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Annex A 
 
1. Please provide the specific sections or wording from the Advice Direct 

Scotland (ADS) grant agreement, schedules, or any guidance notes that 
define “eligible outputs” and “contacts” for the purpose of grant reporting 
and claims. 

 
The relevant sections from Advice Direct Scotland’s grant agreement for financial 
year 2024/2025 can be found at Annex B. 

 
2. For clarity, can you confirm whether the contact volumes reported by ADS 

and used for grant claims should or should not include: 
o Out-of-scope callers (e.g. non-Scotland), 
o Repeat contacts, 
o Missed or abandoned calls, 
o Or whether only completed contacts/cases are to be treated as 

eligible outputs. 
 
The grant offer agreement does not specify which types of contacts are to be 
treated as eligible outputs. It specifies estimated contact volumes, overview of the 
service, and key performance indicators (KPIs).  

 
3. With respect to the spreadsheets you released on 23 September 2025, 

could you please confirm naming conventions and sequence, namely: 
 
Spreadsheet Naming Convention 

The “original submission” received prior to 
14 January 2025 (covering Q1–Q3 
2024/25): This had higher output figures 

EP Actual v Forecast 24-25 (agreed) 
 

The version associated with ADS’s 14 
January 2025 correspondence to SG: This 
held lower service output figures that in turn 
triggered SG's clarification ask to ADS 

EP Actual v Forecast 24_25 
 

The “corrected submission” attached to 
ADS’s 16 January 2025 correspondence to 
SG (reverted back to the higher service 
output volumes and claimed it was an 
oversight by Finance) 

EP Actual v Forecast 24_25 Q1-3 
 

 
4. Regarding the spreadsheets released on 23 September 2025, kindly confirm 

the filenames for documents ‘FOR RELEASE – Q2 Spreadsheet.xlsx’ and 
‘FOR RELEASE – Q3 Spreadsheet.xlsx’ submitted by ADS (before being 
renamed by SG): 

 

SG Naming Convention  ADS Naming Convention 

FOR RELEASE – Q2 Spreadsheet EP Actual v Forecast 24_25 
 

FOR RELEASE – Q3 Spreadsheet EP Actual v Forecast 24_25 Q1-3 
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Annex B 

SCHEDULE 1 
 

PART 1: THE PROJECT: ENERGY AND POST ADVICE SERVICE  
 

The Energy and Post Advice Service for Scotland transferred from Citizens Advice 
Consumer Service to ADS from 1 April 2021 and delivers free, practical advice and 
information on energy and postal related matters for citizens of Scotland including: 
 

• Energy company billing and meters 

• Energy company complaints and disputes 

• Energy grant and assistance 

• Energy scams and fraud 

• Experiencing loss of energy supply 

• Microbusiness energy consumers 

• Switching energy suppliers 

• Vulnerable energy consumers 

• Postal complaints 
 
1. Estimated Contact Volumes 2024-2025 

 
Energy  44416 

Post 56 

Total Contact Volumes 

44472 

 
2. Overview of Service 2024-2025 

 

• ADS will deliver the service through its increased choice of channels available, 
which leads to greater engagement and increases the amount of people who 
understand and exercise their rights. Free contact methods include: 

o Telephone 
o Live Chat 
o Email 
o Social Media 
o Knowledge Centre 

• All Energy & Post contacts/calls are dealt with by specialist advisers.  

• Direct referrals to Extra Hep Unit (EHU) in order to help vulnerable people in 
Scotland resolve difficulties with their energy supplier. 

• ADS provide translation facilities for consumers. 

• ADS operate and maintain the https://www.energyadvice.scot/ website, in order 
to ensure a service that is usable, accessible and intuitive enough that users 
succeed first time in receiving appropriate support. 

• ADS provide energy suppliers with real time information and dashboards, which 
drive impact and partnership working with suppliers and the Extra Help Unit 
(EHU).  

https://www.energyadvice.scot/


FOI – Reporting Discrepancy and Grant Claim Submissions by Advice Direct 
Scotland  
 
Indicator Target 

Percentage of quality reviews categorised as “good” 70% 

Service availability 99.5% 

Customer wait time 80% answered within 60 seconds  

Abandonment rate <5% 

On-line form response time (from receipt) 95% within 2 working days  
100% within 3 working days  

Overall customer satisfaction 80% surveyed are very satisfied or 
satisfied  

 


