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AGILITYECO IMPACT 
HIGHLIGHTS

Down by 14% due to fewer home 
visits because of the pandemic 

Up by 10% due to a greater proportion 
of households supported receiving larger 
energy efficiency measures

Up by 81% driven by ECO funding 

Up by 41% mirroring the increase in ECO 
funding (insulation has the greatest impact)

Up by 62% 2.5 times the average fuel 
poverty gap in the UK

Down by 7% due to fewer home visits 
because of the pandemic

Up by 27%  

Up by 1% to target an increased number 
of local residents for support

Up by 10% due to additional ECO funding 
deployed and supply chain partners engaged

 Up by 32% Due to a significant increase  
in major measures being installed

Up by 33% due to the 
significant increase in ECO 
and ECHO measures installed

2020/21 2020/21

2020/21

2020/21

2020/21

2020/21
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2020/21

2020/21

2020/21

£5,946 

189% 

47,926 
430,125  

213  

689  

105,307 £6,556 

251%

44,643
545,753

216

 757 

 2,638,420  £57,025,510

 £9,452,290

 £200,140,074 

2,004,426  £31,589,092

  

£6,722,420

  

£150,197,800 

NUMBER OF ENERGY EFFICIENCY 

MEASURES PROVIDED

AVERAGE TOTAL LIFETIME 

SAVINGS PER HOUSEHOLD 

AVERAGE PERCENTAGE REDUCTION OF 

FUEL POVERTY GAP PER HOUSEHOLD  

NUMBER OF VULNERABLE 

HOUSEHOLDS SERVED 
TONNES OF LIFETIME CO2 

EMISSIONS ABATED 

MWH OF LIFETIME ENERGY 

SAVINGS FROM INSULATION AND 

HEATING IMPROVEMENTS 

FUNDING UNLOCKED 

FOR CLIENTS AND 

PARTNERS

TOTAL LIFETIME BILL SAVINGS 

FROM ENERGY SAVING MEASURES

PARTNERSHIPS WITH 

LOCAL AUTHORITIES 

VALUE OF HEALTH AND 

CARE OUTCOMES JOBS SUPPORTED IN LOCAL 

COMPANIES AND SOCIAL 

ENTERPRISES  
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At AgilityEco, we’ve made it our mission to play a major role in eliminating 
fuel poverty, to deliver better outcomes for low income and vulnerable 
families and to prepare Britain’s homes for Net Zero.

ACHIEVING OUR MISSION

Our vision is a warm, efficient and healthy home for everyone. We believe by reducing energy bills 
through energy efficiency and helping people stay warm and well, we will be able to support the 
most vulnerable in society.

Tied to this, we firmly believe that proper investment in home energy efficiency is crucial in order to 
achieve the UK’s ambitions to eliminate fuel poverty by 2030 and reach net zero by 2050.

WE ACHIEVE OUR MISSION BY:

In 2019, AgilityEco published its manifesto “From Obligation 
to Opportunity” which stated three proposals to help end fuel 
poverty by 2030. 

• Bringing together high-quality vulnerable 
customer support, funding and delivery 
of energy efficiency measures and local 
partnerships with local authorities, charities 
and social enterprises at the centre. 

• Using funding from the Energy Company 
Obligation (ECO), Warm Home Discount 
(WHD), gas/electricity network operator 
grants and other sources and working with 
a huge network of partners in the public, 
private and third sectors. 

• Creating and managing innovative projects 
that deliver holistic solutions for those most 
in need. Under the ECO scheme we arrange 
for the installation of energy efficiency 
measures such as better insulation and 
efficient boilers. We also work in close 
partnership with over 200 local authorities 
to identify households eligible for the Warm 
Home Discount, a separate Government 
scheme for those in particular need.

• Designing and operating a number of 
community-based programmes to provide 
fuel poverty and energy efficiency solutions 
to these specific households, one of which 
is our award-winning Local Energy Advice 
Partnership (LEAP). All of our fully funded 
community outreach programmes support 
the health, safety and wellbeing of the most 
vulnerable in our society.

• Delivering these services through our 
carefully chosen national network of 
trusted and experienced energy efficiency 
partners, including national and local 
government, community groups, energy 
agencies and charities.

• Shaping and encouraging positive  
national policy outcomes and rallying 
industry support by delivering impactful, 
evidenced-based input to government 
consultations, with our expert analysis, 
insight and research. 

MORE MONEY, BETTER SPENT
Recognise the need for more funding to deliver 2030 
targets, and greater efficiency through data sharing

SMARTER LOCAL PARTNERING
Leverage the unique strengths of local authorities by 
building long-term stable partnerships

HELP FOR ALL VULNERABLE CUSTOMERS
Provide help that customers need, including ECO 
measures and vulnerable customer support

SDG #7 Affordable and clean 
energy (SDT 7.1): By 2030, ensure 
universal access to affordable, reliable 
and modern energy services.

OUR VALUES ARE ALIGNED WITH THE UN’S 

SUSTAINABLE DEVELOPMENT GOALS...

SDG #1 No poverty (SDT- 1.4): By 
2030, ensure that all men and women, in 
particular the poor and the vulnerable, 
have equal rights to economic resources, 
as well as access to basic services.
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WELCOME

This past year was a complete game-changer for us and many other 
businesses up and down the country. At the beginning, we had great concerns 
over how we could continue to deliver our vital programmes in the midst 
of the pandemic. But our teams adapted brilliantly. In early April 2020 
AgilityEco moved its entire operation to home-based working, to comply with 
government’s Covid-19 health and safety guidance. And despite some very 
tough and difficult circumstances, and with the guidance of our investor 
Bridges Evergreen, we were delighted to achieve a phenomenal level of social 
impact compared to the previous year.

Gearóid Lane 

Chief Executive Officer, 

AgilityEco

Jon Kimber

Chief Operating Officer,  

AgilityEco

This can be largely attributed to the 
success of our retrofit activity this year. 
Our ECO and Project Management 
(Warm Homes Fund and Emergency 
Central Heating Offer - ECHO) teams 
have been very successful with 
a significant increase in funding 
secured to install larger heating and 
insulation measures. This has led to 
greater annual and lifetime financial 
savings for households; a significantly 
bigger impact on the ‘fuel poverty 
gap’ – effectively taking the average 
household we support out of fuel 
poverty – and more carbon savings. 
This increase in retrofit activity led to 
an average percentage reduction of 
fuel poverty gap  per household of 
251% for this year and over double 
what we achieved last year. In addition, 
the total lifetime bill savings from 
energy saving measures achieved 
totalled £200,140,074 compared to 
£150,197,800 the previous year. This 
record achievement by our ECO, Warm 
Homes Fund and ECHO teams, as well 
as their delivery partners, has been 
driven by the significant increase in 
ECO and ECHO measures installed. 

Working, as ever, in close partnership 
with energy companies and a network 
of local installation partners, our 
specialist ECO delivery team  
continued to provide compliant 
measures to go towards pressing 
energy company obligation targets. 

Our work meant we were able 
to unlock just over £57 million 
of funding for our clients – a 
massive 81% increase on the 
previous year, surpassing our 
team targets and expectations.

Our teams remained resolutely 
productive and flexible, readily 
adapting our delivery models to 
the ever-changing pandemic rules 
and guidelines imposed by the 
government. And this resilience 
was absolutely the key to ensuring 
the continued success of all our 
programmes, some of which (LEAP, in 
particular) could have been seriously 
threatened due to their in-person, 
home visit element. We’re delighted to 
report this year that the tremendous 
scale of social impact achieved has 
been due to swift action by our 
project teams who quickly pivoted 
our services, mitigating the potentially 
severe impact of Covid-19 on all of 
our vulnerability programmes.  We 
also invested in our people at a time 
of great uncertainty, ensuring the 
team had everything they needed 
to work from home comfortably and 
productively. As a result, we sustained 
delivery of all of our projects, securing 
new funding contracts with energy 
suppliers, strengthening existing 
partnerships and forging new 
relationships – all virtually,  
and by the power of videocall. 

Not unexpectedly, our major 
vulnerability programme, LEAP, which 
incorporates a deeper, face-to-face 
home-visit element bore the brunt 
of the Covid-19 impact. Government 
lockdown measures reduced the total 
number of vulnerable households 
helped – a direct result of the reduction 
in LEAP home visits and EPC surveys. 
Fewer LEAP visits also meant a decrease 
in the number of energy efficiency 
measures provided. Despite this, LEAP 
still processed nearly 15,000 referrals 
from 33 scheme partners, covering 
165 council areas across the country. 
LEAP alone achieved just over £10.7m 
in total bill savings for its customers 
– no mean feat during three periods 
of national lockdown. Our combined 
community programmes and other 
initiatives served 44,643 households 
in need, installing 105,307 energy 
efficiency measures and achieving over 
£200 million in total lifetime energy bill 
savings in 2020/21. These interventions 
have led to an average annual saving 
of £543 per household, which is 
significantly higher than the average  
fuel poverty gap*.

Alongside our work on community 
programmes, we have continued 
to push for deeper support to be 
made available to the fuel poor and 
vulnerable. We’re reaching an important 
moment in the policy landscape where 
decisions are being made about the 
industry programmes that underpin  
our key services and are instrumental 
to the delivery of the 2030 target to 
eradicate fuel poverty. Households are 
now considered as fuel poor if they are 
Low Income and Low Energy Efficiency 
(LILEE) – the latter being defined as 
a property that has an EPC Band 
of D or below. Alongside this policy 
strand, there are crucial discussions 
taking place on how to best deliver 
net zero carbon in domestic heating. 
These could have serious positive or 
negative impacts on the low income 

and vulnerable households that we 
serve. For this reason, our Policy & 
Partnerships team have been very 
active in putting the case forward 
for the most vulnerable through 
government consultation responses 
and proactive policy work, seeking 
to influence key policies wherever 
possible. Our frequent interactions 
with the Department for Business, 
Energy & Industrial Strategy (BEIS) and 
participation on committees have not 
only ensured that our voice is heard, 
but that we are regularly kept abreast of 
policy developments.

We both view the positive impact on 
our own employees as one of the 
fundamental building blocks of being a 
successful and impactful business. In 
the past year, we took significant steps 
forward to guarantee our employees 
were properly looked after during the 
pandemic, including ensuring their 
comfort whilst working from home and 
furloughing staff where necessary on 
full pay. Our full package of benefits 
includes free access to mental health 
and wellbeing services, as well as online 
fitness programmes, and we made sure 
these were fully communicated  
to all our teams across the country.  
On top of these holistic benefits, we 
are committed to significant share 
ownership by employees. We launched 
our Share Incentive Plan (SIP) in late 
October, allocating a proportion of 
company shares free of charge to those 
who had been with our business for a 
year or more. The SIP has been very 
well received amongst employees and 
we’re keen for more team members to 
be able to take part in the scheme over 
the coming months. 

AgilityEco and sister company Bierce 
Surveying together have worked 
hard to develop and nurture crucial 
relationships with a trusted network of 
supportive partners and teams across 
the country. We were delighted when 

Bierce was selected by Trustmark 
to deliver the on-site inspections 
for measures installed under the 
Green Homes Grant Voucher Scheme 
(GHGVS). This followed the appointment 
of Bierce earlier in 2020 to support 
Trustmark in the delivery of the ECO 
Technical Monitoring Pilot Phase and, 
more recently, the on-site inspections 
for technical monitoring for ECO. 

This past year, thanks to this 
collaborative network, we’ve 
managed to deliver numerous 
complex projects that have 
met the highest standards of 
compliance, professionalism 
and excellence whilst also 
maintaining our pursuit of the 
three goals that we set out in  
our 2019 manifesto. 

This report highlights some of the  
key achievements from these projects. 
We’re looking forward to working with 
all our existing partners, as well as 
welcoming new ones over the coming 
year, as we find new ways of helping 
people in need across the  
utilities spectrum. 

*The average fuel poverty gap is the additional income which would be needed to bring a household to 
the point of not being fuel poor. Government figures released in 2020 show this to be around £216 per 
person.  -  “The Fuel Poverty Gap”
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A YEAR OF IMPACT:  
APRIL 2020 – MARCH 2021

Energy suppliers re-commit to our 
vulnerable customer support services LEAP, 
HEART and ECHO, which were re-launched 
for Scheme Year 10 (April 20-Mar 21).

Scope submits a bid to the Energy Saving Trust 
to launch a Disability Energy Support helpline 
service with AgilityEco. The bid is successful and 
the service launches in October 2020, where we 
offer training and support to its team of helpline 
operators.

Following consultation with our 
installer network on working 
practices during the Covid-19 
pandemic, we receive guidance and 
positive clarification to confirm that 
our network can continue supporting 
households through ECO, which 
saw an immediate increase in the 
number of measures installed.

With support from AgilityEco, a Portsmouth 
City Council-led consortium of 18 councils 
is successful in its second of three bids for 
funding, (now worth a total of £9.4m) for 
domestic retrofit energy efficiency measures 
from the Green Homes Grant Local Authority 
Delivery (GHG LAD) funding programme.

APRIL 2020 MAY 2020

In partnership with IncomeMax CIC 
and with funding support from the 
Warm Homes Fund, administered 
by Affordable Warmth Solutions, 
AgilityEco launches the “Connect 
for Help” service, a free telephone 
service to support households in 
England to reduce their energy 
bills and apply for heating and 
insulation measures. 

Connect for Help helps its 2,000th client, with 
a lifetime financial benefit for the households 
helped close to £1million.

AgilityEco reaches a  
new milestone in supporting 
households with energy efficiency 
measures. Our supply chain 
network installs a massive 3,818 
measures in this month alone 
which will result in lifetime bill 
savings of more than £20m.  

AgilityEco welcomes the 
publication of the Government’s 
updated Fuel Poverty Strategy 
as well as its response to the 
consultation. We support the move 
to a new definition of fuel poverty 
which will better allow progress on 
improving the energy efficiency of 
homes to be reflected in the way 
fuel poverty is measured.

AgilityEco provides input into the 
2020 Comprehensive Spending 
Review, making our case for 
substantial investment in home 
energy efficiency. 

A national contract with Smart Energy 
GB is agreed, under which AgilityEco 
will promote smart meters to low-
income households. AgilityEco is 
committed to ensuring that hard-
to-reach vulnerable 
households are not left 
behind in the transition 
to a smart, low carbon 
energy system.

JANUARY 2021

AUGUST 2020

FEBRUARY 2021 MARCH 2021

JUNE 2020 JULY 2020

SEPTEMBER 2020

DECEMBER 2020

AgilityEco responds 
to the government’s 
Warm Home Discount 
Scheme Consultation 
2021 / 2022, urging 
government to press 
ahead with the 
consultation on the 
longer-term extension 
of WHD to 2030.

NOVEMBER 2020

AgilityEco launches its Share Incentive Plan, where 
all employees (subject to having been with the 
company for a minimum service period) qualify to 
become shareholders in the company.

OCTOBER 2020

POWERED BY

MY
ECOHOME

POWERED BYMY
ECO

HOME
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POLICY IMPACT 

AgilityEco has built a unique set of 
services to give a helping hand to 
those struggling with utility bills. By 
bringing together energy efficiency 
retrofit and advice services, we ensure 
that all customers that need help are 
looked after, and that the support we 
provide is holistic and long-lasting. 
Over recent years, as evidenced in 
this report, we have scaled up our 
services to reach tens of thousands of 
households each year. Our journey has 
given us real insights into the problems 
households face and how they can 
be best helped, and we believe that 
the experience and evidence that we 
gather on outcomes is valuable to 
policymakers. That is reflected in the 
high level of interaction we have with 
Government, both formal and informal. 

We still believe that much more 
needs to be done to ensure that 
the Government’s statutory target 
to eradicate fuel poverty by 2030 is 
met. We therefore feel it is our duty 
to speak out on policy, to ensure 
that the Government delivers on 
its commitments and to use our 
practical experience to support the 
implementation of legal commitments 
through the development of effective 
policy instruments.

This year, building on our 2019 
manifesto (From Obligation to 
Opportunity) which presented three 
key proposals to ensure an end to fuel 
poverty by 2030, we have continued 
to push for deeper support to be 
made available to the fuel poor and 
vulnerable. Our frequent interactions 
with BEIS and Ofgem have not 
only ensured that our opinions are 

considered but that we are regularly 
kept abreast of policy developments. 
However, partly as a result of the 
Covid-19 pandemic, important policy 
decisions due in the current year 
have been delayed. The planned 
multi-year Comprehensive Spending 
Review was put back and replaced by 
a one-year spending review, and the 
planned consultation on the long-term 
future of the Warm Home Discount 
was replaced by an interim one-year 
extension. Our Policy & Partnerships 
team have put forward strong 
responses to these consultations 
released so far and sought to influence 
key policies proactively, but it is 
essential that all the core components 
of the roadmap to 2030 are now put in 
place quickly.

At the time of writing in summer 
2021, this is starting to happen and 
the coming six months will be vital in 
the policy landscape as decisions are 
due on the industry programmes that 
underpin our key services - all of which 
will help set the direction of travel 
towards the fuel poverty target. 

Consultations on the long-term future 
of ECO and Warm Home Discount are 
now with us and will be underpinned 
by a multi-year Comprehensive 
Spending Review in the autumn. 
Alongside this key policy strand, there 
are crucial discussions taking place 
on how to best deliver net zero in 
domestic heating. Decisions on heat 
decarbonisation actions in fuel poor 
homes could have serious positive 
or negative impacts on both the 
households that we serve and on 
delivery of the 2030 target itself. 

We therefore plan to redouble our 
efforts to provide impactful consultation 
responses that influence policy 
outcomes. Despite some catching up by 
Government on issuing policy proposals, 
we remain concerned that all policies 
announced to date will fall well short 
of delivering the 2030 statutory target. 
With this in mind, we are commissioning 
an important piece of independent 
research into the “policy gap” to 2030, in 
time for the Comprehensive Spending 
Review in the autumn. We want this 
research to help ensure the 
true social value of tackling fuel 
poverty is recognised. 

We want this research to 
help ensure the true social 
value of tackling fuel 
poverty is recognised. 

ACTING FOR VULNERABLE AND LOW-INCOME HOUSEHOLDS

James Sommerville 

Head of Policy & 

Partnerships
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RETROFIT IMPACT

We have experienced phenomenal 
growth over the last year, even with the 
challenges of adapting to the pandemic. 
The last twelve months has seen our 
ECO activity grow by 50%, allowing us to 
support an incredible 424 jobs.

None of this would have been possible 
without the support and collaboration 
of our highly skilled supply chain 
partners with whom we have cultivated 
relationships for over half a decade. 
During the period April 2020 – March 
2021,  our partners have managed to 
install 25,000 retrofit energy efficiency 
measures, saving 14,145 vulnerable 
households more than £160 million 
from their energy bills.

“AgilityEco has worked as a trusted delivery partner with OVO throughout 
ECO3.  As a large energy supplier we have a set of sizable targets to meet 
our ECO obligations. AgilityEco has been able to consistently deliver a range 
of different energy efficiency measures to help us reach our goals. We look 
forward to exploring opportunities with AgilityEco in the future.”

Andrew Dudgeon, ECO Strategy Manager, OVO

Our unique strength lies in the level of 
tailored support we are able to offer, ensuring 
the services we provide to our clients and 
partners is of the highest quality. Our network 
benefits from excellent bespoke commercial 
arrangements to support their growth, training 
and advice to navigate the complexities of 
ECO, insight on policy development and retrofit 
opportunities to complement their businesses 
which may not be available elsewhere.  The 
technical in-house support we’re able to offer 
partners through Bierce Surveying (Bierce) 
is unrivalled. Bierce is uniquely positioned to 
assist our network with advice and support 
relating to deep retrofit requirements and 
compliance with PAS2030 and PAS2035.

We passionately believe in optimising every 
interaction we (or our supply chain partners) 
have with vulnerable households. This could 
be in the form of offering ECO measures to 
households identified through our various 
community outreach services, or setting up 
readily available referral mechanisms for our 
supply chain partners to signpost households  
in need of support, who we may be able to 
assist with replacement white goods, energy 
advice, energy debts, emergency central  
heating repairs/replacements and other  
energy measures. 

We also take great pride in our ability to 
combine and manage multiple sources of 
funding to facilitate valuable programmes for 
vulnerable households and our network of 
installation partners. Our recent work with  
the Warm Homes Fund (WHF) has benefited 
many of our partners, enabling them to offer 
full central heating systems to households 
which may not have been possible through 
ECO alone. 

Our experience within this sector is 
unparalleled and recognised across 
Government, obligated suppliers, the 
supply chain and the regulator. We remain 
at the forefront of all ECO-related policy 
developments and continuously engage 

with BEIS, Ofgem, obligated suppliers and 
the supply chain at large. Over the last few 
years, our engagement with Government and 
subsequent workshops and briefings that 
we have provided to unpick the latest policy 
developments have set the benchmark for  
the industry. 

We are very privileged to be contributing to the 
policy development of ECO4 and are excited by 
the many positive proposals, supporting deep 
retrofit and making progress towards the UK’s 
climate change strategy. 

Contributing to policy development places 
us and in turn, our supply chain in an 
advantageous position to hit the ground 
running once ECO4 commences. 

ECO

GROWTH DURING 2020/2021

Retrofit jobs

Eco Funding

Lifetime Bill Savings

Retrofit measures installed

Vulnerable households served

Supply chain partners

19%

19%

28%

51%

52%

43%

POWERED BY

MY
ECOHOME

POWERED BYMY
ECO

HOME

Shueb Ali  
ECO Director
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“We have worked in conjunction with 
AgilityEco for a number of years now and 
have always found that they are a highly 
proficient team. They have been instrumental 
in assisting us with various Local Authority 
Initiatives and Funding mechanism queries 
for ECO measures. Passionate about ECO and 
improving Domestic Retrofit Standards, we 
find AgilityEco lead the way in developing 
compliant solutions and infrastructure 
which helps us to deliver high quality and 
compliant Energy Efficiency Measures 
with a focus on learning and development, 
competence and experience, sustainability, 
supply chain management and minimising 
our environmental impact”.  

Aunkher Sidhu, Director, Simply Eco



“Aura Gas Limited have been in the ECO/
grant funding market since its inception 
with ECO 1 in 2012 and have worked with 
a number of funding providers. Since we 
began working with AgilityEco we believe 
this to believe a true partnership as the 
opportunities for other projects help us as 
a business and the support offered through 
compliance/technical monitoring issues is 
second to none. The last 12 months through 
the COVID pandemic have brought their own 
challenges but I believe our relationship is 
still stronger than ever.”

Gary Robinson, MD, Aura Gas

MULTIPLE FUNDING SOURCES FOR 
DEEPER RETROFIT AND SUPPORT
AgilityEco’s success in combining multiple 
sources of funding to create unique offers 
to benefit fuel poor and vulnerable clients is 
unmatched. The First Time Central Heating 
projects that AgilityEco have designed and 
managed over the past year are great examples 
of this approach. These projects blend funding 
from the Warm Homes Fund (WHF), ECO, grid 
operators and local authorities to offer qualifying 
residents 100% funded gas central heating to 
replace other inefficient heating sources. 

Following a letter received from BCP 
(Bournemouth, Christchurch & Poole) Council, 
Nicola applied for support through our LEAP 
programme. She and her family were struggling to 
keep their home warm due to the old and inefficient, 
electric warm air heating system they relied on. It 
was also proving very expensive to run. During her 
home visit, our LEAP energy advisor identified that 
the Warmer Homes programme may be able to 
help arrange for and fund a new gas central heating 
system. The level of insulation in the loft could also 
be improved to keep the home warmer. An in-depth 
discussion with Nicola also identified that the family 
might benefit from support from IncomeMax and 
using the LEAP price comparison tariff checker, it was 
quickly discovered that Nicola could save £405 per 
year on their bills by changing tariff.

The Warmer Homes team stepped into assist with  
the first two issues and arranged for:

- The home to be connected to the gas mains.

- A gas meter to be fitted.

-  A new energy efficient gas central heating  
system to be installed.

- The insulation in the loft to be topped up.

Between the new heating system and the insulation, 
Nicola and her family now stand to save over £800 on the 
cost of heating their home. At the same time, IncomeMax 
identified that Nicola might be able to receive the 
Personal Independence Payment (PIP), which could result 
in up to £8,000 per year of additional income. 

CASE STUDY

KEEPING NICOLA WARM 

 
RETROFIT IMPACT

“We are so grateful for all of the people who 
helped with our home. From light bulbs, loft 
insulation to the full central heating. All of the 
tradesmen were helpful and polite. We really 
couldn’t be happier. I thoroughly recommend 
this service. Here’s to the winter when we can be 
warm, without having to pay off huge bills for 2 
standalone heaters.

Thank you!”

Nicola, Bournemouth
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The COVID pandemic presented challenges 
to the delivery of these projects. It was 
necessary to navigate changing government 
guidelines and client concerns as well as 
periods of illness and self-isolation for our 
internal team and for partners. The key to 
overcoming these hurdles was the ability of 
the delivery team and our partners to adapt 
quickly to institute procedures that adhered 
to guidance and, above all, made customers 
feel safe.

The past year saw more than 1,250 households 
receiving upgraded heating systems which will 
help reduce their energy bills and keep their 
homes warmer. In addition to this, 350 insulation 
measures were installed as part of a “whole house” 
approach to improve the homes’ energy efficiency. 
These projects are continuing in 2021-2022 and 
it is expected that the number of customers 
supported will be even higher than the past year.

“After working with AgilityEco for two 
years, we have always found them to be 
an approachable and easy to work with 
company. We will continue to work with them 
in both the short and long term, as they have 
helped our company to expand in the ECO 
and Renewables industry.”

Terry Crawford, Director, Greener  
Home Projects

Jill contacted one of AgilityEco’s supply chain 
partners looking for help with reducing their 
energy bills through the installation of energy 
efficiency improvements. Greener Home 
Projects identified that the home could potentially 
benefit from the installation of gas central heating 
and looked to AgilityEco to help arrange for a gas 
connection and meter to allow for this in addition to 
providing the required funding. With the support of 
AWS, a gas connection was made to the home and 
AgilityEco subsequently supported Jill through the 
process of arranging for a gas meter to be fitted. 

Once this was completed Greener Home Projects 
were able to install both a new central heating 
system and some additional loft insulation. The 
combined impact of this should be to save Jill 
over £1,150 per year.

“AgilityEco has been a trusted ECO delivery 
partner of ours for over half a decade. Their 
attention to detail and quality, combined with 
up-to-date knowledge of the evolving scheme 
landscape, ensures confidence in any element 
of the scheme we ask them to deliver. We 
look forward to continuing this relationship 
through ECO 3, ECO 4 and beyond.” 

Jon Owens, Senior Environmental & Social 
Programmes Manager, Shell Energy Retail

The Warm Homes Fund (WHF) is a £150 million national scheme to help people in fuel 
poverty. It has been provided by National Grid and administered by its not-for-profit partner, 
Affordable Warmth Solutions (AWS). The aims of the WHF are to reduce bills, increase comfort in 
non-gas households, and improve health outcomes for residents. 

AGILITYECO-MANAGED PROGRAMMES: 
 Warmer Homes is a consortium of English councils across the South 
and East of England, led by Portsmouth City Council, which, with our 
support, secured £4.85 million from the WHF back in April 2018 to 
install heating in around 1,500 homes. For 2020-2021,  
we completed 380 installations.

 Connected for Warmth is a partnership with whg housing association 
and Cadent that covers the whole of the Cadent Area – the North 
West, West Midlands, East of England and North of London. This 
project launched in November 2019 and has £2.88 million budget 
to install heating into 1,000 homes. In 2020-2021 we retrofitted 
740 homes with a full gas central heating system.

 Newark & Sherwood Council WHF project. This was a smaller, 
additional WHF project where we managed the conversion of a park 
home site. This site was using expensive bottled gas (LPG) for heating 
and cooking, and through the project we converted these homes 
to mains gas. We worked closely with AWS and UK Gas for a 
period of 3 months over winter and 42 park homes benefited 
from this conversion.

Our WHF projects work with Connect for Help and LEAP to provide further support with  
energy efficiency, income maximisation advice and safety and hazard checks in the home.  
Both programmes are continuing to operate in 2021.

CASE STUDY
HELP FOR JILL AND HER HIGH ENERGY BILL

WARM HOMES FUND

 
RETROFIT IMPACT

“I would just like to emphasise how 
professional the whole process was from 
start to finish and am very pleased with the 
service.” – Jill, Widnes
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The past year was the fourth year 
AgilityEco has delivered the ECHO 
project. Funded by nine energy 
suppliers through Warm Home 
Discount (WHD) Industry Initiatives, 
ECHO repairs or replaces broken 
down boilers for clients with no 
other recourse. For the first time, 
thanks to the support of our 
funders, ECHO ran uninterrupted 
throughout the year. This was in 
response to increased demand for 
the service owing to Covid-19. With 
the need to stay at home for long 
periods of the year during national 
lockdowns, a lack of heating and hot 
water presented even more serious 
problems than might otherwise be 
the case.

In this fourth year of the scheme 
over 2,000 fuel poor and vulnerable 
customers in a “no heat” situation 
received a boiler repair, (or where 
required a replacement), and 
had their heating restored. These 
customers were identified by energy 
supplier funders, local authorities, 
charities and AgilityEco’s other fuel 
poverty programmes. 

Next year will bring some minor 
changes to the ECHO project 
with TrustMark taking on 
responsibility for ensuring the 
quality of installations and all 
installations being lodged in their 
Data Warehouse. More significant 
changes potentially loom beyond 
March 2022 with the recent release 
of a consultation on the future  
of WHD. 

Living in their own 3-bedroom semi-
detached property in Kent, Mr and Mrs 
K both live with disabilities. Mr K receives 
industrial injury benefit, his wife has a carers 
allowance, and they were both receiving 
Personal Independence Payments. They had 
a ‘working’ boiler, but it was unreliable and 
intermittently stopping, leaving them in the cold 
until their son could visit them to help them 
reset the pressure.

During the call with one of our Connect for Help 
advisors, the boiler had switched itself off again, 
and so the couple were waiting for their son’s 
assistance. Our advisor immediately referred 
the couple to ECHO, the emergency boiler 
programme. They received a site survey a week 
later and within three weeks, a brand new, 
energy efficient boiler had been installed.

Alongside the new boiler, Mr & Mrs K received 
energy efficiency advice to reduce damp within 
the property including recommendations on a 
heated clothes dryer and radiator reflectors and 
a digital hydrometer to check the temperature 
and humidity in the property, in an attempt 
to mitigate the growing damp and mould 
problems.

The couple were also made aware of their local 
council Care and Repair service to assist with 
home maintenance and were also referred to 
our income maximisation partner IncomeMax, 
to ensure that they were receiving the correct 
benefits. Mr K was very pleased with the 
help received during the call.

“ECHO is a fantastic programme which we have been proud to support 
by repairing or replacing boilers for 165 families this year. It’s massively 
rewarding to be able to help those most in need especially this year when 
so many have had a difficult time. Projects such as ECHO and Connected for 
Warmth really set AgilityEco apart from other partners we have worked with.”

Kathryn Singleton, Operations Manager, Boilers For You

CASE STUDY
A NEW BOILER FOR MR & MRS K

ECHO

ECHO STATISTICS

Number of 
vulnerable 

households  
helped

Average lifetime 
savings per 
household

Total lifetime 
bill savings from 

energy saving 
measures

Average 
annual savings 
per household

Social return on 
investment

Tonnes of lifetime 
CO2

 emissions 
abated

Funding unlocked 
for clients  

and partners

Value to national 
health and care 

services

MWh of lifetime 
energy savings 
from insulation 

and heating 
improvements

2,149

£13,153

£28,266,641

£1,096

495%

32,546

£5,712,187

£563,210

153,250

“I had an issue with my old boiler, 
it wasn’t working all the time and 
my advisor helped me to get a 
new boiler installed. The boiler 
engineers that Connect for Help 
arranged were lovely too. The whole 
process has gone ever so smoothly, 
it’s been very efficient. I am over the 
moon with the help I received from 
Connect for Help. I would give the 
service an 11 out of 10! It has been 
an excellent, excellent service.”

Mr K, Kent

 
RETROFIT IMPACT

AGILITYECO IMPACT REPORT 2020/21  |  20 AGILITYECO IMPACT REPORT 2020/21  |  21



Bierce Surveying Ltd is the sister 
company to AgilityEco and is an 
established firm registered with 
the Royal Institution of Chartered 
Surveyors and supports businesses 
and public sector organisations to 
manage their quality assurance, 
technical, and property surveying 
needs alongside their energy efficiency 
initiatives and statutory marketing 
requirements. Bierce’s expertise 
is recognised throughout the 
industry, where it successfully blends 
compliance and quality with consumer 
delivery and protection.

In early 2020, Bierce was contracted 
as the technical advisor to support the 
Government Endorsed Quality Scheme 
through ECO technical monitoring. In 
addition, it was selected to be  
the key delivery partner to a 
global strategic and environmental 
consultancy for a government 
compliance and auditing regime for 
renewable energy. 

The impact on the housing market 
from Covid-19 meant that much of 
Bierce’s EPC and property surveying 
activity came to an abrupt standstill 
in spring 2020. The inability to carry 
out property inspections and surveys 
for Energy Performance Certificates 
(EPCs), Technical Monitoring (TM) 
and Renewable Heat Incentive (RHI), 
coupled with the hiatus in LEAP 
visits (which Bierce managed), had a 
marked impact on Bierce’s revenue. 
Where possible, Bierce agreed with 
Ofgem to adapt the method of remote 
inspections for TM using a range 
of media and technology. Remote 
inspections were submitted by 
WhatsApp and even used FaceTime in 
order to carry them out on time.

The Bierce team quickly established 
a new way of working, streamlining 
their work to suit customer needs 

during the pandemic lockdown 
period. Remote inspections meant 
one less visit for the customer and 
helped to keep infection risk low, as 
well as keeping customers reassured. 
Alongside this, the improved carbon 
impacts of remote working and  
long-distance meetings on 
videoconference apps meant an 
increase in overall efficiency. 

WORKING TOGETHER WITH 
TRUSTMARK 
Bierce has enjoyed a long-standing 
close working relationship with 
TrustMark, the Government Endorsed 
Quality Scheme covering work a 
consumer chooses to have carried 
out in or around their home. Bierce 
became a fully registered TrustMark 
business in early 2020 and has now 
been contracted as Trustmark’s 
Quality Assurance Partner for ECO 
technical monitoring. To prepare for 
this, in early 2021 Bierce undertook 
regular meetings with key industry 
participants, including BEIS, Ofgem and 
TrustMark itself. 

Bierce, TrustMark and BEIS agreed 
a rigorous question set to enable 
Quality Assurance (QA) for all 
government funded schemes that 
have to comply with PAS. The existing 
Bierce team embarked upon a series 
of training programmes, upskilling 
them to become retrofit co-ordinators 
and retrofit assessors, with other 
administrative staff undertaking 
mandatory training on PAS. 

Training courses and modules were 
offered to industry partners in early 
2021, including updates on various 
measures such as underfloor heating.

Bierce recruited more staff to meet the 
increase in demand for assistance and 
support from all areas of the industry. 

UNDERPINNING AGILITYECO’S RETROFIT PROGRAMMES

“We appointed Bierce to work closely with 
us because they have the desire to ensure 
consumers are protected first and foremost. 
Their commitment to Quality Assurance  
and Technical Monitoring is second to 
none and we are delighted that our three 
cornerstones of quality are similarly  
reflected in Bierce’s values.” 

Paul Phillips, Head of Contract Delivery, 
Trustmark 

BIERCE SURVEYING

 
RETROFIT IMPACT

BIERCE STATISTICS

Surveys completed

Quality Assurance 
surveys completed

Surveys to vulnerable 
customers

18,718

12,180

13,642

The team worked very closely with TrustMark to 
feedback non-compliances to installers, ensuring 
they gave support, direction and clarity as to why 
their work failed inspection. 

Bierce is currently developing a platform to manage 
all data required for quality assurance delivery, 
including an app for the QA inspection itself. It 
is hoped that through this platform, real-time 
results can be shared with TrustMark, with instant 
notifications and guidance for installers.

Nicholas Ainger

MD, Bierce 

Surveying
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CASE STUDY

MR BUMSTEAD

VALUE

Gas connection worth approximately £2,400

First Time Central Heating (FTCH)  
worth  £3,799

Insulation and remedial work to the  
value of £10,892

Total value: approximately £17,000
 

BENEFITS

Lifetime Bill Savings of FTCH = £37,876

Lifetime Bill Savings of insulation = £1,723

 

A TEAM EFFORT

Drawing on the skills and knowledge of various 
teams within AgilityEco, and from left to right 
below:

 - Giselle booked him in for his LEAP visit
 - Tegan arranged the flex declaration
 -  Carissa coordinated the gas connection,  

meter and installation
 - Emily carried out the ECO compliance work
 - Garry managed the LAD process.

Mr Bumstead was referred to LEAP following  
a promotion by Portsmouth City Council (PCC). 
He is an elderly man living alone in a park 
home that he owns. He is on a low income and 
suffering with ill health but at the time of the 
referral, Mr Bumstead was not receiving any 
benefits and struggling to heat his home due to 
high bills. 

During his LEAP home visit, one of our Home Energy 
Advisors was able to check his electricity tariff and 
advise him on a cheaper one. He was offered in-
depth energy efficiency advice as well as a series 
of easy measures to offer immediate relief from 
the cold weather. Our LEAP advisor then referred 
Mr Bumstead to one of our Warm Homes Fund 
programmes where…

WARM HOMES FUND

…AgilityEco helped arrange for a gas connection 
for Mr Bumstead. Our teams accessed funding 
for this, and for a gas meter to be installed for 
free and finally for an energy efficient central 
heating system to be installed. This required 
obtaining a flex declaration from PCC, amongst 
other things.

 

LOCAL AUTHORITY DELIVERY (LAD)

We used our knowledge and experience from 
our work on the Warmer Homes programme to 
promote the LAD opportunity to Mr Bumstead  
and were able to fully fund the insulation of his  
park home.

 

“Portsmouth City Council’s schemes, 
in partnership with AgilityEco, have 
increased in scale and scope over the 
past 12 months. Alongside the existing 
LEAP, ECHO and HEART services; the last 
year has seen the launch of new services 
under the Warmer Homes banner. On 
top of the funding for first time central 
heating, successful bids for GHG LAD 1A 
and 1B has meant that for the first time 
we can offer funded larger measures 
such as solid wall insulation, air source 
heat pumps and solar PV. Our work with 
AgilityEco is essential to offering all 
homes in Portsmouth the opportunity to 
access funded support to mitigate the risk 
of fuel poverty.”

Andrew Waggott, Energy Services Team 
Manager, Portsmouth City Council
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VULNERABILITY IMPACT 

LEAP

The Local Energy Advice Partnership 
(LEAP), our home energy advice and 
income maximisation programme, found 
a way to keep running almost all the way 
through the lockdown months.  After a 
short closure between May and July to 
plan some adaptations, we re-launched 
in August 2020 with a new configuration. 
We spent last year blending telephone 
advice with shorter home visits where it 
was possible to access people at home. 
The advisory component of our service 
was shifted into a scheduled telephone 
call, supported with a home guide pack 
that we sent out before the call.  If there 
was a good reason to incorporate a 
home visit (e.g. to install energy saving 
devices) then we carried out a quick, 
socially distanced home visit to follow on 
shortly afterwards.

This new programme design actually 
worked very well and enabled us 
to connect with a wider variety and 
geographic spread of homes than we 
might have normally been able to reach. 
We intend to keep going with these 
options in the next twelve months, 
although we are looking forward to 
reinstating our face-to-face home visits.

Our funding came from seven energy 
suppliers through their Warm Home 
Discount obligation. We are extremely 
grateful to these energy companies 
for their continuing support. LEAP 
seeks to address the three fuel poverty 
contributors of poor building fabric, high 
energy charges and low income. 

Overall, in the last scheme year, LEAP 
delivered £7m of value to the recipients 
of the service through tariff savings, 
energy reduction and additional 
income. With a fund value of £2.1m, 
this means LEAP delivered a benefit 
to cost ratio of 3.5:1 from its direct 
funding usage.  In reality, LEAP creates 
much more value and additionality 
than this through onward referrals into 
other programmes, both in-house and 
through external partners. 

LEAP now retains the services 
of around 60 home energy 
advisers, delivering energy 
efficiency advice over the 
telephone and on home visits 
to fuel poor and vulnerable 
customers in 182 council areas 
across England and Wales. 
Around 30% of the people we 
visit in their homes are then 
referred on to our programme 
partner, IncomeMax, who 
deliver the income and benefits 
assistance element of our 
service, with life changing 
results for many. 

LEAP has established itself as a 
gateway to many other related services, 
principally the ones that we can deliver 
ourselves, such as ECHO, HEART, 
Warm Homes Fund and GHG LAD 
programmes. Crucially, LEAP can provide 
an onward link into other organisations 
that can deal with the broader health 
and wellbeing of these vulnerable 
people. For example, involving councils 
and other organisations that can 
address hazards and fire safety in the 
home, ensuring people are signed up to 
their Priority Services Registers (PSRs) 
with their utility providers, and even 
registering people for the social tariff at 
their local water company. 

LEAP’s success is dependent on the 
network of local partners that work 
closely with us in their area. We overlay 
a formality and consistency of delivery to 
the service wherever it is delivered in the 
country through our management team, 
marketing department, trainers, contact 
centre, service level agreements, code 
of conduct and ongoing monitoring. 
But it wouldn’t be successful without 
all the councils, housing associations, 
local charities and our hardworking local 
delivery partners that create the “Local” 
in LEAP. 

HELPHUB
We have continued to build the capacity in our 
HelpHub triage service for our energy supplier funders 
to refer their vulnerable customers to us directly. 
This provides a gateway into our services, primarily 
through LEAP as the starting point. We are excited 
about the added value this enables us to deliver to our 
committed funding partners and their customers and 
expect to see continued growth in this area. Over the 
year, 14,640 people interacted with LEAP, resulting in 
8,476 telephone advice sessions and 1,463 home visits.

Ms L contacted LEAP as she was looking for 
some advice about energy efficient measures 
and support with her existing household 
situation, in particular and help with her 
faulty broken gas central heating system.

Following her call with LEAP, she received an 
energy efficiency assessment from Tara, one 
of our partner Home Energy Advisors at Exeter 
Community Energy (ECOE). Tara managed to get 
Ms L a new fridge freezer through HEART, 6 LED 
light bulbs, as well as heat reflecting radiator 
panels. Tara also added her household onto the 
Priority Services Register, checked her tariff and 
signed her up to the Warm Homes Discount. 
Furthermore, her faulty boiler and thermostat 
were replaced through ECHO. Tara also  
contacted the local fire brigade to organise a  
fire safety assessment.

CASE STUDY
HELPING MS L ESCAPE FUEL 
POVERTY IN DEVON 

Ms L said: “Tara was extremely 
supportive, thorough, understanding, 
helpful, friendly and non-judgemental. 
I felt I was in very competent and safe 
hands with her as she worked through 
and organised everything for me and 
always made sure I was kept informed, 
so I didn’t need to do anything, just 
enjoy the benefits of the energy efficient 
measures!  It’s already made an 
incredible difference in so many ways. 
Thank you so much LEAP and Tara 
(ECOE)!”

Caroline Joseph  

LEAP Project 

Director
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LEAP STATISTICS

Number of 
vulnerable 

households  
helped

Average lifetime 
savings per 
household

Total lifetime 
bill savings from 

energy saving 
measures

Average 
annual savings 
per household

Social return on 
investment

Tonnes of lifetime 
CO2

 emissions 
abated

Funding unlocked 
for clients  

and partners

Value to national 
health and care 

services

MWh of lifetime 
energy savings 
from insulation 

and heating 
improvements

8,476

£774

£4,926,138

£152

345%

20,878

£2,055,292

£498,572

101,123



In August 2020 we launched Connect 
for Help, a telephone-based advice 
service funded by the Warm Homes 
Fund, established by National Grid and 
administered by Affordable Warmth 
Solutions (AWS). It is run in partnership 
with IncomeMax CIC. The programme 
is an incarnation of our HelpHub 
concept, where we offer a broad fuel 
poverty advice service widely across 
England and Wales, helping applicants 
with immediate issues around energy 
bills and energy saving, and referring 
them on to IncomeMax for income and 
benefits advice and support.  

We have introduced a “triage” 
telephone service as the entry point 
to the programme, where through 
careful questioning and conversation, 
we identify the assistance that this 
particular customer could most 
immediately benefit from, rather than 
forcing them straight into a highly 
structured advice process. Where they 
go next in the process depends on the 
problems identified. They might get 
simultaneously referred into a variety 
of our other programmes, such as 
LEAP for a home visit, ECHO for an 
emergency boiler repair / replacement 
and Connected for Warmth (one of our 
Warm Homes Fund projects) for a free 
gas connection and first-time central 
heating. We are also maintaining a large 
library of local support services and 
charities (we call it AIRPORT – AgilityEco 
Information Referral Portal) that we  
can signpost applicants onto if we  
are unable to solve a particular  
problem ourselves.

By the end of March 2021, we 
had already helped over 3,200 
applicants through this triage 
process, with 560 going on to 

receive a detailed energy advice 
service and 235 completing a 
full benefit entitlement check 
and income maximisation advice 
and support.

Thanks to the funding provided by 
the Warm Homes Fund we have 
increased the coverage of our energy 
advice across the whole of England, 
improving the service we can offer to 
our charity partners, energy supplier 
funding partners as well as more social 
landlords and councils. It has also 
enabled us to create a much more 
joined-up customer experience for 
applicants by providing a single point  
of entry into our services.

 
VULNERABILITY IMPACT 
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CONNECT FOR HELP

“The National Grid Warm Homes 
Fund, established by Affordable 
Warmth Solutions, is funding 
Connect for Help to support low 
income households living in energy 
inefficient homes to get a range 
of fully-funded energy and money 
advice. AgilityEco and Income 
Max CIC are together delivering 
a comprehensive and high quality 
advice service, which offers in-depth 
support to reduce energy bills, 
secure new income and get access 
to local help and support. Connect 
for Help is continuing to develop and 
expand and is an ideal complement 
to the retrofit of homes with heating 
and insulation measures that the 
Warm Homes Fund also provides.”

Jeremy Nesbitt, Managing Director, 
Affordable Warmth Solutions

CONNECT FOR HELP STATISTICS

Number of 
vulnerable 

households  
helped

Average lifetime 
savings per 
household

Total lifetime bill 
savings

Average 
annual savings 
per household

Social return on 
investment

Tonnes of lifetime 
CO2

 emissions 
abated

Funding unlocked 
for clients  

and partners

Value to national 
health and care 

services

MWh of lifetime 
energy savings 
from insulation 

and heating 
improvements

3,254

£687

£437,603

£126

183%

1,288

£239,088

£15,103

6,237



 “My experience with the scheme has been 
fantastic and a huge help. I’ve received 
a family fridge freezer and a washing 
machine, due to the current climate and me 
being unable to work I don’t know what I 
would have done otherwise.” 

(Miss S., Aberdare)

 “From LEAP I was referred to HEART as 
my appliances were old and inefficient. My 
experience with both schemes has been 
amazing, I would not know what to do if you 
were not here to help me. 

“I’m so so pleased with the service 
received. The installers were excellent, 
friendly and helpful. They took precautions 
with the prevention of Covid-19 and were 
considerate towards me. I’m extremely 
thankful for everything the scheme has 
done and I’m really enjoying my new 
washing machine and cooker.” 

(Mr D., London)

HEART STATISTICS

Number of 
vulnerable 

households  
helped

Average lifetime 
savings per 
household

Total lifetime 
bill savings from 

energy saving 
measures

Average 
annual savings 
per household

Social return on 
investment

Tonnes of lifetime 
CO2

 emissions 
abated

Funding unlocked 
for clients  

and partners

Value to national 
health and care 

services

MWh of lifetime 
energy savings 
from insulation 

and heating 
improvements

1,533

£351.29

£538,525

£47.56

105%

1,749

£870,310

£64,043

8,234

HEART

The Home Energy Appliance 
Replacement service (HEART) supports 
fuel poor and vulnerable households 
through the replacement of old, 
inefficient fridges, fridge/freezers, 
washing machines and cookers with 
modern, efficient alternatives. The 
programme is run in partnership 
with CSupplies Ltd, one of the UK’s 
largest suppliers to the charity 
sector – supplying over 70 charitable 
organisations with white goods, 
furniture and supermarket vouchers. 
With years of experience in sourcing 
products and importing directly from 
the manufacturer, CSL can negotiate 
the best possible price for white goods. 
The increasing success of HEART has 
been confirmed by its popularity and 
interest across charities, organisations 
and local authorities, so that in the 
period 2020 / 2021, 32 trusted 
referrers signed up to the scheme. 
These partners have been specifically 
targeting households that are either 
in fuel poverty, in danger of falling into 
fuel poverty, or otherwise vulnerable. 
Applicants to HEART must be owner 
occupiers, private renters or tenants in 
social housing who are responsible for 
their energy bills. Our LEAP service is 
also a key route for vulnerable people 
to apply for a new appliance.

HEART received 1,823 applications – 
of which we were able to help 1,533 
eligible customers. A total of 2,148 
appliances were delivered and installed. 

Our HEART customers saved 
a total of £911,365 in lifetime 
energy bill savings. 

From April 2020 to March 2021, 
HEART was generously funded by 
three suppliers – British Gas, Shell 
and ScottishPower. For Scheme Year 
11 (March 2021 onwards), we are 
extremely grateful that four suppliers - 

Octopus, British Gas, Shell Energy and 
Scottish Power - have committed to 
funding the service, therefore enabling 
HEART to run throughout the year for 
Scheme Year 11.

Like our other programmes, HEART 
also had to adapt to the pressures 
of the pandemic. To minimise the 
spread of Covid-19 and for resident 
and installation crew safety, additional 
precautionary measures were 
implemented last summer. Unlike 
LEAP, HEART relies on a physical visit to 
deliver and install the new appliance. To 
make this as safe as possible, the team 
worked tirelessly to ensure residents 
weren’t showing symptoms or shielding, 
and that the resident understood 
social distancing requirements. Prior 
to delivery, residents were required 
to clear the area from any belongings, 
remain at a 2m distance and ensure 
adequate ventilation in the room. 
Pictures of completed installations were 
taken by the crew instead of requesting 
resident’s signatures on proof of 
delivery documents. Any old appliances 
are also removed and disposed of in an 
environmentally friendly process.

 
VULNERABILITY IMPACT 

AGILITYECO IMPACT REPORT 2020/21  |  30 AGILITYECO IMPACT REPORT 2020/21  |  31



 
REACTIVE RESPONSE 
& SGN VOUCHER

In the last year AgilityEco has 
managed two services offering 
support to vulnerable households 
following a gas escape on behalf 
of the Gas Distribution Networks 
(GDNs) Cadent, in partnership 
with NEA, and SGN. For customers 
in vulnerable circumstances this 
can cause a huge problem. Many 
subsequently struggle to pay for the 
necessary repairs to their heating 
or cooking appliances, leaving them 
vulnerable to the cold and without 
appliances to heat food.

Where a vulnerable household is 
identified by the GDN they can be 
referred into these services for support. 
We then organise for a qualified gas 
engineer to attend the property, 
diagnose the issue, repair if possible 
or schedule a further appointment to 
fix the problem. Customers are also 
offered a broader range of services 
including energy efficiency, income 
maximisation and health and wellbeing 
support via our LEAP and Connect for 
Help services where appropriate. 

Funding is provided by the gas 
distribution network for the initial 
repair, up to a pre-determined amount, 
whilst also providing a contribution 
towards more expensive repairs/
replacements where there is a clear 
need for this support. 

Client feedback has been extremely 
positive. Clients gave the service 
an average score of 9.1/10. 

Feedback from customers reinforces 
our strong belief that this service 
provides essential and compassionate 
support to those households  
most at risk from disconnection. 
AgilityEco hopes that the new 
Vulnerability and Carbon Monoxide 
Allowance (VCMA) will lead to the 
expansion of these services to help 
even more vulnerable households.

HAROLD FROM  
MANCHESTER

Harold, who is 86 and disabled suffered 
a gas leak on 10th August. AgilityEco 
arranged for a local gas engineer to 
attend and attempt to fix the leak on 
the 12 August. Unfortunately, it was 
found that a same day repair would not 
be possible as the existing gas pipework 
was made of lead which would need to 
be fully replaced. The cost of this work 
was approved and carried out shortly 
thereafter. Harold’s daughter got in 
touch with us following this to let us 
know that “the job was completed 
very quickly, the engineer was very 
courteous and cleaned up after 
himself, great job done”.

STEPHANIE FROM 
CHICHESTER

Following Stephanie’s GDN carrying 
out some routine mains work in her 
area her boiler would not restart. 
The GDN engineer identified that 
Stephanie would struggle to arrange 
for or fund a repair to her boiler and 
so made a referral to AgilityEco for 
support. We arranged for a gas safe 
engineer to visit her home within three 
days. The engineer was able to make 
a repair to the boiler including the 
installation of a new pump to restore 
her heating straight away. Stephanie 
told us “the contractors were prompt 
and friendly, they made me feel 
at ease and got the job completed 
efficiently”.
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None of these programmes would be possible without our huge network of partners, comprising the 
major utility companies, local authorities, charities, referral partners, energy agencies and our nationwide 
supply chain. Many of our energy company funders have committed to some of our programmes such 
as LEAP for several years (subject to business / regulatory change) and with this renewed injection of 
confidence in our programme management and delivery, other smaller energy company funders have 
followed suit. We are grateful to the following funders for their continued support:

“ AgilityEco had an excellent year, overcoming the challenges of Covid-19 to deliver tangible 
social and environmental outcomes at scale. Through its community programmes, AgilityEco 
installed energy-efficiency measures and provided energy advice to around 44,600 households, 
reaching approximately 105,000 individuals. These interventions led to substantial carbon 
and monetary savings for every household served. We look forward to continuing to support 
AgilityEco’s efforts to deepen their positive impact on people and the planet.”

Tom Biddle
Partner and Head of Bridges Evergreen 

2020 was a year like no other. Beginning 
with the unfolding of events in January, 
the pandemic has had a profound impact 
not only on our company, but especially 
on the low-income and vulnerable 
communities we serve. We’re still 
navigating our way through a human, 
health and economic crisis that has had 
a significant impact on members of the 
AgilityEco and Bierce teams, their families  
and friends.

It’s been a very difficult time for everyone so I 
am enormously proud of how our leadership 
team and colleagues across the group, and 
our highly valued installation partners rose to 
meet the challenges of the Covid-19 pandemic 
head-on. I have been constantly impressed by 
the way colleagues adapt quickly to change 
and how - during the most disruptive of 
times - they remained committed to serving 
the vulnerable customers that rely on our 
community programmes as well as dealing with 
the immediate impacts on our partners  
and stakeholders. 

As evidenced in this report, our teams delivered 
truly exceptional outcomes despite lockdowns 
and continued uncertainty on how, when and 
where they could work. First and foremost, we 
prioritised our employees’ safety and security 
and almost a year on, I remain grateful to the 
leadership team for stepping up to the plate 
quickly and preserving as many jobs as possible, 
and to all AgilityEco employees for their 
dedication and adaptability. 

Covid-19 could have had devastating impacts 
on us operationally, but as our impact 
report shows, we have made astonishing 
progress across our retrofit programmes in 
particular. Our ECO performance surpassed all 
expectations in the past year, and I’m pleased 
to see that potential setbacks became realised 
opportunities for the team. Undoubtedly our 
quick thinking and early decisive actions at the 
beginning of 2020 made a huge difference. The 
impact report highlights the breadth of financial, 
environmental and public health outcomes 
which the team have generated. Year on year 
changes on this scale in a pandemic year  
are remarkable.

I joined AgilityEco as Chair in November 
2019, at the time when Bridges Evergreen 
invested in the business to drive the next 
stage of our growth. At that time, ambitious 
plans were put in place to grow the positive 
impact of the business on the lives of fuel 
poor and vulnerable customers. You will see 
that AgilityEco has delivered strongly on these 
ambitious plans in this impact report. 

2021 and beyond

It’s becoming clear that the economic, social 
and health consequences of the pandemic 
will take a long time to ease. That means an 
increasing number of people will require our 
community-based vulnerability services. We 
hope to roll out our HelpHub even further, 
encouraging our partners to make use of our 
expertise when it comes to identifying the 
right help and support for their customers 
and residents. We’re confident that in the near 
future, we’ll be able to do this across a number 
of other sectors, such as water. The related 
challenges of the Covid pandemic have sparked 
an array of ideas that we are developing to 
deepen the impact we can make on society.

I have been proud and excited to have been 
involved with the growth and widening impact 
of AgilityEco in the last eighteen months, and 
I look forward to continuing to do so in the 
coming years. Thank you for your continued 
support as we look forward to a successful 
2021-2022 period.

 
THANK YOU TO  
OUR PARTNERS

A MESSAGE FROM IAN PETERS, CHAIR, AGILITYECO

Ian Peters

chair

agilityeco

A NOTE FROM OUR BOARD 

AgilityEco co-founders Gearóid and Jon continue to lead our business day-to-day, 
but we are fortunate to have strong direction from the team at Bridges Evergreen. 
Both Tom Biddle and Luke Edwards, whose in-depth experience of guiding growth 
businesses like ours, ensure robust governance alongside Ian Peters, who is our Chair.
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