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FOREWORD 
 
 
 
I am very pleased that the electricity industry has sponsored this important work by the 
Environmental Change Institute, which has been achieved through the industry’s Energy 
Efficiency Standards of Performance programme.  
 
The research study provides a valuable contribution to the debate surrounding the provision 
of energy efficiency advice to disadvantaged customers. It is an important area: many of 
those on the lowest incomes live in the most ‘energy inefficient’ homes. Good advice, which 
is then acted upon, is key to helping those in need to use energy wisely and to reduce their 
energy bills. 
 
The electricity industry is committed to working with Government, the Regulator, local 
authorities and others to find co-ordinated, sustainable solutions leading to the eventual 
elimination of fuel poverty. This study is one of a number of initiatives being taken by the 
industry to inform the issues under discussion and to encourage wider debate. 
 
Dr Tony Jackson 
 
 
Chairman 
Electricity Association Fuel Poverty Task Force 
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EXECUTIVE SUMMARY 
 
The aims of this study are to provide a better understanding of how disadvantaged 
householders can be encouraged to seek and act on energy efficiency advice; how they 
prefer to access advice; and the relative effectiveness of different modes of giving advice. 

Definitions 
The definition of energy efficiency advice to the disadvantaged used here is: 

Energy efficiency advice is specific to low-income individuals and their circumstances, with 
the aims of improving energy efficiency, comfort and the ability of a household to achieve 
affordable warmth.  
 
Advice is specific; information is intended for general use, such as leaflets or fliers sent out 
with bills. Domestic energy efficiency is the output of energy services per unit of expenditure 
on fuel. Advice on energy efficiency can thus apply to two distinct sets of issues: 
• unit costs of the fuel used (bills, tariffs, changing supplier) and 
• capital investment in more efficient measures (insulation and equipment) together with 

behaviour, as the effectiveness of some measures depends on how they are used - 
particularly controls. 

 
The disadvantaged are defined here as those on a means-tested benefit. The definition may 
be widened to include the vulnerable for some policies. Confusion surrounds the use of both 
terms. From the point of view of identifying the disadvantaged, it is a matter for debate 
whether information should be available to the utilities on which customers are receiving 
means-tested benefits.  

Advice as a process 
Effective energy efficiency advice should be seen as part of a process with three distinct and 
integral stages: 
• raising awareness; 
• the giving of advice by experts; 
• confirmation and reinforcement by the advisers, to ensure that the advice is acted upon; 

and feedback to the householder and adviser to check that actions taken have been 
effective. Advice that is not acted upon is not effective.  

The householder perspective 
Appropriate advice should be defined by the householder (not the advice provider) and it 
should be recognised that disadvantaged householders may want advice on a wide range of 
subjects that they determine themselves. Such householders: 
• have low levels of income and have limited or no capital to invest. For them, private 

finance implies a loan. 
• often live in rented accommodation; 
• may have limited literacy and numeracy skills and may not read printed advice; 
• have a stated preference for advice given verbally; 
• may benefit from a home visit; 
• have to trust the adviser. 
 

Good advice  
Effective advice to the disadvantaged has some or all of the following characteristics: 
• seeking out potential clients and offering a Freephone service; 
• offering home visits where needed; 
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• having information on grants from all sources and assisting customers in applying for 
them; 

• having well-trained and experienced staff; 
• using bills as a source of information and feedback; 
• viewing advice as an interactive process between householder and adviser, in which 

dialogue is necessary and productive; 
• networking with trusted agencies who are responsible for visiting people in their homes 

and giving assistance, and training such frontline workers; 
• providing follow-up visits or phone calls as needed; 
• taking into account the fact that many customers have difficulty with seeing, hearing, 

mobility, literacy and numeracy.  

Advice providers  
The main providers are the energy companies, the 52 Energy Efficiency Advice Centres 
(EEACs), the New Home Energy Efficiency Scheme (HEES), the local authorities and a host 
of other, smaller organisations. The energy companies are easily identified as potential 
sources of advice, but trust in them may have been damaged by past experience and may 
need repairing. They provide home visits for some of their customers but are no longer 
required to do so, for free, in the liberalised market. The EEACs do not offer home visits and 
rely increasingly on written materials, which limits their usefulness to the disadvantaged. New 
HEES and New HEES Plus are for people on a means-tested benefit, but there is a 
recognised (and urgent) need for improving the quality of advice by this route.  
 
It is highly unlikely that more than 5% of disadvantaged householders in the UK receive 
advice on energy efficiency measures through the three main routes (energy companies, 
EEACs and HEES) each year. A householder may have to live in fuel poverty for 20 years 
before receiving advice from such sources.  
 
The local authorities have a monitoring role through the Home Energy Conservation Act 
(HECA), but have no obligation to provide advice. Local authority-supported advice centres, 
along with independent advice providers such as the home improvement agencies, tend to 
put the highest proportion of their resources into face-to-face advice. They are also more 
likely to be in a position to follow up the advice, either in person or by way of a ‘frontline 
worker’ trained by them. In terms of the model of advice adopted in this report, this relatively 
intensive type of service represents the most promising option for the future.  

Effectiveness of advice 
There is evidence from formal studies and from experienced practitioners that well-focused 
energy efficiency advice to low-income householders can give substantial benefits in terms of 
comfort, health and well-being and can lead to fuel savings of the order of 10% from 
behavioural changes alone. Likely reasons for any lack of impact are over-formulaic or 
perfunctory advice, too much reliance on written information and inadequately trained or 
experienced advisers.  
 
Centralised, consistent data on quantity, mode, content and estimated impacts of advice are 
only available for the EEAC network. The estimated savings from advice (on measures only) 
from EEACs and HEES are considerably lower than 10%.  
 
The role of awareness-raising has been considerably underestimated and is thought to be a 
major reason for the low level of contact between low-income households and advice 
providers. All frontline workers who normally meet the householder in the home should have 
a minimum level of energy awareness, so that they are alert to the opportunities for 
improvement. Networks of frontline workers could be enhanced by co-ordinating on a 
geographical basis: New HEES is developing this process.  
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Ofgem should require customer enquiry services to be more proactive and diagnostic, to 
increase energy awareness and identify unusual energy use patterns that could be 
discussed and referred to an energy efficiency adviser. 

Targets and standards of advice provision 
The giving of effective energy advice requires knowledge, communication skills and 
commitment: recruitment, training and remuneration should reflect this. Energy efficiency 
advice agencies should be accredited for reaching a defined standard with respect to 
qualifications of staff and availability of free home visits. The required level of training of 
community networkers should also be defined. Some new courses will need to be developed. 
The City and Guilds qualification should be a minimum level of training for anyone working in 
an advice programme, with further training and experience required for those giving advice 
over the phone or face to face.  
 
The aim should be that 20% of the disadvantaged receive some form of effective energy 
advice each year. This will be a necessary rate of progress if the Government is to reach its 
goal of eradicating fuel poverty by 2010. 

Monitoring and evaluation 
Evaluating the effectiveness of advice can be a difficult and expensive task. Several 
recommendations would have the effect of simplifying the process of monitoring, because it 
would then take place in a controlled environment: 
• the calibre of advice is upheld, through accreditation and minimum standards; 
• feedback and reinforcement are integral parts of advice; 
• advice networks are strengthened and co-ordinated on a geographical basis; 
• the energy companies have a target to reduce carbon emissions per household, partly 

through greater energy efficiency. 
 
Monitoring and evaluation are then embedded in a supportive structure. It may then be 
sufficient to monitor the effect in terms of some combination of: 
• the numbers advised;  
• fuel bill reductions based on meter readings, perhaps combined with utility targets for 

reduced carbon emissions per household;  
• increased levels of energy efficiency as measured in the HECA reports; 
• the size of household debt, which should be reducing; 
• the health status of the poorest households, which should be improving as a result of 

warmer temperatures in the home. 

Co-ordinated strategy 
The many uncertainties and inconsistencies identified in this study indicate the need for a 
coherent strategy, co-ordinated by the Government. The strategy would include the DETR 
and the DTI (because of its responsibility for monitoring fuel poverty), Ofgem and the EST, 
and would provide guidance about: 
• the 20 detailed recommendations in this report; 
• delivery of consistent messages, even from different sources; 
• co-ordination of information on grants, as these are proliferating; 
• additional support for low-income households, eg interest-free or cheap loans;  
• the relative roles of the different agencies and how to dovetail these; 
• the best methods of monitoring and evaluation; 
• the most suitable level at which to co-ordinate agencies and collect data; 
• links with monitoring the Government’s fuel poverty strategy.  
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CHAPTER 1: INTRODUCTION  
 
Social and political background 
There are several important reasons for the focus on energy efficiency advice to low-income 
households and these range from the legal responsibilities of the energy companies right 
through to concern about climate change. They interact at all scales from the individual to the 
global and include social, energy, housing and fiscal policy dimensions. 
 
Taking the global scale first, the UK is on target to meet its Kyoto obligations for carbon 
dioxide reductions in 2008-2012, thanks mainly to changes in the electricity generation fuel 
mix. Most of our European partners are not so fortunate and will have difficulty in complying, 
so further reductions by the UK will both contribute to the European commitment and prepare 
the way for our commitments in the next round of negotiations.  
 
In future, carbon dioxide reductions by the UK will be more difficult to achieve. On the supply 
side, the greater deployment of renewable energy will offset the phasing out of nuclear power 
stations, so that carbon emissions per kilowatt-hour will stay roughly level. The carbon 
savings will not result from future changes in electricity generation. Most carbon reductions 
will have to flow from demand-side fuel switching and reduced consumption. The importance 
of the demand side requires a new and urgent policy focus. 
 
The urgency, in the domestic sector, comes from the way in which householders have been 
using more electricity. The level of consumption in 1998 and 1999 was considerably higher 
(by about 5%) than in the immediately preceding years, even when weather-corrected. We 
are, on average, becoming more affluent and profligate. This increased consumption may be 
the delayed result of lower domestic energy prices, as a result of liberalisation. Whatever is 
the cause, the upward trend is disastrous and implies new policy interventions - such as 
taxes - in order to control our consumption.  
 
The good news is the considerable political focus on the plight of the fuel poor. The 
statement by Angela Eagle, when Minister for Energy Efficiency in June 1998, that the 
Government would 'eradicate fuel poverty' has now been followed by a new manifesto 
commitment to eradicate it by 2010 (John Prescott quoted in The Guardian, 19.8.00). This 
admirable undertaking is extremely ambitious and will require the support of all sectors of the 
community. Advice will have to play the maximum and most appropriate role in facilitating 
this transformation in the lives of the fuel poor. The Government’s draft strategy on fuel 
poverty is due to be published towards the end of 2000 (Meacher, 15.11.00)  
 
The fuel poor are not the average 
Any information about the average household hides the problems faced by the fuel poor.  
The income disparities in society widened from 1979 onwards and income did not rise for all 
groups – as it did for the more affluent - in real terms. After allowing for housing costs, the 
incomes of the poorest tenth of the population in 1991/92 were 17% lower in real terms than 
in 1979 (Hills 1995). The benefits of liberalisation have been felt most by more affluent 
households and less by the poor, particularly those who use prepayment meters (Houghton 
et al 1997; Baker 1999), thus compounding the relative deprivation of the poorest 
households. This is offset somewhat by the requirement on the energy companies that when 
they spend money on energy efficiency (under the Standards of Performance – see 
Appendix 3 for legal obligations) at least half of the savings should come from the 
disadvantaged. Some of the electricity and gas companies have introduced tariffs and 
policies specifically to help the fuel poor and these will also contribute. 
 
However, the problem of fuel poverty is both extensive - 7.7 million households containing a 
benefit claimant are eligible for the New Home Energy Efficiency Scheme (HEES) in the UK - 
and intensive. The English House Condition Survey has shown, in both 1991 and 1996, that 
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the number of people who live in cold homes has stayed remarkably similar (Moore pers 
comm): fuel poverty is not being reduced significantly. And many of these cold people would 
need to spend several hundred pounds a year extra to be comfortably warm and healthy. 
The only way to eradicate fuel poverty is through greater investment in energy efficiency and 
a major role for advice will be to ensure that the available grants are targeted on the most 
needy. 
 
At the same time, Ofgem is considering the role of the utilities under the Social and 
Environmental Action Plans and whether the licence conditions should be strengthened. 
Certainly, the existing obligations need to be monitored more carefully (Dave Barnes, pers 
comm).  
 
The network of Energy Efficiency Advice Centres (EEACs) is being extended by the Energy 
Saving Trust, so that the 52 centres provide national coverage. Another development is for 
each Energy Conservation Authority (the 450 local authorities with housing responsibilities 
and a duty to report under the Home Energy Conservation Act - HECA) to have to provide 
information on its plans to tackle fuel poverty, from November 2000. This is known as the 
McAllion Option and could be one of the most important constituents in the fight against fuel 
poverty. 
 
The various players who provide advice and assistance to low-income households are not 
part of a coherent strategy, but perhaps the time has come for them to be so.  
 
This study 
Ofgem have identified a number of areas within the context of the Social Action Plan where 
they believe more research is required to determine the need for future action:  
 

The views we have received suggest that, although disadvantaged customers are likely to benefit 
most from energy efficiency advice, they are often reluctant to request it. Consumer agencies 
believe suppliers should be more proactive in promoting advice. There is debate on whether advice 
would be better delivered by external agencies experienced in the provision of assistance to low-
income households. 

 

Research is therefore to be undertaken into this area to establish how the provision of advice can 
be improved. We will look at the ways customers prefer to access advice, and the extent to which 
the advice that is currently given is appropriate and how it is acted upon. It is vital that customers in 
need of help are advised about the availability of grants through HEES (Warm Deal in Scotland) or 
EESoPs. The role of external agencies will also be considered.  

(Ofgem 2000c) 
 
As a result, the Electricity Association Fuel Poverty Task Force, in conjunction with the 
Energy Efficiency Standards of Performance (EESoP) Working Group, sponsored this 
research project to provide a better understanding of how disadvantaged customers can be 
encouraged to seek and act on energy advice. The terms of reference for the study were to 
investigate: 
 
a) how disadvantaged customers currently obtain advice; 
b) how these customers prefer to access advice; and 
c) generally, the effectiveness of this advice. 
 
The research should draw on existing work in the UK and in Europe both published and 
unpublished. It will therefore be necessary to work with other researchers on a collaborative 
basis and to conduct literature searches rather than initiate new surveys. The study should 
focus on the customers’ perspective and in particular c) above should be a general overview 
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rather than a comparison between different advice providers. The report should highlight any 
gaps in the current knowledge and make recommendations for further research if required.’ 
 
The report 
This analysis is, therefore, a preliminary assessment of the subject and the problem. There 
has been an attempt to see advice from the perspective of the householder, but it was not 
part of the research brief to talk with clients of energy advice programmes. As a 
consequence, the emphasis has been on talking to those advisers with long experience of 
working with the fuel poor rather than with a representative cross-section, in an attempt to 
understand as fully as possible the energy issues of most importance to disadvantaged 
people.  Where providers are concerned, the information publicly available and the views of 
selected specialists are collated – this is not a survey of providers. 
 
The report brings together and analyses known information on advice for the disadvantaged, 
including a discussion of what is meant by 'advice'. The conscious competence model is 
introduced in Chapter 2 to provide a theoretical structure to the debate and the links are made 
with energy efficiency advice. The numbers of people who are considered to be disadvantaged 
by various definitions and who are known to have received advice are given in Chapter 3. This 
is necessary, because the debate about the definition of disadvantaged continues in relation to 
the EESoP 4, starting in 2002.  
 
The agencies that have an obligation to give advice or to monitor its benefits are discussed in 
Chapter 4, as they are all players in reaching a solution. Advice cannot be considered in 
isolation from social factors, so access, content and delivery issues are discussed in Chapter 5. 
Chapter 6 gives an assessment of the costs and benefits of giving advice.  
 
A resumé of the evidence and identification of the issues to be tackled is given in Chapter 7. 
The main recommendations and findings are summarised, along with an outline of the gaps in 
knowledge which remain to be filled. 
 
Numerous sources have been used to assemble this picture and these are given in the 
appendices: Appendix 1 lists those who we have talked to, and their organisations. A summary 
of what was learnt from these discussions is given in Appendix 2: these reported discussions 
represent a major source of information for the report. Appendix 3 summarises the legal 
framework for provision of energy efficiency advice.  Appendix 4 consists of a paper 
summarising our knowledge of the usefulness of feedback on domestic energy use.  
Definitions 
Energy efficiency advice for the disadvantaged involves three definitions. These are 
discussed initially here, examined in the chapters which follow and reconfirmed in Chapter 7. 
 
Advice  
Advice is a recommendation as to appropriate choice of action  (Collins English Dictionary). 
A characteristic of advice which has gradually been gaining acceptance when applied to 
energy usage is that it is specific to the individual and his/her circumstances (Boardman 
1991; Green et al 1998; Energy Advice Providers’ Group 2000). The Energy Efficiency Best 
Practice Programme guide for local authorities and housing associations endorses this and 
extends it:  
 

Ideally, the (energy) advice should be specific advice, given in person, which helps individuals to 
alter their behaviour, with a resulting improvement in the energy efficiency of the home. 

(BRECSU 1996) 
 
In this report, though, it is not assumed that advice has to be given in person. For instance, 
specific advice may also be delivered over the telephone and in computerised responses to 
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standard forms, which are completed by an individual (eg Home Energy Checks (HEC) from the 
EEACs and others). The definition of energy efficiency advice used in this report takes this 
into account:  
 

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. 

(Green et al 1998) 
 
Information, by contrast with advice, is not specific to the person who receives it, but is 
intended for general use, such as leaflets. This distinction is important.  
 
The personal targeting of advice implies that the needs of the householder are taken as the 
starting point. The circumstances of the house, the knowledge of the individual, his/her ability 
to respond with understanding and access to capital are all part of the context of advice 
provision and its effectiveness.  
 
There is no universal definition of advice used by the different advice agencies. Some, for 
instance Ofgem, appear to have no formal definition and do not clearly differentiate between 
advice and information. The Codes of Practice to be provided under the Standard Licence 
Conditions by the energy companies, because of their standard format, would be described 
as information by this definition, not as advice. (See Appendix 3 for the legal framework for 
advice to disadvantaged customers.)  Neither the EEACs nor the New HEES scheme appear 
to have defined advice.  
 
Domestic energy efficiency  
This is defined and measured as the output of energy services per unit of expenditure on 
fuel. This definition has both economic and technical dimensions. It has been the basis of 
government policy since 1983 and the 1986 ‘Monergy’ campaign (Boardman 1991). It is a 
‘value for money’ approach. With this definition, the amount of energy consumed can 
increase following energy efficiency improvements: by switching to a cheaper fuel, the 
householder will be able to purchase more energy per unit of expenditure. This is energy 
efficiency, but it is not primarily energy conservation. Energy efficiency improvements are of 
most importance to those households where the standard of energy services obtained is low 
and they cannot increase expenditure: the fuel poor. By buying more cheaply they can afford 
to be warmer, for the same amount of money. They usually take some benefit in terms of 
comfort and some in energy savings (Milne and Boardman 2000).  
 
Switching to cheaper fuels and tariffs is an important component of improved energy 
efficiency. This can be from electricity to gas or from on-peak to off-peak electricity. In the 
former case there are environmental benefits from reduced emissions of carbon dioxide, as 
well.  
 
The emphasis on energy services rather than energy consumption means that measuring 
changes in energy efficiency is more difficult than measuring changes in energy consumption 
alone. The latter would be sufficient for energy conservation monitoring, but for energy 
efficiency the improvements in energy services – the warmer home – are also important. This 
is the advantage, and the challenge, of advice on energy efficiency.  
 
The definition of energy efficiency advice used in this report covers a wide range of activities. 
The main distinction is between advice on: 
 
• the unit cost of the fuel used; this includes tariffs and switching suppliers; 
• the capital cost of the measures installed (hence grants) and the way that the equipment is 

used. Several measures (notably controls) depend upon the consumer for their 
effectiveness.  
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The main agencies involved in giving energy efficiency advice (Chapter 4) have different 
targets for the measurement of their activity. This is usually the number of people advised (by 
EEACs and, loosely, by energy companies), or the mere provision of the advice (HEES). 
None of them have to measure energy efficiency improvements per se, though New 
Perspectives and BJM have surveyed the measures installed as a result of EEAC advice and 
estimated the energy conserved. New Perspectives also assessed changes in comfort levels 
in broad terms during the first years of their evaluation of the EEACs (New Perspectives/ 
BMRB 1997). No agency is measuring energy efficiency improvements directly, ie through 
both monitored energy consumption and temperatures. The national picture is given through 
the 5-yearly English House Condition Survey and similar studies for Wales, Scotland and 
Northern Ireland when they are undertaken. 
 
The disadvantaged  
The disadvantaged are defined as those on a means-tested benefit. This particular working 
definition is not crucial to the debate in this document: it mainly serves to make a start in 
identifying the numbers involved, the parameters for monitoring and the size of the task (see 
Chapter 3 for a full discussion). It does however contribute to a wider debate – that 
concerning the EESoPs. The Government’s intention for EESoP 4 (running 2002-05) is that 
energy companies should secure at least 50% of their obligated energy savings from 
householders, including pensioners, in receipt of one or more income and disability benefits. 
The Government also invites the companies to pay special attention to ‘near-benefit’ consumers 
in working towards the remaining 50% of savings (DETR 2000). 
 
Why ask for advice – what is known? 
The main starting point for this study was research undertaken in 1998, with funds from 
EAGA Charitable Trust, Advice into action (Green et al 1998). This established that 
disadvantaged households seek advice to enable them to be in control of their energy 
expenditure and comfort. The priorities for this imply: 
 
• advice on lower tariffs. By implication this could be from the doorstep salesman encouraging 

you to switch supplier, as well as advice from your existing supplier on a cheaper tariff. This 
would reach a very broad catchment and overlaps with ordinary billing advice. 

• advice on behavioural changes – implying that you are wasting energy at the moment, for 
instance that the home is too hot, that the lights are on in empty rooms or machines are left 
on standby. The actual savings are extremely difficult to estimate and may be minimal. 

• advice on wiser use of the equipment already in the home, for instance thermostats, timers 
and night storage heaters. This normally requires a home visit to determine what is being 
misused or misunderstood and how. 

• recommendations on energy efficiency improvements that could be installed, which is 
strongly linked to grant availability for the poorest households. Some will have limited 
savings to spend, but the proportion is not known. Most households on a means-tested 
benefit have, by definition, little capital.  

• advice on condensation, mould growth and energy-related issues that can have an impact 
on health. 

 
The issue of what consumers require in the way of advice is examined in more detail in 
Chapter 5.  
 
Linking advice to peoples’ needs 
The review by Green et al (1998) showed that advice programmes can be divided into four 
categories:  
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• client-led, where the client seeks answers to a problem or problems and the adviser 
responds. 

• opportunistic, where the advice coincides with changes in the client’s home or way of life, 
such as installation of a new heating system or moving house. This establishes good 
habits from the start. (Under New HEES Plus, opportunistic advice has to be given after 
new heating systems have been installed.)  

• energy efficiency-led: the EEACs are the prime example of this approach. 
• research-led, where controlled studies are set up and a samples of the population are 

selected for advice and control groups, ie they are not self-selected. This approach was 
found to be the least effective, because the advice was unsolicited and the approach 
tended to be formulaic. 

 
The first two categories – those which start from the client’s knowledge, perceptions and 
needs – were found to be the most effective.  
 
Summary  
Energy efficiency advice has the potential to play a significant part in reducing demand for  
energy and improving the lot of the fuel poor. This report aims to establish how that potential 
can be achieved and how disadvantaged customers can be encouraged to seek and act on 
energy advice. This brief demands a fundamental look at the definitions, processes and 
structures for advice giving as a contribution to the debate on fuel poverty and climate 
change strategies. 
 
There is no generally agreed definition of energy efficiency advice and frequent confusion of 
advice (specific to individuals and their circumstances) with information (general). Therefore 
uncertainty surrounds the subject in general, and evaluation of the extent and effectiveness 
of advice in particular. The approach taken in this report distinguishes between advice on 
unit fuel costs and that on installation and use of energy efficiency measures and new 
energy-using equipment. It also aims to prioritise advice to the most needy. 
 
Energy advice to the disadvantaged has technical, economic and behavioural dimensions. 
The aim is to empower the householder to be in control of consumption and comfort levels. If 
advice is to be effective, it must address individual needs and priorities. 
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CHAPTER 2: ADVICE AS A PROCESS  
 
A theoretical structure 
Energy efficiency advice is personal to the householder and, as a result of interaction with 
the adviser, s/he makes changes in thinking and action with respect to energy use and/or 
method of payment. Making changes in thinking and behaviour is a process of education that 
occurs in identifiable stages, and useful insights come from the well-known ‘conscious 
competence’ model. This outlines a progression from a state of ‘unconscious ignorance’ – in 
which householders do not even realise that they are ignorant – to a state of ‘unconscious 
competence’ in which they act in an energy-efficient way without having to think about it. In 
between these conditions lie three stages of intervention: triggering a ‘moment of 
awareness’, contact with an expert adviser, and feedback to reinforce the advice message 
and allow householders to learn from their own actions. 
 
 
 unconscious ignorance 

moment of awareness 
 
 conscious ignorance 
 

expert advice  
 
 conscious competence 

 
feedback as reinforcement 

unconscious competence 
 
Figure 2.1: The ‘conscious competence’ model 
(Source: Kirkpatrick 1971)  
 
This model is appropriate for energy efficiency advice: awareness of the need to seek 
advice, receive the advice and act on it. There are three stages in the advice process and all 
are important and need to be recognised. The advice is designed to stimulate various 
different actions, from behavioural change to grant take-up.  
 
The relationship between advice and action, and the need for reinforcement, vary with the 
type of advice. In some cases, the energy efficiency action will follow directly from being 
given expert advice; in other situations, the action will depend upon having the message 
reiterated and reinforced. For instance, more reinforcement is needed to achieve a 
behavioural change than is required for an application for a grant. Even where a single action 
involving an investment has occurred, there will still often be a need for opportunistic advice, 
to ensure that the new measures are understood and used wisely.  
 
Feedback has a further role. There are numerous ways in which a household can improve its 
energy efficiency – and more are being identified each year. The conscious competence 
model is not, therefore, a single cycle, but an iterative process. The consumer will gain most 
by repeating the cycle several times, almost endlessly!  
 
For the disadvantaged, the first few cycles may have more to do with fuel bill data and 
improving comfort. When an adequate standard of energy services has been obtained, later 
cycles can then focus on measures with greater energy conservation potential. If this is the 
case, it may be that energy efficiency advice is gradually replaced with energy conservation 
advice. This is a significant shift, one aspect of which is that the monitoring of energy 
conservation (reduced consumption) will be much easier than the evaluation of effectiveness 
of energy efficiency advice (which includes greater warmth).  
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Past research has concentrated on the central part of the model – the giving of energy 
efficiency advice – particularly from the perspective of the advice giver. But, as shown above, 
such advice is useless unless the first move has been made from unconscious to conscious 
ignorance. It is necessary to be in a position to ask the first question before an answer will 
make any sense. Advice will not achieve its potential for change, either, unless feedback is 
provided to consumers so that they can be reminded of the advice and continue to learn, act 
and change. It is worth considering the model as a whole in some detail. 
 
Stage one: awareness 
As most people are largely unaware of the existence of energy efficiency advice, there is a 
compelling argument to the effect that ‘you can’t ask for it until you’ve had it’ (and 
experienced the benefits):  
 

…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) 
 
In other words, the need for energy advice has to be recognised before it can be sought and 
met – hence the importance of outreach work on the part of energy companies and advice 
providers, discussed in Chapter 5. The goal of such work is to raise awareness of the fact 
that steps can be taken to meet peoples’ needs for a comfortable home at an affordable cost. 
Awareness changes householders from passive recipients of information to active 
participants in learning and action. Advice which fails to connect with peoples’ needs – as 
they see them – will not generate action and is wasted effort. 
 
Triggering awareness does not necessarily require expertise. In order to be salient to the 
consumer, the initial message must make some connection with his or her circumstances – 
hence the importance of everyday contacts with friends, relatives, carers, housing officers 
and others who may visit the home. The message may be salient because it comes from 
someone familiar and trusted or because it is linked to a current concern such as a bad 
draught, poor health, condensation or a high fuel bill. Or it may be that it is ‘opportunistic’, 
occurring at a time of changed circumstances such as moving house, having a baby or 
having new equipment installed (MINTEL 1997; Green et al 1998).  
 
Many practitioners who are involved with the fuel poor believe that the concept of energy 
efficiency advice has no salience for low-income households – they do not recognise it as a 
concept or as anything that has any relevance to them. Low-income households do not get 
advice on energy issues because they do not seek it. 
 
Awareness begins when the individual realises that the poor use of energy expenditure is 
his/her problem. This may be a sudden insight, achieved through discussion with anyone 
who has rudimentary, but correct, awareness of energy issues. This is the crucial first stage 
and, ideally, turns a passive, uninvolved person into an active seeker of energy efficiency 
advice. Without this level of personal involvement and commitment, advice (if obtained) is 
less likely to be acted upon. The right message needs to be conveyed at the right time by 
someone trusted by the consumer. The trigger could be a comment by the householder’s 
friend, neighbour or health visitor that grants for insulation were available; or it could be an 
advertisement by a trusted agency to the effect that they provide a free advice helpline that 
could help reduce winter fuel bills. It could be that the householder consults a welfare agency 
about a money-related problem and is told that the fuel bill could be lower as a part of the 
solution. Such a simple basic message can be the beginning of a sequence of contacts, 
learning and action that can significantly improve the comfort and finances of a householder.  
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There can be an emphasis on raising awareness among the disadvantaged, but it will not be 
possible to target a narrowly-defined group precisely. This is not essential: the process of 
raising awareness is important for society as a whole.  
 
Stage two: expert advice 
When the householder’s attention has been engaged and focused on a problem, s/he is 
ready to ask for and receive expert advice. Trust is still vital: the source of advice should be 
perceived as impartial and knowledgeable (see Chapter 5).  
 
The giving of energy efficiency advice provides the basis for most action towards improved 
energy efficiency or conservation. Advice that involves two people communicating directly is 
thought by most specialists to be the preferred method for low-income households (see 
Chapter 5). This can be face to face in the home, the office or over the phone. However, an 
increasing proportion of advice is obtained through the written word - a computer printout in 
response to a Home Energy Check, for instance. The relative values of spoken and written 
forms of advice for the disadvantaged are not well understood. 
 
As implied above, there are two main ways of giving advice, called here formulaic and 
flexible: 
 
Formulaic advice follows a standard format and is often linked to computer programmes. 
Both the Home Energy Check (HEC) used by the EEACs and the Home Energy Surveys 
(HES) used by the energy companies would come into this category.  
 
Formulaic advice is good at collecting data from the householder and, therefore, in enabling 
the advice recommendations to be prioritised, particularly on grant eligibility. Just filling in the 
form may be sufficient to begin raising the householder’s awareness. This mode of advice 
also means that the expertise is embedded in the computer programme and used to provide 
the appropriate responses and advice to the householder on a consistent basis. The adviser 
does not need to be well informed. However, the choice of subjects is that of the adviser, not 
the householder. Providing formulaic advice may only take a few minutes: the time taken to 
transfer the answers on the form into the computer and to print out and send off the 
householder’s survey and accompanying notes and recommendations. The clients have to 
be selective and work out whether it applies to them.  
 
Any advice that is paper-based, as with the HEC and HES computerised printouts, is at risk 
of not being read. For this reason, it only just qualifies as advice (because it is personal) 
rather than being defined as information. With verbal advice, the householder has to hear the 
advice and thus knows it has been given. There is some evidence (discussed in Chapter 3) 
that householders are not reading the responses given to them, based on the HEC. They 
have not ‘received’ the advice. 
 
For the householder, with formulaic advice, there will probably be no opportunity to discuss 
an issue – the advice is based on paper interactions. The language on the form and in the 
printed response may be unfamiliar or unclear. There will probably be a telephone number 
for further contact, but the adviser may have limited knowledge. The householder has to 
prioritise the advice for him/herself from the selection provided. Thus, formulaic advice is the 
easiest for the adviser, but of restricted benefit to the householder. 
 
Flexible advice is the opposite: good for the householder, but difficult for the adviser. The 
advice is given during the course of a discussion, between two people, and is led by the 
priorities of the householder. With verbal advice, the knowledge base of the adviser should 
be broad, taking in housing, welfare, legal and financial issues as well as directly energy-
related matters. The main aim should be to build on what the householder already knows in 
order to enlarge understanding of the range of available options. Advisers usually have 
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limited time and resources and may have to make quick decisions on priorities for advice. 
The content and degree of flexibility of advice will be governed by what is possible with the 
resources, time and skills available and the abilities of the client to access them. It may be as 
important to teach processes such as meter reading, interpretation of the bill and how to use 
the controls on the heating system, as to advise on priorities for energy efficiency measures. 
The availability of grants should always be covered. 
 
Flexible advice can be given in interviews that last for 30-45 minutes during a home visit. An 
advice phone call may be somewhat shorter: 10-20 minutes on average and up to 30 
minutes. The first few minutes are taken to establish trust and then to discuss the issues 
judged to be important by both parties (Sandy Carter and Mark Helsby, pers comm).  
 
The expert advice could be given by one of several sources, notably the EEACs and the 
energy companies, and some householders certainly go to more than one source for help. 
Consistent messages from these different sources is important, if the householder is not to 
be confused or disillusioned by conflicting messages. Formulaic advice does help to provide 
this consistency, but at the expense of providing the best help to the individual.  
 
Stage three: feedback 
As in all forms of education, feedback on energy use promotes learning: it involves building 
on what has been achieved by the advice. Regular clear, accurate information from energy 
suppliers can help to achieve this, as can follow-up contacts with advisers or regular visits 
from knowledgeable installers or service personnel.  
 
Confirmation and reinforcement make it clear to the householder and adviser that the advice 
has been acted upon and/or that a grant application has been successful. For the 
householder, the benefits of advice should eventually be confirmed through lower bills and/or 
greater comfort. Advice agencies should undertake follow-up of both recent and previous 
contacts, so that the process becomes continuous and iterative. This can normally be carried 
out over the phone. The giving of advice should also form the beginning of a process of using 
energy bills as a valuable source of information and feedback – one that can be continued 
indefinitely by the householder (Julia Green, pers comm). Such an iterative approach 
requires more expertise from the adviser than one which relies mainly on single 
conversations with each client: there are implications for training.  
 
There are a number of possible sources of feedback in terms of the frequency and degree of 
control exercised by the consumer (Appendix 4). All of these can reinforce the initial 
messages from the awareness-raiser and the adviser, confirming that savings are being 
made (or not) and building the confidence of consumers in their own ability to understand 
and control their energy use. 
 
Meter-reading and the ability to check on and think about consumption are vital skills in 
understanding how best to use energy (Barbara Montoute, pers comm; Green et al 1998). 
They provide an inbuilt method of checking on consumption and the effectiveness of advice 
and are hugely under-used at present. It is preferable, but not always easy, to link the 
monitoring of advice with the mechanics of giving the advice, for instance, through lower bills 
and greater warmth. A simple form of training to community workers, home carers and other 
‘front line’ workers could spread the practice of regular meter-reading and interpretation of 
bills more widely. 
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Any developments in metering have the potential to improve the situation and need to be 
carried out in such a way that they include all customers:  
 

The next five years may see a significant increase in the use of advanced metering. If well 
designed from the outset, these meters could provide visually impaired people with the same 
information as other users, by means of synthetic speech and large, well-contrasted, well-
illuminated visual displays. 

(Mann 2000) 
 
The role of new metering technology in providing feedback has been the subject of a recent 
EA Technology report (Howard Porter, pers comm). Savings of up to 10% are estimated and 
thought to be as likely in the homes of the fuel poor as elsewhere. The savings come mainly 
from more informative billing (see Appendices 4 and 5), though this may be dependent upon 
new metering technology: 30 or 60-day bills are difficult to provide cost-effectively at the 
moment, without the householder undertaking the reading.  
 
What can be gained from feedback? 
Table 2.1 indicates what can be achieved by feedback to the consumer on their energy 
consumption. It is based on a review of 38 studies of varying sizes and in varying conditions, 
carried out between 1975 and 2000. This table covers all income groups. However, of the 
seven studies which dealt only with low-income households (and all of which combined 
feedback with expert advice), the savings achieved were similar, ranging from 0 to 27% and 
with the modal value in the region of 10% 
 
Table 2.1: Savings demonstrated by feedback studies (all income groups) 
 
Fuel savings Number of studies 
 Direct feedback  

(display/ meter) 
Indirect feedback 
studies  
(billing/ written) 
 

All studies  
1987-2000  

All studies  
1975-2000  

20% +   3    3   3 
20% of peak 
consumption 

    1   1 

15 -19%   1   1   1   3 
10 -14%   7   6   5 13 
  5 -  9%   8    6   9 
  0 -  4%    2   3   4   6 
Unknown    3   1   3 
     
Total 21 13 21 38 
Source: Darby 2000 (see Appendix 4) 
 
 
Conscious competence and the future of advice 
The conscious competency model provides useful insights into the process of giving advice. 
In reality, advice is part of a stream of information to which a customer is exposed, some of 
which will be ignored, some rejected and some absorbed. Some may lead to effective action, 
although it will probably be a small proportion of the whole. Advice ignored one year may be 
listened to the next, if the conditions are right, but may still not be acted upon until later. It is 
vital not to see advice solely in terms of individual encounters, but as part of a continual 
process of building on existing knowledge and developing the ability to act in a given set of 
circumstances.  As time passes, people forget part of what they know and circumstances 
change: this must be allowed for in planning for the future of advice work. 
 



  Effective Advice 

 

Advice is part of an active process: it has to be sought, it has to be given, and it has to be 
acted on. There are two participants in this process: the adviser and the advised. To date, 
these different factors may not have been differentiated clearly enough, and this is what has 
been inhibiting proper analysis (Table 2.2). Certainly, most of the focus has been on the role 
of the adviser, rather than the needs of the individual.  
 
Table 2.2: Components of the process of advising 
 

Aim Advised - action Adviser(s) – action 

To raise awareness/ 
seek advice 

Awareness raised by new 
information, eg new tariff, 
advertisement, meeting  

Gives money and bill 
advice; takes part in 
outreach activities eg stalls 

To give/ receive 
advice 

Identifies problems and solutions Gives energy efficiency 
advice 

To act on advice Changes behaviour or installs 
efficiency measures 

Monitors effectiveness of 
advice with client 

 
Within this stream of information, consistency of messages is vital. Given that most people 
see energy efficiency as esoteric at best and irrelevant or incomprehensible at worst, it is 
essential that confusion does not turn them away altogether from the subject (EAPG 2000). If 
– as is likely – a consumer meets with a number of advisers and sources of information over 
a period of time, their messages must complement and not contradict each other.  
 
In terms of institutional backup, this model of learning points to a need for:  
 
• active outreach to build awareness; 
• helping to forge links between ‘frontliners’ - such as neighbours, housing officials and 

health workers - and expert advisers. These people need to know of the existence and 
capabilities of expert sources of help; 

• effective training of energy advisers, with refresher courses as needed; 
• updating people on the latest developments in grant-aided efficiency measures: for 

example, using a Home Energy Check/ Home Energy Survey database to identify those 
householders with old boilers or uninsulated cavity walls who might take up a special 
offer (Bob Jackson, pers comm). Advisers need to be familiar with all sources of grants 
and with developments in the growing Standards of Performance programmes. The latter 
may be specific to any one of the energy companies; 

• better billing and payment methods. These should be designed to give the clearest 
possible feedback to customers on their consumption and the best payment option for 
their situation. New metering technology may be needed to support the provision of 
informative bills.  

 
Shifting the focus from provider to householder 
The focus in this report is on the needs of the householder and this implies an extension to 
flexible advice provision to make it more responsive to householder needs. Advice staff need 
to be well-trained to provide a responsive service and to give constructive feedback on the 
effectiveness of any changes made following advice. A broader range of skills is needed than 
that used in formulaic advice programmes, as is access to depth of knowledge. The evidence 
collected from advice agencies which concentrate on advising low-income households is that 
many (most) cases are complex and that the degree of complexity is increasing, not least 
because of the impact of deregulation (eg WLCES 2000). The needs of householders 
seeking advice and the building of trust between householder and provider are explored in 
chapter 5. 
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 Summary 
The ‘conscious competence’ model provides a useful understanding of the place of advice in 
a process that begins with awareness, putting the householder in a position to begin 
learning. 
 
There is a need to change the perspective from that of the provider to that of the 
householder. This will mean extending the expertise required from advisers. 
 
Advice is part of an active and interactive process, which may involve a householder with a 
variety of sources of information and advice over a period of time. Consistency of messages 
is therefore vital. 
 
Feedback is an important tool in building on advice and making it effective and enabling the 
customer to continue learning. 
 
Advice may need reinforcing on several occasions in order to be effective. 
 
Formulaic advice is easier to give (and requires less expertise), but reflects the priorities of 
the advice provider, not those of the householder. 
 
Flexible advice is better for the householder and more demanding of the advice provider.  
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CHAPTER 3: ADVICE PROGRAMMES AND THE DISADVANTAGED  
      
Who is disadvantaged? 
This definition is of importance, because of the requirements that the disadvantaged receive 
a substantial proportion of the energy efficiency benefits from EESoP 3 and 4. For EESoP 4 
(2002-05), the Government proposes that companies with more than 50,000 customers 
should secure at least 50% of their obligated energy savings from householders in receipt of 
one or more income or disability benefits. This will include all households eligible for New 
HEES and New HEES Plus and also householders without children under 16 and receiving 
benefit (DETR 2000). When obtaining the remaining 50% of energy savings, the companies 
should pay special attention to ‘near benefit’ consumers, pensioners and other low-income 
households. This definition indicates that the savings should come from those on a means-
tested benefit plus others in receipt of a disability benefit. Half of the savings coming from 
this group implies that more than 50% of the expenditure is on these households, as the 
poorest people need more financial support to make a given energy saving than the better 
off. Thus, the definition for EESoP 4 is similar to that of the present requirement, EESoP 3, 
which is that 65% of company expenditure is targeted on disadvantaged customers. 
 
A number of categories could be used to enumerate the disadvantaged and these are 
described below and summarised in Table 3.1. For example, all those living in homes with 
low SAP1 ratings, all those eligible for HEES grants, or all users of prepayment meters. Other 
customers (or members of their households) may be vulnerable without necessarily being 
fuel poor and should be on the Priority Service Register kept by their suppliers. They include 
the elderly and disabled, people with sight and hearing difficulties, and families with young 
children. In this chapter, various possible definitions of disadvantage are examined, together 
with the known numbers in each category. This is to give the background and alternatives to 
the working definition of the disadvantaged (introduced in Chapter 1) as those on a means-
tested benefit.  
 
The vulnerable is another definition that is vague and is acquiring problems. As used by 
Ofgem and the energy companies it implies a group that is larger than the fuel poor, whereas 
it can be used to mean a sub-set of the fuel poor (Meacher, 15.11.00).  
 
The Fuel Poverty Fact File estimates that 3,598,000 households in England spend 10-20% of 
their disposable income on fuel and 774,000 spend more than 20% (Bown et al 2000). These 
figures give actual expenditure, though, and do not indicate how high a proportion of income 
would be needed in order to achieve a generally accepted level of comfort. The definition of 
fuel poverty and numbers of households that it affects in the UK are both subject to 
considerable debate at the time of writing. The range for England is thought to be between 
4.4m and 5.6m households in fuel poverty, which would scale up to 5.5m-7.0m for the UK as 
a whole. A household in fuel poverty is on a low income and in an energy-inefficient home. It 
does not have to be in receipt of a means-tested benefit. 
 
Prepayment meter users represent a large sector of the fuel poor (although not of the elderly 
fuel poor). For example, approximately 50% of all council tenants, unemployed people, large 
families and people on Income Support paid for fuel by prepayment meter, compared with 
26% for all residents of Liverpool (Merseyside RFAG / Liverpool City Council). The numbers 
of electricity and gas prepayment meters installed in Great Britain rose from1.8m and 0.7m to 
3.8m and 1.5m respectively between 1991 and 1999, and the trend has continued. Some 
households have prepayment meters for both fuels, so that there is an overlap between 
these figures but the size of it is not known. Along with the rise in prepayment meter usage 
has come a high incidence of self-disconnection: around a quarter of prepayment meter 

                                                           
1 SAP: Standard Assessment Procedure, the government’s preferred method of auditing the energy efficiency of a 
dwelling. Ratings range from 0-100, with low figures representing inefficient properties.  
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customers admitted going without an electricity supply at some time (Bown et al 2000; Neil 
Ritchie, pers comm; Energy Action 2000). The Electricity Association has commissioned 
research into this issue from the Centre for Management under Regulation, University of 
Warwick. 
 
The problem for people in rented accommodation is that they have both limited legal rights to 
alter the building fabric and fixtures and even less interest in investing in the landlord’s 
property. This may be the explanation for evidence that tenants save the least from energy 
efficiency advice (New Perspectives/BMRB 1996, 1997).  
 
The Social Trends survey carried out in 1998 found 11.1m on some form of retirement 
benefit out of a total population of 56.8m – some 20%. Many of these are not on low 
incomes, but they do include two-thirds of those registered as disabled. 
 
Those customers registered as disabled are ‘likely to be deeper in fuel poverty and in worse 
general health’ (NEA 2000); those in poor physical and mental health are disproportionately 
represented among clients of an advice agency dealing with a range of poverty issues 
(COMTECHSA 2000). About 5% of the population, some 3.2m people (probably representing 
10% or more of households) receive disability living allowance.  
 
Some 3.5m people have no bank or building society account (Dave Barnes, pers comm) and 
this bars them from direct debit payment – generally the cheapest tariff. Other, reduced tariffs 
are being devised by some of the energy companies, specifically for low-income customers 
and pensioners, for instance ‘StayWarm’ by TXU.  
 
One more measure of disadvantage is generally neglected: a low level of basic skills in 
literacy and numeracy. A recent survey of adult literacy in Britain showed the links between 
literacy and other measures of disadvantage; for example, adults receiving benefits were five 
times as likely to have the lowest level of literacy as those not receiving benefits (Carey et al 
1997, quoted in Parsons and Bynner 1999). Lack of basic numeracy and literacy is 
concentrated among the disadvantaged customers of utilities and poses a formidable 
problem in communication. It is compounded by the likelihood that those with low levels of 
basic skills will be less likely to trust others and will tend to have a low opinion of their own 
ability to change anything (Bynner and Parsons 1997). Written information will be of little or 
no use to these customers unless they have access to someone who will explain it to them. 
 
The overlap between the different groups (Table 3.1) makes it difficult to combine them with 
any precision. Whatever definition of disadvantage is used, it is safe to estimate that this 
includes between a quarter and a third of all households and it could be substantially more.   
 
In this report, the disadvantaged are taken to be those on a means-tested benefit and this is 
assumed to be synonymous with low income. 
 
It may seem perverse to adopt this measure for a definition of disadvantage, given the lack of 
a precise figure for all those on a means-tested benefit. The main reason for limiting the 
definition of the disadvantaged to those on means-tested benefits is the equity dimension. A 
better-off disabled person or pensioner can afford to purchase advice and support, but the 
chief concern in this report is those whose main problem is lack of money. The poorest 
households are those deemed to be in the need of the greatest help. By assuming that 
receipt of a means-tested benefit is synonymous with being on a low income (below £10,000 
pa), it is possible to use 30% of households (7.4m) as a proxy for the number on a means-
tested benefit. This fits well with the estimate of 22-29% of households being in fuel poverty: 
on a low income and in an inefficient home. Further confirmation comes from the 7.7m 
households eligible for New HEES; though this is a surprisingly large number, considering 
that the recipients are meant to be a subset of those on a means-tested benefit (elderly, or 
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with a young child and in the private housing sector). The confused state of the debate is 
obvious. 
 
Table 3.1: Disadvantaged in the UK, by different definitions 
 
All households, UK, 2000 24.5m households 

Those eligible for any means-tested benefit unknown number  

Those reliant solely on state benefits + 
families ‘on a tight budget’  
(MINTEL, 1997) 

20% of adult population 

Income <£10,000 pa  
(ONS 1999) 

30% of households 

 

7.7m eligible for New HEES and New 
HEES Plus  
(DETR 1999) 

32% of households 

 

5.5-7m households in fuel poverty in UK 
(Bown et al 2000) 

22% - 29% of households 

 

Prepayment meter customers  
- 3.8m electricity,1999, GB 
- 1.5m gas, 1999, GB 
(Neil Ritchie, pers comm) 

 
16% of households 
  6% 

Those in rented accommodation on low 
incomes – 4.7m 
(ONS 1996) 

64% of the households on low incomes 

Those on retirement benefit – 11.1m 
(Social Trends, 1998)  

20% of population 

 

Those receiving Income Support 
(Social Trends, 1998) 

11% of households 

 

Those receiving Disability Living Allowance 
– 3.2m (Social Trends, 1998) 

5% of population (10% of households?) 

Those with no access to banking – 3.5m 
(Dave Barnes, pers comm.) 

7.5% of adult population 

Those with low levels of basic skills 
(The Basic Skills Agency, pers comm) 

20% of adult population 

 
The debate about the definition of disadvantage is important for two reasons: where grants 
are involved, how are the eligible households to be identified on the doorstep? And, 
secondly, for monitoring purposes, what is an appropriate definition? It is simpler to identify 
(on the doorstep or during a phone call) that someone receives a means-tested or disability 
benefit than that s/he lives in a home with a low SAP rating and is in fuel poverty. However, it 
is easier to ask a local authority whether the proportion of homes in its area with a low SAP 
rating is decreasing than it is to confirm that all benefit claimants have received energy 
advice.  
 
The issue of identification is made more difficult by concerns about whether the energy 
companies should have information on the income levels of their customers. This was a 
considerable debate in relation to the hardship caused by the imposition of VAT on domestic 
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fuel and whether exemption could be given to claimant households. Whilst an obvious 
solution, it was rejected by many poverty campaigners because of fears that the poorest 
customers would, subsequently, receive biased treatment by the energy companies. Some 
householders on a means-tested benefit are identified to the energy companies, so that the 
bills can be paid through Fuel Direct – top-sliced from the benefit payments. In other cases, 
for instance the TXU Staywarm tariff, the information will have to be given by the 
householder in order to qualify for the lower tariff.  
 
The following are the main considerations, first for measures then for unit costs: 
 
• there is still a stigma attached to receipt of a means-tested benefit, so that programmes 

that focus solely on claimants should be handled with discretion, otherwise people will be 
reluctant to identify themselves and receive assistance; 

• with grants provided by an energy company, such as EESoP grants, then consideration 
should be given to preventing information about claimants being available to other 
departments within the same company; 

• customer services that relate to unit costs should not and cannot be based on  providing 
assistance to the poorest households. Problems have to be identified on a more generic 
basis, such as whether there is a risk of debt; 

• neither receipt of a benefit nor being on a low income is an appropriate basis for 
monitoring purposes: the statistics are only available, retrospectively, at a national level. 
They are rarely, if ever, accessible on a geographical scale. 

 
The definition of disadvantaged households is therefore both sensitive and complex. It would 
be unfortunate if different agencies had to use different definitions, but avoiding this will take 
considerable skill and debate.  
 
How many of the disadvantaged receive advice? 
The first thing that can be clearly said about energy advice is that only a small proportion of 
the total population ask for it directly, with most of those going directly to the EEACs and to 
the fuel companies. All of the advice providers consulted for this study were agreed that a 
very low proportion of low-income households seek out energy advice from any source (see 
section on ‘Who gets energy advice and how?’ in Appendix 2).  
 
The last full-scale monitoring survey of the EEACs showed that some 5% of all households 
and 6% of low-income households thought that they had contacted someone for energy 
efficiency advice in the previous year (New Perspectives, 1997). The 1997 survey also gives 
figures for all clients and for those on annual incomes of less than £10,000 advised by the 
energy suppliers and EEACs – two of the three major advice providers - as shown in Table 
3.2, which also indicates wide margins of uncertainty around numbers advised by the 
suppliers. These margins are caused by the lack of a standard definition and counting 
procedure for advice-giving of any kind. The estimated total for these two is below 1.9% of all 
households and approximately 4.4% of low- income households.  
 
The HEES figures in Table 3.2 represent the 82% of HEES beneficiaries who opted to 
receive advice in the year 1996-97 when it was offered them as part of the scheme (NAO, 
1998). The advice was ‘sought’ only in this sense. The quality of advice given is not known, 
though there is evidence that at least some householders were only given information 
leaflets. There is also the likelihood of double-counting of some of those who were 
recommended to apply for HEES by one agency and who were then counted as advice 
recipients under HEES itself. When the approximate figures for those given advice under the 
HEES scheme in 1996-97 are added to Table 3.2, the numbers increase to 3.3% of all 
households and 5.8% of low-income households. Even if those seeking advice from local 
authority–based or independent advisers were to be included, the proportion would not rise 
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much from this level. For these reasons, 6% of low-income households seeking energy 
efficiency advice in 1996-7 is thought to be a highly optimistic figure.  
 
There are no firm figures on the proportion of those receiving advice who are fuel poor. 
When 366 advice providers were surveyed for the Energy Saving Trust earlier this year, their 
modal estimate of the percentage of their clients who were fuel poor was around 40% - but 
the figures were not given in such as way as to allow for calculation of mean figures and are 
imprecise (NEMS, 2000). 
 
Table 3.2: Energy advice sought in 1996-97 

 
Numbers of clients 
advised annually by: 

All households Low income (<£10,000) 

EEACs (actual number)   130,000   40,000 
PESs (estimate)*   158,000   50,000 
British Gas (estimate)*   176,000   60,000 
Total (estimate)   464,000 150,000 

 
HEES (approx. number)   340,000 289,000  

Total including HEES 
(estimate) 

 
  804,000   

 
439,000 

*these estimates are uncertain and, for all households, could be +/- 60,000 
Note: it is assumed that only one member of each household phones for advice.  
Sources: New Perspectives research for EST; NAO (1998) 
 
 
How many receive advice overall? 
In order to bring the data up-to-date and to try and clarify the situation, analysis was 
undertaken of published information on energy efficiency advice, supplemented by some 
additional information given by personal communication (Table 3.3). The figures come from 
various fuel suppliers in Great Britain, from the EEACs and from new HEES – the three 
biggest groupings of advice providers. The lack of consistent information is a testament to 
the difficulty of establishing how many households are given energy efficiency advice 
annually in the UK. There is a lack of an agreed definition of what constitutes energy 
efficiency advice as well as differences in data gathering. There is a marked contrast 
between the figure given for gas suppliers and that for British Gas in Table 3.2.  
 
There is some risk that the numbers advised include some double-counting: a householder is 
told about the availability of a grant by an EEAC and then receives it from HEES. The totals 
can do no more that give a very rough indication that around 2.5% of all householders were 
‘generally advised’ – they make some kind of contact with an adviser. These figures are 
roughly consistent with those from Table 3.2, but both tables beg as many questions as they 
provide answers. 
 
It is difficult to determine what proportion of queries relate to energy efficiency advice on 
measures as opposed to other enquiries. For example, three separate figures have been 
given for energy advice from SWALEC in the course of 1999/2000, which were only clarified 
after a conversation with a member of the advice team: 
 
• 24,000 approaches from members of the public (over the phone and in person);  
• 11,000 householders who were given fuller information, not necessarily on the phone 

(filling in a home energy check, sending it in, and being advised on the basis of their 
answers to the HEC); and  
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• 1600 who were given full advice over the phone (Eleanor George, pers comm).  
Table 3.3: Householders advised by suppliers, EEACs and HEES, all income groups 
 
Supplier Numbers generally 

advised 
Additional information  

British Gas 
Trading 

  26,348 18,747 callers wanted advice on ‘use of appliances’. 

Independent gas 
suppliers* 

    1,444  

Eastern   11,000 Advice includes information on grants. C&G trained 
advisers. 

London     8,000** 5,000 calls to energy efficiency advice line. Callers offered 
Home Energy Surveys. Advisers also attend exhibitions/ 
talks/ community events. Advisers C&G trained.  

Manweb    14,000 4,500 customers filled in HES. Online advice from C&G 
trained advisers. Advice based on NES/ HECA software. 

npower    26,000 7,500 visits, mostly to homes. Processed 2,800 HES. 
Provided a wide range of energy efficiency literature. 
Advisors attended more than 150 exhibitions/ talks/ 
community events. C&G trained advisers. 

Northern      3,353 815 advised via EEAC. Grant information given. All callers 
offered a HES.  

Norweb     25,941 2,493 home visits. Advisors have C&G + refresher 
courses. 

PowerGen (pers 
comm) 

    3,600 900 advised in some depth. Other efficiency information 
sent to 540. 100 HES sent out. Advisers all have C&G.  

Scottish & 
Southern 

  12,873  C&G trained advisors. 

Scottish Power   26,500 19,500 filled in HES. Advice based on NES/ HECA 
software. Online advice from C&G trained advisers. 

SEEBOARD   20,000 6,000 customers had HES. 

SWALEC   24,000 11,000 customers filled in ‘SEED’ HES, developed by 
SWALEC, of which 1600 were telephone energy efficiency 
inquiries. Advisers trained to C&G + NVQ level 2. 

SWEB     5,500** 1800 calls to energy efficiency advice bureau. Callers 
offered Home Energy Surveys. Advisers also attend 
exhibitions/ talks/ community events. Advisers C&G 
trained. 

Yorkshire   18,472 Approx 3500 home visits per year.  Online advice offered. 

EEACs, 1998/99 170,000 C&G trained advisors 26% of clients have    < £10,000 
annual income  

HEES, 1998/99  235,102 All clients on a means-tested benefit 

Total 632,000  

Sources: EESoP reports 1998/99 (for those suppliers who give figures for advice in their reports - it is 
not obligatory to do so); BJM EEAC survey 1998/99; Ofgem (gas) figures for 1999; Andrew Jackson, 
pers comm; Ben Griffiths, pers comm 
Notes:  *gas customers of suppliers offering both fuels are included under the heading of the 
electricity supplier. 
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 ** numbers given relate to advice by energy efficiency advice team only. Customers calling the 
general customer service enquiry lines will also be given energy advice as appropriate, although the 
numbers of such calls are not recorded. 
 
 
It is the last of these figures that can be considered closest to the understanding of energy 
efficiency advice used here: there is certainty that the questioner had the opportunity to 
question the adviser and had heard the answers. 
 
Little is known about the relative importance of grants, investment and behavioural issues for 
the energy companies: this is examined further in Chapter 5, section 5.5.  
 
Extremely clear and consistent definitions are badly needed from Ofgem so that energy 
company statistics can be transparent and consistent, especially in relation to how callers are 
categorised. 
 
What are the sources of advice? 
The formal remits of the four main advice providers (energy companies, EEACs, New HEES, 
local authorities) are examined in Chapter 4. Here the focus is on the evidence of their 
activity.  
 
Fuel companies 
All companies over a given size are required to operate an energy efficiency advice service, 
but comprehensive and comparable figures are not yet available via Ofgem. A new system of 
monitoring social obligations is being developed. 
 
Some of the EESoP reports include information on advice lines operated for the electricity 
companies and given numbers of callers. However, this is not obligatory and there is no 
standard format for: 
 

• distinguishing between calls on different subjects  
• indicating how many callers are referred on to energy efficiency advice even if they 

had not requested it in the first place 
• and indicating what follow-up or action resulted from the call.  

 
Many callers will be initially be making queries about the bill or about appliances or offers. 
Norweb, for example, offers all callers the opportunity to carry out a Home Energy Survey 
over the phone, but only 3,000 of the 26,000 callers took up this offer. However, not all of 
them would have phoned requesting energy efficiency advice originally – some would have 
been referred to the service by the person they spoke to initially (Mark Helsby, pers comm). 
 
A recent study of prepayment meter users turned up evidence of ‘a considerable unmet need 
for energy advice and information’ (NEA 2000). The Ofgem Guidance Notes on the Code of 
Practice on use of prepayment meters states that  
 

The Code should state that information will be provided to prepayment meter customers, at or 
before installation of the meter’ and that ‘this information should include:..the telephone number(s) 
for advice and emergency services; circumstances in which visits to homes are free…’ The 
Guidance Notes further specify that ‘The Code should …indicate that information will be provided 
to customers on how they might reduce their bills in future by the more efficient use of electricity 
and gas and state how that information will be provided;…refer to the help and advice that may be 
available from advice agencies…Details of how to contact these services should be provided to the 
customer. In addition, the Code should confirm that the company will offer, with the customer’s 
written consent, to ask the appropriate agency to contact the customer. 

(Ofgem 2000d; see Appendix 3 for a fuller extract). 
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It is clear from these extracts from the Guidance Notes that the intention of the regulator is 
not being achieved if there is a considerable unmet need for advice, even if the suppliers are 
meeting the bare requirement of producing printed information as to how to gain access to 
advice. The message is not getting through and the necessary connections are not being 
made. 
 
Energy Efficiency Advice Centres 
The most recent BJM report on the network of Energy Efficiency Advice Centres (EEACs) 
gives a figure of 170,000 EEAC clients nationally in 1998-99, equivalent to around 0.7% of 
the number of households in the UK. The respondent profile for the EEACs for 1998 shows 
that 27% of EEAC clients stated that they had annual incomes of less than £10,000 in 1998, 
compared with only 19% of a control sample (BJM 1999). The report also gives proportions 
of those with different levels of difficulty paying fuel bills: this shows 21% of EEAC clients and 
12% of the general population finding it ‘quite difficult’ or ‘very difficult’ to pay (BJM 1999). 
Although the EEACs were set up with a view to advising householders with the ability to 
invest their own money in energy efficiency measures, these figures indicate that in practice 
they advise a proportion of clients on low incomes that mirrors that of the population as a 
whole. Those in rented accommodation made up 19% of the total (BJM 1999), compared 
with roughly a third of the population as a whole. Tenants, however, tend to save least from 
EEAC advice - an estimated 81% of the amount saved by owner-occupiers (New 
Perspectives research for EST). The main trend identified in the report for 1998/99 was an 
increase in the proportion of clients living in rural areas from 31% of the total in 1996 to 41% 
– in part a reflection of the increased coverage by EEACs. 
 
Many of the people advised through the EEACs return a Home Energy Check (HEC). These 
are sometimes printed in the local newspaper, or even sent out with the electoral register. 
Householders in some areas send in HECs in exchange for low energy light bulbs offered by 
their EEAC, The EEAC normally enters the information onto a computerised audit and sends 
the printed analysis to the householder, with prioritised advice and information on local 
suppliers. These HECs help a local authority to compile its returns under the Home Energy 
Conservation Act – giving information on the state of the housing stock - but do not 
necessarily result in advice received and acted on by the householder. This is demonstrated 
by the statistics for advice on grants given below. 
 
The suitability of HECs for low-income households is not well understood, but they may over-
burden people with information. The proportion of households who have been advised about 
a grant and who act on this advice appears to be dropping (Table 3.4).  The households are 
normally low-income, depending on the eligibility criteria of the grant. In the first year of the 
EEACs there was more emphasis on answering telephone calls, as the HEC form had not 
been introduced in a paper format. By 1997, the HEC form was in existence and so more of 
the advice would have been given on the printouts. Those first contacting the EEAC by 
phone or personal visit fell from 92% in 1994 to approximately 35% in 1997/98 (New 
Perspectives/BMRB 1997; BJM 1998).   
 
Of the sample of client households who were asked in 1997-8, if they remembered being 
advised about a grant, within six months of receiving it, 18% did not recall ever having advice 
on grants (Table 3.4) This is almost 40% of those advised by the EEAC. The most likely 
explanation for this discrepancy is that these 18% never read the printout fully – they were 
correct in not remembering the advice as they had not ‘received’ it.  
 
What is clear from Table 3.4 is that the provision of advice to a low-income household, even 
where it concerns a grant to provide free insulation, is often not resulting in effective advice. 
For the most recent data, only a third of those advised will go on to have the free measures 
installed. The table shows that some 61% of those advised on grants by EEACs in 1997/98 



  Effective Advice 

 

remembered the advice and only 35% went on to install (or plan) grant-aided measures, 
suggesting that a considerable amount of that advice arrived in written form and was not 
read, or was read and not understood. This contrasts with the 86% of grant advice 
remembered in 1993/94, with 68% of those advised installing or planning to install.  
 
Table 3.4: Advice on grants from an EEAC and subsequent take-up (% of clients) 
 
 October 1993 – 

September 1994 
October 1997 – 
September 1998 

Given advice on grants 
by EEAC 

37% 46% 

Remember advice 32% 28% 
Measures been installed <16% 11% 
Planning to install <9% 5% 
Source: New Perspectives research for EST 
Note: in 1993-4, the grant take-up was for separate measures, so the number of households 
receiving any grant is difficult to estimate. 
 
 
Home Energy Efficiency Scheme 
This scheme has resulted in energy efficiency work of some sort being carried out in over 3m 
households (DETR, 1999). From inception in 1991 until the review in July 1997, energy 
advice was offered along with every HEES grant given to some 2.3 million households. The 
installer was given £10 for providing this advice, and the length and type of discussion varied 
with installer. During the early phase of HEES, however, only a half of all clients were 
recorded as having received advice from their installer and only a quarter were aware of 
having received advice when questioned. There were also considerable differences across 
regions between the number of those surveyed who were recorded as receiving advice 
(Oseland and Ward, 1993). The proportion of HEES jobs which included energy advice rose 
to 82% in 1996-97 (NAO 1998), but there is very little evidence as to its effectiveness.  
 
Under the revised HEES scheme, implemented in 1997, the offer was for one main 
improvement measure plus two CFLs, a hot water tank jacket or energy advice. The 
proportion of customers opting for advice fell steadily, ‘despite its acknowledged importance 
in terms of reducing household fuel bills’, partly because of inadequate marketing by 
installers who did not regard advice as cost-effective (DETR 1999).  
 
New HEES and New HEES Plus, which have 7.7m potential beneficiaries, mean a major 
increase per household in investment in physical measures. The advice content and the 
required level of training for HEES advisers are not specified by the DETR: EAGA and TXU-
Eastern, the two scheme managers, each have their own (similar) programmes of advice. 
The managers provide general energy efficiency advice at the initial meeting between the 
client and surveyor, with a check by a second surveyor that any new heating system is 
working and that the householder understands it (opportunistic advice) within a week or two 
of installation. The installer of a heating system is also expected to explain how the new 
equipment works at the time of installation (Jack Harrison and Bernard Hindes, pers comm).  
 
New HEES has only been operating for a few months and it is too early to say whether the 
advice provision – about which concern has been expressed by advice practitioners - is 
effective. A quality assurance contract has been agreed to monitor advice, based on the 
tender specification (Ben Griffiths, pers comm).  
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Local Authority-based advice services 
Since the passing of the Home Energy Conservation Act, local authorities are responsible for 
drawing up energy conservation plans for their areas and have become increasingly involved 
in energy advice, partly delivered under the pilot HECAction programme in conjunction with 
other initiatives such as bulk purchases. Programmes such as Calderdale Housing Energy 
Team, West Lothian Council Energy Services and SCARF in Aberdeen (which also manages 
two EEACs) fall under this heading. 
 
From November 2000, local authorities will also be obliged to report on provision in their area 
for the fuel poor under the ‘McAllion Option’. Both of these initiatives mean that local 
authorities are increasingly involved in, and responsible for, measures to promote energy 
conservation and to reduce fuel poverty. There are as yet no centralised data on advice 
provision given by local authorities – part of which is delivered via the EEACs. Even where 
advice has been successful at changing behaviour, this is difficult to measure via the normal 
energy auditing procedure – the SAP.  
 
Home Improvement Agencies 
These are usually small local bodies working largely with the fuel poor and elderly, most of 
whom own their own homes. They are often attached to local authorities and have trained 
many of their staff as energy advisers. They are significant in that they are in a position to 
give advice to people in their own homes to a higher proportion of their clients than any other 
group of agencies, with the possible exception of the HEES managers (NEMS 2000). Their 
importance in providing services to vulnerable households is recognised in the guide to 
energy advice provision for local authorities and housing associations (BRECSU 1996). 
 
Energy Agencies and others 
The network of 25 Energy Agencies in the UK – part funded by the EU – makes some 
provision for domestic energy advice but their remit is considerably wider. Some are however 
involved in advice to householders and in briefing ‘frontline’ workers such as health visitors 
on energy awareness (Chris Dunham, pers comm). Many voluntary agencies such as Age 
Concern may also have an involvement in energy issues although they too have wider 
remits. A residual group of providers consists of housing associations and a variety of bodies 
such as architectural practices, surveyors, manufacturers of heating equipment and housing 
charities (NEMS 2000). Very little in the way of data on their activities has been compiled as 
yet. 
 
How are householders advised? 
Statistics on modes of advice are extremely patchy. The most recent set gives figures from a 
comprehensive range of providers but without stating the number of householders advised 
by each and in such a way that it is not possible to work out averages. These figures indicate 
– no more - that the most usual modes of advice are face-to-face inside the home (though 
the figures in this category are heavily weighted by installers, who may often only leave a 
leaflet); over the telephone; and in the form of postal advice generated from software (NEMS 
2000).  
 
There are significant differences in modes of provision between the suppliers, EEACs, HEES 
and the fuel-poverty-focused agencies, and there are also changes of emphasis occurring 
within agencies. For example, liberalisation means that suppliers are increasingly operating 
out-of-area and will not be able to provide home visits to all their customers. This poses a 
major challenge in terms of retaining the best of previous supplier advice provision (free 
home visits) and improving what has been unsatisfactory in the past. There is widespread 
and increasing use of Home Energy Surveys (comparable with the EEAC Home Energy 
Check), in conjunction with phone calls.  
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The HECAction guide to local authorities on giving effective advice sets out considerations in 
designing an advice programme that will have a specific constituency and remit.  This 
requires defining the constituency and tailoring advice to suit; keeping information simple; 
ensuring that enough information is available in written form and deciding on how to monitor 
the scheme. Home visits are not envisaged and, while face-to-face advice outside the home 
is discussed as an option that can be of very high quality, it is made clear that it can be 
expensive and time-consuming, needs promotion and is highly dependent on the skills of the 
adviser (HECAction 1999). Advice under HECAction has to be seen essentially in project 
terms, as it is supported by short-term funding. 
 
Local authority-supported advice centres, along with independent advice providers such as 
the home improvement agencies, do however tend to put the highest proportion of their 
resources into face-to-face advice. They are also more likely to be in a position to follow up 
the advice, either in person or by way of a ‘frontline worker’ trained by them. In terms of the 
‘conscious competence’ model of understanding and advice delivery, this relatively intensive 
type of service represents the most promising option for the future.  
 
Summary 
The disadvantaged are not a homogeneous group. For the purposes of this study, they are 
defined as those on a means-tested benefit (ie on a low income). They make up between a 
quarter and a third of all households in the UK. 
 
The definition of disadvantage may have to vary between providers. 

EESoP 4 implies a target group considerably in excess of 7.7m households (those eligible for 
New HEES). 

Advice providers come under four main groupings: the energy companies, the Energy 
Efficiency Advice Centres, the New HEES surveyors/ managers and the local authority-
based advice services. Data on content and mode of provision are slight for the energy 
companies, while data on effectiveness are estimated (at best) for almost all providers. 

There is no consistent or comprehensive set of published data on the energy efficiency 
advice provided by the energy companies.  

Centralised, consistent data on quantity, mode, content and estimated impact of advice 
delivery and resulting actions are only available for the EEAC network.  

New HEES represents a major opportunity for general and opportunistic advice to be 
delivered in the home. The extent to which the opportunity is taken up has yet to be 
established. New HEES, along with New HEES Plus, will be available to up to 250,000 
households a year. 

The HEES surveyors and local-authority based advice services are in the best position to 
give face-to-face advice in the home.  

The proportion of the population as a whole who receive energy efficiency advice in any one 
year may be as low as 2%; the proportion of disadvantaged households receiving advice 
appears to be higher than that of the population as a whole, but is still extremely low – 
around 5%. 

The statistics that are available are not comprehensive and too confused to provide clarity on 
the numbers advised on energy efficiency.  
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CHAPTER 4: AGENCIES AND THEIR ROLE  
 
This chapter examines the nature of the obligations and commitments of the four main 
groups involved in giving energy efficiency advice and the extent to which they are being 
met. The legal background is given in Appendix 3 for the energy companies. There are 
numerous other agencies which give energy efficiency advice, or could do, but the majority of 
these do not have specific targets related to energy efficiency. These have not been 
examined in detail. Part of the reason for the chapter is to investigate whether the various 
agencies could be brought into an interactive, coherent whole for monitoring purposes.   
 
The four groups – energy companies, EEACs, New HEES and the local authorities – have 
different responsibilities and different objectives. For instance, the role of the New HEES 
Managing Agents is clearly defined and limited. The EEACs have a broader task, but this is 
also fairly clear. The obligations on the energy companies are more diffuse, but being 
tightened up by Ofgem. The local authorities have a voluntary role in the provision of advice, 
but they have a major, mandatory reporting role that should reflect the benefits of the advice 
and the increasing efficiency of the housing stock.  
 
Energy companies 
The importance of energy efficiency advice is growing. When privatised, the electricity and 
gas companies had the legislative requirement to ‘promote’ the efficient use of, respectively, 
electricity and gas. This primary legislation was interpreted in the Licence Conditions as the 
production of five printed Codes of Practice. One of these is on Energy Efficiency, whilst 
others refer to energy efficiency in the context of advice to the disadvantaged or to those in 
difficulty with their fuel bills. Whilst the Licence referred to the Codes providing ‘information 
and advice’, these printed documents were only providing information, by the definition used 
in this report.  
 
While the Regulator and consumer councils used to receive quarterly monitoring information 
on compliance with the Codes of Practice, in confidence, there has been no monitoring 
information over the last 12 months as Ofgem has been trying to improve the system of 
reporting on social obligations (Elizabeth Derrington, pers comm). There is no published 
evidence of how many Codes have been printed, how many have been distributed and to 
whom. There is no obligation to display them or to distribute them to the public and, since the 
demise of showrooms, there are few clear opportunities for this. The obligation is to inform 
people that they exist and to give them out when customers request them. The implication is 
that they are not read much, which has been a long-standing concern (HC113-II 1992). 
 
There has been a continuing tension between the provision of advice and the main aim of the 
energy companies – to sell more energy (HC 113-II 1992). This interacts with whether the 
requirement is to provide advice on the efficient use of all fuels, or only the one that the 
company sells. If it is the latter, then the householder is not getting independent advice, for 
instance on when fuel switching would be advantageous. In this case, there is a risk that the 
Codes are more about marketing than about energy efficiency.  
 
Written guides to the efficient use of energy in the home, produced under the requirements of 
the Codes of Practice, were not necessarily accurate or easy to understand. Examples of 
misleading information from these guides include: 
 

Electricity is a safe, clean and versatile form of energy… It is not always cheaper to operate a 
whole house heating system intermittently. An immersion heater and also a controller should be 
installed for reliable and economical water heating. 

(Southern Electric 1991) 
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Most modern appliances are designed to be as efficient as possible… 

(Norweb 1992) 
 
The Codes on the payment of bills and on guidance for dealing with customers in difficulty 
with their bills requires information to be given to these groups on the more efficient use of 
energy. Over three-quarters of the ‘Competition Monitor’ panel members whose homes were 
difficult to heat had gas arrears, compared with 20% of those with homes that were easy to 
heat (NRFC/ CSE 1999). Such figures suggest that there are plenty of opportunities for 
energy efficiency measures and that these could reduce arrears substantially. It is in the 
suppliers’ interests to be more proactive, to prevent debt and to comply with the conditions of 
the Licence. 
 
The role of energy companies is changing and their social and environmental obligations 
have been set out by the regulator in the Social Action Plan, the decision document on 
Enhancing Social Obligations and the Environmental Action Plan (Ofgem 2000c, d and e). 
The Codes of Practice on the efficient use of electricity and gas, along with advice and 
information to customers, are intended to improve living conditions and to reduce 
consumption for those who have achieved satisfactory levels of comfort:  
 

Ofgem is committed to promoting opportunities for all customers to improve their energy efficiency, 
including through these revised Codes of Practice and in the way we monitor and enforce 
compliance with them. 

(Ofgem 2000e) 
 
It is unfortunate that the verb is still ‘to promote’ as that has resulted in ineffective action by 
the energy companies in the past. Therefore, the monitoring and enforcement undertaken by 
Ofgem becomes of considerable importance in determining whether this aim has any force in 
practice.  
 
The guidance on the new CoP requires much more from the energy companies and 
specifically mentions energy efficiency advice services. The new Codes of Practice (issued in 
November 2000) represent a summary of what is offered to the consumer; they are no longer 
the extent of the information available, more of a directory to the services provided by the 
energy company. For instance: 
 

The code should explain how the company will provide and maintain sources of information about 
the efficient use of energy, including the maintenance of a telephone advice service. 

(Section 3.2 in Guidance Notes, Ofgem 2000d – see Appendix 3) 
 
It is not clear how Ofgem will monitor these new requirements, nor how they will confirm the 
necessary standards of accuracy and advice. Ofgem are aware of the need for tougher 
regulation (Dave Barnes, pers comm). 
 
Energy Efficiency Standards of Performance (now renamed Energy 
Efficiency Commitment) 
The energy companies are required to invest in energy efficiency measures to achieve 
specified energy reductions. Previously, this has been limited to an expenditure of £1 per 
customer for the electricity industry only. Since April 2000, the amount has been £1.20 per 
customer, from both gas and electricity companies, and from April 2002 it is likely to be 
around £3.50 per customer, per fuel. This amounts to a total annual expenditure of about 
£150m and is reaching significant proportions. The expenditure can be passed through to 
customers at present, but after 2002 this will be at the company’s discretion (DETR 2000) 
and in a competitive market there are pressures to achieve the savings as cheaply as 
possible.  
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The targets for the SoP programmes are in terms of energy savings. From 2002 onwards, 
these savings are weighted, roughly in terms of the carbon content of electricity and gas: a 
unit of gas is only a third of the value of a unit of electricity. It may be that the future SoP 
programmes should be framed in terms of carbon savings explicitly. This would bring several 
policy areas together, including the provision of household level renewable energy, such as 
solar-heated hot water systems (Fawcett et al 2000).  
 
The growing importance of SoP indicates a greater, not lesser, role for the energy companies 
in future in the provision of energy efficiency savings and benefits. Not least because they 
have substantial amounts of energy to save and will wish to do as much as possible through 
their own customer base. Advice is not, however, credited with any savings although it is an 
integral part of some schemes. 
 
There is, apparently, no link between the SoP programmes and the provision of finance to 
the poorest households. Many measures are provided with grants or subsidies. Low-income 
households who have no capital, may need a low-interest loan to cover the remaining cost. 
These are not currently available and in the past similar provision by the energy companies 
has been through finance that carried a high level of interest (Boardman and Houghton 
1991).  
 
Billing 
Only suppliers have billing data for their customers and this is confidential. The energy 
companies are asked, in relation to New HEES, to ‘help identify customers in debt and those 
…using prepayment meters as indicators for households who might be experiencing 
particular problems’ (DETR 1999). However, such information is not and should not be 
available without the permission of the customer. The onus is on the suppliers to make 
contact with customers in difficulty themselves:  
 

The code of practice shall include procedures by which the Licensee can distinguish…Customers 
in such difficulty from others in default and by which the Licensee can  

a) provide general information as to how relevant customers might reduce their bills in the 
future by the more efficient use of electricity;  

(Standard Licence Condition 33) 
 

…the Licensee should…actively target advice at specific groups of customers likely to benefit, such 
as those on its Priority Services Register and those in payment difficulties... Specific points for 
promoting the advice service might therefore be: 

• on the back of fuel bills  
• with descriptions of tariff structures… 
• reminders concerning non-payment of fuel bills 
• customer requests for assistance with managing debt 
• meter reading. 

(Ofgem 2000d) 
 
The supplier should enable advice to be given by other agencies if the customer wishes it:  
‘the Code should confirm that the company will offer, with the customer’s written consent, to 
ask the appropriate agency to contact the customer’ if the customer wishes for advice from 
an agency (Ofgem 2000d).  
 
Everyone needs to be able to understand his or her fuel bill, but this is far from the case at 
present. There is a strong perception that bills have become more difficult to understand over 
the past few years, with the growth in payment options offered, yet ‘the way in which 
standing charges, units used and rebates received are set out can make the difference 
between a confused and a confident customer’ (Mann, 2000). Clear, informative billing is not 
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dealt with as such in the Standard Licence Conditions, yet it is an essential part of the 
process of building a customer base who have the tools with which to learn about their 
energy use and to control it. New metering technology offers the prospect of billing which is 
always based on readings, not estimates. Some forms of smart meter could give customers 
more control over their consumption and, if made the norm, do away with the tariff difference 
between prepayment meter and credit meter users.  
 
Home visits 

The Licensee should set out policy on home visits, in particular for customers on the Priority 
Services Register. 

(Ofgem 2000d) 
 
This is one the most pressing advice issues facing suppliers in the wake of liberalisation of 
the market. With the spread in geographical area covered by a supplier goes increasing 
difficulty in carrying out home visits without delegating them to other agencies. As stated 
elsewhere in this report, home visits add immensely to the effectiveness of advice to a large 
proportion of disadvantaged clients, while for some advice will be worthless without a home 
visit. 
 
The assumption in this report is that home visits are provided to disadvantaged customers for 
free. Ofgem does not require this; it only place an obligation on the energy company to state 
whether the visits are for free or not, even to people on the Priority Services Register.  
 
Energy Efficiency Advice Centres 
The EEACs were set up as a pilot programme in 1993 through the Energy Saving Trust, as 
part of the UK programme to reduce carbon dioxide emissions. Their main focus is therefore 
on reducing carbon emissions by achieving fuel saving. The EEACs provide energy 
efficiency advice to domestic and business users. Although they were designed primarily to 
advise owner-occupiers with money to invest in energy efficiency measures, they are now 
giving advice to a significant proportion of clients on low incomes – 26% in 1998 (BJM 1999). 
 
There are now 52 EEACs covering the UK. The EST has a hotline, 0345-277200, run by Mail 
Marketing of Bristol. This is mainly responsible for sending out leaflets or providing further 
contact numbers.  0800 512012 is the freephone for EEACs generally and puts callers  
through to their local EEAC. Most of the work of the EEACs is carried out at local level in 
conjunction with a variety of agencies including energy companies and local authorities. 
 
Despite their title, it is not clear how EEACs are defining advice. The assumption is that the 
majority of contacts with the public involve personal advice and are not limited to the 
provision of information leaflets. However home visits are not, and never have been, part of 
the mechanism of EEAC advice giving. Telephone calls have dropped to less than a third of 
all contacts, as the number of paper-based contacts has grown (BJM 1999). Outreach to 
potential clients has always been of importance, with stalls at events, but recently this has 
been extended through advertisements and printing the Home Energy Check in the local 
newspaper for returning to the EEAC. The HEC covers mainly the fabric of the house and the 
heating system. Issues related to other forms of energy use, notably lights and appliances, 
are poorly covered.  
 
The greater emphasis on paper-based computerised applications and responses may 
indicate that the level of skill required in the adviser has fallen. This form of advice is less 
suitable for the disadvantaged, particularly those with limited literacy, and there are 
indications that some of it is not getting through to clients (see section 3.4.2). 
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Evaluation is carried out in terms of energy efficiency measures installed and estimates of 
the likely effect of installation on fuel consumption, cost and emissions. A sample of EEAC 
clients is compared with a control group in the same locality.  
 
The Home Energy Efficiency Scheme  
The primary aim of HEES is to improve the living conditions of the fuel poor, focusing on 
those households most vulnerable to cold-related ill health. There has always been an advice 
component and this was originally £10 per client, if the advice was requested. Of the 2.1m 
measures installed during 1991-7, between 50% and 80% of installations were accompanied 
by advice (NAO 1998). The effectiveness of this advice was not normally monitored (Trish 
Brady, pers comm).  
 
Under New HEES and New HEES Plus the funding has been increased, with £300m 
allocated to programmes in England, Scotland and Wales for 2000-2002 and separate 
funding for Northern Ireland (DETR 1999). This will enable 100,000 homes to be improved 
each year. HEES is part of a concerted effort on the part of central government and local 
authorities to improve the energy efficiency of the housing stock. There is a requirement for 
HEES managers to report work done to the local authority to assist it in meeting its 
obligations under the HECA (Chris Leek, pers comm).  
 
Under the New HEES there is the provision to give advice, but uncertainty about the role of 
this advice. Clients now have a choice of measures and will have to be advised on how to 
make this choice. After the measures are installed, there will in some cases be the need for 
opportunistic advice: 
 

With the wider packages of measures to be provided under New HEES, it will be important that 
appropriate advice is provided to households in order to maximise the benefits. As the scheme 
manager will be responsible for liaising with the householder, the government proposes that 
general energy efficiency advice is also provided at the time of the initial meeting. Further advice, 
relating to the operation of heating controls, will be provided at the time the improvements are 
carried out, with the householder left with written material for future reference. For the over-60s, we 
are conscious that some form of back up advice service may also be required, especially with 
regard to the operation of heating controls.  

(DETR 1999) 
 
In neither case will the advice result in more measures being installed, though it will attempt 
to ensure that the maximum savings are achieved. Proper use of controls is a crucial 
element in ensuring that the householder benefits as fully as possible from the installation of 
a new heating system and this is identified as an area of concern in the energy monitoring 
report carried out for the pilot of New HEES:  
 

The scheme is popular with the clients and…a difference was noted. It seems that the one 
significant problem now remaining is to provide easy-to-use heating controls with well documented 
instructions and backed up by face-to-face guidance in the setting up and day-to-day use of 
controls. 

(EST 2000b) 
        
If the householder has general concerns about energy-related matters, these are unlikely to 
be met with the present approach.  
 
Other agencies 
Local authorities 
Local authorities have no formal obligation to provide advice, but they do have a requirement 
to monitor energy efficiency improvements. Under the Home Energy Conservation Act, all 
local authorities with housing responsibilities (450 across the UK) are required to prepare an 
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annual energy conservation report. This should identify practicable and cost-effective 
measures, which will improve the energy efficiency of all residential accommodation in their 
area by 30%. However, there is considerable doubt as to the validity of some estimates of 
the rate of improvement in the housing stock, as set out in Chapter 6. The important point 
about HECA is that it provides a framework for the annual evaluation of the energy efficiency 
of the whole of the housing stock. There are ways in which it can be improved, but it is an 
important, existing reporting requirement that is designed to plot changes in the energy 
efficiency of the housing stock. 
 
The local authorities’ obligations under HECA are being supplemented by requirements 
under the McAllion Option in the Warm Homes and Energy Conservation Act from July 2000. 
Under this, the local authorities have to report on their policies and achievements in reducing 
fuel poverty. The assumption in June 1999 was that the emphasis would be on qualitative 
reporting but that some quantitative information should also be provided. At that stage it was 
not known which indicators should be used, or even which would be most practicable for the 
authority. One option was to include specific questions in the HECA report form (DETR, pers 
comm, 1999). A weakness in the requirements for reporting is that local authorities are not 
expected to provide figures on the numbers of people in fuel poverty in their area: this 
prevents the setting of a baseline and targets for affordable warmth (William Baker, pers 
comm). 
 
To support the local authority with their HECA obligations, the EST has funded a small 
number of pilot projects each year under HECAction. All projects undertaken under 
HECAction should include an advice element, but HECAction 2000-2001 is not granting 
funds for advice projects in isolation – they must be linked with other initiatives. A guide to 
the type of work is found in the HECAction file and a preliminary evaluation on compliance is 
given by Jones et al (1999). It is not clear how many households have been advised under 
HECAction and to what effect.  
 
Independent agencies 
Numerous other groups have contact with householders and would be in a good position to 
provide energy efficiency advice, but few of them have this as a primary objective or are 
monitored on this basis. Their collective contribution could however be significant if there 
were an emphasis on energy efficiency in their work. Examples are Age Concern (where 
some groups have trained energy advisers), the Citizens’ Advice Bureaux, Money Advice 
and the Royal National Institute for the Blind. The Home Improvement Agencies (HIA) 
members visit people in their homes, mainly the elderly, and help them undertake 
improvements to the dwelling that will enable the elderly person ‘to stay put’. The more 
efficient use of energy is one of the issues that could be discussed, but is often of less 
importance than, for instance, the provision of a downstairs toilet. Few HIA staff are believed 
to have any energy efficiency training or qualifications.  
 
Co-ordination  
The four main agency groupings described here will all continue to be involved in the 
provision of energy efficiency advice or in monitoring its effectiveness. They have different 
targets (Table 4.1), but could be sewn together into a more coherent whole. Each of these 
agencies has targets, though these may be loosely framed and not quantified. The EEACs 
were the least focused on the disadvantaged, in the original mandate, though this no longer 
appears to be true in practice.  
 
 
 
 
 
 



  Effective Advice 

 

Table 4.1: The main agencies and their energy efficiency targets 
 

Agency Programme Targets 
 

SOP Energy/carbon saved, 50% 
in the homes of the 
disadvantaged (SoP 4); 
65% of expenditure (SoP3)  

Energy companies 

CoP Provision of advice lines 

EST EEACs Energy/carbon saved, no 
fuel poverty targets 

Local authorities HECA / McAllion option Energy savings; numbers of 
fuel poor; SAP changes 

HEES regional managers New HEES and New HEES 
plus 

Measures installed in low-
income homes; 
effectiveness of measures 
and advice not monitored 
separately. 

 
There appears to have been no attempt to co-ordinate these different activities and to see 
the provision of advice as a combined service. Some co-ordination of effort takes place 
between the different agencies, usually with information on either which grants are available 
or on who has been helped: 
 
• The energy companies and the EST sometimes run joint grant/subsidy schemes. This 

appears to be diminishing as the energy companies want clear branding of their own 
programmes in an increasingly competitive market.  

• the energy companies are expected to help identify clients for New HEES; 
• New HEES managers have to inform the local authority of the measures installed, for 

inclusion in HECA reports and upgrading the energy audit for the area.  
 
Areas which call for better co-ordination include those given below. 
 
Grants 
Further co-ordination is required over grants as these could be available through HEES, the 
EST and the energy companies. These need to be promoted by all the agencies, though 
access to current information may be imperfect. There is a clear role for linked websites, to 
provide all the necessary details. At the moment, the energy companies only inform about 
one in three of those eligible about the existence of HEES grants.  
 
Training 
The calibre of the staff providing the advice in the different agencies depends upon the 
training that is available. There is a growing number of individuals trained to City & Guilds 
level in energy awareness (qualification 6176), but it is not high when the level of need is 
considered. Computerised records for the qualification have been kept since the beginning of 
1994, by which time about 3,000 people had qualified. Between 1994 and 1999 4,483 
candidates qualified; 716 of these in 1999 indicating a drop in the numbers qualifying. The 
total number of C&G qualified advisers is therefore approximately 8,000 - one for every 1,000 
disadvantaged households. Most of these qualified advisers are linked in some way with 
local authorities or housing associations.  
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The NVQ level two in provision of energy efficiency services is a progression from the C&G 
certificate, and to date only 25 people have achieved full NVQ certification: 359 are 
registered as working towards this qualification. The low figures reflect the fact that energy 
advice is still in its infancy and does not yet have an established career structure: many 
advisers move on to other things after a short time (Sheila Keating, pers comm).  
 
An important part of the debate now opening on the setting of minimum standards in advice 
provision concerns the extension of training beyond the C&G and NVQ so that it becomes 
continuous. Continuous professional development (CPD) training for advisers could include 
regular updating on technical developments, institutional and regulatory arrangements; also 
forums at which advisers, other frontline workers and from different backgrounds and 
organisations meet and learn from each other. A recent survey of advice providers indicated 
considerable support for such initiatives (NEMS 2000). Co-ordination could help to provide a 
career structure, identify when new courses are needed and help to improve the calibre of 
advisers.  
 
Referral 
The New HEES scheme focuses mainly on owner-occupiers and tenants in private rented 
housing rather than on those living in social housing. This makes identification of recipients 
of HEES grants more difficult – they are more scattered - and increases the need for 
effective referral networks in order to involve local authorities, health and social services and 
voluntary groups (DETR 1999).  
 
Networks are necessary both in order to raise awareness of the potential benefits of energy 
advice and the forms of advice and related help available. They are also necessary in order 
to make effective referrals between agencies. Workers at an energy company call centre 
need to know when to refer a caller to an expert energy efficiency adviser. Frontline workers 
in health and housing need to know when and how to refer a householder in difficulty to a 
specialist energy adviser. Energy advisers themselves need to know their local network of 
advice specialists when a problem is beyond them; and they also need to know the reporting 
requirements so that the impact of their work can be evaluated properly. There is a danger 
that too many referrals will ‘lose’ people, though, as a result of the process becoming too 
long-drawn out and complicated. A one-stop-shop approach may sometimes be the best way 
of avoiding this. 
 
Accreditation of advice and the setting of minimum standards 
The recent meeting of the Energy Advice Providers Group of the Energy Efficiency 
Partnership for Homes to discuss the setting of minimum standards for energy advice 
provision marks the beginning of an attempt to establish advice provision on a solid footing 
within a widely understood frame of reference. Standards may be set for adviser 
competence, advice content and advice procedures (EAPG 2000). 
 
Summary 
The guidance on the new Codes of Practice for energy suppliers requires the companies to 
provide and maintain information about the efficiency use of energy, including maintenance 
of a telephone advice service. 

There is a need for improved standards of monitoring and reporting on energy advice 
provision; this is recognised by Ofgem in particular. 

There is a strong case for making bills easier to understand; new metering technology could 
assist in doing away with bills based on estimates only. 

Surveys of householders with prepayment meters or with fuel debts demonstrate a 
considerable unmet need for advice: these groups should be targeted by the energy 
companies. 
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Advice is often provided under EESoP, but no accredited savings are given. 

The savings targets under EESoPs are increasing and more of this money is being spent 
directly by the energy companies, rather than through the EST. This indicates a growing role 
for the energy companies.  

Home visits do not have to be provided by either the energy companies or by the EEACs.  

One of the most pressing advice issues for energy suppliers is whether to provide free home 
visits for customers.  

The Home Energy Conservation Act, along with the ‘McAllion Option’ in the Warm Homes 
and Energy Conservation Act, place a major requirement on local authorities to monitor the 
state of the housing stock and move towards improving the lot of the fuel poor. 

There is much room for improving the level of co-ordination of advice agencies, along with 
reaching a common understanding of terms for monitoring purposes. This is important from 
the point of view of making effective referrals. 
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CHAPTER 5: AWARENESS, KNOWLEDGE, ACTION 
 
 Advice from the householder’s perspective 
Provision of domestic energy efficiency advice must centre on householders and their 
homes. This chapter examines how householders perceive advice, what they wish to know, 
and how advice can be translated into effective action.  
 
There are a number of reasons why people do not seek out or respond to advice (New 
Perspectives/ BMRB, 1996). Lack of awareness of what energy efficiency advice is and 
social exclusion play a part in this. Advice messages may not be sought by consumers for 
one reason or another; they may not realise why and how advice could help them; and they 
may not believe that they can make any worthwhile changes. Low-income households have 
little or no capital to invest in energy efficiency and are often living in rented accommodation. 
All of these barriers have been overcome by carefully focused advice programmes, at the 
individual level, but they have not been overcome on the scale needed. 
 
Lack of awareness 
A number of the advice experts consulted were quick to point out that ‘energy efficiency 
advice’ is not a familiar concept to most people (see Appendix 2). Energy efficiency is 
‘divorced from peoples’ perceptions of need’ - they are more likely to be concerned with 
making their homes into safe and functional places (Domini Gunn, pers comm). The MINTEL 
survey on energy efficiency advice and the consumer found that: 
 
• it is the middle-aged, better off consumers who are most likely to have assimilated 

messages about the importance of saving energy; 
• benefit dependents and families on tight budgets are significantly less likely to see the 

point in trying to save energy than better-off householders, and more likely to believe that 
there is not much more that they can do to save energy; 

• benefit dependents and families on tight budgets are most likely to believe that energy 
efficiency measures are expensive and not worth installing. 

(MINTEL 1997) 
 
People on low incomes frequently face a complex of difficulties in coping with daily life. Fuel 
poverty is one of these and it may well not be the most pressing; it may be far from clear that 
seeking out energy advice will repay the effort involved. While 58% of a panel of 400 low-
income households recruited by Competition Monitor2 said that they would find it useful to 
have information or advice on energy savings in the home, 38% said that they would not, 
with 4% not knowing (Baker 1999). There is also a strong possibility that low-income 
customers may not know where or how money is to be saved: 49% of those in socio-
economic group E said that they would not know how to pick an energy efficient product 
(compared with 26% of ABs) (MINTEL 1997). Although nearly 40% of the Competition 
Monitor panel members in the South East had received a HEES grant, very few identified the 
purpose of the HEES: 
 

Initial findings…suggest that many low-income families do not see the relevance of energy 
efficiency to their particular circumstances. This suggests that Government advertising and other 
initiatives to promote the benefits of energy efficiency appear to have had little impact on people on 
low incomes. 

(Baker 1999) 
 
The latest monitoring report on the EEACs found that 57% of non-clients had not heard of an 
EEAC and only 3% spontaneously mentioned them, six years after the network came into 
existence (BJM 2000). Another explanation is that for most people an energy problem will be 
                                                           
2 Competition Monitor is a national research project into the impact of fuel competition on low-income households. 
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perceived in terms of money or of comfort: energy advice is not a concept they are familiar 
with, though they may stumble on it in search of something else. For disadvantaged 
customers, energy advice may well result from a referral from some other agency such as a 
debt counselling service, housing office, an MP or  - if they believe they are being 
overcharged by their supplier - a solicitor (Barbara Montoute, pers comm). 
 
Overcoming a lack of awareness requires active outreach to explain energy efficiency in 
terms that people understand. This may well mean that the term ‘energy efficiency’ should be 
used sparingly: it is unattractive and a long way from most peoples’ concerns. The MORI 
review of electricity and gas competition found that only 42% of the householders surveyed 
responded to the question about energy efficiency advice from their supplier and that they 
gave advice a lower score for satisfaction than any other service from the supplier. MORI 
concluded that ‘this is likely to be as a result of lack of awareness of what this (energy 
efficiency advice) actually constitutes, as opposed to receiving it and not being happy with 
the service received’ (MORI 2000).  
 
A crucial element of the message from advice practitioners consulted for this study on raising 
awareness was that it could best be achieved by a trusted individual who knew and 
understood the circumstances of the householder (eg Domini Gunn, Peter Capener, pers 
comm). The evidence suggests that awareness could be raised by expressing energy 
efficiency concepts in terms of issues closer to peoples’ everyday concerns about comfort, 
safety and ‘liveable homes’. 
 
Lack of contact 
Social exclusion takes a variety of forms, often interlinked. Components are poverty, 
disability, lack of basic skills and lack of confidence in institutions or self (Bynner and 
Parsons 1997). A serious attempt to raise awareness involves acknowledging the reality of 
exclusion and taking steps to overcome it. 
 
There must be access to the knowledge that advice is available and that an adviser will 
provide it in such a way that it can assist them. The Ofgem Guidance Notes for suppliers 
state that ‘each Code (of practice) should be written in plain English and set out in such a 
way that it is easy to follow and understand…Companies should make arrangements to take 
enquiries from customers whose first language is not English’ (OFGEM 2000d – see also 
Appendix 3).  
 
This access should be given in a variety of ways, using networks, to ensure success. Not all 
methods should rely on the printed word. Radio, TV and visits by advice programmes to 
shopping centres, benefits centres and events all help (see the section on Good Practice in 
Appendix 2 for examples).  
 
Social inclusion requires effective communication. This applies to communication between 
the general call centre and the energy efficiency advisers of a supplier so that a customer’s 
money difficulties can be translated into energy efficiency solutions (Elizabeth Derrington, 
pers comm). It also applies to communication between the plethora of agencies involved in 
welfare and advice work. Referrals must be supportive of the consumer and not lead to 
confusion and buck-passing. For example, good debt advice can make available funds for 
low-cost energy efficiency measures, while advice on housing repair can improve the 
prospects for installing insulation and draughtproofing. Luton Borough Council, for example, 
has developed a multi-referral system – formalised networking - as part of its affordable 
warmth strategy (William Baker, pers comm). Other examples are given in sections 3 and 4 
of Appendix 2. 
 
Training of home carers, housing officers, health visitors and members of a peer group as 
‘frontliners’ who can go into homes, make an initial diagnosis of energy problems and refer 
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the client to an expert is valuable (Domini Gunn, Jim Fawcett, pers comm; see also Appendix 
2). This extends the network of help and improves the value of advice given.  
 
Advice must be followed up as necessary in order to make sure that it has been effective in 
terms of achieving change for the better in energy efficiency and client satisfaction. This may 
mean three or more visits or phone calls (Jean Morrison, SCARF, pers comm; WLEAP 1994-
97).  
 
These three themes of outreach, networking and follow-up to counter the effects of social 
exclusion are illustrated in the section on Good Practice in Appendix 2. They parallel the 
three interventions identified as necessary in Chapter 2: awareness-raising, provision of 
expert advice and feedback. 
 
Prepayment meter users – an opportunity missed 
Organisations such as energy suppliers can and do exclude customers by not taking 
appropriate action when an opportunity for contact arises. A recent study of 41 Quantum gas 
prepayment meter users found that ‘the combination of lack of information, debt repayment 
and low income creates serious problems, and there is considerable scope for improving the 
level of information and advice’ (NEA 2000).  
 
A recent MORI survey shows that a high proportion of prepayment meter customers – 57% 
for electricity and 48% for gas – did not know that they were not paying for their fuel by the 
cheapest method. A surprisingly low percentage would choose to return to a credit meter if 
they could do so at no charge: 11% for electricity and 16% for gas (MORI 2000). These 
figures demonstrate widespread ignorance of the added cost of prepayment meters, but they 
also show the importance to those on low incomes of avoiding debt and staying in control of 
their finances. Prepayment is more costly than use of a credit meter, but preferable to debt or 
loan sharks. 
 
Those paying by prepayment meter are almost certainly better informed about their energy 
usage than those using a credit meter. They have been forced to learn something of how 
their consumption is divided between end-uses, giving them a head start on most customers 
that should help them in understanding advice. They also have more reason than most 
consumers to want to save on their fuel bills, if for no other reason that they are paying 
above-average prices for their energy. The NEA study found that ‘the appreciation of advice 
given at Phase 2 (of the project) also seems to indicate that there had been a considerable 
deficit in energy management knowledge. Such opportunities should surely be part of the 
package on the introduction of a household to the Quantum system’ (NEA 2000). 
 
There is a clear opportunity here for suppliers – who know which of their customers are on 
prepayment meters - to build on customer knowledge and motivation while complying with 
the Ofgem guidance on meeting Standard Licence Condition 36:  
 

the Code (of practice) should state that information will be provided to prepayment meter 
customers, at or before installation of the meter. This information should include: …the telephone 
number(s) for advice and emergency services; circumstances in which visits to homes are free; 

(Utilities Act 2000 Standard Licence Conditions, vols 2 and 6) 
 
Grants 
Money difficulties lie at the root of most initial requests for advice from low-income 
households (Sheila Keating, pers comm) and grants are a major incentive for contacting 
EEACs (Robin Sadler, Pat Sykes, pers comm). Grant availability contributes markedly to the 
estimated effectiveness of EEAC advice: the ‘conversion ratio’ from recommendation into 
action is much higher for measures supported by grants or other incentives than for those 
which require householders to invest their own money.  
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Around half of EEAC clients are provided with information about grants. Nationally, 60% of 
loft insulation and 46% of draughtproofing installed in 1995/96 resulted mainly from EEAC 
advice and grant information. Table 4.1 shows that a surprisingly high proportion of those on 
the lowest incomes are willing to finance energy saving measures (not including appliances) 
with up to £50 of their own money. There are however far more marked differences between 
householders according to income when it comes to spending more than £50 of their own 
money and also when funding improvements entirely from grants (New Perspectives 
research for EST). Advice on grants is a key part of effective outreach to disadvantaged 
householders and vital if they are to be able to install major energy-saving measures. 
 
Table 5.1: Expenditure on energy saving measures, EEAC clients by income, April 
1996 
 
 <£5,000 £5,000-7,500 £7,500-

10,000 
£10,000+ 

Spent own money :     

<£50 28% 32% 34% 37% 

    £50+ 20 25 35 45 

Grant only 44 37 23 12 

Don’t know   8   6   8   6 

 
Percentage of sample 

 
15 

 
11 

 
  8 

 
 48 

Source: New Perspectives and BMRB International 
 

Grants raise three further issues. One is that the prospect of a grant can blinker people to the 
possible gains from other advice, so that they do not continue any dialogue with their adviser 
once they have details of the grant. Follow-up contact might help overcome this. The second 
is that, for EEACs (and almost certainly for the utility advice lines), there is a gap between 
the numbers of low-income households who receive advice about grants and those who 
actually take up the grants. Finally, any short-term grant or incentive must be publicised to 
advice agencies swiftly and accurately if they are to pass on the information to their clients 
and achieve the potential benefits (New Perspectives). 
 
What do householders want to know?  
One indication of the concerns of low-income householders who ask for advice is given by 
the 1996/97 report of the West Lothian Energy Advice Programme: 
 

 Percentage of initial inquiries (main concerns) 

High bills 22 
HEES 11 
Heating use 11 
Damp/ condensation   6 
Home improvement grant   6 
New tenant advice   5 
Fridgesavers   5 
Heating fault   3 
Payment methods   3 
Disputed bills   3 
Other 23 
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There is a strong emphasis on bill payment, grant availability and keeping warm in winter. 
 
There is no directly comparable set of figures from another provider, but low-income 
householders usually contact the SCARF service in Aberdeen because of a problem such as 
paying for fuel, advice on operating the heating system, high bills and cold homes (Jean 
Morrison, pers comm). The picture is similar.  
 
The profile (below) of energy efficiency phonecalls to a typical electricity supplier shows less 
advice offered on grants. This reflects the fact that the enquiries come from customers 
across a wide range of incomes. However, there are the familiar difficulties with definition of 
terms: it is hard to know exactly what ‘energy efficiency advice/ how to cut costs’ means in 
terms of customer priorities: 
 
 Energy efficiency phonecalls: Issues addressed (%) 
 
Energy efficiency advice/ how to cut costs 34 
Advice on controlling storage heaters 16 
Query about high consumption/ bill 28 
Information about grants   5 
Advice on tariffs   8 
Installation of storage heaters   1 
Controlling water heating   1 
Professional interest/ work-related   1 
Other   5 
 
(Source: New Perspectives) 
 
The evaluation by the Midlands Electricity Board in 1997 of their energy efficiency advice 
helpline and home visits showed that what householders want to know may be affected by 
where advice is given and what sort of dialogue is possible. The advice received by the two 
groups differed considerably: the telephone advice dealt more with acquiring CFLs and 
installation of measures, while advice given in the home (almost certainly to those on lower 
average incomes) showed householders how to use their heating, water heating and lighting 
as well as giving general tips and advice on costs and tariffs (MEB 1997). It is of course 
much easier to demonstrate correct usage of heating equipment and appliances in the home 
than over the telephone – and easier to ask about these things when in the home.  
 
 How do householders prefer to receive advice? 
In the MEB evaluation of its advice service, those who had been visited at home were far 
more likely to consider the advice ‘very useful’ (76%) than those advised over the phone 
(41%) (MEB 1997). The evidence suggests that the personal contact of a home visit allowed 
the adviser to deal more directly with the client’s concerns than a phone conversation; 
however, the home visit would have occurred in addition to the initial phone call to the advice 
line.  
 
Different methods are needed for different people. The experience of Help the Aged advisers 
is that a combination of phone and face-to-face advice is best, as some people may be able 
to speak more easily about embarrassing matters on the phone, such as inability to pay bills, 
and a phone call can be useful in paving the way for a home visit, allowing the householder 
to state concerns or priorities and to build up a relationship with the adviser (Elizabeth Lodge, 
pers comm).   
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The level of recall of advice on HEES grants declined between 1994 and 1997. This is 
attributed to a falling off in the amount of advice delivered over the telephone or face-to-face 
(New Perspectives research for EST). 
 
The 1997 evaluation of the EEAC programme showed that the Centres serving the two areas 
with the lowest average incomes among their clients were those with the highest proportion 
of clients receiving ‘walk-in’ advice or making personal contact in other ways. There was a 
strong correlation between the percentage of clients who had had personal contact with an 
adviser and the percentage who had recommended an EEAC to others (New Perspectives/ 
BMRB 1997). The evaluators later recommended extending such contact, with the provision 
of more home visits for those who would benefit most from them: the elderly, those confused 
by controls or specific problems, the fuel poor and those who need to make behavioural 
changes in their energy use (New Perspectives research for EST). The importance of home 
visits was echoed by a number of practitioners consulted for this report (eg John Allen, 
Andrew Cooper, Peter Capener). 
 
Trust 
The level of trust in energy companies by low-income householders may well have been 
damaged by past experience of disconnection or other difficulties (Dave Barton, Barbara 
Montoute, pers comm). There is also an element of cynicism in some peoples’ attitudes to 
their fuel suppliers: those in financial difficulties are the most likely to think that any energy 
savings made by themselves will be countered by price rises on the part of the supplier 
(MINTEL 1997). These two factors work against the considerable advantage enjoyed by the 
energy company: that it is easily identified as a potential source of advice and relatively easy 
to contact.  
 
In 1994, the Consumers’ Association recommended its readers to contact their local EEAC 
for ‘practical advice over the phone that will help you cut your fuel bills’, following surveys 
which found, respectively, ‘hopelessly inadequate’ and very variable levels of service from 
regional gas and electricity companies (CA 1993,1994).  
 
As shown in Table 5.2, the 58% of the Competition Monitor panel who wanted energy advice 
in 1999 showed a strong preference for the EEACs – although these figures should be 
treated with caution as many panel members were recruited by EEACs (Baker 1999). They 
do however suggest a high level of trust in the EEACs by those who have experience of 
them. The figures contrast with those of the MINTEL survey, which shows a higher degree of 
confidence in suppliers - although this survey measures trust in up to three sources of 
advice, not a first preference as recorded by the Competition Monitor. 
 
Table 5.2: Trusted sources of energy efficiency advice (% of householders) 
 
 Electricity 

company 
Gas 
company 

EEAC Consumers’ 
Association 

Family or 
friends 

Local 
authority 

Competition 
Monitor panel 
(low-income) 

13 11 77 - - - 

MINTEL 
(benefit 
dependents)* 

41 41 20 26 21 17 

MINTEL (all)* 40 37 35 31 24 14 

* up to three trusted sources of advice 
Sources: Baker 1999; MINTEL 1997 
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The most striking contrast between benefit dependents and the sample as a whole in the 
MINTEL survey is in the degree of confidence expressed in the EEACs, which was 
considerably lower for disadvantaged households – in spite of the fact that low-income 
households are well represented among EEAC clients (New Perspectives, BJM). This also 
contrasts with the results of the Competition Monitor survey. Reasons for this could include 
lack of knowledge of their existence among those surveyed by MINTEL. (In 1997, at the time 
of the survey, there were only 33 EEACs which did not – as now – cover the whole of the 
UK.)  
 
The apparent discrepancy between reported lack of trust of fuel suppliers and the willingness 
of a substantial proportion of disadvantaged householders to respond to a survey by 
expressing trust in the supplier could be explained simply by the fact that everyone is aware 
of the existence of their supplier in a way that does not apply with most other agencies: ‘the 
best known organisations in the context of offering energy savings advice are the local 
electric and gas suppliers’ (BJM 1999).  
 
The number of referrals is the best indicator of trust in a locally-based advice provider, and, 
where established, such organisations can point to a steady flow of enquiries following 
recommendations from clients. 
 
The exclusion of a significant proportion of the population from widely-available sources of 
help through lack of basic skills and its relationship to issues of trust is described in Chapter 
3. This is borne out by some of the findings in the MINTEL survey: for example, 10% of 
households in socio-economic group E said that they trusted no-one for advice, would not 
know where to go for advice, or did not know who they trusted. 
 
The importance of an independent source of advice was stated by a number of providers 
consulted, for example  
 

It is vital that they (advisers) are seen as independent, non-threatening and non-commercial  

   (Pat Sykes, Energy Projects Plus, pers comm.) 
 
Can suppliers be independent or impartial in this way? The conditions set out in the decision 
document on Enhancing social obligations make it clear that suppliers must make available 
details of a number of sources of advice and information other than themselves (see 
Appendix 3 for details). The EST endorsement of PES energy advice services (now under 
review) also required impartiality (Sam Armstrong, pers comm). However, being impartial and 
being perceived as impartial are inevitably two different matters and suppliers are likely to 
continue to be seen as having a bias in favour of their own service. This can only be 
countered by demonstrating compliance with the Standard Conditions as far as is possible. 
 
 Summary 
A report from the RNIB summarises the requirements of energy consumers from their 
utilities: 
 

Blind and partially sighted people need the same from their energy and water services as everyone 
else: low prices, reliable and safe supply, courteous customer services, bills and other information 
that they can understand. Blind and partially sighted people need value added to some of these 
basic requirements.   

(Mann 2000) 
 
This chapter has outlined factors which need to be taken into consideration when formulating 
advice programmes and giving advice: a general lack of awareness of the potential of energy 
efficiency, the need to overcome social exclusion, the (limited) evidence on what 
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householders want to know about when they request advice, the part played by grant 
availability and the ways in which householders prefer to receive advice. The model of a 
three-stage process of awareness-raising, advice and follow-up or feedback is applicable to 
all these factors.  
 
Once the awareness of a customer has been raised to the point that s/he recognises that 
energy efficiency advice may be of use, provision is needed that is recognised as 
independent and knowledgeable and that communicates effectively with customers as 
individuals in order to introduce them to energy efficiency concepts and possibilities; 
 
Examples of good practice are outlined (mostly in the words of practitioners) in Appendix 2, 
which also discusses specific issues from the standpoint of the advice provider. (Note: These 
examples are meant to illustrate best practice - not to be exhaustive.) These examples share 
some or all of the following characteristics: 
 
• seeking out potential clients (eg, Energy Projects Plus visiting benefits offices; SCARF 

talking to community groups); 
• offering a Freephone service; 
• offering home visits where needed (eg Norweb, CHEAP); 
• having ready information on grants and assisting customers as needed in applying for 

them; 
• having well-trained and experienced staff (eg, Energy Projects Plus, SWALEC); 
• using bills as a source of information and feedback; 
• viewing advice as an interactive process between householder and adviser, in which 

dialogue is necessary and productive (eg, the COMTECHSA approach to analysing a 
householder’s billing history; SeniorLine workers who ‘unpack’ the stories of their clients); 

• networking with trusted local agencies who have responsibility for visiting people in their 
homes and giving assistance on related health, legal and welfare issues (eg, Calderdale 
HEAP and health; COMTECHSA and community groups); 

• training frontline workers (eg, Southwark Energy Agency training health visitors and 
neighbourhood renovation workers; Warm Front; NEA training home care workers); 

• providing follow-up visits or phone calls as needed (eg, West Lothian, SCARF); 
• taking into account the fact that many customers have difficulty with seeing, hearing, 

mobility, literacy and numeracy.  
 
Trust and clear information are essential in building a joint commitment to energy saving 
between supplier, adviser and householder.  
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CHAPTER 6: COSTS AND BENEFITS        
 
Analysis and evaluation 
There are no standard methods for monitoring, analysis and evaluation of advice 
programmes. The costs of an advice programme are relatively easy to measure, but data are 
patchy even there. The potential benefits are partly quantitative (reduced fuel bills, fuel 
consumption and emissions of carbon dioxide and noxious gases) and partly qualitative 
(improved comfort, understanding and confidence). Measurement of outcomes is sketchy in 
most advice programmes.  
 
The quantitative benefits of a programme are given by  
 
Benefits = no. adopting a measure (or a change in behaviour)  x  saving per measure 
 
The largest and most thoroughly monitored programme – the EEAC network  - relies on 
known numbers of contacts with the advice centre, sampling of clients to find out what action 
they have taken and estimated savings per measure. It is however difficult to assign savings 
to measures, claimed behaviour changes and purchases of more efficient appliances, 
especially given uncertainties about comfort take-back and the degree and duration of 
behavioural changes.  
 
There is no agreed list of the estimates of savings, backed by evidence, to be used in 
monitoring or in a system of accreditation (Green et al 1998). Two possible solutions to this 
are to develop more accurate estimates or to turn instead to measured consumption before 
and after advice combined with assessments of health, wellbeing and understanding. These 
assessments must not be neglected: measures of effectiveness must include non-economic 
benefits. This is possible if a degree of follow-up is built into the advice programme (WLEAP 
1997). 
 
As the attempt to reduce greenhouse gases is intensified, so the need grows for effective 
carbon accounting in order to measure the impact of different initiatives and use resources to 
best effect. In this way, advice takes on a political dimension. This chapter examines what is 
known about costs and benefits in advice programmes and the methods used to estimate 
and measure them. 
 
What constitutes a benefit? 
Government, suppliers, individuals and communities may well have different priorities when it 
comes to defining benefits of increased energy efficiency. Central government aims are likely 
to centre on a reduction in CO2 emissions and reduced pressure on the health service from 
cold and damp-related disease. Local government is directly responsible under the HECA 
and the McAllion Option for plans to improve the efficiency of all homes in their area and 
actions to reduce fuel poverty. Suppliers have statutory obligations to promote the efficient 
use of electricity in general and to provide energy efficiency advice with particular reference 
to disadvantaged customers. Individual householders aim for affordable warmth if they do not 
have it and (perhaps) for greater energy efficiency if they have already achieved a 
satisfactory level of comfort; while building up the confidence and understanding of 
householders in general is also of value in the long term and can be transmitted to friends, 
neighbours and children (Darby 1999). 
 
The 1998 review of UK advice provision (Green et al 1998) took these factors into account 
and found that most advice providers kept records of client numbers and satisfaction levels 
only. Most of a sample of 37 organisations interviewed had done little to monitor any actions 
taken by clients following advice, or to measure outcomes systematically. The situation was 
changing, not least because of the setting of targets for reductions in greenhouse gases, the 
establishment of the EEAC network and the passing of the Home Energy Conservation Act. 
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However, well-established community-based advice providers typically demonstrated 
success by the continuing demand for their services and had not been designed or run for 
formal evaluation. The utilities measured customer satisfaction only. Evaluation of HEES 
advice gave little indication of impact, not least because the impact of advice was tied up with 
that of the measures installed. The EEACs, monitored in far more detail than any other 
national scheme, sampled clients to establish how far they had acted on advice but used 
estimates of impact rather than measurements. 
 
The number of EEAC clients who go on to install grant-aided measures following advice is 
about a third of those advised to do so by the EEAC (see 3.4.3). However, other sources of 
advice – mainly gas and electricity companies – have been less thorough at giving out grant 
information: from 1996-97 only 14% of householders who consulted them remembered 
advice on HEES grants (in spite of 43% being potentially eligible), as compared with 44% of 
EEAC clients (New Perspectives research for EST). There is great potential for improvement 
here, including a need for advisers to take their clients all the way through the process of 
applying for the grant. Even a simple form can be daunting to many people. 
 
There are substantial problems in estimating the expected savings from advice on 
behavioural changes or on purchases that are not grant-aided (for instance white goods). If a 
householder confirms that s/he is taking more care and, for instance, switching off the lights 
when leaving the room, it is still impossible to predict whether this will save 1 or 20 kWh a 
year. Similarly, the householder can be advised that there are Energy Labels on fridges and 
freezers, but it is only after the purchase has been made that it can be confirmed that the 
purchase was influenced by the label and to what extent. For these reasons, the EEAC 
monitoring no longer includes an estimate of the benefits from behavioural changes or more 
efficient durable goods. These benefits can only be identified when they have been achieved, 
not estimated. 
 
Comparison between approaches to advice 
The 1998 review of 15 written reports covering UK projects and programmes demonstrates 
how difficult it is to compare advice programmes implemented and evaluated in different 
ways. The projects were divided into categories according to the mode of advice giving and 
the way in which effectiveness was evaluated. Those which demonstrated some level of 
effectiveness were:   
 
• opportunistic – with advice given when the client has recently moved house or had new 

equipment or energy efficiency measures installed (six projects); 
• energy-efficiency-led with media backup (the Energy Efficiency Advice Centres);  
• client-led locally-based projects with a poverty focus (four projects). 
 
Because of the variability between advice schemes, it was only possible to attempt a direct 
comparison between three programmes with different approaches. They were the energy-
efficiency-led EEACs and two client-led projects: a community project at Wester Hailes in 
Edinburgh and a local authority-supported advice project in West Lothian (Table 6.1). 
 
The figures of greatest interest are those for the estimated annual saving to the consumer 
from grant uptake and behaviour change (that is, from measures open to a low-income 
householder) compared with the expenditure per client for the provider. For the EEACs, 
which offer advice (often formulaic) to a large number of clients (not necessarily on low 
incomes), this figure was estimated at 66p saved per £ of programme costs. For the Wester 
Hailes community project, which included home visits to some participants, the estimated 
figure for net benefit was £2.02. The West Lothian project also demonstrated a high level of 
benefit from advice delivered through home visits and personal contact and was able to give 
a measured figure for benefits – not an estimate – by using client meter readings (see 6.5.4 
for details). Even without taking into account benefits accruing from grant-aided measures, 
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for every pound invested in the project the client saved £1.58 in the first year. The role of 
feedback to the consumer, supplied by meter readings combined with the opportunity to 
discuss them with an adviser, was seen as a major factor in the effectiveness of the West 
Lothian programme. 
 
Table 6.1: Comparing three energy advice programmes 
 
Programme Cost/client to 

programme 
 

(£) 

Cost of 
client’s 

investment 
(£) 

Client annual 
fuel savings 

 
(£) 

Savings/ 
programme 
expenditure 

(£) 
EEACs (client investment 
in efficiency measures) 

         29*          378 36  
(estimate) 

         1.24 

EEACs (grant uptake and 
behaviour change) 

         29*            - 17  
(estimate) 

         0.66 

Wester Hailes project– 
personal advice (grant 
uptake and behaviour 
change) 

         48            - 97 
(estimate) 

         2.02 

Wester Hailes project – 
advice videos 

         15            - 33  
(estimate) 

         2.20 

West Lothian project 
(behaviour change only) 

         52            - 82 
(measured) 

         1.58 

*this figure includes a contribution of £10 from the EST 
Sources: Green et al 1998; New Perspectives / BMRB 1997 
 
 
The relative effectiveness of the Wester Hailes and West Lothian work is highly significant in 
terms of pointing to the best approaches to advice with and for the disadvantaged. The focus 
on poverty-related issues and the investment of time and personal contact appear to have 
been highly effective.  
 
Estimating the ‘lifetime’ of the benefit from advice or physical measures is rarely 
straightforward. It is relatively easy to assign a lifetime to a new energy-efficient freezer or to 
draughtproofing, but even there it is not possible to say whether they will be replaced or 
damaged before their lifetimes are up. Loft and wall insulation are likely to stay in place, 
undamaged, but there are still question-marks over the effect their installation may have on 
occupants of a dwelling and the size of any comfort factor. A behavioural change may be 
transitory or for life, depending on what has changed and the people involved in the change. 
Such considerations underline the need for advice programmes that incorporate follow-up 
and monitoring of meter readings and bills. Such monitoring helps in making realistic 
comparisons between approaches to advice possible. 
 
Comparison between approaches to saving energy 
The comparison between approaches to advice is not easy when there is no agreed method 
of carrying it out. This difficulty persists when looking at different approaches to saving 
energy in general (Table 6.2). 
 
These figures differ substantially for a variety of reasons. They refer to different groups of 
people with differing behaviour patterns – for example, Norwegian consumers with relatively 
high consumption of cheap, hydroelectric power compared with low-income Scottish 
consumers with relatively low consumption of a mixture of fuels. They have been arrived at 
using different methods – estimates from computer models, or metered consumption figures. 
They relate to different mixes of physical measures and changes in behaviour. And they 
incorporate different assumptions about the impact of measures and changes in behaviour. 
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Table 6.2: Comparative costs of saving 1kWh  
 
Approaches to saving energy 
 

Cost 

EEACs (estimated cost to EEAC) 
(New Perspectives/ BMRB, 1997) 

0.2p 

Oslo Energi (informative billing with feedback) 
(Wilhite and Ling, 1995) 

0.6p 

HECAction (estimated impact of measures + any advice) 
(Jones et al, 1999) 

0.8p 

EEACs (estimated total cost, including that borne by client) 
(EST review, 1996/97) 

1.3p 

EESoP 2 target minimum cost 1.6p 

West Lothian energy advice (advice with feedback; not 
including impact of measures) 
(WLEAP 1997) 

1.8p 

  
 
The information in Table 6.2 does however indicate that: 
  
• consumption can be reduced at a low cost per kWh by improving feedback to the 

consumer by the supplier (Oslo Energi); 
• the highest cost quoted – 1.8p per kWh saved – is for measured savings which do not 

include the impact of physical measures and for advice given in a relatively labour-
intensive way, with follow-up calls to the consumer (see 6.5.4 for details).  

 
All of these are substantially below the price of electricity: 7p per kWh.  
 
Estimated benefits achieved by advice in the UK to date 
By suppliers 
Energy efficiency advice is given by fuel companies as a part of their customer service 
provision. While the seven PESs accredited by the EST were required to monitor the effects 
of their energy advice, results are not available and the scheme is at present under review 
(Sam Armstrong, pers comm).  The guidelines for reporting advice on gas ask for information 
on numbers requesting and receiving advice, advice topics and whether action has been 
taken to analyse whether advice was acted on and to monitor the quality of advice given 
(Ofgem 2000f). The actual analysis of whether advice was acted on is not required by the 
regulator. New reporting guidelines for electricity and gas under the Social Action Plan are 
being drawn up at present (Dave Barnes, pers comm). 
 
While evaluation of effectiveness of some advice schemes does take place, it is not publicly 
available and at present there is no standard format. Two recent examples are: 
 
• from an (unnamed) PES, showing annual savings of: 
 
o £58 for households who had been given verbal advice and completed a home energy 

survey (£50 attributed to specific measures, £8 to behaviour change); 
o £32 for those with verbal advice and ‘other printed information’ (£25 and £6); 
o £17 for those given verbal advice only (£14 and £3). 

(New Perspectives, pers comm) 
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These figures show that a home energy survey can add considerable value to verbal advice, 
though they do not include any information on the circumstances of the customers who 
benefited from the advice. This finding is most likely to be true for low-income households 
where grants are available.  
 
• from SWEB, showing high levels of satisfaction (94%) with the energy efficiency advice 

service, although only 30% said that they were likely to undertake any energy efficiency 
improvements during the next three months (Market Research UK Ltd 1998). 

 
Advice is not credited with any savings under the Standards of Performance as yet, although 
it enters into some SoP schemes, especially those undertaken as ‘flexibility projects’ once 
savings targets have been met. This lack of accreditation reduces the incentive to attempt to 
monitor the outcomes of advice. The monitoring of SoP schemes as a whole has been 
carried out by the Building Research Establishment, who have carried out a thorough study 
of consumption and temperatures in 350 homes. Their surveyors have found from this 
experience that it is certainly not possible to account for consumption figures purely in terms 
of physical changes and that behavioural issues are significant (Mark Phillipson, pers comm). 
There is scope to build on this monitoring programme to take advice into account, but 
whether this is appropriate will require some debate.  
 
By Energy Efficiency Advice Centres  
Early evaluation of the EEAC programme recorded perceptions of comfort in clients who had 
installed energy efficiency measures. The findings for 1995 showed 87% of the clients who 
reported lower fuel bills who were also more comfortable – an indication of benefit divided 
between savings and comfort which was repeated in later evaluations. The 1996-97 
evaluation showed 74% of clients as feeling warmer or more comfortable following action 
taken on EEAC advice, 15% ‘about the same’ and only 1% less comfortable. 70% said that 
they were more comfortable and had spent nothing themselves: they were entirely grant-
aided. 
 
EEAC monitoring shows that the average client installed, or planned to install, around twice 
as many measures as someone who had consulted other sources. Ratings of usefulness of 
advice were higher from EEAC clients during the early years of the programme than from 
those consulting other sources, and the recall of advice was also better (New Perspectives 
research for EST). However, the 1997 - 98 evaluation of the EEACs and a control group 
shows levels of satisfaction with advice as roughly comparable between the main sources:  
   
Source of advice % rating advice very or extremely useful 

EEAC 42 
British Gas 35 
Local electricity company 41 
Council 35 
Source: BJM 1999 
 
 
It has been suggested that in more recent years the effectiveness of advice from the energy 
companies – and the level of satisfaction - may have improved partly because householders 
have been phoning them more to enquire about new heating systems (a function of 
increased householder awareness) and have then gone on to improve their energy efficiency 
markedly; and partly because of the impact of SoP schemes which include advice as well as 
grants (New Perspectives). 
 
Levels of comfort are no longer monitored for the EEACs – the emphasis is now on the 
perceived usefulness of advice and the savings achieved. Research on the use of self-
completion questionnaires by the EEACs suggested that they were slightly less effective in 



  Effective Advice 

 

terms of savings per client than questionnaires completed over the phone or face-to-face 
with an adviser (though not in the home).  
 
Those EEAC clients who received no HEC questionnaire appeared to have made estimated 
savings as high as those who did (New Perspectives). However, as stated in section 6.5.1 
above, home energy surveys seem to have added considerably to the value of advice given 
verbally by a PES. It is not clear what factors led to such different outcomes, but it seems 
likely that the quality of verbal advice complementing the survey would have been highly 
important. 
 
The latest findings of the monitoring programme show that the total estimated financial and 
carbon dioxide savings arising from measures installed mainly on EEAC advice are £24 and 
272kg per home per year for 17,000 clients in 1998/99 - £5 and 72kg less than in 1997/98 
(BJM 2000). However, the methods used to reach these figures were different for each year 
– and different again from those used in earlier evaluations which quoted estimates for 
planned measures as well as for those already implemented. The early evaluations also 
indicated that low-income households save less on average than higher-income households 
(New Perspectives).  
 
The financial saving for 1998-99 is broken down as follows (the figures are rounded): 
 
Savings from specific measures (eg loft insulation) £11 
Savings from behavioural measures (eg using less hot water) £11 
Savings from installation of more efficient appliances £2 
Additional savings from specific measures installed with 
grant advice from an EEAC 

£1 

  
Total £25 
 
£25 is not a large total saving, particularly as £11 is assumed to come from the use of less 
hot water. However, 28% of EEAC clients said that they had already recommended the 
EEAC to someone else and 81% would be willing to do so, while 54% would be willing to re-
contact the EEAC. These suggest that there may be other, less tangible, benefits to 
contacting an EEAC in terms of raising awareness of possibilities and of making a start on 
the process of improving energy efficiency in the home. These figures also point to 
unrealised potential in the programme as yet. 
 
By HEES 
Roughly 60% of HEES clients had received advice in the early years of the scheme, prior to 
the first full evaluation (Oseland, 1996). This was mostly in written form with 18% receiving 
written and spoken advice. Half of the sample said it was very useful; 7% that it was not 
useful. There was some monitoring of the quality of service for HEES advice (Brady and 
Hutton, 1994), but none on outcomes. While those who received advice were more likely to 
describe themselves as more comfortable following a HEES installation than those who did 
not, in quantitative terms there was ‘no significant difference in benefits between households 
in receipt of loft insulation, draught-proofing, or both, with or without energy advice’ (Oseland, 
ibid.).  
 
The overall figure for benefits from HEES installation – a ‘potential average reduction in fuel 
costs’ - was given as £45 per household (DETR, 1999). Properties which had had HEES 
treatment were estimated to have gained 4 SAP points (DETR 1999).  
 
There is little hard evidence that energy efficiency advice given under HEES so far has been 
effective. The DETR are persuaded that it is important in terms of reducing household fuel 
bills and have included it under the new programme, where heating improvement measures 
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and whole heating systems will be supplied (Chapter 4). A major difficulty at the pilot stage of 
New HEES, though, was the lack of understanding of how to operate the controls of new 
heating systems (EST/CSE 2000). 
 
By other initiatives 
There is no global figure for savings made by local authority or independent advice agencies. 
There are however figures showing what is possible with best practice: for example, the 
advice project in Bolton which saved more in one heating season than the cost of giving the 
advice, and the West Lothian Energy Advice Project which produced a measured average 
annual saving of £82 to clients from reduced fuel use  - roughly 12% of the average Scottish 
expenditure of £683 on fuel (EEO 1988; WLEAP 1997; ONS 1996). The West Lothian 
experience is worth quoting from in detail, as it provides a blueprint for the giving of advice 
along with a reliable method of monitoring effectiveness. 
 
‘Clients can contact the project using Freephone and Freepost. 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. Initial testing found this to be accurate within 5%.  
 
‘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 adviser are satisfied that 
‘consumption is consistently within their (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 advisers 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’ The method ‘gives the customer ownership of 
the problem. They can see right away the positive effects of the energy advice – they can 
see an immediate drop in consumption without having to wait for a bill to come in and 
compare it with a bill from the previous year.’ (WLEAP, pers comm). 
 
‘The majority of the measured fuel savings come from behaviour changes, not the installation 
of energy efficiency measures (though this may contribute later to savings). 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. HEES was the reason for 18% of 
enquiries. In winter, HEES-funded measures can take 12-16 weeks to install and would not 
usually be picked up during monitoring, though they 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 HEES-funded measures would not be included. 
There is no attempt to quantify specific savings as a result of specific client actions. 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. 
 
‘Fuel 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. 
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Advice on condensation, which was 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’  (Green et al 1998). 
 
What is the potential for improving effectiveness?  
Advice is part of a wider picture. It always takes place in the context of physical conditions, 
the knowledge and skill of the adviser and the ability and willingness of clients to contribute 
their information and interpretation to advice and to make changes. The most recent review 
of advice in the UK concluded that savings of 10% from opportunistic and client-led 
programmes of advice given by trained advisers were achievable (Green et al 1998). 
Improved feedback to the consumer can also achieve savings of 10%, with and without 
advice (see Appendix 4). The estimate derived from the EEAC programme is that ‘even the 
most effective advice does not improve net energy efficiency in the homes it reaches by 
more than 12%’ (New Perspectives research for EST). A round figure of 10% savings from 
well-focused and delivered advice emerges as realistic: this is also the case with 
programmes aimed specifically at low-income consumers. 
 
This relatively upbeat view of potential has to be seen in the context of the overall demanding 
target of a 30% improvement in domestic energy efficiency set by the Home Energy 
Conservation Act. It also has to be recognised that there is a ‘decay rate’ for advice, as for 
homes: many measures installed following advice will be repairs or replacements which do 
nothing to improve the energy efficiency of the home; others – such as an increase in the 
depth of loft insulation - may represent an improvement on existing measures but will not 
make a great difference to energy efficiency; all measures will in time come to the end of 
their lives and may not be replaced. As time passes, there is an inevitable loss of energy 
efficiency in a home unless measures are taken to counter it. Where behavioural factors are 
concerned, it is extremely hard to estimate how many changes for the better are ‘lapsed’ or 
forgotten, but this will happen in some cases. Householders may have controls to improve 
their energy efficiency but may fail to use them through ignorance, lack of care or failure to 
mend them when they break (New Perspectives).  
 
The overall annual ‘decay rate’ for energy efficiency in the housing stock is estimated at 4% 
and means that the rates of improvement post-HECA (estimated using the HECAMON 
software) are usually too optimistic, and sometimes by a factor of as much as 5. Energy 
efficiency advice reaches between 2-6% of households each year and the annual net rate of 
energy efficiency improvement in all homes is only 1% (New Perspectives). Yet the HECA 
requires local authorities to aim for a 30% improvement within 10 years. This target cannot 
be met without a huge increase in the scale and quality of advice programmes and 
installation of physical energy efficiency measures. This implies: 
 
• improved energy education, outreach and information to raise awareness; 
• better signposting of advice;  
• more access to trained energy advisers; 
• expansion of the advice network to allow for more home visits for those who most need 

them; 
• well-coordinated and timely information on grants and incentives; 
• increased funding for energy efficiency grants; 
• feedback to householders on their energy usage by way of advice follow-up, informative 

billing and energy audits. 
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Summary 
There are no standard methods for monitoring, analysis and evaluation of advice 
programmes. 

Fully-monitored advice programmes are rare and the largest-scale monitored programme – 
the EEAC network – uses estimated, rather than measured, savings.  

Advice can save energy for 1.8p per kWh of measured savings in one year in low-income 
homes, through behavioural changes alone. The cost is lower if grants are utilised.  

Informative bills have produced durable savings for Norwegians for 0.6p per kWh. 

Only around a third of those advised about a grant by an EEAC take it up and a similar 
proportion of those advised by SWEB plan to undertake energy efficiency improvements.  

The New HEES pilot survey demonstrated that people are not able to use their new heating 
controls properly.  

Well focused and carefully delivered advice can save 10% of low-income energy bills; so can 
improved feedback to the customer.  

The challenge of making a 30% improvement in the energy efficiency of the housing stock 
within 10 years is extremely demanding. This target cannot be met without a huge increase 
in the scale and quality of advice programmes along with the installation of physical 
efficiency measures. 
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CHAPTER 7: Summary and recommendations 
 
The objectives of advice 
The main reason that disadvantaged households want energy efficiency advice is to enable 
them to be in control of their energy expenditure and have adequate energy services. This 
means that they: 
 
• are not in debt; 
• are paying the lowest tariff that they find appropriate; 
• are warm enough for health and comfort; 
• know how to lower the cost of energy services through more efficient use of energy, 

particularly with the aid of grants and subsidies; 
• know how to control their energy-using equipment (eg thermostats, timers) and 

understand the implications of the way they use energy. 
 
All of these dimensions have been included in the remit of this study with the aim of boosting 
energy efficiency in low-income households and improving the levels of comfort and health; 
conserving energy on its own is a later consideration. 
 
The evidence 
Definitions and description 
The provision of energy efficiency advice to the disadvantaged involves at least three 
definitions. These are taken in turn. There is no definition of advice generally accepted by the 
advice agencies and the energy regulator, often because there has been no attempt to 
define 'advice'. As a result, there is confusion and vagueness at present about the difference 
between advice and information (Appendix 3). The definitions proposed by this report are: 
 
advice is specific to individuals and their circumstances; 
 
information, by contrast, is not specific to the person who receives it but is intended for 
general use, such as leaflets or fliers sent out with bills.  
 
Recommendation 1: The definition of advice should be clarified to ensure that all the main 
agencies are working with the same definition. The definition of information should also be 
clarified, in order to confirm the difference between advice and information. This will aid a 
comprehensive approach to provision and monitoring.  
 
Domestic energy efficiency is defined here as the output of energy services per unit of 
expenditure on fuel, which encompasses both economic and technical dimensions. It is not a 
purely technical definition: the cost of the fuel used is a factor as well. As a result, advice on 
energy efficiency can apply to: 
 
• unit costs of the fuel used (bills, tariffs, changing supplier) and 
• capital investment in more efficient measures and equipment, together with the more 

careful use of this equipment. Behaviour is included because the effectiveness of some 
measures depends on how they are used, particularly controls. 

 
These two distinct groups (called unit costs and measures for simplicity) are both part of 
energy efficiency advice under this definition, but are treated separately in the following 
analysis.  
 
Recommendation 2: The definition of energy efficiency advice should be clarified, and 
should differentiate between advice on unit costs and advice on measures and energy-using 
equipment. 
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The disadvantaged are defined here as those on a means-tested benefit (see Chapter 3) and 
this is assumed to be synonymous with low-income. There is imprecision in official 
communications about the group to be included, for instance in the Energy Efficiency 
Commitments (SOP 3 and 4). This could result in the investments being spent on those who 
are not the poorest.  
 
Those who are on a means-tested benefit are, by definition, on a low income and have little 
or no capital. The majority of energy savings and improvements in comfort come from 
behavioural or tariff changes, or from accessing grants. If a measure is installed with private 
finance, this is more likely to be as a result of borrowing than from personal savings. These 
characteristics are important in defining what is appropriate advice for the disadvantaged.  
 
Ideally, there should be consistency with the definition used by the Government for its fuel 
poverty strategy. Not all those in receipt of a means-tested benefit will be in fuel poverty, but 
the majority will be. There are perhaps eight million households in receipt of a means-tested 
benefit: the number is not available in conventional Government statistics. This does not 
include all the disabled, rural residents or pensioners, only those on a low income. There are 
substantial numbers of people (about 20% of the adult population) who are disadvantaged 
through their limited literacy and numeracy and it is assumed, but not confirmed, that the 
majority of these are within the eight million households. The constraints of limited literacy 
and numeracy have to be accommodated in appropriate advice for the disadvantaged. 
 
The definition should recognise the need to identify an eligible household on the doorstep as 
well as the requirements of national monitoring. The receipt of a means-tested benefit is 
appropriate for easy identification, but these claimants are not treated as a homogeneous 
group in national statistics.  
 
Recommendation 3: The definition of disadvantage should be clarified in order to confirm 
the number of households that come into this category and how they can be identified, both 
when giving advice on the doorstep and for national monitoring. 
 
Based on these descriptions, the complete definition used in this report is:  
 
Energy efficiency advice is specific to low-income individuals and their circumstances, with 
the aims of improving energy efficiency, comfort and the ability of a household to achieve 
affordable warmth.  
 
Within this definition, all of the following could be considered advice: 
 
• telling a householder that an insulation grant exists and that s/he is eligible, because on a 

means-tested benefit. The receipt of benefit is the only personal information provided and 
required. 

• sending a householder a computerised, personal print-out listing investment options after 
s/he has completed a standard home energy survey, printed in a newspaper, and returned it 
to an advice centre. No verbal communication has been involved. 

• providing information on cheaper tariffs, so that the consumer pays less for energy and 
obtains energy services more cheaply. 

• hands-on instruction during a home visit. 
 
This illustrates how broad the definition is – and not one that everyone will agree with – but an 
inclusive approach, such as this, can successfully be combined with high target numbers for 
advice programmes. Other, narrower definitions (for instance limiting energy efficiency to 
technical efficiency, with no economic dimension) ignore the main concern of low-income 
households, money. The cost of the fuel used is important.  
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How people prefer to access advice 
Too much of the debate about effective advice has been from the perspective of the adviser; 
this is looking at the issue from the wrong direction. Very little is known about what 
disadvantaged consumers perceive as useful advice. Even those motivated to obtain advice 
often do not act upon it. For instance, less than 40% of those advised by an EEAC about a 
grant go on to obtain one. This proportion is dropping, perhaps because of the reduction in 
telephone calls and the growth in paper-based information. With the latter, there is no 
certainty that people have read the reports and this would explain why they do not remember 
being given advice on grants.   
  
The evidence from the experienced advisers consulted for this study suggests that low-
income households find advice more useful when it involves personal contact and a chance 
to discuss issues. This view includes the belief that the best advice involves use of fuel bill 
data, home visits and discussions that range across all of the issues relevant to the wiser use 
of energy (Chapter 5). Only about three-quarters of the poorest households (the lowest 
decile) have a telephone, so meetings in the home or in the advice centre are preferable. 
Advisers require extensive training and broad expertise for this type of work (Chapter 2). 
 
‘Opportunistic’ advice is particularly useful, as it establishes good practice from the 
beginning. It is given to the householder when a new heating system is installed, when they 
move into a new home or when they acquire a new piece of energy-using equipment. 
Opportunistic advice can be given by someone with the necessary technical knowledge and 
the skill to communicate it. The New HEES and New HEES Plus schemes should be 
providing opportunistic advice by ensuring that the householder can use the newly-installed 
equipment effectively.  
 
Nationally, the main energy advice providers regarded as potentially useful by low-income 
householders are the energy companies, EEACs and local authorities (including independent 
agencies funded by the LA). Independence is a valued characteristic in an advice 
organisation and helps to explain the relatively high level of trust in the EEACs. There are no 
survey figures on levels of trust in local agencies: the number of referrals to a locally-based 
advice provider is the best indicator of trust, and the established organisations can point to a 
steady flow of enquiries following recommendations from satisfied clients (Chapter 5). 
 
Energy companies are easily identified as potential sources of advice but trust in them may 
have been damaged by past experience. Little is known about the extent to which memories, 
even distant ones, of disconnections, debt hassles or other negative situations are still a 
deterrent to approaching an energy company for assistance. 
 
Recommendation 4: Research should be undertaken into how many and which sources are 
influential in achieving real energy benefits for the disadvantaged householder – and what 
makes them effective. This research should be carried out from the householder’s 
perspective and clarify what is the main motivation for seeking advice: worry about fuel bills, 
health or some other factor. 
 
The research should consider separately the provision of good advice on unit costs and what 
is seen as appropriate on efficiency measures, comfort issues and the wiser use of energy-
using equipment. The provision of home visits is likely to be an essential component of some 
advice services, for instance where condensation and mould are problems. However home 
visits may not be wanted nor be seen as appropriate by everyone, for example in relation to 
tariff-switching.   
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Recommendation 5: The findings of this research should be used to identify examples of 
best practice and to define what are the minimum standards of competence and service 
required in qualified energy efficiency advisers.  
 
Several examples of good practice have been identified in this report (Chapter 5, Appendix 2), 
for instance the activities of West Lothian Council Energy Services, SCARF in Aberdeen and 
Warm Front in Brighton, but there have been insufficient resources to investigate and categorise 
properly. The first two of these groups are strongly focused on a locality and have a reputation 
built up over several years. The evidence appears to be that few organisations, if any, take the 
consumer through all the stages of creating awareness, giving advice, and confirming action. 
Most of the examples of best practice relate to one or two of these stages. For instance, Warm 
Front is training community networkers to be alert to energy issues, so that these networkers in 
turn can help create awareness amongst their clients. 
 
Numbers of disadvantaged obtaining energy efficiency advice 
The main providers are the energy companies, the 52 Energy Efficiency Advice Centres 
(EEACs) and HEES, with local authorities, housing associations, independent locally-based 
centres, home improvement agencies, Citizens’ Advice Bureaux, money advice centres and 
a host of other, smaller organisations contributing to the total. Centralised, consistent data on 
quantity, mode, content and estimated impacts of advice delivery are only available for the 
EEAC network. 
 
There is uncertainty about the numbers receiving advice both because of the myriad of 
organisations involved and the imprecise definitions in use. The proportion of disadvantaged 
householders in the UK receiving advice on energy efficiency measures through the three 
main routes (energy companies, EEACs and HEES) each year is probably no more than 5% 
(Chapter 3). This means that a householder may have to live in fuel poverty for 20 years 
before receiving advice from these sources on how to remedy the situation. The total advised 
through the myriad of other sources is difficult to estimate, although they are clearly 
important. 
 
The number of people phoning an energy company and receiving advice on how to lower 
their running costs has not been separately identified. The benefit derived from advice on 
bills and tariffs is even more difficult to identify. Part of the evidence should come from the 
reports on fuel poverty, for instance in the next English House Condition Survey Energy 
Report, to be published shortly. 
 
Recommendation 6: Once the definitions of disadvantage and energy efficiency advice 
have been confirmed, further research should be undertaken into the numbers of 
disadvantaged in receipt of energy efficiency advice at the moment and the benefit being 
derived from this advice. This should be identified separately for unit costs and for measures 
and equipment.  
 
Monitoring and evaluation 
There has been little systematic monitoring and evaluation of the effectiveness of advice. As 
there is no agreed basis for evaluation, comparisons between different schemes are difficult 
or impossible to make.  
 
The problem of monitoring the effectiveness of advice is compounded because: 
 
• advice is not eligible for an allowance within SOP; 
• the EEACs no longer claim the benefits of the effects of advice on behaviour or on 

efficient appliances because of uncertainty about credible savings; 
• more careful behaviour does not alter SAP ratings, as these are based solely on installed 

measures, not on how they are used.  
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The evidence points to an average energy cost saving from well-focused advice of around 
10%; this advice may cover both unit costs and measures. The estimated savings from 
advice on measures from the EEAC and HEES programmes are considerably lower than this 
(Chapter 6). In addition, 50% of the measures installed on EEAC advice are repairs or 
replacements: they replace deteriorating equipment but are not additional improvements 
(New Perspectives research). 
 
The benefits of advice 
The calibre and suitability of advice being given has not been researched in detail. However, 
some of the procedures of the EEACs and energy companies appear to be sub-optimal as 
far as low-income households are concerned: 
 
• advice is seen as a one-off activity, with rare confirmation that it has been effective and 

produced benefits for the householder; 
• there are some doubts about the accuracy (energy company Codes of Practice) and 

suitability of the advice content for low-income households. These need to be properly 
researched; 

• the advice on running costs from the energy companies has not focused on providing a 
customer service that ensures that the bill is as low as possible; 

• even where there is a requirement on the energy companies to provide a disadvantaged 
group (eg prepayment meter users) with information that advice is available, this does not 
seem to be widespread practice. It would be preferable for there to be a requirement to 
provide the advice; 

• the EEACs are increasingly dependent upon the HEC form and computerised response. 
This will help some low-income households, but probably not the majority, because of 
their lack of capital and because of the numbers in rented accommodation. Filling in a 
HEC also requires a reasonable level of literacy and commitment; 

• the EEACs do not offer home visits and the energy companies provide home visits to a 
variable (small) proportion of their customers only. They are not required to do so by 
Ofgem any more (Appendix 2, section 6); 

• the evidence from the New HEES pilot projects is that 35% of recipients of new central 
heating systems did not know how to use the controls. 

 
Recommendation 7: The accuracy and suitability of the advice content should be tested 
periodically by ‘mystery shoppers’.  
 
The remaining discussion considers how the situation might be improved to make energy 
efficiency advice more effective for more low-income households. 
 
The future 
Advice as a process 
One of the major proposals of this report is that effective energy efficiency advice should not 
be seen as a single action, but as part of a process, with three distinct stages (Chapters 1 
and 2): 
 
• raising awareness, so that advice is sought; 
• the giving of advice by experts; 
• confirmation and reinforcement, to ensure that the advice is acted upon and is effective. 
 
This is a process of empowerment and should result in a continuous cycle of discovery, 
action and improvement. However, initiating the first stage in this process, the first insight, is 
probably the most difficult. It may be this lack of awareness, this ignorance, that results in 
many low-income households not seeking help. 
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Recommendation 8: Whilst awareness raising is crucial, advice starts when the customer 
contacts the agency. Energy efficiency advice agencies should both provide the advice and 
follow it up (the second and third stages of the process): advice without follow-up cannot be 
confirmed as effective advice.   
 
Awareness raisers 
The role of awareness raising has been considerably underestimated and is thought to be a 
major reason for the low level of contact between low-income households and advice 
providers. The disadvantaged often need access to the knowledge that advice is available 
(recognising that around 20% of the population have difficulties with literacy). This problem 
has been recognised by the DETR in the design of New HEES, as this encourages the 
development of local referral networks. This part of the process is important for energy 
efficiency advice generally and needs to involve people that come into contact with the 
disadvantaged, particularly in the home (meter readers, health visitors, carers, etc). There is 
also a role for those that advise low-income households on related topics such as general 
housing repairs, welfare rights and debt advice.  
 
Recommendation 9: All those ‘frontline workers’ who normally meet the householder in the 
home or discuss on the phone topics that can link to energy efficiency should have a 
minimum level of energy awareness, so that they are alert to the opportunities for 
improvement. The most basic level of training could be a half or whole day’s course. This is 
not a professional training course.  
 
Recommendation 10: All of these 'frontline workers' should be strongly targeted by energy 
efficiency advice agencies, to ensure that they have benefited from energy efficiency advice 
and are able to speak to the disadvantaged on the basis of personal experience.  
 
Building on networks 
The networks of community activists could be enhanced by co-ordinating people on a 
geographical basis, for instance that of an EEAC. This would have the mutually reinforcing 
effect both of supporting the process of advising and of confirming that it is being effective. 
The community representatives are also well able to monitor the way in which the local 
energy companies are treating their customers. 
 
Recommendation 11: Community representatives should meet to co-ordinate advice in a 
given area in order to optimise both awareness-raising initiatives and successful delivery of 
advice. The EEACs could provide the central organisation. 
 
Feedback and reinforcement 
Feedback and reinforcement are similar but different activities. Reinforcement is seen as 
something that involves the advice provider: it is a continuing conversation about the advice. 
For instance, has the recommended grant application been made and was it successful? If 
not, why not? What more can the adviser do to help? Feedback can occur through more 
passive means, such as sending an informative bill or encouraging the householder to take 
his/her own meter readings frequently. Feedback is more important where a change in a 
habitual behaviour is required and several prompts are needed. 
 
The effectiveness of feedback on domestic energy use has been demonstrated in a number 
of studies, whether given on its own or in conjunction with advice (Chapters 2 and 5, 
Appendices 4 and 5). An important component is for people to monitor their own energy 
consumption and this should be encouraged through all contacts with advisers.  
 
More informative bills, for instance with monthly actual consumption plotted as a graph, could 
be extremely influential in this process. Estimated readings and direct debits result in less-
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informed consumers. For low-income households where fuel costs are so vital, many 
specialist advisers believe the householder needs to monitor his/her own fuel bills and 
develop a good understanding of the household’s use-profile.  
 
With measures, there are many reasons why the advice may not be acted upon and gentle 
checking from the advice provider would confirm that the householder understands all the 
issues and procedure. Some providers, for instance, have given clients assistance in 
applying for grants by filling in the appropriate forms. This follow-up should be seen as an 
integral part of the advice service and of adviser training programmes. 
 
Recommendation 12: Follow-up should become a normal part of energy advice practice, as 
it is now a part of best practice, whether the advice has been given on unit cost issues or on 
measures and their use. This is to confirm that the advice has been effective and the 
householder has benefited. 
 
Training 
The giving of effective energy advice requires skill, knowledge, communication skills and 
commitment: recruitment, training and remuneration should reflect this. The levels of training 
need to be established for: 
 
• members of the awareness-raising network. Half-day or day courses are being developed 

and piloted, for instance by Warm Front. These will need to be evaluated and a 
performance standard agreed; 

• people giving advice on unit costs. Most of these advisers will be employed by a specific 
energy company, who will have responsibility for training, though a common service 
standard should be defined in conjunction with Ofgem. Ofgem recommend, but do not 
require, call-line operators at the utilities to have the City and Guilds qualification; 

• people giving advice on energy measures and their use. There should probably be a 
hierarchy of qualifications, of which the City and Guilds is the first rung (for people 
inputting HEC/ HES returns) and the NVQ level 2 the second, perhaps for those who 
undertake home visits. The NHER training is also of use (George Trist, pers comm). To 
date, around 8,000 people hold the C&G qualification and about 300 hold the NVQ 
(Sheila Keating, Appendix 2). 

• the New HEES surveyors, who are giving advice both in a general sense (the first visit) 
and specifically on the use of the installed equipment (final visit). 

 
Recommendation 13: The level of training of energy efficiency advisers and community 
networkers should be stipulated, together with the provision of continuing professional 
development. Some new courses may need to be developed. 
 
Accredited agencies 
Another requirement is to define the minimum standards to be provided if an agency is to be 
accredited as capable of providing energy efficiency advice. This will include the range of 
qualified advisers that should be available within the same organisation, to resolve the 
householder’s problems rather than refer them to another agency. This minimum standard 
should cover the availability of free home visits. These may not be required when giving 
advice on unit costs, but they would be for advice on measures. Additional thought will be 
required about the way in which feedback and reinforcement are incorporated into the 
agency's procedures and how they should be monitored.  
 
The role of the minimum standards interacts closely with monitoring the effectiveness of 
advice in general (discussed below). If the minimum standard is rigorous and effective, then 
some monitoring can simply be of the numbers of people advised.  
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The minimum standard of energy efficiency advice will have cost implications for the delivery 
of the service. The provision of one-stop shops would assist householders: one visit could 
result in a discussion about both the fuel bill and measures. It is not easy to see how these 
could develop if there were to be a specialisation by the energy companies on unit cost 
issues and of the EEACs on measures and behaviour. The energy companies have a 
continuing role in fulfilling their Energy Efficiency Commitments (the old SOP schemes) and 
will probably want to promote these measures themselves. This will ensure that the 
consumer makes the link with the right 'brand' name. However, the energy companies have 
tended to shut down showrooms, so do not have premises where the public can meet them. 
If the energy companies have to provide face-to-face access, this would be expensive for 
them. 
 
Recommendation 14: The minimum standards required of energy efficiency advice 
agencies, how these are to be monitored and who is responsible for accreditation, should be 
investigated. This will require co-ordination between Ofgem and the EST, at least. Ofgem 
have an important role to play in monitoring and enforcement of clear standards. 
 
Targets 
The present level of energy efficiency advice, whether on running costs or on measures, 
reaches a very limited number of low-income households a year. A much higher target is 
recommended. If 20% of the disadvantaged received some form of effective energy advice 
each year, everyone could have some form of input and opportunity for improvement every 
five years. This will be a necessary rate of progress if the Government is to reach its target of 
eradicating fuel poverty by 2010. 
  
Recommendation 15: Research should be undertaken into how the numbers of 
disadvantaged receiving energy efficiency advice could be increased substantially and what 
would be an appropriate annual figure, from all sources.  
 
Advice on unit costs 
The energy companies are the custodians of confidential information about each individual's 
consumption patterns and payment history. This should be used to support the drive for 
lower bills and to identify those with special problems. Consumers expect service providers, 
such as rail companies and the banks, to advise on the cheapest fares and lowest bank 
charges. People should have similar confidence in the energy providers.  
  
Even though the customer may phone up because of a query, a debt or a threatened 
disconnection, the adviser should be required to: 
 
• ensure that the customer has been advised on how to reduce the bill through cheaper 

tariffs or fuel switching; 
• identify for the customer when consumption looks unusual or the bill is particularly high (eg 

very little use of Economy 7) and offer to discuss this. There are several diagnostic tools 
available to aid this process; 

• pass the customer on to an adviser in energy efficiency measures, if at all possible; 
• be proactive in stimulating these debates, even though the customer has not introduced the 

subjects; the energy company could initiate the phone call.  
 
By the end of the conversation, the customer is confident that his/her bill is as low as the energy 
company can make it through tariff and billing options, whilst still achieving the customer’s 
objectives. Ofgem is working towards this in the Codes of Practice (Appendix 3), but not quite 
this explicitly.  
 
This would probably be the level of service provided by a money advice centre, Citizens’ Advice 
Bureau or similar.  It is just that these latter examples rely on the householder to provide the fuel 
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bill data; there is no automatic access to the energy company files and no way of identifying 
those in need of help prior to their approach to the advice provider. 
 
Recommendation 16: Ofgem should require the customer enquiry services of the energy 
companies to be more proactive and diagnostic, to increase consumer energy awareness 
and identify unusual energy use patterns that could be discussed and referred to an energy 
efficiency adviser. The provision of effective energy efficiency advice services should be 
mandatory. 
 
The energy companies have the additional advantage of being the bill providers and can use 
this route to provide feedback to customers that will reinforce the energy efficiency advice. 
Research is being undertaken under the Energy Efficiency Best Practice Programme into the 
role of advanced metering in supporting both feedback to consumers and more informative 
bills. There is also work to be done in making bills more intelligible to customers. 
 
Recommendation 17: There should be research into how best to improve metering and 
billing services in order to improve feedback to the householder on whether savings are 
being achieved. 
 
 A target per household to support effective advice  
Advice is only a means to an end, and the objective is to reduce household consumption 
whilst improving the standard of services being obtained. For energy companies to be given 
a target that requires them to reduce consumption per household would be problematic and 
contrary to their present ethos. This can be overcome by expressing the target in terms of 
reduced emissions of carbon dioxide: the measure required in the climate change 
negotiations. This would enable the energy company to supply more energy but have lower 
emissions, provided that an increasing proportion of the energy comes from renewable 
sources and through greater efficiency (Fawcett et al 2000).  
 
The suggestion is that the target is for energy companies to have an Average Utility Carbon 
per Household (AUCH) that has to be reduced each year. This would be achieved by lower 
energy consumption, as well as a changing fuel mix, both by suppliers and by householders. 
Whilst not directly relevant to the debate about advice, AUCH would provide part of the 
framework that ensures both consumers and suppliers are working towards a common goal 
of a lower carbon future in the residential sector. Other measures would be required to 
provide a complete framework.  
 
Recommendation 18: Ofgem could research whether the energy companies should have an 
Average Utility Carbon per Household (AUCH) target, to be reduced each year, as a means 
of controlling consumption and contributing to the environment. 
 
Future monitoring and evaluation 
Evaluating the effectiveness of advice, in isolation, is a difficult and expensive task. However, 
several recommendations have been made already which would have the effect of 
simplifying the process of monitoring, because it takes place in a controlled environment. 
These are that: 
 
• the calibre of advice is upheld, through training, accreditation and minimum standards; 
• feedback and reinforcement are integral parts of advice in future: advice is no longer a 

one-off action; 
• advice networks are strengthened and co-ordinated on a geographical basis such as an 

EEAC area; 
• the energy companies have a target to reduce carbon emissions per household, partly 

through greater energy efficiency. 
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In these circumstances, monitoring and evaluation are not in isolation but are embedded in a 
supportive structure. It may then be sufficient to monitor the effect on the disadvantaged in 
terms of some combination of: 
• the numbers advised (an input measure);  
• fuel bill reductions based on meter readings (an output), perhaps combined with reduced 

carbon emissions per household (AUCH). Reductions aggregated over a geographical 
area such as that of an EEAC or a supplier’s ‘home territory’ could be used as an 
indicator of progress; 

• increased levels of energy efficiency, for instance as measured by SAP, for the HECA 
reports; 

• the size of household debt, which should be reducing; 
• and the health status of the poorest households, which should be improving.  
 
The Government, through the DTI, will be monitoring progress on the reduction of fuel 
poverty and there should be synergies between how this is being tracked and the 
effectiveness of advice programmes.  
 
If the structure provided by the earlier recommendations is not present, then monitoring and 
evaluation are more difficult. For instance, it would not be sufficient to monitor the 
effectiveness of advice on energy efficiency measures through the numbers of requests 
alone. The number of callers to an advice line is easy to monitor, but does not directly 
represent savings. An emphasis on numbers encourages the use of a minimalist approach to 
advice - increasing the numbers by spending less time with everyone. This appears to have 
been successful for the average EEAC in the sense that, even though each person is saving 
less, more people are responding and so there are greater overall estimated savings. It is 
less clear how successful this has been with lower-income households, particularly if they 
are less responsive to written material (HEC returns).  
 
The present method of assessing EEAC effectiveness is one-sided and counts all the 
assumed benefits, without acknowledging the increases in consumption as a result of 
deteriorating housing conditions or a more energy-intensive standard of living. The 
theoretical savings calculated do not appear to match what is actually happening to energy 
use.  
 
The effectiveness of advice, in aggregate, should be evident in the HECA returns produced 
annually by each local housing authority. These are usually based on the Standard 
Assessment Procedure (SAP), but this is of minimal benefit as it is theoretical and only 
considers the heating-related energy consumption in detail. Other energy uses are added in 
on a formula basis. A better method of assessment is needed, that is based on actual bills 
(and reflects changes in behaviour) and includes all uses of energy in the home, including 
lights and appliances.  
 
Recommendation 19: A new method of energy auditing of properties should be developed 
that is based on actual bills, real behaviour and total energy use. This would enable the 
effectiveness of advice, at the household level, to be monitored more accurately.  
 
Coherent strategy 
The many uncertainties and inconsistencies identified in this study indicate the need for a 
coherent strategy, co-ordinated by the Government. The strategy would include the DETR 
(with overall responsibility for the EST and HECA), the DTI (responsible for monitoring fuel 
poverty), Ofgem, the energy supply companies, the EST and local authority representatives. 
The strategy should provide guidance about:  
 
• the 20 detailed recommendations in this report; 
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• how to ensure that householders obtain consistent messages, even from different 
sources; 

• how to co-ordinate the information on grants, as these are proliferating; 
• additional support for low-income households, for instance the provision of interest-free 

or cheap loans;  
• the relative roles of the different agencies and how to dovetail these; 
• provision for inter-agency support, for instance on advising about grants made available 

through another agency. This may require the establishment of linked websites that can 
be accessed by all advisers; 

• the best methods of monitoring and evaluation, to avoid double counting. This will include 
making both costs and benefits transparent and consistent; 

• the most suitable level (eg an EEAC area) at which to co-ordinate the different agencies 
and collect data; 

• how to ensure that the benefits of energy efficiency advice are neither double-counted 
nor missed; and that they are set in the context of other, negative, trends such as the 
deterioration of the building fabric and equipment, and the demand for additional 
appliances; 

• how to ensure that the costs and the benefits of individual programmes are sufficiently 
transparent.  

 
Recommendation 20: The main agencies should discuss the need for a coherent, co-
ordinated and consistent approach to advising the disadvantaged about energy efficiency.  
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Appendix 1: Advisors and advice organisations contacted  

Sue Adams, development director, Care and Repair England 

John Allen, Local Solutions, a Keep Warm project in Liverpool 

Sam Armstrong, assistant evaluation manager, EST 

Daniela Barbisio, project manager, Warm Front London 

Derek Baggs, Electricity Association 

William Baker, Centre for Sustainable Energy 

Dave Barnes, consumer affairs adviser, Ofgem 

Dave Barton, Impetus Consulting 

Dawn Bingham, West Lothian Council Energy Services 

Phil Beynon, Energy Efficiency Manager, SWALEC 

Trish Brady, NEA 

Jennifer Butt, EST 

Peter Capener, Centre for Sustainable Energy, Bristol. Chair, Energy Efficiency Partnership 
for Homes group on Environment, Education and Communication 

Sandy Carter, CREATE 

Andrew Cooper, Calderdale Housing Energy Team 

Sean Creighton, Policy Development Office for BASSAC (British Association of Settlements 
and Social Action Centres) 

John Davis, Manager, Peterborough EEAC 

Elizabeth Derrington, committee chairman, Electricity Consumer Committee 

Chris Dunham, Southwark Energy Agency 

Jim Fawcett, NEA 

Jan Ferrari, Money Advice Trust 

Martin Fitch, Centre for Utility Consumer Law, University of Leicester 

Eleanor George, SWALEC Energy Efficiency Advice Line 

Julia Green, Energy Inform 

Ben Griffiths, DETR (HEES) 

Domini Gunn, Community Service Manager, Leicester City Council 

Jill Halliday, deputy EEACs manager, EST 

Jack Harrison, Energy Action Grants Agency 

Rob Howard, NEA Nottingham 

Mark Helsby, Energy Efficiency Advice Team leader, Norweb 

Bernard Hindes, TXU-Eastern 

Janette Hunter, West Lothian Council Energy Services 

Andrew Jackson, Electricity Association 

Bob Jackson, Manager, Thames Valley EEAC 

Tony Jackson, chairman, Electricity Association Fuel Poverty Task Force 
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Gretel Jones, policy officer, Age Concern 

Sheila Keating, NEA 

Chris Leek, Energy Action Grants Agency 

Elizabeth Lodge, manager of SeniorLine, Help the Aged 

Gordon McGregor, Scottish and Southern  

Keith Marsh, Energy Efficiency, London Electricity 

Alex Meredith, policy adviser, Gas Consumers’ Council 

Barbara Montoute, COMTECHSA, Liverpool 

Jean Morrison, SCARF, Aberdeen 

Leslie Packer, Energy Efficiency Policy and Sponsorship Division, DETR 

Mark Phillipson, BRE East Kilbride 

Howard Porter, The Association of Control Manufacturers 

Neil Ritchie, NEA 

Lisa Ross, research officer, Basic Skills Unit 

Robin Sadler, New Perspectives 

Bijal Shah, Federation of Independent Advice Centres 

Pat Sykes, manager, Energy Projects Plus (formerly Merseyside, Cheshire and Deesside 
EAC)  

Annette Tejada, RADAR 

Sarah Threlfall, head of public affairs, London Electricity 

George Trist, West Lothian Council Energy Services  

Dan Vale, Royal National Institute for the Blind 

Laurence Wade, Corporate Affairs manager, Transco 

Zoltan Zavody, Energy Saving Trust 



  Effective Advice 

 

APPENDIX 2: VIEWS OF ADVICE PRACTITIONERS AND MANAGERS 
 
 
1. Advice to disadvantaged customers 
John Allen, Local Solutions, HEES installer. It is far too often assumed that everyone can 
read and can understand English. But ‘many installers only left leaflets – the quality has 
fallen over the last 7-8 years’. Would like to see a campaign to reinstate better advice. 
 
Peter Capener, CSE. There is a need to clarify the distinction between providing information 
and giving advice. Advice is information tailored to the needs of the recipient. 
The Home Energy Checks used by the EEACs and utilities provide a low cost  
mechanism for providing a basic level of energy advice. They are not an appropriate 
mechanism for providing advice on issues pertinent to low income households such as fuel 
debt and condensation. A commitment to fully addressing these needs will require higher 
levels of resource input than currently assumed. 
 
Experience suggests that the case is not often successfully made by the energy efficiency 
expert using technical and economic messages. We need more research on both the short 
and long term benefits of different energy advice delivery mechanisms, including face to face 
provision. There is a need for a consistent message on energy efficiency from different parts 
of the energy industry, a message that is differentiated to the needs of different target 
groups. 
 
Chris Dunham, Southwark Energy Agency. Advice to the fuel poor is of limited 
worth: they tend to be economical anyway, a high proportion are tenants, and it could well be 
more effective to work with their landlords – Council, Housing Association or private 
landlords through a Landlords’ Forum – to get them to invest in the housing fabric and 
heating systems. Advising on timers/ programmers was probably the most effective thing an 
adviser could do for many tenants. We know very little about the state of peoples’ knowledge 
of how to use central heating controls. 
 
Domini Gunn, Community Service Manager, Leicester City Council. The local 
authority should be the gatekeeper on energy efficiency advice, in terms of quality: they have 
a duty to do this under HECA. They can co-ordinate everyone involved, from social workers 
to utilities. Communities should generate their own advice services – ‘barefoot doctor’ 
approach – building on Health Action Zones, Education Action Zones, New Deal, Sure Start, 
Primary Care Trusts etc. 65% of the elderly and vulnerable will have been to their GP in the 
past year; only about 5% to social services. This contact can be built on and a hierarchy of 
advice is needed, with energy efficiency experts. Leicester has a Home Energy office with 
externally funded expert advisers (one funded by PowerGen). The SAP and SoPs are too 
rigid – there is a need for more imaginative approaches.  
 
Past interventions, eg when a heating system is being installed, have failed – the very 
vulnerable do not retain the information for more than one heating season at most. They 
need informal support based on the concept of a safe home. At the moment, energy 
efficiency advice is divorced from peoples’ perception of need. 
 
The elderly and parents of the very young are receptive to the safety message, if carefully 
phrased: ‘What are the issues that concern you about your house? What can we do to make 
this better?’ Visitors to the house are trained to recognise the solutions. The help needed by 
some people may be very straightforward – a leaflet will do. For others, it may be complex 
and urgent. It is important to work with individuals on the basis of their needs, focussing on 
making the home a home and not necessarily mentioning energy efficiency.  
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Rob Howard, NEA Nottingham. An ‘extremely small proportion’ of disadvantaged people get 
reasonable quality energy advice.  
 
Alex Meredith, policy adviser, Gas Consumers’ Council. People should be free to take 
independent advice if they want to. Awareness and the perception that energy efficiency 
advice will be useful and reliable are the main issues in determining whether people seek out 
advice from a given source. 
 
There are a lot of older people in private rented accommodation who are hard to reach, and 
who may not benefit from the £7.20 SoP levy (assuming that they use gas and electricity). 
SoP 4 must target the most vulnerable. People should be offered an energy audit. There is a 
need for plenty of joined up thinking, eg a near miss for HEES should be referred for a SoP 
scheme. Codes of Practice should include warnings on DIY insulation and ventilation – the 
danger of carbon monoxide poisoning. Those on the Priority Service Register are entitled to 
free safety checks but some don’t take them up. There is anecdotal evidence that sometimes 
this is because they’re afraid their appliance(s) will be condemned and taken away. Advice 
should always be offered in connection with debt, and also linked with health, age and other 
interests. 
 
HEES will not apply to public sector housing after 2001 and this will potentially leave quite a 
gap. Transco’s Affordable Warmth scheme could do something to fill this. The monitoring 
data on social obligations provided to the GCC are often of poor quality and we need to work 
with Ofgem to issue clear unambiguous reporting guidelines to ensure make that work 
carried out under these obligations makes a real difference to the fuel poor. 
 
Jean Morrison, SCARF, Aberdeen. ‘Face to face advice is almost always the best 
method (for low-income households). It ensures the client understands the advice and allows 
the adviser an opportunity to assess whether the client actually understands what is being 
said or demonstrated.’ Generally, fuel poor households don’t get the follow-up required. 
Where fuel suppliers have home visitors then they are most likely to succeed. 
 
Robin Sadler, New Perspectives. Energy efficiency as a concept is meaningless to 
low-income households. Even when given a CFL they may not know why, or what it will save 
them.  
 
2. Who gets energy advice and how?  
Dave Barton, energy consultant, Impetus Consulting Ltd. Did some (informal, not 
documented) work a few years ago with NACAB whilst reviewing scope for energy advice 
provision. There were only about five or six enquiries to do with energy in the course of a 
year, among thousands. All were to do with disconnection and contacting the utilities. They 
may well have been referred up to NACAB from local CABs, though. 
 
Phil Beynon, Energy efficiency manager, SWALEC. Heads a team of seven (four advisers, 
three support staff). His team does not deal with all inquiries.  Many, on bills etc, go to 
another team, though they are trained to refer clients to the energy efficiency team, which 
some clients accept. The energy efficiency team deal with 24,000 customers a year – a huge 
number, but it does include, say, 2,000 enquiries at the Royal Welsh Show.  
Elizabeth Derrington, Electricity Consumers’ Council. Advice arrangements are not well co-
ordinated in the PESs. The suppliers have the information, but there is rarely an automatic 
process linking payment difficulties with efficiency advice. The staff who field calls on 
payment difficulties usually move into discussing the client’s means, not their consumption 
patterns and record. Partly a question of perception by call centre staff – seeing how their 
work fits into the bigger picture. The energy efficiency staff tend to operate in isolation on 
EESoPs etc. Enthusiastic and hardworking, but not linked in with the rest of the operation. 
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There is work to be done in promoting the CoPs among voluntary organisations and also in 
gathering information from them on how useful the CoPs are. They are not read much at 
present and are produced mostly to meet regulatory requirements, not as ‘living documents’.  
 
Mark Helsby, Energy Efficiency Advice Team leader, Norweb Energy Efficiency Advice 
Centre. They have 5 full time staff in the call centre and 10 on the road, doing home visits, 
EESoPs work and HEES surveys. Home visits are in great demand and give satisfied 
customers. Anyone can request a home visit. The staff try to solve a problem over the phone 
if possible but will then offer a visit if more is needed. All callers are offered a HES and 3,000 
completed one over the phone last year (out of 26,000 calls). They are then sent a copy of it. 
They have no breakdown of clients by income or level of disadvantage. Staff all have C&G; 
refresher courses consist mainly of updating on literature. The traditional Norweb boundary 
has not changed much since they were taken over by United Utilities, so the logistics of 
home visits are not changing at present. 
 
Sheila Keating, NEA. Only a small proportion of the fuel poor get energy advice. People will 
only get advice when they seek it, and that will be because of debt etc; or when they are 
‘aimed at’, because of arrears; or at times of refurbishment. The fuel poor don’t seek energy 
advice – they don’t know what it is. There isn’t a category labelled ‘energy advice’. The 
combining of energy advice with debt advice is an important area for development. 
 
Pat Sykes, manager, Energy Projects Plus, formerly Merseyside, Cheshire and Deesside 
EEAC. Requests more often than not follow sightings of advertisements for the advice 
service. EEACs have always responded to the needs of the fuel poor. EEACs continue to 
have an important role in tackling fuel poverty which is very high on national and local 
government agendas. EEACs deal with a lot of HEES enquiries. HEES seemed to be the 
single main pull towards an EEAC for the fuel poor. Their statistics on HEES-eligible clients 
are the surrogate for poor/disadvantaged.  
 
Who do the disadvantaged get their advice from? In order, her suggestions were 
 
• Age-related organisations 
• Some LA housing departments 
• Housing associations 
• Specific fuel poverty groups (though they tend to concentrate on campaigning) 
• EEACs 
• HEES Freephone line - often not aware of it, until they have phoned the EEACs 
• NEA projects – these are usually proactive, ie advice not requested 
• Press articles, eg retirement magazines. Not the tabloids or popular TV 
• Citizens’ Advice Bureaux 
• Tenants’ groups 
• Day centres 
• Health visitors 
• HEES installers 
• Promotional posters 
• Benefits organisations 
• The Keep Warm Keep Well leaflets 
• Home Improvement Agencies  
• Word of mouth. 
 
Sarah Threlfall, head of public affairs, London Electricity. People will take energy efficiency 
advice – if they know they want it. People are proud of their homes and want to improve 
them. But energy efficiency has grown out of the energy industry and talks a different 
language. The approach needs to move away from the ‘techies’. Are we trying to save the 
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world or achieve better living standards? Not happy about reliance on CoPs. They are 
unreadable and incomprehensible to most people. Energy efficiency programmes are too 
closely associated with CFLs. 
  
3. Who is trusted?  
Dave Barton, energy consultant, Impetus Consulting Ltd.  Mentioned: 
 
• Local authorities (LAs) and housing associations (HAs). The HAs are probably more 

consistently good, with better relationships on the whole between staff and tenants (with 
the possible exception of the newer LSVT ones). LAs more patchy – a good community 
worker can be excellent, but sometimes there is a long history of poor communications, 
frustration etc. 

• Home Improvement Agencies ‘fairly high up’ 
• The bigger charities such as Age Concern. Trusted, though helpfulness at local level may 

be patchy because of variations in size and abilities between local groups. 
• Local voluntary groups. Trusted, not necessarily the best advice givers but can be very 

good. 
 
The following were discussed later (not suggested by the speaker): 
 
• EEACs. Not set up for the fuel poor and not necessarily effective for fuel poor owner-

occupiers, because of their system – questionnaire, leaflets etc. The best ones are those 
which were fuel poverty advice centres before they became EEACs. 

• Energy Agencies. Not usually very involved in domestic advice because of their wide 
focus: transport, renewables, businesses etc.  

• Utilities. Well positioned but not very trusted. Utilities may have strong networks and be 
well structured, but may not be asked for much actual efficiency advice unless they are 
proactive and advertise it.  

 
 
Barbara Montoute, COMTECHSA. Less than 5% of disadvantaged households get energy 
advice. They don’t think that they can get it from the utilities – they don’t know about the 
codes of practice, not surprisingly. You can,t exercise rights when you don’t know they exist. 
More likely to know about HEES grants than anything else – but less than a quarter do. 
HEES takeup is easier to achieve than energy efficiency advice takeup – energy efficiency is 
a ‘very unsexy title’. Most enquiries come in as a result of people feeling that the utility is 
cheating them, being unreasonable or miscalculating, or because they think the meter is 
faulty. Utilities are often unreasonable in what they ask for in terms of debt recovery. Clients 
don’t understand their consumption patterns, though, and an account breakdown is essential.  
 
A NACAB survey showed that less than 25% of people in debt go anywhere for advice. This 
is probably just as well because of under resourcing of the voluntary advice sector – it’s hard 
for them to meet demand. Most of those who come to COMTECHSA have been referred on 
from other agencies. Referrals come from community groups, social services, hospitals, 
trading standards, victim support, the police, Age Concern, the Benefits Agency, student 
unions, solicitors… 
 
Chris Dunham, Southwark Energy Agency. The EEACs, local authorities and Energy 
Agencies are seen as not-for-profit and trusted. Tenants may be disparaging about their 
Council, but see it as inefficient rather than evil and probably more trustworthy than the 
utilities.  
 
Rob Howard, NEA Nottingham. Advice centres are seen as independent, eg benefits 
advice, CABs. Local Authorities are trusted as independent even if not always perceived as 
efficient. There is ‘obviously a problem with utilities – people will think they have something to 
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sell.’ People trust voluntary organisations, community groups and charities such as NEA, 
Age Concern and HIAs on the whole. The fuel rich are more likely to go straight to dedicated 
energy advice centres or even to the utility for energy services. The poor will go for ‘crisis’ 
services and possibly end up with energy advice. 
 
There is no formal sharing of experience between utility advice line people and counterparts 
in the independent advice sector. An opportunity there. 
 
Sheila Keating, NEA London. People from ethnic minorities would tend to trust 
someone in their own community support network, therefore NEA have worked on training 
bilingual advisers. 
 
Pat Sykes, Energy Projects Plus. Probably community groups, EEACs, Age Concern, local 
councillors – people who are met face to face. It is vital that they are seen as independent, 
non-threatening and non-commercial.  
 
Domini Gunn, Leicester City Council. There is suspicion of the competitive market: 
what does the utility want? Very vulnerable people will probably not have had a particularly 
good relationship with the energy companies in the past. Visitors to the home are trusted and 
can discuss with them who else is to be trusted and who else would have further information. 
This could be Age Concern, Home Start, a housing officer or some other more expert 
agency. 
 
Jean Morrison, SCARF, Aberdeen. ‘People who use our service see us to be 
independent and impartial. This was demonstrated…when Aberdeen City Council selected a 
preferred fuel supplier for their tenants. SCARF…were asked to provide advice and 
information on the preferred supplier…. agreed on the proviso that we would not actively 
encourage tenants to transfer supply – we agreed to help the tenant calculate…and let the 
tenant make up their own mind.’ 
 
4. Good Practice 
Daniela Barbisio, Project Manager, Warm Front London. Warm Front in London trains 
Networkers – frontline workers such as occupational therapists, district nurses, social 
workers, volunteer befrienders and housing staff - with half- and one-day sessions. 
Monitoring is of trainees, not of their clients. There is a follow-up questionnaire a month after 
the training, plus focus groups and telephone surveys. Some trainees have agreed to be 
evaluated by having a Home Front person do home visits with them, but for most of them this 
isn’t feasible for reasons of confidentiality. Over half the 200 of so trainees have used their 
training so far. Health Visitors tend to be too busy (as in Newcastle). Only 20% of those filling 
in the questionnaire have made grant referrals so far – need to work on this. In terms of 
training, there is a need to increase the proportion of trainees who make home visits as part 
of their work. It is over a half already. Others are people like CAB workers or ‘technical 
people’.  
 
Warm Front in Brighton and Hove aims ‘to utilise the power of the local voluntary sector and 
health networks to deliver energy efficiency advice and information to vulnerable households. 
Networks of people in trusted working relationships with low-income households are 
trained…to spot cold conditions, identify client problems and give relevant advice and 
recognise areas eligible for improvement grant assistance. On average, one of the 187 active 
networkers will visit between 15 and 30 homes a week, giving energy advice when 
appropriate.’ 
 
Andrew Cooper, Calderdale Housing Energy Team, Home Energy Conservation Officer. 
The Calderdale Health Energy Action Programme began about 18 months ago with money 
from Calderdale and Kirklees Health Authority, applied for from their ‘winter bed pressures’ 
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fund.  CHEAP is now part of the Winter Planning Group, linked to the Primary (health) Care 
Group for the area. They get recurring funding from the health authority, and Age Concern 
are involved in implementation and referrals promotion. There is no direct evidence that their 
work reduced pressures on winter beds – the work is hard to evaluate in terms that medics 
understand – not like drug trials. However, there is a good deal of anecdotal evidence that 
health and comfort are improved. 
 
The programme is linked with HEES. It used to supplement the single measure allowed 
under HEES with more insulation and/or heating. Each heating job was accompanied by 
advice on payment methods, how to use the heating controls, low- and no-cost measures. 
There were also links with security measures.  
 
The advice approach is one of confidence-building and helping clients understand and 
control their energy use. The adviser has C&G and NVQ level 2 qualifications. The 
programme levers in around £750,000 worth of work to the area per year. 
 
To evaluate, they used to use the HECA Home Energy Adviser package which gives an 
indicative NHER. They now carry out HECs for clients on behalf of the local EEAC. They can 
then estimate the effect of any measures taken. In addition, they do some follow-up talking 
with clients which gives them qualitative information about changes in comfort. (Mostly very 
appreciative.) All clients receive a contact phone number and some phone back – usually if 
they have a complaint. CHEAP don’t take any meter readings, but ‘should do so’. All those in 
the district on housing benefit get mailshots telling them about CHEAP, HEES, Fridgesavers 
etc. 
 
Barbara Montoute, COMTECHSA, Liverpool. It is crucial to get an account 
breakdown from the utility after an agency has referred a client to them (and the supplier has 
the client’s permission to supply the information). They can usually look at the pattern of 
consumption over– a minimum of 12 months - and ask the client about what appliances they 
have, what they heat and cook with, and other aspects of lifestyle. Then they look to the 
future and any likely changes in lifestyle. Then they discuss the most app payment methods. 
‘A big part of what you do is educating folk about their consumption.’  
 
COMTECHSA deal mainly with low-income households; 62% have prepayment meters. Only 
1% are on Fuel Direct which ‘works very well when done properly’. FD should be used 
significantly more than it is – it is often hard to get from the utilities although they are obliged 
to offer it. There are problems with the Benefits Agency agreeing to it. A massive proportion 
of prepayment meter users self-disconnect – around 45% disconnect their electricity for up to 
a day and 63% their gas; 14% electricity for more than 3 days and 22% gas. Health was a 
problem for 58% of recent cases; mental health, 14%; 77% of clients over retirement age 
have ill health or disability or some sort.  
 
Chris Dunham, Southwark Energy Agency. The SEA does a lot of work on 
transport, businesses and renewables. Domestic energy is a small part, though this is not 
necessarily true of the 30 or so other Energy Agencies in the UK (list in box file). They are 
part-funded by SAVE (40% for Southwark), with the rest of the funding from the local 
authority. There is a DETR contact for the Energy Agencies, but they have no formal link with 
government or the EST. A few authorities, eg Croydon, have an Energy Agency and an 
EEAC within their areas. 
 
Greenwich EEAC had run a programme of home visits to low-income households, setting 
programmers etc, which had been quite useful. SEA do some 1-2 hour training/ briefing 
sessions with health visitors. Housing landlords give advice through frontline staff: SEA have 
been involved in training health visitors and LA/HA neighbourhood renovation programme 
workers. At Greenwich they briefed frontline staff in housing offices to advise on grants and 
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trained environmental housing officers (who deal with the private rented sector) for NVQs. 
The EHOs then went out and did Home Energy Surveys with the tenants which they brought 
back to the EEAC for processing, then returned to give advice in the home. Probably quite 
effective though time-intensive. 
 
Jim Fawcett, NEA Newcastle. NEA are doing some work with health visitors and district 
nurses, trying to train them in energy issues. It is uphill work: the health workers are mostly 
concentrating on targets set by the government to reduce levels of four types of disease. A 
much more productive operation was the giving of half a day’s training to each of 700 home 
care workers. This was aimed at raising awareness, teaching them how to read meters and 
who to contact for specialist energy advice. Newcastle Winter Action, a coalition of energy 
agencies, runs a phone helpline which takes referrals and issues an information pack. This 
scheme is being evaluated at present – they have 50-60 replies to questionnaires. Another 
productive scheme is the peer group advisers’ scheme – training over-60s to C&G level and 
sending them out as visitors/advisers.  
 
Bob Jackson, manager, Thames Valley EEAC. Multiple contacts with the public are very 
important, eg advertisement followed by a stall at a market or a talk to a community group, 
followed by a phone call to the EEAC, followed by further calls or mailings from the EEAC to 
the client based on the information in the Home Energy Check. An example of further mailing 
would be sending details of special offers on condensing boilers to the people who the EEAC 
knew had old boilers. Mailings like these have about a 2% response rate, ie 2% of 
householders actually do something. The EEAC know about the reaction because the 
installers report back to them. Repeat calls from clients are 'quite frequent' and encouraged 
by staff and leaflets.  
 
Phil Beynon, SWALEC. The energy efficiency team of four at SWALEC have nearly 
100 years’ experience between them. They all have C&G (a starting point only) and all have 
recently done the NVQ level 2, which was of use in getting them to document what they were 
doing and improve their process by reflecting on it.  
 
Elizabeth Lodge, manager of SeniorLine, Help the Aged. SeniorLine takes about 75,000 
calls per year and employs 17 full time advice workers. The line is open 9-4 each weekday. 
Their perceived impartiality is very important. The advice workers are trained to ‘unpack’ 
stories. For example, one was asked whether wearing bedsocks was bad for the legs and 
went on to discover that the caller had an unheated bedroom, had never heard of HEES etc. 
Problems are often linked and communication skills are very important.  
 
Senior Line do deal with enquiries about bills, repairs, HEES, boilers etc. They might 
well refer some enquiries to a PES, but mostly go through local agencies. A number of PESs 
have approached Help the Aged for advice and do seem committed to older and disabled 
customers. The main complaints to SeniorLine are about cost of fuel and standing charges. 
Help the Aged tend to refer them to Ofgem/ EEACs/ Age Concern/ welfare rights agencies. 
 
Grant availability is not everything - people do phone for advice without the prospect of 
grants as a carrot. On energy, it may be because a bill has arrived, or the house is in 
disrepair. Full grants are a significant trigger to calls for advice, though. Owner-occupiers in 
large crumbling houses may call for advice but go no further because they are not eligible for 
grants. The publicity surrounding the winter warmth line did lead to calls – it’s worth 
publicising a free advice service.  
 
Mode of delivery: a combination of phone and face-to-face is best. People will speak more 
easily about embarrassing things on the phone, eg inability to pay bills. Older people are 
much more confident on the phone than they used to be. The phone can also be useful in 
paving the way for a home visit, allowing the householder to state concerns or priorities and 
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build up some sort of relationship. A visit should be preceded by a phone call or (better) a 
letter, stating when to expect the visitor and who it will be. 
 
Pat Sykes, Energy Projects Plus. Having CFLs to give away helps – you can then 
engage people in conversation and give them direct advice. Also the offer of HEES and other 
grants and discounts. The Freephone impartial advice line is very important, widely 
advertised, and people can be extremely grateful for advice received this way – sometimes 
near the end of their resources. EPP does a 1-stop-shop at benefits offices which is useful, 
and they also go to utility showrooms, where they are seen as impartial. 
 
Over the last 18 months the EEAC has managed to get project money from EESoPs to go 
out from the office with CFLs into communities. Also, funding through the DETR's 
Environmental Action Fund allowed EEAC to  take advice  direct into peoples’ homes. 
Talking to community leaders is an important way of getting the message across.  
 
The EEACs like to handle a comprehensive service themselves. They invest a lot in the staff 
in terms of training (starting with the C&G) and development of other skills like teacher/ 
trainer skills. They tend to attract people who have been in education. It’s essential to be 
energetic, committed and flexible. 
 
Jean Morrison, SCARF, Aberdeen. 11 staff, all of whom have some attachment to 
one of the two EEACs managed by SCARF. They all use the HECs, but any follow-up work 
done is classed as beyond the EEAC. SCARF has a service agreement with three local 
authorities covering a range of services. Those housed by the local authority are 
automatically given the SCARF telephone number. SCARF advisors work closely with social 
workers – time-consuming but necessary. They have built up a network of referral agencies 
and hold a free annual conference with speakers from SCARF, front line workers and heads 
of departments from the local authority, health and voluntary sectors. They also give talks to 
community groups and energy awareness presentations to front line workers, eg at their 
team meetings. 
 
Home visits are carried out mainly for energy ratings, to demonstrate how to operate the 
heating or to assess for additional heating or damp-related problems. It is sometimes 
necessary to visit someone to show them how to read their meter and calculate fuel costs. It 
is not uncommon for three, four or more visits, follow-up letters or phone calls to be made 
prior to a satisfactory conclusion. 
 
The West Lothian Energy Advice Project (now WLCES) 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.  
 
178 of the 999 enquiries concerned HEES. In winter, HEES-funded measures can take 12-
16 weeks to install and would not usually be picked up during monitoring, though they 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 HEES-funded 
measures would not be included. There is no attempt to quantify specific savings as a result 
of specific client actions. The advice given is recorded, but WLEAP have not been able to 
allocate savings to any one measure with confidence.  
 
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. The average £82 saving to clients from reduced 
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fuel use came to roughly 12% of the average Scottish expenditure of £683 on fuel (ONS, 
1996).’ 

(Advice into Action, Green et al, 1998) 
 
5. HEES 
Jack Harrison, Chris Leek, EAGA. General energy efficiency advice is to be provided at the 
initial meeting between the client and surveyor, with an additional check by the surveyor that 
any new heating system is working and that the householder understands it (ie, opportunistic 
advice) within a week or two of installation. The scheme managers give the information on 
work carried out within a local authority area to the authority concerned, for HECA evaluation 
purposes. 
 
Bernard Hindes, TXU-Eastern. Eastern run an 0800 Grants Line which makes available 
information on HEES. Surveyors are trained using material based on the NHER training but 
including the use of major appliances and of thermostats. A surveyor will give advice on the 
initial visit, when they can recommend switching to less expensive fuel, and following the 
installation of all heating systems there is a visit from another surveyor who will check the 
quality of work done and advise as necessary. The installer of a heating system is expected 
to explain how the new equipment works at the time of installation. The customer is sent a 
leaflet summarising advice points after the second surveyor’s visit; some are telephoned to 
check on their level of satisfaction. ‘Advice bears repetition.’ 
 
Ben Griffiths, DETR. New HEES and HEES Plus were designed to enlarge the scope of 
HEES and to focus on those in greatest need in the owner-occupier sector and in private 
rented housing where 70% of the fuel poor are to be found. Surveys to be carried out by 
managers rather than installers, because of perceived conflict of interest for installers. The 
funding for advice is a part of the contract fee, but there may not be a particular amount set 
aside for it. Advice is to be an intrinsic part of the scheme and the provision has been 
strengthened. For New HEES Plus, the time to give advice is not necessarily at installation: it 
may well be best to wait a while until the householder has had time to get used to a new 
heating system. Evaluation will be carried out by an independent quality assurance 
contractor and will begin in November 2000. It will be based on ISO 9001 and will include 
checks on clients. Scheme managers also do their own checking on provision and 
satisfaction. 
 
John Allen, Local Solutions, HEES installer. Very disappointed with the provisions for advice 
under New HEES. As from the first of June this year, it is no longer installers’ duty to give 
advice. Under HEES 1 there was a £10 flat fee to give advice. Under HEES 2 this could be 
varied but advice was no longer an integral part of the package. Liverpool Keep Warm had 
all its surveyors accredited to NVQ level 2 and they spent up to half an hour per client. They 
used to check that the clients understood the thermostat and timer and would take them to 
the meter cupboard and switch on the immersion heater so that they could see the meter 
disc racing round. ‘You cannot beat fact to face advice in the home.’  
 
Advice and installation have now been separated from each other because the DETR 
thought that installers were dictating the choice of system/ materials to their clients. But a 
package is still offered, not chosen by the client. EAGA have now taken some of the 
surveyors from Keep Warm and early indications are that the new HEES scheme is not 
working, with 1000 job losses among installers. ‘The work is not coming out from EAGA to 
some installers.’  
 
Daniela Barbisio, Project Manager, Warm Front London. The HEES (EAGA) ‘Housewarmer’ 
course lasts 2 hours and is given to frontliners. It involves an introduction to fuel poverty, 
recognition of cold homes and ability to fill out the HEES referral form. The Warm Front 
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‘Networker’ training includes the Housewarmer material and Networker trainees are now 
considered to have completed the Housewarmer training as well. 
 
Trish Brady, NEA Newcastle. There is no formal monitoring of HEES advice at present. The 
new scheme came into operation at the beginning of June, and will of course take time to 
settle down, but some ‘fairly alarming’ feedback is coming in already via fuel poverty forums 
etc about the advice element (or lack of it). Advice is viewed as a poor relation to practical 
measures and all schemes are now commercial – everything keeps coming back to the cost 
of delivery. But large investments in heating systems are going to be made and these could 
be wasted for lack of advice at the right time, ie soon after installation or at the start of the 
heating season. 
 
NEA continues to have an overview of the operation of the scheme and would discuss any 
barriers to the achievement of the objectives of the scheme with the DETR and scheme 
managers. They can’t now work with installers in the old way. The DETR needs to take a 
lead and give out a clear top-down message that advice is important and an integral part of 
an installation scheme, not just an add-on. Just one or two tips can help considerably – it 
needn’t be a lot. The framework of new HEES could be ideal, but there is a gap between this 
and reality. NEA proposed a Home Improvement Agency-type model: an organisation which 
operates on the ground and which gives a tailored service, from leaflets through to three or 
four home visits. The most vulnerable people may need a lot of support.  
 
Andrew Cooper, Calderdale. With the new HEES, there is the likelihood of many 
clients not being able to control their heating properly. The HEES controls are not what 
CHEAP would have chosen – difficult for people with arthritis and not easy to see and 
understand.  
 
Domini Gunn, community service manager, Leicester City Council. Cooperation 
between HEES and local authorities is badly needed, along with better coordination of all 
schemes aimed at raising the energy efficiency of the housing stock. A more flexible 
approach is needed.  
 
Sheila Keating, NEA. Qualitative information on HEES is anecdotal only and there 
are no quantitative data at present. HEES advice has been ‘very rudimentary’. The best 
comes via a HEES-type organisation with a second tier. 
 
6. Training and accreditation  
Sam Armstrong, EST. The EST voluntary accreditation scheme for advice has been running 
for about 4 years, with PESs and now with gas too. The seven participant PESs paid £2,000 
per year and were able to use the Energy Efficiency logo. The scheme is being reviewed in 
the light of the new CoPs – the criteria are related to the CoPs.  
 
There was no consistent monitoring of the seven PESs who had EST accreditation for their 
advice work, partly because of staffing changes at the EST. Monitoring had been ‘on and off’ 
and there is no formal report. No figures for numbers of customers. Mystery shoppers may 
be introduced in future. Advisers must have C&G qualifications plus annual refresher 
courses.  
 
Each EEAC may have its own set of contracts with PESs (this is a small proportion), though 
EST is putting together a database saying which EEACs do what. SoPs advice is not 
credited with any savings. Energy advice software is endorsed by the EST as part of 
accreditation, as with the SEED package used by SWALEC and five other PESs. The EST 
accredit the inputs and outputs but not the actual software – not technically competent to do 
so. Ofgem do not insist on home visits by suppliers now and the EST are unlikely to. Not 
feasible with deregulated suppliers.  
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Rob Howard, NEA Nottingham. The C&G course is excellent. Probably no need for 
an advanced course, though refresher courses would be good as a way of teaching 
communication skills or updating people on technical developments. The NVQ is very 
burdensome administratively, consisting of on-the-job assessment which has to be fully 
documented.  
 
Sheila Keating, NEA London. The basic C&G energy awareness certificate (known 
as qualification 6176) was an NEA initiative, developed in collaboration with Julia Green of 
Energy Inform. It has been going for about 10 years and has been reviewed and revised a 
number of times. It is essentially knowledge-based, with a bit on delivery of advice; 
assessment includes rating the ability of the candidate to communicate. Additional training or 
updating is desirable for advisers. Qualification 6176 is often used as a passport qualification 
for HEES installers. ‘You know they’re knowledgeable if not proficient.’ The C&G is fairly 
atypical of current vocational training (though popular) because it offers an old-fashioned 
examined course.  About 8,000 people have the qualification by now, mostly in the social 
housing sector.  
 
Ofgem recommend (but do not require) all call-line operators for the utilities to have C&G.  
 
NVQs: There are a number of NVQs in energy efficiency, but only one for advisers. The 
standards were developed with input from all sectors – utilities, local authorities, EEACs and 
the insulation industry. The NVQ only exists at level 2, although NVQs as a whole go from 1-
5. There isn’t a level 1 because ‘all energy advisers are accountable to some degree’ and 
therefore there isn’t a requirement that they reach a level 1 standard in order to practise. 
There is no prescribed training route – the NVQ is gained via assessment on the job and 
compiling a portfolio of experience in order to achieve an occupational standard. There are 
registered centres to verify and assess the work. Far fewer people (25, with 359 in training) 
have the NVQ than the 6176 qualification, partly because energy advice is in its infancy and 
many people move into and out of it and are unwilling to invest much time in the qualification.  
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APPENDIX 3: THE REGULATORY FRAMEWORK FOR ENERGY EFFICIENCY 
ADVICE  
 
Nine documents are quoted in this Appendix. Between them they outline requirements, 
recommendations and aspirations for improving the level of energy advice and information to 
the disadvantaged. They also illustrate the level of uncertainty as to what constitutes advice 
and how it should be monitored.  
 
Three pieces of primary legislation are relevant:  
 
A. the Utilities Act 2000 (which is a successor to the Electricity Act of 1989) 
B. the Home Energy Conservation Act 1995; and  
C. the Warm Homes and Energy Conservation Act 2000.  
 
The bulk of the Appendix is taken up with extracts from 
 
D. the Ofgem decision document, Enhancing social obligations (Ofgem 2000d). This 

contains text from the Standard Licence Conditions (SLCs) currently in force, along with 
Guidance Notes to companies on the preparation of Codes of Practice relating to social 
obligations. 

 
The Utilities Act 2000 entails SLCs for gas and electricity suppliers, which are not yet in 
force. There are brief extracts from two documents concerning these: 
 
E. SLCs as published by Ofgem, giving the text of the electricity conditions (which are 

identical in most respects with those for gas); and  
F. the Ofgem SLC final proposals. 
 
Two further relevant recent documents from Ofgem are:  
 
G. the Social Action Plan (Ofgem 2000c); and  
H. the Environmental Action Plan discussion document (Ofgem 2000e) 
 
The final document cited is: 
 
I. the DETR tender document to Home Energy Efficiency Scheme managers, 
 
[Comments by the authors of Effective Advice are given in square brackets.] 
 
A. The Utilities Act 2000 

PART II: OBJECTIVES OF REGULATION OF GAS AND ELECTRICITY  

Gas  
Objectives and duties under 1986 Act.      
 
9. For section 4 of the 1986 Act (general duties of Secretary of State and Director) there is 
substituted-  
   
The principal objective and general duties of the Secretary of State and the Authority. 

4AA.  

(1) The principal objective of the Secretary of State and the Gas and  
Electricity Markets Authority (in this Act referred to as "the Authority") in  
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carrying out their respective functions under this Part is to protect the  
interests of consumers in relation to gas conveyed through pipes, wherever  
appropriate by promoting effective competition between persons engaged in, 
or in commercial activities connected with, the shipping, transportation or  
supply of gas so conveyed. 
   
(2) The Secretary of State and the Authority shall carry out those functions in the 
manner which he or it considers is best calculated to further the principal objective, 
having regard to-  
   

(a) the need to secure that, so far as it is economical to meet them, all reasonable 
demands in Great Britain for gas conveyed through pipes are met; and  

(b) the need to secure that licence holders are able to finance the activities which 
are the subject of obligations imposed by or under this Part or the Utilities Act 
2000.  

 
(3) In performing that duty, the Secretary of State or the Authority shall have regard to 
the interests of-  

 
(a) individuals who are disabled or chronically sick;  
(b) individuals of pensionable age;  
(c) individuals with low incomes; and  
(d) individuals residing in rural areas;  
 

but that is not to be taken as implying that regard may not be had to the interests of 
other descriptions of consumer. 

 
[Section 13 of the Act stipulates the same conditions for electricity suppliers.] 
 
Guidance on social and environmental matters in relation to gas 
 
10. After section 4AA of the 1986 Act (which is inserted by section 9 above) there is inserted-  
   
Guidance on social and environmental matters.  

4AB.  

(1) The Secretary of State shall from time to time issue guidance about the making by 
the Authority of a contribution towards the attainment of any social or environmental 
policies set out or referred to in the guidance. 

   
(2) The Authority shall, in carrying out its functions under this Part, have regard to any 
guidance issued under this section. 

   
(3) Before issuing guidance under this section the Secretary of State shall consult-  

   
(a) the Authority;  
(b) the Gas and Electricity Consumer Council (in this Act referred to as "the 

Council");  
(c) licence holders; and  
(d) such other persons as the Secretary of State considers it appropriate to consult 

in relation to the guidance. 
 
[Section 14 of the Act stipulates the same conditions for electricity suppliers.] 
     



  Effective Advice 

 

B. The Home Energy Conservation Act 1995 

2. –  (1) It shall be the duty of every energy conservation authority to prepare a report in 
accordance with this section. 
 
 (2) The report shall set out energy conservation measures that the authority considers 
practicable, cost-effective and likely to result in significant improvement in the energy 
efficiency of residential accommodation in its area.  
 
[The Circular 2/96 from the Department of the Environment defines energy conservation 
measures as including ‘information, advice, education, promotion, making grants and loans 
and carrying out works’.] 
 
 (3) The report shall include – 

(a) an assessment of the cost of the energy conservation measures set out in 
it; 

(b) an assessment of the extent to which carbon dioxide emissions into the 
atmosphere would be decreased as a result of those measures; and 

(c) a statement of the authority’s policy for taking into account, in deciding 
whether to exercise any power to make a grant or loan to any person in 
connection with those measures, the personal circumstances of that 
person… 

 
(4) the report may, if the energy conservation authority considers it desirable, 
include… 

(c) an assessment of the average savings in fuel bills and in kilowatt hours or 
fuel used that might be expected to result from the measures by different 
types of household in different types of accommodation; 

 
C. The Warm Homes and Energy Conservation Act 2000 

Strategy relating to fuel poverty 
 

(1) It shall be the duty of the appropriate authority to prepare and publish, before the 
end of the period of twelve months beginning with the relevant commencement, a 
strategy setting our the authority’s policies for ensuring, by means including the 
taking of measures to ensure the efficient use of energy, that as far as reasonably 
practicable persons do not live in fuel poverty. 

 
(2) The strategy must – 
 

(a) describe the households to which it applies, 
(b) specify a comprehensive package of measures for ensuring the efficient use of 

energy, such as the installation of appropriate equipment or insulation, 
(c) specify interim objectives to be achieved and target dates for achieving them, 

and 
(d) specify a target date for achieving the objective of ensuring that as far as 

reasonably practicable persons in England and Wales do not live in fuel poverty. 
 

(3) The target date specified under subsection (2) (d) must be not more than fifteen 
years after the date on which the strategy is published. 

 
(4) In preparing the strategy or any revision of the strategy, the appropriate authority 

shall consult – 
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(a) local authorities or associations of local authorities, 
(b) persons appearing to the appropriate authority to represent the interests of 

persons living in fuel poverty, 
(c) the Gas and Electricity Markets Authority and the Gas and Electricity Consumer 

Council, and 
(d) such other persons as the appropriate authority thinks fit. 

 
(5) The appropriate authority shall take such steps as are in its opinion necessary to 

implement the strategy. 
 

(6) The appropriate authority shall – 
 

(a) from time to time assess the impact of steps taken under subsection (5) and the 
progress made in achieving the objectives and meeting the target dates, 

(b) make any revision of the strategy which the authority considers appropriate in 
consequence of the assessment, 

(c) from time to time publish reports on such assessments. 
 
D. [Section 5 of the Ofgem decision document, Enhancing social obligations, includes the 

final texts for electricity and gas Licence Conditions concerning Codes of Practice. Each 
extract from the four relevant sections is followed by the guidance notes from Ofgem]. 

Code of Practice on Payment of Bills and Guidance for Dealing with 
Customers in Difficulty. 
1. The Licensee shall…prepare and submit…a code of practice concerning the payment of 

electricity bills by its Domestic Customers, including appropriate guidance for the 
assistance of such Customers who, through misfortune or inability to cope with electricity 
supplied on credit terms, may have difficulty in paying such bills. 

 
2. The code of practice shall include procedures by which the Licensee can 

distinguish…customers in such difficulty from others in default and can: 
 

(a) provide general information as to how relevant customers might reduce their 
bills in the future by the more efficient use of electricity;… 

(b) … 
(c) detect failures by relevant customers with payment difficulties to comply  
(d) with arrangements entered into for paying by instalments charges for electricity 

supplied;… 
(e) make such arrangements so as to take into account the customers’ ability 
(f) to comply with them; 
(g) ascertain, with the assistance of any information provided by other persons or 

organisations, the ability of customers to comply with such arrangements; and 
(h) provide for customers who have failed to comply with such arrangement, 
(i) or procure for them the provision of, a prepayment meter… 

  
[The Code of Practice for gas is comparable. The two are given in ‘Enhancing social 
obligations’, pp10-11 and 45-46. ] 
 
The Ofgem Guidance Notes in ‘Enhancing social obligations’ include the following comments 
on payment of bills and guidance for dealing with customers in difficulty]: 
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3.4 Arrangements for identifying and dealing with customers in 
difficulty 
The Licensee is required to describe the procedures for distinguishing customers in difficulty 
from those in default. The Code should set out:  
 
• The proactive steps that the supplier will take at an early stage to identify customers in 

difficulty; 
• The process for follow-up action; and 
• The attempts which will be made to make appropriate contact, ie by letter, telephone or 

visit, with customers who fall into arrears or fail to keep up agreed payment 
arrangements… 

(Enhancing Social Obligations, p 65) 
 

Code of Practice on the use of prepayment meters 
1. The Licensee shall…prepare and submit…a code of practice concerning the use of 

prepayment meters by its domestic customers, including appropriate guidance for the 
assistance of its prepayment meter customers who wish to take a supply of electricity on 
other terms. 

 
2. The code of practice …shall include procedures by which the Licensee will where 

appropriate: 
 

(a) provide general information for customers on the operation, usefulness, 
advantages and disadvantages of prepayment meters… 

 
[The Code of Practice for gas is comparable. The two are given in ‘Enhancing social 
obligations’, pp12-13 and 43-44.  
 
The Ofgem Guidance Notes in ‘Enhancing social obligations’ include the following comments 
on use of prepayment meters]:  

 

3. Specific Considerations 
The Code should include information about prepayment meters, including 

(a) the usefulness of such meters for budgeting purposes and as a mechanism for 
collecting debt, together with information about the advantages and 
disadvantages of prepayment meters (including disadvantages in terms of 
price);… 

 

4. Information 
The Code should state that information will be provided to prepayment meter customers, at 
or before installation of the meter. This information should include:.. 

(h) the telephone number(s) for advice and emergency services; 
(i) circumstances in which visits to homes are free; the circumstances in which 

there will be a charge, including a list of such charges;… 
(j) the frequency and content of statements or bills which the Licensee will issue;… 
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5. Dealing with customers in difficulty 
The Code should include details of the procedures for dealing with customers in difficulty and 
should: 

(a) indicate that information will be provided to customers on how they might reduce 
their bills in future by the more efficient use of electricity and gas and state how 
that information will be provided; 

(b) … 
(c) refer to the help and advice that may be available from advice agencies. A 

number of examples should be given, such as Citizens’ Advice Bureaux and 
Money Advice Agencies or debt counselling services. Details of how to contact 
these services should be provided to the customer. In addition, the Code should 
confirm that the company will offer, with the customer’s written consent, to ask 
the appropriate agency to contact the customer. 

(Enhancing Social Obligations, pp 55-58) 
 

Provision of Services for Persons who are of Pensionable Age or 
Disabled or Chronically Sick 
1. The licensee shall…prepare and submit to the Director for his approval a code of practice 

detailing the special services the licensee will make available for its domestic customers 
who are of pensionable age or disabled or chronically sick. The code of practice shall 
include arrangements by which the licensee will on request of such customers, where 
reasonably practicable and appropriate, and in each case free of charge:… 

(c) give advice on the use of electricity; 
… 
(e) provide, where neither the customer nor anyone living with him is able to read 

the electricity meter, for the meter to be read once in each quarter and for the 
customer to be informed of the readings so obtained. 

 
2. The code of practice shall further include arrangements whereby the licensee will: 

(a) establish a list (the “Priority Service Register”) of those of its domestic 
customers who, by virtue of being of pensionable age or disabled or chronically 
sick, require: 

(i) information or advice in respect of the matters set out at paragraph 1;… 

 
[The Code of Practice for gas is comparable, though it includes extra provisions for safety 
checks. The two are given in ‘Enhancing social obligations’, pp17-18 and 39-41.] 
 
The Ofgem Guidance Notes in ‘Enhancing social obligations’ include the following comments 
on provision of services for those of pensionable age or disabled or chronically sick: 
 

3.  Specific considerations 
…The Code should include information about: 
 
3.1 Services available 
… 

(d) providing advice on the use of electricity or gas…The Code should recognise 
that such customers may particularly benefit from energy efficiency advice if 
they spend a lot of time at home. Licensees should therefore state that they will 
take the initative and make efforts to contact such customers (particularly those 
on a Priority Service Register). Advice could be contained in the Code which 
should also indicate how further advice relating to the efficient use of electricity 
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and gas could be obtained (home visits might be of particular benefit for these 
customers); 

(Enhancing Social Obligations, p 74) 
 

Efficient use of electricity 
1. The Licensee shall… prepare and submit to the Director for his approval a code of 

practice setting out the ways in which the Licensee will make available to customers such 
guidance on the efficient use of electricity, in each case given or prepared by a suitably 
qualified person, as will, in the opinion of the Licensee, enable such customers to make 
informed judgments on measures to improve the efficiency with which they use the 
electricity supplied to them. 

 
2. The code of practice shall include, but shall not be limited to: 

 
(a) the preparation and making available free of charge to any customer who 

requests it of a statement, in a form approved by the Director, setting out 
information and advice for the guidance of customers in the efficient use of 
electricity supplied to them; 

(b) the making of arrangements for maintaining sources from which customers may 
obtain further information about the efficient use of electricity supplied to them, 
including the maintenance of a telephone information service; and  

(c) the preparation and making available free of charge to any customer who 
requests it of a statement or statements of sources (to the extent that the 
Licensee is aware of the same) outside the Licensee’s organisation from which 
customers may obtain additional information or assistance about measures to 
improve the efficiency with which they use the electricity supplied to them, such 
statement or statements to include basic information which is publicly available 
on financial assistance towards the costs of such measures available from 
central or local Government or through bodies in receipt of financial support 
from Government in connection with measures to promote the efficiency of 
energy use. 

 
3. Where the Director (who may have regard to the need for economy, efficiency and 

effectiveness before giving directions under this paragraph) gives directions to do so, the 
licensee shall:  

 
(a) review and prepare a revision of the code of practice; 
(b) take steps to bring to the attention of customers information on the efficient use 

of electricity supplied to them; and  
(c) send to each customer a copy of any information published by the Director 

pursuant to Section 48 of the Act [ie the Electricity Act of 1989]… 
 
[The Code of Practice for gas is comparable. The two are given in ‘Enhancing social 
obligations’, pp19-20 and 37-38.  
 
The Ofgem Guidance Notes in ‘Enhancing social obligations’ include the following comments 
on efficient use of electricity or gas]:  
 

2.  Statement of purpose and objectives 
The Code should clearly state its objectives and purpose, as set out in the Licence 
Conditions. It should provide customers with details of: 

(a) information and advice, given or prepared by a suitably qualified person, on the 
efficient use of electricity or gas;… 
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(b) arrangements, including a telephone information service, whereby customers may 
obtain further information; 

(c) sources outside the supplier’s own organisation from which customers can obtain 
further information and assistance; for example, Energy Efficiency Advice Centres; 

(d) information on financial assistance available towards the cost of energy efficiency 
measures, including assistance from the supplier under the Energy Efficiency 
Standards of Performance programme and assistance available under the Home 
Energy Efficiency Scheme (Warm Deal in Scotland). 

 
The information provided in the Code should be technically correct and up to date, and 
presented in a format which will be understood by customers…Licensees should consult 
organisations with recognised expertise on energy efficiency when drawing up their Code, for 
example the EST, NEA and EA Technology. 
 

3. Specific considerations 
The Code should include the following points: 
 

3.1 Information and advice on the efficient use of electricity or gas 
The Code should include a statement containing practical information and advice for 
customers on: 
 

(a) how they can use electricity or gas more efficiently. This should include specific 
examples of the steps which customers can take (including on a DIY basis) to 
achieve improvements, and the costs and energy savings of different measures. 
Energy efficient appliances, low energy lighting, improved insulation, and the 
use of controls and timers should all be covered; 

(b) How they can obtain practical help with the installation and financing of energy 
saving measures and other measures available to help customers; 

(c) Information on the cost of using electrical or gas appliances and information 
about the energy labelling of appliances; 

(d) Information on switching to day/night tariffs. 
 
The Code is not intended to provide commercial information or to support electricity or 
gas marketing by the Licensee. However, it can include tariff and other information on 
electricity or gas supply charges relevant to the efficient use of electricity or gas, such 
as the availability of energy services packages combining the provision of electricity 
and gas with energy efficiency measures, and details of Suppliers’ schemes under the 
Energy Efficiency Standards of Performance. 
 

3.2 Arrangements for obtaining further information 
The Code should: 

(a) explain how the company will provide and maintain sources of information about 
the efficient use of energy, including the maintenance of a telephone advice 
service; 

(b) describe the arrangements for providing advice on the efficient use of electricity 
or gas to customers who request additional advice to that contained in the 
Code;… 

(c) indicate the scope of the additional advice which it has arranged to provide and 
the terms on which it is available to customers…either in-house…or by an 
external organisation, though in either case the Licensee will be responsible for 
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ensuring compliance with the requirement that its customers should have 
access to further information; 

(d) specify whom customer should contact for further information. The 
Licensee’sarrangements for providing such information should include a 
telephone advice service either operated in-house or contracted out to another 
qualified organisation, such as an EEAC or the Energy Saving Trust. 

 
Licensees should pay special attention to the way in which telephone advice lines can 
best be operated. Companies should take steps to ensure that they can quickly 
distinguish calls, where the caller wants energy efficiency advice, from other calls. This 
may require a telephone line dedicated to energy efficiency advice and companies 
should ensure that customer enquiries are not used as an opportunity for sales 
promotion. 
 
Advice on energy efficiency can be particularly important for customers who are having 
difficulty in paying their bills. Companies should therefore ensure that staff who deal 
with account queries are trained to recognise when the caller might benefit from energy 
efficiency advice and are able to offer to refer such cases to the advice service. 
Licensees have an obligation to offer energy efficiency advice to customers having 
difficulty paying their bills.  
 
The potential benefits of computerised enquiry handling systems should be carefully 
considered for dealing with telephone enquiries. The use of a Freephone number or 
charging calls at local rates should be considered… 
 

3.3 A statement of sources of further information and assistance 
The code should include:   

(a) Details of sources outside the licensee’s organisation from which customers can 
obtain further information or assistance in relation to measures to improve the 
efficient use of electricity or gas… 

(b) contact details of EEACs, and of local authority and central government 
agencies, as well as other relevant organisations such as NEA, the Energy 
Action Grants Agency, HEES Managing Agents, the Energy Saving Trust and 
Energy Action Scotland 

(c) basic information, which is publicly available, on financial assistance which is 
available to customers from central or local government or from government 
funded bodies in connection with measures to promote the efficiency of energy 
use. This should include information on the Home Energy Efficiency Scheme 
(Warm Deal in Scotland). 

 

4. Home visits 
The Licensee should set out policy on home visits, where such visits are offered for providing 
advice on the efficient use of electricity or gas, in particular for customers on the Priority 
Services Register. It should confirm whether there are any charges for such visits. 
 

5. Training 
Staff giving or preparing energy efficiency advice should have appropriate qualifications; for 
example, a Certificate in Energy Awareness from the City and Guilds of London Institute in 
conjunction with NEA or the equivalent, and have received appropriate regular refresher 
training. Other staff who may receive energy efficiency enquiries should be trained to 
recognise when advice is required and to refer such enquiries to trained staff… 
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6. Dissemination and promotion 
…the Licensee should…actively target advice at specific groups of customers likely to 
benefit, such as those on its Priority Services Register and those in payment difficulties. 
Customers moving home might particularly welcome advice on how to save energy, 
especially if they are undertaking work which provides the opportunity for enhancing their 
efficient use of energy. Specific points for promoting the advice service might therefore be: 
• on the back of fuel bills  
• with descriptions of tariff structures 
• in all publications 
• with ‘welcome packs’ for new customers 
• when customers change address 
• reminders concerning non-payment of fuel bills 
• customer requests for assistance with managing debt 
• meter reading. 

(Enhancing Social Obligations, pp 78-83) 
 
[The Introduction to ‘Guidance Notes for Electricity and Gas Suppliers: Codes of 
Practice Relating to Social Obligations’, from the Ofgem decision document,  
Enhancing social obligations, includes the following]: 
 

2. General considerations in preparing the Codes 

2.2 Content and style 
Each Code (of practice) should clearly specify its objectives and the target groups it is 
intended to reach. It should be written in plain English and set out in such a way that it 
is easy to follow and understand. Copies of Codes should be available in the ethnic 
minority languages predominant in the suppliers’ areas of business. Companies should 
make arrangements to take enquiries from customers whose first language is not 
English (Enhancing social obligations, pp 51-2)… 

 

4. Disseminating the Codes 
 The Licensee should: 

(a) draw the attention of customers at least once a year to the existence of all 
Codes, and to any additional information on energy efficiency measures, and 
make customers aware of any subsequent, substantive revisions; 

(b) give or send, free of charge, copies of the Codes to any person who requests 
them, and as a matter of course to advice agencies and care organisations; 

(c) provide information on relevant Codes to customers at an early stage during the 
follow-up action for non-payment of an account or for failure to keep to an 
agreed payment arrangement, or when there is a complaint or enquiry about 
payment arrangements; and 

(d) refer to the availability of the Codes (together with additional information on 
energy efficiency measures) on the back of their bills. 

 
In order that customers are aware of the provisions of the Codes, the Licensee should 
provide a copy of the Codes, or a summary version, as part of a ‘welcome pack’ to all new 
customers, including customers moving home. The Licensee should make information about 
the Codes available to potential customers and to advice agencies and care organizations.  
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5. Monitoring and Reporting 
…Licensees are required to ensure, so far as is reasonably practicable, that they comply with 
the Codes of Practice. They should therefore be able to demonstrate that the aims and 
requirements of the Codes are properly reflected in operational procedures and to keep a 
record of the general operation of the arrangements set out in the Licence Conditions. 
Arrangements should be made to carry out effective internal monitoring to ensure 
compliance of staff or agents and to highlight any deficiencies that need to be addressed. 
Each Code of practice should set out the arrangements for monitoring that Code. 
 
Each Licensee is required to keep statistical records of its performance, to report to the 
Director and the Relevant Electricity Consumers’ Committees or Gas Consumers Council 
quarterly, and to publish a report on performance annually…The provision of information 
under designation by the Director does not preclude reasonable requests for additional or 
more frequent information from the Electricity Consumers’ Committees or Gas Consumers 
Council… 

(Enhancing social obligations, pp 53-54). 
 

E. Utilities Act standard licence conditions volume 2: electricity 
supply licence (Ofgem 2000b)  [This is a draft in development and not legally 
binding] 

Condition 26. Code of Practice on Procedures with Respect to Site 
Access 
 

1. The licensee shall prepare and submit to the Authority (Ofgem) for its approval a 
code of practice setting out the principles and procedures the licensee will follow in 
respect of any person acting on the licensee’s behalf who requires access to 
customers, premises. 

2. The code of practice shall include procedures calculated to ensure that persons 
visiting customers’ premises on behalf of the licensee: 

 
(a) possess the skills necessary to perform the required duties; 
(b) are readily identifiable to members of the public; 
(c) use passwords provided for vulnerable customers; 
(d) are appropriate persons to visit and enter customers’ premises; are able to 

inform customers, on request, of a contact point for help and advice they may 
require in relation to the supply of electricity… 

 
F. Utilities Act Standard Licence Conditions volume 1: final 

proposals (Ofgem 2000b) 

4.13 Universal application of the energy efficiency code may be equally beneficial for small 
businesses as it has been for householder. Moreover, Ofgem is committed both to 
contributing to achievement of the UK’s declared environmental targets and to helping 
customers to reduce their expenditure on energy. Basic energy efficiency advice still 
has a significant role to play on both counts, and the energy efficiency code of 
practice is an established instrument for furthering those goals. 

 
G. Ofgem (2000c) The Social Action Plan  

Energy Efficiency Advice 
3.32  The views we have received suggest that, although disadvantaged customers are 

likely to benefit most from energy efficiency advice, they are often reluctant to 
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request it. Consumer agencies believe suppliers should be more proactive in 
promoting advice. There is debate on whether advice would be better delivered 
by external agencies experienced in the provision of assistance to low income 
households. 

 
3.33  Research is therefore to be undertaken into this area to establish how the 

provision of advice can be improved. We will look at the ways customers prefer to 
access advice, and the extent to which the advice that is currently given is 
appropriate and how it is acted upon. It is vital that customers in need of help are 
advised about the availability of grants through HEES (Warm Deal in Scotland) or 
EESoPs. The role of external agencies will also be considered.  

 
5.34  This research is to be conducted under the auspices of the EA Fuel Poverty Task 

force. Suppliers are considering how to identify examples of good practice 
obtained through the EESoP programme, as the basis for a research report 
(pp.19-20) 

 
H. Ofgem (2000e) Environmental Action Plan: a discussion paper 

6. Supply of Gas and Electricity 

Energy Efficiency Standards of Performance 
6.10 The Standards are driven by social and fuel poverty concerns as well as 

environmental considerations. This is reflected in Ofgem’s guidance that 65 per 
cent of expenditure should be for disadvantaged customers who (as confirmed by 
monitoring) benefit mainly through improved comfort rather than energy savings. 

 
This weighting as between social and environmental considerations was broadly 
supported by stakeholders during Ofgem’s consultation on the EESoP3 during 
1999, and we intend to ensure that this balance is maintained during its 
implementation. 
 

6.12 …The successful implementation of the Energy Efficiency Commitment…will 
require the building of an effective consensus with all key stakeholders, not least 
energy companies and their customers. Under the Utilities Act important functions 
for administering the Energy Efficiency Commitment regime will be delegated to 
Ofgem. As part of this, Ofgem will have responsibility for the evaluation and 
monitoring of companies’ programmes. 

 
6.13 An important element of the scheme will be the help it provides to those on low 

incomes and in fuel poverty… 
 

Ofgem will continue to provide information on the suppliers’ energy efficiency 
schemes to organisations in regular contact with consumers, and especially 
those in fuel poverty. 
 
We will also encourage companies to do more to link the provision of energy 
efficiency advice with their debt prevention and management policies, and 
make clear and explicit the links between the environmental and social 
objectives of the current and future Energy Efficiency Standards of 
Performance. 
 
With government Ofgem will continue to work to demonstrate the clear links 
between the Energy Efficiency Commitment and other schemes promoting 
energy efficiency (for example, the New Home Energy Efficiency Scheme, 
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Local Government responsibilities under the Home Energy Conservation Act 
etc.) 
 
Ofgem might undertake to issue guidelines to companies on how they may 
best fulfil their social and environmental obligations consistent with the 
promotion of competition in supply. 
 

Codes of practice on the efficient use of electricity and gas 
6.20 … Ofgem is committed to promoting opportunities for all customers 

to improve their energy efficiency, including through these revised Codes of 
Practice, and in the way we monitor and enforce compliance with them.  
         (pp 56-59) 

 

7. Summary of actions 

Energy Efficiency 
6.4 The Utilities Act means that Ofgem will no longer have statutory duties to set 

standards of performance for energy efficiency, although we will still have an 
important role in administering future schemes. In the light of this, Ofgem might 
undertake to: 
• demonstrate that we are promoting opportunities for all customers to improve their 

energy efficiency, including through the revised Codes of Practice on energy 
efficiency advice, and in the way we monitor and enforce compliance with these 

• provide information on the suppliers’ energy efficiency schemes to organisations 
in regular contact with consumers, and especially those in fuel poverty 

• encourage companies to do more to link the provision of energy efficiency advice 
with their debt prevention and management policies 

• demonstrate that there are clear links between our actions on promoting energy 
efficiency and those of others (New Home Energy Efficiency Scheme, Local 
Government responsibilities under the Home Energy Conservation Act etc) and 
show how our indicator on warm homes initiatives fits into the overall context… 

 

Transparency and understanding of environmental issues 
6.5 In light of our commitment to transparency, Ofgem might undertake to: 
 

• Consider whether we ought to encourage transparent billing, so that consumers 
would be made aware of any extra charges for energy efficiency and energy 
generated from renewable sources, together with details of information about the 
proportion of electricity generated from renewable or other sources 

• Collaborate with any Government information campaign explaining the role of 
domestic energy consumers in achieving climate change targets. 

(pp 65-66) 
 
I. Home Energy Efficiency Scheme - from the DETR tender 

document to prospective managers of New HEES: 

1.1 Energy advice. The Department is concerned that each household receives 
appropriate energy efficiency advice. This shall be provided at the time of survey 
and where heating measures are provided, advice on the operation of the 
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appliances shall be provided at time of installation. At the survey stage the advice 
provided shall cover, but not be limited to, the following areas. 

 
1.1.1 The efficient use of the main appliances and heating systems in the home. 
1.1.2 In instances of fuel burning appliances, outline the importance of maintaining 

appropriate ventilation. 
1.1.3 Include details of any local organisations that can provide further information. 

 
1.2 All advice shall be provided in a clear and easily understandable format. 

 
1.3 Upon completion of the survey the adviser shall complete an Energy Advice job 

Sheet (format to be agreed with the Department) outlining the topics discussed. A 
copy of this together with appropriate advisory literature shall be left with the client. 
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Appendix 4: Making it obvious: designing feedback into energy consumption 

Sarah Darby 

Environmental Change Institute, University of Oxford 

ABSTRACT 
 
The process of giving feedback on consumption motivates consumers to save energy 
through reduced waste, yet the body of evidence testifying to this is rarely acted upon in any 
systematic way. The paper reviews the literature on the effectiveness of three types of 
feedback to domestic consumers: direct feedback in the home, indirect feedback via billing 
and ‘inadvertent’ feedback (a by-product of technical, household or social changes). The 
lessons learned on the importance of clear, immediate and user-specific information are then 
applied in a survey of the opportunities for better feedback to consumers in terms of 
technology, design and location of meters and display panels, energy billing and services 
such as audits and advice programmes. 
 
The paper concludes that feedback has a significant role to play in raising energy awareness 
and in bringing about reduced consumption of the order of 10%; and that opportunities exist 
for designing it into energy-related systems which have yet to be realised. 

INTRODUCTION 
While some aspects of energy usage may be highly visible, domestic energy consumption as 
such is largely hidden from view. This ‘invisibility’ hampers our ability to learn about how to 
use energy more intelligently and less wastefully. Evidence from the survey of 
implementation of the EU directive on labelling of cold appliances in the EU indicates that 
‘the message about energy saving and the environment has been noted by consumers in 
every country’, but that few actually link the importance of energy saving to their own 
personal behaviour (Winward et al, 1998). ‘Noting’ a message is clearly not enough to spur 
people to action: much work remains to be done to build on a low level of awareness of a 
need to save energy, by developing peoples’ ability to identify what can be done in specific 
terms to improve the situation.  
 
This paper begins an investigation into the extent to which householders can teach 
themselves about energy usage in the way in which they teach themselves about so many 
other things: by using feedback signals from their own actions and their own consumption.  
 

CONCEPTUALISING ENERGY 
How do we think of energy? At the level of the individual consumer, in three main ways: as a 
commodity, a social necessity and an ecological resource (though see Sheldrick and Macgill, 
1988, for a fuller account). All of these suggest ways of making consumption more visible, 
while pointing to shortcomings in policy and practice aimed at carbon reductions. 
 

1. Energy is a commodity: much policy is based on this conception. With the 
liberalisation of utilities, customers have become more aware of fuel price, but most 
only have fleeting contact with the financial cost of their energy services, when they 
receive a bill or bank statement or if they change their fuel supplier. Those who are 
constantly reminded of their usage because they rely on solid or ‘packaged’ fuel, or 
because they pay in advance for energy, are in a minority. For the rest, individual 
metering and prepayment send stronger signals about usage than group metering 
and payment in arrears (Birka Teknik og Miljo, 1999). For the majority who pay in 
arrears for their energy, billing can be developed in ways which send more frequent 
and clearer messages to customers (Kempton, 1995; Wilhite and Ling, 1992). 
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2. Energy is a basic human need: in that sense, it is most noticeable when in short 

supply. Users of modern energy systems, and especially those living in poverty, 
need to be able to understand how to control their energy to best effect and to have 
access to help when it is needed. Feedback and information systems must be as 
accessible, clear and simple as possible in order to allow for this. 

 
3. Energy is an ecological resource – that is, energy use never occurs without side-

effects. Production of energy for human use requires mining, tree felling, the 
growing of fuel crops, gas and oil extraction, the construction of dams, pipelines, 
power lines and power stations. Some of this production may be highly visible in a 
localised way, so that there is a vague awareness of the ecological dimension of 
energy; but electricity and gas, along with carbon dioxide and other waste gases, 
are largely invisible in consumption. This invisibility comes about in a number of 
ways: through connection to huge hidden distribution networks; through lack of 
thought about energy unless it becomes expensive or suddenly scarce; through 
design for convenience or utility rather than for visibility and learning; and through 
obscure metering and billing systems.  

 
These conceptions of energy show consumption to have extensive financial, social, 
ecological and cultural aspects that are inadequately recognised, not least because they are 
often obscured. It is becoming more and more clear that existing policies aimed at increased 
efficiency, fuel switching and development of renewables cannot bring about savings in 
carbon in the timescale necessary to stave off significant climate change. The recent UK 
study of Lower Carbon Futures, for example, concludes that a scenario which does not 
involve any change to lifestyle, behaviour or standards of service ‘will not achieve, by 2020, 
the reductions in carbon emissions needed to achieve sustainability by 2100.  To do so 
requires behavioural change. Some of this can be encouraged through policy changes, 
particularly provision of information and feedback to consumers’ (Fawcett et al, 2000). 
 

HOW FEEDBACK WORKS 
Feedback is defined as  
 

The modification, adjustment or control of a process or system … by a result/effect of the process, 
especially by a difference between a desired and an actual result; information about the result of a 
process, experiment etc; a response. 

     (Oxford English Dictionary, 2000) 
 
This definition is here applied to the process of learning. Observation of a young child quickly 
shows how fundamental feedback is as an element in early learning, but we tend to forget 
that it remains crucial throughout life:   
 

We are obliged to act…as intelligently as possible in a world in which…we know very little, in 
which, even if the experts know more than we do, we have no way of knowing which expert knows 
the most. In other words, we are obliged to live out our lives thinking, acting, judging on the basis of 
the most fragmentary and uncertain and temporary information. The point of all this is that this is 
what very young children are good at doing…The young child is continually building what I like to 
call a mental model of the world, the universe, and then checking it against reality as it presents 
itself to him, and then tearing it down and rebuilding it as necessary…We have got to learn…this 
business of continually comparing our mental model against reality and being willing to check it, 
modify it, change it, in order to take account of circumstances. 

(Holt, 1970) 
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Such an approach to learning helps to explain why environmental information and 
education do not necessarily lead to behavioural change. Learning is an active 
process and learning about practical issues is related to ‘reality as it presents itself’.  
Environmental policy aimed at reducing energy use has failed so far to recognise 
adequately the crucial link between our (generalised) sense of our environment and 
our (specific) daily needs and actions: there is a need to extend expertise much more 
widely and to do so by focusing on how people connect their lives to the environment 
(Eden, 1996) 
 
Policymakers have a major contribution to make in providing a ‘toolkit’ for 
householders that enables them to learn how to do this. Such a toolkit can be 
immediate and tangible – as with better direct displays of energy use – but the 
concept can also be extended to the cultural context (see, for example, Bruner, 
1996). Opportunities for learning about energy from the daily usage in homes could 
connect with learning in the local community, or from interactions with utilities, 
government and government agencies.   
 
Two general approaches to cutting carbon can be observed. The first begins with 
identification of carbon reduction targets and aims to meet them in the most efficient 
way by identifying promising areas for reduction in the hope of persuading or ordering 
people to implement the necessary actions. The second begins from existing patterns 
of energy use in their cultural context and looks at needs and aspirations, aiming to 
identify processes by which people might come to use energy in more 
environmentally-friendly ways. This paper is concerned more with the second 
approach: with the processes by which people may learn, by trial and error, to use 
energy in an ecological fashion.  
 

FORMS OF FEEDBACK 
The literature on feedback on domestic energy use is limited, but it does supply some 
pointers as to the approaches most likely to be successful in bringing about energy 
conservation. A typology, with some examples, provides an outline of what is possible: 
 
A. Direct feedback: available on demand. Learning by looking or paying. 
 

(a) Direct displays, such as those tested in Canada and Japan (Dobson and Griffin, 
1992; Tanabe, 2000). Customers who have their supply metered in the standard 
way are unlikely to consult their meter: it will probably be hidden away and 
difficult to understand. Some more attractive and user-friendly displays of 
energy usage have now been tested, and the indications are that these do lead 
to energy savings as well as to increased awareness (eg Tanabe, 2000; 
Mansouri and Newborough, 1999). An additional benefit is likely to be that 
better-designed meters will have an appeal because of they will be seen as high 
quality products: this appears to be the case with high-efficiency cold appliances 
(Winward et al, ibid). 

(b) Interactive feedback via a PC has shown promise and is an obvious candidate 
for further development (Brandon and Lewis, 1999). Some utilities (eg Scottish 
and Southern Energy) already offer this service to large business customers. 

(c) Smart meters. Possibilities include meters operated by smart cards (Birka 
Teknik & Miljo, 1999) and two-way (automatic) metering (Sidler and Waide, 
1999; Kennedy, 1999). 

(d) Trigger devices/consumption limiters. These are contentious because they can 
cut the supply of low-income consumers. However, there are possible solutions 
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to this, such as that in use by EdF for providing such customers with help from 
social services (Ranninger, pers comm.) 

(e) Prepayment meters. The continued usage of these meters by consumers on low 
incomes in the UK - in spite of the extra cost - is an indication of the high 
importance attached to debt avoidance and the value of direct feedback to 
people with limited resources (Doble, 1999).  

(f) Self-meter-reading. The review below shows the value of this as part of an 
effective feedback programme. 

(g) Meter reading with an adviser, as a tool in energy advice programmes (see 
LEEP, 1996; Harrigan, 1992).  

(h) Cost plugs or similar devices on appliances (though they tend to be complicated 
to operate and can be unreliable).  

 
B. Indirect feedback – raw data processed by the utility and sent out to customers. Learning 

by reading and reflecting. 
 

(a) More frequent bills, based on meter readings rather than estimates (Wilhite and 
Ling, 1992; Arvola et al, 1994). 

(b) Frequent bills based on readings plus historical feedback - comparison with the 
same period of the previous year, weather-adjusted. (Wilhite and Ling, 1995). 

(c) Frequent bills based on readings plus normative feedback - comparison with 
similar households. (Kempton and Layne, 1994; Wilhite et al, 1999). 

(d) Frequent bills plus disaggregated feedback. This is relatively expensive, though 
popular when tested (Wilhite et al, 1999). The NIALMS and DIACE systems 
allow for automatic end-use breakdown by pattern recognition (Sidler and 
Waide, 1999). 

(e) Frequent bills plus offers of audits or discounts on efficiency measures. 
Frequent, informative bills can stimulate a demand for audits by raising 
awareness (see Lord et al, 1996).  

(f) Frequent bills plus detailed annual or quarterly energy reports. See Wilhite et al 
(1999) and Kempton (1995). 

 
C. Inadvertent feedback – learning by association 
 
There is little in the way of literature on this, but there are pointers to the potential for such 
feedback.  
 

(a) New energy-using equipment in the home, when a person moves house or 
when there are changes in the physical fabric of the dwelling, provides an 
opening for effective ‘opportunistic’ advice (Green et al, 1998).  

(b) With the advent of solar water heaters and photovoltaic arrays, the home can 
become a site for generation as well as consumption of power and it is highly 
likely that this causes increased observation of energy use and a shift in 
thinking.  

(c) A further possibility for inadvertent feedback is the development of community 
energy conservation projects, with their potential for social learning (see, for 
example, Sharpe and Watts, 1992). 

 
Two further types are worth noting in passing. They are: 
 
D. Utility-controlled feedback – learning about the customer 
Utility-controlled feedback is not designed with householders’ learning in mind, but it is 
rapidly being developed and debated with a view to better load management.  
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E. Energy audits 
Audits are included here because they provide vital baseline information on the ‘energy 
capital’ of a dwelling as well as giving guidance on how to improve it. Audits may be  

(a) undertaken by a surveyor on the client’s initiative 
(b) undertaken as part of a mortgage or other mandatory survey 
(c) carried out on an informal basis by the consumer using freely available software 

such as HESTIA or the UK ‘EcoCal’. A series of audits can give a stream of 
feedback, guiding a motivated consumer towards a target consumption. More 
formal audits are likely to be infrequent, but can still indicate degrees of 
progress.  

 
 
The diagram in Figure 1 shows some of the types on two axes, approximately related 
to the level of immediacy and the extent to which the energy user is in control of 
finding and using the information: 

Figure 1: feedback in terms of immediacy and control 
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If feedback is to promote learning, the discussion above would suggest that immediacy and 
control of the process by the user would tend to lead to the most effective feedback. What 
does the literature show? 

 

FEEDBACK EFFECTIVENESS – A REVIEW 
A review of 38 feedback studies carried out over a period of 25 years demonstrated the 
possibilities of some types of feedback and also some of the issues which affect 
interpretation of the results. A number of difficulties arise in  comparing, and even 
categorising, these studies: all contain a different mix of elements such as sample size (from 
three to 2,000), housing type, additional interventions such as insulation or the provision of 
financial incentives to save, and feedback frequency and duration. The timing of the study 
itself may also be significant in relation to the energy politics and research paradigms of the 
period. In spite of these areas of uncertainty, though, some lessons can be learned from the 
review. 
 
First, feedback has a significant part to play in bringing about energy awareness and 
conservation. Savings achieved by the 38 projects were as follows: 
 
Table 1: savings demonstrated by the feedback studies 
 
Savings Direct 

feedback  
studies (n=21) 

Indirect 
feedback 
studies (n=13) 

Studies 1987-
2000 (n=21) 

Studies 1975-
2000 (n=38) 

20%  3  3 3 

20% of 
peak 

  1 1 

15-19% 1 1 1 3 

10-14% 7 6 5 13 

5-9% 8  6 9 

0-4%  2 3 4 6 

unknown  3 1 3 

 
 
Awareness is more difficult to assess, but an increase in awareness was noted in half 
of the studies and some continuing or additional effect in 11.  
 
While it is not possible here to go into the detail of each study, it appears that direct 
feedback, alone or in combination with other factors, is the most promising single 
type, with almost all of the projects involving direct feedback producing savings of 5% 
or more. The highest savings – in the region of 20% - were achieved by using a 
table-top interactive cost- and power- display unit; a smart-card meter for prepayment 
of electricity (coinciding with a change from group to individual metering); and an 
indicator showing the cumulative cost of operating an electric cooker. In the absence 
of a special display or a PC display, the feedback was supplied by the reading of 
standard household meters, sometimes accompanied by the keeping of a chart or 
diary of energy use. The implication that this meter-reading was a factor in reducing 
consumption demonstrates how seldom people normally consult their meters 
(probably hidden away) and/or convert their readings into useful information. 
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Direct feedback in conjunction with some form of advice or information gave savings 
in the region of 10% in four programmes aimed at low-income households (with 
constant or improved levels of comfort), indicating the potential for feedback to be 
incorporated into advice programmes on a regular basis.  
 
Providing direct financial incentives for consumers to save energy (a method tested 
during the late 1970s) made little lasting impact: consumption reverted to what it had 
been once the incentive was removed. Cost signals need to be long-term to have a 
durable effect.  
 
Where indirect feedback is concerned, the range of savings achieved does not go so 
high, although significant levels are still achievable at relatively low cost (eg Wilhite 
and Ling, 1995). There was also agreement between most of the studies that interest 
and awareness levels of consumers were raised as a result of supplying informative 
bills. One study (Garay and Lindholm, 1995) found no savings at all (but increased 
customer satisfaction) after providing bills for electricity and water with historical and 
normative feedback over a period of 18 months. This was an unusual outcome but 
interesting in that it pointed to at least one possible reason for the lack of change: 
many of the customers were users of district heating and it could be that they feel 
less incentive to save than others because of a perception that the heat would be 
available whether or not they made use of it.  
 
Only three of the studies might be thought of as inadvertent feedback, as defined 
above, but they give an idea of the possibilities for learning using novel technology or 
situations. The first involved a cable service to over 600 electricity customers which 
combined energy information to the householder with automatic meter reading, load 
control by the utility and time-of-use pricing This produced average bill savings (not 
necessarily energy savings) of 7-10% along with a 2kW peak demand reduction per 
household (Goldman et al, 1998). The second and third, both unpublished small-
scale projects reviewed by Ellis and Gaskell (1978) contained ‘trigger’ signals which 
went on when the outside temperature dropped below 68F or when the electricity 
load went above a specified amount. They achieved a 16% reduction in air-
conditioning consumption and a ‘moderate’ reduction in peak load respectively. 
 
Finally, one community programme involved energy audits for 1,600 households 
followed by subsidised retrofitting according to customer choice (Sharpe and Watts, 
ibid). The whole programme was estimated to have achieved a reduction of 20% in 
peak demand: it could be argued that this was solely due to physical measures, but 
the strong emphasis on participation and learning suggests a contribution from 
inadvertent feedback. 
 
In general, there does not seem to be any correlation between the scale of a project 
and the outcome in terms of reported savings and awareness: the spread of results 
for the 12 larger-scale projects, with experimental samples of 200-2000, mirrors that 
for the whole range of studies. Similarly, the best-documented studies show a spread 
of outcomes which parallels that of the whole range. When the more recent studies 
are compared with those carried out over the whole 25-year period, the ratio of 
‘successful’ ones (5%+ or 10%+ savings) to the whole is almost exactly the same 
(although the four most effective projects in terms of savings were all carried out from 
1992 onwards).  
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The implication is that all those studies which demonstrated some effectiveness had 
enough of a common element (or elements) to succeed; or that they compensated for 
lack of one element with another. It could be, as a minimal explanation, that any 
intervention helps if it triggers householders into examining their consumption. It 
could also be that the personal attention of the experimenters motivated the 
householders into action. However, the documentation of these feedback projects 
points strongly to other factors at work, of which immediacy or accessibility of 
feedback data  - allowing the householder to be in control - are highly important, 
accompanied by clear information that is specific to the household in question. 
Provision of such data is coming well within reach in terms of the technical 
possibilities for metering, appliance and heating system design. It also requires 
political determination if it is to be implemented soon.  
 
Feedback is a necessary but not always a sufficient condition for savings and 
awareness. It should not be treated in isolation: this is also a clear lesson from this 
review. The range of savings, as well as the accompanying detail, shows the 
importance of factors such as the condition of housing, personal contact with a 
trustworthy advisor when needed, and the support from utilities and government 
which can provide the technical, training and social infrastructure to make learning 
and change possible.  
 

CONCLUSION 
Feedback is an essential element in effective learning: this is as true of domestic energy use 
as of anything else. A variety of feedback types can be identified and the literature on three – 
direct, indirect and inadvertent – indicates that they have a significant role to play in raising 
energy awareness and in bringing about reduced consumption of the order of 10%.  
A number of lessons emerge from the literature. Metering displays should be provided for 
each individual household in a form that is accessible, attractive and clear. Signals which are 
activated when a given load is exceeded may have potential – though not in isolation, without 
the means to learn from them - but need testing with great caution, especially where low-
income households are concerned. Informative billing, designed and tested on customers 
before becoming widely available, shows promise as a means of raising awareness. Audits 
can provide baseline information on each dwelling and are increasingly used to assess the 
quality of the housing stock. The language of the audit should fit with that of the utility and the 
householder: there should be a common language for maximum clarity.  
Feedback implies monitoring, which can be used at an individual or at a collective level: 
design for feedback should take this into account, as debate on whether energy-saving 
initiatives are reaching their goals is often ill-informed. Finally, new technologies are making 
possible generation of power at a household level, automatic and highly sophisticated 
metering and more detailed communication between utilities and customers. All these 
developments hold out the possibility for improved learning and control of energy use, if 
handled with attention to the principles of immediacy, clarity and specificity. 
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