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Response to BEIS Consultation:  

Technical proposals for the Energy Bills Support Scheme 

 

MoneySavingExpert (MSE) welcomes the opportunity to respond to this consultation on technical 

proposals for the Energy Bills Support Scheme (EBSS).  

Overall, MSE believes that this scheme is confusing for consumers, and we dispute the use of the 

word ‘grant’ to refer to the scheme at any stage. We have concerns that the scheme will not pay off 

for the majority of consumers and would therefore urge the government to make it voluntary, or 

better still non-repayable. It is important to note that, when MSE surveyed consumers on a 

nationally representative level about whether they would choose to take in part in the scheme in 

February 2022, fifty-seven per cent of those responsible for energy bills said they would opt out.1 

However, the Government currently plans to proceed with the scheme. This response therefore 

focuses on highlighting potential issues with delivery and communication, raises some questions 

about detail, and offers practicable solutions that BEIS should factor into its considerations when 

rolling out the EBSS. We pay particular attention to the treatment of vulnerable and traditional 

prepayment meter customers. 
 

Support for vulnerable customers must be embedded into the scheme’s design and delivery. 

MSE welcomes BEIS’ assertion that it is looking to ensure that the EBSS reaches those “groups most 

in need and will ensure logistical and technical accessibility to vulnerable customers.” It is integral 

that support for traditional prepayment meter customers is built into these considerations, as 

Ofgem research shows this group of customers can be prone to characteristics of vulnerability and 

BEIS acknowledges that this cohort may be harder to reach during the scheme’s delivery.2 

BEIS states that suppliers will be expected to take all measures reasonably practicable to provide the 

£200 to prepayment customers, either through secure vouchers or Special Action Messages (SAMs). 

Yet it goes on to say that for traditional prepayment meters, the scheme’s delivery will rely on 

customer action to ensure vouchers and SAMs are processed. It identifies barriers to uptake, such as 

those who might be unable to routinely open post or emails, or who may not have access to a smart 

phone or computer, therefore meaning this group is at greater risk of not benefitting from the EBSS. 

This is a real concern, particularly given that many of these customers may be in vulnerable 

situations.  

The consultation does state that BEIS is exploring ways to support this group of customers to access 

vouchers through targeted campaigns and messaging, but further clarity is urgently needed on this 

crucial area to provide reassurance that some of the most vulnerable will not be excluded.  
 

 
1 https://www.moneysavingexpert.com/news/2022/02/over-half-of-people-would-opt-out-of-govt-p200-
energy--loan-not-/ [Last accessed 18/5/2022]. 
2 https://www.ofgem.gov.uk/publications/more-help-prepayment-customers-and-those-struggling-bills.  
[Last accessed 18/5/2022]. 

https://www.moneysavingexpert.com/news/2022/02/over-half-of-people-would-opt-out-of-govt-p200-energy--loan-not-/
https://www.moneysavingexpert.com/news/2022/02/over-half-of-people-would-opt-out-of-govt-p200-energy--loan-not-/
https://www.ofgem.gov.uk/publications/more-help-prepayment-customers-and-those-struggling-bills
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BEIS and energy suppliers should pay particular attention to how traditional prepayment meter 

customers are catered to when rolling out the scheme. 

MSE has particular concerns about the delivery of the £200 to this group of customers. These are 

explained below. 

The expiration date of EBSS vouchers 

BEIS asks respondents whether they agree with proposals that suppliers should provide all eligible 

customers that they serve on the qualifying date with the reduction as quickly as possible and within 

six weeks, and by no later than 31 March 2023 for hard to-reach customers. It is however also 

suggested in the consultation that the voucher expiration date for traditional prepayment meter 

customers will be the end of March.   

While the majority are likely to have used the vouchers within this timeframe, we do not believe 

that an expiry date of 31 March 2023 necessarily offers all traditional prepayment meter customers 

enough time to make use of the vouchers supplied, given potential barriers to uptake that BEIS has 

identified, and also because this coincides with the deadline for hard-to-reach customers to be 

supplied with the reduction. We therefore strongly recommend that BEIS extends this deadline, at 

least in exceptional circumstances. As it stands, hard-to-reach customers may not be contacted in 

time, so some of the most vulnerable may lose out. This must be considered a high priority – if the 

scheme works for anyone, it should be for vulnerable customers. 

The possibility of misplaced EBSS vouchers 

While we understand the logic of suppliers providing traditional prepayment meter customers with 

five separate vouchers of £40 each, given the £49 top-up cap, we do have concerns that this 

approach may bring about certain problems for consumers. If suppliers provide all five vouchers at 

the same time to customers, certain considerations need to be made. For example, should a 

customer want to spread out their use of the vouchers over a 4-month period, but misplace one or 

more vouchers during this time, they may well be left unable to redeem the full £200 reduction. If 

this split-voucher approach is implemented, BEIS must prioritise taking every feasible step to ensure 

that customers are able to make the most of the £200 bill reduction.  

We therefore recommend that BEIS implements a system whereby suppliers could track whether a 

traditional prepayment meter customer has redeemed their SAMs or individual EBSS vouchers, and 

quickly replace any that are lost. I.e., if a customer was to misplace one or more vouchers, it should 

be possible for these to be easily cancelled and an equivalent replacement issued. As customers will 

have to pay back the £200 reduction on a meter point basis, irrespective of whether they have 

redeemed the full amount, it should be made absolutely clear that this is the case in all 

communications, including the delivery of vouchers and SAMs. Failing to do this could lead to some 

customers deliberately not using a voucher, in the mistaken understanding that this means they 

won’t have to pay it back. It must be clear on the face of the voucher that there is no gain to be 

made from not using it. 
 

Clear communication around how the EBSS will be administered and recovered is essential. 

It is vital that eligible customers receive clear communications from government, suppliers and other 

relevant stakeholders about how the scheme will work at all stages. While there is not yet the 

necessary detail provided on what this communication will look like in practice, this must be 
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regarded as a central priority for the scheme, to ensure that as many eligible people as possible can 

both access it and understand how the £200 reduction will be delivered and recovered.   

For example, it is intended that the scheme recovery will be applied through a “network charges 

approach”, but BEIS acknowledges that this approach risks leaving consumers confused about where 

additional costs have come from. It is crucial that consumers are well-informed and have clarity over 

what any increased charges entail while recovery of the £200 is underway. 

 

Conclusion 

This response outlines our observations on the EBSS proposals based on the information currently 

provided, with a particular focus of the treatment of vulnerable and traditional prepayment meter 

customers. We will continue to review the scheme and its mechanisms as we learn and understand 

more about how the process will work in practice. 
 

 
About MoneySavingExpert.com   
 
MoneySavingExpert.com is dedicated to cutting consumers’ bills and fighting their corner. The free-

to-use consumer finance help resource aims to show people how to save money on anything and 

everything, and campaigns for financial justice. It was set up in 2003 for just £100, and its free-to-

use, ethical stance quickly made it the UK’s biggest independent money website, according to 

internet ranking site Alexa.com, and the number one ‘Business and Finance – Business Information’ 

site, according to Hitwise.  

It has more than 8.4 million people opted-in to receive the weekly MSE’s Money Tips email, and 

more than 12.4 million unique monthly site users who visit more than 21.8 million times a month. 

This includes the MSE Forum, which has more than two million registered users. In September 2012, 

it joined the MoneySupermarket.com Group PLC. 

In the event of any queries, please contact the campaigns team:  

campaigns@moneysavingexpert.com 
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