
Groundwork London Fuel Vouchers 

Project Outline for Partners 

 

Project Fuel Vouchers funded by Energy Redress Fund and issued by the Fuel Bank 
Trust 

Initial project duration From 15
th

 June to 15
th

 September 2020.  

How many vouchers do we 
have available? 

1500 vouchers @£30 each.  
We may be able to apply for further vouchers after our current stock is used. 
Each Household can have up to a maximum of 3 if needed  

Who is eligible for a voucher? 
 

 Has a prepayment meter  

 No money to top up the prepayment meter 

 Struggling to find the money for the prepayment meter. For 

example, choosing between food and fuel  

 Not received more than 3 X Vouchers  

This funding is specifically for people struggling financially for ANY reason 

due to COVID to make sure households have access to power and heat.  

The main question being is the client / household close to or already using 

the emergency credit facility on their electric and/or gas meter or have they 

self-disconnected?  

TO APPLY call the Green Doctor Team on 0330 365 5003 

How to refer a resident for a 
voucher?  

If you are concerned that a resident, friend or family member has no funds 
for their pre-payment meter you can make  a referral directly on the Fuel 
Bank Voucher Enquiry Form  or ring 0300 365 3005 . 
 
A condition of receiving the first voucher is that a Green Doctor telephone 
consultation is booked with the client (if they are eligible) to help them 
manage their bills and energy use going forward. The voucher will be 
issued and the advice call booked ASAP. 
  
For 2

nd
 or 3

rd
 vouchers this call should have taken place and the voucher can 

be issued directly.  
 
Green Doctors can also refer for a fuel voucher during a telephone 
consultation if a need is identified. They can also refer retrospectively to 
anyone they felt during the COVID time had a need for a voucher.  

  

How will the resident receive 
the fuel voucher?  

The Fuel vouchers will be applied for by the Green Doctor using the Fuel 
Bank app. Basic client information will be entered on the app by the Green 
Doctor.  
 
This includes the following  

 Name of householder 

 Address of householder 

 Details of their prepayment card/energy supplier 

 Mobile phone number of householder or email (This could be of a 
helper if they are shielded or self-isolating)  

 
Once submitted it can take up to 24 hours (Possibly longer if the submission 

https://creator.zohopublic.eu/groundwork/gwl-green-doctors-dev/form-perma/Fuel_Bank_Voucher_Enquiry_Form/jgV2qOkF4mVy9J4bXYuSYjG5aPxQJ429RPD9Gng9fHxHJYMAqdm1uCF3Ny6S77XCV9p6GKssWXgxymHEbp0sErEr7BAHWJTbFnbz
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is late on a Friday afternoon) for the voucher to be despatched. They are 
valid for 30 days.  

 Vouchers can be split across gas and electric, the full value needs to be 
redeemed in one transaction 

 Vouchers are redeemed at Pay Point outlets, with the exception of 
British Gas customers where the vouchers are Payzone and must be 
redeemed at a Post Office. 

 The voucher amount will be put onto their prepayment meter 
electronically 

 

The voucher will be sent directly to the client to either  

 A mobile phone via text (fastest way to receive the voucher) 

 An email  

 Home address if none of the above are possible  

If the client does not receive the voucher after 24 hours then they 
should call the helpline on 0300 1237597 (Monday – Friday) or email 
fuelpayments@aurigaservices.co.uk 

•Once the client has redeemed the voucher and then puts the relevant pre-

payment key(s) in their meter(s) the money will appear as a credit 

•The client should keep their receipt until the credit has appeared on the 

meter so it’s easier to trace any missing payments 

During Lockdown if someone is self-isolating they will need to make 

appropriate arrangements with whoever is providing their food to take the 

voucher (which could be sent directly to that person) and their payment 

card to their normal charging point. The money is then transferred 

electronically to the meter.  

 

Key Points  • If the voucher is emailed then the PDF version of the voucher will have 
the clients name and address on it by default 

• ID will be required when redeeming the voucher 
• Can only be redeemed at PayPoint outlets, unless client is supplied by 

British Gas.  A Payzone voucher will be issued, redeemable at POCL 
• Voucher leaflet has information on how to redeem the voucher and 

other FAQs 
• If the client does not have any ID for a genuine reason, then there is an 

override on the form which would require the override code 
• If the client has selected to receive their voucher code via text then if 

the application is approved they will receive a text message from ‘Cash 
Out’ 

 

“Show [Voucher Number] at PayPoint shop for £xx.00 ENERGY CREDIT valid 
to dd-mm-yy. Shop: Use CASHOUT then I-MOVO. Help? Call 0800 310 00 00 

TCs i-movo.com/co” 
 

 

What controls are there in 
place? 

There are in built controls in the Fuel Bank Trust app to flag up any frequent 

users of the voucher scheme (to prevent a client going to several different 

organisations without anyone knowing.) Groundwork’s CRM will also flag any 

duplicate addresses. 

Re issue of the voucher is normally only allowed after 10 days as £30 

mailto:fuelpayments@aurigaservices.co.uk


should cover this period for most householders. 

These can be overridden if we know a client is returning with good reason 

Note If people have reached the point of dis-connection they will be 
accruing charges. The GD will assist the client to liaise with their energy 
supplier before issuing the voucher, otherwise the voucher will just service 
the debt. Negotiation is required to suspend both the debt and the 
standing charge while the crisis is on.  

Rejected applications  An application will only be rejected by Auriga if it sits outside of the agreed 
scheme rules. 
 
The client is advised to contact the Auriga helpline if they have not received 
their voucher after 24 hours (Monday – Friday).  To ensure consistency for 
clients when a voucher is rejected the following wording will be used by 
Auriga (for those clients who call the Auriga helpline): 
 
The wording is designed not to give away exact rules for issuing fuel 
vouchers 
For rejections related to the customer requesting too many vouchers: 
“The Fuel support voucher availability is limited. I’m afraid that means 
there has to be a limit on how much each person / household can receive. 
Otherwise someone else will not get help when they need it most. If that 
still leaves you with significant problems, it is important that you talk to 
your local advice services and continue to work with npower*.” 
 
For rejections due to someone else using the same mobile phone number. 
Auriga would confirm to the client (if they were to call the Auriga helpline):  
“The Fuel support voucher availability is limited. I’m afraid that means 
there are checks in place for applications and on this occasion your 
application has not passed these checks. If that still leaves you with 
significant problems, it is important that you talk to your local advice 
services and that you continue to work with npower” 
 

Areas Covered London and the South East  

Contact Details The number for accessing vouchers/advice calls is 0300 365 3005  
 
Any questions please contact Louise Shrubsole  (Project Lead)  

Louise.shrubsole@groundwork.org.uk 

0780 345 2652 
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