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1. Executive Summary
The UK has over 10 million homes (36% of all housing) where the most cost effective energy efficiency
measures (e.g. cavity wall and loft insulation) will not work. There is often little that can be offered to this
group in terms of support for home energy efficiency improvement measures.
The Centre for Sustainable Energy (CSE) has run the Warm Streets programme in partnership with local
authorities in Somerset for almost 2 years. By offering subsidised loft and cavity wall insulation, Warm
Streets has successfully channelled energy supplier funding into our local area and helped local authorities
achieve added value over and above their own grant funding contributions. However, CSE advisors and the
Warm Streets partner authorities are acutely aware of the limitations of Warm Streets and in particular the
current inability to offer any major improvement options for Hard to Treat (HTT) housing.
The Freedom from Fuel Poverty (FFFP) scheme started in August 2009 when Bath and North East
Somerset Council (B&NES Council) secured funding from the South West Regional Housing Pot to tackle
fuel poverty and reduce carbon emissions in private sector housing in the area in 2009/10.
The FFFP scheme was initially focused at lifting customers suffering from „full income severe fuel poverty‟
out of fuel poverty through full funding of innovative thermal efficiency improvements and renewable energy
measures over and above the standard measures available through the existing Warm Streets programme,
primarily solid wall insulation and/or solar thermal installation.
CSE was employed to provide Managing Agent services to B&NES Council for the FFFP scheme, dovetailing the scheme with the existing Warm Streets programme.
The original aim for the FFFP scheme was to improve 24 private households in the Bath and North East
Somerset by 31 March 2010.The target of 24 households was based on estimated average costs for
measures: it assumed 14 households receive solid wall insulation at an average cost of £10,000 per
property and 10 households receive solar hot water heating systems at an average cost of £4,000.
The initial contract end date was 30 June 2010. By April 2010 only a very small percentage of the works
were installed having taken far longer to build up momentum than expected. B&NES Council had also
secured some additional funding to expand the project. With this in mind, CSE proposed a revised scheme
with a new deadline to B&NES Council which was accepted and the project deadline extended to
December 2010.
The total funding allocated by B&NES Council across the original FFFP scheme and the subsequent HTT
extension was £202,250. In addition to this, CSE were able to secure Carbon Emissions Reduction Target
(CERT) funding from energy supplier Scottish and Southern Energy (SSE), in one of the first private
housing solid wall insulation CERT offers. The CERT funding rate was driven by the amount of Carbon
saved on each individual property that had solid wall insulation. On average this worked out around £600
per property and totalled £4,750.
In total there were 11 installations of solid wall insulation, 8 solar pv installations and 1 installation of a solar
hot water system – these measures were installed across 18 properties on the scheme.
The most challenging measure to install was solid wall insulation - this presented challenges in terms of
project management, cost and customer journey. The solar pv installations were generally without
significant complications and proved a valuable fuel poverty tool due to the introduction of the Feed In Tariff
which was given to the customers in full.
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2. Introduction
The UK has over 10 million homes (36% of all housing) where the most cost effective energy efficiency
measures (e.g. cavity wall and loft insulation) will not work. CSE‟s own experience on the advice lines is
that advisors are concerned there is little they can offer this group in terms of support for practical home
energy efficiency improvement measures. Further to this there is a significant shortage in the contractor
capacity, both locally and nationally, that would be required to meet the tough targets set by government
and others for retrofit projects.
It is expected that the majority of homes appropriate for cavity wall insulation and loft insulation will have
been reached by existing Government and energy supplier installation schemes (Warm Front, CERT and
CESP) by 2014-16.1
The previous government’s Household Energy Management Strategy (HEM)2 (which has followed through
in to the new coalition Government‟s approach) included an ambition that by 2020 „up to 7 million
households will have had an eco-upgrade which would include advanced measures such as solid wall
insulation or heat pumps alongside smart meters and more basic measures.’ It goes on to emphasise that
this will be delivered through „new community partnerships and an enhanced role for local authorities,
including a requirement on energy companies to consult with local authorities to deliver local area-based
programmes’. This now seems to be the likely structure for the Green Deal and the Energy Company
Obligation (ECO).
National developments
In January 2010 the Energy Efficiency Partnership for Homes published an extensive analysis of the issues
associated with delivering energy efficiency improvements to HTT homes3. Amongst many issues, it
highlights the fact that there is a potential funding gap caused by many national initiatives not coming into
effect at least before 2012 (including the Green Deal).
In developing any local scheme it is important to be aware of these wider national schemes, pilots and
potential opportunities - to avoid duplication of effort - and to prepare our local area to take full advantage of
them, if and when, they are introduced more widely. However, having reviewed them all in some detail it
seemed unlikely that any of these national initiatives would lead in the short to medium term to a fully
integrated effective local scheme in Bath and North East Somerset.
Local context
CSE designed and set-up the Warm Streets programme in partnership with local authorities in Somerset.
CSE has been running the scheme for almost 2 years. CSE has also managed the Bristol Energy Efficiency
Scheme (BEES) for Bristol City Council for a similar period. These local schemes have successfully
channelled energy supplier funding into our local area and helped local authorities to achieve added value
over and above their own grant funding contributions. To date, these local schemes have delivered over
12,000 major measures – loft, cavity wall or boiler replacement – to local homes across Somerset and the
West of England, providing additional help to vulnerable groups by integrating energy and benefits advice.
CSE advisors and the Warm Streets partner authorities are acutely aware of the limitations of Warm
Streets and BEES - in particular the current inability to offer any major improvement options for HTT
housing. In addition, it is becoming progressively more difficult to find local households suitable for loft
insulation and cavity wall insulation measures, leading to recent decisions to introduce „free for all‟ offers
across Somerset authorities.

1

Pay as You Save report for DECC, the UK Green Building Council August 2009
Warm Homes, Greener Homes: A Strategy for Household Energy Management, DECC March 2010
3
A review of delivery tools used to improve hard to treat homes, ACE for EEPH, January 2010
2
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Furthermore, the existing contractor base available and skilled up to market and deliver hard to treat
housing measures is known to be under-developed and is likely to need support if such measures are to be
delivered at scale in future.

3. Scheme Overview
Freedom from Fuel Poverty (FFFP) was launched in August 2009 when Bath and North East Somerset
Council (B&NES Council) secured funding from the South West Regional Housing Pot to tackle fuel poverty
and reduce carbon emissions in private sector housing in the area in 2009/10.
The FFFP scheme was initially focused at lifting customers suffering from „full income severe fuel poverty‟
(i.e. if in order to maintain a satisfactory heating regime and cover other normal heating costs the
household would be required to spend more than 20% of their total income on all household fuel use) out of
fuel poverty through full funding of innovative thermal efficiency improvements and renewable energy
measures over and above the standard measures available through the existing Warm Streets programme,
primarily solid wall insulation and/or solar thermal installation. A secondary aim was to reduce carbon
emissions by improving the energy standards of the homes concerned.
CSE was employed to provide Managing Agent services to B&NES Council for the FFFP scheme, dovetailing the scheme with the existing Warm Streets programme. Warm Streets is a partnership scheme with
funding provided by Scottish and Southern Energy and the seven Somerset councils that offers funding for
cavity wall and loft insulation measures.
The Managing Agent services provided by CSE included:
















Selection of one preferred scheme installer for each measure based on a fully competitive tender
process
Identification of appropriate eligible households including undertaking fuel poverty checks of
householders who have already gone through the standard Warm Streets process and providing a
summary of household suitability for approval by one of B&NES Council nominated officers
For approved households, undertaking SAP analysis to identify the most appropriate and cost
effective measures for that property which would help lift the household from fuel poverty. In the
majority of cases it is likely that the most cost effective measures would be solid wall insulation
(external or internal) and solar hot water heating
Production of a full proposal for each household processed (including cost-benefit analysis and
assessment of impact on household fuel poverty status) for approval by one of B&NES Council‟s
nominated officers
Liaison with both the householder and the council to confirm acceptability and priority to be given to
proposed measures
Liaison with relevant preferred installer to get detailed quotes for selected measures
Oversight of the installation of agreed measures in each household helped
Provision of „before‟ and „after‟ SAP rating for all households assisted
Administration of the overall grant fund and management fees including quarterly reports of grant
funds spent and/or allocated and management fees utilised
Facilitation of Quality Control checks on 25% of properties that receive works under the scheme
Provision (including design) of customer satisfaction questionnaires for all households assisted
under the scheme (including equalities data)
Collection of data and feedback from beneficiary households (through follow-up questionnaires and
telephone survey) to evaluate the actual impact of the scheme.
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The original targets for the FFFP scheme were as follows:







To improve 24 private households in the Bath and North East Somerset by 31 March 2010
To provide the opportunity for a B&NES Council nominated officer and up to one other council
officer to be present at the time of the initial property survey to maximise transfer of knowledge,
assist with contract monitoring and facilitate integration with other support available from the B&NES
Housing Improvement Team
To evaluate the scheme including: the impact of the scheme on the fuel poverty status of
householders helped; installation costs for all measures; problems encountered with any solutions
found; and the increase in SAP ratings of the property, with final report provided by 30 June 2010
CSE to give a presentation for the Housing Services team towards the end of the project to provide
an overview of the scheme, successes and lessons learned

The initial target of 24 households helped was based on estimated average costs for installed measures: it
assumed 14 households receive solid wall insulation at an average cost of £10,000 per property and 10
households receive solar hot water heating systems at an average cost of £4,000.
In cases where fuel poor households were identified but due to property type no major help could be
provided by Warm Streets or the Freedom from Fuel Poverty scheme, household details were passed to
the B&NES Council Housing Improvement Team for possible assistance under the Council‟s Housing
Renewal Policy.
The criteria for FFFP scheme eligibility was initially as follows:






Households must be located within the B&NES council area;
Households must be either owner occupiers or in the private rented sector (but not with multiple
tenants where fuel poverty status would be difficult to clarify);
Consistency with Warm Streets grant eligibility
Warm Streets first – households must have been through the Warm Streets process to ensure they
have had any standard measures to which they are entitled and a benefits check to ensure their
income is maximised; and
Full income severe fuel poverty – i.e. if in order to maintain a satisfactory heating regime and cover
other normal heating costs the household would be required to spend more than 20% of their total
income on all household fuel use. (Income by this definition includes Housing Benefit, Income
Support for Mortgage Interest and Council Tax Benefit).

Initially CSE attempted to identify appropriate fuel poor households from those who have already been
through the Warm Streets scheme. While this did generate a handful of possible referrals it did not create
the required number and so in January 2010 a new press release was put out to generate interest in the
scheme.
The initial contract end date was 30 June 2010. By April 2010 only a small percentage of the works were
installed, having taken far longer to build up momentum than was anticipated. B&NES Council had also
secured some additional funding to expand the project. With this in mind, CSE proposed a revised scheme
with new timescales to B&NES Council which was accepted and the project deadline extended to
December 2010. The revised proposal linked into the systems and processes already established under
the Freedom from Fuel Poverty scheme in 2009. At this stage Freedom from Fuel Poverty had 30
measures that had been approved by B&NES Council (14 solar [mostly pv] and 16 solid wall insulation)
spread across 18 properties. 11 of these properties had been offered both Solid Wall Insulation and Solar
Hot Water/Solar PV due to their fuel poverty status. While only £109,000 of the £152,000 available on the
6

original scheme was allocated at the final stage (i.e. a quote for the works had been/or was being
produced) there was a further £150,000 of work that had been approved by B&NES Council but was not yet
at quotation stage - this additional work had been built up to allow for potential drop out and in anticipation
that the scheme might develop and expand in 2010.
In practice this meant we had enough leads/customers in the system to commit both the existing funding
pot and the additional funding pot. In order to maximise value for money, the new Hard to Treat homes
scheme and the existing Freedom from Fuel Poverty scheme were run together – i.e. taking full advantage
of the existing customer base, the management systems and supplier agreements that are already in place.
In effect, this meant CSE could combine management of both schemes into one project, though CSE
applied different criteria to the different grant pots and reported on progress and expenditure of the different
funding pots separately.
Although the new HTT scheme used council vulnerability criteria we were able to separate out 6 of the
original customers (3 were offered both Solar and Solid Wall insulation) who met this criteria who could be
moved to the new Hard to Treat scheme to avoid disappointment due to shortages of funding in the original
scheme. Having taken considerable effort to identify and survey these customers it was fantastic not to
have to disappoint them and to be able to offer them funding from the new scheme.
This meant that the new HTT scheme had the following targets:
The new scheme funding should be channelled for delivery of solar PV and complex roof insulation works
as well as internal/external solid wall insulation works for existing FFFP customers that were eligible under
the new criteria.
This enabled the scheme to offer 100% grants to a target of 8 measures across 5 households. The
introduction of the new Feed in Tariff would also provide an extra income stream for the vulnerable
householders concerned (estimated at approx £350 per year) – thus helping to lift them out of fuel poverty
– or reducing their risk of fuel poverty – in the longer term. The inclusion of complex roof insulation works
(which could not be funded through the Warm Streets programme) would plug a gap in the existing
scheme, avoiding funding „high tech‟ renewable measures whilst neglecting practical insulation measures.

4. Funding
The total funding allocated by B&NES Council across the original FFFP scheme and the subsequent HTT
extension was £202,250. In addition to this CSE were able to secure Carbon Emissions Reduction Target
(CERT) funding from energy supplier Scottish and Southern Energy (SSE), in one of the first private
housing solid wall insulation CERT offers. The CERT funding rate was driven by the amount of Carbon
saved on each individual property that had solid wall insulation. On average this worked out around £600
per property and totalled £4,750.
CSE managed the funding and paid contractor invoices on presentation of a valid Customer Completion
Certificate (see appendix). CSE also managed the CERT funding applications to SSE.
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5. Tender process
B&NES Council required that CSE go through a full tender process to appoint preferred contractors to the
scheme. Through the Invitation to Tender, CSE aimed to appoint one approved scheme contractor for each
type of measure provided under the scheme. i.e.


One preferred scheme contractor for solid wall insulation works (a single contractor who could
provide a range of different external and internal wall insulation systems appropriate for different
property types including structural engineering services to provide appropriate design
specifications for each property assisted)



One preferred scheme contractor for solar hot water heating systems.

CSE drew up tender documentation in consultation with B&NES Council‟s nominated officers to obtain
standard quotes and method statements from several contractors, including in the case of insulation
measures the current Warm Streets contractor. A preferred scheme installer was then selected for each
measure in consultation with B&NES Council‟s nominated officers (i.e. one preferred installer for each type
of measure).
While there were a large number of tender submissions for the solar hot water side of the scheme there
were far fewer tender applications for solid wall insulation. Of those that did submit a tender to provide solid
wall insulation it was evident that there was a lack of experience in the private domestic market. Ultimately
the contractor with the most experience was chosen (while still being competitively priced). It was also very
evident through this process that comparing tendered costs for works „like for like‟ between companies was
a significant challenge. CSE was able to create a method for comparison but this included assumptions on
average time scales to complete works and average property size as different bids had different emphasis
on day rate and cost per m2 as their mode of cost recovery.

6. Criteria
Having had little take up of the scheme for a number of months it became very clear that the severe fuel
poverty criteria was proving a barrier to take up on the scheme. For this reason the scheme eligibility was
extended to those simply in fuel poverty (10%+ of their full income spent on heating) at which point uptake
of the scheme increased. Householders also had to meet all of the following criteria:




Tenure - owner occupiers and private tenants
Warm Streets Eligibility - must meet the Warm streets council grant criteria. This criteria was
ultimately dropped due to the frequent changes in the Warm Streets eligibility criteria – particularly
as at one point Warm Streets was offering „free for all‟
Warm Streets first – they must have fully exhausted the standard Warm Streets process to make
sure they have received all available and relevant existing help towards improving their homes and
increasing their incomes. To include:
 Review of their eligibility for free loft and cavity wall insulation
 Review of their eligibility for Warm Front heating improvements (including where appropriate
council top up grants)
 Full benefits check to ensure income is maximised.

The HTT extension had the following eligibility criteria:
Vulnerable owner occupiers and private tenants (irrespective of fuel poverty status) living in solid wall
dwellings, mobile homes and other hard to treat homes with a low energy efficiency rating. Vulnerable
homes were defined as:
8

Householders at least 60 years of age or in receipt of at least one of the principle income or disability
related benefits. A test of resources may be required depending on the applicant‟s circumstances and the
type of assistance that they are entitled to. However, those in receipt of Income Support, Income-Based
Job Seekers Allowance or Pension Credit (Guarantee Credit) will not be subject to a test of resources and
will not have a contribution.

7. Process
In order to track funding committed through the scheme and ensure customers were aware of the works
available the scheme followed a strict process. This is shown in the flow charts on pages 8 and 9 but could
be viewed in summary as:
1.
2.
3.
4.
5.

Customer referred to scheme
CSE staff carry out phone interview with customer to assess eligibility and potential works
CSE surveyor carries out survey and creates list of proposed measures
CSE send proposed measures to B&NES Council for approval
If approved, CSE send proposed measures to customer for approval – customer to return application
form and declaration to CSE
6. If approved, CSE instruct contractor to provide quotation for works
7. CSE send quotation to B&NES Council for approval
8. If approved, CSE instruct contractor to proceed with works in consultation with customer
9. Once completed contractor and customer sign completion certificate and return to CSE
10. CSE pay contactor for works
11. CSE apply for CERT funding (where relevant)
Customers were tracked on an automated spreadsheet. With so many stages to the process it was
fundamental to the success of the scheme to see what stage of the process each customer was at and
progress things accordingly.
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Application process
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Survey process - Bagnalls
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Survey Process – Southern Solar
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8. Customer initial interview
The following is the customer interview template used on the scheme. The purpose of this interview was to
discuss eligibility and to establish whether works were likely to be possible through the scheme – this was
important due to the significant costs of a SAP based survey (£300 approx) and so it was prudent to avoid
wasted surveys on customers who, for example, had cavity walls and a north facing roof.
Carrying out these surveys did prove quite time consuming but had the additional benefit of improving the
customer journey by allowing them to discuss the process and potential impact of the works right at the
beginning.
Yes  No 

Is households located within the
B&NES council area?
Owner Occupiers or
Private Tenants?
Savings of £20,000 or less AND
household income of £20,000 or less?

Yes  No 
Yes  No 

Warm Streets
Yes  No 
Has household been through the
Warm Streets process?
Yes  No 
Do they have any standard measures
Notes:
to which they are entitled? Insulation,
Warm Front Heating etc
Yes  No 
Have they had a benefits check to
ensure their income is maximised?
Fuel Poverty
Yes  No 
Are they in full income fuel poverty –
i.e. if in order to maintain a
satisfactory heating regime and cover Total Household Income
other normal heating costs the
Expenditure on fuel bills
household would be required to
spend more than 10% of their total
Notes:
income on all household fuel use.
(Income by this definition includes
Housing Benefit, Income Support for
Mortgage Interest and Council Tax
Benefit)?
Measure suitability
Yes  No 
Do they have a solid wall?
Notes:

Do they have a south facing roof
which isn’t over shaded?

Yes  No 

Notes:
Yes  No 

Do they have a combi boiler?
Notes:

Yes  No 

Are they in a listed building or
13

£
£

conservation area?

Notes:

Consent
Would the customer be happy to
have sometimes disruptive work
carried out on their property (e.g.
external wall cladding, internal wall
insulation or changes to heating
system) if it was paid for by the
council?
Is the customer happy for us to book
in a survey?

Yes  No 

Notes:

Yes  No 

Notes:

Other Notes:

Date of construction of property?
Wall Type – Solid or Cavity?
If Solid Wall – Stone, Render, Brick?
Pitched or flat roof?
What insulation is there in the property?

Have you carried out any extensions to the
property?
Single or Double Glazed windows?
If windows were replaced when was this?

Please ask customers to have the last four bills for electricity and gas available for when
we visit (to assess energy used).
Also provide bills for any secondary heating fuel e.g. wood
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9. Survey
All customers who went through the initial interview stage were offered a CSE SAP based survey. The
purpose of this survey was to assess the relative impact of the measures the customer wanted to have
installed. By modelling the outcomes through SAP, CSE were also able to present the customer with the
theoretical outcome of the proposed works on their property as well as the potential bill savings
The template below shows the type of information presented to the council in order to be able to make the
decision about whether to proceed with measures funding.

FFFP Poverty Survey Results – 002
Property Number
Address
Owner

FFFP - 002
xxxxxxxxxx
xxxxxxxxxx

Survey Date

12/10/09

Income
Fuel Poverty Status from Bill
Fuel Poverty Status from SAP

£7,200
11% (£806.40)
11% (£801)

Sap Results
At present: SAP 50; Main heating costs £295/yr; Water heating £109/yr; Total £801 (other costs included in
total - secondary heating, lighting, cooking, appliances & standing charges)

1. With 60mm EPS External wall insulation and render: SAP 58; Main heating costs £226/yr; Water
heating £109/yr; Total £722 (10% reduction)
2. As 2 with extra roof insulation (to 150mm) reducing U-Value from 0.6 to 0.3: SAP 60; Main heating
costs £198/yr; Water heating £109/yr; Total £689 (14% reduction from 1)
3. As 3 with extra floor insulation (100mm batt) reducing U-Value from 0.7 to 0.4: SAP 64; Main
heating costs £168/yr; Water heating £109/yr; Total £655 (18% reduction from 1)
4. As 4 with Low E window films reducing windows U-Value from 2.7 to 2.0: SAP 66; Main heating
costs £149/yr; Water heating £109/yr; Total £633 (21% reduction from 1)
5. As 5 with TRVs on radiators and al lights low energy: SAP 69; Main heating costs £149/yr; Water
heating £109/yr; Total £607 (24% reduction from 1)

Recommendations
Solid wall insulation appears to be an appropriate measure for this property. However, by only updating this
measure customer 2 will still be on the borders of fuel poverty. We would recommend that solid wall
insulation is installed, but that if possible we also top up the loft insulation as a minimum (measures 1 & 2
above). By doing this customer 2 will be brought out of fuel poverty.

Next stages
1.
2.
3.
4.

Obtain B&NES Council approval to proceed
Obtain customer approval
Obtain quotation from Bagnalls for solid wall works
Where funding is available (based on Bagnalls quotation) obtain quotation for loft insulation works
15

10. Customer report
If B&NES Council approval was secured CSE then sought approval from the customer for works. The
customer was sent the following letter detailing the potential works and asking for their approval to proceed:
Dear Mr X
As discussed in our recent telephone conversation we have now finalised the details of the survey we
carried out on your property. The following is a list of measures that will increase the energy efficiency of
your property and the resulting likely impact on your fuel bills:
Measure
1
2
3
4
5

External wall insulation and render
Roof Insulation
Floor Insulation
Low E window films
Thermostatic Radiator Valves

Saving on bill
(cumulative)
10%
14%
18%
21%
24%

Likely Cost of
installation
£7,500-£12,500
£500-£1,000
£1,000-£2,000
£250-£500
£150-£300

Bath & North East Somerset Council would like to fund as much work as the budget allows to improve the
energy efficiency of your property. As the biggest single saving will come from having your walls insulated
we will first get a quote from the contractor Alfred Bagnall and Sons for solid wall insulation.
As you have agreed you are happy in principle to have solid wall insulation provided for free and happy for
an initial survey to be carried out, Alfred Bagnall and Sons will be in contact to book a survey for your
property. The survey will be carried out by Ian Bennet of MBE consultants on behalf of Alfred Bagnall and
Sons. Through this survey we will establish if solid wall insulation is structurally possible for your property.
Where it is deemed by the Alfred Bagnall and Sons that solid wall insulation is suitable for your property
and Bath and North East Somerset Council approve the quote we receive, we will then get quotations for
any additional work you are happy to have carried out on your property from the list above that can be
covered by any remaining funding. If you would like to fund any additional work yourself at this stage we will
be happy to discuss the best options with you.
As discussed there will be some disruption caused by these works, but the contractor will keep these
disruptions to a minimum. Please highlight any concerns you have about the work to Alfred Bagnall and
Sons but also do not hesitate to contact me if you have any further questions or concerns.
Kind regards

Phillip Morris
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11. Installers
Once the most appropriate measures had been identified and approved by the council and the customer,
CSE liaised with the relevant preferred scheme installer to obtain prices for the work proposed.

Contractors quoted for works on the following basis:




Contractors were required to undertake basic making good after the installation of all measures
under the scheme.
In the case of internal wall insulation this included replacing light switches and electrical fittings and
refitting doors and skirting boards. However, it did not necessarily extend to full redecoration of a
room.
In the case of solar hot water systems the contractor was expected to leave the whole heating
system in full working order.

Alfred Bagnall & Sons
Alfred Bagnall and Sons were appointed as the solid wall insulation contractor. Having been appointed as
the contractor with the most experience in the private solid wall insulation sector (while being competitively
priced) the quality of the works was of a high standard. Due to the nature of the works Bagnalls did contract
out some work and there were some issues due to the timely coordination of these trades (as well as some
quality issues) early on in the scheme but these issues were resolved as the scheme progressed.
Bagnalls subcontracted out the design of the systems to MBE Consultants. Between them they came up
with some excellent property specific solutions. This was a real advantage of a property specific design by
a structural engineer, the down side of this being the significant design costs.

Southern Solar
As an established local solar systems installer Southern Solar were an excellent partner to the scheme.
Works were carried out to an excellent standard with very professional customer service. Southern Solar
presented the small solar pv system as an option for the scheme in response to the Feed In Tariff and this
proved a very successful option. Southern Solar did particularly well to keep to the scheme‟s targets in a
very busy time for them.
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12. Scheme administration and Project Management
One of the significant areas of learning for the partners throughout the scheme was the amount of
administration and project management required to successfully complete the works. While it was
anticipated that this would be quite a labour intensive process, in practice managing the customer journey
and the complexity of the works involved was even more demanding than had been previously expected.
The installation of 18 measures across the scheme used required the following man days from CSE:
Chart 1 – Days of CSE time spent by area

Working Days

Days of CSE work required
45
40
35
30
25
20
15
10
5
0
Identify
Site visits, SAP
appropriate
assessments
eligible
and selection of
households and measures
assessing fuel
overty status

Obtaining
quotes for
works

Management of Monitoring
Grant fund
Project
works
impact on fuel adminstration management
poverty
and monthly
reporting

Another area of interest was the conversion rate of the referrals as shown in chart 2 below:
Chart 2 – Conversion rate of referrals on scheme

Outcome of Application
"Scheme on hold" letter
sent, 11

One or more measures
installed, 20

Unable to contact, 2

Intial interview
completed with no
measures installed, 25
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Almost half of the customers who went through the initial interview process actually went on to get a
measure installed. Although it is very difficult to find a comparison for this data this would seem to be a very
good conversion rate. It indicates that the referrals that were made to the scheme were of a good quality.
This is backed up by the fact that only two customers were unable to be contacted.
The above data also provides a better understanding of the amount of work required in order for an
installation to be completed. It is also worth noting that seven applications dropped out at a later stage of
the application process. These seven applications had completed the initial interview and were found to be
eligible and interested in the works having had the potential disruption explained to them. Approval was
given to proceed to a CSE survey which in turn was completed. In many cases the relevant contractor had
also completed a survey to assess the measure which was being applied for. The reasons for customers
dropping out at this late stage were as follows:







1 customer hoped to have external solid wall insulation to the rear of her property but the survey by
the contractor found that just insulating the rear walls would cause damp issues in this property
1 customer finally decided he was not happy with the change in appearance either from internal or
external wall insulation
1 customer decided to sell her property
1 customer sadly passed away
2 customers were found to have unsuitable roofs for solar pv from a structural point of view – 1 was
a Park Home and the other was steel framed
1 customer required significant upgrades to her existing electrical system and had a westerly facing
roof that made solar pv not a viable option

13. Scheme Helpline
Throughout the process the scheme was able to make use of the existing Warm Streets helpline. This
proved invaluable and a significant proportion of project management time (as recorded above) was spent
in consultation with customer over proposed or ongoing works. The only way this time could have been
reduced would be through production of literature giving the customer more extensive guidance on the
process but verbal reassurance is still likely to prove necessary.
One of the significant positives of the scheme recorded in the customer satisfaction surveys was the
provision of the helpline and the service provided by CSE through this helpline. While this is clearly an
expensive service to offer it seems pivotal to guiding customers through the complexity of solid wall
insulation in particular.

14. FFFP outcomes
There were 9 solid wall insulation installs in the initial scheme and 4 solar installations spread across 11
properties.

Solid wall
11 customer were surveyed through the scheme but two dropped out, both because they decided they did
not want to change the outside appearance of their property or the disruption of having insulation applied
internally – this at a cost of £1,417 to the scheme.
The average cost of all installs was £13,500. Two of the installations carried out were internal wall
insulation (one of these was Sempatap). The average cost for the internal wall insulation jobs was £5,600.
If you discount the internal jobs, the average cost for all external works was £15,750 – significantly above
our initial guide price of £10,000.
19

Chart 3 – Total spend by external wall insulation job

External wall insulation - total spend per job
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Chart 4 – Total spend by internal wall insulation job

Internal wall insulation - total spend per job
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Chart 5 – Average spend – Internal vs. external wall insulation

Average total cost of works - external vs. internal
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The costs of external wall insulation were significantly higher than previously expected for a number of
reasons:



High survey and design costs – this typically accounted for 31% of the costs
Large amount of additional work required – this typically accounted for 15% of the costs

Examples of the additional work included for external insulation:














Extending boiler flue
Guttering removed and replaced including down pipes
Greenhouse removed and replaced
Shed removed and replaced
Satellite/BT removed and replaced
Structural reinforcement to allow for additional weight of insulation (park homes)
Extending window sills/surrounds
Capping insulation at roof line where roof does not extend far enough
Removed existing damaged structure/site clearance
Removed/refitted canopy, burglar alarm, outside lights, outside tap
Extended drainage pipes/remove and refit stack
Scaffolding
Structural inspection and sign off for steel framed properties – necessary repairs (professional
Consultants certificate)
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On average the actual insulation works made up only 54% of the costs for external insulation works. This is
an incredibly important point to make. While the high survey costs (31%) can be avoided in part by using an
approved system based approach, the costs of the additional works cannot be avoided (15%). For the
purpose of this scheme working with vulnerable people it was important to cover these costs as additional
costs could otherwise discourage a customer from going ahead with the works.
Chart 6 – External wall insulation cost breakdown

External wall insulation cost breakdown
Survey and Design Spend*

Additional works spend

Insulation works spend **
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£5,000
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Insulation works spend **

£7,336

£6,300

£5,752

£7,791

£9,542

£11,393

£11,393

Additional works spend

£3,006

£1,772

£2,822

£2,413

£2,696

£2,331

£1,644

Survey and Design Spend*

£3,812

£4,148

£5,057

£5,058

£5,058

£5,583

£5,320

* Includes Building Reg and planning cost – on average 11% of total
** Includes £600 cost for site management by structural engineer

With internal wall insulation works cost breakdown was different. Similar to external insulation, the actual
insulation works accounted for only 49% of the costs but in the case of internal works the survey accounted
for only 19% of the costs (this in itself was inflated due to one of the properties having a small amount of
external work as well). The additional works cost was much higher by percentage at 32% for internal wall
insulation.
Examples of the additional work included for internal insulation:








Extension of internal sills
Removed/refitted radiators
Removed/refitted sockets and switches
Skirting removed/refitted
Resized flooring
Curtain rails/blinds removed/refitted
Moved service points e.g. BT, Sky
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Chart 7 – Internal wall insulation cost breakdown

Internal wall insulation cost breakdown
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Solar PV
Overall there were 4 solar pv installations on this part of the scheme. All of the jobs that were installed by
Southern Solar were 1.04kW systems. The scheme initially only offered solar hot water systems deeming
pv to not be cost effective. However, during the scheme the Feed in Tariff was introduced which
significantly improved the financial viability of solar pv systems. The 1kW system was chosen as this was a
cost equivalent of the solar hot water system originally offered as a measure on the scheme.
The 1kW system should have a fuel bill saving of around £50 per year with a Feed in Tariff income of
around £350.
The majority of the average cost of £5,750 was made up by the material costs at £4,100. Labour accounted
for 17% of the costs with scaffolding accounting for 5% and essential updates to the existing electrical
systems/roof accounting for 7% of the costs.
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Chart 8 – Total spend by solar pv job

Solar PV Installation - total spend per job
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* FFFP-024 included a £465 roof repair cost
.Chart 9 – Solar pv cost breakdown

Solar PV installation cost breakdown
Equipment Cost

Labour Cost

Update Exiting System

Scaffolding
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Labour Cost
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£1,007
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Equipment Cost

£4,100

£4,100

£4,100

£4,100

Scaffolding
Update Exiting System

* FFFP-024 included a £465 roof repair cost
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15. FFFP extension – Hard to Treat outcomes
There were 2 solid wall insulation installs in the second part of the scheme and 5 solar installations spread
across 7 properties.
Solid wall
9 customers were surveyed through the scheme but two dropped out, one as she decided to sell the
property and one because the customer ultimately decided she did not want to change the outside
appearance of her property or the disruption of having insulation applied internally – this at a cost of
£2,312.22 to the scheme.
The average cost of installation was £20,212. This very high cost was a result of the non-standard structure
of one of the properties and the size of the other. FFFP-053 was a pre-cast concrete property that required
substantial works to improve the structural integrity of the property – see chart 11
Chart 10 – Total spend by external wall insulation job

External wall insulation - total spend per job
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Chart 11 – External wall insulation cost breakdown

External wall insulation cost breakdown
Survey and Design Spend*

Additional works spend

Insulation works spend **
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Insulation works spend **

£11,270

£7,170

Additional works spend

£4,031

£8,473

Survey and Design Spend*

£4,795

£4,690

* Includes Building Reg and planning cost – on average 11% of total
** Includes £600 cost for site management by structural engineer

On average the actual insulation works made up only 46% of the costs for external insulation works. While
the high survey costs (23%) can be avoided by using an approved system based approach, the costs of the
additional works cannot be avoided (31%). For the purpose of this scheme working with vulnerable people
it was important to cover these costs as additional costs could otherwise discourage a customer from going
ahead with the works.
FFFP-053 in particular had significant additional costs. As there were structural problems inherent in the
concrete construction of this property, these had to be resolved prior to any insulation works. These made
up a huge proportion of the costs and included reinforcement of the wall structure to make it structurally
sound. The building is non-traditional construction known as Cornish house, constructed of precast
reinforced concrete (PRC) after the war for social housing. MBE consultants conclusion was that if the
insulation & a cladding system was fixed to the existing concrete panels, ultimately the loads get taken
back to the suspect cracked, damaged & previously repaired columns, there is a great risk to the structural
integrity of the building. Their solution was to use auxiliary timber frame supports, with insulation in between
& a hybrid cladding over with a board that is then over coated with a render to look like Bath stone to match
the estate of present & proposed construction.

Solar PV
Overall there were 5 solar pv installations on this part of the scheme. All of the jobs were installed by
Southern Solar and were 1.04KW systems.
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Chart 12 – Total spend by solar pv job

Solar Installation - total spend per job
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* FFFP-045 had a solar hot water system

The breakdown of the solar pv costs was very similar to that of the initial scheme. The breakdown of the
costs of the solar hot water system installed in FFFP-045 can be seen in chart 13:
Chart 13 – Solar hot water cost breakdown

Solar Hot Water Cost Breakdown
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Scaffolding

16. Energy bill and Carbon savings
Improvements in fuel bills and Carbon savings are looked at in detail in the „case studies‟ section but the
following is a summary of the outcomes. These savings are based on the modelled consumption and
improvement using a Standard Assessment Procedure (SAP) model. The demand was modelled to
represent the individual customer‟s patterns of energy use but savings may well be lower in practice.
Chart 14 – Solid wall insulation yearly CO2 savings

Solid Wall Installation CO₂ Savings
3000
2500
2000
1500
1000

kg/yr

500
0

Chart 14 shows that most installations made a Carbon saving of between one and two tonnes a year.
Chart 15 – Solar installation yearly CO2 savings
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By contrast CO2 savings from the solar installations were generally less than half a tonne a year. It is of
note that the Carbon savings for customer 45 who had a solar hot water installation were less than half
those of the solar pv installations.
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Chart 16 – Solid wall insulation yearly fuel bill savings
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Chart 16 shows fuel bill savings of between £150 and £450 per year for customers who received solid wall
insulation.
Chart 17 – Solar installation yearly fuel bill savings
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The annual fuel bill savings were generally over £400 for solar pv installation customers. Much of this
saving was actually made up of the Feed in Tariff payment (£350 approx). This point is reinforced where
the likely bill saving is less than £50 for customer 45 who had a solar hot water installation.
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Chart 18 – Average yearly CO2 savings
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Chart 19 – Average yearly fuel bill savings
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Charts 18 and 19 show the contrasting benefits of solid wall insulation and solar pv installations. While solid
wall insulation appears to be a more effective Carbon cutting measure, solar pv installations make a very
attractive option for removing customers from fuel poverty when combined with the Feed in Tariff income.
This point is reinforced in charts 20 and 21 below. That being said, chart 22 reinforces the challenges of
non-funded solid wall insulation where the payback for the installation is 40 years+.
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Chart 20 – Average tCO2 saving (lifetime)
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Chart 21 – Average £ spent per tCO2 saving (lifetime) – survey costs removed for solid wall
insulation
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Chart 21 – Average payback in years for installations – survey costs removed for solid wall
insulation
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17. Case Studies
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18.

Post installation interviews and customer journey

As well as modelling the post-installation SAP rating of the properties on the scheme, CSE collected
feedback from householders about changes in their consumption, health and comfort level after works had
been completed. These interviews were only carried out for customers who had solar installations for the
purpose of this report. This was because CSE secured Eaga Charitable Trust funding to carry out a
detailed and comprehensive review of the customer experience for customers who received solid wall
insulation on the FFFP scheme. As part of this review the customers would receive three interviews in
person – it was felt another interview for this report would be an unrealistic expectation on the customers –
particularly as they all also had customer satisfaction questionnaires.
The results of the Eaga survey will be available in April 2011.

Introduction
The following details the information taken from telephone interviews that were conducted with customers
who had solar technology installed through the scheme.
All installations were completed by Southern Solar with seven, of the eight customers who were
interviewed, having solar PV installations and one having a solar hot water system.

Results
The table below shows where customers first heard about the scheme.

Source

Number of
Customers

Council Letter
Radio
B&NES Council Publication
Energy Saving Trust Advice Centre
Help the Aged
Centre for Sustainable Energy
Website
Can't Remember

2
1
1
1
1
1
1

In the above table we can see how the different ways in which the scheme was marketed had an impact customers heard about the scheme through a wide range of sources. It is a useful to know that such a
specific market could be reached through all of these marketing methods.
All the customers confirmed that they wouldn‟t have been able to have a solar installation without the help
of the scheme - this was largely the result of the cost being prohibitive. Two customers did elaborate by
saying it was something they had been interested in, and looked into, but ultimately the cost of the
installation would have been too high.
Results from the interview questions are detailed and analysed below, generally they provided some
excellent feedback and learning outcomes for the scheme. They also allowed customers to raise any
questions or concerns they may have had following on from the installation and this proved particularly
useful in relation to Feed in Tariff (FIT) applications.
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Chart 22

Are you satisfied with the complete works?
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All of the customers who were interviewed were pleased with the outcome and no negative comments were
recorded. This is a particularly positive outcome when you consider that the true benefits of the installations
are yet to be realised - having only recently been completed the impacts will be felt less in the winter
months with less hours of sunshine. Furthermore a realistic understanding of the financial impact the FIT
will have, over the next 25 years, is a difficult concept to grasp but this will continue to benefit these
customers.
Chart 23

Will the work you have had carried out have an effect
on the the way you think about energy and use it?
8
6
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4
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2
0
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A direct relationship can be drawn between energy usage and the benefits that the solar installation will
have for the customer. For example if electrical appliances are used when the panels are generating
electricity, this will strengthen the impact of the installation for the homeowner.
The feedback on this question shows that the importance of this behavioural change is recognised by the
majority of customers. The only customer who answered “no” felt he was already very careful with his
energy usage although he did think that it may have an impact for his wife.

90

Chart 24

Have you received any FIT payments?
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Some useful information came out of the interviews with regard to customer FIT application and payments.
Chart 16 above shows that none of the customers who were interviewed had received a FIT payment but
all were at differing stages of the application procedure.
Four of the eligible customers had completed and submitted the relevant paperwork and were awaiting their
first payment. N Power, EON and EDF were highlighted as providing a good service in relation to the FIT
application. Nevertheless a lack of cohesion or centralisation in the application procedure adds an extra
dimension of complexity to managing customer expectations and providing structured advice and resources
for customers.
There were some outstanding roof repairs required at FFFP-024 and as a result they were not interviewed.
However, they were one of the first customers to have a solar PV installation through the scheme and they
have applied for and received the FIT.

Chart 25

Are you satisfied with the helpfulness of CSE staff?
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The graph above indicates that customers were very satisfied with the CSE service provision. This directly
relates to the amount and quality of assistance which CSE were providing. Customers provided the
following feedback in addition to answering the question:
“Very helpful, very polite and very clear – would thoroughly recommend them.”
“Everybody was so good and so helpful.”
Furthermore these results indicate that overall the application and survey procedure were well constructed
and useful to the customer. When asked specifically about the application procedure, one customer thought
it could have been quicker but all thought that it was clear and easy to understand.
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This is a very positive outcome considering the information which had to be gathered an overall complexity
of the scheme. It highlights that the right amount of information was given to the customer at the right time.
Chart 26

Are you satisfied with the work carried out by
Southern Solar?
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All the customers interviewed were happy with the installation completed by Southern Solar. CSE had a
good working relationship with Southern Solar and found them to be efficient and professional in all aspects
of the application and installation procedure. The results from the interview indicate that this experience
was mirrored by the customer with additional comments including:
“Absolutely brilliant, “absolutely excellent” and “all great.”
Chart 27

Prior to your application were you aware of your
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Considering the eligibility for this scheme was centred on fuel poverty, it is perhaps surprising that the
majority of customers weren‟t aware of the percentage of their income that they were spending on their
energy bills. All the customers who answered “yes” were worried about their expenditure and obviously
recognised the significance of the fuel poverty threshold.
One customer who wasn‟t aware was “quite horrified” when they realised how much it was. They have
utilised the knowledge and advice of the CSE surveyor who visited them to install other DIY energy
efficiency measures in their home. These kind of intangible results prove that, alongside all the other
positive outcomes, the scheme has had a real impact on changing the way people think and act about
energy.

92

19. Customer satisfaction
During November 2010 a short survey was sent out to each of the householders who had measures
installed as part of the Freedom from Fuel Poverty scheme in Bath & North East Somerset. The aim of this
survey was to measure satisfaction with the service received from CSE and contractors carrying out the
works on the scheme.
In total 18 households took part in the scheme and of these 10 returned customer satisfaction forms. Of the
10 returned:




3 had solid wall insulation (all external)
5 had solar PV
2 had both solid wall insulation (1 external, 1 internal) and solar PV.

In the case of both external and internal solid wall insulation Alfred Bagnall & Sons were the contractor
(along with associated sub-contractors). The contractor for solar PV installations (and solar hot water, for
which a completed survey was not returned) was Southern Solar.
The survey focused on the following key areas:
 The referral process
 The survey
 The installation
 The condition of the property post installation
 Any complaints and the resolution of these
Referral stage
Referrals to the scheme came from a number of sources. As a local authority funded scheme it is not
surprising that half quoted council staff or council correspondence as where they first heard about the
scheme. Of those that selected „other;‟ two respondents saw a feature in a local newspaper (for example,
the Chew Valley News), one heard about the scheme on the radio and another was informed by Help the
Aged.
Chart 28

How did you first hear about the scheme?
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Canvasser

Council staff

ESTac

Other

The majority of respondents (90%) thought that the service they received throughout the referral process
was excellent or good, with one failing to answer the question. 6 of these respondents were referred by an
advisor through the South West Energy Saving Trust advice centre.
Survey stage
All of the respondents (except one who failed to answer this question) were very happy with the service
provided by CSE during the survey stage with 60% stating that this was „excellent‟ and the other 30%
describing this as „good.‟
Chart 29

How would you rate the customer service received
throughout the referral process?
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This is consistent with the service provided by the contractors. Apart from one householder who described
the service provided by Bagnall & Sons as „average,‟ the remaining respondents stated that both Bagnall &
Sons and Southern Solar had provided „excellent‟ and „good‟ service throughout the process.
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Chart 30

How would you rate the service received from Bagnall
& Sons (and associated sub-contractors) during the
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Chart 31

How would you rate the service received from
Southern Solar (and associated sub-contractors)
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Involvement by Bath & North East Somerset Council officers was not applicable in most cases (60%). Of
the remaining respondents, all thought that they provided „excellent‟ (20%) or „good‟ (20%) customer
service.
Installation stage
Following through to the installation of measures, the overwhelming response was of satisfaction with both
installers. Two of the respondents that received solid wall insulation rated the service as „average.‟ This is
perhaps more reflective of the complex nature of the works and the associated sub-contractors – this is
explored in more detail in the complaints section below.
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Chart 32
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Chart 33

4. How would you rate the service received during the
installation (Southern Solar)?
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All of the respondents stated that both contractors were polite and, on the whole, well organised. One
respondent stated that Bagnall & Sons were inefficient but this was the only negative statement. It should
be noted that the survey asked for their overall perception of the contractor and associated sub-contractors
during the entire installation process. As such both negative and positive statements cannot be attributed
solely to Bagnall & Sons or Southern Solar and must be taken to show a broader „snap shot‟ of the
installation process as a whole.
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Chart 34
Were Bagnall & Sons?...
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Chart 35
Were Southern Solar?...
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It is worth noting that a couple of respondents ticked „average‟ alongside another characteristic. This could
be either because they didn‟t feel that their experience exactly matched the given options or because they
felt inclined to comment on more than one contractor or sub-contractor.
Post-installation stage
All respondents benefiting from solid wall insulation were „very happy‟ or „happy‟ with the condition that their
property was left in. This reflects positively upon the quality of the work and the fact that any complaints
were resolved to their satisfaction. This is particularly the case with solid wall insulation.
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Chart 36

After the installation, were you happy with the
condition your property was left in by Bagnall & Sons?
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Chart 37

After the installation, were you happy with the
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4.5
4
3.5
3
2.5
2
1.5
1
0.5
0
Very happy

Happy

Unhappy

Very unhappy

The positive trend continues with Southern Solar but is skewed slightly by two respondents stating that they
were „unhappy‟ with the condition their property was left in. One respondent added a comment to explain
that she was only unhappy with the scaffolding firm, rather than Southern Solar. The other respondent
commented that they had a leaky roof – this was FFFP-024. The leaky roof was as a result of inherent
problems in the condition of the roof, however, B&NES Council and Southern Solar agreed to share the
burden of this cost as the condition of the roof could have been worsened by the works.
Issues
50% of respondents made no issues throughout the process. One respondent failed to answer this
question.
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Chart 38

Did you have any issues at any time during the
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Some of the issues raised include:








Downpipe and guttering problems
Security lighting
Plaster on patio slabs
Contractors taking longer than anticipated
Problems with doors, flues and taps fitting post insulation
Incorrect materials supplied
Roof leaking

All four customers that had issues through the scheme said they had been resolved to their satisfaction.
One respondent added that „the preparatory work and completion by Yew Tree Company was excellent.‟
Another stated that their problem was „quickly rectified.‟ All the issues above reflect the complex and
disruptive nature of solid wall insulation works. It was reassuring that all issues were resolved with little or
no involvement from CSE.

20. Technical Monitoring
Technical monitoring was conducted on behalf of the scheme by Bierce Technical Services Ltd in late
November 2010. Three solar PV installations and three external wall insulation installations were inspected.
The survey for insulation works examined the thickness and type of insulation applied and whether there
was sufficient ventilation. The survey for solar PV installations looked at the make and model of the panels,
the number of modules and configuration, total installed capacity, roof orientation, tilt, shading and electrical
works (including inverter type and whether a suitable meter had been installed). The Bierce inspector also
asked a series of customer satisfaction questions. Although somewhat similar to the customer satisfaction
survey sent by post it was useful to have this conducted by a completely independent third party.
All the external wall insulation and solar PV installations passed the inspection with no major or minor fails
reported. The installers and quality of work was classed by all respondents as good or excellent and all
stated that they were offered a good or excellent explanation of the works.
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In particular, all respondents benefiting from external wall insulation felt that the measure would reduce
their energy bills „a lot‟ as well as making their home considerably warmer. One also felt that the insulation
would considerably reduce condensation. Only one respondent felt that the measures they had installed
would „help the environment (i.e. help reduce global warming).‟

21. Lessons learnt
Removing people from fuel poverty
There were a number of challenges revealed through the scheme in removing people from fuel poverty:
1) Identifying people in fuel poverty
One of the challenges of the scheme was reaching those people in fuel poverty so that they were aware of
what was offered through the scheme. Once these customers were found the next challenge was to
convince them that the offer was genuine and that the scheme really was fully funded. Due to the unusually
high grants involved this was a significant challenge but was in some way overcome by the fact the scheme
was funded and endorsed by the council - this was particularly reassuring to the older customers on the
scheme.
Of the marketing tools used referrals though the Energy Saving Trust and marketing in local papers seem
to have been successful. EST are a trusted source of energy efficiency information and customers who
contact EST are proactively seeking to make energy efficiency improvements. The most successful
marketing technique, however, was a B&NES Council officer doorstep flyer dropping an area which was
also having some solid wall insulation work carried out on the social housing properties. This appeared to
be successful due to the direct approach but also because people could see the benefits of solid wall
insulations on their neighbour‟s properties.

2) Making large enough fuel bill savings to remove customers from fuel poverty
The case studies for this scheme show that even when carrying out significant measures, taking a
customer out of fuel poverty can require huge annual bill savings. Subsequently, one measure, such as
solid wall insulation, may not be enough to take a customer out of fuel poverty and multiple measures may
be required at even greater cost.
Choice of energy efficiency measures
B&NES Council and CSE set out to specifically test the effectiveness of solid wall insulation and solar
installations in helping hard to treat customers in fuel poverty. However, these were not always the most
cost effective energy efficiency measures. Where there are not specific measures you want to test,
schemes should be designed so that the most cost effective measures are applied in sequence allowing
the customer to be brought out of fuel poverty at minimum cost. However, the order of measures would
also need to make sense from a practical point of view with the measures being ordered in a sensible
sequence – i.e. windows at the same time as external wall insulation, radiators at the same time as internal
wall insulation. All of this would require multiple trades on site as well as significant project management of
the works on a house by house basis.
Project management
The FFFP scheme highlighted the significant amounts of project management time required for a scheme
of this kind. In the case of FFFP, different parts of the process were managed by different partners. While
this worked for the purpose of the scheme, arguably this can lead to duplication and in-efficiency where it is
not completely clear which tasks are assigned to which partners.
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To avoid in-efficiency, project management responsibility for each of the partners should be clear from the
outset of the project – there is little point on a managing agent such as CSE trying to co-ordinate works
onsite that they otherwise have very little involvement with. In this project CSE had a clear remit to oversee
the project and for the contractor to manage the work on site. In practice it was very difficult for CSE not to
get drawn in to day to day onsite issues more than the budget for the scheme allowed. In recruiting a
contractor it is very important to ensure they have established, tested and efficient project management
systems. However, having a managing agent that oversees the project as a whole gives the customer
somewhere to turn to where they have issues they cannot resolve with the contractor.
The project management costs from CSE only represent a small proportion of the project management
involved with all the onsite project management being carried out by Bagnalls and Southern Solar. For this
reason it is incredibly important that when setting up projects adequate costs are allocated to ensure the
works are managed well. In the case of solid wall insulation, works need to be managed much like any
other building project with an onsite project manager to co-ordinate the variety of trades required.
Customer journey
Ensuring customers had a central point of contact for the scheme that they could always refer back to was
pivotal to its success. Where CSE acted as an independent third party to the installation, customers felt
confident to address concerns with the CSE staff that might otherwise have deterred them from using the
scheme. This is particularity relevant with solid wall insulation which, much like cavity wall insulation in its
early days, seems to create an uncertainty with customers who feel that the potential risks do not outweigh
the benefit. Where the element of customer choice is restricted by having an appointed contractor then
there is a responsibility on the scheme to ensure the customer journey is as smooth as possible.
There is also significant work involved from the contractor‟s point of view. They must in coordinate a wide
range of trades on relatively small items of work and ensure this happens in a timely way. Ensuring
contractors have an established formal process for onsite project management will make a significant
difference to the customer journey in many cases. While smaller companies might argue this sort of
structure can be restrictive, being contractually bound to a process should help all the necessary project
requirements be fulfilled.
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22. Appendix
A. Fact Sheet

Freedom from Fuel Poverty

Useful Information
Please find below some useful information about potential works which the Freedom from Fuel Poverty scheme may
involve. This should be treated as a guide only - exact details of works should be discussed with the surveyor who
visits your property.

Solid Wall Insulation
Possible disruption with external works











Scaffold, skip and material storage required
TV dish removed (refitted twice) and any other BT or power cables adapted (usually no service interruption)
Use of toilet and water and power
Noise of works, including power tools
Dust from materials and works
Boundary walls and lean-to structures adapted
Rainwater pipes removed during works
Garden access required
Fragile items to be remove from walls as precaution
Children and pets will need to be kept away from works

Possible disruption with internal works













Skip required
Requirement to move all furniture to one end of each room or transferred to another area if room is small.
Dust from materials and works
Alterations to all heating, plumbing and electrical systems may be required
Decoration will be required
Children and pets will need to be kept away from works
Kitchen and bathroom may need to be taken out and will not be fully usable for a period depending on works required.
Rooms will end up smaller.
Use of toilet and water and power
Noise of works, including power tools.
Rooms will not be usable during works
Works will be undertaken throughout the property at the same time.

Solar Water Heating.






Install to take up to 3 days
Hot water switched off for one day
People working in loft space and airing cupboard
Minimal noise disruption and dirt
Scaffold required at property for 1-2 weeks
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B. Customer Satisfaction Bagnalls

Name
Address
Address
Address
Post Code
Name
Win an Eco Kettle!
Freedom from Fuel Poverty Scheme
Customer Service satisfaction questionnaire 2010
You are one of a number of householders who have received help with insulation measures through the
Freedom from Fuel Poverty scheme. We would be grateful if you could take a few minutes to help us to
improve the service we provide by completing the enclosed questionnaire.



As a result of the questionnaire we hope to:
Find out how effective the service is.
Make improvements to our service.
Please tick the appropriate boxes and return the questionnaire to us in the FREEPOST envelope provided.
If you send your completed questionnaire back by 30/11/10, you could win an eco kettle! The winner
will be contacted by the 15/12/10. Please contact me on 0117 934 1400 if you have any questions
regarding the survey.
Thank you for your help.
Yours sincerely

Phillip Morris
Freedom from Fuel Poverty Scheme Manager

The Centre for Sustainable Energy manages the Freedom from Fuel Poverty Scheme, and as such is the
data controller responsible for collecting your personal data. The Centre for Sustainable Energy will retain
your data for the purposes of evaluating the services of the Freedom from Fuel Poverty Scheme.
Please sign below to confirm you agree with your data being used in this manner.

Signed ………………………………… Date ..……………
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1)

How did you first hear about the Freedom from Fuel Poverty Scheme?
Friend or relative

Website

Council letter

Canvasser

Council staff

Energy Saving Trust advice centre

Other (Please give details) ........................................
2)

How would you rate the customer service you received throughout the referral process?
excellent

3)

good

average

poor

very poor

poor

very poor

poor

very poor

poor

very poor

How would you rate the service received during the survey?
CSE
excellent

good

average

Bagnall & Sons (and associated sub-contractors)
excellent
4)

good

average

How would you rate the service received during the installation?
Bagnall & Sons (and associated sub-contractors)
excellent

5)

good

average

Were the installers: (Please rate EACH aspect of the installers’ service)
Bagnall & Sons (and associated sub-contractors)
polite

average

rude

well organised

average

badly organised

efficient
6)

average

inefficient

After the installation, were you happy with the condition your property was left in?
Bagnall & Sons (and associated sub-contractors)
very happy

happy

unhappy

very unhappy

7)
If any there was any involvement from Bath and North East Somerset Council Officers in the application or installation
please rate the service received
excellent
8)

good

average

poor

very poor

Not Applicable

Did you make any complaints at any time during the process?
yes

no

9)
If yes, please describe the nature of the complaint:
..........................................................................................................................................................................
..............................................................
.....................................................................................................................

10)

Were any problems or complaints resolved to your satisfaction?
yes
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C. Customer Satisfaction Southern Solar

Name
Address
Address
Address
Post Code
Name
Win an Eco Kettle!
Freedom from Fuel Poverty Scheme
Customer Service satisfaction questionnaire 2010
You are one of a number of householders who have received help with insulation measures through the
Freedom from Fuel Poverty scheme. We would be grateful if you could take a few minutes to help us to
improve the service we provide by completing the enclosed questionnaire.



As a result of the questionnaire we hope to:
Find out how effective the service is.
Make improvements to our service.
Please tick the appropriate boxes and return the questionnaire to us in the FREEPOST envelope provided.
If you send your completed questionnaire back by 30/11/10, you could win an eco kettle! The winner
will be contacted by the 15/12/10. Please contact me on 0117 934 1400 if you have any questions
regarding the survey.
Thank you for your help.
Yours sincerely

Phillip Morris
Freedom from Fuel Poverty Scheme Manager

The Centre for Sustainable Energy manages the Freedom from Fuel Poverty Scheme, and as such is the
data controller responsible for collecting your personal data. The Centre for Sustainable Energy will retain
your data for the purposes of evaluating the services of the Freedom from Fuel Poverty Scheme.
Please sign below to confirm you agree with your data being used in this manner.

Signed ………………………………… Date ..……………
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1)

How did you first hear about the Freedom from Fuel Poverty Scheme?
Friend or relative

Website

Council letter

Canvasser

Council staff

Energy Saving Trust advice centre

Other (Please give details) ........................................
2)

How would you rate the customer service you received throughout the referral process?
excellent

3)

good

average

poor

very poor

How would you rate the service received during the survey?
CSE
excellent

good

average

poor

very poor

excellent

good

average

poor

very poor

poor

very poor

Southern Solar

4)

How would you rate the service received during the installation?
Southern Solar
excellent

5)

good

average

Were the installers: (Please rate EACH aspect of the installers’ service)
Southern Solar
polite

average

well organised

average

efficient
6)

rude
badly organised

average

inefficient

After the installation, were you happy with the condition your property was left in?
Southern Solar
very happy

happy

unhappy

very unhappy

7) If any there was any involvement from Bath and North East Somerset Council Officers in the application or installation please rate the service
received
excellent
8)

good

average

poor

very poor

Not Applicable

Did you make any complaints at any time during the process?
yes

no

9) If yes, please describe the nature of the complaint:
...............................................................................................................................................................................................
.........................................
.....................................................................................................................

10) Were any problems or complaints resolved to your satisfaction?
yes
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D. Customer satisfaction both measures
Name
Address
Address
Address
Post Code
Name
Win an Eco Kettle!
Freedom from Fuel Poverty Scheme
Customer Service satisfaction questionnaire 2010
You are one of a number of householders who have received help with insulation measures through the
Freedom from Fuel Poverty scheme. We would be grateful if you could take a few minutes to help us to
improve the service we provide by completing the enclosed questionnaire.



As a result of the questionnaire we hope to:
Find out how effective the service is.
Make improvements to our service.
Please tick the appropriate boxes and return the questionnaire to us in the FREEPOST envelope provided.
If you send your completed questionnaire back by 30/11/10, you could win an eco kettle! The winner
will be contacted by the 15/12/10. Please contact me on 0117 934 1400 if you have any questions
regarding the survey.
Thank you for your help.
Yours sincerely

Phillip Morris
Freedom from Fuel Poverty Scheme Manager

The Centre for Sustainable Energy manages the Freedom from Fuel Poverty Scheme, and as such is the
data controller responsible for collecting your personal data. The Centre for Sustainable Energy will retain
your data for the purposes of evaluating the services of the Freedom from Fuel Poverty Scheme.
Please sign below to confirm you agree with your data being used in this manner.

Signed ………………………………… Date ..……………
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1)

How did you first hear about the Freedom from Fuel Poverty Scheme?
Friend or relative

Website

Council letter

Canvasser

Council staff

Energy Saving Trust advice centre

Other (Please give details) ........................................
2)

How would you rate the customer service you received throughout the referral process?
excellent

3)

good

average

poor

very poor

poor

very poor

How would you rate the service received during the survey?
CSE
excellent

good

average

Bagnall & Sons (and associated sub-contractors)
excellent

good

average

poor

very poor

good

average

poor

very poor

Southern Solar
excellent
4)

How would you rate the service received during the installation?
Bagnall & Sons (and associated sub-contractors)
excellent

good

average

poor

very poor

good

average

poor

very poor

Southern Solar
excellent
5)

Were the installers: (Please rate EACH aspect of the installers’ service)
Bagnall & Sons (and associated sub-contractors)
polite

average

rude

well organised

average

badly organised

efficient

average

inefficient

Southern Solar
polite

average

well organised

average

efficient

6)

rude
badly organised

average

inefficient

After the installation, were you happy with the condition your property was left in?
Bagnall & Sons (and associated sub-contractors)
very happy

happy

unhappy

very unhappy

Southern Solar
very happy
happy
unhappy
very unhappy
7)
If any there was any involvement from Bath and North East Somerset Council Officers in the application or installation please rate the
service received
excellent
8)

good

average

poor

very poor

Did you make any complaints at any time during the process?

yes

no
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Not Applicable

9)
If yes, please describe the nature of the complaint:
...............................................................................................................................................................................................
.........................................
.....................................................................................................................

10)

Were any problems or complaints resolved to your satisfaction?
yes

no
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E. Application Form
Freedom from Fuel Poverty

Application Form
Application Date: 2010
FFFP Reference Number: FFFPPart 1 – Personal Information - To be completed by applicant
1. Your Full Name:
(BLOCK CAPITALS)

Title:

/

Date of Birth:

(Mr, Mrs, Miss, Ms, Other)

/

Address:

Postcode

Telephone:

Home:

Work:

Mobile:

3. Property type: please specify:
House



Bungalow



Flat



Other





End Terraced





Above shop
or office



Number of Bedrooms
Detached



Semi
Detached



Mid Terrace

4. If you live in a flat, please specify which type of building it is in:
Divided house
Tower block
Custom block


(6 or more floors)
(5 or less floors)
5. Do you live in the property as your only or main residence?

Yes



No



6. Tenure, please specify:
Owned
(either outright or on a mortgage)



Tenant of private landlord
(letter of permission required – please attach to this form)

110



Warm Streets quarterly report

April-June 2010

Part 2 – Eligibility for CERT PRIORITY GROUP - To be completed by applicant
7. Please tick any benefits that you or your partner, (that is your husband or wife or a person who lives with you as
husband or wife) are in receipt of:
You
Your partner
Income Support

IS

Housing benefit

HB

Council Tax Benefit (not single person allowance)

CTB

Income Based Job Seekers Allowance

JSA

Child Tax Credit (with an income of less £16040)

CTC

Working Tax Credit (with an income of less £16040)

WTC

Income Related Employment & Support Allowance

ESA

Pension Credit

PC

Attendance Allowance

AA

Income Related Employment & Support Allowance

ESA

Disability Living Allowance

DLA

Disablement Pension Benefit

DPB

War Disablement Pension (which includes constant
Attendance allowance)

WDP





























Benefit reference number(s) / details (including name and date of birth of person in receipt of benefit if not applicant)
National Insurance No

8.

Are you or is anyone permanently living in your home over 70 years of age?
Evidence of Age Provided:
Birth Certificate/Driving Licence/Marriage Certificate/Passport (Please circle)

9.

Evidence of Address Priority Group provided:
Driving Licence/Bank Statement/Pension book/Tax Notice/TV Licence/Utility Bill

Part 3 – Details of Works Completed
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Yes 

(please circle)

No 

Warm Streets quarterly report
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Part 4 – Declaration - To be completed by applicant









I understand that the information contained in this application may be used by the Council for the detection and
prevention of fraud.
WARNING: If you knowingly make a false statement you may be liable to prosecution.
I declare that, to the best of my knowledge, the details provided for the works (listed in Part 4 above) are
correct.
I confirm that I am a resident of the Bath and North East Somerset Local Authority area.
I confirm that the works are not works for which any other Carbon Emissions Reduction Target (CERT)
grant has been approved or for which an application for grant is pending.
Please pay any grant approved as a result of this application directly to the Centre for Sustainable Energy (the
managing agent for this grant scheme)
I understand that their receipt will be a full and sufficient discharge to the installer for any amount so paid.
I declare that, to the best of my knowledge, the details I have provided are correct.

Signed:

Date

(Applicant)

Data protection statement
The Centre for Sustainable Energy manages the Freedom from Fuel Poverty scheme and is the data controller
responsible for collecting your personal data. The data will help to determine your grant eligibility status and is
processed for the purpose of helping you to access grants for energy efficiency measures. As such it is necessary for
your Local Authority to receive your data and for the Energy Saving Trust, which monitors energy saving activity
nationally, to receive your data. The Centre for Sustainable Energy may retain your data for the purposes of carrying
out research and statistical analysis into the link between health and energy efficiency.

Part 5 – Declaration - To be completed by the contractor


I declare that, to the best of my knowledge, the details provided for the works (listed in Part 4 above) are
correct.

Signed:
Date
(On Behalf of Bagnall & Sons)
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F. Completion certificate
Freedom from Fuel Poverty

Customer Completion Certificate
FFFP Reference Number: FFFP
Part 1 – Personal Information - To be completed by the applicant
1. Your Full Name:
(BLOCK CAPITALS)

Title:
Date of Birth:

(Mr, Mrs, Miss, Ms, Other)

/

/

Address:

Postcode
Telephone:

Home:

Work:

Mobile:

Part 2 – Work Completed - To be completed by the applicant

Measure Installed

Date completed

External Wall Insulation



Internal Wall Insulation



Sempatap



Solar PV



Solar Water Heating



Loft Insulation
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Contractor
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Part 3 – Eligibility for CERT PRIORITY GROUP - To be completed by the applicant
1. Please tick any benefits that you or your partner, (that is your husband or wife or a person who lives with you as
husband or wife) are in receipt of:
You
Your partner
Income Support

IS

Housing benefit

HB

Council Tax Benefit (not single person allowance)

CTB

Income Based Job Seekers Allowance

JSA

Child Tax Credit (with an income of less £16040)

CTC

Working Tax Credit (with an income of less £16040)

WTC

Income Related Employment & Support Allowance

ESA

Pension Credit

PC

Attendance Allowance

AA

Income Related Employment & Support Allowance

ESA

Disability Living Allowance

DLA

Disablement Pension Benefit

DPB

War Disablement Pension (which includes constant
Attendance allowance)

WDP





























Benefit reference number(s) / details: _____________________________________________________________________
(including name and date of birth of person in receipt of benefit if not applicant)

National Insurance Number:

_______________________________________________________

2. Are you or is anyone permanently living in your home over 70 years of age?

Yes 

No 

Part 4 – Declaration - To be completed by the applicant

Please note: You should only sign this form if or when the works have been carried out to your complete
satisfaction. This does not affect your statutory rights or your right to have any necessary remedial works
carried out which may become apparent during an agreed defects liability period.


I declare that I am the owner/tenant of the property and the nature of my interest therein has not changed
since the date of my application for the grant.



I confirm that the works detailed for the Freedom from Fuel Poverty grant for my home have been completed
to my satisfaction.



I understand that my contract for the works undertaken is with the Contractor/s and that neither the Council
nor the Centre for Sustainable Energy is responsible for the quality of works and the associated guarantees.

Signed: _________________________________ Date: ______________________________
(By the Applicant)
Data protection statement
I understand the information supplied on this form may be used by the Centre for Sustainable Energy for the purposes of managing the installation
of energy efficiency measures, monitoring and evaluation of the Freedom from Fuel Poverty scheme and improving services to customers. I
understand that I may be contacted by the Energy Saving Trust for the purpose of giving impartial energy advice and/or the Centre for Sustainable
Energy in relation to the Freedom from Fuel Poverty scheme. I give permission for the Centre for Sustainable Energy to pass my details to project
partners for the purpose of the Freedom from Fuel Poverty scheme and to contact the Department for Work and Pensions on my behalf if
necessary. I also give permission for project partners or the Department for Work and Pensions to pass personal information to the Centre for
Sustainable Energy for the purpose of the Freedom fro
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G. FFFP Declaration

Freedom from Fuel Poverty

Declaration Part B – FFFPDeclaration and authority for payment

Name of Applicant:
Address of Property:
Your Annual Income:
Details of possible works to be completed:
If you wish to proceed with the proposed works to your property please sign the declaration and authority below. Please
note that all works are subject to survey.
If you would like to add any additional information about the installation of measures to your property please
include brief notes below:










I understand that the information contained in this application may be used by the Council for the detection and
prevention of fraud.
I declare that, to the best of my knowledge, the details I have provided are correct.
I confirm that the works are not works for which any other council grant has been approved or for which an
application for grant is pending.
I am happy to be interviewed with reference to my experience of the Freedom from Fuel Poverty project, both
now and in the future, in order to quantify any benefits or savings as a result of the project. I am also happy to
have my spend on energy, and warmth of my property, monitored for a year after the works have been
completed where required.
I understand that the works will be undertaken by the contractor (Alfred Bagnall and Sons or Southern Solar),
under a contract between the contractor and myself, and that the contractor is solely responsible for the quality
of the works carried out at my property. I also understand that the Centre for Sustainable Energy and Bath and
North and East Somerset Council are in no way responsible for the quality of these works.
I understand that the Centre for Sustainable Energy on behalf of Bath and North East Somerset Council will only
make available payment to the contractor Alfred Bagnall and Sons on my signing a completion certificate for
these works.

Signed
(Applicant)

Date
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Data protection statement
The Centre for Sustainable Energy manages the Freedom from Fuel Poverty scheme and is the data
controller responsible for collecting your personal data. The data will help to determine your grant eligibility
status and is processed for the purpose of helping you to access grants for energy efficiency measures. As
such it is necessary for your Local Authority to receive your data and for the Energy Saving Trust, which
monitors energy saving activity nationally, to receive your data. The Centre for Sustainable Energy may
retain your data for the purposes of carrying out research and statistical analysis into the link between
health and energy efficiency.

Part V: Final approval – (To be completed by the Centre for Sustainable Energy)
Scheme Manager: Contractor instructed to proceed



Name

Signature

Date
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H. Post Installation Interview Questions

Telephone Interview Questions – For Solar PV Installations Only


















How did you hear about the scheme?
How did you find the application procedure (was it easy to understand? was communication clear?)?
Are you satisfied with the helpfulness of the staff at CSE?
How could the application procedure have been better?
Prior to your application, were you aware of your expenditure on fuel bills as a percentage of your
income?
Was there much disruption?
Were you comfortable in your home during the installation?
Were you able to continue with your daily routine during the installation?
Could the installation have been carried out differently to make things easier for you?
Do you feel that the panels being fitted have improved the affordability of your fuel bills? (Have you
received a bill yet?)
Have you received Any FITs payments yet?
Would you have been able to have the panels fitted without the FFFP scheme? Would you have wanted
to?
Is your home more comfortable, have you noticed any improvements to your health?
Are you satisfied with the work carried out by southern solar?
Are you satisfied with the time taken from enquiry to completion?
Are you satisfied with the complete works?
Will the work you have had carried out have an effect on the way you think about energy and use it?
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I. Presentation

BaNES Housing Services team presents FFFP
Who will attend
Who
BaNES Staff
CSE
Councillors BaNES
Neighbouring Authorities
SWCAN
South West Energy agencies – SWEA, CEP,
EAD
Bath Community Energy

Number
25
2-4
5
20
10
4
10

9:30am – Coffee/Tea
9.45am - Introduction – Charles Garrett B&NES Council (to include basic overview of why project was
introduced inc wider issues and warm street success, council involvement)
10:00am - Challenges of setting up a Hard To Treat Scheme – Phillip Morris CSE
10:30am – Customer Journey and Case Studies – Mike McClelland CSE
11am – Lessons Learnt – Phillip Morris CSE
11:30am – Contractor experience – Southern Solar
11:45am – Domestic Energy Efficiency and the future – Phillip Morris CSE
12:00 – Closing thoughts – Chris Mordaunt B&NES Council
12:15 – Home
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