
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

ADVICE INTO ACTION - 
• An evaluation of the effectiveness of 
• energy advice to low income households 

• 1998 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

Research conducted by Julia Green - Energy Inform Ltd; Sarah Darby - Environmental 
• Change Unit, University of Oxford; Catrin Maby - independent consultant; Dr Brenda 

Boardman — Environmental Change Unit, University of Oxford. 

• 
• 

• 
• 
• 
• 
• 



EAGA Charitable Trust 

The Eaga Charitable Trust (Eaga-CT) was established by Eaga Ltd in February 1993. Eaga 
Ltd is the Trust's sole fonder. 

The objectives of the Trust are "the relief of fuel poverty and the preservation and 
protection of health by the promotion of the efficient use of energy. " Applications for 
funding by the Trust should: 

i. assist to clarify the nature, extent and consequences of fuel poverty; 
and 
ii. offer insights into opportunities for the energy efficient and cost-effective relief of fuel 
poverty in any part of the United Kingdom. 

Eaga-CT Publications 

Other reports published by the Eaga Charitable Trust include: 

Making cold homes warmer: the effect of energy efficiency improvements in 
low income households (1997) 
by Geoffrey Milne and Brenda Boardman 
Environmental Change Unit, University of Oxford 

The housing and heating of low-income households (1997) 
by Sandra Hutton 
Social Policy Research Unit, The University of York 

Fuel Poverty, Energy Efficiency & Health (1997) 
by Melanie Henwood 
Health & Social Policy Analyst 

Rural Fuel Poverty - A Project in the Wiltshire Rural Development Area to Study 
Rural Fuel Poverty and Suggest Practical Solutions (1998) 
by Alastair Gill 
with assistance from Juliet Davenport and John Lancaster 
Energy for Sustainable Development 

Further information 

Further information on Eaga-CT, copies of this report and other reports published by Eaga-
CT are available from the Trust Administrator at the following address: 

Dr Naomi Brown 
Eaga Charitable Trust 
20 Blencathra Street 
Keswick 
Cumbria CA12 4HP 
Tel: 017687 71331 
Fax: 07070 719620 
e mail: eagact@compuserve.com 



• 

• 
• Eaga Charitable Trust 

• Report Number 5 

• 

• 

• ADVICE INTO ACTION - 
• An evaluation of the effectiveness of 
• energy advice to low income households 

• November 1998 
• 

• Research conducted by Julia Green - Energy Inform 
Ltd; Sarah Darby - Environmental Change Unit, 

• University of Oxford; Catrin Maby - independent 
• consultant; Dr Brenda Boardman — Environmental 

Change Unit, University of Oxford. 
• 
• 

A report to the Eaga Charitable Trust 
• 

• Energy Inform Ltd. 
• 5 Hawkyard 

Greenfield 
• Oldham 

• 
OL3 7NP 

• Tel: 01457 873610 
Fax: 01457 870257 

• email: julia.green@energy-inform.co.uk 

• 
• 
• 
0 
• 
• 
• 
• 
• 
• 
• 



Published by Eaga Charitable Trust 
20 Blencathra Street 
Keswick 
Cumbria 
CA12 4HP 

First published 1998 

Copyright © Energy Inform Ltd 

All rights reserved. No part of this publication may be reproduced, 
stored in a retrieval system or transmitted, in any form or by any 
means, electronic, mechanical, photocopying, recording or otherwise, 
without the prior permission of the copyright owner. 

ISBN 1 901616 04 5 

Printed by Ferguson The Printers, The Printers Pie, 24 St. John 
Street, Keswick, Cumbria 

Report Price: £10.00 



CONTENTS 

Acknowledgements 

Executive Summary 

Chapter 1 — Introduction 

1.1  Context for the research   1 
1.2  The need for evaluation    2 
1.3  Current energy advice provision   3 
1.4  Aims of the research   5 
1.5  The scope of the research   5 

• Chapter 2 — Research methodology 
• 

2.1  Introduction   
• 2.2  Study of energy advice providers   

2.3  Study of published data   
• 2.4  Analysis of the findings of the literature review and interviews   

• Chapter 3 — Monitoring and evaluation — the theory 
• 

3.1  Definitions   
• 3.2  Aims of providers   

3.3  Why monitor and evaluate energy advice?   
• 3.4  What can be measured in practice?   

• 3.5  Monitoring and evaluation 'packages'   
3.6  Summary   

• 
Chapter 4 — Evaluation of advice — methods and results • 
4.1  Introduction   

• 4.2  Results of the questionnaire survey of advice providers   

• 4.3  Results of the evaluation reports   
4.4  Energy advice programme types   

• 4.5  Programme Type 1: Opportunistic advice projects   
4.6 Programme Type 2: The EEACs — monitoring by New 

• Perspectives/BMRB   29 
4.7  Programme Type 3: Client-led projects   35 

• 4.8  Programme Type 4: Research-led projects  40 

• 4.9  Summary of project outcomes   44 
4.10 Cost-effectiveness of energy advice programmes   46  

• 4.11 Lessons learned from the study   49 

• 
• 
• 
• 
• 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

7 
7 
9 
9 

10 
11 
11 
12 
16 
17 

19 
19 
23 
26 
27 

• 



Chapter 5 — Effective advice delivery to low income households 

5.1  Introduction   51 
5.2  Methods of targeting energy advice   51 
5.3  Client's ability to take action   53 
5.4  How advice is delivered   55 
5.5  Content of energy advice   56 
5.6  Prioritisation and tailoring of energy advice   56 
5.7  Duration and frequency of advice visits, and backup materials  58 
5.8  Backup materials   59 
5.9  Feedback   60 
5.10 Advisors' skills and experience   60 
5.11 Added Value — co-ordination with other organisations   61 

Chapter 6 — Conclusions and recommendations   63 

References   66 

Appendices 

Appendix 1 — Matrix of monitoring and evaluation reports 
Appendix 2 — Questionnaire to advice providers 
Appendix 3 -  HEES job sheets — examples of advice topics 
Appendix 4 — EEAC DIY Home Energy Check 
Appendix 5 — Figures used to estimate EEAC client savings 
Appendix 6 — Consumption calculator used by West Lothian 

Energy Advice Project 

List of Tables 

Table 1 -  Responses to the survey of advice providers   8 
Table 2 — Aims and evaluation methods used by the 15 projects 

studied   24 
Table 3 -  EEAC — average savings per client   32 
Table 4 -  Benefits to WLEAP's clients 1996-97   36 
Table 5 -  Cost effectiveness of some programmes   47 
Figure 1 — How energy advice is evaluated   15 



ACKNOWLEDGEMENTS 

In preparing this report we have been helped by a number of people who have sent us 
information, given us guidance and advice, and discussed their work with us. Our thanks go to 
Dave Barton (Energy Saving Trust), Steve Bonner and Mike Thornton (LEEP), Trish Brady 
(NEA), Tim Bullock (Care and Repair), Sandy Carter, Sharon Dee (Consumers' Association), 
John Clough and Lawrence Connelly (EAGA), Alison Curtis, Tim Curtis (Energy Saving Trust), 
John Davis (Peterborough EEAC), Geoff Jago (NEF), Daniel Joyce (Heatwise), Sheila Keating 
(NEA), David Linsey (Mendip DC), Mr Long (Bristol City Council), Jean Morrison (SCARF), 
Stephen Morrison and George Trist (WLEAP), Pat Newman (South Lanarkshire Council), Nigel 
Oseland, Mike Trim and John Walker (BRECSU), Nick Parsons (Arches Housing), David 
Pickles (Newark and Sherwood DC), Daniel Prince (HEAT), John Rigby (Manchester 
University), Tony Rose (Croydon EEAC), Martin Roughley (St Helens DC), Annette Rowe 
(EAGA), Robin Sadler (New Perspectives), Alan Sharples (HECAction , BRE) Mr R Shipley 
(Kirklees Metropolitan Council), David Small (Tayside EEAC), Andrew Smith, Maria Stubbs 
(Optima Energy) and Heather Watts (Midlands Electricity).  Thanks also to all the other 
organisations who replied to our questionnaire survey. 



EXECUTIVE SUMMARY 

This report reviews the work to date on the evaluation of the effectiveness of energy advice with 
specific emphasis on low-income households. The context for the research has been the accepted 
need to improve the energy efficiency of homes in the UK and to improve the living conditions 
of households which suffer from fuel poverty. 

Energy advice is defined as advice which is specific to individuals and their circumstances, with 
the aims of improving energy efficiency, comfort and the ability of a household to achieve 
affordable warmth. 

Energy advice is an expanding area of activity, so it is important that the benefits of advice are 
evaluated. This research therefore aimed to: 
• assess the effectiveness of energy advice with particular reference to low income households; 
• identify the most effective techniques for giving advice; 
• identify and recommend targeting and monitoring methods of practical use to energy advice 

providers. 

A wide cross-section of energy advice providers was contacted: the Home Energy Efficiency 
Scheme (BEES), the Energy Efficiency Advice Centres (EEACs) and their monitoring agencies, 
social housing providers, specialist fuel poverty focused advice organisations, fuel suppliers and 
voluntary organisations. 110 organisations responded to our request for information, of which 
approximately a third (those who stated that they attempted to establish the effect of their 
advice on their clients) were interviewed. 

Fifteen evaluation reports were examined. The projects fell into four broad categories: 
opportunistic advice linked to the installation of new heating or energy efficiency measures; an 
energy efficiency-led programme with media backup (EEACs); client-led projects with a fuel 
poverty focus; research-led projects. 

FINDINGS 

1. The majority of energy advice providers carry out no formal evaluation of the benefits of 
their work to their clients, but they do contact their clients for the purpose of quality control 
and customer care. Among those organisations who do evaluate their own or other peoples' 
work there is no consistency of approach. This reflects their diverse aims and methods. 

2. Inconsistent methods of evaluating the benefits of advice can distort the value of different 
forms of advice provision and prevent comparisons. 

Advice programmes targeted at low-income households need to concentrate on no-cost 
behavioural changes; on energy efficiency measures which can be carried out with grants; 
and on fuel supply problems and condensation. 
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S • 
4. Effectiveness can be assessed not only in terms of energy savings but also other essential 

benefits to low income households, namely comfort, grants claimed, raised awareness, 
• reduction in fuel debt or payments and improved health. •  Energy advice is most effective when tailored to clients' needs and circumstances. It is best 
• when opportunistic (given at a time of change, eg when a client moves house, has a new 

heating system or energy efficiency measures installed) or client-led (when the client 
contacts the advisor with a question and is already motivated to act on advice). Advice is less 

• 
effective when it is unsolicited.  

S 
S 

S 
S 
• 8. Client-led schemes with a fuel poverty focus can achieve measured fuel savings of around 

• reduced debt, improved comfort, reduced condensation and increased energy awareness. 
10%. In some cases this can be achieved by behaviour change alone. Other benefits are 

S  9. Estimated savings for clients who follow the advice of the EEACs are around 8% of average 
fuel bills, of which 5% comes from physical energy efficiency measures. An increased use S  
of self-completion survey forms - the 'DIY Home Energy Checks' - has helped to increase 

5  client numbers and overall savings; however, there has been a drop in the proportion (though 
not the absolute number) of EEAC clients on low incomes over the four years of the EEAC 

S  operation. 

41  1 0 . Fuel poverty-focused programmes giving face-to-face advice can be at least as cost-effective 
• as the EEACs in terms of clients' savings compared with the cost of giving advice, 

particularly in the areas of no-cost behavioural change and the installation of energy 
• efficiency measures with grants. 

• 11. Advice projects set up for research purposes which were neither opportunistically linked to 
• new tenancies or new efficiency measures, nor client-led were the least effective of those 

reviewed. 
• 

12. Advisors giving energy advice to low-income households need technical knowledge, 
• knowledge of fuel supply issues and a grasp of the role of other local organisations. They 
• must be able to assess the situation in a household, to prioritise advice topics (in order to 

avoid overloading clients with too much information) and to check on understanding. Being 
• able to refer clients to other advisors or agencies provides added value. 

S 
S 
S 
S 

5 

S 

Low-income households are more likely to benefit from programmes that involve personal 
contact with an advisor because they may experience a complex mix of problems.  

7. Opportunistic advice can achieve fuel savings of around 10% through enabling householders 
to maximise the benefits of heating equipment or energy efficiency measures new to them. It 
is vital to give the advice at installation or soon after, or when there is new occupancy of a 
dwelling, in order to form good energy habits and prevent bad ones from becoming 
established. At least one home visit is needed. 



13. The building of trust between advisor and client is an important factor in success. 
Accessibility, friendliness, experience, good communication skills and knowledge of the 
local community are all assets to an advisor in gaining the trust of clients. 

14. Householders who read their own meters gain feedback which is valuable in raising 
awareness, reducing fuel consumption and increasing understanding. There is a need for 
more field testing of this method, the value of which appears promising from studies outside 
the UK. The ideal advice and support context for such feedback should also be established 

15. Some of the estimates of fuel and financial savings based on computer models are 
questionable, particularly in the areas of behaviour change and the purchase of new electrical 
appliances. Some estimated savings are the maximum possible, rather than the average. 
There should be an agreed list of the estimates of savings to be used by any monitoring 
organisation, backed by the most recent evidence of efficacy. The durability of behaviour 
change is not understood and research is needed to establish what is usual and achievable. 

vi 



• 
• CHAPTER 1 
• 
• INTRODUCTION 

•  1 . 1  Context for the research: 

• This research has been conducted within the context of an accepted need to improve the 

• energy efficiency of homes in the UK in order to reduce fuel poverty and the environmental 
impact of fuel consumption and to improve comfort and health. Whilst some of these aims fall 

• within the policy framework relating to environmental protection, others are more central to 
strategies to combat poverty and enhance the health and welfare of the most vulnerable. 

• Improving domestic energy efficiency is one of many challenges we face in evolving a 

• sustainable way of living, and advice on how best to use energy is now recognised as an 
integral part of any energy efficiency strategy (EST 1998). 

• 
The concept of energy advice has evolved over many years and in many different ways. As 

• activity in this field has increased, some confusion and disagreement have grown about what 
• energy advice can achieve and about what is meant by the term. 

• The Building Research Establishment recommends that, to be effective, energy advice should 
ideally be 

• 
specific advice, given in person, which helps individuals to alter their behaviour, with 

• a resulting improvement in the energy efficiency of the home (DoE 1996). 

• This is a good practice recommendation, not a definition, however. It may be narrowly 
• interpreted as meaning that advice seeks only to influence behaviour on usage within the home 

and not purchasing decisions, investment, accessing energy efficiency grants or dealing with 
• fuel debt. We recognise all of these as falling within the range of an energy advice service. 

• While having no disagreement with the BRE good practice recommendation, so long as it is 
• not narrowly interpreted, we recognised at the outset that our net must be cast wider if we 

were to cover the range of highly relevant activity in the field, and our definition of energy 
• advice reflects this. 

•  We define energy advice as 
• 

advice which is specific to individuals and their circumstances, with the aims of 
• improving energy efficiency, comfort and the ability of a- household to achieve 

• 
affordable warmth. 

• Energy advice to a given household may or may not deal with all three of the aims, depending 
on the existing levels of income and comfort. However, all three are primary considerations 

• for an advice service. The environmental benefits which flow from increased energy efficiency 
are usually secondary considerations at the time of giving advice, however significant they 

• may be in the long term. 

• 

• 
•  1 

• 
• 



Giving advice frequently involves helping to define and unravel problems as well as helping to 
solve them. It must therefore respond to particular circumstances. Information, by contrast, 
we define as factual material of a general nature. This may be useful in helping with specific 
difficulties which a client has already identified, or in combination with advice, but it plays a 
subsidiary role in this study. 

1.2  The need for evaluation 

In addition to a proliferation of energy advice activity in recent years, there is an increasing 
recognition that the effectiveness of advice has to be evaluated. In some cases there is a 
requirement that the benefits and cost effectiveness of energy advice be predicted with 
reasonable accuracy. This has been highlighted by the requirements of the 1995 Home Energy 
Conservation Act (HECA): local authorities must determine priorities and allocate resources 
with the aim of achieving a 30% improvement in energy efficiency in all housing in their areas 
within ten years. They must therefore attempt to compare the likely benefits from different 
activities. 

The ambitious HECA targets for energy and carbon dioxide savings have influenced energy 
advice activity in the direction of those actions which are most easily measured: usually the 
installation of physical measures. The Department of Environment Transport and the Regions 
(DETR) and hence the Energy Conservation Authorities (ECAs) acknowledge the estimated 
energy savings attributed to physical energy efficiency measures and do not take into account 
estimated savings from behaviour change or energy efficient domestic appliances. (New 
Perspectives, pers comm). 

At present the Energy Saving Trust (EST) is strongly urging ECAs to provide advice to all 
households in their areas by establishing Energy Efficiency Advice Centres (EEACs). But in 
their published case studies of those Authorities which included advice in their winning HECA 
Action projects (EST, pers comm) energy advice is only evaluated to the extent that the 
number of clients referred to EEACs is counted, or the number of clients counted who 
responded to promotions for energy efficiency measures such as cavity wall insulation. This 
only provides a limited analysis of the benefits of energy advice and stops short of useful 
evaluation. It also confuses the provision of energy advice with promotional activities. 

A particular source of confusion in the debate on effectiveness is that some areas of energy 
advice provision have been closely monitored and evaluated, but with results and outcomes 
measured and calculated in widely differing ways. This does not give a consistent assessment 
of effectiveness. However, many energy advice providers have not yet attempted to evaluate 
the effect of their advice, or only have done so in a very basic way. 

Providers of energy advice have different primary aims and objectives, as indicated below. 
These aims range from a reduction in emissions of carbon dioxide to the reduction of the level 
of fuel debt, cold related ill-health and the incidence of condensation damp. For advice to 
lower income households, the latter aims are likely to come to the fore. Improving energy 
efficiency may be a goal to which all advice providers can subscribe, but the paths to achieving 
this can vary considerably. 

2 



• 

• Households will respond in different ways to the changes in their circumstances brought about 
by the installation of physical energy efficiency measures. The concept of 'takeback' describes 
the way in which households may take back some of the potential energy savings from the 

• installation of new equipment, by raising indoor temperatures. As takeback appears to 
• increase with lower initial temperatures, it is likely to be a more significant factor in lower 

income rather than higher income homes (Milne and Boardman, 1997). 
• 

1.3  Current energy advice provision 
• 

The main providers of energy advice in the UK are: 
• 

1.3.1 The Home Energy Efficiency Scheme (HEES) 

The HEES is a Government funded grant scheme available across the UK (the similar scheme 
known as Domestic Energy Efficiency Scheme - DEES operates in Northern Ireland). Energy 
advice is offered in person within the home to households who receive a grant for physical 

• 
energy efficiency measures. From inception in 1991 until the review in July 1997, energy 
advice was offered along with every grant given, which totals some 2.3 million households 
over this period. 

• In July 1997 the HEES changed. Clients who would previously have received either loft 
insulation, draught-proofing, or both plus energy advice are now offered a choice of loft 

• insulation, cavity wall insulation, heating controls or draught-proofing. In addition, they may 
• have energy advice, energy efficient lightbulbs and a hot water tank jacket. Advice has 

become a discretionary element of the grant and provision has fallen. In 1996-97 advice was 
given to 82% of clients who received practical works. This has fallen to 63% (Quarter ended 

• March 1998). The reasons for this reduction are more to do with the structure and funding of 
the revised scheme than the requirements of the clients. 

• 
1.3.2 Energy Efficiency Advice Centres (EEACs) 

S 
The EEACs were initiated by the Energy Saving Trust as a pilot advice programme to run 
from 1993-96. Their primary objective is to promote energy efficiency to housing and small 

• businesses. This forms part of the Trust's strategy to reduce carbon dioxide emissions. Each 
EEAC covers a particular geographical area and there were 33 by mid-1997. The average 

• number of domestic clients helped by each centre during the year was 3,009, with a range 
from 303 to 6628. Since the end of the pilot period, the funding for the EEACs has been 

• reducing and they now only receive 30% of their costs from the EST. 

• 1.3.3. Social Housing Providers 
• 

In the past, local authorities tended to give energy advice only to their own tenants, or to part- 
• fund local projects. This has changed since the HECA came into force in 1996, requiring 
• housing authorities to draw up local energy conservation reports with measures to improve 

energy efficiency in all residential accommodation in its area — they are now responsible for 

• strategies for energy efficiency in private sector housing. These measures include 
"information, advice, education, promotion, making grants and loans and carrying out works" 

• 

• 
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(Home Energy Conservation Act, 1995). A small but growing number of housing 
associations also deliver energy advice.  

1.3.4 Specialist fuel poverty focused advice organisations 

A number of organisations have specialised in the energy advice field for many years (some 
have been running since the early 1980s) and have built up a strong reputation and client base 
in their localities. They are fuel poverty orientated and tend to operate with a client group of 
low-income households in urban areas. They are often based in the voluntary sector, with 
local authority and other support. Advice delivery usually includes home visits. Some 
specialist energy advice organisations play an advocacy role on behalf of clients, particularly in 
relation to fuel debt. 

Many of these specialist energy advice organisations also operate the HEES and some added 
an EEAC into their service (separately) when the pilot programme of EEACs was developed.  

More recent additions with a similar focus include special local projects run by NEA (National 
Energy Action) and other local authority or voluntary sector partnerships as part of urban 
regeneration activities. 

1.3.5 Fuel suppliers 

The major domestic fuel suppliers have formally provided advice on energy efficiency since 
1990. Utilities must publish a code of practice which has to be agreed with the Regulators and 
the relevant consumer committees. All fuel suppliers must provide a specific energy efficiency 
helpline. In addition under their licence conditions customers who are struggling to pay for 
fuel must be given energy efficiency advice. This may be operated separately to the energy 
efficiency helpline or there may be links. 

Telephone or paper based home energy efficiency surveys are operated using systems which 
are accredited by the EST. Written materials are also produced for information. Some face-
to-face advice is given, when staff visit homes with problems that cannot be dealt with over 
the telephone. 

1.3.6 Home Improvement Agencies (Care and Repair Agencies) 

Care and Repair Agencies were included in the research as they have an active local 
involvement with households who need assistance in repairing their homes. The relief of fuel 
poverty and the promotion of energy efficiency are integral aspects of Care and Repair's 
work. In 1996-97, 80% of their clients were on low incomes (<£75 per week or on means 
tested benefit) and 90% were aged 60 or over. Most own their own homes, which are in a 
poor state of repair. Care and Repair has trained many staff nationwide to be energy advisors 
in addition to their other responsibilities. Care and Repair sometimes operate as independent 
agencies and are often attached to local authorities. 

4 
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• 
1.3.7 Age Concern 

• 
A small number of local Age Concern groups have run independent energy advice projects for 

• several years. In addition, a pilot project funded by Midland Bank is in progress (1996 - 

• 1999). This has enabled ten more local groups to provide energy advice services, co-
ordinated and supported by Age Concern England. Evaluation of the projects will be carried 

• out in 1999. Delivery is primarily through home visits, with several groups also developing 
energy awareness work with community groups. 

• 

• 1.4  Aims of the research 

The research aims are: 

• • to assess the effectiveness of energy advice with particular reference to low income 

• households; 

• • to identify the most effective techniques for giving energy advice; 

• to identify and recommend targeting and monitoring methods of practical use to energy 

• advice providers. 

• The research did not aim to set up any new advice provision or to carry out monitoring, but 
rather to review existing provision and evaluation practice. 

1.5  The scope of the research • 
Energy advice is specific: it is given in response to a particular set of circumstances and 
modified as needed. If it is to be effective, it is crucial that clients can understand and act 

• upon the advice they are given. This research therefore looks at the provision of advice as 
• defined earlier: specific to the individuals being advised and their circumstances, with the aim 

of improving energy efficiency, comfort, and the achievement of affordable warmth. 

• Promotional and advertising campaigns have not been included because they are generally 
• aimed at encouraging take-up of particular grants or discounts, or to bring clients to an advice 

service, as opposed to being a mechanism for delivery of advice. 
• 

• The place of energy advice within the greater picture can perhaps best be understood in terms 
of what can be achieved for the individual household, enabling people to identify and prioritise 
actions to improve energy efficiency, economy, comfort, health or amenity. These actions 
may be broadly categorised as: 

• Purchasing high cost items such as thermal insulation, heating equipment or major 
electrical appliances. For low-income households this is not an option without financial 
assistance such as grants, cashbacks or discounts. 

• Purchasing lower cost items such as low energy lamps, radiator foil, radiator shelves and 
hot water tank jackets. 

• 
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• Changing use of the building, services and appliances (generally described as 
behavioural change). Often the most significant example of this category is the use of 
heating controls, given that space heating accounts for around 60% of fuel consumption in 
the average home.  

• Acting on financial and rights advice and advocacy, relating to fuel use. This is not 
always purely about energy efficiency. It may, for example, cover choice of supplier and 
tariff, payment or debt repayment options, or consumer rights in relation to fuel 
disconnection. 

A further subject that is frequently covered by advice providers, and especially those working 
with lower income households, is that of condensation damp and how to avoid it. It is a 
complex issue and links to all of the categories above.  

6 



CHAPTER 2 
• 

• RESEARCH METHODOLOGY 

• 2.1 Introduction 

• While planning the research we were aware of the diversity of approaches in the delivery, 
• monitoring and evaluation of energy advice in the field; also that there were a number of 

published studies which described and evaluated advice programmes. We drew up a list of 
• keywords as a guide in drawing up a questionnaire to be sent to advice providers and as a 

means of classifying data from the written reports. This list formed the basis for the two tables 
• in Appendix 1. 
• 

2.2  Study of energy advice providers 

The aim of this part of the project was to obtain further data which providers might have 
• collected but not published and to establish current practice in energy advice provision, 

monitoring and evaluation. 

2.2.1 Identification of main providers 

• This was carried out in a number of ways. Two of the researchers have carried out earlier 

• studies of energy advice provision including good practice and have an extensive knowledge 
of the field. They were able to identify many providers as a result of this. They attended the 

• Scotland and Northern Ireland Energy Advice Forums, at which they were able to publicise 
this study, and published a notice in the NEA newsletter 'Energy Action', asking for 

• participation in the project. Finally, agencies with responsibility for or access to networks of 

• 
organisations which provide energy advice gave their help and co-operation. 

• 2.2.2 Postal questionnaire to energy advice providers 

• Questionnaires were sent out to organisations known to be providing energy advice in order 
• to determine the extent to which they monitor and evaluate their work. This was not an 

attempt to undertake a quantitative survey of advice providers: the covering letters and 

• questionnaires made it clear that respondents were not required to duplicate any material 
which was already being provided by monitoring agencies, namely EAGA Ltd (for HEES 

• Installers) and New Perspectives and BMRB (for EEACs). Respondents were also informed 
that the Consumers' Association, BRECSU, Optima Energy and NEA were being consulted 

• as monitoring organisations. Questionnaires went to 

• 
• all HEES installers, through EAGA Ltd 

• • all EEACs, through the National Energy Foundation 
• all the Regional Electricity Companies and British Gas 

• • local authorities which were giving advice under HECAction funding or 'Greenhouse' 

• projects or were known to have participated in other energy advice projects 
• selected Housing Associations known to have participated in advice projects 

• 

• 
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• Care and Repair organisations in England and Wales, through Care and Repair and Care 
and Repair Cymru 

• Scottish fuel poverty projects 
• NEA Special Projects 
• specialist projects as identified in BRECSU Best Practice studies on energy advice 

(Energy Inform, 1991) and scope of energy advice provision (Optima Energy, Energy 
Inform, Catrin Maby, 1993). 

The questionnaire is reproduced in Appendix 2. In it, respondents were asked to state the 
main aims and objectives of their energy advice service and whether it targeted low-income 
households. They were asked if they monitored their service and, if so, whether they 
attempted to establish the effect of their energy advice on their clients. (The researchers 
interviewed only those respondents who replied positively to this last question.) The 
questionnaire then went on to ask how the effects of energy advice were calculated and 
reported. It was structured in such a way that positive responses to the early questions led on 
to further questions dealing with more sophisticated aspects of monitoring and evaluation. 

2.2.3 Interviews of respondents to the questionnaire 

Thirty-seven organisations were selected for interview; most of the interviews were conducted 
on the telephone. In addition, personal contact with researchers resulted in a further eight 
interviews and the receipt of six monitoring reports from energy advice providers. 

Table 1. Responses to the survey of advice providers 

Returned Questionnaires 

Not  Interviewed 
Interviewed 

Other 
contact 
made 

Total 
interviewed 

Total Number 
of responses/ 

contacts 

HEES Installers 44 14 14 58 
Care and Repair agencies 17 3 3 20 
EEACs 1 3 3 4 
Local Authorities 4 5 5 10 14 
Housing Associations 2 5 I 6 8 
Regional Electricity 

Companies 1 3 3 4 
Specialist Energy Advice 

Organisations 0 4 2 6 6 
Other voluntary 

Organisations 4 0 4 

Total 73 3 7 8 45 1 1 8 

8 



 

2.3  Study of published data 

2.3.1 Literature review 

A broad literature search was conducted on energy advice provision in the UK. We also 
contacted organisations known to have carried out relevant work and asked for details of any 
reports on their work and further material that they might have referred to. The organisations 
consulted were BRECSU, Glasgow Heatwise, Lothian and Edinburgh Environmental 
Partnership, NEA, New Perspectives and Optima Energy. All the organisations contacted 
were willing to co-operate in the study and provided published data. 35 relevant papers were 
collected as a result of this search, though not all are referred to in this report. 

There is an increasing amount of information on the Internet concerning energy efficiency and 
how to contact energy advice schemes. This was checked but did not add anything substantial 
to the study. 

2.3.2 Selection and study of relevant reports 

Papers were selected for inclusion in the study if any actual evaluation of the results of energy 
advice was contained: nine reports were initially selected for study followed by six reports 
sent to us by energy advice providers. The literature review aimed to identify and compare 

• data establishing the effectiveness or otherwise of advice; 
• how the data were obtained, including collection of the results and calculation or 

measurement of the outcomes of the advice; 
• the nature and characteristics of the advice service and delivery. 

In a number of cases it was necessary to obtain further detail or clarification of the information 
in the reports. This involved further contact and discussion with the monitoring agencies, in 
particular New Perspectives, who monitor the network of Local Energy Efficiency Advice 
Centres 

 

2.4  Analysis of the findings of the literature review and interviews 

The respondents to the questionnaire provided a useful overview of the objectives of energy 
advice providers and the levels of monitoring and evaluation undertaken. We analysed these, 
together with the findings from the literature review, in order to gain a view of the level and 
usefulness of different monitoring and evaluation methods; to assess and (where possible) 
compare the effectiveness of the energy advice programmes which had been evaluated 
(Chapter 4); and to identify the most effective energy advice delivery methods (Chapter 5). 
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CHAPTER 3 

MONITORING AND EVALUATION - THE THEORY 

3.1  Definitions 

In the course of the research, communication with those in the energy advice field revealed a 
wide range of different interpretations of the terms 'monitoring' and 'evaluation'. In practice, 
therefore, organisations attempting to monitor and evaluate services were beginning from 
different places. Awareness of the level to which evaluation might take place, and the 
processes involved, was also found to vary a great deal. 

The research group decided that it would be useful at an early stage to set workable 
definitions of these terms. 

Monitoring we define as the recording of parameters such as: 

• numbers of clients or cases dealt with; 
• characteristics of service users such as location, housing tenure, housing age and built 

form, income level, age, gender, ethnicity; 
• topics covered by advice; 
• means of advice delivery, eg phone conversation, home visit, interview at advice surgery, 

written material; 
• actions taken following advice, eg take-up of grants, purchases, changes in behaviour, 

change of tariff or fuel supplier; 
• fuel consumption over a given period, measured by meter reading or taken from fuel bills; 
• comfort levels, assessed qualitatively or by measuring internal temperatures and humidity; 
• levels of fuel debt. 

Evaluation takes this further, and must involve some assessment of the value of the service. 
It will generally take the information derived from monitoring as the core source of data. 
Evaluation might cover a range of issues, varying in complexity, such as: 

• client satisfaction with the service; 
• quantitative outcomes (measured) eg fuel savings, changed room temperatures; 
• theoretical outcomes (calculated) eg fuel savings, CO2  reduction; 
• raised client awareness and understanding; 
• simple value-for-money assessments such as costs to the organisation compared with 

numbers of cases completed; 
• more thorough value-for-money assessments based on costs to the organisation compared 

with outcomes. 
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• • 
3.2  Aims of providers 

Evaluation needs to be carried out in terms of the aims of the advice providers, who must 
decide what to monitor in order to gauge how effective their service is in achieving those 
aims. We have identified four basic sets of aims among advice providers in the UK: 

• Alleviation of fuel poverty, by 
• reducing fuel bills; 
• reducing the level of fuel debt; 
• making the home more comfortable; 
• making the home less likely to be affected by condensation damp; 
• improving health. 

Examples of organisations with this primary aim include voluntary agencies such as the 
• Energy Conservation and Solar Centre (ECSC) in London, some of the NEA 'Special 

Projects', the client-led fuel poverty programmes reported in Chapter 4, HEES Installers and 
• agencies such as Care and Repair or Age Concern who give energy advice as part of a wider 

remit to support vulnerable groups.  

• Reduction of the energy used in the home in order to meet environmental goals 
This is generally associated with a reduction in carbon dioxide emissions and resource 
depletion.  Examples include local authority projects related to the Home Energy 
Conservation Act to meet local targets and Energy Saving Trust projects, particularly the 
EEACs, which aim to meet national targets for reduction of greenhouse gases. (An EEAC 
may have been set up by a local authority as part of its strategy to meet HECA targets, so that 
its work will be evaluated in local terms and also as part of the national network of EEACs.) 

• Enhancement of housing service provision 
This is often accompanied by an improvement of tenant conditions and satisfaction. Examples 
include housing providers such as local authorities and housing associations who advise 
tenants on how to make the best use of their heating systems. 

• Meeting the requirements of fuel supply licences 
For example Condition 22 of the licence to supply electricity. 

3.3  Why monitor and evaluate energy advice? 

The fundamental reason for monitoring and evaluating advice is to measure whether an advice 
service is achieving its aims. What an organisation chooses to evaluate in practice will depend 
on what they want to do with the information and this will vary. The purpose of any 
monitoring and evaluation exercise will determine the process. We found a range of such 
purposes, including: 

• 
• provision of information to fenders, or supporting information for further funding; 

• •  quantifying benefits and relating these to the costs of advice provision; 
• •  finding out if there are ways in which the service can be improved or developed; • •  11 • 

• • • • • • • • 
• 
• • • • • • • • • • • • • 
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• establishing whether quality standards and targets are being met 
• ensuring compliance with special requirements (such as the requirement that fuel 

suppliers provide advice on energy efficiency); 
• providing data for publicity and promotion of the service; 
• establishing and recording benefits that result from the service, (other than those 

primarily aimed at). 

3.4  What can be measured in practice? 

3.4.1 Timing 

Typical limitations on what is measurable in a given set of circumstances are the funds, staff 
and time available to carry out the monitoring and evaluation. Funding is usually the most 
obvious constraint, but staff availability, qualifications and experience also need to be 
considered in planning what to measure and how to go about it. The timing of monitoring and 
evaluation should reflect the timescale in which the advice programme operates: some 
monitoring is only effective if carried out over an extended period. We suggest the following 
as an indication of what parameters it is practicable to monitor over different timescales: 

short term (less than a year) 
• clients' actions (these are dealt with in some detail later); 
• numbers of service users or cases dealt with; 
• characteristics of service users; 
• topics covered by advice; 
• form of advice given; 
• number and duration of advice events (such as number of visits); 
• take-up of grants for energy efficiency; 
• record of purchases and investment; 
• savings in fuel over a short period which can be extrapolated (with adjustments for 

time of year). 

medium term (1 to 5 years) 
• continuity in behavioural change; 
• client investment or change in purchasing decisions; 
• savings in kWh used, fuel bills and carbon dioxide emissions; 
• changes in comfort levels; 
• reduction in fuel debt levels; 
• reduction in (tenant) complaints associated with condensation damp. 

long term (more than 5 years). As medium term, plus 
• reduction in maintenance costs associated with condensation damp; 
• wider economic effects, including job creation; 
• health effects, namely reduction in cold- and damp-related illness; 
• evidence of raised awareness from advice leading to action by clients at a later 

stage; 
• evidence of advice passed on to others leading to actions; 
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•  To achieve the organisations' aim listed in 3.2, the advice given must result in the client taking 
• action in order to produce the desired outcomes. In our survey, we found that there tends to 

be a confusion between this action (what clients do as a result of advice), and the eventual 
• outcomes from the action. 

• There are therefore two distinct parts of the evaluation process: 

• measurement of the clients' actions 
• assessment or calculation of the outcomes. 

The way in which these stages are carried out will affect the final results that are given for the 
effectiveness and value for money of the advice service. 

Let us first consider what the actions resulting from energy advice might be: 

3.4.2 Measurement of the clients' actions resulting from energy advice 

A range of client actions are given below in diminishing order of measurability. It is easy, for 
• example, to collect data on what clients have spent on cavity wall insulation and to use a 

model to predict energy and cost savings; it is difficult to assess how much energy they are 
• likely to save in future on the basis of a self-reported change in behaviour or attitude. 

• 1.  Investment by the client in energy efficiency, such as thermal insulation, improvements 
• to heating systems, making an energy efficiency choice when purchasing new 

appliances. This category of actions is of minor significance in this study, as the focus 
• is on lower income households who have little or no money to invest. 

• 2.  Take-up of grants for energy efficiency work, such as HEES, `cashback' schemes from 
• the EST, electricity suppliers' offers for discounted insulation under Standards of 

Performance (SOP) schemes, energy efficient fridges under Tridgesaver'. This may 
• also include local authority repair grants geared towards insulation. 

3. Low cost actions, for example purchase of single low energy bulbs when replacing 
light bulbs; DIY jobs, such as putting foil behind radiators or shelves above them, 
simple secondary glazing and draught-proofing. 

4. Changes in the use of heating equipment, controls, lights or appliances - changes in 
`behaviour'. 

5. Action taken with regard to fuel payment methods. 

6. Action taken to reduce the problem of condensation. 

7  Passing on information to others (family, friends, neighbours, colleagues), 
which may lead to actions on their part. 

8.  Any action taken in the future as a result of raised energy awareness.  

• 
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There are a number of issues that must be considered in relation to the collection of data 
about the actions resulting from advice. In some cases data on the actions is collected without 
consulting the client. For example, the number of households fitted with grant aided 
insulation measures may be recorded. Often, however, the information is collected by asking 
the client what they have done, by post, telephone or home visit. 

Some of the issues to consider when clients are asked to report their actions: 

• Who carries out the data collection, and how they relate to the client and the advisors, 
where the results are subjective (there will possibly be different responses to 'what did you 
think of our advice' to 'what did you think of their advice'). 

• Some clients may not understand the term 'energy advice', and may not identify energy 
advisors as such. They may be seen in a different way altogether, for example as a member 
of council staff 

• Clients may have difficulty in remembering the details of the advice given. 

• Advice may be given in connection with the installation of energy efficiency measures in the 
home: clients may focus on the practical work, and not on other actions taken. 

• Behavioural change can be very difficult to measure with any certainty. One-off actions are 
much easier to record than ongoing changes in behaviour which may vary enormously in 
degree. For example 'switching off lights more often' could cover anything from using a 
single light less to switching off every light in every room each time it was left empty. 

These issues are explored in detail in Chapter 4 by examining the findings of the appropriate 
studies. 
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Measurement 

Clients reports 
Meter readings 
Calculated savings 

Assumptions 
Impact of measures 
Lifetime of measures 
Consistency of 

household 

Outcomes 
* kWh savings 
* £ savings 
* CO2  savings 
* reduced debt 
* reduced condensation 
* improved comfort 
* improved health 
* confidence/understanding 

Figure 1. How energy advice is evaluated 
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3.4.3 Assessment or calculation of outcomes of advice 

Figure 1 shows the path from the provision of energy advice to the reported outcomes. In 
Chapter 4, when examples of types of advice and evaluation are considered in detail, this 
model is applied to them as a quick reference to their methods of evaluation. Clients' actions 
may either be reported by the client, or directly measured as in the case of meter readings. If 
the clients' reported actions are used, they are often accompanied by a series of assumptions, 
particularly the impact of measures, their lifetime, and the stability of the household and its 
way of life. Fuel, financial and CO2  savings are then calculated from the reported changes 
following advice. Measurement of fuel consumption or the reporting of fuel bills does away 
with the need for some of these assumptions, although it will still be necessary to estimate the 
lifetime of measures and the stability of the household in order to make projections of the 
impact of advice into the future. 

Improvements in condensation levels, comfort, and confidence may be assessed more or less 
directly from client reports. Improved health is hard to assess in the short term, but over a 
period of time it should be possible to use indicators such as hospital admissions for 
respiratory diseases in a given area to give a measure of how healthy the residents are. 

3.5  Monitoring and evaluation 'packages' 

All advice programmes have characteristic aims and methods and operate within constraints 
on their time and budget. We have looked at which types of monitoring and evaluation lend 
themselves to different types of advice programme and have identified a number of 'packages' 
which are suitable in certain circumstances. An outline of possible approaches is given below, 
together with comments as to the advantages and disadvantages of each approach. 

• Simple client satisfaction and quality control survey 

Clients are asked about their views on service quality. They may also be asked if they are 
warmer or have saved fuel, but there is no attempt to find out the effect of the advice on the 
client, or what changes they have made. 
Advantages: simple and inexpensive; gives feedback to provider on which to base changes to 
the service. 
Disadvantages: clients may not remember advice; not an evaluation of the effect of advice.  

• Survey of client actions as a result of advice, plus modelling 

Estimates of savings are computed from reported actions. For example the most commonly 
used computer model BREDEM is used. This can model a range of standardised homes with 
variations for occupancy, heating pattern, use of non-heating appliances and external 
conditions. Reported actions are fed into the model to give estimated savings. 
Advantages: a widely-recognised standard model is provided; if large samples are used, 
trends can be identified over time; 
Disadvantages: Provides estimates only. Requires access to and understanding of the 
computer model; assumptions built into the calculations may be inappropriate to clients 
(particularly those on low incomes). 
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 • Specific computer models of homes 

• The National Home Energy Rating can be used to model conditions in a specific house 
(including some adjustment for occupancy levels and occupant incomes) and then any changes 

• resulting from client action can be fed into the model in order to give an estimate of savings. 
The new Affordable Warmth Index in the NHER Evaluator software can indicate how close a 

• dwelling is to the required standard for a given number of occupants on a given income. 
• Advantages: takes into account specific house/occupancy; may be useful as feedback tool to 

householder. 
• Disadvantage: Provides estimates only. Needs time to input accurate data. Still involves 

• 
various assumptions. 

• • Logging of fuel bills and temperatures before and after advice is given 

• Fuel bill data are accessed from the utility and temperatures inside (and, preferably, outside) 
the dwelling are measured. The advice intervention takes place and then the fuel bills and 

• temperatures are recorded again. Households may also be interviewed before and after advice 

• is given, to determine any qualitative changes. 
Advantages: no assumptions are involved. The fuel consumption and room temperatures are 

• real.  

Disadvantages: it is difficult to get accurate fuel bill data. The utilities usually estimate, so 
• that all meter readings need to be arranged. Many household changes may take place to 

• influence fuel use, some of which have nothing to do with energy advice. A control group is 
needed to ensure that outside influences such as advertising are not causing changes, and 

• controlling for the effect of weather is also necessary if outdoor temperatures are not 
recorded. The method takes time and is expensive. 

• 
• Comment: the intervention before advice is given alerts household members to their energy 

use and is therefore likely to influence it. The impact of advice may therefore be 
• underestimated. 

• Clients measure fuel bills or meter readings. 

•  The clients themselves may keep energy diaries, measure temperatures and take meter 

• readings. 
Advantages: no assumptions are involved, fuel consumption is real; staff time is saved; the 

• client learns about energy use as a consequence of taking part in the exercise. 

• 
 Disadvantage: the client may not wish to take part. Not always rigorously accurate 

• Comment: carrying out these exercises causes the client to learn and possibly to act on the 
feedback at an early stage in the programme, before some or all of the advice has been given. 

• This is of course a good outcome, but it may lessen the measured impact of advice. 

3.6 Summary 

• Evaluation of the effectiveness of energy advice needs to be undertaken with regard to the 
• aims of advice providers and what they wish to do with the information gathered during 

•  evaluation. We have set out what we believe to be the main issues to consider in order to give 
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as accurate a picture as possible of the effects of advice within the constraints of the 
providers' stated aims, budget and timescale. We have also outlined five types of evaluation 
package which can be applied, with modifications, to different circumstances. These act as an 
introduction to the examples of monitoring and evaluation in the next chapter which illustrate 
the issues raised above. 
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CHAPTER 4 

• 

• EVALUATION OF ADVICE - METHODS AND RESULTS 

• 4.1 Introduction 

• This chapter gives our findings from the survey of advice providers and the literature review. 
The research literature on energy advice tends to concentrate on the most easily quantified 

• outcomes, such as estimates of fuel savings from physical measures installed. However the 
• studies include the evaluations of effectiveness in terms of money and fuel saved, client 

comfort, access to grants for energy efficiency and the consequences of involving other 
• organisations. 

• Comparisons between programmes are difficult to make, as will become clear, but we have 
• tried to indicate these where possible and the chapter concludes with a comparison of the 

cost-effectiveness of three programmes followed by a summary of lessons learned from the 
• review.  

•  4.2  Results of the questionnaire survey of advice providers 

• The drawing up and sending out of the questionnaire are described in Chapter 2 and the 
• questionnaire itself is given in Appendix 2. As Table 1 shows, 110 questionnaires were 

returned which led to follow-up interviews with 37 organisations. • 
• The organisations which replied but were not subsequently interviewed provided a useful 

insight into how they carry out monitoring in relation to their aims. They all kept records of 
• the numbers and details of clients advised, and approximately a third of respondents also kept 

records of client satisfaction with the quality of service. The evidence from the advice 
• providers, then, suggests that a high proportion are monitoring work in terms of case records, 
• and to a lesser extent client satisfaction and quality control of service delivery rather than 

evaluating effectiveness. 
• 

Most long-established fuel poverty focused energy advice providers have not yet evaluated the 
• effect of their work on their clients. Such energy advice services do however have a steady 

stream of referrals from local agencies and satisfied clients, and their funders acknowledge 
• that they are providing a worthwhile service. 

More recently-established services are more likely to be evaluated because the requirement for 
• quantified 'outcomes' when applying for funding encourages the setting of targets for energy 

and CO2  savings. In addition, the research findings published by New Perspectives/BMRB 
• International on behalf of the network of local Energy Efficiency Advice Centres (EEACS) 

• have stimulated interest in evaluation. The outcomes of advice can be difficult to quantify 
accurately, but advice providers are obliged to make the attempt and have devised a number 

• of ways of doing so. 

• The respondents to our questionnaire are considered below according to organisational type. 

• 

• 

• 
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4.2.1 The Home Energy Efficiency Scheme (HEES) 

a) EAGA monitoring of HEES advice 

HEES is an example of a reactive service in that clients have requested practical grant-aided 
works to their homes and may also request advice as part of the package on offer. In common 
with the practical elements of BEES work, energy advice is subject to a specification by 
EAGA. Advice must be delivered in the client's home and the advisor must hold the City & 
Guilds 6176 qualification in Energy Awareness, now updated to NVQ Level 2 [Assessing 
Insulation Requirements — units 2, 6, 13 and 14]. HEES advisors should, on visiting the 
dwelling and in consultation with the client, determine the priorities for advice and deliver it to 
the client. Relevant literature and a copy of the completed 'Energy Advice Job Sheet' are left 
with the client. 

The monitoring of quality control of the HEES scheme is conducted by EAGA. It involves a 
visit to 5% of HEES clients by one of the organisation's technical monitoring officers 
(TMOs), who check both the quality of the practical work and the delivery of energy advice. 
The TMOs ask the client whether they have received energy advice and whether they found it 
useful, whether they have a copy of the job sheet - a written record of the advice provided -
and if they have made any changes as a result of the advice. They do not, however, ask what 
these changes are. EAGA retains a copy of all clients' job sheets. 

A random analysis of 100 job sheets completed in September 1997 gives an idea of the topics 
covered by HEES advisors (see Appendix 3). Using low-energy lightbulbs, not overfilling the 
kettle, closing and opening doors and windows to reduce condensation and adjusting room 
thermostats to 20°C head the list. EAGA therefore have information on the subject matter of 
the advice and on whether the client was satisfied with it, but none on what actions the clients 
may have taken as a result. 

b) HEES installers' monitoring of their own work 

58 HEES installers responded to the questionnaire. Predictably, because the Home Energy 
Efficiency Scheme is aimed at low-income households, the stated aims of most installers were 
to increase energy efficiency and reduce fuel poverty. Fewer than half expressed an aim to 
reduce CO2  emissions. 

Half the installers monitored their own work by visiting a proportion of their clients in the 
home after they had received their grant-aided work and advice. These visits were conducted 
in addition to the monitoring visits by the administering agency EAGA. The installers 
collected information from clients on satisfaction with the service and whether they had 
noticed fuel savings and increased comfort. Installers monitor their work for a number of 
reasons, including 'To ensure that we are providing a quality service', 'To ensure that the 
advice provided is accurate and consistent/fully and clearly explained' and 'To make sure 
that advice was not forgotten and that they (the installer) could improve their service'. 

There was no actual collection of data on fuel savings. Even if there had been, it would be 
difficult to isolate the effect of the advice from the effect of physical measures installed. There 
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• 
• 
• was, however, an emphasis on customer care and internal quality control and, to some degree, 

an attempt to check that clients understood the advice they were given. 

• 4.2.2. Energy Efficiency Advice Centres (EEACs) 

• 

• 

• 

S 

• 
• 
• 
• Until the Home Energy Conservation Act (HECA) came into force in 1996, local authorities 

tended to provide energy advice broadly in 2 ways. First was advice primarily aimed at their 
• own tenants, often concentrating on enabling tenants to make the best use of new heating 

systems. Second was support in either financial terms or staff terms for local energy advice 
• services, usually aimed at the fuel poor. Now that Energy Conservation Authorities (local 

• 
authorities with responsibilities for housing) are charged with encouraging energy efficiency in 
all households in their area, new approaches are developing. 

S 
There was a relatively low response from local authorities to the questionnaire. This may be 

• for a number of reasons. The research was conducted at a time when those authorities who 
had included energy advice in their HECAction programmes (a competitive programme where 

• local authorities are funded to provide innovative and sustainable initiatives to meet HECA 
• targets) would be needing to evaluate the effect of their programmes, but it would still seem 

that our research came rather earlier than these activities. There is no doubt that one year on, 
• especially as the 1998 HECAction programmes must include energy advice, more local 

authorities will be attempting to monitor and evaluate these as an essential part of their 
• programmes. 

Another reason for the apparent low return from local authorities is that their advice service is 
• described elsewhere in our categorisation ie under specialist energy advice organisations 

(which may be funded by the local authority), the EEACs and Care and Repair. Care and 
• Repair may conduct an energy advice service in private sector low income housing. 

As energy efficiency activities are developing within local authorities in response to the 
• requirements of the Home Energy Conservation Act (HECA) it is apparent that energy advice 

is incorporated into a variety of linked initiatives. 

• 
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A high response rate was not expected from EEACs because they were clearly informed that 
we were in contact with New Perspectives, who regularly monitor the work of the EEACs in 
terms of the responses to the DIY Home Energy Check Forms - the main emphasis of their 
work. EEACs were asked to contact us if they were evaluating any other work they may be 
involved in, for example on behalf of local authorities. One EEAC told us they were about to 
conduct a survey of their clients but that had not yet taken place. Another wrote to us with 
what they believed were the very different approaches needed when giving advice to the 'fuel 
poor' and the 'fuel rich'. (Chapter 5.) 

4.2.3. Social housing providers - local authorities and housing associations 

• 

• 
• In Birmingham, for example, the 'Energy Project' consists of a range of projects and services 

which have developed as partnerships and funding opportunities arose, with finance from 
• Midlands Electricity (MEB), NEA, Single Regeneration Budget (SRB) and HECAction. 

Initiatives included Women and Energy (awareness sessions with women's groups); 
• `Fuelsavers' in two SRB areas; 'Urban Care' (energy efficiency products at low cost in inner 

• 



city shops); 'Warm Safe and Secure' (repair grant finance for appliances) and Interactive 
programme and video development. Advice, training and awareness are integral parts of these 
initiatives but not necessarily separately monitored or evaluated. 

Reports from three social housing providers have been incorporated into the next section on 
the literature survey.  

Two housing associations responded with evaluation of their energy advice services. The 
Arches Housing Association evaluation is still in progress. The results of Hastoe Housing 
Association are reported later. 

4.2.4. Specialist fuel poverty focused energy advice organisations 

The specialist energy advice organisations tend to have the reduction of fuel poverty as their 
main aim. In the past they have evaluated their work in varying ways including counting the 
value of welfare benefits and grants to their clients. The work is rarely evaluated in terms of 
energy/CO2  savings as this is not the main emphasis of the project, and it is recognised that 
groups on the lowest incomes may take the benefit of energy efficiency improvements largely 
in terms of comfort. 

However, four organisations of this type have evaluated their services in different ways and 
have been incorporated into the analysis under Programme Type 3. 

Case notes are usually kept in organisations who act on an advocacy basis for their clients in 
cases of fuel debt, etc. In the course of the research we have been provided with case studies 
which are indicative of the depth and unexpected benefits of fuel poverty advice. In Section 
5.11 we include examples of these. 

4.2.5. Regional electricity companies 

Regional electricity companies are required to produce a Code of Practice setting out ways in 
which to provide advice to customers on the efficient use of electricity, under Condition 22 of 
their supply licence. Under this Code the company must offer advice to any of its supply 
customers. OFFER requires that adequate monitoring and quality assurance mechanisms are 
in place and that there are systems to record the advice given and to monitor the effectiveness 
of that advice. Two methods are commonly used by the RECs: a 'mystery shopper' approach, 
whereby the advice service is checked for accuracy and impartiality; and a customer 
satisfaction survey sent to a sample of clients to determine whether they were happy with the 
advice given. 

One example of the type of evaluation undertaken comes from the MEB (Midlands Electricity 
plc), who sent questionnaires to 1000 Helpline callers and 500 recipients of home visits in 
February 1997. Response rates were 11% and 13% respectively. The survey showed that the 
majority of callers wished to cut bills (86% helpline, 94% home visits). Advice covered a 
range of topics and 56% of home visit respondents said that they intended to change their 
behaviour as a result of the advice. In terms of the usefulness of advice, those who received 
home visits found the advice more useful than those who had called the telephone helpline: 
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•  MEB - Evaluation of their advice service 

• 

• 

• 

• 

• 

• 
• Responses to our questionnaires showed that the aim of reducing condensation was almost as 
• important to the Care and Repair agencies as increasing energy efficiency and reducing fuel 

poverty. Their work reflected this, emphasising advice on the control of condensation and 
• acquisition of energy efficiency-related grants. Half the agencies who responded had surveyed 

• 
their clients and collected reports of fuel savings, increased comfort and general satisfaction, 
but had not evaluated this information. The rest did not monitor the results of their advice 

• except to keep records of clients' details and to record the number of satisfied clients. 

• 4.3  Results of the evaluation reports 

• Nine reports were selected from the literature review, and a further 6 reports were received 
• from the survey of advice providers. 

• A very brief summary of each project is included in Appendix 1, where a matrix has been 
developed to describe each project in terms of aims, the content of advice, monitoring and 

• evaluation methods, results and outcomes, cost effectiveness and conclusions of the study. In 

• terms of detail, the matrix also lists delivery methods, duration of advice, frequency of advice, 
backup materials used, training and experience of advisors, characteristics of clients, the 

• sample size of clients advised (and any control group) heating type, energy efficiency 

• 
measures installed and the organisations/individuals who acted as monitors. 

• These reports have been included because they all attempt to evaluate the effect of their 
advice on their clients. The contents of the reports and consultation with those organisations 

• who have conducted the monitoring have led to valuable feedback on a number of issues on 
the delivery and content of energy advice and how to make it work for low income 

• households.  

• Chapter 5 considers in detail those issues and provides recommendations on the effective 
• delivery of energy advice. This section of the report is concerned with the process of 

evaluation, the methods used and some of the assumptions made. The appropriateness of the 
• evaluation techniques for different types of energy advice services, is explored. 

• The aims of the projects reviewed here differed in complexity, with some concentrating on 
• advice alone, while others gave advice alongside investment in practical energy efficiency 

measures. The aims ranged from the general — to improve comfort and save fuel, for example 
• — to the highly specific, for example the Hamilton Energy Advice Project which set targets of 

Usefulness of advice °A) Home visits % Telephone helpline 

Very useful 76 41 
Fairly useful 13 45 
Not very useful 6 9 
Not useful at all 5 5 

4.2.6.  Care and Repair agencies 

• 

• 
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Sluce A J A and Tong D 
(1987) Energy efficient 
refurbishment of 
Victorian terraced 
housing: a 
demonstration for 
Merseyside Improved 
Houses, Liverpool 
Hill, R M (1991) Energy 
efficient control of 
heating systems in local 
authority households. 
Stirling Heatsave Ltd. 

To help tenants understand their 
heating system and reduce wasteful 
use of energy 

To demonstrate whether cost-
effective improvements could be 
made to the energy efficiency of 
recently installed central heating 
systems following advice and 
information on controls. 

Tenants read meters each 
week. Feedback each fortnight 
on gas and electricity used. 2 
surveys of attitudes and 
retention of advice. 

Analysis of fuel bills for 12 
months before start; monthly 
meter readings during project. 
Energy audits for modelling of 
fuel costs using BREDEM. 

saving £20,000 pa for clients, increasing the uptake of grants by 10% and reducing fuel 
consumption by 5%. Success of the projects was measured mainly in terms of meeting the 
projects' stated aims, although several projects came up with side-effects of advice or 
unexpected information. For example, the Medlar Farm Neighbourhood Heating Advisor 
project led to the discovery of a batch of faulty room thermostats and the New Earswick 
advisors discovered householders who were not previously aware that they were eligible for 
BEES grants. 

4.3.1 How the projects were evaluated 

The 15 advice reports covered in this review were evaluated using a mix of qualitative and 
quantitative indicators and measures. Some (eg Bolton and West Lothian) took direct 
measurements of fuel savings, while others (eg Wester Hailes, the. EEACs and Hamilton) 
translated the installation of efficiency measures and other actions (monitored or reported) 
into estimates of fuel savings using computer models (usually BREDEM). Table 2 gives a 
summary of the aims and monitoring methods used for each project. 

Table 2. Aims and evaluation methods used by the 15 projects studied 

Project  
EEO (1988) Expanded 
project profile R&D 56: 
Energy advice to 
tenants. Willows Estate, 
Bolton 

Aim Monitoring and evaluation  
Weekly internal max and min 
temps; external temps. 
Surveys on attitude and 
effectiveness. 

Comfort, fuel savings 

Optima Energy (1989) 
Neighbourhood heating 
advisors(Medlar Farm) 
final report of research 
project undertaken by 
Optima Energy in assn 
with British Gas. 

To see whether training tenants as 
NHAs is an effective and low cost 
way of addressing ineffective use of 
central heating in a community. 

Questionnaires before and 
after advice. No fuel bill data 
published. 
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• 
• 
• 
• 
• 
S Brady T and Hutton S 
• (1993) An investigation 

into the provision of 
• energy advice within the 

home energy efficiency 
110  scheme. (HEES)  
• New Perspectives & 

BMRB International 
• (1994-97) Energy 

Efficiency Advice 
Centres —research 

• reports(EEACs)  
Wester Hailes 

• Partnership (1995) 
Raising energy 

• awareness and reducing 

• fuel costs in Wester 
Hailes 
Morrison E M (1994) 
SCARF energy advice 
service (Aberdeen) 

• evaluation report 

• Hamilton District 
Energy Advice Project 

• Annual Report 1996/97 

Stubbs M (1996) Report 
on monitoring of energy 
advice. Hastoe Housing 
Association. 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

To assess how energy advice was 
being given to tenants of newly-built 
houses. 

To evaluate energy advice to low 
income families given as part of the 
HEES programme. 

To evaluate the work of the local 
Energy Efficiency Advice Centres 
(EEACS) which were set up as part 
of the campaign to reduce UK 
emissions of CO2 

To develop an energy awareness 
campaign; train residents in energy 
awareness; build a network of 
information points; produce 
information videos and promote 
take-up of HEES.  
To help low income groups combat 
fuel poverty through the efficient use 
of domestic fuel; to provide 
specialised advice services for 
vulnerable groups.  
To reduce inefficient energy use, 
increase comfort and health; save 
£20k pa, increase grants uptake by 
10% reduce fuel consumption by 
5%.  
To improve access to info and 
advice; increase h/hold disposable 
income; improve comfort; encourage 
landlords to adopt energy efficiency 
and conserve resources. 
To see whether advice has any 
quantifiable effect on fuel bills, 
whether advice visits were 
considered useful, and detect 
changes in behaviour and 
perceptions after advice. 
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Tenants were visited, 
interviewed and questionnaires 
completed between 5 and 9 
months after advice was given. 
Fuel bill data based on meter 
readings at letting and during 
the monitoring visit.  
Postal questionnaire to 111 
providers; interviews of 8 
providers and 39 clients. Use 
of EAGA monitoring data. 

7,000 clients who completed 
the DIY Home Energy Check 
forms monitored pa (within 
the year) plus control groups 
of 1,900. 

Case sheets filled in for each 
of the 154 clients directly 
advised. Savings estimated 
using figures from BRE, 
NHERs and local knowledge 

Questionnaire to a random 
sample of 160 households who 
had used the advice service. 64 
filled it in. 

Energy audits of sample of 93 
homes, NHER used to calc 
theoretical savings. Recorded 
grants accessed, savings from 
fuel /tariff switching.  
Recording of refunds, grants 
accessed, payment reduction; 
meter readings. Customer 
service surveys in 1995, 1996 
and 1997. 
Meter readings in Nov/Dec 
and March (1991), 40 advice 
and 46 control sites. 
Questionnaires both times for 
advice groups. In 1992, meter 
readings in Dec. 

West Lothian Energy 
Advice Project: Annual 
reports, 1994/95, 95/96 
and 96/97 

Curtis T (1992) 
Greenhouse Prog'mme 
report on the heating 
advice project on the 
Packington and Market 
Estates 1991/92 and 
1992/93(Islington) 



Joyce D and L Kosmina 
(1996) Ballantay Road 
Energy advice/research 
project, Glasgow. 

To assess the need for energy advice 
and the benefits that might accrue. 

Questionnaire to 91 h/holds. 
Survey of 17/36 who received 
advice. 4 had fuel 
consumption and temps 
monitored. 

Lothian and Edinburgh 
Environmental (LEEP) 
Partnership (1996) Bill 
Savers — securing the 
savings 
Walker J and N Oseland 
(1998) Energy advice to 
tenants — does it work, 
New Earswick energy 
advice demonstration 
project (York)  

To show that it is feasible for low-
income h/holds to finance purchase 
of efficient appliances and lights 
from the savings in running costs 
yielded following advice. 
To quantify the costs and benefits of 
providing energy advice to tenants 
of social housing so as to allow 
comparison with those of capital 
works to the building fabric. 

Fortnightly metering of 
consumption + energy diaries, 
in year before advice began 
and in year of advice-giving. 

Lounge temps before and after 
advice. 2 social surveys. 
Meter readings. Weather data. 
BREDEM to estimate fuel 
needs. 

Note: Bold words on table denote names of projects used throughout the rest of the report. 

4.4  Energy advice programme types 

From the above, some of the complexity of comparing a range of different advice programmes 
emerges. The chief points that we considered in classifying the projects and programmes 
were: 

• Aims. Does the project aim to give access to affordable warmth first and foremost, to 
reduce fuel use and carbon dioxide emissions, or to research the effectiveness of energy 
advice? 

• Timing. We distinguished between the projects which aim to reach clients at a particular 
time — when they move house or have new energy efficiency equipment installed — and 
those which either  offer a service when the client asks for it or when they themselves wish 
to give advice in order to carry out research on effectiveness. 

• Duration. Projects running for several years should be able to yield more information on 
secondary benefits of advice, such as improvements in health and money management 
abilities, reduction in condensation and associated costs and increased awareness of energy 
use. 

• Complexity. The impact of advice may be altered by a number of additional factors such 
as advertising, backup information and changes in household circumstances or energy-
related equipment. The complexity of a project will also be affected by whether it aims to 
deal with individual households or with whole communities. 

Using these points the studies reviewed here were grouped into four broad types. Each type 
is outlined below, with a detailed account of one project (two in the case of type 3) and 
comments on those with similar characteristics. 
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Before and after study 
including control group. 
Meter readings. 
Client survey. 

4.5 Programme Type 1: opportunistic advice projects linked either to recent 
installation of heating systems, to new tenancies or to energy efficiency measures 

4.5.1 Example of Programme Type 1: Merseyside Improved Houses 

CLIENTS' ACTIONS 
 

MEASUREMENT 
 

REPORTED 
OUTCOMES 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

Measured fuel 
savings. 
Reported changes. 

Behaviour change -
Change of use of 
appliances, heating 
and hot water. 

For phase 1 of this demonstration scheme, 24 homes were fitted with gas central heating, loft 
insulation and other energy efficiency measures (internal solid wall insulation, draught-
proofing, living room double glazing and extractor fans to kitchen and bathroom). Their fuel 
consumption was compared with that of 20 controls who had only the central heating and 
100mm of loft insulation. The study showed the benefits of the extra insulation measures but 
found that the tenants were not benefiting fully from their central heating — only half were 
using it regularly. This was either for financial reasons, or because they did not understand 
how to use the controls, or because of wasteful habits. The researchers decided to extend the 
project by another year in order to carry out an educational programme to help tenants 
understand their heating systems and controls better and to reduce wasteful use of energy. 

Advice was given to all those who had participated in the first phase of the project and wished 
to continue (31 households), plus a newly recruited group of 25 households whose homes 
were fitted with draught-proofing. A new control group of 20 households were given draught-
proofing only. The advice given was opportunistic in that it was given to tenants who had 
recently had central heating installed along with efficiency measures of some sort, even if 
minimal. 

The advice programme consisted of 
• advice from a fieldworker, given during fortnightly calls to read the meters; 
• the filling in of an energy diary for each household by the fieldworker; 
• energy advice sheets issued during three visits in January 1987, dealing with issues such as 

hypothermia, use of controls and condensation; 
• a cartoon-style energy calendar with an energy efficiency tip for each month and space 

provided for weekly gas and electricity meter readings. 

Internal and external temperatures were monitored in addition to meter readings, and there 
was a questionnaire survey towards the end of the heating season to evaluate the campaign. 
The survey found that 77% of all tenants advised had read all the advice sheets and kept them 
for future reference. Over half of those who did not read the advice were elderly and often 
dependent on others to manage their heating. Only one tenant was completely uninterested in 
the campaign. The recall of advice was good, especially among those who had been settled the 
longest in their homes, and the information most commonly recalled concerned the running 
costs of appliances. Over a quarter of tenants (15) said that other people had read their advice 
notes. Only 18 tenants reported that they had already taken action as a result of the campaign, 
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though: the most common changes were using the gas boiler or kettle for hot water rather 
than the immersion heater (6), and reducing room temperatures (5). 

Fuel consumption, measured by meter readings, fell markedly on average for the advice 
groups. Data from 30 houses from phase 1 of the project showed that 24 had used less fuel in 
the second heating season than the first and that 14 of these used over 10% less. (The study 
was probably controlled for weather factors, as external temperatures were taken, but it is not 
quite certain from the report.) Of the households recruited for phase 2 only (the second year 
of the study), those which received advice plus draught-proofing used an average of 36 MJ 
(10kWh) less per day than those who were only provided with draught-proofing - a 
statistically significant difference of 13%. 

It is not possible to say with certainty what impact the regular fortnightly meter readings and 
the energy diaries had on the tenants involved in the project. Over half of those interviewed 
said that the feedback had been of interest, and 11 said that it had helped them anticipate their 
fuel bills. The report notes that 'little behavioural change appears to have resulted' (from the 
feedback); but it also acknowledges that reductions were achieved in some cases by 
households which stated that they were not responding directly to the educational campaign. 
It therefore seems likely that the feedback effect contributed to overall savings and improved 
understanding. 

4.5.2 Other opportunistic advice projects 

We found five more evaluated examples: Bolton Willows estate, Stirling, Medlar Farm and 
Hastoe Housing Association (all heating-related); and the HEES (insulation measures). Clients 
of these projects were identified because of where they lived or because they qualified on 
defined criteria — that is, the projects were proactive. The timing and scope of the projects 
were defined and limited, with the exception of HEES. 

Home visits are essential for this type of advice and leaflets or videos can be useful as backup 
information. The client's circumstances are changing at the time of the advice, any 'before and 
after' measurements will indicate the combined impact of advice and changed circumstances. 
Monitoring can usefully involve a control group who are not given advice but are 
experiencing similar changes in order to compare customer satisfaction, fuel consumption, 
comfort levels and understanding of how to control heating and appliances. It is also possible 
(and less costly than a controlled study) to use BREDEM/NHER to give a guide to expected 
consumption for a given house type. This can then be compared with actual consumption by 
the client. This latter method, as used by the Hastoe Housing Association, will only indicate 
whether the client is consuming fuel at a rate close to the norm. It does not show how much 
impact the advice has had, although this can be roughly indicated by using a questionnaire to 
assess changes in energy awareness. 
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4.6 Programme Type 2: An energy efficiency-led programme with media backup: the 
Energy Efficiency Advice Centre (EEAC) network - monitoring by New 
Perspectives/BMRB. 

CLIENTS' ACTIONS  MEASUREMENT 
 

REPORTED 
OUTCOMES 

Client reported actions: 
computer modelled 
estimates based on BRE 
estimates and standard 
house types 

Estimated 
£ savings 

~~CO2 savings 
kWh savings 

  

The work of 33 Energy Efficiency Advice Centres (EEACs) is evaluated in detail in the report 
for 1996/97 (New Perspectives/BMRB 1997b). The Centres between them advised 99,308 
domestic clients over the year: an average of 3009 per Centre with a range from 303 to 6628. 
Funding comes from the Energy Saving Trust, local authorities and other sponsors; the 
programme is evaluated by the market researchers New Perspectives and BMRB. The large-
scale programme of the EEACs was designed to trigger investment in energy efficiency 
measures using clients' own money or grants, with some advice aimed at changing behaviour 
and purchase of energy efficient appliances. 

Clients typically make the first move in approaching the EEACs, although the Centres are now 
reaching out to clients more through special events and stalls or by placing simplified Home 
Energy Check questionnaires in local papers. Advice is increasingly based on paper 
transactions, rather than on phone calls or face-to-face contact at the Centres or at advice 
surgeries, as this allows staff to deal with more clients. Advisors rarely see clients' homes, but 
use a computer software packages to record information about the homes and any existing 
efficiency measures and to recommend actions to clients on the basis of this information. 

Monitoring is thorough and detailed, but is based almost entirely on clients' reports of actions 
rather than on actual measurements. A computer model is used to estimate savings from the 
reported actions. 

4.6.1 Advice delivery and data gathering 

The network uses two types of data collection: one as the basis for advice and the other 
(carried out by the independent agency New Perspectives) for cross-checking and evaluation. 

The first is the 'DIY Home Energy Check', completed by clients either by themselves or with 
the help of an advisor (usually over the telephone). Appendix 4 shows the DIY Home Energy 
Check questionnaire. It establishes tenure, grant eligibility, dwelling and heating system type, 
efficiency measures already in place, measures planned and topics on which advice is wanted. 
The answers are normally (in 91% of cases) stored on the EEAC Information System and are 
used to produce a written report containing advice and information which is sent to the client. 
There is an emphasis on installing practical energy efficiency measures, with Centres 
recommending an average of 9.9 measures per household. The follow-up research finds that 
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Investment in 
energy efficiency, 
low cost actions, 
take up of grants, 
behavioural change 



an average household then installs 1.7 measures within 12 months and plans to install a further 
1.3 in the 6 months after the follow-up interview (ibid). 

The proportion of DIY Home Energy Checks carried out by self-completion varies between 
Centres. In 1996-97 it ranged from 25% in Stockton-on-Tees to 70% in Plymouth (ibid). 
Early research on the use of self-completion questionnaires suggested that they were slightly 
less effective in terms of savings encouraged per client than questionnaires completed over the 
phone or face-to-face with an advisor. More recent research shows that, of those who recall 
EEAC advice, clients using the Energy Check questionnaire over the phone made the highest 
estimated annual CO2  savings (903 kg in total) compared with 743 kg from DIY Home Energy 
Checks. Those filling in the questionnaires face-to-face with an advisor came in between with 
849kg. 

The second data-gathering exercise — the research questionnaire — monitors the impact of 
advice within a year of it being given. The most recent exercise involved 200 domestic clients 
in each of 33 EEAC areas along with control groups (50 representative households for 32 
areas and 200 households for three areas). Trained interviewers used a computer-assisted 
telephone interviewing system to ask for personal and household details, measures installed or 
planned, any other energy-saving actions taken, changes in comfort and fuel consumption, 
awareness of sources of advice, how much was remembered of any advice given over the 
previous year, how useful it had been, what stopped them from doing more to improve energy 
efficiency and how much they believed they could still save. By looking at the percentage of 
survey respondents who install or plan to install each of these measures, New Perspectives 
estimate the average savings made per client which are 'mainly due to EEAC advice'. 

Some 85% of clients recalled being given advice when questioned for the research survey. 
About 2% of the sample then remembered receiving advice after their memory had been 
jogged, bringing the total percentage to 87%. However, the results from the research 
questionnaires in terms of measures installed during the period under review only differed by 
about 6% between those who did and did not remember (New Perspectives, pers comm). 

Postal research survey methods were experimentally tested in 1997, but three main drawbacks 
were found: response was heavily biased towards older people; the complex nature of some 
questions made it hard for some people to respond without help from an interviewer; and it 
was not possible to include all the questions needed, in the interest of keeping the 
questionnaire short enough to encourage a response (New Perspectives/BMRB 1997a). 

The EEAC evaluation is by far the most comprehensive of any advice programme and the 
market research reports on the EEACs contain a great amount of detailed information. We 
have selected only those items which seem most relevant to this study. 

4.6.2 EEACs and low-income households 

The increased use of DIY Home Energy Checks has facilitated a growth in overall numbers 
using the Centres and has coincided with a deliberate move towards attracting more `fuel-rich' 
clients who offer greater potential savings. Such clients are likely to use more fuel in the first 
place, to have larger homes and to be able to spend more on improvements. Those households 
recalling advice with incomes of less than £10,000 pa (30% of the total recalling advice in 
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1997) did save less: following the installation of specific home energy efficiency measures 
67% as much carbon dioxide on average as was estimated for those with incomes above 
£10,000. The cashback incentives now available to encourage householders to install high-
saving measures, such as cavity wall insulation and condensing boilers, are aimed chiefly at 
home owners and those on higher incomes. (At the same time, though, HEES has been 
extended to cover cavity wall insulation and heating controls.) 

The figures show a recent increase in the proportion of clients able to finance energy 
efficiency measures from their own regular income, from 56% in 1994-95 to 79% in 1996-97. 
Although the absolute number of clients on low incomes rose by about a third over the same 
period, to 36,960, the proportion fell - from 35% with incomes below £7500 in 1994-95 to 
22% in 1996-97 (New Perspectives/BMRB 1997b). 

The Centres serving the two areas with the lowest average incomes among their clients are 
those with the highest proportion of clients using their Centre for `walk-in' advice or making 
personal contact in other ways. This indicates recognition of the usefulness of personal 
contact in trying to resolve the (often complex) difficulties faced by low-income households. 
The evaluators recommend that Centre staff should continue to talk to a proportion of their 
clients on the telephone or face-to-face, as this 'results in more word of mouth 
recommendations than when you rely mainly on self-completion questionnaires' (ibid). 

4.6.3 How the savings are estimated 

The chief method of assessing savings has been by counting those energy efficiency measures 
which clients claim to have installed or planned 'mainly on EEAC advice'. 

For the 1997 revision of the estimated savings, the latest (1997) BRE estimates of the likely 
savings for different house types were used. New Perspectives developed two spreadsheets: 
one for estimating savings from measures being installed by clients (which takes into account 
their house type and heating fuel) and one for estimating the potential savings from installing 
all measures identified as lacking in the control group housing stock (similarly taking into 
account the mix of house types which lack each measure and their heating fuel). 

New Perspectives now identify three types of savings, of which the first is most widely quoted 
but the second is increasingly used. They are: 

probable (estimated) savings on EEAC advice (£57 per household pa in the 1997 report). 
The Centre takes all or none of the credit for savings, according to whether or not they were 
due 'mainly' to EEAC advice or information. These include savings from practical measures, 
behavioural changes, following up information on grants and use of appliances. They allow for 
`comfort factors' (or takeback) of 30% for heating, 20% for water heating and 2% for 
lighting. Research is in progress on the comfort factor for clients. 

The figures in Appendix 5 are those currently in use for estimating the probable savings made 
by EEAC clients from installing measures, changing behaviour or buying efficient appliances. 

potential (estimated) savings (£69) — the net improvement in energy efficiency attained by 
installing measures (whether or not on EEAC advice) which had been identified by the EEAC 
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Information System as missing. This does not include appliances, behavioural changes or 
measures which are simply being replaced or repaired; and there is no allowance for 'comfort 
factors' 

actual savings (181) — actual average savings on fuel bills noted by the 34% of clients 
surveyed who have installed measures (though not necessarily on EEAC advice) and have 
found that their bills are lower. (5% reported higher fuel bills, but they are excluded from this 
figure.) 

There is no discounting over the lifetime of efficiency measures (assumed to be 12 years) but a 
straight multiplication of the figure per annum and the number of years. This only raises 
problems when the figures generated for the EEACs are to be compared with data from other 
EST programmes, which does happen. The lifetime potential savings estimated by New 
Perspectives are those used for RECAction estimates. (Table 3). 

Table 3. Annual average savings per client mainly due to EEAC advice (1997) 

Probable 

£  kWh  kg CO2 

Potential 

£  kg CO2  

Specific Energy Efficiency 36 1,772 479 ) 
Measures ) 

) 69 849 
) 

Additional Measures 'on EEAC 2 119 30 ) 
Grant Information' ) 

Behavioural changes (eg 
heating, lighting, cooking more 
carefully) 

17 706 215 - - 

Buying energy efficient domestic 
appliances 

3 37 22 - - 

TOTAL 57 2,634 745 69 849 

Source: New Perspectives / BMRB (1997)b 
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•  4.6.4 Assumptions and calculation methods 

Appendix 5 illustrates the savings estimated to accrue from a range of energy efficiency 
• measures and actions. It is important to note that some of these estimates are more accurate 

• than others: the estimates for specific energy efficiency measures are based on widely accepted 
BREDEM models but it is more difficult to estimate savings from 'efficient appliances' and 

• changes in behaviour. We have not attempted to judge whether the savings allocated to every 
measure are accurate, though we do question some of those that we have examined in detail. 

• 

• 
The DETR and HECA reports use only the savings from 'specific energy efficiency measures' 
and exclude estimated savings from grant aided work, appliances or behaviour. They would 

• therefore use the figure of £36 saved per annum, not £57. See Table 3. 

• 4.6.5 Energy efficiency measures installed: grant-aided measures 

• A watershed principle operates by which the EEAC takes all or none of the credit for the 
• probable savings according to whether clients made changes 'mainly' as a result of EEAC 

advice. The synergy between advice to individuals and general advertising and information is 
• an important one, however it is accounted for, but it does make it more difficult to credit 
• savings precisely. Double counting of the benefits of advice by the EEACs is difficult to avoid: 

for instance, an EEAC client who takes up a HEES grant on the advice of the EEAC would 

• have the savings accredited to both the HEES and the EEAC. 

• Savings from grant-aided measures have fluctuated with the availability of grants and other 
incentives as well as with changes in eligibility of clients for grants. Only the HEES scheme is 

• 'built-in' on the EEAC Information System; New Perspectives point out the importance of the 

• Centres having up-to-date information at all times on all grants, discounts and cashbacks 
available, particularly for low-income households who will not be able to install measures 

• without financial help. 

• 4.6.6 Behaviour changes 

• There are no gradations for savings from behaviour changes. For example, if clients report 
• turning out their lights more often, they are credited with an automatic saving of £6 pa 

(75kWh pa, or about 11% of average lighting consumption). 

Turning the room thermostat down one degree is often quoted to give 8% saving on heating. 
• This assumes that the thermostat was previously set at 21°C and the average external 
• temperature is 9°C. Therefore, a household would be raising the internal temperature to 12°C 

above the external temperature. A reduction of this by 1°C would save 1/12th or around 8% 
• of the energy. This would not be true in houses where the internal temperature was lower, 

which is true for much of the UK. In both these examples, the savings are the maximum 
likely, rather than the average based on monitored experience, particularly for low-income 

• households. Savings are represented as the same percentage for all households, regardless of 
normal expenditure on energy. • 
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4.6.7 Compact fluorescent lights 

There is an optimistic assessment of the savings to be made from compact fluorescent lights 
(CFLs). When a client is given a free CFL lightbulb by an EEAC, this triggers the purchase of 
1.55 more on average (49% of clients buying 3.2 each) and this is also incorporated into the 
estimated benefit from EEAC advice. The 'end result' is estimated at 3 CFLs per household. 
The savings from each bulb are assumed to be those that would accrue from making them 
among the six most frequently-used light fittings in the house. We question the savings 
attributed to CFLs, and consider them to be overestimates, at 343 kWh per annum for three 
bulbs. This would be close to half the 720 kWh used per annum by the 20 bulbs in an average 
house. (Palmer, Boardman et al, 1998). The DELight report (ibid) estimates that replacing 
the four  most highly-used bulbs would save around 200 kWh annually. 

4.6.8 Energy efficient appliances 

There is a mismatch between the advice given to consumers by the EEACs on efficient 
appliances, what they can do in practice and what is assumed by the client survey. In the 
latter, clients are asked if they received advice on efficient appliances and if they have bought 
any of the major white or brown goods recently. This assumes that the energy efficiency 
advice could result in consumers purchasing a more efficient appliance in the shops, so all the 
savings between the best and the worst appliances are credited to the advice centre. In reality, 
clients are only able to identify efficient appliances which have an EU Energy Label on them -
only true for three cold and two wet appliances. Cookers, dishwashers and brown goods such 
as TVs and VCRs are not labelled. The clients that say they have bought a more efficient 
appliance mainly as a result of the advice from the EEAC are not asked which category of the 
energy label their machine is in, but are assumed to have gone from the worst to the best. 

Recognition of these limits to the effectiveness of advice on efficient appliances would limit 
the number of householders who are deemed to have benefited. (For example, no-one could 
purchase a more efficient cooker as a result of advice as they are not labelled and the more 
efficient machines cannot be identified.) In addition, the savings per householder who has 
bought a cold or wet appliance should be smaller. A further limiting factor is the number of 
clients who are actually advised on energy labels. The important issue is that the efficacy of 
advice is being judged on the basis of some generalised benefits, of questionable provenance. 

4.6.9 Summary 

This report has looked in more detail at the EEAC evaluation than at some other evaluations 
because of the wealth of research that has gone into it and the size of the programme. 

The above indicates some of the difficulties involved in calculating and allocating savings to 
actions taken following advice, and the need for more research aimed at producing agreed 
estimates, especially when they relate to behaviour change or electrical appliances, and when 
the clients are low income households.  
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4.7 Programme Type 3: Client led programmes of advice over several years with a 
poverty focus 

4.7.1 First Example of Type 3: West Lothian Energy Advice Project 

CLIENTS' 
 

MEASUREMENT 
 

REPORTED 
ACTIONS 
 

OUTCOMES 

• • • • • • • • • • • • • • • • • • • • • • • • • • • 

Clients' meter readings/ 
grants accessed/fuel 
payment changes 

Fuel savings (measured 
and extrapolated) 
CO2  savings (calculated) 

Mainly behaviour 
changes 

The West Lothian Energy Advice Project (WLEAP) deals mainly with households in fuel 
poverty. Enquiries are dealt with in the main on a reactive basis, with two-thirds of clients 
coming in by way of referral from other organisations or word of mouth. Clients can contact 
the project using Freephone and Freepost. Enquiries in 1996-97 centred on:  

Paying for fuel, including high bills, arrears and payment methods  36% 
Appliances, including heating & hot water use, new systems  26% 
Buildings, including cold home, dampness/condensation, insulation  29% 
Other, including video rental, environment and training  9% 

An initial fuel meter reading is taken when the client first contacts the project, prior to advice. 
WLEAP then provide tailored advice, usually through a home visit within two days of contact. 
Following this, clients phone in weekly with readings for four weeks in order to check 
whether they are achieving savings and for further advice if needed. The first two readings 
establish the consumption pattern, using a spreadsheet with seasonal adjustment based on 
material used by Scottish Power. (See copy of the consumption calculator in Appendix 6.) 
Initial testing found this to be accurate within 5%, but further testing is being carried out. It is 
possible to pick up clients who are falling behind their targets for reduction while the weekly 
meter readings are being taken, by checking against the pattern of use based on the first two 
readings. Readings are phoned in until the customer and advisor are satisfied that consumption 
is consistently within the customer's means or target. 

At this point the case is closed, apart from a follow-up call eight weeks later to check that the 
customer is satisfied and to take a final meter reading. Even with a straightforward case that 
only requires one home visit, there is a minimum of seven meter readings over at least 12 
weeks. The advisors estimate that this gives sufficient time to establish behavioural change: if 
someone was going to return to their old inefficient habitual ways they would do so within 
three months. In our experience, if they have adopted a change in behaviour for over three 
months they have changed for at least a year' (Stephen Morrison, pers comm). 

• This method is much more behaviour-oriented than use of the National Home Energy Rating 
Scheme (NHER) which had previously been used by WLEAP; it is also more precise, being 
based on actual measurements. The difference in reported results between the first and 
subsequent years of the project is partly due to a shift from using NHER to the spreadsheet as 

• a basis for calculations. There is no norm for energy consumption for a given house, as with • •  35 • • 



the NHER. WLEAP believe that the method gives the customer ownership of the problem as 
they can see the positive effects of the energy advice. They can see an immediate drop in 
consumption without having to wait for a bill to arrive to compare it with the previous year.  

The majority of the fuel savings come from behaviour changes, not the installation of energy 
efficiency measures. Of the 999 enquiries in 1996/97, 421 clients are recorded as having made 
savings: these ranged up to £1000, although the bulk (279) fell between £50 and £300. 

178 of the 999 enquiries concerned HEES. In the winter in question, HEES-funded measures 
could take 12-16 weeks to install and the effect would not usually be picked up during the 
weekly monitoring, though the work might be completed by the time of the follow-up call. 
The calculated savings would have been worked out by then, though, and therefore the effect 
of any savings caused by BEES-funded measures would not be included. 

There appears to be a potential of about £5 per week saving for homes heated by peak 
electricity, which represents 5-10% of homes in the area. Around 90% have electric 
immersion heaters - another potential source of substantial savings, and around one quarter of 
enquirers per year (250) have storage heating (WLEAP, pers comm). WLEAP estimates 
savings in money terms, eg £1 per week for using the room thermostat 'correctly', up to 57p 
per day for reduced water heating times and around 30p per week per degree reduction on the 
boiler thermostat. But these figures are only used as a guide to how much a client can be 
expected to save. They are used in publicity to clients (including a video) but are not used to 
make estimates of actual savings. 

The recorded savings are those from meter readings and comparisons with previous 
consumption: there is no attempt to quantify specific savings as a result of specific client 
actions, in direct contrast with the evaluation method used for the EEACs and for the Wester 
Hailes project. The advice given is recorded, but WLEAP have not been able to allocate 
savings to any one measure with confidence. In most cases, the evidence of the meter readings 
suggests that action is being taken. 

As with other fuel poverty-focused energy advice providers, savings are not the only benefits 
considered of value to clients. When quoting the effectiveness of their advice, WLEAP give 
not only the energy (and therefore financial) savings to their clients from monitoring fuel use 
but also record other benefits such as any reduction in debt payments by clients to fuel 
suppliers and income brought in from grants is also recorded (Table 4). 

Table 4 — Benefits to WLEAP's clients 1996-97 

Reduced fuel consumption £76K 
VAT from reduced consumption £6.1K 
Lump sum refunds £4K 
Amount written off £2.7K 
Reduction in payments £16.3K 
Any other money saved £8.7K 
Home Energy Efficiency Scheme grants £37.3K 
Other grant money (inc H.I.G.) £61.8K 

Source: WLEAP annual report 1996-97. 
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Behaviour 
change, 
uptake of HEES 

CLIENTS' 
ACTIONS 

Money saved/ 
satisfied clients 

• 

• 
Total impact 

The final estimate of benefits to clients comes to just over £200,000, although this includes 
spreading debt repayments. Financial savings, calculated from meter readings and with VAT 
savings added, come to £82,151 over the year, or on average, £82 per household (999 
households). Table 4 shows other quantified benefits. Advice on condensation, the subject of 
nearly 10% of enquiries in 1995-96, is time consuming and does not produce savings in the 
short term although it will do so in the longer term. Running costs for the programme were 
£52,000 in 1996-97. (Stephen Morrison, pers comm). The £82 saving from reduced fuel use 
comes to roughly 11% of the average Scottish expenditure of £720 on fuel. 

4.7.2 Second Example of Type 3: Wester Hailes Energy Awareness Project 

MEASUREMENT 
 

REPORTED 
OUTCOMES 

Project own calculations 
based on advice given and 
NHER 

The Wester Hailes project was a community-based attempt to 
• raise energy awareness; 
• train local residents, workers and volunteers in energy awareness by way of the C&G 

certificate; 
• set up a network of information points; 
• produce energy information videos tailored to local issues; 
• promote takeup of the Home Energy Efficiency Scheme. 

Before the start of the project, the local Home Energy Advice Team (HEAT) was carrying out 
about 200 energy advice visits a year in the area. The intention was to extend this service in a 
way which would deliver advice and information more cost-effectively than was possible 
through home visits alone. 

The project ran for 12 months, during which it was estimated to have reached 30% of 
households on the Wester Hailes estate (population 11,000) directly by means of advice, video 
or other contact. There was widespread publicity in the free community newspaper, which 
produced two full-colour supplements on energy efficiency issues, each with a section aimed 
at children. The project was carried out by HEAT with the Wester Hailes Partnership (an 
Urban Regeneration Partnership led by the Scottish Office and including the City Council, 
local enterprise, employment and health bodies and the community representatives). A major 
goal of the Partnership is to increase household disposable income: this project was very much 
focused on poverty and on helping householders to use their heating and hot water systems to 
best effect. 

The attempt to set up information points in 'community flats' did not work well — the flats 
were only available intermittently and residents were not very willing to use them. The training 
of local residents was more successful, with 15 of the 35 trainees passing the C&G 6176 
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Energy Awareness certificate at the first attempt. Some trained volunteers went on to advise 
friends and relatives in an informal way, but without filling in case sheets. Any benefits from 
this advice are therefore not included in the project evaluation. From the point of view of 
future provision, trainees asked at the end of their awareness course for additional training in 
advice delivery techniques, while the evaluators concluded that energy advice provision by 
volunteers needs to be well-resourced in order for there to be enough supervision to make it 
effective. The training programme thus needed extending and further resources in order to be 
more effective. 

The main finding was that locally-targeted energy advice and information can be effective in 
raising awareness in local communities: both the personal advice and the videos were 
estimated to have produced worthwhile savings, and the videos were able to 'achieve many of 
the benefits of home advice visits at a fraction of the cost'. 

Direct advice 

The various publicity efforts generated 154 clients for advice (89 of whom were visited at 
home), and HEAT advisors and volunteers filled in case sheets for them. The sheets record 
advice given on use of heating and hot water systems, HEES eligibility, low-energy lightbulbs 
and any referrals to other organisations. Evaluation of this advice is based almost entirely on 
the savings which it is estimated a client would have made if s/he had followed it. Although no 
savings were attributed to clients who seemed unlikely to act on a given piece of advice, there 
were no checks to confirm how many measures or actions had actually been implemented. 

The largest savings in electricity were estimated as coming from use of storage heaters in 
place of electric fires, using immersion heaters only when needed, and more careful use of 
output settings on night storage heaters. For gas, the main savings would come from using the 
central heating in place of electric fires and better use of timers. Project workers went to some 
lengths to estimate the effect of altering storage heater controls. There is no standard method 
for estimation and they drew on a combination of their experience and BREDEM standard 
figures. No comfort factor is mentioned in connection with the calculations, although it is 
acknowledged that many clients will take savings as improved comfort levels. 

The figures on which estimated savings are based are in some cases comparable with those for 
the EEACs (for example, with draught-proofing, loft insulation and insulation for hot water 
tanks). In other cases they are higher, as with use of room thermostats and thermostatic 
radiator valves. In several instances, as with the use of electric storage heaters, there is no 
useful comparison to be made between Wester Hailes and EEAC estimates. 

Savings of approximately £15,000 are estimated for the 154 clients who received face-to-face 
advice over the first year - £97 per household. Around two-thirds of these estimated savings 
came from behavioural change. Savings of £2,010 were estimated to arise from draught-
proofing, £300 from loft insulation, £60 from fitting hot water tank jackets and £2,638 from 
installing low-energy lightbulbs (though we believe this last figure to be an overestimate by a 
factor of about two). Savings in fuel use from no-cost behavioural changes, then, work out at 
£10,000 or £65 pa (9% of the estimated average annual fuel bill of £720). Referrals for HEES 
grants worth £18,900 in total were made as a result of the campaign. 
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Videos 

Two videos were produced: for gas and for electricity. The production cost was £17,735. 
The videos were made to a high standard with a well-known personality as presenter and 
filmed on the estate; they had been distributed by local agencies and advisors to 1200 
households by the time the project was evaluated. Savings resulting from watching the gas or 
electricity videos were again estimated, this time from the forms returned by 40 viewers who 
indicated what advice they intended to follow. Estimated maximum annual savings from the 
electricity video were £385; from the gas video they were £325. However, £200 was given as 
a likely average saving based on the information from the viewers. The evaluators reported an 
overall total saving of £40,000 (£33 per household), on the assumption that half of the 1200 
viewers would have realised a third of that average of £200. The savings were expected to be 
unevenly distributed among viewers. 

Total impact 

The cumulative impact of the advice, videos and publicity was assessed as leading to savings 
of around £60,000 in the first year and £116,000 over three years. HEES grants worth 
£18,900 were obtained and there were a number of qualitative benefits including a 76% 
increase in referrals to the Home Energy Advice Team, better community cohesion and local 
residents who were trained in energy awareness. Total costs were £39,482, including £17,735 
for production of the video and £7,365 to train community activists as advisors. 

4.7.3 Further examples: Aberdeen (SCARF) and Hamilton 

Clients of these programmes are likely to have significant problems with debt, cold or 
condensation. Advisors work through a combination of home visits, phone calls and 
surgeries, and their work may be linked with advice on money and legal issues as well as 
technical issues. The SCARF development of advice surgeries was evaluated by means of a 
questionnaire on customer satisfaction. The Hamilton programme which emphasises 
installation of physical efficiency measures and accessing grants, used the NHER to calculate 
theoretical savings from the measures adopted following advice. The model was adjusted to 
reflect the likely lower temperatures in the homes of low-income households. 

Evaluation has therefore been carried out in a different way for all four projects that we have 
categorised as Type 3: estimating savings from self-reported actions and changes in behaviour 
(Wester Hailes); calculating savings from meter readings and the use of a spreadsheet (West 
Lothian); questionnaires (Aberdeen); and use of the NHER to calculate theoretical savings 
(Hamilton). All methods answer some questions as to effectiveness and leave others open: the 
choice of method depends on which questions are most pressing, how much of any likely 
saving is to be achieved from installation of physical measures, and the resources available to 
monitor and evaluate results. All give short-term evaluations, but it should also be possible to 
establish a small number of indicators for long-running fuel poverty programmes which can be 
tracked over several years, such as the number of clients (first-time and continuing), grant 
take-up, fuel consumption of a representative sample, damp/condensation levels and hospital 
admissions in the area for hypothermia and respiratory diseases. These would give an idea of 
any wider social impact of the advice work. 
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4.8  Programme Type 4: research-led projects 

4.8.1 Example of Type 4: York — New Earswick Energy Advice demonstration project 

CLIENTS' 
 

MEASUREMENTS 
 

REPORTED 
ACTIONS 
 

OUTCOMES 

   

Meter readings, 
  . social survey, temp 

readings 

 

Temperatures, fuel 
consumption, reduction in 
condensation, comfort 

Behaviour change, 
application for 
HEES grants 

The York study was set up to "Demonstrate the effectiveness of energy advice to tenants of 
social housing as an energy efficiency measure by quantifying the actual costs of providing 
energy advice and any resulting benefits". The objectives were to: 

• `quantify the benefits of delivering energy advice by monitoring 300 households, 200 
owned by the Joseph Rowntree Housing Trust (JRHT) in New Earswick and 100 owned 
by the City of York Council nearby. Of these, 100 homes in New Earswick received 
advice and the other two groups of homes did not and acted as controls. Monitoring 
included energy consumption, internal temperatures, and changes in behaviour and 
attitude as assessed by a social survey. 

• quantify the cost of energy advice provision by monitoring the cost and actions of an 
energy advice officer (EAO) to be assigned to JRHT. 

• ensure the delivery of effective energy advice to selected JRHT households by working 
with the EA0 through the implementation and development of an energy advice strategy 
and action plan.' (Walker and Oseland 1998) 

All the homes studied had gas central heating with room thermostats and timers. However the 
City of York Council control homes (CYC) had energy efficiency measures not found in the 
New Earswick homes: cavity wall insulation, double glazing, new boilers, and hot water tanks 
with thermostats and insulation. 

The households were visited around eight times between the autumn of 1995 and the spring of 
1997, with an advice visit for those in the advice group at the beginning of the 1996/97 
heating season. The first visit was a preliminary social survey to establish household 
composition and income levels, energy-saving behaviour, existing efficiency measures, any 
energy advice received (from whatever source), thermostat settings, heating patterns and 
comfort levels. Respondents also had their knowledge of energy efficiency tested by means of 
a quiz, and the surveyor measured spot temperatures and humidity levels. A similar survey 
was carried out after the advice group had received a visit at the beginning of the 1996/97 
heating season. In addition, meter readings were taken in January, February and May of 1996 
and 97 and temperatures were logged in the living rooms of 85 homes in the first year and 49 
in the second (roughly a third in each group), giving half-hourly records for the months of 
January and February of 1996 and 97. 
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• •  It was acknowledged that the process of monitoring (and feedback) might in itself sharpen 
energy awareness of the control groups, but the idea of adding another, untouched, control 
group who would be 'monitored' in retrospect was rejected as information on energy use 
would only be available from fuel bills - mainly estimates - and information on internal 
temperatures and awareness would not be obtainable retrospectively. 

Advice was given by one of three advisors who held City & Guilds 6176 Energy Awareness 
certificates. There was a systematised approach to advice, with each advisor having a checklist 
of points to cover. The advice was concerned with no-cost or low-cost measures, budgeting 
and grants. All the households in the advice group also received backup information in the 
form of three newsletters and an information pack. The contents of the pack were wide-
ranging, including a room thermometer showing a 'comfort zone' and leaflets on a wide range 
of topics from advice on condensation and controlling central heating to tips on running a car 
more efficiently. Clients were offered further advice visits, but none took up this offer. 

From the combination of surveys and meter readings the researchers compiled data on 
awareness, socio-economic conditions, energy use and comfort. They also collected weather 
data over the period of the study. The emphasis of the monitoring was on meter readings, 
living room temperatures and residents' perceptions of comfort. 

The York demonstration project found no significant changes in behaviour or comfort levels 
as a result of the energy advice, apart from a reduction in condensation. The well-insulated 
homes of the CYC control group were consistently warmer than those of both groups on the 
New Earswick estate. The greatest single benefit seems to have come from the incidental 
discovery of 26 potential recipients of HEES grants. The project's general conclusion was: 

`That there is little potential for increasing energy efficiency through energy 
advice which aims to change the behaviour of tenants in this kind of housing, 
where the advice is not linked to improvements. This is mainly because the 
tenants already seem to be using energy in a reasonably efficient way due to 
financial constraints and often cannot even afford low-cost measures. 
However, there may be other benefits to both landlord and tenants such as 
being able to identify potential recipients of Home Energy Efficiency Scheme 
grants and reductions in condensation. The results imply that energy advice 
may be most effective if provided by housing staff as part of their general 
duties. The evidence also suggests that energy advice could be beneficial 
when linked to energy efficiency improvement programmes, after which low-
income households are more likely to over-heat their homes as a result of 
reduced fuel costs.' 

We agree with the conclusions from this project but would add the following observations: 

• Because of its experimental nature, this project is not the test of an established energy 
advice service. It does not make that claim, but readers should not confuse the two. 

• The advice was neither client-led nor opportunistic (given at a time of change). To comply 
with the needs of the research project, it is inevitable that the sample population would 
contain households who did not require advice. The fact that the advisor had difficulty 
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accessing the homes supports this view. If this had been a client-led advice service, clients 
would be self-selecting; if opportunistic, the advisor would have had a clear and specific 
brief for the advice visit and the purpose would have been clear to the client. 

• There were some useful outcomes of advice in the York project which became lost in the 
general conclusions because of the need of the project to collate all findings together. For 
example, 11.5% of all households in the study had their heating on 24 hours a day in the 
first year, which improved to no-one in the advice group having their heating on for 24 
hours a day in the second year (compared with 7.3% and 7.1% in the control groups). 
This change was reported as 'not enough to make a significant overall reduction in energy 
use'; but it would surely have made a difference to those individual households which 
made the change from 24-hour heating and it is reasonable to assume that the advice 
programme was a factor in making the change. 

• The control group also received instructions on how to use their heating systems from the 
local authority staff and the fuel utilities. In fact more tenants of the control group (60% in 
the first year, 55% in the second) claimed to have received advice than those in the advice 
group (29% in the first year and 44% in the second). This illustrates one of the problems 
of using controlled studies. 

• In the published 'Findings' of the New Earswick Energy Advice Demonstration Project 
the first stated conclusion has been changed from that in the full report to omit the word 
`unsolicited'. The recommendation in the full report from which the statement is taken 
reads: 

`For low-income households in inefficient homes, unsolicited energy advice aimed at 
changing behaviour is no substitute for cost-effective improvement to the building fabric' 

To omit the word 'unsolicited' gives this recommendation a different emphasis, and indeed 
undermines the work of many energy advice providers who achieve positive results with low-
income households with advice that changes behaviour. This experimental project which chose 
its clients for purposes of the profile of the research sample cannot be compared to an 
established energy advice service. 

4.8.2 Other examples: Lothian and Edinburgh Environmental Partnership; Ballantay 
Road; Islington 

The Ballantay Rd project was conducted by Heatwise, financed by Scottish Homes through 
its HomePoint grant scheme. The researchers/advisors on the Ballantay Road found a high 
latent demand for energy advice, but concluded that: 

`Both Heatwise and the households felt that a customised energy advice programme 
would have been better timed if it had followed on immediately after the households 
had moved into their newly refurbished homes and encountered central heating 
systems for the first time.' (Joyce and Kosmina, 1996). 
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The conclusions of the Islington project include a comparable point concerning client 
motivation: 

...perhaps the greatest challenge for those disseminating energy advice is the need to 
discover the best technique to stimulate an initial interest in energy issues... (so) that 
people are made aware that they can maintain or improve warmth levels while 
reducing the amount of money spent on fuel.' (Curtis, 1992). 

The first quotation points to the added effectiveness of opportunistic advice; the second to the 
desirability of clients being in a position of wanting advice and receptive to what the advisor 
has to offer. 

The LEEP project was unusual in that it involved highly specific advice on appliances only. 
The evaluation concluded that measures specifically aimed at behaviour modification had no 
significant effect on fuel consumption. The advice was preceded by a year during which clients 
were visited regularly and had their fuel consumption by lights and appliances monitored by 
meter readings. We would support the researchers' comment that all potential gains from 
energy advice might have already been realised in that first year, when participants became 
more aware of how much their appliances were costing to run. This awareness would have 
had an impact so early in the first year that it would have been difficult to detect as a change in 
the energy diaries which they kept. However, as the researchers conclude, the design of the 
project makes it difficult to assess this explanation. 

None of these projects demonstrated significant savings following advice. They were not 
opportunistically linked to new tenancies or new efficiency measures; neither were they client-
led. The projects were set up in a way to facilitate the research methodology, which in some 
respects means that they do not reflect real advice-giving circumstances. Different problems 
are demonstrated by each project but together they indicate that if a research project is set up 
to test the impact of advice, when there is no apparent requirement for that advice then it is 
not likely to show positive results. 

• • • • • • • 
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4.9  Summary of project outcomes (arranged into the 4 programme types) 

Project Money saved KWh saved 

Type 1 
Bolton 

Merseyside 

Stirling 

Medlar Farm 
Project 
Hastoe 

HEES 

Average savings in one season more than the 
cost of advice 
Advice + draught-proofing group saved £25 
in the 2nd  heating season compared with the 
draughtproofmg only group. 

£43.18 savings on gas CH for advice group 
compared with control. 
Some financial savings to local authority from 
reduced callouts. 
Gas bills following advice were close to those 
predicted using BREDEM.  . 
No data. 

No data. 

Advice group consumed 10kWh 
(13%) less per house per day 
than control group. 

11.4% savings in gas 
consumption. 
No data. 

No data. 

No data. 

Type 2 
EEACs Estimate of £57 pa of which £17 from 

behavioural change and £36 from Specific 
Energy Efficiency Measures (SEEMs). 

Estimate of 2634 kWh pa, of 
which 1772 from SEEMs. 

Type 3 
Wester Hailes 

Aberdeen 

Hamilton 

West Lothian 

Savings from advice visits estimated at about 
£97 pa (£65 from no-cost measures). Savings 
from viewing videos estimated at £33 pa. 

No data. 

Savings estimated at £58 per household in the 
first year inc all measures and tariff changes. 
Approx £82 pa in reduced fuel use (£213 inc 
reduced payments, grants accessed, and other 
savings). 

No data. 

No data. 

4236 kWh estimated saved per 
household pa. 
3135 kWh metered per household 
pa: (2615 kWh gas, 520kWh 
electricity). 

Type 4 
Islington 

Ballantay Road 

LEEP 
York 

'No evidence to suggest that there is a 
financial benefit to be gained by tenants who 
receive advice visits'. 
5/17 households said they had reduced fuel 
bills following advice. 
No recorded savings. 
No significant difference between fuel 
consumption of 2 New Earswick groups. 

No significant change. 

No data. 

No significant change. 
No significant difference between 
fuel consumption of 2 New 
Earswick groups. 
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Carbon dioxide 
savings 

Warmer homes Satisfied clients/ 
retention of advice 

No data. 

No data. 

No data. 

No data. 

No data. 

No data. 

Improved comfort levels with less 
supplementary heating. 
No data. 

Gas advice group benefited from an 
increase in heating and hot water hours. 
Improved confidence and control. 

Homes already warm. 

'Some impact on comfort — difficult to 
distinguish from (effect of) practical 
measures. 

Interested in advice if it seems 
relevant. 
77% of tenants read and kept all 
advice notes; satisfied with 
presentation; good rate of recall, 
esp'ly of appliance running costs. 
No data. 

26/29 clients satisfied. 

All remembered some of the advice 
and found advice book helpful. 
29/39 remembered advice; 26/29 
fairly/very satisfied. 

0.745 tonnes per 
household pa (479 
from SEEMs). 

77% of clients in 1996 reported feeling 
warmer; 8% had fewer health 
problems. 

In 1997, 76% found advice quite 
(40%) very (37%) or extremely (7%) 
useful. 

No data. 

No data. 

482.09 tonnes - 1.31 
tonnes/household. 
725 tonnes - 0.73 
tonnes/household. 

No data. 

No data. 

No data. 

'Potential savings taken up in increased 
comfort for many households'. 

Positive feedback on videos; 70% 
increase in referrals to energy advice 
service (HEAT). 

40% response rate to questionnaire. 
98% found service useful. 
Small survey — inconclusive. 

96% found home visit useful/very 
useful. 

No data. 

No data. 

No data. 
No data. 

'Tenants will try to raise comfort levels 
rather than reduce consumption'. 

No data. 

Not applicable. 
No significant change for advice group 
(although less condensation). 

98% of clients found first advice 
visit useful; tenants more in control 
of systems after advice. 
15/17 would contact Heatwise 
advisors again. 
No data. 
No clients took up the offer of 
follow-up advice sessions. 

• 
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4.10 Cost-effectiveness of energy advice programmes 

Assessing cost-effectiveness involves taking into account a number of factors, such as: 

costs 
training 
travel 
time spent giving advice 
advice materials 
administration 

outcomes 
customer satisfaction 
comfort 
fuel savings 
health and social benefits 
environmental benefits 

The costs are more easily quantified than are the outcomes, and qualitative outcomes are best 
described and assessed separately. The evaluators of the Medlar Farm Project, for example, 
indicated that heating advisers can save the local authority time and money by reducing the 
number of callouts regarding 'false alarm' system failures and by discovering faults in systems. 
This benefit was also noted by Newark and Sherwood District Council (D Pickles, pers com); 
and Hill (1991) notes that 'many "maintenance" problems and engineer call outs are the 
direct result of the tenant being unable to operate the system correctly. If these difficulties 
were properly addressed, then valuable time and money could be saved by the local 
authority'. 

Comfort and health benefits are not priced in any of the studies, although both are factors 
which should be borne in mind. Other examples of potential qualitative benefits from an 
energy advice programme are increased energy awareness, officials or volunteers trained in 
energy awareness, better community cohesion and increased co-operation between agencies 
working on fuel poverty and related issues. 

The issue of cost-effectiveness is only addressed by seven projects in our study: LEEP, 
Islington, York, Bolton, the EEACs, Wester Hailes and West Lothian. The first three 
conclude that the giving of advice was not cost-effective; the Bolton study concludes that 'the 
extra average savings in the first heating season following advice were more than the cost of 
the advice scheme', but without giving figures. The three other programmes all attempt to 
quantify the costs and benefits, as indicated in Table 5. Savings are given for one year only. 
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Table 5. Cost effectiveness of some programmes 

Programme Cost per 
client to 

programme 
(i) 

Cost per client 
to client 

(investment) 
(i) 

Client fuel 
savings pa 

(E) 

Savings per £ of 
programme 
expenditure 

(f) 

EEACs (a) 29 310 36 124 
(measures only) (measures only) 

EEACs (b) 29 - 19  (behaviour 
and grants) 

0.66 

Wester Hailes 
advice ( c) 

48 - 97  (behaviour 
and HEES) 

2.02 

Wester Hailes 
videos (d) 

15 - 33 2.20 

West Lothian 52 - 82  (behaviour 
only) 

1.58 

• 

• The EEACs. £19 of the cost is paid by the EEACs themselves and £10 by the Energy Saving 
Trust (but this does not include the cost of the evaluation process by New Perspectives). 

• (a) Figures for 'specific energy efficiency measures' when the client makes an investment . 

• 
(b) Figures for changes in behaviour and uptake of grants. 

• Wester Hailes 
(c) Costs include the training of the community activists only. 

• (d) Costs are those of the video production. 
The report gives total costs of £39,482 (of which £17,735 relate to production of the video 

• and only £7,365 to training community activists to give advice) and estimates of savings of 
• £15,000 to the 154 clients who received face-to-face advice over the first year - £97 per 

household. In addition, there are estimated benefits of £46,800 in the first year as a result of 
• viewing the videos on gas and/or electricity use, (based on returns from only 40 of 1200 

• 
households who borrowed videos, but using conservative assumptions). 
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4.10.1 Comparisons of cost-effectiveness 

Most activities in Table 5 appear cost-effective in terms of their ability to deliver more in 
benefits to the client during the first year following advice than the cost to the agency of 
delivering that advice. The exception is EEAC advice on actions which involve no cost to the 
client. The cost-effectiveness of the EEAC programme overall relies on those clients able and 
willing to pay for improvements to the energy efficiency of their homes. 

The highest apparent ratio of savings in one year to costs is that for the Wester Hailes videos 
at 2.2 but this is also the most speculative figure. 

Where savings alone are concerned, the 11% of fuel expenditure saved by clients of the 
WLEAP from no-cost behavioural changes fits fairly closely with the 13% from MIH, the 9% 
estimated by Wester Hailes for behavioural change only, and the 11.4% saved on gas bills by 
those with gas central heating following advice in the Stirling project (Hill, 1991). These 
indicate that poverty-focused and opportunistic advice programmes which concentrate on 
behavioural change can achieve savings of around 10%. 

The average saving quoted from following EEAC advice on behaviour in 1997 (over a much 
wider range of house types and income groups) was £17 pa - just over a third of the estimated 
average savings of £57 from all actions taken on advice. This £57 represents 8% of the 
average fuel bills (£702) for the UK (New Perspectves/BMRB, 1997). 

It is noteworthy that the more costly programme in terms of staff time per client — WLEAP 
shows cost-benefit ratios which compare favourably with the EEACs in spite of the fact that 
WLEAP deals with clients on lower average incomes and with less potential for savings. 

It is important to note that while almost all costs of advice will be incurred in the first year, 
any savings may last considerably longer; unfortunately we have no record of how much 
longer. 
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4.11 Lessons learned from the study 

• 1. The reports of projects reviewed here all acknowledge that client motivation is an 
important factor in the effectiveness of advice, and all the more so if the advice relates to 

• changes in behaviour. If clients have not made the first move in seeking out advice, which 
means that the advice is unsolicited, then any advice given is less likely to be effective than 

• that which is client-led. Advice given soon after changes in circumstances, when heating 

• systems are replaced, or insulation measures fitted is effective. Such opportunistic advice 
aims to maximise gains from equipment new to the client. Attempting to change the use 

• of equipment once the client has established a pattern of use is less likely to be effective. 

2. The research literature on energy advice tends to concentrate on the outcomes which are 
most easily quantified for example estimates of fuel savings from physical measures 
installed. However, for relevance to the fuel poor, the benefit to the householder should be 
measured in money terms rather than energy, as carbon dioxide savings are a secondary 
objective when dealing with fuel poverty and are sufficiently indicated by reductions in 
spending on fuel. 

3. Monitoring fuel use by meter readings provides valuable feedback to low-income 
households, and provides a real measure of changes made by clients. These changes 
clearly lead to energy savings as demonstrated by WLEAP, but the mechanisms are 
difficult if not impossible to model. Very little is known about their durability. 

4. If estimates or models are used the data regarding behavioural change should be treated 
with caution - this is a very difficult area to evaluate as regards the precise description of 
an action, its continuity and its effect. 

5. The estimates of typical savings used to evaluate the EEACs and the Wester Hailes project 
can provide a basis for comparison, in the way that 'miles per gallon' is used for fuel 
consumption of cars. (As with miles per gallon, there is a likelihood of the estimates being 
optimistic.) However there are no generally agreed figures for most of these specific 
measures and actions. Such figures that exist are of limited use in predicting actual 
savings for households in fuel poverty. 

• 6. Using a variety of delivery methods for advice giving can be effective in working with a 
given community. It is difficult and expensive to monitor it in sufficient detail to attribute 

• any savings to particular interventions, though, and it may be more productive to track a 
limited number of indicators of fuel consumption and comfort over time. 

7. The work of the EEACs was never targeted specifically at low-income households, and in 
recent years there has been a move to target high energy users in order to increase overall 
savings. The availability of grants and adequate information on how to access them are 
vital factors in ensuring the relevance of EEAC advice to low-income households, as 
grant-aided measures and behavioural changes are the only options open to them. Also 
important is the ability to make personal contact with advisers, either over the phone or 
face-to-face, as low-income households frequently have complex problems which are not 
easily dealt with by using standard paper questionnaire formats. • 
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8. Samples of a population chosen for research may not represent a cross-section of typical 
energy advice clients. A more realistic approach would be to evaluate clients of an 
existing energy advice service. 

9. Use of a control group to compare those in receipt of advice has both advantages and 
disadvantages. The advantages of using a control group are that changes caused by 
external factors such as the weather can be eliminated, but the disadvantage is that there 
may be factors which make the control group less effective, e.g. the control group in the 
York study also received advice from another source. 

10. Double counting of benefits may occur, for example where awareness has been raised by a 
publicity or awareness campaign, leading to specific questions at the advice service. 
Another example is where advice has led to (or assisted with) the take-up of a grant. In 
both these cases the outcome of the eventual action may have been counted by other 
providers, namely the installer of grant-aided work, and the operators of the campaign.  

11 Where projections of savings over the longer term are used, an accurate life of the 
measure must be used: loft insulation may well last 12 years, but draught-proofing will 
not 

12. A full quantitative evaluation should include monitoring of temperatures before and after 
intervention, because those households unable to keep adequately warm before 
improvements in energy efficiency may take some of the benefits in higher temperatures 
rather than in fuel bill savings. Comfort levels can be assessed to some degree by 
measuring temperatures, draughts and condensation. Such a full quantitative evaluation is 
expensive, though, and a survey of changes in wellbeing, satisfaction with heating and 
ability to understand and control energy use may be of as much practical use as detailed 
measurements for assessing changes in comfort levels. 
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• CHAPTER 5 

• EFFECTIVE ADVICE DELIVERY TO LOW INCOME HOUSEHOLDS 

• 5.1 Introduction • 
The evidence we have gathered gives valuable pointers on how best to provide energy advice 
in terms of its delivery and content. Much of it is relevant to clients at all income levels; we 
indicate here which considerations particularly apply to low-income households. 

5.2  Methods of targeting energy advice 

5.2.1 Advice specifically targeted at low-income households 

Some organisations specifically target low-income households as part of their brief. Advice 
given under HEES is conditional on clients receiving one or more passport benefits, which 
automatically restricts it to those on low incomes or with long-term disability. Most other 

• programmes explicitly involved housing where a large majority of clients were on low 
incomes. For example on the Ballantay Road estate 70% of those surveyed were on benefits 
or a state pension and 5,100 households in Hamilton District are estimated to fall within the 
10% most deprived households in Scotland. 

The objectives of some organisations clearly state they are targeted at low income households. 
The West Lothian Energy Advice Project states its aim 'to initiate and administer activities 
likely to reduce fuel poverty levels. This will be done by providing a proactive and responsive 
information and advice service targeted at the residents of the designated areas'. This project 
used a variety of publicity methods when it was established, but in its third year of operation 
around two-thirds of clients are referred to the project by other organisations or word of 
mouth. SCARF (in Aberdeen) aims to 'help low income groups combat fuel poverty through 
the efficient use of domestic fuel'. This aim is then defined more closely: to 'provide 
specialised advice services for target groups identified as vulnerable' and 'to establish a 
network of interested individuals to work with local residents' and tenants' groups'. In a 
survey of SCARF clients, a third had heard of the service by word of mouth and another third 
had been referred on by the District Council or other local organisations. 

These two examples are typical of energy advice services which have a local geographical 
focus. They are proactive in that they target particular groups of householders and reactive in 
the sense that individual clients either approach the advice service or are referred to it by 
another organisation. The reputation of the advice service, as able to assist those in fuel 
poverty, is crucial in ensuring a flow of clients. 

Targeting energy advice to low income households may be achieved by 

• restricting a service to households on benefits (as in HEES); 
• operating a service in geographical areas known to contain a high proportion of low 

income households such as local authority estates or pockets of private sector housing in 
poor repair; 
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• offering a service centred on fuel debt advice and advocacy. 

5.2.2 Targeting households at times of change — 'opportunistic advice' 

Two important considerations in targeting are whether the dwelling has new occupants and 
whether it is about to receive new heating or energy efficiency measures - controls, insulation 
or appliances - or has recently done so. Evidence from a number of studies suggests that it is 
effective to give clients advice on the operation of new equipment (or on behavioural change 
following installation of energy efficiency measures) in order to encourage energy-efficient 
habits and prevent bad habits from becoming established. 

We call this opportunistic advice. It is particularly appropriate when related to new heating 
systems, new controls or a new occupancy. When central heating is installed for the first time, 
new skills are required of the residents of a household and these are not usually acquired 
without some help. In Newark and Sherwood District, for example, a survey of local authority 
tenants in 1992 showed that 60% were not using the central heating controls provided (D 
Pickles, pers comm). An obvious place to start is by advising clients at the outset of their 
tenancies. 

The Hastoe Housing Association has had an energy advice strategy in place since 1994 which 
aims to 'provide residents with the means to achieve affordable warmth, to maximise benefits 
of housing investment and to reduce carbon dioxide emissions.' (Stubbs, 1996). Advice is 
provided to residents during home visits when a new tenant moves in and to existing tenants 
on request.  

One of the earliest studies quoted - the Bolton Willows project — concluded that advice can 
have a great impact in parallel with refurbishment. The projects in Stirling and on the 
Medlar Farm Estate dealt with homes where central heating systems had been installed within 
the previous year. All three showed benefits to the clients following advice (see Appendix 1). 
Conversely, one of the conclusions of the Ballantay Road project was that the advice would 
have been of more use several years previously when the new central heating systems were 
installed. The programmes in York and Islington were not linked to any physical 
improvements in the housing or to new tenancies and showed little evidence of energy savings 
following advice. In York some homes were considered warmer than necessary — this may 
have been avoided if advice had been delivered at an appropriate time. 

Timing advice so that it comes when householders move into a new dwelling or need to 
learn how to operate new equipment increases the likelihood of effectiveness. 

5.2.3 Targeting types of household 

The Neighbourhood Heating Advisor project set up by Optima Energy concluded that there 
was a particular need to target small households, who are likely to be less confident about 
how to operate their heating systems. This may be partly because small households are more 
likely to contain elderly people who have not adapted to changes in their heating and 
appliances; but it is also reasonable to assume that the smaller a household, the less likely it is 
to contain at least one member who understands how to control the heating. 
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5.3  Clients' ability to take action 

Clients must be able to understand and take action as a result of advice. They must not only be 
able to understand the advice given but also be able to act on it. For example elderly people 
with arthritis may find the tappets on a time clock difficult to move or be unable to re-light a 
low-level pilot light. Some clients may be unable to follow up advice to contact other 
agencies. They may not have telephones or other reasons may prevent them from seeking 
further help. 

5.3.1 Client comprehension, awareness and attitudes 

Clients must understand what is being advised. There are a number of reasons why they may 
not, such as hearing, sight or language difficulties; in these instances it will be particularly 
important that the advisor meets the client in person and is an effective communicator. There 
may be a lack of understanding of technical equipment, or clients may not have the confidence 
to change things. Advisors play an important role in de-mystifying technical issues and in 
helping clients through the myriad organisations, individuals and telephone numbers necessary 
to solve some problems. 

Four projects — Islington, Bolton, Merseyside, and York — attempted to gauge attitudes to 
energy use before and after advice, while the Optima Energy study on the Medlar Farm 
(advice) and Gooschays (control) estates compared tenants' ability to understand and control 
their heating. The fuel poverty-focused programmes in West Lothian and at Wester Hailes 
emphasised the importance of good communications in building awareness. All these studies 
apart from York reported some increase in understanding and ability to control heating 
systems following advice. 

There are still many questions to be answered about how attitudes change and about 
the duration of changes in attitude and behaviour. Our review showed that where there 
is sensitivity to these issues on the part of advisors and where there is clear 
communication between client and advisor it is possible to improve clients' ability to 
take action. 

5.3.2 Client income 

• Household income is likely to influence the results of an advice programme in three main 
ways: the likelihood of a client being able to make any investment in energy efficiency without 

• the help of grants, the proportion of any fuel savings which will be taken up as increased 
• comfort, and the extent to which the request for advice is driven by difficulties in paying for 

fuel. • 
An evaluation of the Home Energy Efficiency Scheme (Oseland 1996) concluded that clients 

• receiving state benefits were taking a half of their potential fuel bill savings as increased 
• comfort, though this figure was derived from a small sub-sample and was not statistically 

significant. Another recent review of 15 energy efficiency projects does however broadly 
support this figure: Milne and Boardman (1997) found that at 16.5°C - the average 
temperature of housing in Great Britain - about 30% of the benefit of an energy efficiency 

• improvement would be taken as a temperature increase and the rest as an energy saving. At an 
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average temperature of 14°C, still common in low-income households, half of the potential 
energy saving would be achieved while the remainder would be taken as a temperature 
increase. The main determinant of the amount of `takeback' is the whole house temperature, 
and it is only when this reaches about 20°C that any improvements in efficiency are likely to 
achieve the full energy saving possible. 

When considering the results, it has to be remembered that evaluation of the effectiveness of 
advice to low-income households can be in terms of (a) increased ability to invest in energy 
efficiency by gaining access to grants and (b) increased comfort (which is not usually costed) 
in addition to any energy savings brought about by no-cost changes in behaviour. 

Fuel poverty focused projects should aim for and include in their results the likely financial 
benefit to their clients from gaining access to any grants which will improve energy efficiency 
and from adopting better payment methods for their fuel use. 

5.3.3 Housing, heating and energy efficiency measures 

The housing described in the written evaluation ranged from one-bedroom to 4-bedroom 
dwellings, in flats, terraces and semi-detached houses. Almost all were built after 1919, with 
the majority after the second World War and a few (Hastoe) completely new. Most homes 
had been upgraded in terms of heating, insulation or both at some time. The level of 
insulation influences the range of fuel consumption: a study of 1600 centrally-heated local 
authority homes in Scotland showed that, while the top 10% of energy consumers used 2.5 
times as much energy as the bottom 10% in well-insulated homes, this difference widened to 
6.5 times between the top and bottom deciles in poorly-insulated homes (Cornish 1977). 

The physical characteristics of the housing and appliances concerned will have obvious 
influences on the potential effect of energy advice . In the York study it was acknowledged 
that the more energy efficient houses of the CYC control group meant that they used much 
less energy to begin with than the other 2 groups (about 25% less), and argued that therefore 
the CYC households made smaller 'savings' during the (warmer) second winter of the study. 
They also had living room temperatures around 2°C warmer than the New Earswick homes 
over the period of the study. Previous studies have shown that, as temperatures and comfort 
levels rise in the home, the degree of takeback as comfort tends to lessen and the likelihood of 
fuel saving would be expected to increase. But the CYC homes made smaller percentage 
`savings' in a warmer winter than the other (New Earswick) control group, and their comfort 
and thermal sensation levels rose more than those for either of the New Earswick groups. 
This suggests that the takeback effect can continue until temperatures are reached beyond 
those which most energy advisors would consider comfortable, and supports the York 
conclusion that 'where energy efficiency improvement programmes significantly reduce the 
amount of energy required to achieve comfort levels there is increased potential for energy 
being wasted. In these situations there is more potential for energy advice leading to energy 
savings.' This supports the finding that advice given at times of change is important. In this 
case it may have prevented overheating of homes. 

The fuel used affects the potential for savings: many of the West Lothian clients who 
demonstrated high fuel savings had electric 'on peak' immersion heaters. The change of use 
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of which would have more effect than if the households had gas multipoint heaters for their 
hot water.  

The nature of the housing, heating, fuel and efficiency measures in place gives an 
indication of the potential gains from energy advice. It should be possible in time to use 
such data to compare achievements with those of projects in similar conditions. • 

S 
• 

An essential factor in the delivery of energy advice is whether the delivery mechanism enables 
a particular household to translate advice into action . The majority of energy advice providers 
who prioritise low income clients provide home visits to their clients. 

• BEES, Islington, Bolton, Merseyside, Stirling, Ballantay Road, LEEP Billsavers, Medlar Farm 

• 
Project, Hastoe and York all involved giving face-to-face advice at home. The projects at 
Wester Hailes, Hamilton, West Lothian and Aberdeen projects all involved giving face-to-face 

• advice in the home. 

• There are clear advantages of giving advice in the home as opposed to providing it over the 

• 
telephone or at a surgery or drop-in centre, the advisor can: 

• see and understand the difficulties reported by the client; 
• spot any problems which may not yet have been identified by the client; 
• demonstrate how to operate heating systems or implement energy-saving measures in 

person with the client's own equipment; 
• demonstrate how to read fuel meter and keep a record of costs; 
• advise clients who cannot attend centres, are without a telephone, or who are not 

articulate on the telephone; 
• establish trust and rapport with the client. 

The Wester Hailes, Hamilton, West Lothian and SCARF projects involved a mix of phone and 
face to face advice in the home along with surgeries held in community centres or similar 
premises. The SCARF project in Aberdeen provided advice surgeries one morning or 
afternoon per week in five communities as a means of providing specialised advice services for 
vulnerable groups such as those with literacy problems, immigrant families and former long-
term hospital patients. The surgeries took place in three estate housing offices, at an advice 
centre and at a carers' centre. The evaluator concluded that: 

Providing a service for the public in their own communities has been proven... to be a giant 
step in the right direction.' 

• Part of the basis for this conclusion was the increase in numbers (approximately doubled) of 
people approaching SCARF after the new service began. The most common means of hearing 

• about the SCARF service was by word of mouth (37%). A surgery session may provide a 
bridge to obtaining useful advice for some people who might not want an advisor in their 
home in the first instance, even if they felt easier about it at a later stage. Surgeries and phone 

• calls cannot easily substitute for home visits when trying to explain heating controls, but can 
be suitable for advice on several energy-related issues such as obtaining grants, and dealing 
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with debt and payments. The Wester Hailes attempt to use 'community flats' on the estate as 
advice-giving points failed, though. The evaluators suggest that this was because the flats 
were only available intermittently. 

The EEACs have all used the telephone for the majority of advice sessions, with some Centres 
open to the public for walk-in consultations. More recently, however there has been a move 
towards clients' self-completion of the DIY Home Energy Check form completed by clients 
on their own. This can mean that there is no personal contact whatsoever between clients and 
advisors. 

One EEAC manager wrote to us stating that 'It is important to distinguish between advice 
given to the fuel poor and the fuel rich. Their requirements are quite different and need 
different delivery mechanisms. Advice for the fuel poor needs to be delivered in their own 
homes demonstrating using their own equipment ...Advice for the fuel rich can be effectively 
delivered by telephone or by correspondence. They have the money to choose to invest in 
energy saving measures if necessary ' (John Davis, Peterborough EEAC) 

5.5  Content of energy advice 

Those projects where the advice was most client-led covered the widest range of energy-
related topics; as might be expected. The projects and programmes in Hamilton, Aberdeen, 
Wester Hailes, West Lothian and York gave advice on accessing grants for energy efficiency, 
and this is also a part of the service offered by the EEACs. The use of heating and hot-water 
systems has relatively low priority in the EEAC advice (which emphasises the installation of 
energy efficiency measures requiring client investment) and was irrelevant for the LEEP 
project (which concentrated on electrical appliances). Apart from those two, though, the use 
of heating and hot water systems were the primary or even the only topics advised on in most 
cases. 

Fuel debt and payment problems were dealt with in varying degrees by most projects from 
brief references to payment methods, to detailed case work and advocacy but are not recorded 
by HEES advice, Merseyside Improved Housing, Islington, Stirling, Hastoe Housing 
Association and the EEACs. Advice on condensation was mentioned in the reports of the 
HEES, Bolton, Merseyside, Hastoe, York and West Lothian projects. 

When clients take the lead in defining problems on which they want advice, advisors 
need to be able to assist with a wide variety of topics. (This is less important when the 
advice is opportunistic.) Three subject areas are of particular importance in low-
income households and will frequently be raised if the advice is client-led. They are the 
use of heating and hot water systems; fuel debt and payment; and condensation. 

5.6 Prioritisation and tailoring of energy advice 

Clients are often bombarded with too much data - of varying significance in terms of the 
potential effect it can have, and the suitability to a given client themselves. For example in one 
advice session, a client may be told to turn their immersion heater off when not using it (with 
considerable potential saving) and to cut food into small pieces before cooking - (a 
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suggestion which may be unwelcome and which would anyway have a negligible effect on 
their fuel use). 

The advice given in the programmes that we have reviewed ranges between a standardised 
• package given to all clients and 'reactive' guidance from the advisor which is tailored to the 

clients' concerns. It may also include matter which the advisor has noted as needing attention 
• in the course of a home visit or interview — which the client may not have noticed. 

A single visit of, say, half an hour is used by some advisors to give as much advice as possible 
• on a range of subjects, perhaps backed up with literature or other materials. Other 

organisations identify the main problem faced by the household and attempt to deal with it 
• first, with the possibility that follow up sessions or referrals to other organisations may be 
• needed. 

• The EEACs are encouraged to advise many energy-saving measures with the aim or 
persuading the client to take up at least some of them. In the year 1996-97 each client (on 

• average) was advised to put 9.9 measures in place, installed 1.7 and planned 1.3. This 
suggests that the standardised approach does lead to some action, but that a lot of advice falls 

• by the wayside or is saved for another time because clients do not have the will or the means 

• to act on it. 

• Where clients take the initiative in asking for advice from a relatively long-running advice 
programme there would seem to be more scope for the clients to set the agenda. The extent to 
which an organisation has to follow a prescribed route may limit this scope though. EEAC 

• clients have to fill in a DIY Home Energy Check on which subsequent advice is based: the 
advice is tailored to their particular home but does not encompass their ability to act on the 

• advice and will not deal with other pressing issues, say fuel payments or fuel debt. Other 
advice services may take on a similar case and discover a previously unknown set of 

• circumstances in need of attention in order to satisfy the clients' energy advice needs. Co- 

• 
ordination with other organisations is particularly important in meeting clients' needs. 

• The projects with the most standardised approach to advice - each advisor having a checklist 
of points to cover - were in Islington, York and the Hastoe homes. The Islington report 

• concluded that the major benefits of the advice had been qualitative, in terms of control of 
heating systems, and that there was also reduced use of supplementary heating. The York 

• demonstration project found no significant changes in behaviour or comfort levels as a result 
• of the energy advice apart from a reduction in condensation: the greatest benefit seems to 

have come from the incidental discovery of twenty-six potential recipients of HEES grants. 
• 

The York researchers concluded that 'unsolicited energy advice is unlikely to lead to greater 
• energy efficiency unless the recipients are motivated to save energy'; motivation is 'as 

• important as the provision of advice' in the absence of specific problems which have been 
identified by the client. The Hastoe tenants, in spite of being given standardised advice, were 
visited very soon after starting their tenancies and advised primarily about the operation of 
their new heating systems; this timing and focus helps account for their relatively good 
retention of the advice — all remembered some of it. 
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The results of the York and Islington studies suggest that covering a wide range of issues in a 
standard package in a short period of time is not very productive, and that prioritising advice 
when there is only to be one visit is a wise one. The sample of HEES clients showed 29 out 
of 39 recalling advice (from a single visit, with the advisor attempting to prioritise) and 18 out 
of those 29 changing their behaviour to some degree as a result of it. 

The Optima Energy scheme, which concentrated on communication skills as top priority when 
training volunteer neighbourhood advisors for the Medlar Farm Project, was able to increase 
understanding of their new heating systems among the tenants who asked for help, to the 
extent that the evaluators assessed 58% of those interviewed as 'completely successful' in 
operating their heating; while a standardised advice package given by British Gas to tenants 
on the control estate produced only 37% with that level of ability. The Medlar Farm Project 
residents asked for advice according to their own priorities and seem therefore to have been 
more receptive to what the advisors had to offer. 

A case study reported at the BRECSU workshops in (BRECSU 1998), gives some support 
for our findings about the importance of prioritising advice and tailoring it to the client .  

Residents' feedback from an energy awareness initiative 'village wide' included comments 
that 

• 'The right sort and right amount of information is important Some people can be put off 
by the technicality of some information. 

• Primarily people are more interested in the financial and home comfort advantages, not 
environmental issues. 

• Short snappy pieces of information, given frequently, are more effective than newsletters 
crammed with information. 

The content of energy advice is most likely to be effective when tailored to the client's 
needs and understanding — that is, when the advice is client-led. Our findings show 
that there may be a lot of 'wastage' when advice is offered in standardised packages: 
clients will only act on some of it and may at worst be confused and alienated so that 
they act on none.  Advisors need a combination of technical knowledge and 
communication skills in order to prioritise topics for advice and to present the advice in 
an accessible way. 

5.7  Duration and frequency of advice visits, and backup materials 

The Stirling project involved a series of home visits throughout the heating season which 
added up to between two and six hours for each client. The Bolton scheme involved three 
home visits and the Merseyside project included a series of visits throughout the heating 
season. Although an average home visit from the West Lothian project lasts only 20 minutes, 
contact with each client normally continues for a minimum of two months: after a first meter 
reading at the initial contact by phone and a second reading at the first visit, clients are asked 
to phone in readings at weekly intervals even if they are not visited again. This is in order to 
check whether they are achieving savings and to be advised further as needed. A few clients 
may spend than ten hours over periods of more than six months with advisors if this seems 
necessary. 
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• All four projects led to significant savings: 11% on gas central heating costs in Stirling, 13% 

energy savings for the Merseyside advice group and 11% for West Lothian. The average 
metered energy savings in one season generated by the advice in Bolton were worth more 

• than the cost of giving the advice. 

• The programmes which involved a single advice visit only - HEES, Islington, York - showed 
• little in the way of results. Residents at Ballantay Road and Wester Hailes had one session for 

the most part with further sessions if needed. 
• 

The LEEP Billsavers project showed no savings, in spite of fortnightly home visits during the 
• advice period. However, this was the only project to deal solely with domestic appliances, to 

• attempt no-cost behaviour changes only, and to carry out visits for monitoring of consumption 
for a whole year before the advice began. The awareness-raising effect of the pre-advice visits 

• alone could have meant that all possible (small) gains were achieved before the clients 
received advice. 

• 
Some flexibility in duration and number of advice sessions is useful, as some clients will 
benefit from repeat visits to check understanding, reinforce the message and build on 
what has been achieved so far. 

5.8  Backup materials 

The projects with purpose-designed backup materials were Islington, Merseyside, Hamilton, 
LEEP, the EEACs, York and Wester Hailes. Wester Hailes had the most comprehensive 
general backup, with newspaper and radio coverage, tea-towels, videos and leaflets. The 
videos were made on the estate and backed by the community newspaper with two full-colour 
supplements, so that the identity was local as well as consistent. Tea-towels and T-shirts were 
distributed and there was recurrent use of the 'Dino' family and a 'fuel facts' logo in written 
material, along with frequent references to the HEAT (Home Energy Advice Team). Referrals 
to HEAT increased by 70% (96 clients) within the year following the campaign. 

The Wester Hailes materials were well-received and there is some evidence of their impact, 
especially for the videos (see Chapter 4). The Islington project found that the control group 
who had received an advice pack but no face-to-face advice were slightly more inclined to 
adopt energy conservation measures (such as purchasing heavy curtains or foil to put behind 
radiators) than the advice group. A possible reason for this is that the advice group would 
have felt that they had already 'dealt with' their energy issues by learning about how to 
operate their heating systems and would have been less likely than the controls to invest in any 
further measures. We have no definite information as to the usefulness of backup materials in 
Merseyside, Hamilton and York. 

The HEES advice evaluation found that some providers left no literature and others were 
• inconsistent in the leaflets they gave to clients. Clients' responses were mixed, with only 13 

out of 29 finding the written advice fairly or very helpful. The researchers concluded that there 
• is a strong case for the preparation of a standardised leaflet especially designed for HEES 
• clients. 

• • • • • 
• • • • • • • • • 
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There are no studies comparing the effectiveness of advice with and without backup, but two 
general points emerge from the projects reviewed here: 

• If there is to be only a single visit the quality and presentation of any supporting 
information become all the more important; 

• A clear identity for all backup materials is helpful: this is particularly true for large 
programmes. 

5.9  Feedback 

The authors of the LEEP report speculate that any changes in clients' behaviour could have 
been made in the year prior to advice beginning as diaries were kept and meters read, 
effectively giving the householder feedback and raising awareness. 

The strongest evidence from the UK for the usefulness of feedback such as that gained by 
clients reading their own meters comes from the West Lothian project, where it is an integral 
part of the programme. The evidence from the Merseyside programme is inconclusive, and 
the second year of the LEEP project shows no benefit from feedback although, as discussed 
above, it could be that all potential benefits were gained during the first year. Several projects 
involved showing clients how to read their meters, which may well have contributed to their 
sense of increased control over their fuel use, but we have no quantitative data on this. 
However, studies such as those by A Arvola et al (1994) H Wilhite and R Ling (1995), 
Wilhite (1997) and M Haakana et al (1997) all show the effectiveness of feedback in bringing 
down consumption, whether by households reading their own meters or by utilities supplying 
feedback information. The Norwegian electricity regulator now requires that the utilities 
provide 60-day billing, based on actual meter readings and giving a comparison with the 
previous year's consumption. This arises from a demonstration of the 10% savings achieved 
from raising awareness and self-education. These savings came from more informative bills. 

5.10 Advisors' skills and experience 

Most of the advisors in the projects surveyed held the City and Guilds 6176 Certificate in 
Energy Awareness, except those which operated before the existence of the qualification, and 
some projects (Wester Hailes, Hamilton) involved the training of volunteers to this level as a 
means of spreading energy awareness and the skills for managing domestic heating and 
appliances into a locality. The volunteer Neighbourhood Heating Advisors on the Medlar 
Farm Project in London did not become formally qualified, but received a training over 3 
evenings on the role of each component of the central heating systems on their estate, with an 
emphasis on communication skills. 

The evidence suggests that technical knowledge on its own is not sufficient to ensure effective 
advice: communication skills are crucial. These include assessing the ability of the client to 
understand and use information, including factors such as hearing loss, language difficulties or 
poor vision; prioritising advice topics in order not to overload the client with too much 
information; checking on understanding; and being able to refer clients to any other advisors 
or agencies who may be able to help them. 2 projects in particular report a stress on the 
importance of these skills: the West Lothian project, which emphasised the use of Plain 
English, and the Optima Energy project, where Neighbourhood Heating Advisors for the 
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• 

• Medlar Farm Project were trained with a strong emphasis on listening and communicating. 
Those volunteers trained to City & Guilds level on the Wester Hailes estate in Edinburgh 

• identified a need for more practice in communicating before they felt confident as advisors. 

• There is no clear evidence on gender and age of advisors as factors affecting the successful 

• delivery of advice: these are probably minor considerations compared with the ability to make 
clients feel at ease and to 'read' a household quickly and assess what advice to give. 

• Although ethnic minority groups are scarcely mentioned in the evaluations dealt with here, 
another study from Optima Energy (1991) points up the need in some areas of the UK for 

• advisors who are familiar with ethnic minority languages and cultures. 

• Advice in the Optima Energy project was mostly reactive client-led, with clients for the most 
• part approaching 'their' advisor and asking about their specific difficulties. However, the 

study did conclude that the success of a NHA programme does depend heavily on the 
• characteristics of advisors, and in particular whether they are people who already know their 

• 
neighbours, are willing to approach those that they do not know and are available to 'bump 
into' people. 

• 
The evidence suggests that technical knowledge on its own is not sufficient to ensure 

• effective advice: communication skills and trustworthiness are crucial. If established 
organisations gain most of their clients by word of mouth and other referrals, the signs 

• are that they are trusted to deliver effective advice. 

• 
5.11 Added value — co-ordination with other organisations 

• 
By linking in with other organisations in the community, an energy advice service can achieve 

• solutions to problems which would otherwise be unlikely to happen, and which provide the 
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 client with improvements in the whole range of financial and energy savings, comfort and 
condensation control. This is best illustrated by the case studies below. 

• 
If a client asks for a piece of specific information or advice, it is relatively easy to deal with. 

• However, if the energy advisor is to take all cases to their satisfactory conclusion, then the 

• 
particular circumstances of the client must be known and appreciated with enough level of 
skill by the advisor. The potential for action varies with each case. Details of the case need to 

• be unravelled which requires some experience. 

• The following case studies from SCARF, an organisation with 12 years experience in the 

• 
provision of energy advice illustrate the processes of: 

• • client contact 
• prioritising advice needs 

• • action 
• outcome of the advice 

• • involvement of other organisations. 
• 

• 

• 
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Case Studies 

a) Mr G (low income pensioner) referred to SCARF. Home visit arranged. 
Prioritising advice needs:  Gas central heating unused - not understood 

Gas quantum meter (pre-payment) not understood; 
two-bar electric fire used instead (cost£11.50/week) 

Action taken:  Helped to light boiler and set controls; quantum meter 
explained but advisor anticipated its inappropriateness 
to client. On subsequent contact from Home Help, 
advisor made arrangement with Scottish Gas to replace 
with credit meter and agree weekly budget payments of 
£4.00 per week. 

Outcome of advice:  Better value for money from gas heating system than 
electric fire (less than half price). Householder in 
control. 

Involvement of other organisations: local authority social services, Scottish Gas. 

b) Mrs B (low income pensioner) with practical and financial difficulties. 
Prioritising advice needs:  first floor flat, unable to use solid fuel heating. Client 

cold and using electric immersion heater for water. 
Action taken:  applied for and received grant from council to convert 

solid fuel heating to gas. Heating controls specially 
adapted. 

Outcome of advice:  client no longer cold; heating and hot water costs down 
from £12 per week to £7.50 per week. 

Involvement of other organisations: local authority, Aberdeen Society for the Blind. 

These case studies demonstrate the added value of experienced advisors who can unravel 
problems and know where to go for further help. These solutions also save energy and money 
for clients, albeit in a complex way. 

These cases would stand up to measurements of effectiveness in terms of customer 
satisfaction, financial savings and kWh and CO2  savings so should not be undervalued as 
poverty focused. 

By linking with other organisations in the community, an energy advice service can 
achieve solutions to problems which would otherwise be difficult or impossible to deal 
with, and provide the client with improvements in the whole range of financial and 
energy savings, comfort and condensation control. 

• 
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CHAPTER 6 

CONCLUSIONS AND RECOMMENDATIONS 

The effectiveness of energy advice to low income households 

1. Energy advice is effective when tailored to clients' needs. It may be opportunistic (given 
at a time of change, for example when the client moves house or has energy efficiency 
measures installed) or client-led (when the client contacts the advisor with a question or 
difficulty and is already motivated to act on advice). Advice is less effective when it is 
unsolicited. 

2. Household income is likely to influence the results of an advice programme in two main 
ways: the likelihood of a client being able to make any investment in energy efficiency 
without the help of grants, and the proportion of any fuel savings which will be taken up 
as increased comfort. 

3. Low-income households have particular needs for advice that will not be met by 
programmes whose main or only aim is to achieve savings in fuel consumption and CO2. 
They also require advice on fuel debt, payment for fuel and condensation damp. 

4. Advice programmes targeted at low-income households need to concentrate on no-cost 
behavioural changes (where the evidence from a number of studies suggests that savings in 
the region of 10% of fuel bills are achievable) on energy efficiency measures which can be 
carried out with grants, and on fuel supply issues. 

5. When considering the results, it has to be remembered that evaluation of the effectiveness 
of advice to low-income households can be in terms of (a) increased ability to invest in 
energy efficiency by gaining access to grants and (b) increased comfort (which cannot be 
costed or identified at the meter). This is in addition to any energy savings brought about 
by no-cost changes in behaviour. 

6. Low-income households are more likely to benefit from programmes that involve personal 
contact between client and advisor because they are more likely to experience a complex 
mixture of problems. 

Effective techniques for energy advice delivery 

7. All the projects in the study deliver advice to low-income households in their homes 
except EEACs. There are advantages in the advisor being in the home. They can observe 
difficulties reported by clients and demonstrate equipment. Advice surgeries in the clients' 
own communities can increase the number of clients seen face to face. 

8. It is essential to prioritise advice topics in order not to overload the client with too much 
information, and to ensure that it is clear to the client which advice will make the most 
difference. Checking on understanding and being able to refer clients to other advisors or 
agencies who may be able to help them, provides added value to clients. 
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9. The evidence from the studies suggests that an advisor's technical knowledge on its own 
is not sufficient to ensure effective advice: communication skills are crucial. These include 
assessing the ability of the client to understand and use information 

10. Client-led advice requires advisors with a good level of knowledge and excellent 
communication skills in order to be fully effective. They must be able to prioritise and 
tailor the advice so that it can be acted upon. Advisors providing opportunistic advice 
may not require the breadth of skills or training as those providing client-led advice. The 
main qualifications needed are usually an understanding of the equipment which is being 
used and the ability to communicate. 

11. Our study supports the findings of work carried out elsewhere that feedback - such as that 
gained by clients reading their own meters - is an important element in raising energy 
awareness and leading to savings in fuel consumption. 

12. The building of trust between advisor and client is an important factor in success.  
Accessibility, friendliness, experience, good communication skills and knowledge of the 
local community all help in building trust.  

Monitoring and evaluation methods 

13. There are few organisations evaluating the effectiveness of energy advice and among those 
that do there is little common ground. The fact that the results of some energy advice 
services are well publicised does not mean that they are more effective than services which 
are not evaluated. Some energy advice providers are constrained by the lack of finance to 
carry out detailed evaluation of their work. 

14. The effectiveness of advice is judged at present on the basis of a variety of measurements 
and estimates, with some of the latter being of questionable provenance. It is therefore 
difficult or impossible to make direct comparisons of the effectiveness of different advice 
programmes. 

15. There should be an agreed list of what estimates of savings should be used, backed by the 
most recent evidence of efficacy. We recommend: 
(a) there is a need for consistent, published figures of average savings for low-income 
households. At the moment there is both inconsistency (projects use different figures) and 
optimism (the maximum saving is often used) 
(b) recognition that these are generalised and useful for guiding advice. They need to be 
used flexibly (local problems may alter the rankings) and are not proof of actual savings. 

16. The evidence for the effectiveness of 'feedback' as a tool for raising awareness and 
achieving savings suggests that there is a need to develop this approach. Meter readings 
are taken before and after measures have been installed or advice on changing behaviour 
has been given. Most households are able to keep a chart of readings or to inform the 
advisor, in order to monitor change and give useful information to the householder. 
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• 17. The Norwegian electricity regulator now requires that the utilities provide 60-day billing, 

based on actual meter readings and giving a comparison with the previous year's 
• consumption. This arises from a demonstration of the 10% savings achieved from raising 

awareness and self-education. These savings came from more informative bills. We 
• recommend that the Director General of Electricity Regulation supports a study to 

• establish the benefits of accurate and informative bills for energy conservation in the UK.  

• 18. The durability of behaviour change over time is not well understood, making it impossible 
to evaluate properly the impact of any advice aimed at changing behaviour. This is another 

• area for more research. 

• 

• 

• 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• 
• • • • • • • 
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Appendix 2 

Please answer as many questions as you can by ticking boxes or writing in 
answers where asked. If you would like to tell us more in your own words, please 
attach an extra sheet. 

NAME OF ORGANISATION 

ADDRESS 

CONTACT 

TELEPHONE/FAX 

1. What are the main aims of your energy advice service ? 

To increase energy efficiency 

To reduce fuel poverty 

To reduce CO2 emissions 

To reduce condensation 

Other - please state 

2. Does your client group include low income households  yes ❑ no I I  

Does your service especially target low income households yes ❑ no 

3. Is your energy advice service monitored 

By your own organisation  yes] I no 

By another organisation  yes] I no 
(if yes please state who)   

Both  yes] no 

Neither - not monitored  yes] I no 
(Please see note over the page) 

I  I 



PLEASE NOTE We are also contacting known monitoring agencies and research 
organisations e.g. EAGA, New Perspectives / BMRB, The Consumers' 
Association, BRECSU, Optima, and NEA. so you do not need to provide us 
with information that these organisations may have about your work. 

4. Do you record 

Number of clients advised  yesLi no 

The subject matter of advice given  yes   no 

Client details (age, housing tenure etc.)  yes  norl 

Follow up contact with clients  yes   noL 

Other - please state   

5. Please tick the box /boxes which apply to your energy advice service / 
project 

(a) 
Our advice 
aims to help 
clients to - 

(b) 
Our clients 
are monitored 
to find out if 
they do - 

Have energy effic. measures installed 
Acquire grants for en.eff. measures 
Control heating systems 
Change behaviour (e.g.use of 
heating and appliances) 
Control condensation 
Budget effectively / avoid fuel debt 
Other - please write in 



• 
• 
• 
• 
• 
• Telephone survey  1 

• Postal questionnaire survey 

• Home visit 

•  7. When you monitor your advice (as in 5b) do you attempt to establish the 
• EFFECT of energy advice 

yesl Ino • 
If yes, is this based on 

• 

•  Clients' reports of fuel saving 

•  Clients' reports of increased comfort •  Clients' reports of general satisfaction • 
Monitored fuel use from meter readings • 
Monitored fuel use from clients bills • 
An energy audit of the dwelling • 

• Temperature readings in homes 
Other - please write in   

• 
• 
•  8. Do you then calculate the effects of energy advice yes no 

• 
If yes, do you • 
Use a computer model • 

• 
 

Use your own calculations 

•  Use figures from an existing published source  (please state source) 
• 
• 
• 
• 
• 
0 

6. If your clients are monitored as in 5(b), how is it done 



9. How do you report the effects of energy advice 

Amount of money saved 

Amount of KWh saved 

Amount of CO2 saved 

Numbers of warmer homes 

Numbers of satisfied clients 

Other - please write in 

10. What is the main purpose of your monitoring activities 
Please write in 

11. Please list any reports or printed material on the subject that we could 
use. If possible please send a copy of appropriate reports. (All material 
will be treated in confidence if required) 

12. Would you be willing to discuss the project further with one of the 
researchers? 

THANK YOU VERY MUCH FOR YOUR HELP 

PLEASE RETURN THE QUESTIONNAIRE IN THE ENCLOSED ENVELOPE 
BY 



S 

S 

• APPENDIX 3 

• HEES JOB SHEETS — TOPICS OF ENERGY ADVICE DELIVERED 

• The following advice was listed on 100 job sheets (September 1997):- 

• SUBJECT MATTER OF ADVICE  INCIDENCE AMONG 100 
• SHEETS 

• Use low energy light bulbs  38 
Do not overfill the kettle  30 

• Close doors and open windows in kitchen and  28 

• 
bathroom to avoid condensation 

Adjust room thermostat to approx 20°C  26 
• Turn lights off when rooms are not in use  15 

Set boiler/hot water thermostat to 60°C  14 
• Fit reflective foil behind radiators  13 

Do not waste hot water - shower instead of  12 
• bath, do not let taps drip 

• 
Make efficient use of appliances - turn off  11 

after use 
• Close curtains at dusk/use lined curtains  10 

More efficient use of immersion heater  9 
• Keep fridge/freezer full/ defrost regularly  7 

Keep lids on pans when cooking to avoid  5 
• Condensation 

• 
Use time switches to control off-peak  4 

Electricity 
• Fit shelves above radiators  3 

Have gas fires/boilers serviced annually  2 
• De-scale kettle regularly/use filtered water  2 

to avoid scale 
• Use clock timer settings for central heating  1 

• Fit secondary glazing to windows (plastic  1 
sheets) 

• 

•  Source: Random job sheets from a three week period provided by EAGA to Energy Inform 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 


