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NEA is a national charity campaigning for 
warmer homes. NEA develops partnerships 
with central and local government, and the 
private and voluntary sectors, to reduce 
fuel bills and increase comfort for the 
poorest households. 

NEA has instigated i-vd-di-ve cd a wide 
range of practical energy efficiency 
initiatives, including a national programme 
of home insulation which has resulted in 
improved energy efficiency in more than 3 
million homes. This practical experience 
informs NEA's campaigning activities which 
seek to inform and persuade decision 
makers about policies to alleviate fuel 
poverty and improve energy efficiency. 

Energy efficiency 

The single rational and permanent solution 
to the problem of fuel poverty is to be 
found in energy efficiency. Although such a 
solution will generally involve investment 
to address the heating and insulation 
inadequacies of dwellings occupied by low-
income households, quality energy advice 
a mM a contribution to make to—
affordable warmth. 

Since advice provision to domestic energy 
consumers is primarily the responsibility of 
electricity and gas suppliers, it is crucial 
that advice services are as efficient and 
effective as possible. 

Assessing existing provision 

energy efficiency advice services for 
consumers. NEA has tried to distil from 
existing written codes of practice the 
principles which should inform a model of 
good practice in this area. 

Codes of practice did not however emerge 
spontaneously. Their content has, whether 
through formal or informal consultation 
processes, been influenced by the 
contributions of numerous agencies and 
individuals. NEA has reviewed the 
submissions made to the energy companies 
and the regulators on what constitutes 
good practice in energy advice, with a view 
to reproducing and promoting the best 
points and eliminating those areas of 
inadequacy. 

Energy advice services have been provided 
by the major domestic fuel suppliers for the 
past five years or so. During this period 
suppliers have produced written codes of_ 
practice describing their commitment to 
energy advice and the services they provide 
in support of this commitment. 

NEA has undertaken a programme of work 
to assess the quality of existing provision; 
to determine in what respects it succeeds 
or fails in its objective; and to indicate 
where good practice exists and where 
failings are evident. 

The method 

The opening up of the domestic gas supply 
market, even in its pilot phase, brought 
some nine new participants to the market. 
All gas and electricity suppliers are required 
to provide a statement detailing their 

NEA hopes that this review and the good 
practice criteria which emerge from the 
process will contribute to improved advice 
services from new entrants to the domestic 
energy supply market; from those 
companies already established in the 
market; and from any other agency 
involved in the provision of energy advice 
to domestic customers. 
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Introduction 

Companies licensed to supply gas and 
electricity to domestic consumers are 
required to provide respectively: advice 
on efficient use of gas and advice on the 
efficient use of electricity. These 
obligations have developed from the 
legislative authority granted to the 
industries' regulators, the Director 
General of Gas Supply and the Director 
General of Electricity Supply - to 
promote the efficient use of the relevant 
fuel and to set related standards to be 
met by suppliers. In setting out what is 
required of an advice service the 
regulators have interpreted their powers 
narrowly and have required fuel specific 
advice rather than a generic energy 
advice service across the main domestic 
fuels. 

The regulatory view of what constitutes 
an acceptable level of advice provision is 
set out in licence condition 16 (gas) and 
licence condition 22 (electricity). 

• sources of financial assistance for 
energy efficiency improvements. 

British Gas standards of service agreed 
with the Office of Gas Supply set out a 
range of energy efficiency services which 
will be provided: 

• annual account stuffer advising 
domestic customers of the service 

• customers on the GasCare register 
advised annually of energy efficiency 
options 

• specialist energy advice available 
free to customers via a local rate 
telephone service 

• written advice available on demand 
via a freepost form 

• energy advice will be offered to 
customers during visits to discuss 
debt problems. 

for the guidance of customers on 
the efficient use of electricity 

• that the statement be available free 
of charge on request 

• the company to advise on how 
further advice can be obtained and 
to maintain a telephone information 
service 

• that information be provided on 
external sources of energy efficiency 
advice 

• that information be provided on 
financial assistance available from 
central and local government and 
others in connection with energy 
efficiency improvements. 

Advice on efficient use of gas -
Statement of Arrangements 

The licence condition governing energy 
advice provided by gas suppliers is 
highly prescriptive. It requires that, on 
request, domestic consumers should 
receive energy advice given or prepared 
by a suitably qualified person covering: 

• restriction of heat loss from 
dwellings 

• choice of gas heating systems and 
controls 

• efficient gas heating systems 

• external sources of further advice, 
training or services 

Advice on the efficient use of 
electricity - Code of Practice 

The licence requirements of electricity 
suppliers are phrased in more general 
terms than those for gas although the 
former are complemented by highly 
detailed guidance on the content issued 
by the Office of Electricity Regulation. 
Companies are required under licence 
condition 22 to prepare a Code of 
Practice setting out methods by which 
consumers will receive advice enabling 
them to make informed decisions on 
energy efficiency improvement 
measures. The Code requires: 

• the preparation of a statement 
setting out information and advice 
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The first version of the British Gas Code 
of Practice on energy efficiency was 
published in January 1991 at which time 
it took the form of a mission statement 
rather than a source of practical advice 
and information. It described the 
services offered by British Gas but simply 
referred customers on to advice services 
available in gas showrooms or via the 
telephone advice lines operating in each 
of the 12 British Gas regions. In October 
1995 British Gas produced a more 
conventional advice booklet comprising 
practical advice on space and water 
heating efficiency. 

Written material 
which purports to 
offer advice must be 
kept up to date. 
By 1992 all 14 Public Electricity Suppliers 
had prepared Codes of Practice on 
Energy Efficiency which had been 
approved by the regulator, Offer. In 
August 1994 Offer's Distribution Price 
Control Proposals required Public 
Electricity Suppliers to review and 
update existing Codes of Practice in 
discussion with their Electricity 
Consumers' Committees and the Energy 
Saving Trust. 

Despite these revisions and the benefits 
of the filtering process as drafts are 
submitted to external agencies for 
comment, there are still reservations 
about the value of the written codes and 
the practical application of the energy 
advice services. Where comparisons can 
be made between written codes (and 
this can be done most readily in the case 
of the existing Public Electricity 

Suppliers) the degree of variation in 
quality is surprising and disappointing. 

A minimum standard for an effective 
energy efficiency service requires that 
advice is: 

• current 

• consistent 

• delivered by adequately trained staff 

• seen to be valued 

• impartial 

• comprehensive 

• directed to those in most need 

• comprehensible 

• measurable in terms of achievement 

• subject to external evaluation. 

Advice must be current 

An advice service which dispenses 
inaccurate or out of date information 
can be worse than no service at all. The 
consumer is not only misled but will be 
directed away from alternative sources of 
information which are more accurate 
and reliable. Where advice deals with 
factual matters such as grant availability; 
addresses of useful organisations; and 
eligibility criteria for assistance; the 
advice service must be aware of 
imminent and actual changes. 

This may pose less of a problem where 
advice is delivered face to face or via a 
telephone since the adviser should be 
aware of all relevant developments and 

can communicate these in person. There 
is however a major difficulty with 
published materials and the need to 
keep the content updated. In reviewing 
the published Codes of Practice, NEA 
saw no indication that companies 
attempted to amend literature in light of 
changing circumstances. Such failures 
reflect badly on the professionalism of 
the companies and, more crucially, can 
misinform consumers. 

Example 
The Home Energy Efficiency Scheme 

You may get a grant from the scheme if 
you are over 60 and on a low income. 

Age and low income together have never 
been eligibility criteria for Home Energy 
Efficiency Scheme grants. Originally 
receipt of a means-tested benefit was the 
only qualification for a grant. Eligibility 
was subsequently extended to all house-
holders aged 60 or over regardless of 
income. The current scheme pays grants 
at the full rate to householders receiving 
certain social security benefits and at a 
reduced rate to other householders aged 
60 or over. 

Example 
This [the Home Energy Efficiency 
Scheme] is run by the Energy Action 
Grants Agency for the Department of 
Energy. 

The above quote is from a Code of 
Practice on the Efficient Use of Electricity 
published in 1994. The Department of 
Energy was abolished in 1992. 

Example 
Your entitlement to a grant will depend 
upon you ... being in receipt of one of 
[the following benefits] ... 

Community Charge Rebate 
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The preceding example is from a code 
produced by a major public electricity 
supplier which had just entered the 
competitive gas supply market. Dated 
April 1996 the code refers to a welfare 
benefit which ceased to exist in 1993. 

Recommendations 
Written material which purports to offer 
advice must be kept up to date. This 
may be impracticable given the general 
form of the Code of Practice publications 
which tend to be fairly substantial 
booklets. However a fundamental 
principle of an advice service is that the 
contents should be current. Companies 
must either alter the format of their 
material to make it more readily capable 
of being amended e.g. individual subject 
leaflets in a pack; or at least be aware of 
the need to update existing materials 
through correction slips and/or physical 
changes to the text. 

Companies should establish formal 
liaison arrangements with agencies such 
as Age Concern, the Benefits Agency, 
Eaga and NEA to ensure they are kept 
informed of developments relevant to 
their Codes of Practice. This can be done 
by becoming a member of an existing 
information forum or by the company 
organising an advisory group with a 
regular schedule of meetings. 

Advice must be consistent 

The United Kingdom is geographically 
small and climatically temperate. 
Nonetheless there is considerable 
variation in energy needs at the 
extremities. The Building Research 
Establishment calculates that space 
heating costs in North Eastern Scotland 
are 66% higher than those for South 
West England. 

The range of heating costs is not 
generally considered in Code of Practice 
discussions on payback periods for 
energy efficiency investments. Although 
electricity companies are recommended 
to consult with the Energy Saving Trust 
for validation of any technical 
information they supply to consumers, 
there is little evidence that this has been 
done. The level of uniformity in 
references to payback times for various 
energy efficiency measures suggests that 
companies have simply used figures 
published elsewhere and applied these 
to their own local conditions. 

A major defect in reliability of company 
data is the failure to indicate any 
assumptions about the characteristics of 
the hypothetical property on which 
energy saving calculations are made. 
This can lead to substantial discrepancies 
in claims made for the benefits of energy 
efficiency investment. 

Example 
Cavity wall insulation 

Cost - from £400 
Saving - £50-80 per year 

The example above suggests a range of 
savings resulting from cavity wall 
insulation. There is no indication of any 
reason for variation e.g. property type 
and size, or space heating method. 

Example 
Cavity wall insulation 

Cost - around £300 
Saving - around £170 per year 

In this case costs and savings are 
calculated on an electrically heated, 3-
bedroom, semi-detached property 
heated using an off-peak tariff. This form 

of heating is used by only 7% of 
households. 

Despite the claim by both companies 
that data have been verified by the 
Energy Saving Trust, the disparities are 
such that the value of the information is 
extremely doubtful. Whilst one advice 
booklet suggests a payback period for 
cavity wall insulation of as long as eight 
years this is contradicted by the 
alternative claim that the measure will 
pay for itself in less than two years. 

Recommendation 
Where applicable all technical data 
should make clear the assumptions on 
which they are based. It should be made 
clear that there will be variations 
resulting from dwelling size and type, 
the fuel used, and the heating system. 

Advice must be valued 

If consumers are to be persuaded of the 
importance of the efficient use of energy 
then it is crucial that companies convey 
its significance in the manner of its 
promotion and delivery. A 1992 poll 
conducted by MORI on behalf of the 
Office of Electricity Regulation suggested 
that 44% of consumers had received 
energy efficiency advice from the public 
electricity supplier of whom 17% made 
positive use of what they learned. As a 
proportion of the whole customer base 
this suggests that 7% of all electricity 
consumers had improved the efficiency 
of their energy use as a result of the 
companies' advice provision. The MORI 
findings did not distinguish between 
those who had actually sought 
information from the supplier and those 
who had received information in a less 
formal arrangement e.g. bill stuffers. 



Previous research into the quality of 
energy advice services has raised doubts 
over the level of commitment shown by 
companies to the provision of an 
effective and comprehensive service. In 
February 1993, Consumers' Association 
tested this service in showrooms and 
through telephone advice lines. 
Generally the service was found to be 
poor with some companies being unable 
to provide the most basic practical 
advice; a lack of awareness of assistance 
available for low-income households; 
and inadequate point-of-sale advice on 
energy efficient appliances. A 
subsequent test of British Gas' energy 
advice service in 1996 produced more 
acceptable results although the test itself 
was highly limited in scope. 

The language and tone used by 
companies in their written material 
convey a message to the reader on how 
much importance they attach to the 
issue. The following examples show the 
contrasting attitudes. 

The right approach 
We see it as important that all our staff 
will be made aware of the energy 
efficiency services we offer. We now 
operate a comprehensive staff awareness 
programme through in-company 
magazines, team briefing, and internal 
briefing bulletins, and posters placed on 
notice boards throughout company 
buildings. All staff involved in the advice 
services are appropriately trained, and 
will be regularly assessed for 
competence and knowledge, through 
refresher courses and monitoring 
mechanisms. 

The wrong approach 
You may still get help from the 
Government under the Home Energy 
Efficiency Scheme. As far as we know the 
following details were correct when we 
printed the booklet. 

Recommendation 
The tone and content of the code should 
convey the importance attached by the 
company to the provision of high quality 
advice and should be supported by a 
statement of the company's own 
commitment to energy efficiency in its 
own business procedures. 

The language and 
tone used by 
companies convey a 
message to the 
reader on how 
much importance 
they attach to the 
issue. 

Advice must be impartial 

The realities of inter-fuel rivalry are 
highlighted by the manner in which gas 
and electricity suppliers studiously ignore 
the existence of what they see as a 
competing fuel. Despite the fact that 
virtually 100% of homes use mains 
electricity, gas suppliers provide no 
information on the efficient use of 
electricity even where there is no serious 
alternative to its use e.g. lighting and 
most domestic appliances. Similarly 
electricity company literature overlooks 
the fact that 76% of all households use 
mains gas as their primary space heating 
source and only 13% use electricity for 
this purpose. The result is to greatly 
diminish the value of the energy 

efficiency advice in an unhelpful and 
unnecessary manner. 

In fact the fuel suppliers are encouraged 
in this by the strict terms of their licence 
conditions which require only that they 
provide advice on the efficient use of the 
fuel that they supply. The Office of 
Electricity Regulation has however 
recommended that public electricity 
suppliers should include the local British 
Gas energy efficiency advice telephone 
number amongst the list of useful 
contacts. 

The hope that electricity companies 
entering the domestic gas supply market 
might be prepared to offer energy 
advice rather than gas-specific advice 
has been disappointed. Whilst this is 
understandable given the limited 
requirements of their licence conditions 
it perpetuates the artificial divide 
between a good generic advice service 
and the universal practice of fuel specific 
advice. 

Impartiality is not 
served by blocking 
out the existence of 
alternative energy 
sources. 
Offer guidance to public electricity 
suppliers requires that advice provided 
be impartial. Impartiality is not served by 
blocking out the existence of alternative 
energy sources. There are cases where 
electricity will provide the most 
economic option for space and water 
heating and should be recommended as 
such by the gas supplier. This principle 
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of client interest should hold true for all 
advice services. 

It may be that impartiality is an 
unreasonable expectation of gas and 
electricity suppliers, in which case a 
possible solution would be for them to 
joint-fund a genuinely independent 
energy advice service. 

Example 
Electricity is pure energy, as it is more 
efficient at the point of use than fuels 
that are burnt. For example, electric fires 
are 100% efficient, whereas a gas fire is 
only 50% efficient. This means it costs 
more using gas to get the amount of 
heat equal to 1 kWh from an electric fire. 

The above extract from a draft code of 
practice illustrates how disingenuous 
companies can be in promoting their 
particular product. The point about the 
relative efficiency of gas and electricity is 
valid, however in terms of cost per useful 
kWh gas is generally the more 
competitive fuel. 

Recommendations 
Gas and electricity companies should 
widen their advice provision to 
encompass all fuels in general use in the 
domestic sector. The quality and 
independence of the advice should be 
open to external monitoring and 
control. 

Gas and electricity companies which are 
unable or unwilling to provide a 
comprehensive and impartial service to 
customers they supply should be 
required to contribute to the funding of 
an agency which can provide such a 
service. 

Advice should be comprehensive 

The nature and purpose of code of 
practice booklets pose a dilemma for 
companies. Do the code of practice 
booklets themselves represent a major 
element of advice provision or are they 
primarily signposts indicating the 
availability of detailed advice through 
personal contact with the company? 

Since code of practice booklets may 
represent the only form of energy advice 
actually received by the consumer it is 
important that the content should be as 
comprehensive as is practicable. 
However as noted above companies will 
generally follow regulatory directions 
with their own priority being to gain 
regulatory approval rather than produce 
the most useful document possible. 

Issues covered 
Using 
 

Using 
gas  electricity 
efficiently  efficiently 

x  Home visits 

x Meter reading / consumption  Al 
monitoring 

x  Appliance consumption 

x  Explanation of the bill 

Low-cost insulation 

x Indication of cost of measures 

x  Higher-cost insulation 

Handy housekeeping tips 

Home Energy Efficiency 
Scheme 

x  Other sources of advice 

Support for this theory is provided by 
the contrast between codes of practice 
produced by a public electricity supplier 
who, having entered the competitive 
domestic gas market in the South West, 
has been obliged to publish codes on 
energy efficiency relating to both gas 
and electricity. (See box - Issues covered) 

A logical step would have been to take 
the best points of any existing document 
and develop and improve it. Instead, the 
code on the efficient use of gas 
contrived to make several errors in 
describing HEES eligibility. Such errors 
would not have occurred if there had 
not been an artificial division between 
energy advice directed towards the 
company's electricity consumers and 
that intended for its gas customers. A 
mitigating factor is the speed with which 
companies were obliged to produce and 
submit draft codes of practice for Ofgas 
approval and it must be assumed that 
the quality of the codes will continue to 
improve over time. 

Recommendation 
New entrants to the domestic gas supply 
market should submit their codes of 
practice in draft form to external 
agencies for comment and scrutiny as is 
currently the case with public electricity 
suppliers. 

Advice must be directed to those 
in most need 

Consumer interest in energy efficiency is 
motivated by several factors including 
the wish to reduce expenditure on fuel 
and awareness of the environmental case 
for reducing consumption of energy or 
at least using it more efficiently. In the 
case of many low-income households, 



however, the benefits of energy advice 
can make the difference between fuel 
poverty and affordable warmth. 

In low-income 
households the 
benefits of energy 
advice can make 
the difference 
between fuel 
poverty and 
affordable warmth. 
British Gas includes as one of its agreed 
standards of service that, at the point of 
contact with customers to discuss debt-
related problems, advice on the efficient 
use of gas will be given. Advice issued by 
the Office of Electricity Regulation to 
suppliers emphasises that advice services 
should concentrate on those most likely 
to benefit and that the British Gas model 
of advice to households where fuel debt 
is a problem should be followed. 

Frequently account department staff will 
be the first contact for customers having 
difficulty in paying bills. These staff 
members should be aware of the 
potential benefit of energy advice and 
encouraged to make an appointment for 
the customer with an energy adviser. 

These are moves towards a pro-active 
energy advice service - one which brings 
advice rather than responds to requests. 
In many cases the lack of access to a 
telephone will inhibit access by low- 

income households to remote advice 
and the loss of many showrooms with an 
advice facility exacerbates the problem. 
It is generally considered that face to 
face contact with the customer and the 
delivery of advice specific to that 
situation is the most effective method of 
communication. Concerns have been 
raised in the past that home visits 
represent a sales opportunity for energy 
companies and that there is a possibility 
of abuse but this is less of an anxiety in 
the case of low-income households. 

Recommendations 
Domestic energy supply companies 
should concentrate their advice provision 
on customers who are thought to 
experience difficulty in paying for fuel. 

As a first step advice and assistance 
should be offered to customers: 

• using fuel direct 

• using prepayment meters 

• paying arrears through any other 
method(s) 

• home visits should be promoted to 
customers experiencing difficulty in 
paying bills. 

Advice should be delivered by 
adequately trained staff 

It is unlikely that any individual within a 
company's advice framework will possess 
sufficient skills across all of the potential 
areas of advice and information 
provision. Clearly expert technical 
advisers will be required for the most 
complex of issues but the training skills 
of generalist staff are probably more 

relevant to the majority of consumers 
with whom they have contact, and this 
is even more important in working with 
low-income consumers. 

Whilst there is clearly a need for some 
training in energy-specific matters such 
as heating systems and insulation 
options there is also a requirement in 
dealing with low-income consumers that 
staff be aware of the sensitive nature of 
their work. There is also a need for some 
form of training in money advice for staff 
helping to assess reasonable payment 
and repayment options. 

Prior to 1995 a British Gas standard of 
service guaranteed that at least one 
member of staff in each showroom 
would be trained to NEA/City and Guilds 
in Energy Awareness and that training 
would be updated at least every 
eighteen months. This is no longer the 
case and the revised commitment 
requires that "advice on the efficient use 
of gas [be] given or prepared by a 
suitably qualified person". 

The Office of Electricity Regulation is 
rather more prescriptive in defining the 
appropriate level of qualification for 
energy advisers, "staff giving detailed 
energy advice should have appropriate 
qualifications: for example, a Certificate 
in Energy Awareness from the City and 
Guilds of London Institute in conjunction 
with NEA, or the equivalent." 

Example 
To give you expert advice on using 
energy efficiently we have staff trained to 
Higher National Certificate standard. 

There is no provision within the structure 
of Higher National Certificates for 
relevant training in energy efficiency. 
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Recommendation 
Those staff having direct contact with 
domestic customers should be trained in 
a recognised energy efficiency 
qualification - such training to be 
updated annually. Those staff having 
contact with low-income consumers, 
and particularly those who have 
difficulty in paying bills, should receive 
training in energy efficiency, customer 
care and money advice. 

Domestic energy 
supply companies 
should concentrate 
their advice 
provision on 
customers who are 
thought to 
experience difficulty 
in paying for fuel. 

Advice should be comprehensible 

Making written communications 
comprehensible to the lay person may 
require a particular effort from staff 
working in a specialist environment such 
as energy and energy efficiency. In the 
case of British Gas, and most of the 
electricity companies, written material 
has been submitted to the Plain English 
Campaign for their consideration and 
ultimately carries the Crystal Mark 
awarded by the Campaign as an 
indication of the clarity of the 
document's content. 

In addition to the need for 
comprehensible language, however, 
provision must be made for those 
householders who experience difficulties 
in communication as a result of hearing 
or speech impairment, or through 
difficulty in communicating in the 
English language. 

The quality of service for customers with 
visual or hearing impairment is variable, 
with some companies offering a 
combination of Talking Books and/or 
Textphone. Such facilities however are 
by no means universal according to the 
information contained in the code of 
practice booklets. In some cases there 
appears to be no recognition that special 
needs exist and should be catered for. 

It may be assumed that other codes of 
practice on services for elderly or 
disabled consumers are a more likely 
source for a description of special needs 
provision, but there is a strong case for 
duplication of such information in all 
written material. 

Provision of services to those whose first 
language is not English is also patchy. In 
some regions where the presence of 
non-English-speakers is negligible, failure 
to provide for translation facilities may 
have some justification, although any 
decision on when a company should be 
exempt from a requirement to cater for 
such customers is necessarily difficult. 

Example 
If English is not your first language and 
you would like information about the 
services described in this code in another 
language, please visit your nearest 
Customer Service Centre. Here you will 
have access to a special language line 
which covers 130 different languages. 

The Company's attempt to 
communicate with non-English-speaking 
customers is, perhaps unavoidably, 
phrased in English. 

Example 
Several companies print details of their 
Language Line in the main regional 
ethnic minority languages. 

Recommendations 
Provision must be made for customers 
who experience difficulty in 
communicating through conventional 
use of the telephone or written 
correspondence. This should take the 
form of Textline for customers with 
hearing or speech difficulties and Talking 
Books and Braille publications for those 
with visual impairment. 

The regulators should assess the extent 
of need of non-English-speaking 
households and, where appropriate, 
require the supplier to make provision 
for energy advice to be available in 
languages other than English. 

The availability of non-English language 
materials and access to any translation 
services should be published in company 
literature. Companies should liaise with 
representatives of any ethnic minority 
community to see how advice and 
information can best be disseminated. 

Effectiveness of advice should be 
assessed 

The real test of an energy advice service 
is how it meets its objectives. However, 
any such assessment is hindered by the 
fact that as historically public gas and 
electricity suppliers have not apparently 
had any objective other than to provide 



a service which complied with their 
regulatory obligation, there was no need 
for qualitative or quantitative analysis of 
achievement. 

As far as the electricity industry is 
concerned this should alter in response 
to new guidance from Offer in which the 
Director General makes clear his wish 
that "companies should have procedures 
to ensure that advice given is impartial; 
of high quality; is clear and consistent; 
and that a proper separation has been 
maintained between energy efficiency 
advice and marketing". 

A quantitative analysis of achievement is 
quite straightforward since this will be 
measured in terms of a head count. Only 
one electricity company has actually 
published a target figure - to raise 
customer use of their energy efficiency 
service to a modest 3,000 per year. It 
should be noted that this compares 
unfavourably with the number of 
consumers served by the most 
productive of the local Energy Efficiency 
Advice Centres where, for example, 
Tyneside Energy Efficiency Advice Centre 
catering for a fairly small geographical 
area advised 6,000 clients in 1995-96. 

Qualitative analysis will prove more 
difficult. Electricity companies are 
supposed to confer with their Electricity 
Consumers' Committee to agree 
acceptable procedures for monitoring 
their energy advice service. Whilst 
external monitoring is invariably superior 
as a quality control mechanism the 
involvement of the Consumers' 
Committees should ensure some degree 
of independence in reviewing levels of 
service. 

One option may be to use the services of 
an independent energy advice 

consultant capable of conducting a 
regular review of the achievements and 
failings of the service. Local Energy 
Efficiency Advice Centres are currently 
subject to an external review of their 
performance and this may be an 
example that companies should 
emulate. 

Recommendations 
Numerical and geographical distribution 
of codes should be recorded. 

Detailed casework records should be 
kept to enable retrospective scrutiny. 

Tracking research should be employed 
to determine the level of customer 
satisfaction with the service, measures 
implemented and resulting economic 
and environmental benefits. 

The 'mystery shopper' test or its 
equivalent should be used on a regular 
basis. 

Targets for numbers of consumers using 
the service should be established. 

An assessment should be made of the 
economic and environmental benefits 
deriving from the advice service. 

Details of monitoring arrangements and 
all research findings should be in the 
public domain. 
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This meter reads 6543 (hundreds of 
cubic feet). 
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Energy Advice for Domestic 
Consumers: A Code of Practice 

Energy efficiency and you 

Energy efficiency matters to us all - it 
gives consumers better value for money 
and contributes towards a cleaner 
environment. As part of our service to 
our customers we provide free advice 
and information on how energy 
efficiency can make your home warmer, 
and save you money. Energy efficiency 
need not be expensive - some measures 
will cost you nothing. Some are low-cost 
and some will require considerable 
investment, but all of our 
recommendations are cost-effective and 
will save you money in the long run. 

Our commitment to energy advice 
• Advice will be free and unbiased 

• Advice will not be used to try to sell 
goods or services 

• Advice will be provided by specially 
trained staff 

• Advice will be available 
- by telephone 
- in writing 
- at our premises 
- in your home 

How much energy do you use? 

The first stage in becoming more energy 
efficient is to be aware of how much 
energy you actually use. In order to do 
this you must understand how to read 
your electricity and gas meters; how to 
work out your energy consumption; and 
how to calculate the cost of energy used. 

Monitoring consumption - electricity 
Electricity consumption is measured in 
units called kilowatt hours (kWh). 

Consumption is measured by one of two 
types of meter - digital or dial. 

Digital type 
The current meter reading is 94694 kWh 
(only the first five figures count). 
Economy 7 meters should be read as 
normal digital meters, with high and low 
readings carefully recorded. 

Dial or 'Clock' type 
These meters consist of dials with hands 
which move in opposite directions. To 
record consumption read the dials from 
left to right (ignoring the final dial). 
Write down the number that the hand 

has passed (not necessarily the number 
closest to the hand). The meter above 
reads 94694 kWh. 

Keeping a regular check on how much 
fuel is used will let you see whether your 
consumption patterns are changing and 
what size your next bill will be. It can 
also be used to check the accuracy of 
estimated bills. The cost per kWh of 
electricity will be itemised on your most 
recent bill. 

Example (excludes standing charge & VAT) 
Current meter reading- 94694 kWh 
Meter reading on last bill - 93138 kWh 
Number of units consumed - 1556 kWh 

Cost of fuel consumed: 
1556 x 8p* = £124.48 
* Approximate cost per unit of electricity 
consumed on on-peak tariff. 

Monitoring consumption - gas 
Gas meters are read in the same way as 
electricity meters but consumption is 
measured in cubic feet* and only the first 
four numbers should be recorded. 
However, since your gas bill is based on 
kilowatt hours (kWh) you will need to 
convert the cubic feet figure to kilowatt 
hours. The approximate value of 100 
cubic feet is 30 kWh. The cost per kWh 
of gas will be itemised on your most 
recent bill. 

Digital type 

Dial or 'Clock' type 

This meter reads 6543 (hundreds of 
cubic feet). Reading method is the same 
as for the dial electric meter. 

* Some gas meters record consumption in 

cubic metres 



Annual cost of heating a home in Northern England 

2-Bedroom terraced 3-bedroom semi Individual room;  

Mains gas' £407 £515 £161 

Off-peak electricity2  £471 £629 £128 

(1) Gas fiired boiler, radiators, hot water cylinder. 

(2) Storage heaters (living room), electric radiators (bedroom), immersion water heater. 

(3) Based on annual heating requirement of an average room. Gas heating by radiant/convector fiire, electri 

heating by storage heater supplemented by electric fiire 
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Example (excludes standing charge & VAT) 
Current meter reading  6543 
(hundreds of cubic feet) 

Meter reading on last bill 
(hundreds of cubic feet) 

Number of units consumed  125 
(hundreds of cubic feet) 

To convert hundreds of cubic feet to 
kWh multiply by 29.3 

125 x 29.3 = 3662 kWh 

Cost of fuel consumed 
=3662 x 1.44p* = £52.73 

* Approximate cost per kWh of gas 

Heating costs 

Space and water heating account for 
about 60 per cent of average fuel 
expenditure so this is the area of greatest 
potential for reducing fuel consumption. 
Actual costs for whole house or 
individual room heating will vary 
according to the house type e.g. flat, 
terraced house, semi-detached or 
detached property. To give some 
impression of comparative costs the 
table below relates to space and water 
heating for a 3-bedroom semi-detached 
property and a 2-bedroom terraced 
property, and space heating for an 
individual room. 

Condensing Boilers 
The most efficient method of providing 
space and water heating is through a 
condensing boiler. These boilers which 
can run on mains gas, liquefied 
petroleum gas or oil are much more fuel 
efficient than conventional boilers. When 

replacing your existing boiler you should 
consider a condensing boiler. 

Heating controls - room heating 
The more control you have over your 
heating system the more likely it is to 
run efficiently and economically. There 
are a number of different switches or 
programmers which can be used to 
control the temperature of the room(s). 

Wet central heating systems 
The programmer automatically controls 
the times at which the central heating 
and hot water systems are switched on 
and off. The simplest models contain a 
basic timeswitch, whereas more complex 
models allow different programming of 
heating and hot water for each day of 
the week. This allows you to set the 
timing to reflect different patterns of use 
e.g. heating needs at the weekend will 
be different from those required on 
weekdays. 

Programmers may be adjusted by hand 
or they may be electronically or digitally 
altered by a control similar to that used 
by video recorders. 

Cost: £60-£100. 
Annual money saving: £20-L25. 

Room thermostats are generally found 
only in the living room or hall. The 
thermostat responds to the temperature 
in the room where it is located. When 
the room has reached its target 
temperature a signal is sent to the 
central heating pump to stop hot water 
being circulated through the radiators. 

The thermostat should be set to maintain 
a comfortable room temperature 
(around 20°C). Keeping your home too 
warm is extremely expensive. Turning 
the thermostat down by 1°C can save as 
much as 10% on your heating bills. 

Cost: £60-£80. 
Annual money saving: £1 0-£20. 

Thermostatic radiator valves can be used 
where there is no room thermostat. 
These involve fitting a thermostatic valve 
to the radiator which senses the air 
temperature in the room and shuts off 
the flow of water through the radiator 
when the required temperature is 
reached. 

Cost: £120-£240 (whole house). 
Annual money savings: £1 0-£20. 
Costs assume work is carried out by a 
contractor. 

Cost: £250-L400 (extra cost). 

6418  Annual money saving: f100-£130. 



Rating of common domestic 
appliances 

Average Appliance rating in watts 

Cooker (oven and hob) 12000 

Dishwasher 3000 

Immersion heater 2000 

Microwave oven 750 

Tumble dryer 2500 

Washing machine 2500 

Potential savings 

Appliance  Yearly cost 

Typical model  Best model 

Electric cooker £60 £25 

Freezer or fridge-freezer £55 £15 

Dishwasher £40 £25 

Fridge £25 £10 

Washing machine £15 £10 

Television £15 £5 
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Warm-air central heating 
Time switches and room thermostats are 
also used in warm-air systems. Warm air 
is supplied to the house only when 
instructed by the room thermostat. As a 
result, the temperature in the room 
where the thermostat is located will be 
maintained at the required level of 
warmth. 

Individual room control is not generally 
possible in warm air systems and 
temperatures are regulated by opening 
or closing louvres or grilles on each of 
the air outlets. 

Domestic appliances 

Some 40 per cent of household energy is 
consumed by domestic appliances such 
as televisions, fridges and washing 
machines. It is a simple task to work out 
how much energy an individual 
appliance uses and get some idea of the 
running cost. 

Electricity consumption is measured in 
kilowatt hours (kWh). A kWh represents 
the amount of electricity used by an 
appliance rated at 1000 Watts over a 
period of one hour. All electrical 
appliances carry information about their 
energy rating. 

You can calculate the cost of running 
any electrical item by looking at this 
rating. Higher rated appliances consume 
more energy and so are more expensive. 

100 Watt lightbulb x 10 hours use 

= 1 kWh 
1000 Watt electric fire x 2 hours use 

= 2 kWh 
2000 Watt fan heater x 3 hours use 

= 6 kWh  

Your most recent electricity bill will tell 
you the cost per kWh and you can use 
this information to work out the running 
cost of any appliance. 

Energy efficiency 
If you are buying a new or replacement 
electrical appliance you should check the 

Energy 
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Model 
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running costs by looking at its energy 
rating. There is considerable variation 
between the least and most economical 
appliance. Although the most energy 
efficient appliances may cost more to 
buy you will be able to calculate how 
long it would take you to recover the 
extra cost through reduced energy 
consumption. 

Energy labelling 
Manufacturers of fridges, freezers and 
washing machines are required to 
provide information on their energy 
efficiency rating and on their energy 
consumption (see illustration). This 
requirement does not at present extend 
to other appliances but may do so in the 
future. 

Potential savings 
Modern appliances are generally more 
efficient than older models. The table 
above shows the scope for energy saving 
where the best model of an appliance is 
purchased. 

Good housekeeping 

Reducing your energy use does not 
necessarily mean spending money. 



Choosing the right bulbs 

Ordinary bulbs 

40W 

60W 

75W 

100W 

150W 

Low energy bulbs 

7W / 9W / 10W 

11W / 14W 

15W / 18W 

20W / 25W 

32W 

Below are some common sense tips 
which will prevent wasted energy. 

Cooking 
• Match the pan you are using to the 

size of the cooker ring. The base of 
the pan should just cover the electric 
ring. If using gas, adjust the flame to 
suit the container. 

• Put lids on pans and reduce heat 
when water has boiled. Simmering 
will cook your food just as well. You 
will also reduce the problem of 
condensation. 

• Use only enough water to cover 
items being cooked, otherwise you 
will simply be boiling unnecessary 
water. 

• Cut food into small pieces to speed 
up cooking. A pressure cooker is also 
more economic and efficient. 

• Cook smaller items such as chops 
under the grill rather than in the 
oven. 

• A toaster is quicker and cheaper 
than using the grill. 

• When boiling a kettle do not overfill, 
but be sure to use sufficient water to 
cover the element of an electric 
kettle. 

• Microwave ovens are best for 
cooking or defrosting frozen food 
and reheating food. There are, 
however, limits to the things that 
can be cooked this way. 

Laundry 
• It makes sense to wait until you have 

a full load of washing before using 
the washing machine. If this is not 
possible use the half-load or 

economy programme if your 
machine has one. 

• Plan your ironing sessions so that 
clothes which need low 
temperatures are done first - this 
avoids the need to heat and re-heat 
the iron. 

Fridges and freezers 
• Don't use a fridge or freezer which is 

too large for your needs - this 
wastes energy. 

• Don't leave fridge or freezer doors 
open longer than necessary. 

• Let hot food cool before putting it in 
the fridge or freezer. 

• Regular defrosting keeps fridges and 
freezers running efficiently and 
reduces costs. 

• Keep the fridge or freezer away 
from a heat source such as a cooker 
or boiler. 

• Test the fridge or freezer seals by 
closing the door on a piece of paper. 
If the paper is not tightly gripped, 
the door seals should be replaced. 

Lighting 

An energy saving lightbulb lasts about 
eight times as long as an ordinary bulb 
and uses about a quarter of the 
electricity. So they need replacing much 
less frequently and save between £20-
£50 over the life of the lightbulb. 

In addition to the money saving, the 
bulbs' longer lifetime makes them ideal 
for elderly or disabled people who may 
have trouble changing bulbs. 

Where to use low energy bulbs 
To get the best out of low energy 
lightbulbs they should be installed in 
areas of maximum use such as living 
rooms, porches and hallways. They are 
also ideal for external security lighting 
where use is continuous. 

Note: Low energy lightbulbs are not suitable 
for security use where the light is activated by 
movement since their use will be brief and 
intermittent. In addition low energy bulbs do 
not work with dimmer switches and some 
other electronic switching devices and timers. 

Choosing the right bulbs 
Energy saving bulbs come in bayonet 
and screw types so they will fit 
conventional sockets. You should choose 

a low energy bulb which gives light 
equivalent to the ordinary bulb you use, 
the approximate equivalents are set out 
above. 

Cost: £40 expenditure on 4 lamps will 
be repaid in fuel bill savings in one year. 

Hot water heating 

Heating water for domestic use accounts 
for 20 per cent of energy consumption. 
Hot water can be supplied by a number 
of methods. The most common are: 



Energy saving measures and their 'payback' time* 

Energy saving measure Cost Annual £ Payback period 

DIY Contractor Saving DIY  Contractor 

Hot water tank jacket £10 £30 £10-15 1 year  2 to 3 years 

Draughtproofing £50 £150 £15-25 2 to 3 years  6 to 10 years 

Loft insulation (150mm/6") £75 £200 £35-45 2 years  5 to 6 years 

Foil behind radiators £10 £5-10 1 to 2 years 

Installing double glazing £170 ** £25-30 6 to 7 years 

Wall insulation (cavity) £400 £75-100 4 to 6 years 

Wall insulation (internal) £650 ". £75-100 -  7 to 9 years 

Wall insulation (external) £1500** £85-120 -  13 to 18 years 

*Figures are based on a 3 bedroom semi-detached house with gas heating. Actual savings will vary depending on 

the dwelling's age, location, fuel used and type of heating system. 

**These figures reflect the additional cost of energy efficiency elements where improvement work is being done 

anyway e.g. extra cost of installing double glazing when windows are being replaced. 
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electric immersion; water heated by the 
central heating boiler; or instantaneous 
heaters. The first two methods require a 
hot water cylinder, instantaneous 
systems heat water direct from the mains 
supply. 

Instantaneous heaters are suitable where 
the daily demand for hot water is 
limited. Their main advantage is that 
they heat only the water you need and 
so can be more economical than 
cylinder storage systems. 

Heating and storing hot water in a 
cylinder is generally preferred where the 
demand for hot water is high. Usually 
the water is heated by the central 
heating boiler or by an electric 
immersion heater. The water in the 
cylinder should be heated to no more 
than 60°C (140°F). All hot water 
cylinders should be fitted with a 
thermostat. 

Insulating your hot water cylinder is the 
most economical of all energy efficiency 
improvements. Make sure that the tank 
jacket you choose is at least 80mm 
(3 inches) thick and that it carries the 
British Standards mark of approval. You 
should also insulate all pipework 
between the boiler and the hot water 
cylinder. 

Reducing heating costs 

All heat is eventually lost from even the 
best insulated home but there are 
numerous ways of slowing the rate of 
this loss, ranging from fairly expensive 
measures to those which cost very little. 
Some of these measures you can install 
yourself, others require specialist skills 
and equipment. If you use a contractor 
to carry out any work ensure that the 
company is a member of a recognised 

trade association. 

The table below shows the typical cost 
of a range of energy saving measures 
and the 'payback' period - how long it 
will take for savings from lower fuel bills 
to cover the cost of the measure. 

Financial assistance for energy 
efficiency improvements 

The Home Energy Efficiency Scheme 
The Department of Transport, 
Environment and the Regions' Home 
Energy Efficiency Scheme provides 
grants to householders to help pay for 
energy saving improvements. 

If you receive one of the benefits listed 
below you may be eligible for assistance. 

• Income Support 

• Housing Benefit 

• Family Credit 

• Council tax benefit 

• Income-based Jobseeker's Allowance 

• Industrial Injuries Disablement 
Benefit (including constant 
attendance allowance) 

• Disability Working Allowance 

• Disability Living Allowance 

• Attendance Allowance or War 
Disablement Pension (which 
includes mobility supplement or 
constant attendance allowance) 

If you are aged 60 or over and do not 
receive any of the above benefits you 
may still qualify for a grant but at a 
reduced rate. 

The grant is available to help pay for one 
or more of the following measures: 

• Loft insulation 

• Draughtproofing 

• Cavity wall insulation 

• Improved heating controls 

• Low energy lights 



• Energy advice 

The grant will normally cover the full 
cost of any work but where the cost is 
more than the maximum grant you may 
be asked to pay a contribution towards 
the excess cost. 

To find out more about the Home 
Energy Efficiency Scheme and how to 
claim you should contact the agency 
which runs the scheme on behalf of the 
Government: 

Eaga 
Freepost 
PO Box 130 
NE99 2RP 
Freephone 0800 072 0150 

Grants from your local council 
You may be able to claim a grant to 
improve your insulation or heating 
system. Grants are normally paid only to 
owner occupiers, private tenants or 
housing association tenants. House 
renovation grants are available to assist 
with major repair work and home repair 
assistance grants can be made to pay for 
small-scale work. Both grants can be 
used to improve insulation. 

Householders with a disability may be 
able to claim a Disabled Facilities Grant 
to pay for work needed to help them live 
a more independent life in their home. 
Disabled Facilities Grants may be used to 
improve or install central heating. 
Disabled Facilities Grants can be paid to 
owner occupiers and tenants (including 
local authority tenants). These grants are 
mandatory, i.e. if you qualify you should 
receive a grant. 

Grants from the local authority will take 
into account your family income. 
Renovation and repair grants are paid at 
the discretion of the council and there is 
heavy demand for them. 

To find out your local authority's policy 
on grants, contact the grants section of 
the Housing Department or 
Environmental Health Department. You 
must not have any work done before the 
council has authorised it, otherwise the 
grant will not be paid. 

Additional sources of advice 

You may wish to contact other agencies 
for advice on some aspect of energy 
efficiency. Listed below are some 
specialist organisations which may be 
able to assist you with any queries. 

NEA 
National charity concerned with the 
energy needs of low-income households. 
Provides educational and training 
material related to energy efficiency. 

St Andrew's House 
90-92 Pilgrim Street 
Newcastle upon Tyne 
NE1 6SG 
Tel: 0191 261 5677 

The Energy Saving Trust 
The Energy Saving Trust has as its 
objective the efficient use of all forms of 
energy in the United Kingdom, leading 
to an overall reduction in total energy 
consumption and its consequent 
environmental impact. 

Energy Saving Trust 
11-12 Buckingham Gate 
London SW1 E 6LB 
Tel: 0171 931 8548 

Local Energy Efficiency Advice Centres 
Specialist advice agencies which can 
provide you with specific advice on the 
best energy efficiency options for your 
home. 

Middlesbrough Energy Efficiency 
Advice Centre 
The Energy House 
96 Park Lane 
Middlesbrough 
TS1 3LL 
Freephone: 0800 512 012 

York & North Yorkshire Energy 
Efficiency Advice Centre 
20 George Hudson Street 
York 
YO1 1LP 
Freephone: 0800 512 012 

Stockton-on-Tees Energy Efficiency 
Advice Centre 
Blue Post Yard 
Stockton-on-Tees 
Cleveland 
TS18 1DA 
Freephone: 0800 512 012 

Northumbria Energy Efficiency Advice 
65 Westgate Road 
Newcastle upon Tyne 
NE1 1SG 
Freephone: 0800 512 012 

Our energy advice service 

Advice on the efficient use of energy is a 
vital part of our service to our customers. 
You can contact our advice service in a 
number of ways: 

Telephone: 
We provide a freephone telephone service 
which operates between 9.00 am and 
5.00 pm Monday to Friday. Outside of 
these hours you can contact us by ringing 
our 24-hour answerphone and leaving 
your name and telephone number. A 
member of our advice staff will contact 
you at the earliest opportunity. 

Freephone   
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Written material: 
We produce other written material or 
services to our customers. Copies of the 
material listed on page x can be 
obtained by ringing our Leaflet Line 

0800   
or by writing to Leaflet Line, Freepost 
Customer Services, ACME Energy. 

Home visits: 
Sometimes advice is better provided in 
person, for example a demonstration of 
how to set heating controls. If you feel a 
home visit is preferable our advice staff 
will be happy to arrange an 
appointment. We won't try to sell you 
any goods or services during such a visit. 

Note: All of our staff carry identity cards on 
home visits. You should ask to see 
identification before admitting any caller into 
your home. 

Hearing impaired customers: 
We operate a Minicom service for 
customers with hearing difficulties who 
have access to a text phone. The 
number to ring is 

Blind or partially 

sighted: 

Much of our written 

material is available as 

Talking Books. If you 

prefer material in this 

form, contact the Leaflet 

Line, to ask for the 

publication(s) you want, 

making sure you specify 

the Talking Book format. 

Non-English speakers: 
If you cannot speak English and want to 
discuss any of our services you should 
telephone this number 

You should ask for Language Line and 
say, in English, which language you 
want to use. A translator will then be 
provided to help you. This may involve a 
short wait. 
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The above text, translated into the main 
ethnic minority languages of the 
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in information published by the 
company. 
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