decrease over the quarter when compared 
to the same time period last year

● Client Satisfaction remained above KPI
● Overall quality for the service was achieved across the quarter



Contact volumes comparison 2021/22 to 2023/24 



Q3 contacts answered by channel



Trends Q3 2023



Trends Q3 2023

Combined 3 PPM disconnection codes for illustration purposes:
● PPM affordability self disconnection unable to credit meter
● PPM self disconnection (Affordability)
● PPM affordability:  topping up causing financial detriment



Trends Q2 vs Q3 2023



Q2 Trends split by nation 

England Wales
PPM affordability self disconnection unable to 
credit meter 4838

PPM affordability self disconnection unable to credit 
meter 302

PPM self disconnection (Affordability) 2377 PPM self disconnection (Affordability) 163

Disputed bill, customer not responsible 1936 Disputed bill, customer not responsible 93

Inaccurate bill or inaccurate estimated bill 1072
PPM affordability: topping up causing financial 
detriment 61

Debt recovery practices 896 Inaccurate bill or inaccurate estimated bill 58

PPM affordability: topping up causing financial 
detriment 837 Unable to Credit Meter (Technical Issue) 49

Unable to Credit Meter (Technical Issue) 823 Debt recovery practices 48

Direct debit issues 581 Unsuitable payment scheme/payment method 29

Catch up bill received 552 Smart meter installation 23

Unsuitable payment scheme/payment method 482 Direct debit issues 23



Signposted cases
Signposted to Total signposts

Citizens Advice local office 7,141

Energy Ombudsman 524

National Debtline 261

Ofgem 208

Shelter 187

Fuel Voucher Signpost 346



Referral proportions April 22 - December 23



Referral proportions Quarter Three 
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Contact Volume 
Contact volume has remained steady from Q2 with an 8% decrease in contacts
from Q2 – Q3

Priorities 
High level of priority off supply contacts, trend has continued into January with 
174 cases so far, around 9% of total enquiries

Home Heating Support Fund
Following the Scottish budget, the fuel insecurity fund will end on March 31st. This 
will also mean an end to the Home Heating Support Fund.

Key Points from Q3



Volume 2022/23 vs 2023/24



Referral Type



Contact Type



Repeat Contacts



Top Codes 2023/24



Focus on Affordability Codes



Home Heating Support Fund

Successes
We are proud of the impact the fund has had.
Over its 3-year run we have supported close to 22,000 individuals 
and households struggling with fuel poverty and paid out 
£15,930,461.04 in support.

Closure
The fund will close for new applications from the 16th of February. 
This will allow processing/ payment time to ensure all are 
completed by the 31st March

Payment Processing 
Incredibly valuable to have direct contacts with financial teams at 
each supplier to ensure issues with any payment allocation can be 
addressed quickly

Supplier Support 
Supplier support such as hardship funds will be more vital than 
ever.



Involuntary PPM
We are keeping a close eye on any contacts around force fitting or remote switching 
on prepayment meters.

Affordability 
With the closure of the HHSF in March we are prepared to process a high volume of 
applications, and post-March to support customers with affordability issues. Our 
teams will continue to identify customers with affordability issues and refer them for 
support.

Policy
We are continuing work to ensure our customers are represented in changes to 
regulation. This has included response to the call for input on standing charges and 
consultations from DESNZ and Ofgem on changes to support small businesses.

Areas of Focus Q4



EHU
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Supplier Spotlight:
Octopus Energy
Overview of Social Worker role

Katie Orne



Social work &
sensitive care 
Two teams , 
one goal



As social worker’s we are not…..

Child snatchers…

All ‘hippies’ …

Superheroes who can save the 
day! (....although we’d like to be). 



Some of the things the social work team  are 
up to at the moment: 

#social-work-support 



Sensitive care       #Sensitive-care-queries 

  
“Giving a helping hand to our customers who need it most” - Joshua McClurg, sensitive care

“Helping customers in ways,  no other energy supplier would” - Sabrine Abdou, Sensitive care

“Taking an holistic approach to supporting our

 most vulnerable customers in financial difficulty.

Providing tailored support to empower them to find 

a way forward in helping themselves” 

- Graeme Gordon, Sensitive care

Insolvency
Sensitive 
accounts

Bereavement

Vulnerability 
dunning 
pathway



Ultimate Goal for social work

Asking police for a welfare check who then may knock someone's door down vs reaching 
out to mental health team for a more planned and sensitive approach 

Clearing someone’s debt and letting history repeat itself vs Paylinks, inbest and empowering 
people to make their own decisions towards a more positive future.

Working with local authorities to make new referrals but also to working together for already existing 
customers within octopus and service users already known to social care. 

To move away from 
from quick fix solutions 
to more sustainable 
long term support for 
our customers. 



ht

https://youtu.be/IGQmdoK_ZfY?feature=shared
http://www.youtube.com/watch?v=IGQmdoK_ZfY


Citizens Advice Scotland
Mental Health and Money 
good practice Guidance 
for Creditors

Sarah - Jayne Dunne



Money, Debt and 
Mental Health

By Sarah-Jayne Dunn

Financial Health Policy Manager, 
Citizens Advice Scotland



Contents

� Background of Mental Health and 
Money issues

� Mental Health and Money Good 
Practice Creditor Guidance 

� Helpful Tools 



Background

> Debt can be the cause and consequence of mental 
health issues 

> COVID and the rising cost of living has impacted 
significantly on mental health and debt problems 

> 1 in 4 people experience a mental health problem 

> In Scotland, 1 in 3 people are affected by mental 
illness in any one year 

> 1 in 6 UK Adults experienced suicidal thoughts due to 
the cost of living crisis 

> 1 in 2 UK adults are feeling more anxious or stressed 
over money 



Background – cont’d 

> 50% of healthcare professionals has seen a rise in 
patients with money worries 

> 88% don’t feel equipped to talk about it

> 46% of people in problem debt have a mental health 
problem = 1 in 2 

> 1 in 5 people with mental health issues are in problem 
debt 

> Annual income for people with mental health problems 
is £8400

> Mental Health Premium adds approx. £1000 per annum 
on essential goods and services 



Background – Vicious Cycle 
of Mental Health and Money 



https://www.cas.org.uk/publications/citizens-advice-scotlan
ds-mental-health-and-money-good-practice-creditor-guidan
ce

Creditor Processes cannot be One Size Fits All 

> Vulnerability Processes need to be channelled through 
the specific lens of Mental Health 

> Good Practice rarely extends to Government Debt 
Collection Practices 

> Learnings from Social Security Scotland’s People’s 
Charter 

> Mental Health & Money Charter provides a clear focus – 
10 Principles & an Action Plan for creditors, both public 
and private. 

Mental Health and Money 
Guidance

https://www.cas.org.uk/publications/citizens-advice-scotlands-mental-health-and-money-good-practice-creditor-guidance
https://www.cas.org.uk/publications/citizens-advice-scotlands-mental-health-and-money-good-practice-creditor-guidance
https://www.cas.org.uk/publications/citizens-advice-scotlands-mental-health-and-money-good-practice-creditor-guidance


> 10 Principles  include:  

> Trust 

> Collaboration not Contention 

> Tell Us Once 

> Superior Signposting 

> Others include holistic view of debts, no 
enforcement action and evidence in only 
exceptional circumstances 

Mental Health and Money 
Charter Principles



Useful Tools 

UK Government’s Debt Management Vulnerability 
Toolkits: 

https://assets.publishing.service.gov.uk/media/642be
446fbe620000f17dbb6/Debt_Management_Vulnerabil
ity_Toolkit_for_service_and_policy_Managers_V2.pdf 

https://assets.publishing.service.gov.uk/media/642be
4d6fbe620000c17dba0/Debt_Management_Vulnerabi
lity_Toolkit_for_frontline_debt_management_staff_V
2.pdf 

https://assets.publishing.service.gov.uk/media/642be446fbe620000f17dbb6/Debt_Management_Vulnerability_Toolkit_for_service_and_policy_Managers_V2.pdf
https://assets.publishing.service.gov.uk/media/642be446fbe620000f17dbb6/Debt_Management_Vulnerability_Toolkit_for_service_and_policy_Managers_V2.pdf
https://assets.publishing.service.gov.uk/media/642be446fbe620000f17dbb6/Debt_Management_Vulnerability_Toolkit_for_service_and_policy_Managers_V2.pdf
https://assets.publishing.service.gov.uk/media/642be4d6fbe620000c17dba0/Debt_Management_Vulnerability_Toolkit_for_frontline_debt_management_staff_V2.pdf
https://assets.publishing.service.gov.uk/media/642be4d6fbe620000c17dba0/Debt_Management_Vulnerability_Toolkit_for_frontline_debt_management_staff_V2.pdf
https://assets.publishing.service.gov.uk/media/642be4d6fbe620000c17dba0/Debt_Management_Vulnerability_Toolkit_for_frontline_debt_management_staff_V2.pdf
https://assets.publishing.service.gov.uk/media/642be4d6fbe620000c17dba0/Debt_Management_Vulnerability_Toolkit_for_frontline_debt_management_staff_V2.pdf
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Recent publications
Consultation on our Draft Consumer Workplan for 2024-25

Home safe: giving consumers confidence to install low carbon 
technologies

Ripping off the band-aids

https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/consultation-on-our-draft-consumer-workplan-for-2024-25/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/home-safe-giving-consumers-confidence-to-install-low-carbon-technologies/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/home-safe-giving-consumers-confidence-to-install-low-carbon-technologies/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/ripping-off-the-band-aids/


Energy

Post

Cross-sector consumer

Four themes for our work Work plan 
projects
Our energy, post and cross-sector 
consumer projects for 2024-25

Future-proofing markets to meet evolving challenges

Addressing affordability issues in essential markets

Infrastructure that delivers value for consumers

Harnessing innovation to build fairness into service

Please see our draft consumer work plan for full 
details of planned projects and expenditure.

We want your views!
We would welcome feedback on this draft workplan. Please send any comments you have to 
consumerworkplan@citizensadvice.org.uk by close of business on Tuesday 27 February 2024. 

We’ll consider all the responses received when we finalise our workplan, later in the spring.

https://www.citizensadvice.org.uk/policy/publications/consultation-on-our-draft-consumer-workplan-for-2024-25/
mailto:consumerworkplan@citizensadvice.org.uk


Recent Blogs
● Why standing charges are fairer than you might think

● Raising Standards: The Evolution of Energy Supplier Star Rating at 

Citizens Advice

● A cold reality: The hidden cost of living with electric heating

● Can big data solve big challenges in the energy system?

● Inclusive for all: making it easier for people to use energy flexibly

https://wearecitizensadvice.org.uk/why-standing-charges-are-fairer-than-you-might-think-0af937499149
https://wearecitizensadvice.org.uk/raising-standards-the-evolution-of-energy-supplier-star-rating-at-citizens-advice-08eb4633097b
https://wearecitizensadvice.org.uk/raising-standards-the-evolution-of-energy-supplier-star-rating-at-citizens-advice-08eb4633097b
https://wearecitizensadvice.org.uk/a-cold-reality-the-hidden-cost-of-living-with-electric-heating-c1202e19cd69
https://wearecitizensadvice.org.uk/can-big-data-solve-big-challenges-in-the-energy-system-938b15e10934
https://wearecitizensadvice.org.uk/inclusive-for-all-making-it-easier-for-people-to-use-energy-flexibly-b85abebcacc5


Consultation Responses
● We have responded to the Ofgem consultation about an additional debt-related 

costs allowance in the default tariff cap, to the Ofgem review of wholesale cost 
allowances in the default tariff cap, and the the Ofgem Statutory consultation on 
the removal of EV POLR provision from SLC 31F. 

● We have also responded to Ofgem's Call for Input on the future of the BAT 
post-March 2024, to the Ofgem working paper about energy price cap operating 
cost review benchmarking, and to the Ofgem consultation regarding an 
additional debt allowance in the retail price cap. 

● We published the Decision Document on Revised Methodology for the Citizens 
Advice Star Rating. 

https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-consultation-about-an-additional-debt-related-costs-allowance-in-the-default-tariff-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-consultation-about-an-additional-debt-related-costs-allowance-in-the-default-tariff-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-review-of-wholesale-cost-allowances-in-the-default-tariff-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-review-of-wholesale-cost-allowances-in-the-default-tariff-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-statutory-consultation-on-the-removal-of-ev-polr-provision-from-slc-31f/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-statutory-consultation-on-the-removal-of-ev-polr-provision-from-slc-31f/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-ofgems-call-for-input-on-the-future-of-the-bat-post-march-2024/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-ofgems-call-for-input-on-the-future-of-the-bat-post-march-2024/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-working-paper-about-energy-price-cap-operating-cost-review-benchmarking1/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-working-paper-about-energy-price-cap-operating-cost-review-benchmarking1/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-consultation-regarding-an-additional-debt-allowance-in-the-retail-price-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/citizens-advice-response-to-the-ofgem-consultation-regarding-an-additional-debt-allowance-in-the-retail-price-cap/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/decision-document-on-revised-methodology-for-the-citizens-advice-star-rating/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-consultation-responses/decision-document-on-revised-methodology-for-the-citizens-advice-star-rating/


Energy Retail Markets Team: updates
Current policy/advocacy work 

● We are undertaking enhanced monitoring on forced PPM 
installations until Spring 2024, reviewing all cases on a weekly 
basis. 

● We published Shock Proof: Breaking the cycle of winter energy 
crises, which used nationally representative polling to frame the 
need for short and long-term energy bill support. 

● We published Ripping off the Band-Aids, setting out options for 
specialisation within the energy retail market.

● Our standing charge blog, Why standing charges are fairer than 
you might think was published. 

https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/shock-proof-breaking-the-cycle-of-winter-energy-crises1/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/shock-proof-breaking-the-cycle-of-winter-energy-crises1/
https://www.citizensadvice.org.uk/about-us/our-work/policy/policy-research-topics/energy-policy-research-and-consultation-responses/energy-policy-research/ripping-off-the-band-aids/
https://wearecitizensadvice.org.uk/why-standing-charges-are-fairer-than-you-might-think-0af937499149
https://wearecitizensadvice.org.uk/why-standing-charges-are-fairer-than-you-might-think-0af937499149


Net Zero Homes: updates
Current policy/advocacy work 

● Published new research on consumer protections for households installing net zero 
technologies in their homes

● Provided oral evidence to the Energy Security and Net Zero committee’s Heating Our 
Homes inquiry

● Published blogs on consumer experience of electric heating and inclusive innovation for 
energy flexibility

● Taken over as chair of working group on Driving Uptake for the National Retrofit Hub

Coming soon

● Blogs on financial protections for home retrofit and spray foam insulation
● Short report on demographics of homeowners interested in home retrofit

https://www.citizensadvice.org.uk/policy/publications/home-safe-giving-consumers-confidence-to-install-low-carbon-technologies/
https://committees.parliament.uk/work/7830/heating-our-homes/
https://committees.parliament.uk/work/7830/heating-our-homes/
https://wearecitizensadvice.org.uk/a-cold-reality-the-hidden-cost-of-living-with-electric-heating-c1202e19cd69
https://wearecitizensadvice.org.uk/inclusive-for-all-making-it-easier-for-people-to-use-energy-flexibly-b85abebcacc5
https://wearecitizensadvice.org.uk/inclusive-for-all-making-it-easier-for-people-to-use-energy-flexibly-b85abebcacc5


Energy Networks & Systems Team: updates

Current policy/advocacy work 

● Reviewing Ofgem proposals for the next Transmission and Gas Distribution 
price controls, and DBT proposals regarding Economic Regulations

● Responded to further Ofgem consultations regarding the retail price cap, 
relating to debt-related costs and wholesale costs.

Coming soon

● Publication of research into ensuring Community Benefits for hosting energy 
infrastructure represent good value for money for consumers generally

● Publication of research into network company performance with regards to 
Guaranteed Standards of Performance (GSoP’s).

https://www.citizensadvice.org.uk/policy/publications/citizens-advice-response-to-the-ofgem-consultation-about-an-additional-debt-related-costs-allowance-in-the-default-tariff-cap/
https://www.citizensadvice.org.uk/policy/publications/citizens-advice-response-to-the-ofgem-review-of-wholesale-cost-allowances-in-the-default-tariff-cap/


AOB


