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Setting the scene – Delivering on our RIIO2 commitments

We continue to explore how we go beyond the minimum standards of service and work with a range of partners to ensure we never
leave a customer vulnerable without gas.

Our commitments

• By 2026, we will replace, repair or service over 26,000 boilers and other appliances at no cost to the household

• Train our front-line colleagues to spot signs of vulnerability and refer vulnerable situations to trained third parties for fully funded 
and tailored interventions.

Link: 

VCMA | Cadent (cadentgas.com)
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Going beyond to never leave a customer vulnerable without gas

https://cadentgas.com/about-us/responsibility/vcma
https://cadentgas.com/about-us/responsibility/vcma


VCMA - Vulnerability and Carbon Monoxide Allowance

The Vulnerability and Carbon Monoxide (CO) Allowance (VCMA) provides use-it-or-lose-it (UIOLI) funding for 
GDNs to utilise on VCMA Projects focused on vulnerability and CO safety initiatives that go beyond activities 
that are funded through other price control mechanisms or required through licence obligations. 

The allowance is set at £60m. Of that £60m, 25% is ring-fenced for collaborative VCMA Projects 
between Gas Distribution Networks (GDNs). The remaining 75% is split between each network 
based on the forecast number of GB domestic gas customers served. Cadent’s proportion is just 
under £30 Million including the 25% ring fenced for collaborative projects.

In order to qualify as a VCMA Project, a project must:

• It must have a positive, or a forecasted positive, Social Return on Investment (SROI).

• Provide support to consumers in Vulnerable Situations and relate to energy safeguarding.

• Provide awareness of the dangers of CO, and reduce the risk of harm caused by CO.
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Work / Referral Type Eligibility Method 

CO Fumes investigation / CMDDA1 Priority services register Raised by any Cadent employee where 
we have isolated the gas supply due to 

a Carbon Monoxide concern on an 
emergency work order

Gas safety checks (CP12) Means tested benefits/ same eligibility 
as below

Raised through our charity partners 
and our centres for warmth across all 

of our networks

Service / Repair / Replace of appliances 
or installation

Anyone who is left off gas and  
vulnerable post our visit. These 
customer’s will be assessed by 
Groundwork / NEA to confirm 

affordability. 

Groundwork / NEA online referral 
form. 

SBTM – will look to claw work back we 
can complete, but we will wait for 

eligibility status from referral partner. 

What are we doing to ensure we meet and exceed our targets? 
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CMDDA1 Outcomes

• 702 - Co investigations completed
• 495 - Left completely live and in use
• 181 - Single appliance isolated 
• 26 - Left capped at meter outlet (referred on to charity 

partner)

Note: Every customer receives CO safety advice, a new CO alarm and 

tailored support to ensure they stay safe and warm in there home.



Customer stories #1 
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We attended a property in Burton, East Midlands off the back of a charity referral due to concerns with his gas 
installation. 

History - Cadent had attended this property back in 2019 for an internal smell of gas, it was soon established by our FCO that 
the customer had an escape on the carcass some where. We followed at the time our not processes, capped the installation 
issued the relevant paperwork and directed the customer to the gas safe register that was the end of our interaction.

The customer story – The customer had no heating, hot water or cooking facilities although we had left our GSOP 3 
commitments (heater & hotplate) as he was on the PSR due to having 3 young children which he was incredibly grateful for. He 
soon realised that he couldn’t afford the running costs of these appliances and after trying to source a Gas Safe engineer he
couldn’t afford these costs either. 

He had no where to turn for help or support so he decided to self-reconnect after looking at videos online. He repaired what he 
thought was the gas escape (an old lead supply which was no longer in use). But he continued to smell gas in his kitchen over
the coming days but he was to scared to call the emergency due to him being left off supply again. 

His way of getting by was to keep his gas supply turned off. He would get up at 4am to heat the home and do his cooking for 
the day whilst having the property venting and his children still in bed (he lived like this for 3 years!!). 

We attend thought our Services Beyond the Meter project located and repaired the leak as well as checking his appliances 
were in safe working order. I spoke to this customer and he was lost for words holding back his emotions and he said he would
be forever grateful. 



Customer stories #2 
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We attended another property in East Midlands off the back of a charity referral due to issues 
with the gas fire. 

History – We had never been to this property previously and they didn’t know they had an issue or 
who to call even if they did.

The customer story – The customer had been in and out of hospital 2 / 3 times over a period of a 
month due to certain members of the family being unwell (typical Carbon Monoxide symptoms). They 
were dismissed on all occasions with suspected flu and CO in blood was never tested.

The engineer walked into the property and could smell fumes straight away the engineer got the 
occupant outside, isolated the supply bumped his Bascom he detected reading of above 15ppm. It 
was clear the gas fire was spilling CO into the property the appliance was isolated from the supply 
and we continued to test the boiler and hob which passed all the relevant checks. 

Without us being pro active this could have been a completely different story, we could have been 
attending a potential fatality!!



There is lots of projects funded through VCMA below 
is just an example of some:
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• NEA referral program
• Groundworks referral program
• All of our centre’s for warmth 46 in total with another 30 planned for next year.
• Carbon Monoxide Summer Campaign
• Safety Seymour Carbon Monoxide safe guarding for school children ages 5-9
• The CO Crew Carbon Monoxide safe guarding for school children ages 9-15
• Operation Repeat- Utilities against scams
• Energy Efficiency Campaign
• Services Beyond the Meter

For each project we have to submit a PEA (Project Eligibility Assessment). All of 
which can be found on our website: https://cadentgas.com/about-us/responsibility/vcma



Services Beyond The Meter 

Commercial Issue 
(Invoicing, Contractual) 

Social Programmes 
Manager

Edward Allard 
(edward.allard@cadentgas.c

om / 07891670444)

West 
Midlands 

North London 

North West 

East of 
England 

East Midlands 

Network Lead 
Paul Rossiter 

(Paul.Rossiter1@cadentgas.
com / 07971 942880)

Network Lead 
Luke Marshall 

luke.marshall@cadentgas.c
om / 07980950096

Technical Manager 
Sam Graham

(sam.graham@cadentgas.c
om / 07966981964)

Network Lead 
Phil Donoghue 

(Phil.Donoghue@cadentgas
.com /

07773544613)

Network Lead 
Chris Margrett

(Christopher.margrett@cade
ntgas.com / 07974243635)

Second point of contact: 
Overall escalation point of 

contact across all 
networks 

Technical Manager 
Sam Graham

(sam.graham@cadentgas.c
om / 07966981964)

Technical Specialist 
Wayne Merry

(wayne.merry@cadentgas.c
om /  07971472452)

Technical Specialist 
Wayne Merry

(wayne.merry@cadentgas.c
om /  07971472452)

First Point of contact for 
each network 

mailto:Paul.Rossiter1@cadentgas.com
mailto:Paul.Rossiter1@cadentgas.com
mailto:luke.marshall@cadentgas.com
mailto:luke.marshall@cadentgas.com
mailto:sam.graham@cadentgas.com
mailto:sam.graham@cadentgas.com
mailto:Phil.Donoghue@cadentgas.com
mailto:Phil.Donoghue@cadentgas.com
mailto:Chris.Murphy@cadentgas.com
mailto:Chris.Murphy@cadentgas.com
mailto:sam.graham@cadentgas.com
mailto:sam.graham@cadentgas.com
mailto:wayne.merry@cadentgas.com
mailto:wayne.merry@cadentgas.com
mailto:wayne.merry@cadentgas.com
mailto:wayne.merry@cadentgas.com


Thank you

Any Questions?


