
HOW WE  
CAN SUPPORT 
PARTNERS



Severn Wye Energy Agency 
is a sustainability charity 
working in Wales and the 
English border counties. 

We help residents and communities 
understand their energy use and 
stay warm and healthy at home, 
focusing on energy efficiency to 
keep bills down. Our community-
based advisers work hand-in-hand 
with vulnerable clients to resolve 
their energy supply and debt issues, 
and give them the knowledge and 
confidence to manage their energy 
use effectively in future.

We are working in particular with 
communities that are typically under-
served and under-represented, 
including refugees and asylum 
seekers, houseboat, Roma, Gypsy and 
Traveller communities, as well as rural 
dwellers in Gloucestershire, South 
Gloucestershire, Herefordshire  
and Powys.

We’ve designed this pack to give 
you an overview of the services 
we may be able to provide to the 
people you meet. We want to help 
those most in need with our services 
and information. We believe that 
by working together we can make 
life better for clients in the most 
vulnerable situations.

You can’t see it. You can’t smell it. 
You can’t taste it. It’s known as the 
silent killer. CO is a poisonous gas 
that is released when any fossil 
fuel such as coal, oil, wood,  
petrol, barbeque charcoal and  
gas, doesn’t burn properly. 

It’s important to have appliances 
serviced annually by a Gas Safe 
Registered engineer, and install an 
audible certified CO alarm that is 
tested regularly. 

For gas safety advice or to find  
and check an engineer visit the  
Gas Safe Register website at  
www.GasSafeRegister.co.uk 

If you or the client smell gas or suspect 
carbon monoxide, call the national gas 
emergency number on 0800 111 999  
and an engineer will come out to 
investigate.

For more information about CO visit 

https://www.wwutilities.co.uk/
carbonmonoxide

https://cadentgas.com/suspect-carbon-
monoxide

How you can help
Through programme partners our 
advisers may be able to provide free 
CO alarms to clients most at risk of CO.

As well as providing an alarm, we will 
make sure recipients understand:

•	� how to correctly place and install  
the CO alarm

•	 how to test and replace the unit

•	 signs and symptoms of CO

•	 how to prevent CO poisoning

•	 �the number to call if the alarm  
activates or if they suspect CO.

In line with programme partner policies, 
CO alarms will be prioritised for 
households with one or more of the 
following:

•	 occupants of pensionable age (over 65)

•	 �occupants who are chronically sick or 
living with a serious health condition  
or disability

•	 families with children aged under five

•	 ��generally poor living conditions.
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Priority Services 
Register (PSR)
Every gas, water and electricity supplier – who we pay our bills to 
– has what’s called a Priority Services Register (PSR). This register 
makes sure that, in an emergency situation such as a loss of gas 
supply, the supplier can prioritise those clients who need support  
the most. 

We will register the client with Wales & West Utilities or Cadent who will share 
their information with the gas, electricity and water supplier. This saves the 
client having to do it three times. Another person can also register them on 
their behalf if the client is unable to. 

Who can join the PSR?
Households who:

•	� are over 60 years old, or have 
someone living with them who is

•	� have a child under the age of  
5 living with them

•	� have someone chronically ill 
living at the property

•	� have someone who is disabled 
living at the property

•	� have someone with other specific 
needs living with them.

Why join the register?
Those on the PSR can benefit from:

•	 �alternative heating and cooking 
appliances if their gas supply is 
interrupted

•	 �their own password, to make sure 
they know our engineers  
are genuine

•	 �asking their supplier to send their 
bill to anybody who has agreed  
to receive it (a family member  
or carer for example)

•	� our ‘Knock and Wait’ service – our 
engineers will give them longer  
to come to their door.

Everyone has different needs. Clients 
can contact their electricity distributor 
to discuss their requirements.

How you can help 
Getting people registered
Unfortunately, not everyone who should 
be on the PSR is on it, and we’re working 
hard to change this with support from 
partners like yourself.

If a client wishes to register for the PSR, 
the following information will need to be 
provided for Severn Wye to complete 
the PSR registration form:

– full name
– address
– contact info
– reason for registering

We use the GDPR (General Data 
Protection Regulation) Substantial 
Public Interest condition to process PSR 
data and the GDPR Legitimate Interest 
legal basis to use, store and share PSR 
data. You should still explain to clients 
what the PSR is and how it works – but 
by following the GDPR Substantial 
Public Interest condition change you 
don’t have to ask for and record explicit 
consent. It also means caregivers and 
family members can register vulnerable 
clients on their behalf.

Good to know:
We no longer need to share data with 
suppliers and water companies as the 
Distribution Network Operators will 
forward this on to them directly.  
To refer a client for PSR, contact  
Severn Wye by completing the form  
at www.severnwye.org.uk/refer 

For more information on the Priority 
Services Register email our team on 
communityadvice@severnwye.org.uk

Remember, signing up to the PSR  
is optional.
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Locking  
cooker valve  
(LCV)
We can support your client’s 
application to have a locking 
cooker valve (LCV) installed free 
of charge* to make sure people 
can use their gas appliances safely. 
The LCV is designed for those 
living with memory loss or other 
behavioural conditions. Installing 
the LCV means clients can still use 
their cooker under supervision – 
retaining their independence. 
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Installing a LCV
The valve is locked when the cooker 
isn’t in use (this won’t affect other 
appliances, like their gas boiler), 
so the appliance can’t be used 
unaccompanied or left on by mistake. 
The LCV key can be kept with a family 
member or carer.

For us to progress the referral, there 
will need to be a nominated key 
holder who is responsible for turning 
the locking cooker valve on and off. 
This can be a carer or trusted family 
member. We will need their details 
and the client’s to arrange the visit.

How to refer for a LCV
To refer a client for a LCV, contact 
Severn Wye by completing the form 
at www.severnwye.org.uk/refer

*subject to survey by Wales & West Utilities or Cadent

http://www.severnwye.org.uk/refer


If you would like further information,  
including training options:

       www.severnwye.org.uk/adviceandsupport

       communityadvice@severnwye.org.uk

For referrals complete the form here: www.severnwye.org.uk/refer

severnwye.org.uk
Severn Wye Energy Agency is a not-for-profit company (company no: 03830608)  
and registered charity (charity no: 1083812). We run energy advice programmes across 
Gloucestershire, South Gloucestershire, Herefordshire and Powys. Helping households 
reduce their energy costs and make their homes more energy efficient. 
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If you smell gas. Here’s what to do.
Staying safe in six easy steps:
1. ��Call the National Gas Emergency Service immediately on Freephone 

0800 111 999. Available 24 hours a day, 365 days a year and an engineer 
will be sent out to keep the property safe.

2. �Turn off all gas appliances and, if possible, switch off the gas at the meter 
(unless the meter is in the cellar or basement, in which case don’t go in).

3. 	Open windows and doors.

4. 	Don’t use any electrical appliances or switch lights on or off.

5. 	Don’t smoke or use a naked flame.

6. 	If there’s a smell of gas in the cellar or basement, please wait outside.  
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