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Workshop aims

Consider what we mean by vulnerabllity
Share research and definitions
Discuss ways of using

Useful resources






Aspects of vulnerabllity




Vulnerable ‘groups’
Versus

Vulnerable situations which
compromise access

Introducing a dynamic approach
- Multiple factors
- Changes over time
- Not a label



Current Definitions

EU has no definition:

* Treats all customers struggling to pay as
vulnerable

Ofgem: Can be broadly described as

* Less able to protect own interests
* More likely to be disadvantaged



Current approaches

(in a fuel poverty context)

Vulnerability Is inherent e.g. income, situation
Vulnerability aS consumer e.qg. restricted choices, poor access
Vulnerability in terms of capability e.g. lacking skills

Vulnerability in terms of health e.g. respiratory, neurological,



Dynamic model of vulnerabllity




Identifying ‘triggers’...

Extent / scale of issues Capacity / capability —
- Understanding

- Recall

- Behaviours

Level of ‘burden’
External - Experienced
support / barriers - Potential for harm

Motivation



Putting Iinto practice

Capacity / capability —
- Understanding
Extent / - Recall
scale of issues - Behaviours

Level of ‘burden’
- Experienced
- Potential

for harm

External
support / barriers

Motivation

Male resident age 57 out of work
, lives alone. Calls about unpaid
gas bills which he says he cannot
afford and does not understand.
He is angry and is getting no help
from supplier. He is not online and
says he will not pay bills and
wants his gas turned off so they
can’t keep charging him.

What questions would you ask /
what triggers will you pick up to
decide whether or not a home visit
should be prioritised?




Delivery in a safe framework

Policies
Training
Support for staff
Quality

Referrals and
networks
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