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1

Presentation of Smart‐Up Project

The overarching aim of SMART‐UP is to encourage the active use of Smart Meters and In‐House
Displays by vulnerable customers, in those Member States where the roll‐out of Smart Meters has
been embarked upon. Indeed, previous studies have shown that Smart Meters do not lead to energy
savings in the residential sector unless households actively use them and are encouraged to modify
their everyday practices. Our project intends to fill in this gap, while also raising awareness on
demand response services.
Smart‐Up is developing a training program for installers, social workers and other frontline staff in
contact with vulnerable people, so that they can inform vulnerable consumers about the benefits
brought about by smart metering and energy efficiency. Smart‐Up will also train outreach staff on
how to advise vulnerable households on how to use their Smart Meter and In Home Display (IHD)
units (where fitted) to best effect, each time they are in contact with them. This will ensure that the
vulnerable and low‐income householders receive one‐to‐one and on‐going support.
The training packages will be tested and improved before dissemination amongst the major
stakeholders involved in smart meters deployment (DSOs, energy utilities, installers…). From 50 to
100 installers or other frontline staff will receive training in each project partner’s country. Each of
them will deliver face‐to‐face advice to 10 to 20 households, in order to reach 1,000 households in
each country. DSO and energy utilities (depending on the national context) will be involved to provide
the necessary support for this experiment and to ensure further dissemination of the training
packages.
Besides empowering vulnerable consumers, the project will serve to get some feedback on their
specific needs and on the ways to appropriately communicate with them and help them take profit
of smart metering. The project will also help gather data on how much energy can be potentially
saved if vulnerable householders are empowered to make the best use of the opportunities that
Smart Metering offers.
2

Context and Objectives

Work Package 3 titled “Adaptation of energy monitoring tool” runs from months: 1‐31, and is lead by
Projects in Motion (PiM) in collaboration with ALPHEEIS, NEA, ECOSERVEIS and AISFOR. The main aim
of this work package is to review existing paper‐based energy monitoring tools developed elsewhere
and to adapt these to an easy‐to‐use tool suitable for the target group of vulnerable consumers and
people at risk of fuel poverty. This tool will effectively help targeted households/consumers to
monitor their consumption over the course of the project and beyond.
Representatives of the stakeholders previously identified (WP2) will be invited at a national steering
group meeting to review the adapted tool and receive training in its proper use with the target group.
The feedback received at the steering group meeting and training will feed into the final version of
the adapted monitoring tool.
The roll out process is different in each country and the way stakeholders reach vulnerable
consumers vary from one region to the other.
Delays in undertaking the validation and training sessions where noted across all the participating
partners and this is primarily due to delays in signing agreements with the stakeholders required in
WP2. WP2 involved the identification of key stakeholders (installers and front‐line staff) and to reach
agreements in principle of their support and participation in this project. The objective of this work
package is to ensure appropriate stakeholders are involved form the start and that all the legalities
Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake
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(agreements between installers, front‐line staff and project partners) are addressed, agreed and
signed at the begining of the project. This deliverable under WP2 resulted to be more complex than
orginally expected, primarily due to hesitation and novelty of the energy poverty topic, and related
data protection issues when dealing with public bodies and vulnerable households. This delay was
predicted and is in line with the potential risks indicated in the Grant agreement.
2.1 Context of the task
The tasks for WP3 as listed in the Grant agreement include:
 Task 3.1 ‐ Review and adaptation of energy consumption monitoring tool for vulnerable
consumers
 Task 3.2 ‐ Organise and host a stakeholder training and steering group meeting
 Task 3.3 ‐ Refine the energy data review tool
 Task 3.4 ‐ Initial and on‐going support to stakeholders and target group
These Tasks are explained in better detail in Section 2.2 below, however this deliverable details the
progress achieved in completing Task 3.2, and up to a certain extent reports on the requirements of
Task 3.3 and Task 3.4 which will be reported at a later stage in the project (Month 31).
It is important to note that the above tasks were undertaken in the same order above so as to keep
a structured approach towards the development of the tool, its validation by stakeholders and
ultimately its use in the field. The execution of the above tasks is documented in the following list of
deliverables as listed in the grant agreement:




D3.1 Report on stakeholder training event in each country (Public ‐ Due Month5)
D3.2 Energy consumption and review tool for vulnerable consumers (Public ‐ Due Month 6)
D3.3 Feedback on energy monitoring tool (Public ‐ Month 31)

Furthermore, completion of all the above taks and deliverables in WP3 will lead to the successful
achievement of Milestone 2 (MS2) titled ‘Validation of the energy monitoring tool in each country’ in
the Smart‐up project.

2.2 Objectives of the task
Deliverable 3.1 deals specifially with the outcomes of Task 3.2 titled “Organise and host a stakeholder
training and steering group meeting”.
This Task commits Smart‐up to validate the first energy diary drafts preapred by the consortium first
within the Smart‐Up project’s Steering Committee. It also committed the consortium to organise
workshops or bi‐lateral meetings with representatives of stakeholders or frontline staff (identified in
WP2), to discuss and validate the energy diary tool and its expected function. These meetings are
also intended to collect feedback on potential improvements or changes necessary to the ED, and
how to train the frontline staff in how to use the ED, and guide vulnerable consumers in its proper
use.
Role of partners: Organise and host a stakeholder training and steering group meeting.
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The efforts of Task 3.2 and D 3.1 are dependent on the efforts of Task 3.1 titled ‘Review and
adaptation of energy consumption monitoring tool for vulnerable consumers’. Task 3.1 and its
outcomes are described in Deliverable (3.2) in the Grant Agreement.
Task 3.1 involves undertaking a comprehensive literature review of energy diaries, or similar
paper/excel‐based energy monitoring tools to aid vulnerable households in recording and
understanding their energy consumption in order to act towards reduce it where possible. Task 3.1
will also use the results of WP2, and review previous and currently ongoing Intelligent Energy Europe
projects, and the wider literature to identify efforts that have adopted energy diaries.
The literature review was used to develop a Smart‐UP energy diary which will be used in specific
cases where the household is better served by a paper energy diary, rather than electricity bills and
smart metering outputs due to reasons elaborated in Section 3 below. The WP Leader has produced
a series of templates presented in Annex for the collection, collation and analysis of baseline data in
such a way as to ensure comparable results across all participant countries. The WP leader has
presented the first drafts of the energy diary at Newcastle (UK) on September 12th, 2015. The
validation process of the first drafts is explained in further detail in Section 3.1 below.
The energy diary developed in T3.1 is a simple, target‐group friendly paper‐based tool that will be
used to record the data displayed on the smartmeter, and provides various options for recording and
understanding basic energy consumption and patterns in the vulnerable household (e.g. typical load
curves). The tool also , and in full appreciation of literacy issues amongst the vulnerable cohort. The
energy diary template developed will be adapted by each partner to fit local requirements, affinities
and the applicable national/regional energy tariff regime available to smart meter users and the
vulnerable household concerned. Each partner remains responsible for the customisation of the ED
to their country’s vulnerability exigencies, with guidance provided by the WP leader. The final
outcomes of the the energy diaries customised by the partners will be detailed in Deliverable 3.3 due
in Month 31.
The role of partners is mostly related to the adaptation of the tool to the country’s context.
In order to explain the context of the objectives in Task 3.2, the literature review undertaken in Task
3.1 was followed by the following tasks that were proposed in the WP3 objectives of the Grant
Agreement:
Task 3.3 ‐ Refine the energy data review tool
Each partner will be responsible for the refinement of the tool for his/her country, with guidance
provided by the WP leader. This refinement will be based on the findings and feedback received from
the steering group meetings and trainings. Particular attention will be given to reach a good balance
between usability of the tool, the level of detail required to adequately inform consumers about their
consumption and ways of how to save energy. They will also pay specific attention to users’ literacy
and numeracy levels.
Role of partners: Refine the analytical tool that will be used in each country.
Task 3.4 – Initial and on‐going support to stakeholders and target group
Partners will ensure adequate on‐going monitoring of the use of the tool is in place and instruct
frontline staff (meter readers, installers, social workers etc.) on its proper use when approaching
vulnerable consumers. Particular attention will be given to literacy and numeracy issues when
providing guidance on its use. The WP leader will produce a feedback form that will be circulated to
frontline staff by each partner to monitor and record any potential problems and initiate corrective
Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake

5

WP 3 - Adaptation of energy monitoring tool - Task 3.1

action
if
Role of partners: Contribute to on‐going support in his/her country.

necessary.

2.2.1 Deliverables
Deliverable 3.1 titled “Report on stakeholder training event in each country” documents the results
obtained by each project partner in organising a half‐day stakeholder training and steering group
meeting to which representatives of the involved stakeholders and frontline staff (identified in WP2)
were invited. The aim of this training was to discuss the energy monitoring tool, its function, and how
to guide vulnerable consumers in its proper use. This document summarises the main outcomes from
each event, main barriers and opportunities in each country, and the feedback received from the
participating stakeholders.
As mentioned earlier, D3.1 also reports on overlaps between other Tasks, namely:
 Task 3.2 ‐ Organise and host a stakeholder training and steering group meeting
 Task 3.3 ‐ Refine the energy data review tool
 Task 3.4 ‐ Initial and on‐going support to stakeholders and target group

Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake
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3

Work performed

Traditionally, electricity metering at a residential level has been conducted at low time resolution,
that is either on a monthly or bi‐monthly basis. Consequently policy‐makers, energy suppliers and
energy service companies have based their energy policies and tariffs on average daily load profiles.
However, the increased penetration of smart metering technologies now makes it possible to use
more detailed time‐use data profiles and provide micro‐data on energy use. For instance, the time
residential end‐users switch lights, how long heating and appliances are kept on, for how long, and
at what time they switch them off can help establish personal electricity consumption profiles of
specific households and cohorts.
In the UK, a household is considered as vulnerable if some of its members are children, elderly,
sick or disabled. In the wider context this includes households on very low incomes, pensioners,
female single parent households, and benefit recipients. However energy poverty definitions vary
between Member States, but for the sake of this exercise the UK definitionproposed above is deemed
to be sufficiently comprehensive.
Vulnerable households are at especially high risk in terms of being affected by fuel poverty (Defra
and BERR, 2008)1. In particular, three arguments can be made on how low income households differ
from other households (Jamasb Tooraj and Meier Helena, 2010)2, namely:
i.

ii.
iii.

vulnerable households live on lower than average incomes and in order to reach a certain
level of comfort or to heat their homes adequately they need to spend a larger share of their
income on energy.
these households spend more time at home than households that consist mainly of full time
workers and thus use more energy than others.
these households are not able to improve the energy efficiency of their homes, thus the
energy efficiency of their homes is lower and their energy using appliances may be less
efficient.

Furthermore, when confronted with an increase in energy costs, lower‐income families tend to make
“lifestyle cutbacks”, which is in stark comparison to higher‐income families which tend to invest in
energy conservation measures (Dillman and Dillman, 1983).3 Furthermore, renters are not likely to
invest in energy efficiency and therefore curtailment is the only option to reduce consumption (Black
et al, 1985).4
Whereas financial support and social tariffs paid to vulnerable households remain an important aid,
smart metering can play an important part in eradicating fuel poverty and assiting vulnerable

DEFRA and BERR (2008). The UK Fuel Poverty Strategy 6th Annual Progress Report 2008. Department for Environment, Food and
Rural Affairs, Department for Business, Enterprise and Regulatory Reform. Available at: http://www.berr.gov.uk/energy/fuel‐
poverty/strategy/index.html
2 Jamasb Tooraj and Meier Helena (2010). Energy Spending and Vulnerable Households EPRG Working Paper 1101 Cambridge Working
Paper in Economics 1109. http://www.econ.cam.ac.uk/dae/repec/cam/pdf/cwpe1109.pdf
3 Dillman, D.A., Rosa E. A., & Dillman, J.J. (1983). Lifestyle and Home Energy Conservation in the United
States: The Poor Accept Lifestyle Cutbacks while the Wealthy Invest in Conservation. Journal of Economic Psychology, 3, 299‐315.
4 Black, J. S., Stern, P.C. & Elworth, J. (1985). Personal and Contextual Influences on Household Energy Adaptations. Journal of Applied
Psychology, 70[1], 3‐21.
1
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households. The assumption is that smart metering can provide consumers with information on
the actual energy consumption and might lead to behavioural changes.
Smart‐Up attempts to leverage the current roll‐out of smart‐meters across 5 partner countries, in
order to enable vulnerable households leverage the opportunities provided by smart metering and
real‐time energy consumption patterns. However, even though many people have embraced online
and electronic communication, some groups of people are slower to change (Boyer et al., 2001),5
such as elderly people; people not familiar with new technology; or people who do not have a
computer or android device, possibly for financial reasons.
This means that the use of smart metering might exclude these groups, especially if respondents do
not have access to computing equipment or internet access (Mehl & Conner, 2012).6 Consequently,
paper‐based energy diaries (ED) could be used by people who do not have or have limited access to
computers, or are unfamiliar with digital tools (Fell & King, 2012).7 Paper‐based energy diaries have
been widely used because they do not need equipment, minimum training is required, they are easy
to use; and are portable (Joeri et al., 2013).8 It is important to note that even where digital recording
is possible, paper‐based diaries may still be useful. This last point is particularly relevant to vulnerable
households which tend to be somewhat afflicted by the digital‐divide and illiteracy.
In view of the above, a paper‐based tool in the form of an energy diary was deemed necessary in
order to provide a more inclusive and accessible way of self‐reporting wherein households could
record their individual activities. An energy diary can be a cost and time‐effective method for studying
energy activities, and also a non‐intrusive method of gathering respondents‘ data. Other advantages
of this approach include collecting energy‐related activities in greater detail across all ages, and
helping households to better understand their energy use.
Since this project relies heavily on the acquisition of quality data through participation, it is essential
to follow proper steps to engage and relate to participants, and making them aware of the
importance of their role in the research. The literature shows that there are a number of strategies
that can be employed prior to data collection in order to address potential weaknesses of TUDs
(Ocampo 2015)9:
 The researcher spends time with respondents talking them through the ED process and to
respond to questions (Iida et al., 2012).10

Boyer, K., Olson, J., & Jackson, E. (2001). Electronic surveys: Advantages and disadvantages over traditional print surveys. Decision
Line, 32(4), 4–7.
6 Mehl, M., & Conner, T. (2012). Handbook of research methods for studying daily life. New York, USA : The Guilford Press.
7 Fell, D., & King, G. (2012). Domestic energy use study: to understand why comparable households use different amounts of energy.
A report to the Department for Energy and Climate Change. Brook Lyndhurst. DECC, London, UK. Retrieved from
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/65599/6919‐domestic‐energy‐use‐study.pdf
8 Minnen, J., Glorieux, I., Tienoven, T., & Weenas, D. (2013, March). MOTUS: Modular online Time‐Use Survey. Paper presented at the
NTTS 2013‐ New techniques and technologies for statistics conference, Brussels, Belgium. Retrieved from http://www.cros‐
portal.eu/content/motus‐modular‐online‐time‐use‐survey‐joeri‐minnen‐et‐al
9 Giraldo Ocampo, D. (2015). Developing an energy‐related Time‐Use Diary for gaining insights into New Zealand households’ electricity
consumption (Thesis, Master of Science). University of Otago.
10 Iida, M., Shrout, P. E., Laurenceau, J.‐P., & Bolger, N. (2012). Using diary methods in psychological research. In H. Cooper, P. Camic,
D. Long, A. T. Panter, D. Rindskopf, & K. Sher (Eds.), APA handbook of research methodology in psychology (3 volumes). Washington,
DC, USA: APA Books. doi:10.1037/13619‐016
5
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 The researcher becomes a story teller, effectively teaching participants which activities result
in energy consumption through real world examples, as sometimes this information is not clear
to participants (Cames & Brohmann, 2003).11
 Sending respondents text reminders for data recording (Mehl & Conner, 2012). 12
 Providing monetary compensation for the respondents‘ time and asking the respondent to
sign a statement of commitment to fill out the diary in order to increase compliance (Mehl &
Conner, 2012).
 The researcher ensures that respondents understand the benefits of the research so that they
have a personal commitment to it (Lai et al., 2013). 13 In this way, respondents learn how
accurate information will aid the study outcomes (Mehl & Conner, 2012).
A literature review suggested that a number of key features are essential for the design of energy
diary. These include:





activities to be recorded,
time intervals,
days of recording,
and strategies to overcome compliance problems.

Aspects regarding wording of questions, predefined list of activities or open‐ended answers,
instructions, definitions, and layout and formatting features where also considered in the final data
collection design in order to help reduce bias (Jones, 2003).14
Consequently, Task 3.1 developed and assessed a number of draft energy diaries based on a literature
review of similar diaries used by partners like NEA, related FP7 projects and elsewhere. Following the
literature review, and responding to the limitations found with existing energy diaries, the proposed
ED aimed to fulfil the following criteria:





Produces data to understand daily patterns of energy‐related behaviour
Produces data to understand how the energy is consumed in a household context.
Captures regular household behaviours that occur outside the TUD period.
Produces reliable and valid data

3.1 Validation exercise in the participating countries
A first draft of the energy diary was presented by the WP3 leader at the consortium meeting held in
Newcastle (UK) on September 12th, 2015. Preliminary feedback received specifically from the Smart‐
UP partners was noted, and changes made to the drafts accordingly soon after the meeting. Once
the revised drafts where prepared, each project partner was asked to organise a half‐day stakeholder
training and steering group meeting to which representatives of the involved stakeholders and

Cames, M., & Brohmann, B. (2003). Options and potentials of energy diaries: energy diaries as a tool for identifying potential energy
savings through behavioural changes. Time to turn down energy demand, 1079–1090.
12 Mehl, M., & Conner, T. (2012). Handbook of research methods for studying daily life. New York, USA : The Guilford Press.
13 Lai, J., Vanno, L., Link, M., Pearson, J., Makowska, H., Benezra, K., & Green, M. (2013). Life360: Usability of Mobile Devices for Time
Use Surveys. Survey Practice; Vol 3, No 1 (2010). Retrieved from
http://www.surveypractice.org/index.php/SurveyPractice/article/view/120 .
14 Jones, J. (2003). A framework for reviewing data collection instruments in business surveys. The review programme for business
survey data collection instruments, 34.
11
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frontline staff (identified in WP2) would be invited. The aim of this training session was to discuss the
energy monitoring tool, its function, and how to guide vulnerable consumers in its proper use.
Different countries approached the stakeholder event differently, but in most cases followed the
above directions. Partners where then asked to send a 1‐page report to the WP leader (PiM) asking
partners to follow and document the following steps:






how you went about organising the internal workshops, the number of people involved,
location, etc;
summarising the main outcomes from each event;
main barriers and opportunities in each country;
and feedback received from the participating stakeholders;
report the main outcomes of the event – indicating the main barriers and opportunities in
their country, and any feedback received from the participating stakeholders.

Feedback was received by the WP leader (PiM), changes requested assessed and included in the final
reiteration of the paper‐based tool outputs. Country specific feedback and requirements are
reflected in the sections below.
3.1.1 France (Partner 1)
A meeting was scheduled on Tuesday 24th November to present and discuss the paper monitoring
tool to stakeholders. Prior to the meeting, preliminary tests were conducted with some households
to find out if they understood how to use the paper‐based monitoring tool and if they would consider
using it. The results were quite positive, and the comments and suggestions received are presented
below:
 Concerning night consumption, it was suggested to provide the opportunity of analysing the
“diurnal” consumption by proposing to read the meter at the morning and before sleeping
for continuous days during a whole week. This would enable the analysis of the difference
between the consumption for the two periods, and would be beneficial to the French to
evaluate the benefit for a night‐day tariff.
 Doubts where raised on the latter part of the ED related to the cost of appliances since unitary
costs where deemed to be too low, and perhaps the use of colours (red, orange, green) could
be used according to their impact on the total consumption.
 A request was made to underline the fact that the indications of costs don’t take into account
the standing metre charges applicable, which would create difficulties when households
compare their readings with the global cost indicated on the invoice.
Alphéeis is in touch and gives information, advices or trainings to four kinds of stakeholders to get
them involved in the SMART‐UP project:


Social workers:
o Our first contacts were with UNCCAS that supports the project since the beginning.
They allowed us to inform all their members (about 4,000 organisms spread all over
France) and to train about 25 members involved in fuel poverty,
o In parallel, we have worked with some local associations around Nice, like
Association ADAM with which we are deploying the visits and the pilot in one of
Nice’s district called “Les Moulins”.

Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake
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All these partners receive periodic information through our newsletters and some
meetings in which we participate
Social landlords:
o We have organised meetings with social landlords to try to engage them in the
project. Until now we have met: Var Habitat in La Valette‐du‐Var (Toulon), HMP in
Marseilles, Côte d’Azur Habitat in Nice (involved in the project), Habitat du Gard and
SEMIGA in Nîmes. If today, only Côte d’Azur Habitat is involved in the project, we
hope that the tools developed in the framework of SMART‐UP project can be soon
adopted by other partners. New contacts are scheduled in January with Var Habitat.
o All these organisms are recipient of our newsletters
Energy companies:
o We are also in touch with EDF and Veolia to provide households with IHD. For the
pilot in “Les Moulins”, Veolia provide Smartphone, tablet and TV access to the
energy consumption
o We are also in contact with ENEDIS, owner the smart meters, who provides us the
data on households’ consumption when households gave us their consent.
Organisms engaged in the fight against fuel poverty:
o We disseminate information to the community of « network RAPPEL », gathering
almost one thousand members in France.
o







The Table below indicates all the stakeholders that have been contacted in France.
Sector

Stakeholder
contacted

Description
stakeholder

Energy

ENEDIS

The main energy DSO
in France

We are also in contact with ENEDIS, owner the smart
meters, who provides us the data on households’
consumption when households gave us their consent

VEOLIA

Energy
company

For the pilot in “Les Moulins”, Veolia provide Smartphone,
tablet and TV access to the energy consumption.

EDF

Energy supplier

We have been also in touch with EDF to provide
households with IHD.

EcoCO2

Energy
consulting
company

We have also discussed with Eco CO2 who are developing
IHD solutions

UNCASS

Italian node of the
European
antipoverty network

Our first contacts were with UNCCAS that supports the
project since the beginning. They allowed us to inform all
their members (about 4,000 organisms spread all over
France) and to train about 25 members involved in fuel
poverty

Association
ADAM

Association working
locally in the district
od Nice named “Les
Moulins”

In parallel, we have worked with some local associations
around Nice, like Association ADAM with which we are
deploying the visits and the pilot in one of Nice’s district
called “Les Moulins”

Social workers

of

services

Possible involvement in the project

All these partners receive periodic information through
our newsletters and some meetings in which we
participate
Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake
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Social
landlords

Côte d’Azur
Habitat
Var Habitat
Habitat
Marseille
Provence
SEMIGA

Social
landlords
interested in energy
advice for their
tenants

We have organised meetings with social landlords to try to
engage them in the project. Until now we have met: Var
Habitat in La Valette‐du‐Var (Toulon), HMP in Marseilles,
Côte d’Azur Habitat in Nice (involved in the project),
Habitat du Gard and SEMIGA in Nîmes. If today, only Côte
d’Azur Habitat is involved in the project, we hope that the
tools developed in the framework of SMART‐UP project can
be soon adopted by other partners. New contacts are
scheduled in January with Var Habitat.
All these organisms are recipient of our newsletters

Organisms
engaged in the
fight against
fuel poverty

Rappel
network

Network of Poverty
and fuel poverty
Actors
gathering
almost one thousand
members in France

We disseminate information to the community of “network
RAPPEL”,

3.1.2 United Kingdom (Partner 2)
In the UK, all smart meter customers will receive an ‘In Home Energy Display’ (IHD) as part of the
installation process, at no upfront cost to the customer. This will give customers the ability to monitor
their energy use electronically, and so there is no specific need for the customer to have a paper‐
based tool with the same detail that will be included in other countries.
That said, through discussions in stakeholder meetings the UK partner has identified that there is still
a need to provide paper‐based information that will support the proper use of the IHD, accompanied
by a more simplistic ‘energy diary’ for those who want to take information from the IHD and write
this down. Currently, the only information available on using smart meters is the printed guide
provided by UK installers on how to use the IHD. No generically applicable material was identified
which combines information on using the IHD along with more general energy advice; nor with a
focus on getting users to interact with the smart meter. Housing Associations, in particular, have
expressed a need for smart‐meter specific information to be able to provide to tenants.
From these discussions, NEA has used the template provided for the first ED drafts and begun the
customisation of the ED that would engage customers in using their IHD. Please note that to‐date
only the UK is rolling out IHDs across the board amongst the participating countries, and changes
were deemed necessary to accommodate this development. The ED additions were based on expert
Grant agreement number: 649669 – H2020‐EE‐2014‐2015 / HG2020‐EE‐2014‐3 ‐ MarketUptake
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knowledge on smart meters and IHDs, with a review of other literature available, such as the online
and paper‐based IHD guides provided by suppliers, as well as a new study released by the Department
of Energy and Climate Change into how to deliver energy advice as part of the smart meter roll out.15
This guide has been drafted and sent to three key stakeholders for feedback (namely British Gas,
Utilita and Gentoo Housing). The feedback helped to further refine the ED, before design and print.
The training will ‘teach’ the tool to frontline workers as the principle method of delivering energy
advice, and those trained will be given copies to provide to their customers.
A more basic ‘energy diary’ based on the templates provided, will be distributed to any participants
wishing to record their energy usage on paper, with the expectation that they will get the information
from their IHD. This is currently in draft form and was sent to key stakeholders for feedback prior to
dissemination.
Consequently, NEA has considered the ED tool and provided feedback to the WP leader to help
develop and refine this, both within the September general meeting and subsequently following
further revisions. For the UK, NEA will adapt this into a simpler ‘Energy Diary’ used to support another
leaflet promoting the effective use of the IHD (see activities under 3.1).
The feedback on the main tool included:






In terms of night consumption: Highlighting the fact that in the UK some consumers may be
on electric storage heaters for example, and would deliberately want to have higher usage at
night when the tariff is cheaper. If this is relevant to other partners in Europe then the tool
would need to be adapted or this group would want to avoid night consumption readings.
Making it explicit that the diary is for electricity consumption and not ‘energy’
If as in the UK there are likely to be two meters – gas and electricity – making it explicit that
they are to read their smart electricity meter
Ensuring the font size is large enough to make it easy to read

NEA has also received feedback from stakeholders British Gas and Utilita on the IHD guidance from
its stakeholders. This includes:




Placing greater emphasis on the need to ensure that customers don’t reduce their energy use
so it is detrimental to their health and wellbeing
Changing some of the wording used to make it more easy to understand
Ensuring that any images used of IHDs are either generic (ie not from one particular supplier),
or that there is a selection to represent different suppliers.

The tables below indicates all the stakeholders that have been contacted in the UK.

https://www.gov.uk/government/publications/2010‐to‐2015‐government‐policy‐household‐energy/2010‐to‐2015‐government‐
policy‐household‐energy
15
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NEA met with the following stakeholders face‐to‐face to discuss the project. The concept of the
Energy Diary and ‘SMART‐UP and take control’ booklets were discussed and early drafts shared prior
to final print and design.
Sector

Stakeholder
contacted

Description of
stakeholder

Possible involvement in the project

Energy

British Gas

Supplier

Provided original letter of support, feedback on resources and
project, insight on smart meter rollout.

Utilita

Supplier

Provided feedback on resources, in particular some of the specifics
around operating pre‐pay IHDs

Gentoo

Housing
Association

Riverside

Housing
Association

Initial delivery partner. Lead contact provided insight and feedback on
resources (also committed to delivering smart‐up intervention and
advice).
Initial delivery partner. Lead contact provided insight and feedback on
resources (also committed to delivering smart‐up intervention and
advice).

Housing/social
workers

Once these where finalised NEA had face‐to‐face or telephone meetings with the following
stakeholders over the proper implementation of these resources:

Sector

Stakeholder
contacted

Description
of
stakeholder

Possible involvement in the project

Energy

GB Energy

Supplier

Potential delivery partner (went out of business)

nPower

Supplier

Potential delivery partner (unable to subsequently link up with project
due to resource/DP issues)

Gentoo

Housing
association

Delivery partner. Resources shared with lead contact, Resources
integrated into smart‐up training sessions.

Riverside

Housing
association –
advice staff

Delivery partner. Resources shared with lead contact. Resources
integrated into smart‐up training sessions.

Freebridge
community
housing

Housing
Association

Delivery partner for pilot. Resources shared with lead contact at initial
meetings; then included within general training session for wider
delivery staff.

WM
Housing

Housing
Association
(representing
several in the
west
midlands
area)

Delivery partner. Resources shared with lead contact at initial meetings;
then integrated into general training session for wider delivery staff.

Housing

Internal
stakeholders

Those who are already delivering other advice projects within NEA and
may be able to integrate smart‐up interventions
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3.1.3 Spain (Partner 3)
In Spain, Ecoserveis reached an agreement with the municipality of Barcelona in order to create 3
points of information dedicated to citizens with problems concerning fuel poverty. Ecoserveis will
train the staff working in these offices with Smart‐Up material. This staff will provide initial and final
questionnaires, and will track the evolution of all cases. Also, in the collaboration with the
municipality of Barcelona, each household will be able to ask for a cost‐free IHD and monitor their
energy use. The database being used is owned by the Municipality of Barcelona, however Ecoserveis
will have access to this personal data in order to generate statistics and check the evolution of the
measures. Moreover, Ecoserveis, in collaboration with the institute of social services of Barcelona,
will train 100 long‐term unemployed installers and professionals from the construction sector. Hired
by the municipality of Barcelona, these installers will visit and assess circa 5.000 houses affected by
fuel poverty issues across 5 different districts of Barcelona. During these visits they will assess tenants
about IHD and smartmeters and providing suppport / recommendations to save energy and money.
Ecoserveis is also responsible to train volunteers in the Fuel Poverty Group project. Thanks to this
alliance with ABD, Ecoserveis will train new volunteers every 3 months on the correct use of the
Smart‐Up material towards helping people in fuel poverty. Ecoserveis will use the platform provided
by the municipality of Barcelona to gather all the information concerning energy consumption. With
regards to people without Internet, Ecoserveis will also be able to collect information through the
DSO (utility company) however for households that are completely digitally excluded, ECOSERVEIS
will use the paper‐based ED generated in WP3.
The data gathered from the online platform will be very complete, with high‐resolution data. Using
the platform, Ecoserveis will also provide suggestion to users in order to save energy at home. These
suggestions will also be provided at workshops and to the staff members at various informations
points placed acrossBarcelona.
The feedback from the online platform will be very complete, with high resolution data. Using the
platform Ecoserveis will also provide suggestion to users in order to save energy at home. These
suggestions will also be provided in workshops and the staff members of the points of informations
placed in Barcelona.
In the meantime, the ECOSERVEIS conducted a number of discussions with local stakeholders in order
to receive their feedback on the energy diary. Comments received included the following:






the resolution of Spanish smartmeters is 1kWh, which could create issues when checking the
night consumption;
requests where made to simplify further the Consumption diary which was deemed too
complex for the target group;
a note should prompt the user to ensure the total meter readings correspond to the value in
the bill;
the appliances cost was also deemed to be rather complicated, and recommendations where
noted to use the energy label or the age of the appliance or the wattage in some cases.
For Spain it would be necessary to study the option of providing an energy diary for gas
consumption, however this was deemed beyond the scope of the project and better
addressed at the local level.

The Table below indicates all the stakeholders that have been contacted in Spain.
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Sector
Social services

Stakeholder
contacted
Barcelona – Insitute
of social services

Description
of
stakeholder
Public
institute
in
charge of all social
workers in Barcelona

Associació Benestar
i Desenvolupament

Non‐profit
organization experts in
social exclusion.

Barcelona
Department
Urban Ecology

Department of ecology
and
urbanism
of
Barcelona

Others

–
of

Possible involvement in the project
Possible involvement for the training of their staff
and further involvement in the SMART‐UP pilot
project. Barcelona municipality also wanted to
open points of information for fuel poverty
families and they needed to train unemployed
people for this task. Therefore it was a great
opportunity to set up collaboration for both
projects.
ABD and Ecoserveis coordinate a network of
volunteers to provide support to fuel poverty
families. The intention of this collaboration was to
train these volunteers as frontline staff. ABD was
also co‐coordinating with Ecoserveis the project
LABORA.
Barelona’s department of ecology and urbanism
was in charge of a project with the objective to
energy monitor 200 households. Ecoserveis tried
to use part of these energy monitors to track the
consumption of the small scale households.

3.1.4 Malta (Partner 4)
In Malta it was agreed that a paper‐based tool would be necessary as an alternative for vulnerable
households that were detracted from smart‐meter use either due to digital divide issues, illiteracy or
in certain cases where it was not possible for the householder to access his smart metter in common
areas.
The questionnaire validation process in Malta was undertaken in conjunction with the Richmond
Foundation and SEWCU. The first version of the energy diary forms where presented to key staff at
both organisations to get their initial feedback, and to test the proposed questionnaires. Ethical
approval for the study and its contents, with regards to any data protection or ethical issues that
might be relevant to the vulnerable groupings, was obtained from management within the above
organisations.
To‐date no previous efforts seemed to have made use of an energy diary in Malta, especially with
vulnerable groupings, so there was no past experience with such a paper‐based tool in the
participating organisations. A number of recommendations where made, mostly related to further
simplification and clarification of the forms and leading texts. These recommendations where noted,
and contributed to a final list of changes requested by other partners. Once the first round of this
reiterative process was concluded and the changes reflected in the energy diary draft, 5 participating
households where selected purely on the basis that the households would most likely prefer to use
an energy diary, and would benefit most from the additional support provided by such a paper‐based
tool. These participants are categorised as being in fuel poverty, experience significant financial
hardship, and found it difficult to heat their homes in the winter, or to cool their homes in summer.
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This 2nd round uncovered a small number of latent defects in the proposed diary, and again all
feedback received was noted and reflected in the final version. The Table below indicates all the
stakeholders that have been contacted in Malta.
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Sector
Energy

Stakeholder
contacted
Malta
Resources
Authority

Enemalta
Corporation

Water Services
Corporation
ARMS Ltd

Sustainable
Energy
and
Water
Conservation
Unit

Social
service
s

Ministry
for
social
dialogue,
consumer
affairs and civil
liberties
FRC
LEAP!
Taskforce

Description of stakeholder
The Regulator for Energy and Water Services Act, 2015,
changed the MRA’s responsibilities mainly to registration and
metering of boreholes, mineral resource regulation and
climate change reporting and operation of the emission
trading scheme.
http://mra.org.mt/
Enemalta plc is the leading energy services provider in the
Maltese Islands, entrusted with the generation and
distribution of electricity and the development of the national
electricity
distribution
network.
http://www.enemalta.com.mt/
The Water Services Corporation was set up in 1992 to
produce and distribute potable water in the Maltese Islands.
www.wsc.com.mt/
In February 2009 ARMS Ltd was contracted by EMC and WSC
to manage a 5‐year transformation programme involving the
implementation of Smart Metering Technology around the
Island, as well as the implementation of new IT systems as
part of a business process reengineering exercise within both
Corporations.
www.smartutilities.com.mt
The Sustainable Energy and Water Conservation Unit
(SEWCU) is a government agency whose main functions
include the formulation, evaluation, monitoring and
implementation of national policies concerning the use of
energy and water in a sustainable manner, the preparation
and update of plans to meet National and EU energy and
water resource management targets and the implementation
of projects conducive to the achievement of such targets
through energy efficiency initiatives, renewable energy
penetration and water conservation measures.
www.sewcu.gov.mt
The responsibilities of the Ministry include the social dialogue
with social partners and civil society, competition and
consumer affairs, civil liberties, equality and anti‐
discrimination policies, information and data protection, the
non‐governmental and voluntary sector, industrial and
employment relations, and the integration of migrants.
www.mfss.gov.mt
Social Development Centres (SDCs) x6 : Focus on the
emerging challenges and factors affecting poverty within the
Maltese social reality. The SDCs aim to give support to
families while using a holistic approach to address the
different problems in order to improve their quality of life. In
this respect the SDC as well as the FRCs will catalyse these
initiatives. The SDCs will be able to facilitate and act as a
bridge between the service providers and the vulnerable
service users.
Family Resource Centres (FRCs): The Family Resource Centres
shall provide a point of reference to all families within the
community who would need various forms of support. Within
the centres a family‐friendly environment would be found to
cater for the various needs of the family, while providing a
range of activities to enhance the family life and abilities of

Possible involvement in
the project
No discussions held.

Discussions held directly.

No discussions held.

No discussions held.

Multiplier.
Discussions held directly,
and agreement signed.

Numerous discussions
held with various units
that fall within its remit

Multiplier.
Discussions
held
directly,
and
agreement signed.
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parents. An element of empowerment is felt throughout the
whole community through the services offered at the FRCs.
http://mfss.gov.mt/leap/Pages/default.aspx
Richmond
Foundation

Foundation for
Social Welfare
Services
Foundation for
Medical
Services
Aġenzija
Appoġġ
Aġenzija Sapp
ort
Aġenzija Seqda
Related

Children and
Young Persons
Advisory Board
Malta Council
for
the
Voluntary
Sector
Malta Council
for Economic
and
Social
Development
(MCESD)
National
Commission
for
the
Promotion of
Equality
(NCPE)
National
Addiction
Advisory Board
National
Commission
for
Persons
with Disability
National
Family
Commission
Victim Support
Malta
Dar Emmaus
Women’s
Rights
Foundation

Richmond Foundation endeavours to provide optimal
community mental health services that promote mental
wellbeing, address the prevention of mental health problems
and provide support for good quality of life
http://www.richmond.org.mt/
www.fsws.gov.mt

Discussions held directly.

https://health.gov.mt/en/fms/Pages/Home.aspx

Discussions held directly.

http://www.fsws.gov.mt/en/appogg/Pages/welcome‐
appogg.aspx
http://www.fsws.gov.mt/en/sapport/Pages/welcome‐
support.aspx
http://www.fsws.gov.mt/en/sedqa/Pages/welcome‐
sedqa.aspx
https://www.gov.mt/en/Government/Government%20of%2
0Malta/Ministries%20and%20Entities/Officially%20Appointe
d%20Bodies/Pages/Boards/Children‐and‐Young‐Persons‐
Advisory‐Board.aspx
www.maltacvs.org
mcvs.msdc@gov.mt

Discussions held directly.

admin@mcesd.org.mt
www.mcesd.org.mt

Invite sent.

equality@gov.mt
www.equality.gov.mt

Invite sent.

https://www.gov.mt/en/Government/Government%20of%2
0Malta/Ministries%20and%20Entities/Officially%20Appointe
d%20Bodies/Pages/Boards/National‐Addiction‐Advisory‐
Board.aspx
http://www.knpd.org/

Invite sent.

https://www.gov.mt/en/Government/Government%20of%2
0Malta/Ministries%20and%20Entities/Officially%20Appointe
d%20Bodies/Pages/Commissions/Other%20Commissions/Na
tional‐Family‐Commission.aspx
http://www.victimsupport.org.mt

Invite sent.

kenntama@go.net
http://www.wrf.org.mt

Invite sent.
Invite sent.

Multiplier.
Discussions held directly,
and agreement signed.

Discussions held directly.
Discussions held directly.
Invite sent.

Discussions held directly.

Invite sent.

Invite sent.
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Jesuit Refugee
Service Malta
SOAR Support
Group (St
Jeanne Antide
Foundation)
The
Consultative
Council for the
south of Malta
‐ KKNM
Commission
on Domestic
Violence
LGBTIQ
Consultative
Council
Information
and
Data
Protection
Commissioner
Dar Merħba
Bik
Social
Work
Unit – Gozo

www.jrsmalta.org

Invite sent.

www.antidemalta.com
soarmalta@gmail.com

Invite sent.

info.kknm@gov.mt

Invite sent.

domesticviolence@gov.mt
www.domesticviolence.gov.mt

Discussions held directly.

Invite sent.

http://idpc.gov.mt/

Discussion held with IDPC
re data collection DPA
issues.

To offer shelter to abused women and their children

Invite sent.
Invite sent.
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3.1.5 Italy (Partner 5)
In Italy, for the stakeholders involvement in the SMART‐UP project, AISFOR contacted several
stakeholders of the SMART‐UP project coming from the two main project sectors: energy sector and
social services, as well as from other fields interested in the project. The table below reports, the
various stakeholders, divided per sector, contacted during the first months of the project:
Sector
Energy

Stakeholder
contacted
ENEL distribuzione

The main energy DSO in
Italy

ENEL is developing a pilot project in the city
of L’Aquila to test informatic monitoring
system connected with the smart meter.
Possible synergies with the SMART‐UP pilot
project
A2A is undergoing a project to change the
gas meters. Possible synergies with the
SMART‐UP pilot project
Collaboration in the sharing of information
and data on the situation of energy
“vulnerability” in Italy.

DSO in the North of Italy of
electricity and gas

AEEGSI ‐ Autorità
dell’energia elettrica,
gas e sistema idrico

National authority for
electricy and gas –
responsible
for
the
management of the Social
Bonus for electricity and
for gas
Energy
consulting
company

CILAP

CARITAS

Italian node of the
European
antipoverty
network
Centro di Servizi per il
Volontariato
Main social operator

UNC
‐
Unione
Nazionale
Consumatore

Consumer
association
very active on energy
issues

Cittadinanzattiva

Consumer
association
very active on energy
issues and also on fuel
poverty.
Coordinator of a national
project to support the
awareness of the social
electric and gas bonus to
possible key actors.
Public University in the city
of L’Aquila

CESV

Others

Possible involvement in the project

A2A distribuzione

ECUBA

Social services

Description of stakeholder

University of L’Aquila

ECUBA was involved in the “Energy
Ambassadors” – interested in creating
synergies between the two projects
Possible involvement for the training of
their staff and further involvement in the
SMART‐UP pilot project
Possible co‐organisation of training /
informative events
Possible involvement for the training of
their staff and further involvement in the
SMART‐UP pilot project
Collaboration in the dissemination of the
project for the recruiting of participants in
the SMART‐UP pilot project. Possible
involvement for the training of their staff
and further involvement in the SMART‐UP
pilot project
Possible involvement for the training of
their staff and further involvement in the
SMART‐UP pilot project.

Possible collaboration with the master on
“Social services” to train social operators
and involve them in the SMART‐UP pilot
project
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Municipality of Rome
Municipality
Fiumicino
Banca d’Italia

Department of the social
politics of the municipality

of
National Bank which
carried out an analysis on
the fuel poverty in Italy

Possible collaboration in the recruiting of
vulnerable consumers.
Possible collaboration in the recruiting of
vulnerable consumers
Possible collaboration in the dissemination
of the various activities and results and
collaboration on the analysis of the data
collected within the SMART‐UP project

In all the above meetings, the SMART‐UP project was explained to the stakeholders in order to
identify and discuss possible synergies. In the cases in which the stakeholders had experience in
working with vulnerable consumers and interest in supporting the SMART‐UP project development,
a more active involvement was proposed to them including the analysis of the SMART‐UP project
tools in order to provide feedback for their optimisation.
For the collection of inputs from Italian stakeholders for the finalisation of the “Energy Monitoring
Tool”, AISFOR decided to adopt a strategy based on bilateral meetings rather than the organisation
of a unique stakeholder meeting. The strategy decision was taken keeping in mind the attitude of
Italian stakeholders to be more open in private contexts rather than public ones and thus provide
more (quantitative) and better (qualitative) inputs for the optimization of the tool in bilateral
meetings.
Therefore, AISFOR organised bilateral meetings with some of the stakeholders in the above table to
discuss the structure and contents and collect their inputs. These meetings were organised between
the month of September and November and took place either on the working venue of the
stakeholder or in AISFOR office. The “energy monitoring tool” was explained, together with the
SMART‐UP project objectives and activities, within the first training session organised in collaboration
with the University of L’Aquila (department of social science) on November 23rd 2015. The training
event was attended by more than 20 social workers interested in collaborating with the SMART‐UP
project and in actively contributing to the implementation of the pilot project. A specific session of
the agenda was dedicated to the illustration of the SMART‐UP tools to support vulnerable consumers,
i.e. the energy monitoring tool, the ex‐ante questionnaire, the consumer involvement procedure,
etc. The aim of such session was two‐fold, on one side to illustrate the tools and thus enable them to
properly use the project tools and on the other to collect first‐hand information from frontline staff.
The tool was illustrated in detail, a printed paper copy of the questionnaire was handed out to all the
participants and the lecturer had prepared slides on the various questions / sections of the
questionnaire. During the training session the participants made no comments on the contents and
structure of the questionnaire. At the end of the presentation, the lecturer invited the participants
to go through the questionnaire again in the next days (eventually also test in by delivering it to a
consumer) and to send to AISFOR any comments / feedbacks to the questionnaire.
A specific mail was sent by AISFOR the day after the training session to all the participants to send
the training resources and to remind the participants to send their feedbacks (inputs and comments)
on the project tools. The feedbacks received confirmed the relevance of the energy monitoring tool
and suggested to add a manual (which could be also a one‐page introduction within the tool itself)
explaining the aim of the tool and with instructions on how to complete it).
During the face‐to‐face meeting, the tool was illustrated and discussed thanks to the printed copy of
the tool brought by AISFOR at the meeting. Following the meeting, in case of request from the
stakeholder in order to provide more feedbacks on the tools, the soft copy of the tool was sent via
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email. AISFOR considered the first draft of the ED and provided feedback to the WP leader. Similarly,
it compiled the feedback received from the above mentioned bilateral meetings to help improve and
optimize the tool. For Italy, AISFOR will translate and adapt the tool to the Italian situation.
The main stakeholders involved so far in the analysis of the tool were: CILAP, CESV, University of
L’Aquila, Association of social operators, UNC, Cittadinanzattiva. It is important to underline that on
November 18 a first training session was held in collaboration with the “Social Service” university
degree and the association of social operators in the city of L’Aquila. During the event, the tool was
illustrated, and feedback from the participants collected.
The main comments received was the difficulty for Italian consumers in general (not specifically
vulnerable consumers) to read their smart meter due to the following conditions:






Lack or low interest in energy issues,
Lack or low awareness of the relationship between energy consumption and household habits,
Lack or low knowledge on smart meters and their mechanism and the information provided,
Difficulty in accessing the smart meter,
Lack or low knowledge on the smart meter reading.

Since stakeholders suggested that these difficulties may strongly hinder the use of the monitoring
tool, they suggested to select the participants of the groups in the pilot project which will be testing
the monitoring tool amongst those consumers most keen on energy efficiency. They also underlined
that in Italy most houses are heated with gas and not with electricity, and therefore a page with the
monitoring of the gas consumption would give the consumers a more complete tool (even though it
must be noted that in Italy the smart meters for gas have not yet been fully installed and therefore
the data of the gas page would have to be based on the bill which itself is not based on real time
consumption).
Other feedback received was related to the difficulty of using the correct tariff since most Italian
consumers do not know their energy tariff; and most households seem unsure if they have a contract
with the double tariff (day and night). Nonetheless, Italian stakeholders still believe that a tool which
obliges consumers to take note of their energy consumption may be very helpful to help them
understand their energy consumption habits, and relate them to the actual energy consumption.
They have also advised us to prepare a guide to provide information to consumers on the smart meter
and how to read the energy data.
4

Final results

All comments received from partners and their stakeholders where discussed internally during the
consortium meeting in Newcastle, via email and skype when clarifications where necessary. The end
result is a template of 3 different energy diaries that could be suitable to the vulnerable household
in question.
Partners are expected to make any changes or additions to these templates, in such a way as to
suite their constituency. The reporting of the final drafts utilised by the Partner countries will be
undertaken in D3.3, and are expected to remain a work in progress until the end of the WP3
timeline which ends in Month 31, and will be reported accordingly at a later stage in the project.
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An electronic version of the Energy Diary tool is available in excel here.

SMARTUP-Energy
Diary_v12.xlsx

The energy diary developed comprises of 3 different potential tools, including:
1) An electricity consumption and cost diary (3 pages)
2) An electricity consumption and cost diary (2 pages)
3) An appliances running cost tool (1 page)
Please keep in mind that the energy tool should be provided to households that have already been
provided with other required documents developed in WP2, namely:




SMART‐UP participant information and Instructions sheet,
the SMART‐UP Informed consent form
IHD and generic energy‐saving tips sheet

The final energy diary templates are presented below, but described in much further detail in D3.2 ‐
‘Energy consumption and review tool for vulnerable consumers’ (Public ‐ Due Month 6).
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