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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 InHouse 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.
The way we intend to do so is by 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 advise them 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. Indeed, most vulnerable and low-income householders require
a one-to-one and on-going support.
The training packages will be tested and improved before being disseminated towards the
major actors involved in smart meters deployment (DSOs, energy utilities, installers…). From
50 to 100 installers or other frontline staff will be trained in each project partner’s country.
Each of them will deliver face-to-face advice to 10 to 20 households, so as 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 consolidate data on how much energy
can be saved if vulnerable householders are empowered to make best use of the opportunities
that Smart Metering offers.

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

3

Report on the status of households engagement in each Country – work package 5 – deliverable 5.1

2

Context and Objectives

2.1 Context of the task
The aim of Work Package 5 is to provide personalized counselling and assistance (on the basis
of the materials and training defined within WP4) directly to 1.000 vulnerable consumers
engaged with the support / through the identified national stakeholders to make challenges
on their energy consumption behaviour.
In each partner country, the trained SMART-UP frontline staff will visit 1,000 vulnerable
consumers and will collect baseline data which will be used to evaluate the effectiveness and
impact of the enhanced training / advice as well a questionnaire on the energy consumption
habits in the household. The vulnerable consumers who participate in the SMART-UP project
will voluntary sign an informative sheet in order to authorize the partners to treat their data
(personal data, energy consumption data and costs, participant habits). Data will be then
collected and analyzed as a whole.
WP5 also includes a pilot project which involves a small group of vulnerable consumers
(60/65 householders depending on the country, including a control group of 20 households)
with the purpose to assess the value and impact of varying combinations of the main
intervention in order to assess which has most value and impact in achieving the desired
outcomes (i.e. energy and financial savings), but also to understand which interventions are
preferred and most meet the needs of vulnerable energy consumers. Consumers will receive
or the In-House Display or the energy diary, in addition some will receive the personalized
counselling and others will get also a call-back after 2 weeks from the counselling. These
pilots will therefore provide an opportunity for a more in-depth evaluation of the
interventions and will help consolidate the large scale analysis that will be carried out among
all householders involved.
Overall, work package 5 involves five tasks and four deliverables, detailed below, and may
graphically represented as follows:

Figure 1 Schematic representation of WP5
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Task 5.1 Strategy for engaging households and actual engagement. Define a national
strategy for the selection and contact of 1,000 vulnerable consumers to be engaged in the
project activities;
Task 5.2: Support households in using their smart meters. Provide personalized
counselling to the SMART-UP pilot participants which have signed the informed consensus;
Task 5.3: Motivating Households with photography competition. Run a small
photography competition to encourage vulnerable consumers to use their smart meter
effectively and utilize the advice and training received;
Task 5.4: Identify a sample of households to participate in the small scale pilot. Select
and contact 60/65 vulnerable consumers to be engaged in the piloting activities, divide them
into 4 groups and assign the tools - IHD and/or energy diary, plus personalized counselling,
plus a call back after 2 weeks;
Task 5.5: Pilot and final survey. Monitoring the 5.4 task activities and incentive
stakeholders to maintain participation for the return feedback activity after 10-12 months.
The deliverables are the measurable and tangible outcome of the project. To produce a
deliverable one or more task/s have been analyzed.
D5.1 Status of households engagement in each Country (Month 15): Statistical report with
no private data
D5.2 Mid-term status of pilot activities (Month 18): Report on the pilot and tool to
incentivate stakeholders engagement and exploitation of training package
D5.3 Report on the support to households (Month 31): Report on the support to
householders in using smart meters and on the impact of the interventions (including
reporting on photo competition)
D5.4 Final status of pilot activities (Month 31): Report on the pilot and final tool to
incentivate stakeholders engagement and exploitation of training package
2.2 Status of households engagement in each Country (Deliverable 5.1)
The “Status of households engagement in each Country” is a statistical report with no
private data on the consumers engaging strategy and it builds on the results of the activities of
the first two tasks: Strategy for engaging households and actual engagement (Task 5.1)
and Support households in using their smart meters (Task 5.2) Motivating Households
as described below.
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Figure 2 Background of Deliverable 5.1

Task 5.1 Strategy for engaging households and actual engagement. This task builds on
the results of the activity in WP2 and WP4. All partners directly or through collaborations
with the identified (WP2) and trained (WP4) national stakeholders will individuate the
potential vulnerable consumer’s basin and will carry out the activities.
Each partner will have to define its own national strategy and engage 1,000 vulnerable
consumers (for a project target of 5,000 people engaged). The households will not be engaged
in the project before having agreed on, and signed, an informed consent form. The
recruitment of the households for the pilots will take place at the same time (see task 5.4).
Task 5.2: Support households in using their smart meters. Installers and frontline staff
will provide enhanced advice to households. Partners are responsible for identifying the
national strategy to provide advice throughout the duration of the task. This task is closely
related to WP4 as it employs the frontline staff and installers trained in WP4 to provide advice
and support to the engaged vulnerable consumers. Each partner will start the activities of task
5.2 as soon as the frontline staff and installers have undertaken the training that will allow
them to deliver enhanced training and advice to consumers.
The 1,000 visits will be carried out by trained installers / frontline staff– each trained
member of staff will visit approximately 20 – 25 households. During the visits to the
households, the trained frontline staff and/or installers will be required to collect baseline
data which will be used to evaluate the effectiveness and impact of the enhanced training/
advice. Baseline data collected will include historic meter readings/ statement (for the
previous 12 months where available) and the profile of households (i.e. demographic details).
In addition to this, a member of each household principally responsible for energy
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management in the home will be encouraged to answer questions relating to their current
energy consumption habits and behaviour, following a questionnaire prepared by the
partners to better understand energy consumptions habits. This data will be collected by the
frontline staff and/or installers and will be used to assess the initial situation of the
household.
3

Work performed

According to the SMART-UP work plan, all partners defined a national strategy to involve the
relative national stakeholders (WP2) and defined the activities to carry out to engage directly
the vulnerable consumers (for further information please refer to “D2.1 List of agreements
signed with installers / front-line staff” and to “D2.2 Report on stakeholders’ engagement
M18”) – as shown in the following diagram:

All partners have also carried out the training of the front-line staff of the identified
stakeholders (WP4).
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Within task 5.1, the partners collaborated with the various national stakeholders to set the
basis for the SMART-UP pilot action and engage on the pilot 1,000 vulnerable consumers in
each country. The results of the collaboration with the national stakeholders and the
engagement of consumers will be detailed in the coming deliverables of the work package
(“D5.2 Mid-term status of pilot activities”, “D5.3 Report on the support to households” and
“D5.4 Final status of pilot activities”).
3.1 The state of arts of the project activities
In this paragraph are reported for each partner country the sheet with the overview of the
state of the SMART-UP actions in the country.

3.1.1 France
General overview by partner’s country
The deployment of smart meters has been delayed, it only began in December 2015. In
addition, the likely areas of deployment were belatedly released in October 2015, and again
without great precision as to the date effective commissioning. In June 2016, the number of
smart meters in use is estimated at least one million meters over the 33 million to be
installed. This low number, spread over the entire French territory, adds to the difficulty of
defining an area of intervention for the Smart-Up project.
To overcome this difficulty, we carried out an analysis of the covering of areas where the rollout of smart meters is completed or on-going, with those likely to welcome vulnerable
households. For this, we relied on a mapping tool (sample results).
This work was done for the cities through which the deployment began, namely Nice,
Montpellier, Marseille, Nimes, Toulon, Fréjus, Paris, Toulouse, Lyon, Lorient, etc. And for
which we have established contacts with city officials, the CCAS or social landlords. Some
areas were excluded because either the low number of vulnerable households in areas of
roll-out of smart meters, or for refusal of local actors (eg denial: no access to the meter placed
in stairwells). In addition, the number of households with a smart meter cannot access the
information on the internet, that cannot register for the service.
To date, three areas have good potential: Hyères, Toulon and Nice. Areas where the number
of smart meters is enough and we have identified vulnerable households.
Agreements have been transmitted in Hyères, Toulon and Nice to social landlords in these
territories and associations or social workers working in these areas. To date, no agreement
has yet been signed.
Alongside this work identification of areas of intervention, we have developed an information
kit that will be distributed to 1,000 households:
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•

A booklet presenting the project, helping to read the electricity bill, to identify and
monitor their electricity consumption and giving simple advice for better control their
electricity consumption;

•

A series of 9 magnets to stick on the fridge to remind the good daily practices to
implement.
€
€
€

PIÈCE ÉCLAIRÉE = PIÈCE OCCUPÉE

FRIGO GIVRÉ = CONSO DOUBLÉE

60 DEGRÉS = 12 € PERDUS

€
€
€

€

POUSSIÈRE = 40% PERDU

30°

€

€
€
€

SANS COUVERCLE = 30% DE PERDU

TV
19°

21 DEGRÉS = 300 € PERDU

10H PAR JOUR = 165 € PERDU

X

VEILLE COUPÉE = 4 € GAGNÉ

•
•

Photo competition postcard. To promote the photography competition. The winner
receives a 300 € gift voucher.

•

Participant information sheet. This sheet provides householders with all necessary
information about SMART-UP allowing them to make an informed choice to
participate, as required by SMART-UP’s ethics procedures.

•

Informed consent form. This form is to be signed by householders before they receive
a SMART-UP intervention and returned to NEA, as required by SMART-UP’s ethics
procedures.

Pre-advice questionnaire. To be completed by front-line staff with the householder at the
point of the face-to-face advice session, before they receive the advice, to collect baseline data
on the household’s energy consumption and behaviours.

Results
To date, we have not been able to start the visits of vulnerable households for all the reasons
mentioned above.
However, the three agreements being signed, we have a potential of 2,500 households in Nice
and 3,000 in Toulon and Hyères.
We expect to begin in September 2016 to work with at least one of these organizations to
train their staff and conduct visits in two months (October and November). Then we will
begin in November, the experimentation with the different groups over a period of 6 months
until May 2017.
Even if we are behind the original schedule due to the late deployment and the difficulty in
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identifying relevant areas to lead the SMART-UP project, we are confident in the ability to
carry out all the tasks of WP5. All tools have been developed and are readily available.

Criticalities
As said before, the roll-out of smart meters has faced delays, the likely areas of deployment
were released late in 2015 and households equipped encountered difficulties to access to the
information on the meter (because the meter is placed in stairwells) and on the Internet
(because they cannot register for the service).
To date, less than 3% of French households have received a smart meter.
All the reasons mentioned above and those presented previously explained the delay by
France to lead the 1,000 visits to vulnerable households.
This situation is mainly due to the external factors explicated above, even if the development and
adaptation of the training tools for France took more time than expected in the original schedule.

Future prospective
We are continuing to work closely with key partners: EDF, ENEDIS, City of NICE, Var habitat,
ADAM associations and UNCCAS to actively promote SMART-UP to their tenants.
We will organise very early in September a training session with all the social housing
organisations of the west side of Nice where smart meters are already installed.
If we fail to recruit the 3 main partners, with whom we have advanced discussions and we await a
signed agreement back, we will propose to extend the fields of our recruitment to households,
not yet equipped with smart meters, but will be equipped during 2017.

3.1.2 United Kingdom
General overview by partner’s country
To identify and recruit 1,000 vulnerable households for the project NEA has been working
with housing associations, who have contact with vulnerable social housing tenants. In
addition, we have sought to work with energy suppliers who have data on which of their
energy customers have smart meters and thereby enable easier targeting. A summary table
of organisations we have engaged are working with is outlined below.
National
stakeholder

Region

Gentoo Group North

Agreement
signed

No. households
recruit

Yes

250

agreed

to No.
advisors
trained
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(Housing
association)

East
England

WM Housing
Group
(Housing
association)

West
Midlands
of
England

Yes

600

32

Riverside
(Housing
association)

North
West
England

Yes

200

13

Freebridge
Community
Housing
(Housing
association)

East
of Pending
England

Target to implement 65pax pilot 9
project. Currently setting up
agreement and starting project

0
0

0
0
Total:

1115

65

Participant information pack and questionnaire
•

To complement the training and enable front-line staff to deliver a SMART-UP
intervention1 successfully NEA has developed a SMART-UP Information Pack for
Participants. Each pack contains:
o SMART-UP & take control of your energy use: A guide to using your smart meter to
manage your energy use. This is an A5 booklet that provides households with six
simple steps on using their IHD to better manage their energy use and make
savings.
o My SMART-UP Energy Diary. This is a diary where householders can record
information from their IHD on how much they are spending weekly and monthly
on electricity and gas. It meets a SMART-UP deliverable to develop and provide
project participants with an energy monitoring tool.
o Energy efficiency advice leaflet. This is either NEA’s Top 10 tips to stay warm and
healthy in your home leaflet, or the Housing Association’s own energy efficiency
resource, if they prefer. This provides households with advice on how to act on

1

A SMART-UP intervention is a household who has signed a SMART-UP consent form, completed a SMART-UP preadvice questionnaire and received SMART-UP smart meter and energy advice.
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•

information they see on their IHD to make behavioural changes in order to save
energy.
o Photo competition postcard. This is a postcard promoting the photography
competition (a SMART-UP deliverable) that NEA is running to encourage
households to stay engaged with SMART-UP and their smart meter. The winner
(the person who takes the best picture showing how they are being SMART with
their energy) receives a £225 high street gift voucher to buy an energy efficiency
appliance.
o This postcard states: ‘Share your best SMART-UP moment with us and you could
win a £225 High Street gift voucher to put towards your next energy efficient
appliance.’ Participant information sheet. This is an double-sided A4 sheet
providing householders with all necessary information about SMART-UP allowing
them to make an informed choice to participate, as required by SMART-UP’s ethics
procedures.
o Informed consent form. This form is to be signed by householders before they
receive a SMART-UP intervention and returned to NEA, as required by SMARTUP’s ethics procedures.
o Pre-advice questionnaire. This questionnaire (available as a paper or online
version) is to be completed by front-line staff with the householder at the point of
the face-to-face advice session, before they receive the advice, to collect baseline
data on the household’s energy consumption and behaviours. This questionnaire
has been developed by NEA in conjunction with SMART-UP consortium partners.
These packs have now been distributed to all housing association partners. More will be
printed and made available to meet demand.

Results
Recruitment effort and uptake across our national stakeholders is shown in Table 2 below.
National
stakeholder

Number
Number
households
households
agreed
to received
recruit
intervention

Gentoo Group 250
(housing
association)

12

Recruitment effort

•

•

•

•

Over 600 letters advertising
SMART-UP sent out to
households targeting areas
known to have concentration
of smart meters
Front-line staff briefings to
refer any customers
identified with smart meters
to SMART-UP
Staff undertaking energy
advice visits screening
customers for smart meters
to refer into SMART-UP
Advertising on social media
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•
•
WM
Housing 600
Group (housing
association)

5

•
•
•
•
•

Riverside
(housing
association)

200

2

•

•
•

NEA

No target

1

Freebridge
Housing
(housing
association)

65 (SMART-UP 0
pilot project)

Total:

1115

•
•

and website
Leaflets and posters in offices
Promoting project at
household events
SMART-UP promoted in rent
statements sent to 30,000
households
Front-line staff briefed to
promote SMART-UP
Advertising SMART-UP using
leaflets in local offices and for
use by local teams
Advertising SMART-UP in
Coventry City Council’s citywide magazine, Citivision
Using data-matching to
promote SMART-UP to
households known to have
smart meters installed
Front-line staff briefed to
deliver SMART-UP
interventions where identify
households with smart
meters
Investigating promoting
SMART-UP on website
Investigating targeting new
builds with smart meters
installed
Delivering SMART-UP as part
of NEA’s energy advice
service based in Coventry
Identifying smart meter
customers through call
centre screening, surveyor
visits and data-matching to
promote SMART-UP pilot
project

20

Examples of recruitment methods for SMART-UP project in UK
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Poster in Sunderland (Gentoo)

Advertisement
Housing)

in

magazine

Household recruitment leaflet (Riverside)

(WM

Website slider (Gentoo)

Criticalities
In the UK, the roll-out of smart meters is still in its infancy. At end March 2016, 2.75 million
smart meters had been installed in domestic properties across Great Britain, representing
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6% of domestic meters.6
Impact of UK smart meter progress on SMART-UP project
The slow progress in the UK smart meter roll-out has had an adverse impact on NEA’s ability
to implement SMART-UP in the UK. Specifically, because the large majority of energy
customers (over 90 per cent) do not yet have a smart meter installed in their home, our
national stakeholders, who are responsible for identifying vulnerable households and
delivering the enhanced energy and smart metering advice to those households, are
struggling to find enough vulnerable households with smart meters to deliver the advice to.
This in turn means we are not on track to identify and engage 1000 vulnerable households in
SMART-UP, the UK target under the grant agreement.
Furthermore, because the roll-out of smart meters is being delivered in the UK by energy
suppliers, this means the roll out is not happening on a region by region basis. Instead,
suppliers are free to choose their roll-out strategies, including in what areas they begin to
install smart meters. Some suppliers have started rolling out smart meters on a small scale in
selected regions. Other suppliers have not yet started rolling out smart meters. One region
may be prioritised by Supplier A (for example, because they have customer density in that
area) and a household contracted to receive their energy from that supplier may have
received a smart meter. That same area may not be prioritised by Supplier B and therefore a
customer contracted to receive their energy from that supplier will not have received a smart
meter. Furthermore, there is no publicly available data on where (at a local authority level)
domestic smart meters to date (4 million, representing 8% of domestic meters) have been
fitted.
Because of this model, it is not possible to replicate the French approach in the UK and select
a region in which to deliver SMART-UP. Instead – and based on NEA’s calculations – the
housing stock of Housing Associations with whom we are working on SMART-UP with, has
approximately a 6-8% penetration of smart meters relative to traditional meters. Taking into
account that not all of those households with smart meters will agree to take part in SmartUp, it is possible to conclude that NEA and its partners is effectively working with a pool of
around 1% of households within the vulnerable target group. This diminished pool is a
pressing challenge.
To date, we estimate the project has been promoted to over 40,000 UK households however
despite this extensive recruitment effort only 20 participants have received a SMART-UP
intervention (i.e. signed the consent form, completed the questionnaire and received the
enhanced advice).
Along with housing associations, NEA has also sought to work with suppliers on SMART-UP.
However despite useful conversations and meetings most suppliers are not yet far enough
down the installation process to be delivering smart meters to vulnerable customers en
masse or already have very specific processes and customer journeys in place for smart that

6

DECC (2016). Smart Meters: Quarterly Report to end March 2016 Great Britain. Available:
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/533060/2016_Q1_Smart_Meters_Report.p
df
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leave limited room to deliver SMART-UP as part of this.
Because of the barriers outlined above, NEA is not on track to meet the UK deliverable of
recruiting 1000 vulnerable households to SMART-UP by the end of 2016.

Future prospective
We are continuing to work closely with two key partners: WM Housing Group and Freebridge
Housing Association, to identify households with smart meters and then promote SMART-UP
to those households. We are also exploring opportunities to work with Groundworks, an
environmental change charity, to deliver SMART-UP interventions. Groundworks is not
restricted to housing association tenants only and may have limited information on
households who have a smart meter installed and are therefore suitable to contact for this
project.

3.1.3 Spain
General overview by partner’s country
In Spain, Ecoserveis focused their activities in the city of Barcelona. The main reason is the
synergy with a new project where Ecoserveis, 5 social entities and the municipality of
Barcelona were in charge to train 100 unemployed people as energy agents, called LABORA.
These unemployed people are considered frontline staff because in the future they will be
assigned to the new points of information and energy advice of the municipality of Barcelona.
After the 192 h courses, these energy agents visited 3.100 households affected by fuel
poverty until mid-July. The coordination of all activities was in charge of the NGO ABD and
Ecoserveis provided the know-how and printed materials through the SMART-UP project.
The synergies with the LABORA project enabled to maximize the impact the SMART-UP and
reach very good results, and there was a clear distinction between the activities charged on
SMART-UP and on the other initiative. There was absolutely no double-funding for the
development of the activities. This collaboration has been proven to be very successful, 1.779
houses signed the SMART-UP consent and they received suggestions and a pack of printed
materials including a sticker, a magnet, an energy diary and a folder.

Results
•

1779 SMART-UP informed consent forms signed

•

115 frontline staff trained

•

Pilot test delayed, beginning in September

Criticalities
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The main criticalities were to find the houses affected by fuel poverty. Thanks to the
collaboration of the municipality of Barcelona through the social services institute and the
coordination of the agents through ABD, the selection of houses was easier than expected.
However without this synergy it would be a very big challenge to find so many houses in so
little time.
The delay in finding stakeholders in WP2 has affected WP5. However some problems
appeared also concerning the deployment of smart meters and the complexity to work with
so many people and entities.

Future prospective
The pilot will begin in September in order to collect data from summer and winter.
However, to achieve a 10% of energy savings is very complicated in houses with suppressed
demand such fuel poverty houses. We should revise the impact for this indicator.

3.1.4 Malta
General overview by partner’s country
SMART-UP Malta has partnered with the national LEAP project within the Ministry for the
Family and Social Solidarity (https://mfss.gov.mt/leap). LEAP aims to combat social
exclusion and poverty via the development of a cluster based network system at both
regional and local levels in order to help vulnerable groupings integrate within the labour
market, while building capacity amongst social stakeholders. The LEAP project is an
operative part of the National Strategic Policy for Poverty Reduction and for Social Inclusion,
and manages 11 Leap outreach centres across the Maltese islands. It focuses on 4 population
groups: (i) children, (ii) elderly, (iii) unemployed, and (iv) working poor. This policy focuses
on 6 key dimensions that can determine or alleviate poverty and social exclusion, namely (a)
income and social benefits, (b) employment, (c) education, (d) health and environment, (e)
social services, and (f) culture. SMART-UP is collaborating with LEAP by training the social
workers running the centres and undertaking the home visits in order to reach out to Malta’s
vulnerable households and to start addressing energy poverty directly. A similar agreement
has been reached with the Richmond Foundation (http://www.richmond.org.mt/) and the
Sustainable Energy and Water Conservation Unit (https://energywateragency.gov.mt).
In Malta, SMART-UP has partnered with the national LEAP project which aims to combat
social exclusion and poverty, namely the development of a cluster-based network system at
both regional and local levels in order to help vulnerable groupings integrate within the
labour market, while build capacity amongst social stakeholders. SMART-UP is collaborating
with LEAP in order to reach out to Malta’s vulnerable households in order to start addressing
energy poverty directly. LEAP is committed to reaching out to over 4,000 families via the
opportunity created by the Fund for European Aid to the Most Deprived (FEAD) programme,
which provides food assistance to those in need. LEAP is taking the opportunity to profile the
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needs of these families, including energy poverty, which provides the opportunity to SMARTUP to both collect data and provide advice at food collection points. LEAP has 11 regional
centres spread across the Maltese islands, and key localities, namely in Birgu, Għargħur,
Kirkop, Zurrieq , Marsaskala, Msida, Qawra, Qormi , Sta Luċija, Valletta and Gozo Xewkija.
Other similar agreements have also been reached with the Energy and Water Agency and the
Richmond Foundation.The deliverable D5.2 has been revised to include the above indications
and to better clarify the synergies with other ongoing national projects.
LEAP is funded from the national budget and there is absolutely no funding emanating from
LEAP towards Smart-UP. On the contrary, Smart-UP will be contributing to the effort of the
social operators in the LEAP project.
The breakdown of the training courses implemented to-date are as follows:
Date

Location

09th June 2015

Sustainable Energy 9
and
Water
Conservation Unit

Energy stakeholders

18th April 2016

Qormi Hostel and 12
Paola
Hostel,
Richmond
Foundation

Social services

5th May 2016

Kids In Development 10
(KIDs)

Social services

6th May 2016

Nature Trust

Educational services

11th May 2016

Villa
Chelsea, 6
Richmond
Foundation

Social services

13th June 2016

Home
Service
Hamrun

Support 10
training,

Social services

27

Social services

25th to 29th July LEAP
2016 (x4 days)

Number attending

7

Type of stakeholders

Results
PiM has conducted most of the training to the social workers and technical staff, and another
intense follow-up training is envisaged for end July 2016. An agreement has been reached
with LEAP to help deliver the results for the project, and assist vulnerable households. As a
first phase of the project, SMART_UP Malta in collaboration with LEAP, is leveraging the Fund
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for European Aid to the Most Deprived (FEAD) programme in order to reach out directly to
the most deprived and to profile their specific needs. Every month circa 4000 visit the LEAP
centres for their food rations, and SMART-UP is providing the necessary training and
logistical support to the social workers manning these centres in order to collect the
informed consent, and provide basic energy efficiency advice. Consequently, the expected
results include:
•

The leveraging of the Fund for European Aid to the Most Deprived (FEAD) programme
in order to reach out directly to the most deprived and to profile their specific needs.

•

The inclusion of energy poverty in the Ministry for the Family and Social Solidarity
(MFSS) areas of concern, and the training of social workers specifically on how to deal
with local families suffering from energy poverty.

•

The undertaking of a pilot study amongst 60 households to assess the value and
impact of varying combinations of potential energy poverty interventions in order to
assess which have most value and impact in achieving desired outcomes (i.e. energy
and financial savings), but also which interventions are preferred and meet best the
needs of vulnerable energy consumers.To-date, we have not as yet started reaching
out to households, but this is expected to start in September 2016 in order to avoid
the August heat for LEAP staff. LEAP staff are expected to start visiting holds in order
to profile them carefully, and identify fuel poor households as a first step. Households
visiting the various centres for services will also be screened for fuel poverty, and
provided with the necessary support. The experimental and control groups are
expected to be identified during September and October so that the sample study can
be kicked-off by November/December 2016.

Criticalities
§

Uncertainty from the social partners at top management due to a lack of awareness of
energy poverty issues since it is a relatively new and underestimated issue is the main
criticality in running the SMART-UP project.

§

Energy poverty is deemed to have limited impact with vulnerable households, and
hence not considered to be a pressing matter that deserves re-routing already overstretched resources.

§

Abuse of public energy benefits to vulnerable households, implies that the cohort is
extremely suspicious of any efforts to help since it is assumed that these exercises are
only related to the potential removal of abusers from the poverty register – this also
implies a high-level of apprehension by local social partners on how to approach the
sector;

§

Time delays until complex DPA issues where levelled out, and which protect the
identification of vulnerable households.

§

The criticalities in Malta are not related to previous activities (other work packages).
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Future prospective
As mentioned earlier, in order to find a way forward it was critical to leverage the existing
network established by the Fund for European Aid to the Most Deprived (FEAD) programme
in order to reach out directly to the most deprived and to profile their specific needs. This
approach is deemed more effective in recruitment since there is an incentive for vulnerable
households to come forward and complete the necessary questionnaires.
After assessing the first samples of vulnerable household data, it is clear that there are
inherent vulnerability issues that will have an impact on the SMART-UP deliverables as
originally envisaged. These include:
•

Lack of awareness and preparedness towards energy poverty amongst social workers
and local government entities;

•

Energy consumption in typical households is already relatively low for Malta in
comparison with other Member States – vulnerable household consumption seems
even lower;

•

Current low price of electricity makes it immensely hard to justify structural changes
towards energy efficiency, and investments are difficult to rationalise in terms of
Return on Investment, especially when their daily financial difficulties take
precedence;

•

In most of the cases examined, it is clear that in actual fact proposing further energy
savings in already low consuming household is not in their best interest, and difficult
to achieve – a better emphasis on ensuring basic thermal comfort and energy
management seems necessary in order to reduce relatively hight temperature-related
mortalities in Malta, which ultimately implies increased energy consumption;

•

Data protection and informed consent are critical pillars of stakeholder engagement,
but this automatically excludes PiM from actually engaging directly with the
vulnerable household, and ensures a complete dependence on the public bodies who
to-date do not see energy poverty as a priority area.

3.1.5 Italy
General overview by partner’s country
The activities for WP5 in Italy started in line with the project timeline.
AISFOR has mapped all the national stakeholders working in the energy and social sector
potentially interested in participating in the project and has then contacted them to present
the project. Following the interest expressed by some of the national stakeholders,
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agreements with the stakeholders have been signed as reported in the following table:
National Stakeholder

N° of vulnerable consumers to be
engaged on SMART-UP

Abtamondo (PD)

100

CILAP

200

Comune Silvi

100

CONSOL

0

Lega Calabria

20

Lega Genova

20

Lega Matera

60

Lega Rovigo / Ferrara

40

UNC

500

Università dell'Aquila

20

The list may further increase as the activity of engaging stakeholders on the project is still
on-going in order to be sure to meet the project target but also to enable the project to reach
a wider impact at National level.
With each stakeholder, the strategy for the engagement of consumers was defined – mainly
based on the activity of the stakeholder.
AISFOR prepared the material for the implementation of the pilot actions which was
illustrated to the frontline staff during the training sessions.
In order to monitor the progress of the delivery of the enhanced training to the defined target
of 1,000 vulnerable consumers, AISFOR implemented also a monthly monitoring system.

Results
The activity of the trained frontline staff in delivering the enhanced training to the vulnerable
consumers started in April 2016, following the approval of the ethic issue documents.
At the moment, approximately 100 vulnerable consumers have been engaged in the project
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and have received the enhanced SMART-UP training.

Criticalities
The main criticalities encountered in Italy are:
1) very low awareness of social operators on the growing social phenomena of fuel
poverty and in general on vulnerable consumers. Statistical studies carried out in
Italy, show an increasing trend of the phenomena however there is not yet a large
consensus in acknowledging it to poverty. This mentality has made it difficult for
AISFOR to engage the stakeholders on the project activities.
2) low awareness on energy efficiency on behalf of all consumers, studies in fact
demonstrate that Italians still consider their energy bills as a tax to be paid which is
independent from their behavior in the household. Further energy bills are not easy to
be read by consumers and consumers are in fact not in the habit of keeping their
energy bills or comparing them to better understand their energy consumption.
Further smart meters in Italy are placed in the basement and are hardy accessible to
consumers. This problem has slowed down and made it difficult for the social
operators involved on the project to engage the vulnerable consumers.
3) low trust of vulnerable consumers also towards social operators. Due to the
widespread habit in Italy of unfair commercial practices on behalf of energy
operators, consumers do not trust to show their energy bills or to provide baseline
data on their energy consumptions, not even to social operators and the more the
consumer is vulnerable the less he / she trusts anybody.
In order to tackle these barriers (which are related to external factors and not to previous
activities in the SMART-UP project), AISFOR has engaged on the project also consumers
association as social operators as they are used to assist consumers (mainly vulnerable
consumers) and are also already trained on the basic concepts of domestic energy efficiency.

Future prospective
On the basis of the results of the monitoring activity of the social operators in the first
months of activity has highlighted the need to provide them (and the vulnerable consumers)
with more material related to energy efficiency. For this reason, AISFOR has already
produced short videos (3 minutes) to illustrate some tips to reduce the energy consumptions.
Further to the energy pills, probably more material will be produced and uploaded on the
website to provide social operators and consumers involved in the project with new
information on how to reduce energy consumption in their household.
Thanks to the various corrective measures which will be implemented following the
monitoring activity of the SMART-UP pilot, the target of 1,000 vulnerable consumers will be
reached. However, due to the conditions of vulnerability of the consumers engaged, it will be
difficult to reach the 10% of energy saving.
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3.2 Organisation and guideline of gathering and monitoring results
In order to have an overview (statistical picture) of the collaboration with the stakeholders
and the implementation of the pilot actions in each country, as reported in the paragraph
below, a brief survey was carried out amongst the partners and the results of the survey
constitute the deliverable “5.1 Status of households engagement in each Country”.
The survey has been outlined as a table of 19 questions, divided in general questions on the
WP5 activities, general questions about the status of the work packages preceding the WP5
activities (according to the scheduled sequential WPs) and specific questions on the visit to
the vulnerable consumers, on the pilot project and on the monitoring of results. The aim of the
survey, further to taking a snapshot of the situation in the various countries, was also to
identify (if present) problems, obstacles and delays in carrying out the WP5 activities, in
order to define and implement a contingency plan so to overcome the problems and improve
the final project activities.
The structure of the survey is reported below:
GENERAL QUESTIONS ON THE STATUS OF WP5 ACTIVITIES
Q1: Has the WP5 activities started in your country?
Q2: The trained operators are social operators and / or technical persons and how many of
them have you trained?
Q3: How many agreements have you established with national stakeholders (according to
WP2)? Through the signed agreements are you able to engage with the total number
vulnerable consumers (1,000)? Please describe quantitatively how many vulnerable
consumers will be engaged through the various signed agreements?
Q4: How is the national geographical coverage for the SMART-UP pilot and for the
engagement of the vulnerable consumers?
WP5 ACTIVITY: ENHANCED TRAINING TO VULNERABLE CONSUMERS
Q5: Have you started to deliver the enhanced training to vulnerable consumers? If yes, how? If
no, please explain.
Q6: To how many vulnerable consumers have delivered the enhanced training (updated to the
end of June)?
Q7: Do you plan to meet the target of 1,000 vulnerable consumers by the of December 2016?
If not, how many vulnerable consumers are you planning to engage with by the end of
December 2016 and what is the timeline for the engagement of the remaining?
Q8: With respect to the training (WP4), are the operators carrying out the enhanced training
the ones trained in WP4?
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Q9: How many of the trained operators are carrying out the visits with vulnerable consumers
(operators involved in the enhanced training to vulnerable consumers vs. total trained
operators - in percentage)?
WP5 ACTIVITY: SMART-UP PILOT TEST
Q10: Have you started the pilot activities with the smaller group (60 / 65) consumers? If not,
please explain planned timeline and work plan.
Q11: How did you select the 60 / 65 vulnerable consumers and how did you divide them into
the research groups?
Q12: Are the operators carrying out the support activities in the pilot the same as the ones
who delivered the enhanced training to the 1,000 consumers?
WP5 ACTIVITY: RESULTS AND MONITORING
Q13: How are the vulnerable consumers reacting to the enhanced training they are receiving?
Have you encountered specific problems in delivering the enhanced training which may
hinder the pilot results? If yes, please explain.
Q14: How do you think the enhanced training may be effective as a tool to modify their energy
consumption habits?
Q15: Do you think the enhanced training may be sufficient to reduce by 10% the energy
consumptions?
Q16: Do you think the support activities of the SMART-UP pilot may be sufficient to reduce by
10% the energy consumptions?
GENERAL OBSERVATIONS ON THE WP5 ACTIVITIES/SMART-UP PROJECT
Q17: Are you confident with the work done?
Q18: What do you think could be improved?
Q19: Are you planning to implement some of these "lessons learnt" for the next visits?
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4

Final results

4.1 Overview
The start of the activities of WP5 have been slightly delayed in some countries due to pending
ethic issue of the data treatment (the formal approval of the documents for the personal data
treatment of the engaged consumers) and also the need to properly close the activities of WP2
and WP4. However, on the date of this deliverable, all the partners have kicked-off in their
own country the activities of the work package 5.
Task 5.1 Strategy for engaging households and actual engagement
Now-a-days, the WP5 activities have started for 4 out of 5 project partners. Only in France the
activities have not yet been triggered to avoid a project involvement in the political problems
between the main engaged partner and the local authorities. In the other countries (UK, Spain,
Malta and Italy) on the basis of the signed SMART-UP agreements with the national
stakeholders, the national strategy for the engagement of the 1,000 consumers has been
defined and is being implemented.
Task 5.2: Support households in using their smart meters
Except for Malta, also the activity for the delivery of the enhanced training has started, even
though (except for Spain which has reached its national target of 1,000vulnerable consumers)
the numbers of vulnerable consumers engaged are still low.
In all countries the delivery of the enhanced training to vulnerable consumers is carried out
by the trained social workers (in all countries the training in WP4 addressed social operators
/ services).
Task 5.3: Motivating Households with photography competition
The photography competition has formally started in all the countries as it is directly
connected with the enhanced training (all vulnerable consumers receiving the enhanced
training will automatically participate in the competition), however no partners have yet
received any photos.
Task 5.4: Identify a sample of households to participate in the small scale pilot
No partners have started yet the pilot test; 3 out of 5 (the Spanish, English and Maltese
partners) have defined the methodology to engage a small group of 60/65 vulnerable
consumers for the piloting activities.
4.2 Criticalities
In general the main criticalities are related:
1) Timing of the National roll-out of smart meters, in France and in the UK there has
been a delay of national roll-out activities which hinder the start of the activities of
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WP5 in SMART-UP as the aim of the project is to train vulnerable consumers to be
energy efficient thanks also to the smart meter.
2) Lack of interest on behalf of institutional stakeholders to fuel poverty and / or
vulnerable consumers. The support of institutional stakeholders to support
vulnerable consumers may represent a great added value for the project
implementation, as demonstrated in Spain where the partner has synergies with the
Barcelona municipality which has a project to support the vulnerable consumers.
3) General lack of awareness and interest on behalf of social stakeholders to fuel
poverty. Stakeholders working in the social sector (assisting poor people) are used to
assisting people who face problems related to a much higher level of poverty (they do
not have a house, a meal, etc.) and therefore do not consider fuel poverty as an issue.
4) General lack of interest on energy efficiency. Both social workers but also
consumers (and even more vulnerable consumers) do not consider domestic energy
efficiency a priority as they still do not see the connection between an efficient energy
consumption behaviour and energy bill reduction.
5) No further margins to reduce the energy bills by vulnerable consumers. In the
case vulnerable consumers are in an important poverty situation (not only energy
poverty) they have already cut to the minimum all the energy consumptions and there
are no more margins to reduce it further.
Due to the above-mentioned problems, the partners (apart from Spain) are not confident to
meet the target of 1,000 vulnerable consumers by December 2016 as they reckon that it will
be necessary to implement the action for several more months.
Further, all partners define unrealistic to trigger an energy consumption reduction of 10%,
but consider a more realistic threshold for the target of vulnerable consumers they are
addressing of 2-3% (justified also by the recent energy saving literature, 2012, which explore
at an individual level a reduction in energy cost between 2 and 3 percent7.)
Below the status of the Work Packages preceding the WP5 activities.
Basing on the WP4 results a short and up-to-date summary on the training activities is
necessary to understand the progress and criticalities in carrying out the WP5 activities.
Below a detailed table on the results of the training activities in each Country.

Country

Type of
stakeholders
trained

France

Social workers

Italy

Social

7

Number of
stakeholders
trained

Number of sessions
held
1

workers, 11

35
161

http://e360.yale.edu/feature/how_data_and_social_pressure_can_reduce_home_energy_use/2597/
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Country

Type of
Number of sessions
stakeholders
held
trained
frontline staff of
consumers
association
and
municipality staff

Number of
stakeholders
trained

Malta

Social workers and 10
technical installers

81

Spain

Energy Agents and 97
Volunteers

115

UK

Social workers

65

7

As stated at the beginning of the paragraph, to understand the progress and criticalities in
carrying out the WP5 activities, a short observation has to be made on the previous and
related activities. The WP2 results which concern stakeholder’s engagement activities has
also to be taken into consideration. Below a table reporting per each Country the results
based on the type, the number of partnerships, the geographical representation of the
national vulnerable consumers through the localization of engaged national stakeholders and
the number of potential vulnerable consumers.
Country

Type of
engaged
national
stakeholders

Number of
partnership

2

National geographical
distribution of the engaged
national stakeholders (and
thus of the potential
vulnerable consumers)

Number of
potential
vulnerable
consumers

France

Social workers

Not defined but mainly the Not defined
area of the city of Nice

Italy

Social workers, 12
NGOs
and
consumer
associations

Nation wise

1,000

Malta

Social workers 3
and
technical
installers

Malta & Gozo

4,000

Spain

Social workers 3
and NGO

Barcelona city

5,000

UK

Social workers

3 signed, 1 4 different regions of England The
signed
agreement
currently being targeted: 1 agreements
pending
national stakeholder delivering have
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(and
discussions
with 2 other
stakeholders
currently
progressing)

interventions in North East
England (x12 to date); 1
national stakeholder delivering
interventions in West Midlands
region of England (x5 to date);
1
national
stakeholder
delivering interventions in
North West region of England
(x2 to date); Pilot being
delivered in Eastern region of
England (0 to date)

committed to
engage 1050
vulnerable
consumers
however
stakeholders
have
subsequently
confirmed
they are not
on track to
reach
their
targets

4.3 Variations on the original project submission
Noted the above observations, the end of the initial activities within WP5 (enhanced training
to 1,000 vulnerable consumers) may be postponed, shifting the deadline from December 2016
to April 2017.
Moreover, as the activities are being implemented the defined objective of 10% energy
consumption reduction seems very unrealistic (also considering the data collected in
literature). A more achievable objective would be an energy reduction of 2 – 3 %.

4.3.1 Translation
The report is available in English.
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5

Annex I
Partner
Ecoserveis - Spain

NEA - UK

PIM - Malta

AISFOR - Italy

Alpheeis - France

GENERAL QUESTIONS ON THE STATUS OF THE WP5 PREVIUS ACTIVITIES
Yes: training session;
Yes: visit to
Yes: training session; Yes:
Yes: training session; No:
vulnerable
visit to vulnerable
Q1: Has the WP5
visit to vulnerable
householders; Yes:
householders; Yes:
activities started
householders; No:
photography
photography competition;
in your country?
photography competition;
competition; No:
No: pilot test (but to start
No: pilot test
pilot test will begin in
shortly)
September
Q2: The trained
operators are
social operators
and / or technical
persons and how
many of them
have you
trained?
Q3: How many
agreements have
you established
with national
stakeholders
(according to

115

65

3 agreements; 5000
potential vulnerable
consumers

3 agreements, 1 pending;
discussions with 2 other
national stakeholders
currently taking place.
The signed agreements
have committed to

81

3 agreements signed;
4000 potential vulnerable
consumers
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Yes: training session;
Yes: visit to
Yes: training session; No:
vulnerable
visit to vulnerable
householders; Yes:
householders; No:
photography
photography competition;
competition; No:
No: pilot test
pilot test

161

35

12 agreements; 1000 2 agreements; not defined
potential vulnerable
potential vulnerable
consumers
consumers
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WP2)? Through
the signed
agreements are
you able to
engage with the
total number
vulnerable
consumers
(1,000)? Please
describe
quantitatively
how many
vulnerable
consumers will
be engaged
through the
various signed
agreements?

Q4: How is the
national
geographical
coverage for the
SMART-UP pilot
and for the
engagement of
the vulnerable
consumers?

engage 1050 vulnerable
consumers however
stakeholders have
subsequently confirmed
they are not on track to
reach their targets

4 different regions of
England currently being
targeted: 1 national
stakeholder delivering
interventions in North
100% in the North;
East England (x12 to
0% in the Center; 0%
date); 1 national
in the South
stakeholder delivering
interventions in West
Midlands region of
England (x5 to date); 1
national stakeholder
delivering interventions in

4,000 across
Malta and Gozo
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North West region of
England (x2 to date); Pilot
being delivered in Eastern
region of England (0 to
date)

WP5 ACTIVITY: ENHANCED TRAINING TO VULNERABLE CONSUMERS
Yes, but the slow progress
in the national rollout of
smart meters means that
No, we have now
Yes, we have
there are far less
established an agreement
synergies with the
households with smart
with LEAP (governmental
Q5: Have you
Barcelona
meters than originally
centers which support
Yes, the training has
started to deliver municipality which
expected and we do not
socially disadvantaged
been delivered
the enhanced
has a project to
No, we had problems with
have access to the data to
people) which seems
through several
training to
support the
the main engaged partner
identify which households
willing to complete the
training activities.
vulnerable
vulnerable
(ErDF) which is disputing
do have these smart
necessary paperwork.
The social operators
consumers? If
consumers. The
with the local authorities
meters to enable better
However, we have no
are working for the
yes, how? If no, training has delivered
targeting. We are
guarantees despite topproject.
please explain. during the visits (1h)
exploring some
level agreement, and we
in fuel poverty
alternative partnerships will only find out once they
houses.
and data-sharing
start doing the house visits
arrangements which may
help with this, but we
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have concerns about
whether we can reach our
targets and are
considering risk
mitigation strategies.

Q6: To how many
vulnerable
consumers have
delivered the
enhanced
training (updated
to the end of
June)?
Q7: Do you plan
to meet the
target of 1,000
vulnerable
consumers by
December 2016?
If not, how many
vulnerable
consumers are
you planning to
engage with by
the end of

1168

20

Yes

We are not currently on
track to meet this target.
We are exploring
alternatives to target non
smart meter customers to
increase numbers
however we would hope
to reach at least 100
vulnerable smart meter
customers by end
December 2016.

They are not carrying out
visits with vulnerable
consumers - still training
people

~ 100

-

Yes we are

We are confident in
meeting the target of
1,000 consumers
however we are not
sure to meet the
target by the
deadline of
December 2016
(probably we will
need more time)

Not sure
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December 2016
and what is the
timeline for the
engagement of
the remaining?

Q8: With respect
to the training
(WP4), are the
operators
carrying out the
enhanced
training the ones
trained in WP4?

Yes.

All of the operators are
expected to carry out
visits, although in practice
if they aren’t finding the
customers then some
may not end up delivering
the advice. They will
however be able to make
use of the training and
knowledge on an ongoing
basis as they engage with
vulnerable customers on
energy (and smart
metering) as part of their
day job.

Q9: How many of
the trained
operators are
carrying out the
visits with
vulnerable
consumers
(operators

75 (65%)

Est. 10%

Don't know - still training
people

Yes (all the operators
who are carrying out
the enhanced
training to the
vulnerable
consumers have
been trained)

Don't know yet

Don't know - still training
people

Est. 10%

Don't know yet
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involved in the
enhanced
training to
vulnerable
consumers vs.
total trained
operators - in
percentage)?
WP5 ACTIVITY: SMART-UP PILOT TEST

Q10: Have you
started the pilot
activities with the
smaller group (60
/ 65) consumers?
If not, please
explain planned
timeline and
work plan.

No, the pilot will be
delayed and it will
start in September
2016.

We have not yet started
delivering interventions
to pilot group but have
Yes, we have found some
identified a national
homes that have agreed to
stakeholder to work with
do this but we are
(Freebridge Community
dependent on a
Housing). Their staff have
government entity to
now been trained. They
secure them. In the
have identified 74 smart meantime, we have started
meter tenants to date and measuring consumption in
will continue to identify
managed group homes,
tenants with smart
wherein vulnerable
meters. We will shortly
groupings live collectively
write to these tenants
in groups of 10 in houses
and do more general
managed by social
promotional work to
workers, rather than
invite them to sign up to
independent-living
the pilot. We would
vulnerable households
expect to start delivering
themselves.
the first interventions
from September.

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

No

No

34

Report on the status of households engagement in each Country – work package 5 – deliverable 5.1

We will use social housing
We a have a pilot site for
tenants, who are
Q11: How did you
people who have been
generally more
select the 60 / 65
briefed, and another in a
vulnerable, we will
vulnerable
home that has not been
We are using houses conduct pre-screening to
consumers and
briefed. We are recruiting
selected from social
collect information on
how did you
via vulnerable households
services.
their vulnerabilities and
divide them into
that collect food monthly
then assign them as
the research
via the Fund for European
matched samples into the
groups?
Aid to the Most Deprived
experimental and control
(FEAD)
groups.
Q12: Are the
operators
carrying out the
support activities
in the pilot the
same as the ones
who delivered
the enhanced
training to the
1,000
consumers?

Yes

Yes, a portion of those
trained will carry out
interventions to the pilot
group

Not started yet

No answer

Most probably they
will be the same but
not defined yet

No answer

Most of the training is
We are encountering
related to that used in the
several problems
teaching material, and
with the vulnerable
what seems to stick is
consumers:
typically the most obvious
1) Lack of trust,
energy saving measures

No answer

Cannot really answer this
question since we are not
able to join the visits or
conduct ad hoc checks

WP5 ACTIVITY: RESULTS AND MONITORING
Q13: How are the
vulnerable
consumers
Pilot has not started.
reacting to the
enhanced
training they are

As part of the monthly
reporting from
stakeholders we ask for
any householder/advisor
feedback to date on the
SMART-UP intervention
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receiving? Have
you encountered
specific problems
in delivering the
enhanced
training which
may hinder the
pilot results? If
yes, please
explain.

and resources. To date
that social workers find
(20 interventions)
relevant to their own
advisors have not
personal households like
encountered any
correct interpretation of
problems and have said
bills, basic awareness of
householders are
smart meters in the house.
receptive to the resources Whether this will actually
and advice. Re: pilot
impact the overall
results, we have not
consumption is doubtful
encountered any
since smart meter
problems yet as this has implementation lacks real
not started.
time feedback mechanisms
like inhouse displays or
web based data
visualization and constant
reminders.
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even though the
enhanced training is
delivered only by
the social workers
(who already know
the the consumer)
they still do not
trust him / her and
will not show them
their energy
baseline data (bill or
smart meter
reading)
2)
Lack of real
knowledge on
domestic energy
consumption issues,
consumers consider
themselves aware of
energy savings tips
but they do not
have a real and indepth knowledge
and awareness.
3)
Lack of
willingness to apply
the energy advice,
whenever the
consumer is aware
of a not efficient
consumption
beaviour he / she
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adopts, he / she will
not modify the
behavious in order
to have a more
efficient one.

Q14: How do you
think the
enhanced
training may be
effective as a tool
to modify their
energy
consumption
habits?

Mainly the use of
energy and the
knowledge to be
aware of which
appliance is more
energy devourer.

The advice will give
householders greater
understanding of their
The advice has to be
smart meter in-home
delivered by people
display so they can better
who they trust which
understand what energy
means that the social
they are using in real time
operators are
and then how to take
This will have limited
actually the right
control of that energy use
impact since Maltese
channel but it must
to reduce their usage. For households consume much
be delivered in a
example, if they know
less than the European
more gradual and
(from understanding with
average, and we have
constant manner and
and engaging with the in reservations on the extent not on a single visit.
home display as a result
that they can actually
Further the social
of our enhanced advice)
reduce their energy use operators need to be
that their electric shower further without affecting
trained more on
is very costly to run,
their thermal comfort.
energy efficiency
costing X pence per
issues in order to
minute, they may be
give high quality and
better motivated to a.)
efficient energy
have shorter showers, or
advice to vulnerable
b.) switch to using their
consumers.
gas-heated shower, which
is cheaper
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Q15: Do you
think the
enhanced
training may be
sufficient to
reduce by 10%
the energy
consumptions?

No, average 2%

No, maximum 2-3%

No

No

No

Q16: Do you
think the support
activities of the
SMART-UP pilot
may be sufficient
to reduce by 10%
the energy
consumptions?

See above answer

See above answer

See above answer

See above answer

See above answer

Yes

No answer

GENERAL OBSERVATIONS ON THE WP5 ACTIVITIES

Q17: Are you
confident with
the work done?

Yes

We have a monitoring
and reporting tool so any
problems can be fed back
from partners. To date,
the interventions have
been satisfactory
although it is proving
difficult to collect annual
consumption data and
meter readings

Yes, certainly
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Concerning the initial
idea I think it is very
good to print
materials like NEA
did. We have printed
several items and it is
working really well.

Q18: What do
you think could
be improved?

Q19: Are you
planning to
implement some
of these "lessons
learnt" for the
next visits?

No, not for now.

The social operators
and also the
vulnerable
consumers need
more training and
See above, we need to
supporting material
stress to partners and
on energy efficiency
they in turn need to stress
Better emphasis on
(a 1-day training for
to their advisors it is
ensuring government buythe social operators
important to collect
in in order to make the
even if they receive
meter readings and
necessary policy changes in
all the training
annual consumption data favour of energy poverty.
material is not
at the visit as part of the
enough and 1-visit to
baseline questionnaire
the vulnerable
consumer is not
enough even if they
receive the material
in the kit)

Yes of course, and we are
changing the teaching
Yes, have been stressing material pretty much after
this element of data
every training session so
collection to partners and
far, as we learn more
will continue to track it
about the cohort and
specific social workers’
realities or needs
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We have already
prepared more
training and
supporting material
both for social
operators and
vulnerable
consumers:

Re-schedule the WP5
deadline

No answer

• SMART-UP kit for
vulnerable
consumers,
• Postcard with 10
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energy tips
• Energy diary with
info on how to read
the bill and the
smart meter,
• Energy Pills, 3
minutes video on
energy efficient
behaviours.
Most
probably
further material will
be prepared.
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