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1. INTRODUCTION 

 Overview 

The Change Works in Peebles project piloted a new, integrated and innovative approach to 

support the ambitions within Energy Efficient Scotland including all Scottish homes to 

achieve an EPC C by 2040, the non-domestic sector to make its contribution, development 

of the supply chain and behaviour change to support improvements. Its aim was to act as a 

one stop shop, engaging the community and supporting householders, businesses and the 

public sector on their respective journeys to realising change. The project worked with both 

the supply chain and demand side of the equation. A partnership project between Scottish 

Borders Council and Changeworks, the focus was on the town of Peebles (population 8,376, 

2011 census) in the Tweeddale locality.  

 

Peebles was selected for four main reasons: 

1. Peebles households have 14 per cent higher fuel bills, based on higher energy use, 

than the national average; 

2. The delivery of a Home Energy Efficiency Programme for Scotland: Area Based 

Scheme (HEEPS:ABS) project within Peebles during project lifetime; 

3. On gas with a range of domestic building archetypes and socio demographic groups; 

and 

4. Significant non-domestic sector with a number of large public buildings.  

 

The project was funded in August 2017 under Scotland’s Energy Efficiency Programme 

(SEEP) Stage 2 Transition funding from Scottish Government. The project’s High Street hub 

opened in March 2018, with initial funding through to March 2019. Scottish Government 

provided £245k for engagement and £227k for capital works with additional investment from 

Changeworks and Scottish Borders Council. Scottish Borders Council and Changeworks 

have a strong history of robust partnership working. 

 

Change Works in Peebles comprised five programmes of work across sectors, namely;   

• Domestic; 

• Non-Domestic; 

• Capital Works (focused on Peebles High School); 

• Local Supply Chain; and 

• Local Heat and Energy Efficiency Strategy (LHEES). 

 

While some of those work programmes were primarily focused on a single activity or 

approach, others (e.g. domestic) were multi-faceted. Across all activities however, there was 

an ambition that the project would be greater than the sum of its parts and that developing a 

trusted brand within Peebles would reap benefits in terms of increased levels of engagement 

and action. 

 

While funding for Change Works in Peebles ended in March 2019, in September 2018 the 

project was extended to the full Tweeddale locality through Energy Efficient Scotland 

Transition funding. This was seamless for the Peebles and wider Tweeddale community to 
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ensure continuity of service, but the two periods of the project are funded separately despite 

some overlap in delivery. As such, this report covers the original project and funding award 

period through to March 2019 and the original Change Works in Peebles work programme.  

 

 How to Use this Report 

The purpose of the report is to outline and summarise the overall programmes of work and 

to provide insight on the progress, challenges, key learnings and recommendations across 

the domestic, non-domestic, capital works and supply chain programmes. It provides a 

serious reflection of events covering the 20 months following funding so that lessons learnt 

can be taken up by relevant stakeholders. 

 

For Changeworks, this means learnings that can shape or be incorporated into current 

Transition Pilots in Tweeddale, Edinburgh, Midlothian, Fife and Argyll and Bute and inform 

future service delivery. For Scottish Borders Council in the short term this informs how 

Change Works in Peebles and the Tweeddale extension can best be delivered. In the longer 

term, this explores how the local authority can continue to be an active and effective delivery 

agent for Energy Efficiency Scotland and how it can deliver its wider commitments around 

fuel poverty and supporting the improvement of home energy efficiency. For Scottish 

Government, as it looks to develop and commission future operational and service models, 

this provides insight into what future models of delivery could look like and what the triggers 

are to engagement and action on energy retrofit and low carbon heating. It also highlights 

considerations related to Home Energy Scotland and Resource Efficient Scotland delivery, 

where the project felt it was worth comment and recommendations. 

 

This report is set out in line with the work programmes delivered. It provides considerable 

detail and should be read in conjunction with the Project Summary. While each section acts 

as a standalone, it should be noted that there was some sharing of approach and resource. 

Delivery was largely under the Change Works in Peebles brand, with a central High Street 

hub and social media channels including Facebook page supporting all work programmes . 

To support engagement with this report, sections have a similar structure outlined in Table 1.  

 

Heading  Content 

Overview of 

programme of work 

Overview from original application  

Summary of 

progress 

Description of what happened, covering deviations from the 

original application and relevant case studies 

Challenges and 

barriers 

What were the main delivery related issues and how were 

they addressed  

Reflections and 

summary 

Section summary that also reflects on what went well and 

what could have been improved 

Key Learnings and 

Recommendations 

Key learnings for other delivery agents (including local 

authorities and third sector) and recommendations for 

Scottish Government and delivery partners (including Home 

Energy Scotland and Resource Efficient Scotland) 

Table 1. Section structure 
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The section headings and summary of content are in Table 2. 

 

No  Section heading Summary of content 

1 Introduction  Concise project overview including ‘How to use this 

report’ 

2 Project Set up Set up activity required as a precursor to delivering 

programmes of work including relationship with Peebles 

LHEES and HEEPS:ABS programme 

3 Summary of 

project data 

Consolidated review of progress against four outcome 

areas across all programmes of work. Includes approach 

and challenges to monitoring and evaluation 

4 Domestic 

engagement 

Detail of the inclusive engagement campaign for all 

households complemented by targeted activity for owner 

occupiers and private sector landlords regarded as ‘self-

funding’  

5 Non-domestic 

engagement 

Engagement with business including early database 

development and sectoral survey 

6 Capital works 

programme for 

Peebles High 

School 

The energy efficiency upgrades installed within Peebles 

High School with supportive context from interviews with 

key staff  

7 Supply chain Research conducted with the local supply chain focusing 

on energy efficiency retrofit measures and low carbon 

heat. Additional insight provided from Standing List of 

Contractor developed as part of the domestic programme 

of work 

8 Project 

management and 

coordination  

Review of project management and coordination between 

Scottish Borders Council and Changeworks. Reflection on 

integration of project into local authority structures 

9 Conclusions, 

recommendations 

and next steps 

Final summary points, recommendations for developing 

and testing future services and next steps for the 

Tweeddale extension 

10 Appendices Supporting information seen as too detailed for final report 

but of interest to specialists or those interested in 

methodologies 

Table 2. Section headings with summary of content 
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2. PROJECT SET-UP 

 Overview of Programme of Work 

Prior to going live, there was a need to undertake a range of activities that were an essential 

precursor to progressing the programmes of work. These included:  

• Project name and brand development; 

• High Street Hub; 

• Social media channels (Facebook page and Twitter); 

• Project staff recruitment; 

• Management and governance structures across partners; 

• Customer Relationship Management system; 

• Data sharing agreements; 

• Multiple stakeholder engagement; 

• Linkage and positioning with local LHEES; and 

• Linkage and positioning with HEEPS:ABS programme.  

 

 Summary of Progress 

Set up activities are reviewed below.  

Project name and brand development 

Focus groups at the set-up stage were invaluable for gaining marketing insights on name, 

project branding and channels of communication already existing in Peebles. Two one-hour 

focus groups/consultations were held for residents in October 2017 at a local venue in 

Peebles. The aims of these sessions were to: 

• Gauge interest and enthusiasm in the Peebles project; 

• Gain insight on the project name – what makes it relevant to people; 

• Understand what images and phrases resonate with key stakeholder groups; and 

• Help to inform the stakeholder engagement and communication strategy by 

understanding how people communicate locally and how the project could reach 

them. 

 

A small incentive ensured sessions were well attended and a good cross section of the 

community were represented including local community groups, those employed locally, 

families with young children, retired individuals, and social housing tenants. The focus 

groups highlighted the close-knit nature of the Peebles community and the fact that 

considerable communication locally took place via word of mouth or via local Facebook 

pages. 

Sessions explored possible project names and what terms would make it relevant to people. 

Strong feedback was received around avoiding “jargon” or industry terms (examples given 

as sustainability, eco, green) – instead the groups felt the words “change” and “works” gave 

positive encouragement to the local community to take part and take action.  
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At a subsequent working group meeting to digest findings for the two community focus group 

sessions, Scottish Borders Council and Changeworks agreed to name the project ‘Change 

Works in Peebles’ while being minded to ensure that there was not confusion with 

Changeworks the organisation. Branding was commissioned providing the project with a 

strong identity, which could be used across all communications. The colour palette for the 

project branding included the distinctive dark maroon pantone of the Scottish Borders 

Council branding scheme and a footer logo strip displaying all partner logos (Scottish 

Borders Council, Changeworks, Home Energy Scotland and Scottish Government) was 

agreed to be used in conjunction with the main project. 

High Street Hub 

To embed Change Works in Peebles in the local community, it was identified that premises 

in Peebles would be desirable to act as a local hub for the project, providing staff office 

space, meeting space and a drop-in centre for the public to engage face to face on a daily 

basis. Suitable premises were secured centrally on Peebles High Street in a unit that had 

been unused for a period of around eight months. This gave the additional benefit of public 

support for a high street unit being brought back into use. It is worth noting that the most 

time-consuming aspect of this process was applying for planning consent for change of use 

and listed building consent.  

Social media channels and communications 

The project name, brand and insight into local communication channels fed into the 

development of the social media messaging and digital marketing which were crucial 

elements of the baseline campaign activity of the project. The project has dedicated 

Facebook and Twitter channels. Around 250 people are dedicated followers of the Facebook 

page, but messaging has been shared much wider via the highly successful “Peeblesshire - 

W4 - Who, What, Where and When” Facebook page with nearly 6,000 active local residents, 

and through building relationships with other active community groups. A Peebles business 

community Facebook page has been used to spread messaging to support non-domestic 

engagement.  

Facebook communications have been an incredibly valuable way to communicate with the 

Peebles community, promoting events and disseminate behaviour change messaging. 

Twitter has been less valuable at a community-level but useful for strengthening links with 

partner organisations. 

Local media has been used to communicate the key messages of the project and build the 

project’s reputation. In launch media releases, the project highlighted that Peebles has been 

chosen for the Scottish Government funded project as data analysis showed it to be a high 

energy use town. This coverage proved very successful for early engagement in the 

community. 

Management and governance structures including project staff recruitment 

Changeworks recruited a dedicated Project Officer and Project Administrator who were able 

to draw on a range of expertise within the organisation, including data analysis, supply chain 

engagement and behaviour change.  
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The project partnership team consisted of a Working Group for day to day delivery and a 

Steering Group to provide oversight. The Working Group consisted of Scottish Borders 

Council officers and Changeworks project staff. This included a dedicated lead Project 

Officer within Scottish Borders Council which greatly facilitated delivery. Programmes of 

work tended toward a lead organisation on delivery which allowed progress to be made 

more quickly, with reporting and decision making at the Working Groups when required.  

The Steering Group of senior Scottish Borders Council officers and senior Changeworks 

staff provided input at key points. Overall this model of project management and governance 

has worked effectively with some exceptions, which are covered in Section 8. 

Customer Relationship Management system 

A CRM system was designed and implemented to meet the needs of the Change Works in 

Peebles project. This system was built by a specialist Changeworks Development Officer 

using the Microsoft Dynamics platform. The system has helped project staff manage and 

maintain relationships, track enquiries, marketing, and self-funding pipeline, and deliver 

comprehensive insights on data. 

Data sharing 

To ensure that any personal data being handled by the project was protected adequately 

and properly, the project operated under Changeworks’ robust data storage and sharing 

principles. Data sharing agreements were put in place with project partners ensuring that EU 

General Data Protection Regulation (GDPR) requirements were fully met. GDPR came in 

part way through the Change Works in Peebles project, resulting in agreements put in place 

having to be reviewed and revised for the Tweeddale extension project. This is covered in 

more detail in Section 8. 

Stakeholder engagement and partnership development 

Working with others has been at the heart of the approach to deliver the Change Works in 

Peebles project, and engagement with key stakeholders began during project setup, with the 

aim of identifying partnership opportunities and understanding previous delivery on related 

issues. Through collaboration and joint working, the project has been able to draw on a 

wealth of expertise, maximising the programme’s outcomes. 

Many successful working partnerships were subsequently formed with important 

stakeholders in the domestic market support sector, including departments within Scottish 

Borders Council, Home Energy Scotland, Changeworks’ Affordable Warmth service, 

Housing Associations, Citizens Advice Bureau and local community projects offering support 

with other low carbon areas (community growing and waste). On the non-domestic side, 

project staff have made links and pursued partnership working opportunities with the Borders 

Business Gateway team, Chamber of Commerce, Tweeddale Tourism BID (at consultation 

stage) and high-profile local businesses. 

Project staff embedded the project into the local community by having a presence at local 

events and giving talks to local groups, e.g. Community Councils. Stands have been 

organised at Tweedlove (a festival of bike riding events in Peebles) and at the Peebles 

Agricultural Show to engage with the local community and ensure good exposure for the 

project. 
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Linkage and positioning with LHEES  

Scottish Borders Council were awarded funding to deliver a Local Heat and Energy 

Efficiency Strategy (LHEES) for the Peebles area and Changeworks were commissioned to 

deliver. The aims of the LHEES were twofold: 

1. Present a long-term vision for energy use in Peebles, informed by the community 

and setting out targeted and phased energy efficiency and heat decarbonisation 

delivery programs; and 

2. Work alongside the Change Works in Peebles project in a way that informs 

delivery but is also informed by delivery. 

As the normal scenario would be for the LHEES to inform Change Works in Peebles 

priorities, particularly in the case of the self-funding group, a twin track approach was 

adopted. 

Track 1 was focused on the provision of information required to inform the combination of 

activities within the pilot. Households in Peebles were separated geographically into four 

broad supergroups, primarily based on housing type, housing age and the demographics of 

householders. Heat and energy recommendations were then derived for a range of 

technologies. An example of a supergroup (Figure 1) and recommendation (Figure 2) are 

provided below. The recommendations formed the basis for prioritisation of the targeted 

promotion of measures. The full Track 1 LHEES is provided in Appendix 1. 

 

Track 2 was the long term strategic LHEES, finalised as the Council’s pilot implementation 

plan for the area, drawing in domestic, non-domestic and public buildings, energy system 

opportunities, scenario development and phasing of works with a 20-year horizon. Track 2 

comprised the final LHEES for Peebles and its domestic aspects were informed by Track 1. 

 

Supergroup 1: Active Families 

Who does this 
include 

Primarily families (young or teenage children living in home), with 
a level of disposable income. Living mostly outside the centre. 

Tenure Owner-occupied tenure (88%) 

Number of 
homes 

1,525 Homes 

Typical 
Archetype 

Many large post-1950 semi-detached and detached houses. 

Energy Use 

Higher energy users (average gas use 15,550 kWh, with 
significant high users >20,000 kWh) 
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EPCs 694 have EPC of D, 280 EPC of E. 

Area 

 
Figure 1. Example of Peebles supergroup (Active Families) 

 

 Solar Installs 

Suitable for: 

Presented as an 
either/or option, not 
complementary 

- Suitable properties all within group 1 
Solar PV 

- For majority of this group 
- Could include options for ASHP/ battery storage for 

highly engaged householders with high levels of 
disposable income 

Solar Thermal Heating 

- Not suitable for households with <4 members, as will 
only be viable for households with high water use 
(number of family members and frequency of 
showering etc.) 

Number of households 645 in total (overlap 424 suitable for both, technically) 

Geographical location - Discrete areas  
- Predominantly South and North, not central area 

Likely motivations - Financial and energy savings 
- Generate income 
- Image linked to being green/ progressive 
- Gadget angle (especially for PV) 

Behavioural Advice - Reducing domestic electric use  

Other Considerations -  

Modelled CO2 Savings  - 1,420 kg CO2 per year for PV (£273, including feed in 
tariff) 

- 270-460 kg CO2 per year for solar thermal (£55-£75 
without the RHI, RHI £200-£485 per year for 7 years) 
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Cost per install - £6,500 for Solar PV, £3,000-£5,000 for solar thermal 

Figure 2. Example of measure recommendation from Track 1 LHEES 

 
HEEPS:ABS Scheme Integration 

Scottish Government’s HEEPS:ABS provided funding to Scottish Borders Council under the 

2017-18 award for a range or measures (Table 3) aimed primarily at owner occupied and 

private rented sector tenures. As well as targeting other areas across the Borders, Peebles 

was included in in the 2017-18 funding programme. 

 Private (owner 

occupied & private 

rented sector) 

Registered Social 

Landlord (SBHA) 

Total  

Peebles - External Wall 

Insulation (solid wall) 

12 3 15 

Peebles - Internal Wall 

Insulation (solid wall) 

10 0 10 

Peebles - Hard to treat CWI 

(CWI solution) 

152 0 152 

Peebles - Cavity Wall Insulation 25 0 25 

Peebles - Loft insulation (virgin) 3 0 3 

Peebles - Loft insulation (top 

up) 

6 0 6 

Peebles - Under Floor 

Insulation 

5 0 5 

Total 213 3 216 

Table 3. Peebles specific HEEPS:ABS measures funded (2017-18) 

 

The project needed to consider carefully at the outset how HEEPS:ABS would be positioned 

in relation to the wider project. The HEEPS:ABS programme provided visible evidence of 

activity supporting those in or at risk of fuel poverty and commitment to energy efficiency 

within Peebles, which was considered to positively reinforce the Change Works in Peebles 

project. 

The HEEPS:ABS programme also provided an early engagement opportunity for the project 

when the hub first opened through the postcard drop promoting the availability of funded 

measures. The Peebles hub became a local base for households having received 

communications on eligibility to call to discuss options and arrange for surveys to be carried 

out. A number of information events were held by installers at the hub to promote the 

measures available under the HEEPS:ABS scheme and answer any questions from the 

community. As such, the hub provided a smoother, more personal customer journey. 
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However, having a HEEPS:ABS programme running in Peebles concurrently with the 

Change Works in Peebles project had both advantages and disadvantages. It made 

engagement with the self-funding market more challenging, raising expectations that 

insulation measures should be free or subsidised. For example there were enquiries at the 

hub about free measures from self-funded members of the community; however, these 

homeowners were not eligible for the HEEPS:ABS scheme.  

 Reflection and Summary 

As with any time limited fixed term project, the initial project set up phase can be intense and 

feel frustratingly slow. All the activities noted above did proceed at haste, but the resource 

commitment to deliver was considerable and required close partnership working with 

Changeworks and Scottish Borders Council via the working and steering groups. Notification 

of the Scottish Government award was received by Scottish Borders Council in mid-August 

2017, a project manager was in post by the end of October 2017 and the lengthy process to 

gain access to the hub premises was completed in January 2018. The hub was ready to 

open to the public at the end of February. 

Of note was the integration of two other Scottish Government funded programmes in the 

same locality, namely the LHEES and HEEPS:ABS. Both of these presented opportunities 

and challenges. In the case of the LHEES, potential challenges were overcome by the 

adoption of a fast track (Track 1) approach, providing a detailed understanding of 

demographics and archetypes and highlighting measures that would shape priorities for 

targeting the self-funding market in Peebles. Additionally, the integration of the hub’s activity 

into parts of the LHEES greatly assisted with engagement for the LHEES, by tapping into an 

audience already engaged with energy efficiency and heating issues. A challenge with the 

LHEES however, was that it remained a largely abstract concept for many within the 

community. Local authorities need to consider whether there is a role for the LHEES as part 

of a public facing long-term vision for their local authority area. 

The HEEPS:ABS provided free insulation measures to households experiencing fuel poverty 

and provided early action and visibility for the project around energy efficiency. The project 

was also able to provide a smoother customer journey for the householders in the scheme. 

However the HEEPS:ABS and the project (targeting mainly the self-funded market) were 

providing different messages and this created a level of confusion for some members of the 

community and reinforced an impression in some that energy efficiency measures were or 

should be grant funded. This needs to be taken into consideration where these programmes 

overlap, and messaging should clearly pre-empt any contradiction and position programmes 

as complementary to achieving a shared goals of reduced fuel poverty and reduction of 

carbon emissions.  
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 Recommendation 

  

Funding period and set up: Projects aimed at developing trust and realising action 

through a community engagement process need to be funded for a minimum of two 

years of actual delivery (ideally 3-5 years) with an additional six months for project set-

up. It is important for Scottish Government and local authorities to recognise how long 

project inception can take, with lead-in times disproportionally high for projects of 18 

months funding. In instances such as this, projects will be discussing exit strategies nine 

months from project end and only a few months into delivery. Set-up, in terms of 

community engagement, is more cost effective when delivery is funded over a multi-year 

period rather than a one-off investment. This also gives the flexibility to extend the 

original area of operation using the same resource base.  
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3. EVIDENCING IMPACT: DATA SUMMARY 

 Data Collection Overview 

The importance of monitoring project activity and evaluating its impact was always 

recognised as a critical but challenging aspect of Change Works in Peebles, given its 

complexity. Effective monitoring and evaluation allow outcomes to be quantified and 

qualified, trends identified, and when set against original objectives can be used as a 

measure of project success. Monitoring should also impact on project delivery, informing 

changes during the lifetime of the project with the aim of realising improved overall 

outcomes. A considerable amount of data was collated and analysed with lessons drawn 

already influencing Energy Efficient Scotland Transition Pilots still in delivery phase. 

Change Works in Peebles had an aspiration to Reduce the energy consumption of 

Peebles by 10%. This would only be possible to quantify using BEIS energy use data 

(released biannually) and comparing before and after project activity. However, to realise a 

reduction in energy demand and an increase in energy efficiency, a range of desirable 

actions within the project scope were considered as critical. These are summarised against 

four key outcome areas listed below that cover activity targeted at domestic, non-domestic 

and public sectors.  

• Engagement and reach: Number of people or businesses reached or engaged by 

the project; 

• Referrals and signposts: Number of referrals to other support programmes or 

schemes; 

• Behaviour change: Number of people changing behaviours around energy 

efficiency and other sustainable practices; and 

• Measures: Number of people or businesses encouraged to consider and install 

measures. 

Given the wide-ranging nature of the activities, and the cross-partner customer journeys, it is 

perhaps unsurprising that the data reported in this section stems from several sources. 

These include: 

• Changeworks’ Customer Relationship Manager (CRM) – Changeworks 

developed a bespoke CRM template to track the activity of those engaged in the 

project. This captures information ranging from contact details, to referrals made and 

measures installed; 

• Engagement/reach log – spreadsheets used to track engagement activity, e.g. 

numbers attending events, hub footfall; 

• Energy Saving Trust CRM – A data sharing agreement with Energy Saving Trust 

and the data protection statement agreed to by project participants, allowed Energy 

Saving Trust to share top-level outcomes of Home Energy Scotland enquiries where 

customers had been referred through the project. We were also able to ascertain 

high-level baseline figures of customer engagement levels prior to the start of the 

project. This enabled us to more accurately evaluate the impact of the project in 

increasing customer engagement with Home Energy Scotland as part of the support 

process; 
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• Web data analytics – marketing activity hosted through social media platforms, 

websites and email campaigns such as Dot Digital collect details which monitor the 

nature of the user’s interactions, e.g. number of downloads, likes or shares which are 

automatically recorded for reporting purposes; and 

• Survey data – a series of surveys ran throughout the project to capture baseline 

data. These varied based on the topic to be explored, but typically looked to capture 

initial levels of awareness, understanding or prioritisation of energy efficiency. In 

addition, in some cases it was possible to run follow-up surveys to establish the 

impact of the engagement activities. These surveys were typically hosted on 

SurveyMonkey. 

Project data presentation has been concentrated within this section of the report to reflect 

the collective impact of the project and in recognition of the cross sectoral contribution to 

each outcome area. Where helpful, this is drawn upon in following sector specific report 

sections. 

 Engagement and Reach 

Engagement  

For the purpose of this report, engagement is defined as a two-way interaction between the 

customer and a project advisor, in which advice is given and its receipt in some way 

acknowledged.  

This section refers to those who engaged as part of the Peebles SEEP project1 and the 

Tweeddale EES project2. It also includes customers who engaged with the project but did 

not agree to their personal details being stored; the nature of their enquiry was recorded on 

the CRM, but the records remain ‘anonymous’. These have been included to capture the 

geographical reach of the project and illustrate the demand and value of the Tweeddale 

extension. 

Figure 3 below shows the number of domestic households engaged each month from 

January 20183. This data is taken from CRM records and shows the month at which they 

first engaged with the project. 

                                                

1 Those with a Peebles postcode who engaged between 1 August 2018 and 31 March 2019 
2 Those with postcodes in the Tweeddale area, excluding Peebles town postcodes 
3 The graph does not include one Peebles resident and four Tweeddale residents engaged in 

December 2018. 
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Figure 3. Domestic engagement 

The total number of domestic households engaged (CRM records) over the duration of the 

Peebles project is 876, including 551 Peebles residents, 162 Tweeddale residents and a 

further 163 who wanted their personal details to remain anonymous. Analysis performed by 

Changeworks as part of the Local Heat and Energy Efficiency Strategy (LHEES) 2019, 

suggested that there were approximately 4,500 domestic households in Peebles. This would 

mean that the project has had an engagement with approximately 12.2% (551 out of 4,500) 

of the town’s households. 

The hub first opened in February 2018, from this date up until the end of the project an 

average of 39.4 Peebles households engaged with the project each month; 62.6 households 

when Tweeddale and anonymous records are included. There was a noticeable spike in 

engagement in July 2018, where a total of 208 households were engaged, this was due to 

the Scottish Water campaign, which involved Home Energy Scotland advisors visiting the 

hub to support the promotion of free water saving packs. 

Figure 4 below shows the number of non-domestic customers engaged over the project 

duration4. A total of 42 non-domestic customers engaged; 30 of which are Peebles based. 

Previous research delivered by the project estimates that there are 4775 Peebles based 

businesses, meaning that 6.3% of the businesses engaged with the project6. Most of these 

interactions took place in July 2018; and are likely to be a result of the business survey, 

which was issued in June 2018. The survey identified areas of support required and follow-

up advice was delivered throughout July 2018.  

                                                

4 This graph does not include one Peebles based non-domestic customer engaged in August 2018. 
5 Of which we were able to ascertain contact details for 296. 
6 The project engaged 10% of those we were able to acquire contact details for (30 out of 296). 
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Figure 4. Non-domestic engagement 

 

Reach 

For the purposes of this project, reach has been defined as cases where support was given, 

but the recipient did not respond, or it is not clear that it has been received.  

The method by which both domestic and non-domestic customers were engaged or reached 

is recorded in a log; which records that 2,327 were reached and/or engaged by a number of 

different approaches7. 

As Figure 5 below shows, over half of the interactions (51%, 1,186 out of 2,327) resulted 

from people visiting the hub, this demonstrates the considerable impact the hub had on 

reach and engagement with the community. A quarter (25%, 58) of the interactions took 

place as a result of events, either in the hub (178 attendees) or hosted externally (402 

attendees). The remaining quarter of interactions were a result of a range of specific 

campaigns or activities; water packs (12%, 287), school energy efficiency pledges (3%, 76), 

energy challenge (3%, 65), draught-proofing (2%, 55), business survey (1%, 42) or the e-

bike lending scheme (1%, 17). 

 

                                                

7 Some participants will have interacted with the project in multiple ways; resulting in multiple records. The figures 

will include those engaged and reached as the log does not differentiate between the two; and the event and hub 

footfall figures could include customers from outside of the Peebles area, since it is not possible to differentiate 

without addresses. 
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Figure 5. Method of engagement/reach 

 

Figure 6 below shows the number of new engagements in the hub each month. There were 

a total of 917 unique hub engagements, which include both domestic and non-domestic 

customers. While there are spikes in engagement at the point at which the hub opens 

(March 2018), and as a result of the Scottish Water campaign (July 2018), hub footfall does 

remain consistent, suggesting that it is capable of sustaining interest overtime.   

 
Figure 6. Hub footfall: new engagements per month (base = 917) 
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Marketing 

A monthly newsletter was used throughout the project to provide project updates and 

information about new events and activities. The newsletter was sent via email to customers 

signing up to the project’s mailing list; initially distributed via the Change Works in Peebles 

outlook account, but latterly via Dot Digital to give better insights into the reaction of 

recipients. The first newsletter issued via Dot Digital was in August 2018. At the time there 

were 149 people signed up to the mailing list. This figure had more than doubled by the end 

of the project, increasing to 337 in March 2019. 

The proportion of the mailing list opening the newsletter (unique opens) varied from 59% to 

70%; considerably higher than the industry benchmark of 29%8. The click to open rate, the 

proportion of unique openers who have clicked on a link in the email, ranged from 4% to 

25%; the industry benchmark being 10%9. The table (in Appendix 2) shows the open, click 

and un-subscription rate of each of the newsletters issued. 

The email which resulted in the highest unique open rate was the Energy Challenge10 (see 

Section 4) email issued in October 2018, and the email with the highest click to open rate 

was the Energy Challenge email issued in March 2019. This suggests that the Energy 

Challenge was an effective tool in engaging recipients in the newsletter content.  

Change Works in Peebles has both Facebook and Twitter accounts. 

• Facebook: 251 followers / 234 likes 

• Twitter: 320 follows / 44 likes 

Over the course of the project, the two accounts were used to publish numerous posts about 

the activities of the project, which were shared by Scottish Borders Council accounts where 

appropriate. In addition, paid advertising was used through the Facebook account to 

promote 16 posts and five events. 

The advertised Facebook post with the greatest impact was the schools campaign video. 

The reported reach11 of the advert was 10,030 people, it engaged12 774 people, and 341 

people watched the video in full. The post with the second highest reach was promoting a 

solar PV event, which reached 3,457 people, engaged 152 and was shared six times. The 

post with the third highest reach focused around the Energy Challenge; this had a reach of 

2,898 people, engaged 180 and was shared once. A sample of these advertised posts can 

be seen as screenshots below. 

                                                

8 Benchmark statistics provided by Dot Digital 
9 Ibid 
10 The Energy Challenge was an engagement and behaviour change intervention that include the use of Smart 

LOOP Energy Monitors 
11 Facebook defines reach as the number of people who saw the advert at least once. 
12 Facebook defines engagement as the number of people reacting to, commenting on or sharing the ad, 

claiming an offer, viewing a photo or video, or clicking on a link. 
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Figure 7. Screenshots of advertised posts from the Change Works in Peebles Facebook 
page 
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 Referrals and Signposts 

One of the main objectives of the project was to support customers by referring or 

signposting them to existing support services. A referral is where the customer has granted 

permission to share their contact details with the defined third party, via a portal or other 

secure sharing route, to enable the third party to contact the customer directly. Signposting 

is when the customer has a preference to contact the third party themselves and is provided 

contact information to follow-up in their own time. 

The project made a total number of 438 referrals; 16 of these referrals were non-domestic 

(for 16 organisations) and 422 were domestic (for 239 households). 

Figure 8 below shows the number of each type of referral and the organisation and 

department that they were referred to. The three most common referral types were for Home 

Energy Efficiency Programme Scotland: Area Based Scheme (HEEPS:ABS), energy 

efficiency measures and the Energy Challenge. HEEPS:ABS was the most common referral 

type, as the 2017/18 funding was targeting Peebles for hard to treat cavity measures. It is 

anticipated that this figure would be lower in future if there is not a wider HEEPS:ABS 

campaign operating in the local area.  

 

 
Figure 8. Domestic referral type and organisation (Base= 239) 
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Figure 9 below shows the organisation and department that domestic customers were 

referred to. Home Energy Scotland was most frequently referred to (46%), followed by 

Changeworks Project Management team (25%) who oversee the HEEPS:ABS installations 

on behalf of the Council, Changeworks Energy Challenge project (23%) and Changeworks’ 

Affordable Warmth team (5%). 

 
Figure 9. Domestic referral organisations (Base= 239) 
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Change Works in Peebles (October 2016 - March 2017), the average number of Home 

Energy Scotland enquiries was 6.0 per month. Resulting in a more modest increase of 5.8 

enquiries per month, although this is an increase of 97%. 

Figure 10 below shows the number of Home Energy Scotland enquiries by month and how 

this changed from 1 October 2017 (10 months prior to the project start date) to the end of the 

project (31 March 2019). This data shows the origin of the referrals as Change Works in 

Peebles or ‘other’. However, this is dependent on the advisor coding to the correct source, 

and if the initial contact comes from a signpost, relies on the customer remembering the 

project name. It could be that more of the enquiries stemmed from the project. Evidence to 

suggest this is likely to be higher, includes Changeworks’ CRM data showing that referrals 

were made via the portal for 52 customers between October - December 2018, but only 17 

are attributed to the project during this period.  

 

Figure 10. Home Energy Scotland enquiries and origin 

 

The following figure shows the difference in the number of enquiries since the project 

started, compared to the same months between October 2017 and July 2018. For 2019 

months, the same comparator data is used from the aforementioned period. For much of the 
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Figure 11. Differences in Home Energy Scotland enquiries compared to 2016-17 data 

 

 Behaviour Change 

The main aim of the project was to raise awareness of the importance of energy efficiency 

and promote action to reduce energy use. Behaviour change is therefore intrinsic to all 

project activities and to reflect this, evidence of change was drawn from three sources 
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1. The Energy Challenge – raising understanding and awareness of energy use through 

the install of an energy monitor in 75 households; 

2. Pledged behaviour change – from school children and families; and 
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12 out of 17). Almost half of householders reported an increase in the steps taken to limit 

their energy use (47%, 8 out of 17). 

As a result of participation in the Energy Challenge, almost half of participants felt that their 

energy use had decreased (47%, 8 out of 17). Although, this could not be triangulated 

against the monitor data due to the short time frame and insufficient provision of historical 

billing data. 

Pledged Behaviour Change 

To encourage uptake of energy saving behaviour, school children and their families were 

asked to pledge to take one or more energy saving actions. They were asked to return a 

postcard with their proposed action and offered an incentive for doing so13. The families 

could choose from a list of 10 pledges or add their own ideas. 

A total of 76 families made 503 pledges, an average of 6.6 pledges per family. Turning lights 

off was most common (91%, 69 out of 76), followed closely by steps to conserve water 

(86%, 65 out of 76), including specifically taking shorter showers (83%, 63 out of 76) and 

switching appliances off standby (83%, 63 out of 76). These are perhaps some of the easier 

steps. However, high proportions did also consider servicing their boiler (68%, 52 out of 76) 

and exploring renewables (61%, 46 out of 76). Interestingly, insulation (33%, 25 out of 76) 

and switching supplier (30%, 23 out of 76) were least frequently pledged; whilst we are 

unable to determine why this was the case, it could be that these steps have already been 

taken, are perceived to be more challenging, or are less appealing than other steps.  

 
Figure 12. Number and nature of energy saving pledges (Base= 76) 
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Own ideas (36%, 27 out of 76) included pledges such as, making thick curtains, wearing 

more layers, turning thermostats down, active travel, reduce tumble dryer use, electric 

vehicle, battery storage, heating upgrades and double glazing. 

This engagement activity also generated a lot of interest in the Energy Challenge, with 39% 

of participants (30 out of 76) pledging to sign-up. 

It should be highlighted that these are intended pledges and we do not know whether they 

were acted upon. 

Home Energy Scotland Referral Outcomes 

Whilst the full data set from the referral outcomes was requested (including enquiry type and 

measures), Energy Saving Trust were only able to provide the nature of any on-going 

referrals. The graph below shows the outcomes of non-measure related referrals. This is 

shown by referral origin to demonstrate the impact of the project by referral outcome, 

however as previously explored, some of the other referrals are likely to also stem from the 

Peebles project. Figure 13 below shows that 24% (79 out of 334) of the referrals were from 

Change Works in Peebles. 

 
Figure 13. Home Energy Scotland referrals (Base = Other: 218 and Change Works in Peebles: 77) 

 

The most common onward referral was to Scottish Water, this is likely to be a result of the 
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previous sections, this data has been drawn from a number of sources, which are 

highlighted throughout.  

Measure Outcomes 

Data from the Changeworks’ CRM shows that 37% of those engaged (203 out 551) sought 

advice on energy saving or renewable technology measures, exploring a total of 254 

measures between them. Those households exploring measures were contacted to 

establish the stage which they were at with the measures they were exploring. The project 

managed to contact 30% of those exploring measures (60 out of 203). Figure 14 below 

shows the nature of the nine most frequently explored measures and their status; this 

represents 92% of those exploring measures (186 out of 203).  

The most commonly explored measure was the energy monitor, explored and installed by 

41% (83 out of 186), this was provided by the project free of charge. Draught-proofing, also 

provided free of charge, was explored by 22% (44 out of 203) but was more challenging to 

confirm whether the measure was installed. The third most commonly explored measure 

was solar PV (14%, 29 out of 203), on which there was an event delivered by the project. 

There were three known solar PV installs and a further four committed to installing the 

measure. This was followed by LED lighting (11%, 23 out of 203), a measure also distributed 

by the project free of charge.  

 
Figure 14. Measures explored and status (Base = 186) 

 

Figure 15 below shows the most commonly completed measures; this does not include 

energy monitors (as they alone are not proven energy saving measures). A total of 36 

measures were installed by 23 households across the course of the project; 11% of those 

exploring measures (23 out of 203). The three most commonly completed measures 

included double glazing, draught-proofing and loft insulation in properties which did not 

previously have loft insulation. 

 

83

5 3 1
5 4 3 2 2

36

4

22

3

22

4 4 5 4 4

-1

-10

0

10

20

30

40

50

60

70

80

90

Energy
Monitoring

System

Draught
Proofing

Solar PV LED Lighting Double
Glazing

Loft
Insulation -

New

Gas Boiler -
Replacement

Internal wall
insulation

Cavity Wall
Insulation

Measures explored and status

Completed Committed to install Not started Cancelled



28 

 

 
Figure 15. Completed measures (Base = 23) 
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Figure 16. Home Energy Scotland related referrals (Base= Other: 176 and Change Works in 
Peebles: 82) 
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Evaluating Project Impact 

Customers who sought advice through the project were contacted after the conclusion of 

their advice to ask whether they went on to install the measure(s) or whether they need any 

further support. However, there have been challenges contacting some customers. If the 

customer did not respond, they were contacted a maximum of three times. As such, it was 

not always possible to obtain an outcome and update. Whilst a fair sample, 30% (60 out of 

203) responded to follow-up contact, it could be that further measures have been installed. 

Where measures have been installed, the extent to which this is attributed to the project was 

not captured, i.e. it could be the measure would have been installed regardless of their 

interaction with the project. 

The project was unable to capture a full picture of the project impact, as customers who 

engaged with or were reached by the project declined to provide contact details and are 

inherently uncontactable. 

An impact evaluation will be delivered by the University of Edinburgh, in the form of a follow-

up survey. It is hoped that this will give an accurate picture of the result of the various 

interactions with domestic and non-domestic customers; both in terms of behaviour change 

and measures installed. However, this survey is not due to be issued until November 2019 

and forms part of the SEEP pilot, so the sample will include Tweeddale residents, excluding 

those with a Peebles town postcode.  

Data Sharing 

• EST data sharing and Scottish Government permissions have taken time to put into 

place. This has been a challenge throughout the course of the project and has meant 

that we were unable to monitor the impact of the project as it was progressing; 

• Changeworks requested the following data from Energy Saving Trust but were not 

able to ascertain it: 

o Home Energy Scotland Loan data: total amount awarded, number of 

applications, measures granted; 

o Number of enquiries predating a year from the project – Energy Saving Trust 

provided up until October 2017, which enables a ten-month comparison, but 

data was not available for August and September 2017; and 

o Measure and advice topics discussed during enquiries. 

During the course of the project, a number of referrals for non-domestic customers were 

made to Resource Efficient Scotland (RES). However, Resource Efficient Scotland is not 

able to report on the outcomes of these referrals, as there is not a sufficient data sharing 

element to its data protection agreements. This leaves a significant gap as to the impact of 

the project on non-domestic customers.  

 Reflection and Summary 

A multifaceted project such as Change Works in Peebles presents considerable challenges 

when it comes to monitoring and evaluation, in particular during the project lifetime when 
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changes to delivery can be informed and realised. The lack of a complete monitoring and 

evaluation framework at the outset, limited baselining and a lack of data sharing agreements 

with referral partners acted against the provision of a more complete understanding of the 

project impact and individual and collective customer journeys. In some instance however, 

as discussed in challenges, even the presence of those would have failed to pick up the 

actions of households or businesses.  

Despite that challenges, the project did collect considerable data and the investment in the 

project CRM allowed for rationalisation, collation and analysis that would not have been 

possible otherwise. In addition, the process of analysing and reporting the data has resulted 

in the development of a monitoring and evaluation framework that will be deployed across 

the Tweeddale extension and Changeworks wider transition pilot delivery in Edinburgh Old 

Town, Burntisland, Penicuik and Argyll. Finally, the project data whilst not complete, did 

demonstrate the significant impact of the project on the community of Peebles. The 

approach to realising this change is reviewed in the following sections. 
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  Key Learnings and Recommendations 

 

Key Learnings: 

• A data sharing agreement should be put in place at the early stages of the project 

where referrals to Home Energy Scotland (and ideally Resource Efficient 

Scotland) are a desired output of the project. These should include what is to be 

shared and the frequency at which the data is shared. To enable monitoring of 

the project as it develops and to ensure that it is having the desired impact, data 

needs to be shared at regular intervals throughout the course of the project (e.g. 

quarterly). It should be considered whether this request would be better coming 

from the local authority, given that Scottish Borders Council already receive some 

top-level data at a local authority level. 

• Delivery agents should develop and/or adopt a monitoring and evaluation 

framework to simplify data collection and allow for collation across activities. This 

would support Scottish Government and/or internally developed target outcomes 

or Key Performance Indicators (KPIs) based around the aims of the project. 

Developing and adopting this at project outset provides clarity on the data that 

should be collected, avoids unnecessary data collection and helps to improve 

accuracy of the outcomes.  

• Developing a CRM or other method of accurately capturing data for the outcomes 

of the key success indicators is key in accurately achieving a data set which 

represents the impact of the project. Careful inputting and frequent checking and 

cleaning of this data will reduce the time requirements at the analysis stage. 

• Where the project is not part of the wider evaluation of transition pilots, being 

delivered by the University of Edinburgh, an internal follow-up evaluation should 

be considered to better capture the impacts of the project. This should relate to 

the KPIs or equivalent but also include the attribution of actions to the support of 

the project. 

Recommendations: 

• Scottish Government should define or ask projects to define what they mean by 

engagement and reach. Whilst the project has formed its own definition of this, it 

will not necessarily be the same as that used by other projects and will therefore 

make drawing comparison between projects challenging.  

• When establishing a project which acts as an intermediary to increase referrals to 

existing services, such as Homer Energy Scotland or Resource Efficiency 

Scotland, there must be a data agreement, suitable process and channel of 

communication in place to allow for easy data liaison. This allows the outcomes of 

the interaction to be shared and the impact of the project to be more effectively 

evaluated. Without a sharing of data at an agreed frequency (ideally quarterly), it 

is not possible to more fully describe the customer journey, identify outcomes or 

shape delivery during the project lifetime, informed by monitoring data. 

• Scottish Government should consider developing a small set of standardised 

KPIs to allow for a core assessment of project effectiveness and comparison 

across projects. 

• Delivery organisations should use a CRM to standardise data capture and enable 

easier reporting and on-going monitoring of the project impacts. 
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4. DOMESTIC SECTOR ENGAGEMENT  

 Overview of Programme of Work 

The domestic engagement element of Change Works in Peebles aimed to determine how 

best to engage with consumers and local communities on energy efficiency, with a particular 

focus on the self-funded group which comprises the vast majority of owner occupier 

households in Peebles. Scottish Government recognise the effective engagement of the 

self-funded group as essential to achieving the success of Energy Efficient Scotland. 

However, there are a large number of challenges on route to that point. 

The SEEP 2 funding submission to Scottish Government in early 2017 detailed a planned 

programme of work within the domestic sector covering a number of different strands, 

including: 

• A strategy to achieve well-planned communication aims, methods and content to 

guide engagement, research and development and delivery of all arms of the SEEP 

project, including the LHEES work. It was expected that this would involve some 

element of research including focus groups for the self-funding market, householder 

surveys, and development of digital tools for engagement, and behaviour change 

analysis; 

• An Energy Efficiency Officer resource provided by Scottish Borders Council to 

provide support for the delivery of householder engagement. It was intended that this 

would include being the Council’s representative “on the ground” as well as dealing 

with householder queries directed through the Council, supporting the Project 

Manager in the delivery of engagement events, developing and maintaining 

relationships with local councillors and being involved in the project team meetings; 

and 

• A programme of whole area engagement with Scotland’s Energy Efficiency 

Programme achieved through wide-ranging engagement activities and utilising 

partnerships with Home Energy Scotland and Changeworks’ Affordable Warmth 

team. It was intended that this whole area engagement approach would involve a 

baseline campaign, targeted interventions and a behaviour change pilot. 

Overall, the project aimed to help the Scottish Government develop new, scalable 

interventions in the self-funding market.  

 Summary of Progress 

The project largely proceeded as outlined above with the main exception being the 

recruitment by Scottish Borders Council of a dedicated Energy Efficiency Strategy and Policy 

Officer to the project in May 2018. This was a less operational and more strategic role than 

envisaged at project proposal stage but has been an invaluable resource to ensure joined up 

partnership working. 

Activity related to the domestic sector in Peebles was shaped by the early LHEES Track 1 

analysis of the domestic housing stock and Peebles demographic (see Appendix 1) as 

outlined in Section 2. Engagement operated at two levels; baseline engagement, and the 

targeted promotion of specific measures. Within both, there have been options deemed 

‘quick wins’ which for zero or a relatively small outlay, householders could realise 
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considerable benefits in terms of financial (and subsequent carbon) savings. All actions were 

intended to be ‘no regret’ or ‘low regret’ in nature and not compromise future interventions. 

Additionally, an engagement and behaviour change campaign was planned and delivered 

with pupils of Peebles High School and the three feeder primary schools. The school 

engagement was intended to link up the capital works programme at the High School with 

behaviour change messaging for parents of school pupils. The domestic engagement 

element of the project has been run in close partnership with Home Energy Scotland. 

Figure 17 illustrates how the Change Works in Peebles project interacted with and referred 

to Home Energy Scotland and where the baseline and targeted interventions linked with this 

partnership working model. 

 

Figure 17. Domestic customer journey showing interactions between the project and Home 
Energy Scotland 

 

The following summary of progress covers four elements: 

• Baseline Campaign 

• Targeted interventions 

• Hand-holding support for domestic retrofit insulation measures 

• School engagement 

 

Baseline Campaign 

A baseline campaign has operated for the duration of the Change Works in Peebles project 

and delivered a coherent and comprehensive programme of support covering low carbon 

behaviours and low-cost energy demand reduction interventions widely relevant to 

households within the project area. 
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This baseline campaign followed a planned calendar with different focus topics designed to 

respond to the types of enquiries received through initial engagement. The baseline focused 

on key themes that are applicable to the majority of households in Peebles, including 

draught-proofing, energy efficiency and water use which have a behaviour change 

component and little or no cost attached to the householder. 

Over 30 separate events were organised and marketed from the Peebles hub on a variety of 

topics (determined by the range of enquiries being received at the hub). Events covered 

topics such as heating controls, supplier switching, energy advice drop in sessions, technical 

advice and renewables, active travel and family events such as coffee mornings or children’s 

craft activities to make your own draught excluder. 

Prior to the hub opening in February 2018, the behaviour change work package had not 

been clearly defined to the point that all parties knew the required outputs, responsibilities or 

timeline. This was partly due to the considerable resource committed to project set up as 

well as its innovative nature, with no blueprint for delivery available.  

While the initial bid for funding referred to a text-message behaviour change pilot, this was 

not seen as feasible to deliver. Energy monitors (Loop Energy Saver) were instead selected, 

to allow for greater access to usage data and to better support householders to develop 

energy efficient habits rather than making individual one-off changes to their usage. 

Peebles Energy Challenge v1.0 

A pilot was developed to change behaviour through empowering householders to 

‘experiment’ with adapting their energy behaviours. Experiments were informed by Home 

Energy Scotland statistics and were sent by 

email (e.g. reduce your thermostat by 1°C, if the 

thermal comfort is still satisfactory, keep it 

lower and save £75/ year).  

The option to take part in these simple 

experiments, with the incentive of a prize draw for 

a £100 voucher, was offered to each new sign- up 

to the project. It proved difficult to find the right 

language to describe this element of the 

project, with ‘experiments’ and ‘behaviour 

change’ not seeming to appeal to householders. It was decided that ‘simple energy saving 

actions’ worked best. Peebles Energy Challenge v1.0 ran from April to June 2018. 

“A delightful surprise to have won the Change Works in Peebles prize draw - just by trying 

two simple energy saving actions in my own home.” Mrs D 
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Peebles Energy Challenge v2.0 

The pilot was redesigned in response to observations by the project team. Namely, the 

experiments (and reporting of actions undertaken) was excessively burdensome for some 

householders, leading to low response rates. This would have been unsustainable to 

maintain long-term and could frustrate contacts, which may lead to a reduction in impacts of 

the pilot and the project as a whole. Additionally, the free Loop monitors were found to be a 

useful engagement tool and talking point, drawing householders to the hub and leading to 

wider conversations about their energy use and steps they could take to reduce it. The 

revised pilot had the following aims: 

• Distribute energy Loop monitors as a tool to engage self-funding householders; 

• Realise domestic energy savings through the provision of energy monitors and a series 

of behavioural tips; and 

• Encourage participants to take further action on wider environmental behaviours or 

introduction of energy efficiency measures. 

 

A customer journey was developed (Figure 18) to support management of the pilot. The key 

aspects to this were as follows: 

• Participants received a free Loop electricity monitor, and Loop gas monitor where 

appropriate; 

• A baseline survey to understand household perceptions and patterns of usage; 

• Behavioural tips sent on a monthly basis, linked to project events and social media 

posts; and 

• Follow up survey (April 2019). 

 

 

Figure 18. Energy challenge customer journey 
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Key findings from Surveys and Data Analysis 

Challenges in the initial phases of the Energy Challenge meant surveys were not collected 

for all participants. Of the 65 Peebles-based residents, 35 completed the baseline survey 

and 17 responded to the follow up survey. The data analysis includes 64 participants who 

had sufficient electricity use data and 42 who had gas monitors installed.  

Energy usage (electricity, and gas where applicable) was considered alongside house 

archetype, wall properties and EPC, where these had been completed. Data analysis at 

baseline and follow-up indicated average use across all households falls between “medium” 

to “high” energy use according to Ofgem categorisation.  

The average energy use (for both gas electricity and gas) of the groups correlated with the 

size of the properties. The largest property types (detached solid wall) use the most energy, 

the second largest (detached cavity/ timber frame wall) use the second most amount of 

energy etc. A strong negative correlation was also found between energy consumption and 

EPC, where properties with lower EPCs used more energy than similar archetypes with 

higher EPCs scores. Wide variation (>100%) in energy use (and costs) were found between 

properties and from month to month.  

An interesting finding related to degree days. These are a measure that combines time and 

temperature. It is a measure of the difference between the baseline and the actual outdoor 

temperature, multiplied by the number of days. The higher the degree day, the more heating 

is required. The data analysis found that in the heating season, heating is more likely be 

used on milder days, indicating that it is habitual to leave the heating on when not required. 

This means that more energy is used on days of a similar temperature that fall within the 

heating season than in the non-heating season. 

 

Figure 19. Impacts of the Energy Challenge 

The above figure highlights some of the key findings from the follow up survey. Almost half 

of participants felt that their energy use had decreased as a result of the Energy Challenge. 

This could not be triangulated against the data due to the short time frame and insufficient 

provision of historical billing data. Awareness, confidence in achieving savings through 
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behaviour change and householders taking active steps toward energy efficiency were also 

reported to have increased significantly. 

Many of the survey respondents reported enacting the energy efficient tips/behaviours sent 

out through the newsletters, in particular turning down thermostatic radiator valves and 

turning off appliances on standby. For respondents who did not act following receipt of the 

newsletter, this was mainly due to them already being aware/engaged in these areas. The 

topics where this was most common were: draught-proofing, bathing and clothes washing 

habits. 

Five of 17 who completed the follow up survey had invested or were investing in efficiency 

measures/appliances for their home since starting the project. These were; more efficient 

washing machine, LED bulbs throughout the house, installing underfloor insulation and 

additional loft insulation, new boiler and tank, replacing/upgrading gas boiler. However, only 

one of the 17 had attended a Change Works in Peebles event (on solar PV), suggesting 

limits to the knock-on engagement effects of the pilot. 

Outcomes 

“I collected my 'stuff' last week and installed it the same day. Already more aware of what we 

are doing. Been away all weekend and instead of leaving things on standby we switched tv 

off at plug along with all alarm clocks.”  

“Found interesting the ability to watch spend and have prompts for changing provider of 

power. Live time spend is also interesting. I changed energy provider a couple of months 

ago after contacting the project.”  

“We found it initially really interesting to see more specifically how our usage fluctuates and 

the amount we use surprised us. We had already made significant changes before we 

signed up for the project, however the project has allowed us to fine tune changes.”  

 Targeted Interventions 

To develop a coherent, compelling and relevant campaign programme to deliver Change 

Works in Peebles, an analysis of available domestic and socio-economic data related to 

domestic properties and householders was conducted using the fast track (Track 1) LHEES 

as detailed in Section 2 and included in full in the Appendices. This analysis resulted in the 

generation of several recommendations which provided information to inform targeted 

intervention, including likely motivations for take up and behavioural advice, and led to 

exploration of the following campaign themes: 

• Solar installs (thermal or PV); 

• Cavity, loft and underfloor insulation; 

• Glazing; 

• Internal wall insulation and coomb ceiling; 

• External wall insulation; 

• Quantum upgrades; and 

• ASHP/GSHP. 
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A number of targeted interventions were planned and delivered to increase engagement and 

identify those suitable and interested in measure installation and hand-holding support. 

These have included: 

a) Re-energise your Borders Home event 

This event was delivered by Home Energy Scotland in Peebles in March 2018 to boost initial 

engagement with the project. Guest speakers from Scottish Borders Council and Historic 

Environment Scotland provided a varied programme and there was good attendance with 36 

homeowners attending. Content focused on insulation options for old, hard to treat 

properties and in particular internal wall insulation and coomb ceiling and glazing options in 

the Peebles conservation area. 

b) Saving Water in Peebles 

This weeklong campaign during July 2018 was delivered in Peebles by Home Energy 

Scotland in partnership with Scottish Water. The majority of the engagement activity was 

centred around the Change Works in Peebles hub to allow cross promotion with other 

aspects of the project. A Scottish Water kit was issued to appropriate households containing 

a selection of hot and cold water saving devices to suit the needs of the individual household 

including a shower timer, water efficient shower head, tap diffuser and universal plug. This 

campaign clearly showed the impact of a useful giveaway to boost engagement to the hub 

as over 250 families engaged with the campaign and attended events to collect their water 

saving pack. 

c) What’s the Deal with Solar? 

This was delivered by Change Works in Peebles in partnership with Home Energy Scotland, 

Resource Efficient Scotland and Local Energy Scotland. This event was designed to attract 

both the domestic and non-domestic markets in Peebles and incorporated talks by Change 

Works in Peebles and Home Energy Scotland’s Technical Team. A local household and 

local business who had installed solar were invited to be part of the programme, and this 

case study approach and Q&A session proved popular with the audience. To provide a 

complete customer journey experience for those interested in a solar install for their own 

home or business, a number of MCS registered local solar installers were invited to attend. 

They provided a marketplace with information stalls and the ability to book dates for surveys. 

Two of the three attending installers fed back that they had each been invited to survey 

several properties for solar PV as a direct result of this event, the third ceased carrying out 

domestic installs around this time. These two installers reported that they generated at least 

two installs each in the area, to the value of approximately £20,000.  

‘I would just like to say a huge thank you to you and your team for organising the solar 

energy and installation input in the Burgh hall last Thursday. I found it very informative and 

am in the process of securing funding to have Safe & Protect install a system into my home. 

Thank you so much again." Mr M 

d) Private Sector Landlords 

Working in partnership with Scottish Borders Council, a communications campaign to 

engage with their Private Sector Landlord (PSL) register was planned and delivered. 
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Communications were sent to approximately 540 Scottish Borders Council registered private 

sector landlords and messaging focused on Scottish Government’s commitment to 

improving the energy efficiency of homes in the private rented sector and the new minimum 

energy efficiency standards for private rented properties in Scotland that will be phased in 

and increase over time.  

Landlords were made aware of the support available through Home Energy Scotland in the 

form of free, impartial advice on how to make a property more energy efficient and the 

details of the Home Energy Scotland Loan – the interest free loan, funded by the Scottish 

Government. Landlords were also invited to attend an event run in partnership with Home 

Energy Scotland in November 2018, where they could call at the hub to receive advice on 

services available to private sector landlords and tenants, help to identify which 

improvements can be made to a property and advice on the funding that is available. This 

event was repeated in March 2019. Four PSLs attended the first event at the hub and two 

attended the second. These events have led to some good engagements with support 

provided by Home Energy Scotland to landlords with large rental portfolios. 

e) Draught-Proofing 

The data analysis carried out to inform campaign development noted that Home Analytics 

lacks information that allows for recommendation on draught-proofing and underfloor 

insulation, but these could be considered as part of the messaging within a specific 

campaign. This week long promotion offered draught-proofing materials as a giveaway 

(sufficient to draught proof one external door including a letterbox cover, brush strip and 

foam tape) to highlight the importance of draught-proofing and provide householders with the 

information, skills and resources to make improvements to reduce heat loss in their homes. 

Advice was provided on reasons to draught proof, common areas for draughts, how to check 

for draughts, how to draught proof and the importance of ventilation. Throughout the 

campaign, which extended beyond the initial planned week, 72 individuals signed-up for a 

draught-proofing kit. 76% of these individuals were new to the project, showing this to be a 

successful engagement opportunity as well as a low-cost intervention. In addition, 27 

householders requested a referral to Home Energy Scotland for further advice about 

improving the energy efficiency of their property.  

Thank you, the draught excluder has been great. Have ordered new front door side draught 

excluders on the back of having the free kit for the bottom of the inner door! Miss W 

 Promoting Domestic Retrofit Insulation Measures 

Acknowledging that a barrier to the uptake of domestic retrofit energy efficiency measures is 

often the lack of supply chain (see Section 7), particularly in more rural areas like the 

Scottish Borders, a significant element of the Change Works in Peebles project was the 

development of a specific “hand-holding” customer journey. This supported self-funding 

households with the installation of domestic retrofit insulation measures, such as retrofitting 

insulation to external and internal walls and upgrading rooms in roof, boiler replacement, 

insulation to attics/ground floors and draught-proofing. Previous projects have cited a lack of 

trust in installers from households as a prohibiting factor on greater retrofit uptake and 

therefore the Change Works in Peebles project also offered free quality assurance support 

built into the customer journey. 
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The analysis carried out for the LHEES Track 1 identified considerable opportunity for 

measure install appropriate to different property types within the Peebles area. The customer 

journey was developed to provide a clear pathway of support that made the best use of 

partnership working between the Change Works in Peebles project team, Home Energy 

Scotland’s Technical Team, Changeworks’ Quality Assurance Team and contractors on the 

Standing List of Contractors. The customer journey that would support the household 

through the process is detailed in Figure 20 below. 

 

Figure 20. Self-funding customer journey involving multiple stakeholders 

 

Standing List of Contractors  

The analysis carried out for LHEES Track 1 indicated considerable opportunities to upgrade 

a variety of property types within the Peebles area and feedback at the Peebles hub 

indicated a high level of public interest in having energy efficiency measures carried out to 

their homes. As a result, a procurement route was developed to consider the following: 

• Tenders from contractors to property owners to represent best value; 

• Promote a direct contract between contractor and owner; 

• Standards of work to meet statutory and regulatory requirements; 

• Contractors meeting required standards to allow owners to obtain the Home 

Energy Scotland Loan; 

• A robust contractor selection process in line with statutory regulations and local 

authority orders; and 

• A process that encourages the use of the local supply chain 
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In conjunction with Scottish Borders Council, Standing Lists of Contractors (SLOCs) were 

developed to include External Wall Insulation, Cavity Wall Insulation, Internal Wall Insultation 

and Room in Roof and Boiler Replacement. 

The lists are based on Scotland Excel, Framework 09-13 Energy Efficiency Contractors, in 

which contractors were short listed by Scottish Borders Council. To be included, contractors 

had to have relevant experience in carrying out this type of work. The short-listing process 

also included assessing if contractors have the credentials to support the granting of the 

Home Energy Scotland Loan i.e. be Green Deal approved and work to PAS 2030 standards.  

The contractors were invited to be on the SLOCs via the Public Contracts Scotland portal 

responding to an “Invitation to Standing List of Contractors” document, which after 

assessment resulted in a guide for householders with a list of available contractors offering 

services relating to External Wall Insulation, Cavity Wall Insulation, Internal Wall Insulation 

and Gas Boiler Replacement.  

As part of the implementation process contractors attended a workshop. To maintain 

standards, contractors were issued a Scope of Works and performance specifications. The 

process is clear that contracts are ultimately between property owners and contractors, with 

owners contacting contractors through the Change Works in Peebles householder guide. 

Contractors submit tenders based on the Scope of Works and specifications to owners who 

award the contract accordingly. Contractors carry out the work, which is paid for by owners. 

Owners submit their invoice to Energy Saving Trust to release funds. These arrangements 

were put in place until February 2020.  

The guide for households was promoted through local and social media along with 

messaging around the benefits of domestic retrofit and installation of insulation measures. 

The guide was also available to support visitors to the hub looking to install measures to 

their homes. The Home Energy Scotland Loan (some with cash back element) have been 

promoted at every opportunity through the project and referrals made to Home Energy 

Scotland for access to the application process. 
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 School Engagement 

Scottish Borders Council, through the Change Works in Peebles project, commissioned 

Changeworks to develop and deliver a broad energy awareness programme engaging with 

school staff, pupils and local parents’ groups. The energy awareness activities focussed on 

housing and provided a climate change context, showing how this contributed to Scotland’s 

total emissions. These also tied in with the whole area approach and, in particular, capital 

work being done at Peebles High School.  

Engagement Activities 

The activities focused on raising energy awareness and introduced what living an energy 

efficient life looks like, by exploring the solutions and changes in behaviour that can be 

achieved at home and in school, and the benefits an energy efficient life bring. Pupils 

explored their own part in reducing emissions, thinking about, understanding and getting 

excited by low carbon energy use (e.g. behaviour change, electric cars, renewables, smart 

thermostats). These activities also included elements of energy efficiency highlighted by 

Head Teachers as part of their own school aims and objectives such as improving recycling 

or reducing food waste in school. 

  

Case Studies 

 

Case Studies: 

• Mr S attended the Re-energise your Borders Home event for hard to treat homes, 

as he was interested in improving the windows in his property. He was interested 

in investigating double glazing but as his property is in a conservation area, he 

went on to install secondary glazing (Visiotherm magnetic system) that had been 

exhibited at the event. The total cost was £4,000 for the property, which was 

equal to the cost of one slim profile sash and case double glazed unit. Mr S 

returned to the hub when he saw an advertisement for the Peebles Energy 

Challenge, which he subsequently signed up for. Three months later, he 

downloaded the contractor guide as he is considering further work although has 

not yet committed to install. 

• Mr B is a self-funding householder living in a detached Dorran bungalow, 

approximately 60 years old and of concrete slab construction. He has been keen 

to improve the energy efficiency of his property since he moved in, installing a 

biomass boiler last year. He used the Contractor Guide to find a contractor to 

install external wall insulation and used the Home Energy Scotland Loan to fund 

the work. He also upgraded his glazing. The process has not been 

straightforward for Mr B (building warrants, weather related delays, funding offer 

deadlines) and it is likely that it would not have progressed had it not been for the 

intense hand-holding support he received through the project. 
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The programme of work involved the following: 

• High school: three assemblies and 24 (1-hour) workshops. A 1-hour CPD for staff and 

1-hour parent engagement as well as creating a pupil take-home resource to engage 

activity at home with parents; and 

• Each of the three primary schools: one assembly and one (1-hour) workshops. A 1-

hour CPD for staff and 1-hour parent engagement as well as creating a pupil take-

home resource to engage activity at home with parents.  

 

The challenge was to make sure that the original energy efficiency message was not lost. 

This was achieved by focussing on the energy used in creating a resource using virgin 

materials such as paper, versus the energy used to create recycled paper for example. 

Pupils were always brought back to the question ‘what can you do to be more energy 

efficient and encourage others to be so too?’. Activities were linked to the Curriculum for 

Excellence and to STEM (science, technology, engineering and maths) where appropriate.  

Changeworks delivered 13 workshops to the entire S1 cohort at Peebles High School, four 

workshops to the Eco Committee to support them in spreading the energy efficiency 

message and five assemblies. This meant that over 1,200 pupils were engaged in activity 

relating to energy efficiency. Two of the three Peebles Primary Schools participated with 

assemblies and workshops to inform the school about energy efficiency. Changeworks 

presented the wider context of Scotland’s ambitions and the work being done in Peebles.  

Outcomes 

A high-quality take-home resource was created. The take-home resource was distributed to 

1,254 pupils in the high school and all three primary schools (including the school who opted 

not to engage with school workshops). 2,027 leaflets were distributed and 79 were returned 

making a return of 1.3%. In these returns, families made their own pledges to improve their 

home energy efficiency in different ways and further support was offered by the Change 

Works in Peebles project where appropriate. 

“Angela was super to work with and modified content to meet our objectives. We got a lot 

from the experience.” Teacher, Kingsford Primary School 

“It was really good of you to offer us the chance of the work-shops, I've heard good feed-

back already, so well done. It always makes such a difference whenever we can get folk to 

come in to the school to deliver an activity - it can be very difficult, as well as time-

consuming, to make arrangements to take pupils out-of-school for an event (...as well as 

expensive to hire transport ) so it was great to have you, with your resources, able to come 

along here to the school. Curriculum Leader – Science, Peebles High School 

 Challenges and Barriers 

Throughout the course of this project, a series of challenges and barriers were identified. 

The aim of the following section is to pick out key themes emerging from the identified 

challenges and barriers. 
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Limited Engagement 

Energy efficiency is not an easy sell to self-funding households. There are a large number of 

factors influencing decisions and few direct drivers. Levels of interest in energy use vary 

considerably amongst households and historically there have been trust issues between 

consumers and companies offering energy efficiency improvements. 

Much of the messaging used by the Energy Saving Trust via Home Energy Scotland focuses 

on financial savings and payback periods. Our experience through the Change Works in 

Peebles project indicates that the approach to marketing energy efficiency needs to shift to 

one that recognises the multiple benefits such as comfort, wellbeing, control and quality of 

life, rather than just payback periods; albeit that these wider benefits are harder to quantify. 

Contractors providing energy efficiency measures could be effective at encouraging energy 

efficient retrofits. However, there are previous and ongoing issues of cold calling and mis-

selling related to energy efficiency measures or renewables. While there is no evidence of 

locally based businesses participating in these practices, the legacy of the cold calling 

culture through previous schemes and companies operating under ECO funding has led to 

mistrust which unfairly impacts on reliable businesses whether locally based or not.  

For a true area-based approach to be deemed to be successful, it would be important to 

engage across all sectors of society. Whilst this project has had good engagement across 

the Peebles community, it is challenging for any project to engage with all. It takes significant 

time and resource to promote events effectively – evidenced by the marketing efforts 

required to ensure good attendance at a solar PV event. Postcards were hand delivered to 

5,000 households in the area and this was complemented by social media advertising, local 

press coverage and advertising from the hub. Attendance on the evening of the event was 

30 householders, which led to 3 solar installs, but considerable marketing time and resource 

was required to arrive at this positive result. Future promotion should perhaps focus more 

specifically on early adopters rather than mass marketing. When zoning as part of an 

LHEES, property type and socio demographic markers may support this targeting. 

Low Demand 

There needs to be strong, targeted incentives to encourage people to improve their homes, 

producing a market stimulus for energy efficiency. Demand could be driven by minimum 

standards for all domestic properties being sold or let, in-line with the Energy Efficient 

Scotland Route Map set out by the Scottish Government. 

The approach to energy efficiency improvements in the past has been a very top down 

approach with an over reliance on subsidy-based schemes. Whilst past energy related 

grants and incentives have boosted demand for services, they have also helped to create a 

‘payback’ culture around energy efficiency and micro renewables that overshadows other 

benefits. Grants may also have contributed to an expectation (among the public) that energy 

related improvements should be free or subsidised, thereby devaluing them or at least 

obscuring their true cost. Householders will often approach the hub looking to find out what 

is available (i.e. funded) and engagement around interest free loan funding is difficult beyond 

the initial disappointment that a funded scheme is not available. 

Motivating the self-funding market to improve home energy efficiency needs a move from 

top-down messaging to a more tailored approach for communities based on the housing 
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archetypes in their town and most appropriate measures for energy efficiency improvement. 

This messaging should consider the multitude of factors which motivate people to improve 

their homes including improved comfort, control and wellbeing, and not simply payback.  

With a climate emergency having been declared in Scotland, more people are beginning to 

recognise the value of “green” and “sustainable” practices resulting in them taking an 

appropriate action such as reducing single use plastics or changing diet. However, 

experience of delivery in Peebles indicates that the public are often less likely to associate 

energy waste in the home as something related to climate change. Messaging on energy 

waste from poorly insulated homes, options for older hard to treat homes (e.g. internal wall 

insulation) and advice on better energy behaviours in the home needs to be more 

prominently linked to actions that an individual can take to reduce their carbon footprint. 

The Scottish Government has been ahead of the rest of the UK in its attempts to introduce 

methods that are designed to change behaviour and encourage people to operate in 

buildings in a more energy efficient way. However, although changes in regulation mean that 

properties in the private rented sector will need to meet an EPC C rating by 2030 where this 

is technically feasible and cost effective, for the larger domestic household market, no one is 

currently being compelled, through legislation, to take action. The benefits of energy 

efficiency are many and well documented: lower energy bills, warmer and more efficient 

homes, alleviating fuel poverty and improved health benefits but at present everything 

depends on a householder to engage and realise outcomes on a voluntary basis. To create 

change, a balance of carrots and sticks is important. 

 
Lack of Enablers 

Many energy efficiency measures (though not all) are cost effective to install and will pay for 

themselves over a period of time that can vary from months to many years. Despite that 

however, many homeowners are unlikely to implement them even if they are able to afford 

to. To a consumer, the costs of installation can seem large and immediate in comparison 

with annual fuel bill savings, as the benefits associated with energy efficiency improvements 

are accrued over a long period of time. One of the most appropriate measures for homes in 

Peebles is Internal Wall Insulation, with an upfront cost of £7,000 or more depending on the 

property size. 

For households without the necessary upfront capital needed to undertake energy efficiency 

improvements, the Home Energy Scotland Loan was promoted at every opportunity. 

Anecdotal feedback is the loan process is complex and challenging for householders to 

access and implement. The main barriers include: 

• Customers failing the credit check without any obvious credit problems; 

• Process is long for customers (causing many to get frustrated and have a negative 

opinion of the process); 

• A lack of clear information for applicants at the award stage (causing payments to be 

delayed) and application paperwork can often appear daunting; 

• Customers are often not aware that the loan is only paid on completion of work and 

therefore they have to fund the measure up front until loan paid out (contractors not 

willing to wait for payment until loan settled); 
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• Customers can be unable to carry out the measures they require due to inability to 

secure a Green Deal accredited installer – this is a significant problem in more rural 

areas such as the Scottish Borders; and 

• Customers looking to use the loan for smaller measures e.g. underfloor insulation, but 

installers not willing to come out to give a quote for smaller jobs. 

 

Research through the project with the local contractors (non-Green Deal accredited) in 

Peebles shows that there is a lack of awareness of Energy Efficient Scotland and support 

agencies like Home Energy Scotland. Many local contractors were indeed surprised there 

was an impartial service that might help advise a householder on improvements to be made 

and potential loan funding to support retrofit and have been keen to understand this process. 

Trigger Points 

Whilst whole house retrofit may be desirable and practical, for example during a renovation 

or when moving into a property, in reality this is impractical for many households due to 

disruption and costs. Self-funded homeowners are often more likely to install different 

energy-saving measures over time, particularly on a room-by-room basis while other work is 

being undertaken. Householders start on a journey to make their homes more energy 

efficient and often tackle problem areas on a piecemeal basis over a period of time. Hand-

holding support is required to support this journey and help identify the next steps to be 

taken to make most impact. 

Understanding the trigger points related to retrofits could be a useful way of targeting 

households. Potential trigger points include moving house and other more general home 

renovations, as well as changes in tenancy for private landlords and landlord registration. At 

these points, the main barriers, costs and disruptions associated with retrofits can be 

minimised. Providing advice and training to tradespeople in the renovation, maintenance and 

improvement sector may be one strategy to encourage homeowners to prioritise investment 

in energy renovation. 

Trust 

Homeowners often report doing their own research online or talking to friends, but admit they 

find the amount of information overwhelming, contradictory and often confusing. Domestic 

retrofit, low carbon heat and renewables solutions are costly investments and it is not 

surprising that in the absence of an established supply chain, clear and obvious solutions 

across a broad range of archetypes and ample evidence in the quality of some previous 

installs, that householders lack confidence in committing to a particular course of action. 

Householders need tailored, individual, one-to-one advice and a supportive network of peers 

and householders to normalise retrofit and provide support and advice when issues arise. 

Reassurance and feedback from neighbours, friends and acquaintances about retrofit 

installations is vital to the eventual adoption of retrofit measures. The project’s impartiality 

and focus on quality assurance to support the self-funded customer journey played to issues 

of trust and was a valued feature of the project.  

School Engagement 

Project staff were conscious that schools plan their aims and objectives for the following 

academic year early in the summer term and so schools were emailed in May to arrange a 
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meeting with Head Teachers. Unfortunately, due to other school commitments, meetings 

were not arranged until mid-June by which time school plans were in place. This also had 

implications for working with staff by delivering CPD, as any possible slots for this had 

already been allocated and so the project was unable to deliver this part of the programme.  

There were differing levels of engagement by the schools with the take-home resource and it 

was difficult to monitor how much each school was doing to promote returns. Change Works 

in Peebles used social media to promote the resource as well as contacting the Parent 

Council in each school, but the return rate was lower than hoped.  

 Reflection and Summary 

Designing and implementing a behaviour change pilot through Change Works in Peebles 

was challenging. Communications for the initial Peebles Energy Challenge proved 

complicated as new participants joined daily, all at different stages in the process. This was 

addressed in v2.0 of the challenge, in which participants were provided with free Loop 

monitors, by providing Loop-specific information in an initial welcome email to participants. 

This included setting a budget or conducting a low usage test. 

Behaviour change messaging was then sent through a monthly email, ensuring consistency 

in messaging to both participants and wider project contacts. This was informed by best 

practice in behaviour change including highlighting positive social norms and ensuring its 

relevance to householders in Peebles. When considering scale up however, the Loop 

monitor should be considered as a proxy for SMART Meters when they are eventually rolled 

out with some of the learnings transferable to the newer technology. With any behaviour 

change pilot, it should be noted that self-reported behaviour can misrepresent actual 

behaviour due to social desirability bias as well as participants being unable to pinpoint the 

sources of actions and motivations.  

Although the Change Works in Peebles contractor guide was requested at the hub or 

downloaded online on a significant number of occasions, levels of contracts between owners 

and contractors were low due to the following: 

• Direct contact between owners and contractors was difficult. This is part due to the 

contractor “one point of contact” being unavailable; 

• Access to contractors through a pdf download from the Changeworks website is perhaps 

not as user friendly as a bespoke designed portal system would be; 

• Contractors were reluctant to submit tenders as they did not want to incur costs preparing 

tenders for “one off” work. Contractors were also reluctant to prioritise the work against 

fulfilling large scale contracts with others; 

• Contractors did not offer to price as the scope of work was not defined enough and as a 

result tenders not based on a level basis; 

• The local supply chain did not benefit from the proposals since no contractors offering 

larger measures are Borders based; and 

• Feedback from owners suggested window upgrades as a priority, which was not included 

as an option in the Standing Lists. 

 

Taking account of the observations and feedback above, a number of changes have been 

planned for the Standing List of Contractor process and hand-holding support journey 

through the Tweeddale extended project. 
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 Key Learnings and Recommendations 

 

  

Key Learnings: 

• There can be real impact from a project such as this where local, tailored and 

sustained engagement has been delivered within a community. As evidenced 

through the case study of Mr S above, householders often go on a journey with 

energy efficiency looking for the next thing to implement or improve after a 

successful install or change of behaviour. However, there are those who take the 

equipment and never get around to installing it or install it and let it fade into the 

background. Keeping all participants engaged throughout the project is a 

requirement and challenge and the Change Works in Peebles project offered a 

varied programme of events and engagement activities to keep sustained interest 

in the project; 

• A defined customer journey is essential to ensure clarity of roles across 

organisations, seamless referrals, tracking of progress and data collection; 

• There is great strength in having a programme of events and activities that is co-

designed by assessing requests for support from the community. This allowed the 

Change Works in Peebles programme of events to meet the needs of the 

community and provide a changing programme to boost engagement; 

• In the projects experience, light touch behavioural interventions are likely to lead to 

smaller impacts. Changing behaviour is challenging, and often bespoke customer 

journeys with different touch points can increase the likelihood of developing 

habitual energy efficiency behaviours. This, of course, has resource implications; 

• There is an interest in energy monitors and the feedback they provide for 

supporting engagement and realising behaviour change. However, they should be 

considered as a proxy for SMART Meters with the learnings gained on utilisation 

transferable once households have them installed; 

• Bringing the self-funding demand and supply sectors together with a Standing List 

of Contractors has potential and the Tweeddale extension will incorporate an 

updated version informed by prior experience. The Standing List of Contractors will 

be re-advertised to be in place by July 2019 with new terms and a number of 

amendments including the inclusion of a greater number of measures; and 

• A more joined up approach to communicating the benefits of engaging with the 

programme between Changeworks and Scottish Borders Council would have 

helped speed up engagement at the start.  
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Recommendations: 

• Scottish Government need to consider introducing legislation in a timescale that 

begins to concentrate minds in the owner occupier sectors while monitoring the 

impact of interim target dates for energy efficiency improvements in the private 

rented sector to evidence impact. Under an “all carrot and no stick” approach, 

encouraging domestic install of retrofit measures does not motivate householders 

to accept their environmental responsibilities. Any level of enforcement introduced 

would need to be adequately resourced; 

• An action plan to engage and support households that have SMART meters needs 

to be developed following consultation with delivery agencies. Experience in this 

project highlights an interest in engaging with the feedback a SMART monitor can 

provide but for the interest of scale up, these can only act a as a proxy for future 

SMART meter roll out; 

• There needs to be a review of aspects of the Home Energy Scotland Loan. 

Feedback indicated that the loan process was complex and challenging. More 

detail is provided in the section summary above;  

• Scottish Government should have the need to develop trust amongst householders 

(and private sector landlords) at the fore. There needs to be trust that solutions will 

deliver the benefits intended, are appropriate for the property and occupants and 

will be installed and supported post install to a high standard. Trust will be 

developed through resourcing a level of independent support at targeted points 

within the customer journey combined with the use of an online portal; and 

• To address the requirement for accelerated demand for energy efficiency 

measures in line with the ambitions of Energy Efficient Scotland, Scottish 

Government should explore the development of an online platform or portal to 

support both the demand and supply side and bring them together. Portal content 

would be developed in response to known motivators and barriers to participation. 

It would engender trust through the provision of reliable information, help facilitate 

comms between parties and support the quality journey. It would maximise 

efficiencies in the demand side ‘customer journey’ and supply side ‘route to 

participation’ as an increasing number of organisations participate in the 

programme for the first time. Critically it would embody the key principles at the 

heart of the programme, enhancing consumer protection, focusing on high 

standards of quality and customer care and showcasing best practice and 

competencies in the supply chain. 
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5. NON-DOMESTIC SECTOR ENGAGEMENT 

 Overview of Programme of Work 

For a town of its size, Peebles has a significant non-domestic sector, with numerous offices, 

commercial properties and public buildings located within the centre and surrounding 

geographical areas. Engaging with these organisations was viewed as key to integrating the 

domestic and non-domestic engagement and securing feedback on LHEES proposals. 

The planned programme of work within the non-domestic sector covered a number of 

strands, including: 

• A strategy to achieve well-planned communication aims, methods and content to guide 

engagement, research and development and delivery of all arms of the SEEP project, 

including the LHEES work. It was expected that this would involve some element of 

research including focus groups for the able to pay market, householder surveys, 

development of digital tools for engagement and behaviour change analysis; 

• An Energy Efficiency Officer resource provided by Scottish Borders Council to provide 

support for the delivery of non-domestic engagement. It was intended that this would 

include being the Council’s representative “on the ground” as well as dealing with 

queries directed through the Council, supporting the Project Manager in the delivery of 

engagement events, developing and maintaining relationships with local councillors 

and being involved in the project team meetings. The officer would also work closely 

with Business Gateway and their specialist advisers to support the proactive 

engagement of local businesses; and 

• An aim to target the already well-established tourism sector, which is prevalent in 

Peebles. 

 Summary of Progress 

The initial project plan proposed that an Energy Efficiency Officer provided by Scottish 

Borders Council would work closely with Business Gateway and their specialist advisers. 

While this did not transpire, due to staff retirement, project staff have worked closely with 

staff from the Council’s Economic Development department to develop project plans, 

continually refine the approach and ensure the project activities fitted into the wider Council 

and Business Gateway Borders plans.  

The non-domestic engagement element of Change Works in Peebles has been run in close 

partnership with Resource Efficient Scotland. Resource Efficient Scotland is funded by the 

Scottish Government and the European Regional Development Fund and delivered by Zero 

Waste Scotland. The programme offers free bespoke consultancy to help organisations 

reduce costs by saving energy and water, reducing raw materials use and managing waste 

efficiently. Project staff also promoted the services of Business Gateway Borders where 

appropriate to ensure local businesses were aware of the full range of business support 

available. 

Change Works in Peebles aimed to top and tail the existing Resource Efficient Scotland 

programme rather than replicate anything currently offered, and it was expected that local 
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engagement would lead to an increase in new referrals to Resource Efficient Scotland. 

Project staff provided hand-holding support to organisations going through the referral 

process, offering support with the completion of support request forms and then following up 

on final audit reports to encourage implementation. Business Gateway already offered a 

standard level of support across the Scottish Borders and through this project, it was 

intended that the impact of additional support would be assessed to increase engagement 

and referral levels. 

Development of a Peebles Business Database 

To facilitate engagement with the Peebles business community, it was identified that a 

database of local businesses would be required. By partnering with Business Gateway, 

some business comms could be sent out through their networks, but it became clear that the 

project would require their own contact database in order to be able to correspond on a 

regular and personal basis. This piece of work was time consuming and involved pulling 

together data from various online accessible data sets including Google Maps, Yell.com and 

local business listings, but eventually resulted in a database of 477 businesses in Peebles of 

which we had email contacts for 296. This database has proved very valuable in being able 

to communicate with the local business community and to keep them up to date, regarding 

upcoming relevant events and campaigns. 

Peebles Business Survey 

A survey of the Peebles business community was undertaken in order to:  

• Develop a better understanding of the landscape that the non-domestic sector in 

Peebles is operating in; 

• Find out whether businesses have had energy efficiency advice in the past, what form 

of support has been received and if advice has been acted upon; 

• Determine the energy efficiency support required or desired by this sector; and 

• Identify any barriers to uptake of physical measures. 

 

The online SurveyMonkey questionnaire was distributed to 275 local businesses via the 

business database developed and promoted via the project’s social media. The survey was 

also sent out to Peebles based businesses on the Business Gateway database. This 

resulted in 34 responses, a 15% response rate. 

The full survey analysis is available on request with a selection of summary findings below: 

• Five of 34 respondents had received an energy audit, four of those had implemented 

some of the recommendations with the fifth looking for funding; 

• Lack of funding and knowledge were the most highly selected barriers with significant 

mention also of both lack of time and specialist support. Five business owners left 

additional comments which referred to wanting personal, practical advice based on 

their specific business and more information on energy efficiency for businesses; 

• 88% of respondents (30 of 34), considered energy efficiency a key priority for their 

organisation with financial incentives being reported as a key driver. Sustainability, 

carbon savings and environmental concerns were also mentioned multiple times; 

• When asked what the single most important step a business can take to be more 

energy efficient, around 15 responses related primarily to building fabric improvements 



53 

 

and heating systems, seven related to awareness both in terms of staff awareness and 

understanding energy use; and 

• 53% of respondents reported having measures in place to encourage employees to 

adopt energy efficiency actions. Most of the descriptions of how they do this mention 

switching off equipment without specific description of how staff are encouraged to do 

so. Those that mention how staff are encouraged to adopt energy efficiency actions, 

report having stickers to remind staff to turn off equipment and having stickers on non-

essential equipment, so staff know what can safely be turned off. 

 

Non-domestic Engagement and Hand-holding Support 

Scottish Government are aware that the rate of installation of energy efficiency measures 

and installation of renewable energy systems will need to ramp up significantly in the 'self-

funded' sector (domestic and non-domestic). Project staff have worked to actively engage 

with businesses in the Peebles area through networking events, direct contact to key 

businesses within the tourism sector, through joint promotion with Business Gateway 

Borders and through direct marketing via local promotion and event invites. 

The project has supported 30 non-domestic organisations with exploring energy efficiency 

improvements, referring 16 of these on for more technical support from Resource Efficient 

Scotland and signposting the remaining 14 to this service. This includes those who 

responded to the survey and were followed up with tailored advice, and also contacts who 

have been made through the project hub. 

The range of support provided to local organisations has been wide ranging from behaviour 

change support through to engaging with those considering the installation of measures. The 

support provided had to be quite bespoke, given the wide variety of differing business's 

needs, and did not follow a set customer journey. 

Case Studies 

Change Works in Peebles was approached by a local Community Centre looking to 

reduce their bills. An audit was conducted by Resource Efficient Scotland identifying a 

range of possible energy efficiency improvements. Scottish Borders Council (who own 

the building) have since replaced the lighting in all rooms with LED lights operated by 

motion sensors, along with replacing all the old radiator valves with more energy efficient 

TRVs. 

A local sports club were in touch early in the project as their energy bills were over 

£1,000 per month. They were keen to explore more efficient lighting both for their flood 

lights and clubroom. Following an initial phone call from Resource Efficient Scotland the 

club’s representative sought help from the project to go through the support request form 

before sending to Resource Efficient Scotland. They were also referred to Citrus who 

supported with switching. The club reported that they had made a saving by switching 

the contract for the flood lighting, but that it was not cost effective for them to change the 

bulbs. They will also be undertaking a major refurbishment to both buildings over the 

coming years, as and when they can secure funding, and will build energy efficiency into 

this, but are not currently in a position to start any work. 
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 Challenges and Barriers 

Reach, Engagement and Action 

SMEs are often referred to as a ‘hard to reach’ group. They are often very diverse in the 

buildings and spaces they occupy. Some draw their customers from the local Borders area 

and may therefore be well-connected with other businesses and networks within Peebles, 

while others have a national or international focus, and rarely interact with local business 

advisors. SME owners and managers are often ‘time poor’, having to divide their time and 

energy between clients, staff and business development. Often staff are focused on the 

short term (day-to-day running of the business), and climate change may not be high on their 

list of priorities. It can be challenging to engage businesses with campaign messaging which 

is further compounded if it is hard to present a clear business case for the suggested action. 

Learnings show that the timescales involved in the non-domestic sector moving to action are 

very lengthy (immediate business needs tend to take priority), and payback periods for 

equipment or technology are often considered too long. There is currently no legislative 

driver to encourage action, and the strength of the business case for investment is more 

often than not seen as insufficient to drive action. The Resource Efficient Scotland support 

process can be protracted, and businesses focused on day to day operations are reluctant to 

consider action that disrupts trading.  

Tenancy 

There are considerable challenges around tenancy of properties, and its impact on securing 

commitment from a business owner to improve a building which may be on a short-term 

lease basis. SMEs that lease or rent their premises may be reluctant to invest in building 

improvements, particularly where the payback periods extended beyond their lease periods, 

and there is often a tendency for SMEs to seek shorter leases to maximise flexibility.  

Data Availability 

The data analysis work required for the Peebles LHEES clearly demonstrated a lack of 

accurate datasets for energy efficiency information on non-domestic building stock. Based 

on data from the Scottish Heat Map and the Corporate Address Gazetteer, Changeworks 

estimated that for the Peebles LHEES area there were around 250 non-domestic properties 

(between 230-288). However, there is no address-level dataset on the energy efficiency 

characteristics of these properties. The only data available were non-domestic Energy 

Performance Certificate (EPC) records up to 2016, provided to us by the Scottish 

Government. For the Peebles LHEES area, we received 67 non-residential EPCs, covering 

about a quarter of the estimated non-domestic stock. Moreover, unlike domestic properties, 

this EPC data does not contain information on wall construction and/or insulation status, 

limiting our understanding of the potential energy efficiency upgrades for these properties. 

Overall, the data availability of the non-domestic properties can be improved both in terms of 

completeness and in the information it provides. This lack of accurate information makes it 

challenging to plan appropriate engagement campaigns and to target communications. 
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Loan Funding 
Challenges around accessing loan funding have been noted through the project. One non-

domestic business told us they were unaware of the requirement to pay for work upfront and 

claim on receipted invoice. He then had to borrow funding from his mother and pay back 

when the loan settled and noted “I might as well have just asked my mother to lend the 

funding in the first place to save all this hassle”. 

 Reflection and Summary 

Energy Efficient Scotland states ‘Our non-domestic buildings will be assessed and improved 

to the extent this is technically feasible and cost effective’, and the Committee on Climate 

Change Net Zero report shows 100% take up of low carbon heat by 2050. From a low base, 

there will need to be an exponential growth in energy efficiency, low carbon heat 

technologies and renewables within the non-domestic sector to meet these ambitions. The 

experience of the project in engaging business is probably not atypical. Peebles is a rural 

business economy and SMEs have characteristics that can present challenges for the 

adoption of energy efficiency, including reach and engagement and the development of a 

compelling business case for engagement. This can be compounded by issues of tenure 

and data availability (as of 2017 around 15% of non-domestic buildings had an EPC).  

However, despite the challenges, the project did note that 88% of respondents to the 

business survey, considered energy efficiency a key priority for their organisation with 

financial incentives being reported as a key driver and sustainability, carbon savings and 

environmental concerns also mentioned multiple times. There are businesses and 

organisations motivated to address this agenda, but it is important to understand the 

experiences of SMEs in order to create action and not assume that a one-size-fits-all 

approach will be effective across an entire business community. With that in mind and using 

the Tweeddale extension to this project, it is intended to build on early learnings by focusing 

on the tourism sector of the Peebles business community to better understand particular 

challenges, and potential solutions for the implementation of energy efficiency measures. 
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 Key Learnings and Recommendations 

 

  

Key Learnings: 

Crucial factors for more successful engagement with SMEs include: 

• Promoting partnership across government, delivery agents and local authorities; 

• Use direct ‘face-to-face’ contact, approach businesses in-person, but accept that 

persistence in calling / knocking on doors is required; 

• The upfront investment in developing a database of contacts and surveying local 

businesses is considerable, and effective targeting is compounded by the lack of a 

centralised and more complete EPC database for non-domestic properties; 

• Resource Efficient Scotland audit and support capacity is finite and not able to 

respond to significant growth in demand. Businesses appreciate support through 

the referral and loan process which can be protracted. Without this, some 

businesses will fail to go to completion; 

• Businesses and their staff are often time poor and focused on the short term. 

Engaging can be challenging especially if it is hard to present a clear business 

case for the suggested action. The business case may need to go beyond simple 

payback and encompass greener credentials and marketing advantage, though 

promotional material needs to emphasise the economic benefits they can achieve. 

The ‘green business case’ should be presented as a win-win with both 

environmental protection and financial benefits. This suggests that there is a need 

to foster environmental values in SMEs, as a moral driver. One suggested route to 

this is to link carbon reduction with localisation agendas which might play well with 

smaller SMEs in particular; and 

• SME participation is more likely to occur if the content includes immediately useful 

practical information and case-study examples showing what is possible.  

 

Recommendations 

• To improve monitoring and evaluation of any client journey, there is a need for 

Resource Efficient Scotland and the delivery partner to review data sharing 

agreements; and 

• There is a need to increase messaging to the non-domestic sector on their 

expected contribution to the decarbonisation of the economy and timescales. 

Currently there are no legislative drivers for businesses and/or lease holders to 

take up measures despite a long-term ambition to do so. 
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6. CAPITAL WORKS PROGRAMME FOR PEEBLES HIGH SCHOOL  

 Overview of Programme of Work 

The programme of capital work at Peebles High School included two work packages: 

• Fabric improvements to improve the thermal performance of the Peebles High School; 

and 

• Perceptions of building occupants and building manager. 

 

The role of the capital works programme in supporting the wider Change Works in Peebles 

project is considered in the reflection and summary. 

Building Fabric Improvements 

This project was designed to improve the thermal performance of some of the historic 

buildings at Peebles High School through fabric improvements, enhanced heating controls 

and reconfiguring heating strategies. The aim was to provide a more comfortable working 

environment while reducing heat loss and overall energy consumption. Capital funding for 

Peebles High School works was £180,000 with £27,000 for enablement resource funding 

(part of this enablement funding was used for school engagement activities). The capital 

funding was to be matched by £180k from Scottish Borders Council. A later application was 

made to Scottish Government for a further £20k of funding (matched by £20k from the 

Council) as the final capital works total came to £400k. The project is expected to achieve an 

annual carbon reduction of 43.5 tCO2e to be verified over a one year monitoring and 

verification process. 

• Improving the buildings’ thermal performance: 

The glazing in the Science Building and 36 Block was previously single glazed with high 

thermal conductivity and heat loss through draughts. This was replaced with a thermally 

efficient glazing system. Loft insulation was also added and upgraded where this was not 

already in place or not sufficient.  

• Enhanced heating controls: 

Heating is now controlled via thermostatic radiator controls and zoning where appropriate to 

reduce overheating and unnecessary heating. Heating zones have been reconfigured and 

rationalised to ensure the heating zones fit the requirements of the building use. 

• A new heating strategy: 

The current heating strategy combined with a very high ceiling height was leading to 

significant air stratification, which results in excessive energy consumption and slow 

response times. Reports from building users was that heat distribution in the rooms was 

inconsistent leading to an uncomfortable working environment. In appropriate areas, the 

existing convection-based radiator system has been removed and replaced with high 

efficiency/rapid response radiant panels incorporating black bulb thermostats. 
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Perceptions of Building Occupants and Building Manager 

To evaluate the approach and outcomes of this project, results were extracted from a series 

of short structured interviews conducted with four individuals before and after the work 

commenced. The questions had been designed by the University of Edinburgh as part of the 

overall evaluation of SEEP pilot projects. Interviews consisted of a series of structured 

closed and open questions and were conducted by Changeworks on behalf of the University. 

Three participants are daily users of the building (‘occupants’) and the fourth holds a building 

management role and is not permanently based at the school. It should be considered, that 

given the small sample, the views may not be fully representative of all building users. 

The initial interviews provided a baseline of the participants’ understanding of the building, 

attitudes towards energy efficiency and awareness of energy consumption. Follow-up 

questions captured the impact of the upgrades on participants’ comfort, experience and 

satisfaction, as well as their perceptions of the management and installation processes.  

The closed questions required participants to give answers on a scale of one to five, for 

example where one is ‘very dissatisfied’ and five is ‘very satisfied’. Comparisons have been 

drawn between the values which respondents gave in their initial and follow-up interviews 

and are discussed throughout this section.  

Awareness of the Works 

Prior to the commencement of the works, occupants were asked about the specific upgrades 

planned for Peebles High School, responses were mixed. Initially, the building manager and 

one occupant reported they knew ‘a lot’, whereas the other two occupants reported they 

knew ‘nothing’ and ‘very little’. Following the upgrades, participants were asked how much 

they know about the changes which have been made. The two participants who had 

previously known ‘nothing’ and ‘very little’ later reported that they knew ‘some’ and 

‘everything’ about the measures installed.  

When asked if they had any further comments, two building occupants stated that there 

should have been more consultation with school staff prior to the planning and installation of 

upgrades. One participant felt that improvements were made in areas where staff perceived 

they were not needed and other areas which are deemed to need improvement remain 

unaddressed, but specific details were not given.  

It appears that prior understanding of the upgrade work varied across building occupants. 

After the installation, building occupants indicated the extent to which they agreed that they 

understood what the work would involve. One participant ‘strongly agreed’, one ‘agreed’ and 

one ‘disagreed’.  

 Summary of Progress 

All capital work was progressed as planned with the exception of a small section of glazing 

that has required a bespoke design due to the structural nature of the current installation. 

Due to the scale and variety of work within this project it was necessary to deliver elements 

of work while the school was in operation. To mitigate the risk of operational impacts to the 

school, the programme was carefully planned with close involvement from the school to 
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ensure that the areas of the school that were out of use at any one time were manageable 

and did not unduly impact on the schools ability to operate. 

It was decided to adopt a tightly controlled rolling programme of work with no more than one 

classroom out of action at a time. The highest impact works needed to remain on 

programme so a generous contingency was built in to accommodate slippage with the 

glazing contractor, who was locally selected, attending to other work locally if and when they 

went ahead of schedule. 

The main project milestones are summarised in Table 4 below. 

Project Identification and funding 

application 

May 2017 

Funding Awarded August 2017 

Project specification refined September - October 2017 

Pre-tender data gathering November 2017 

Project Tender December 2017 

Tendering contractors site visits January 2018 

Tender return and evaluation February 2018 

Tender Award March 2018 

Full design April - May 2018 

Pre-construction preparations June - July 2018 

Construction Phase  August 2018 – March 2019 

Snagging  April 2019 

Project Monitoring and Verification  May 2019 – April 2020 

Table 4. Project Milestones 

 

 Challenges and Barriers  

Refurbishments of this scale required work to be carried out on live buildings. This has been 

challenging and required a close working relationship with the building users. Despite this 

close working relationship, some complaints were received during commissioning work and 

could have potential to be detrimental to overall message. 

Timescales to deliver this type of work can also be challenging. To maximise the 

engagement potential associated with capital works it would be beneficial to have more time 

to engage with stakeholders at an early stage and incorporate their knowledge into project 

design. This would lend a sense of ownership and ensure works are aligned with 
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stakeholder expectations. The point is emphasised in the feedback below from the building 

occupants and building manager interviewed.  

Perceptions of the Installation 

Participants gave positive feedback on the installation of lighting upgrades. The work was 

not disruptive, as it was carried out after school hours. However, heating upgrade work took 

place during school hours, and participants felt this could have been planned to take place 

during school holidays instead. 

However, there have been ongoing problems with the heating upgrades; which are yet to be 

fully resolved. Participants explained that this mainly related to the radiant panel heaters not 

producing an adequate level of heat. When asked about the quality of the work, one 

participant commented: “the workmanship was good, but not necessarily the products which 

have been used.” This respondent added they had been told by the contractors that the 

boiler temperature was not sufficient for the new heaters.  

Satisfaction 

Participants were asked how satisfied they were with the changes which had been made to 

the building. The building manager reported ‘very satisfied’ (based on the lack of complaints 

received), two building occupants were ‘satisfied’ and one was ‘neither satisfied nor 

dissatisfied’. Building occupants were not completely satisfied due to the problems with the 

radiant panel heaters, and the lack of consultation with school staff. 

Perceived Impact 

Comfort 

The impact on occupant comfort received mixed responses. Initially two building occupants 

reported the building was ‘neither comfortable nor uncomfortable’, one occupant reported 

‘uncomfortable’ and the building manager reported the building as ‘comfortable’. Following 

the upgrades, all three occupants reported the building was ‘neither comfortable nor 

uncomfortable’. The building manager answered, ‘don’t know’.  

Three respondents mentioned draughts from old windows, particularly in the maths tower. In 

the follow-up questionnaire, participants commented that the new windows had greatly 

reduced draughts and “definitely keep the heat in better” (building occupant). However, as 

the school has a policy of keeping all internal doors open the corridors are still draughty.  

The varying responses could reflect the fact that the building comprises various blocks all 

constructed at different times. It was noted that the newer parts of the building seemed to be 

the most problematic, with several participants highlighting the atrium in the Millennium block 

which gets particularly cold in winter and hot in the summer. This was mentioned by 

respondents in both the initial and follow-up questionnaires.  

Heating Controls 

The amount of control which participants felt they had over the temperature in the building 

also varied. In the initial survey, one building user reported they had ‘no control’ and another 

stated ‘full control’. The building manager reported ‘a lot of control’, as did the third building 

occupant. The variation in responses is most likely because temperatures are regulated 
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through a building management system (BMS) which is controlled from the Council 

headquarters in Newtown St Boswells. Building occupants can request changes by calling 

the Council headquarters, and this level of control is interpreted differently. Building 

occupants also mentioned that there are room thermostats but questioned how effective they 

were for controlling temperatures.  

After the installation of heating upgrades, the building manager felt their level of control 

remained the same. One building occupant reported a slight increase in control, and the 

other two felt that they had less control. This is interesting considering one of the upgrades 

was the installation of thermostatic radiator valves (TRVs) to improve heating control. 

The perception of less control could be interpreted as resulting from an improved 

understanding of how the school’s heating systems operate. This is also reflected in reported 

levels of satisfaction with heating controls, which were lower among two building 

occupants14.  

 Reflection and Summary  

Energy Efficient Scotland highlighted the ‘continuing role for the public sector in the 

vanguard of energy efficiency and to enable all public sector buildings to achieve the 

relevant benchmark ahead of 2040 (where technically feasible and cost effective)’. With 

around 20,000 buildings in public ownership in Scotland, there is an obvious contribution to 

carbon emission reductions that can be made from addressing the public estate. However, 

given their accessibility and presence in our communities, there is a significant additional 

value as a visible demonstration of the need to address energy use across all sectors and 

the value that can be realised from doing so (e.g. improved thermal comfort). 

To that end, the capital works at Peebles High School demonstrated how a building under 

use could have measures installed without significantly impacting on day to day working and 

installation proceeded largely as planned. While only a small number of building occupants 

were interviewed, it was clear that building occupants were not completely satisfied post 

install. While improvements were noted in relation to draughts, for example, there was a 

problem with the radiant panel heaters, and the lack of consultation with school staff. Many 

public buildings do present considerable challenges regarding energy efficiency upgrades 

due to multiple users and uses and fabric constraints. Ideally early consultation with 

buildings users would manage expectations and inform implementation. However as was the 

case in Peebles, challenging timelines can act against this. 

While the capital works did act as a catalyst for the engagement with pupils and families on 

energy use, there was a feeling that the wider project could have done more to inform the 

community about the work taking place in the high school. This would have demonstrated 

the cross sectoral commitment of the project to reducing carbon emissions and co-benefits 

of comfort and reduced energy bills. 

                                                

14 The building manager answered ‘don’t know’ and the fourth occupant’s answer remained 

unchanged.  
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 Key Learnings and Recommendations 

 

  

Key Learnings 

• Early engagement with stakeholders allows their knowledge to be included in 

project design, engendering a sense of ownership and aligning with expectations. 

However, timescales to deliver this type of capital project are challenging and work 

against early engagement (as evidenced by before and after user interviews).  

• Energy efficiency improvements to buildings can act as a focal point to encourage 

and reinforce energy efficient behaviour and aspirations in building users. 

• Working with live buildings is achievable, minimising disruption and complaints 

through close working between building users. Negative experiences could be 

detrimental to overall engagement messages and project success. 

• Delivering work with local contractors offers flexibility, but capacity can be an issue 

leading to protracted construction periods. 

• Using the capital works programme as a demonstration of the need to address 

energy use across all sectors, as opposed to a standalone, requires prior 

consideration. The project engaged with pupils and their families on energy related 

behaviours but could have done more on wider communications with the 

community 
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7. SUPPLY CHAIN ENGAGEMENT 

 Overview of the Programme of Work 

The rollout of Energy Efficient Scotland (previously SEEP) has the potential to create a 

substantial Scottish market and supply chain for energy efficiency services. However, the 

supply chain and its economic impact within communities will have to be developed from a 

relatively low base. 

Project engagement with the supply chain to support delivery and inform future development 

took two forms, namely a piece of discrete research delivered by a local consultancy firm 

and concurrently the development, in conjunction with Scottish Borders Council, of a 

Standing List of Contractors to include: 

• SLOC 1 - External Wall Insulation 

• SLOC 2 - Cavity wall insulation 

• SLOC 3 - Internal Wall insulation and Room in Roofs  

• SLOC 4 - Boilers 

Detail surrounding the development of the Standing List of Contractors is provided in section 

4. However, it is referenced in the Reflection and Summary in this chapter where the 

project’s experience is used to support research findings. The majority of this section 

focuses on the research undertaken.  

It was assumed at the outset that there would be limited knowledge of Energy Efficient 

Scotland within the current supply chain in Peebles. Furthermore, whilst there would be the 

necessary skills and trade in terms of heating engineering and building fabric upgrading, it 

would not be at the scale required by Energy Efficient Scotland. There are additional barriers 

and challenges that impede development within the supply chain that also require deeper 

understanding.  

To build on the premise outlined above, the project appointed a local consultant to start to 

build an evidence base of the awareness of the energy efficiency agenda in Peebles, as well 

as an identification of the challenges, barriers and opportunities this agenda presents.  

The research would be used to identify areas of upskilling required, and potential for 

business growth by promoting the future opportunities afforded by adopting an Energy 

Efficient Scotland approach. It was anticipated that the output from the research would build 

a blueprint to be rolled out across the wider Scottish Borders and ultimately nationally.  

The consultant was commissioned to engage with relevant parties, collect information and 

prepare a report for the project team. Work consisted of: 

• Compiling a listing of Peebles trades and supply chain businesses; 

• Undertaking a series of semi-structured detailed interviews with 5-6 local supply chain 

businesses, as well as informal interviews with Council officers, hub-based Change 

Works in Peebles project staff and Borders College; 
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• Designing, promoting and collating a survey aimed at local supply chain businesses; 

and 

• Delivering a workshop with local supply chain businesses, to present the findings of 

the engagement exercise and to discuss specifically opportunities for interested 

stakeholders.  

With regards to the semi-structured interviews, the managers of three Peebles businesses 

were interviewed face-to-face (a builder, a heating engineer and a joiner). A further three 

business owners were interviewed by phone (two joiners and one stonemason). In addition 

to these six business owners, owners of a further nine businesses completed the online 

questionnaire. These comprised two architects, two surveyors, three joiners and one heating 

engineer. Despite a significant level of promotion, only five trade persons attended the 

workshop. 

 Summary of Research 

Structure of the Local Supply Chain Businesses in Peebles 

As part of this project, efforts have been made to collate details of all trade and professional 

businesses located in and around Peebles, drawing on publicly available information 

sources such as directories and internet searches. Estimates for the different types of trades 

and professions are summarised in Table 5. Estimation of local small trade and professional 

businesses in Peebles. The lower, conservative total presented is based on publicly 

available data and findings drawn from the stakeholder interviews5. Additional information 

has been drawn from the results of the interviews undertaken.  

The analysis of local supply chain businesses indicates that using a conservative approach 

there are approximately 144 businesses within a five mile radius of Peebles. The majority 

are time served qualified trades – general builders, joiners, mason builders, plumbers, 

heating engineers, electricians, plasterers and painter decorators. They are supported by a 

smaller number of locally based architects, surveyors, structural engineers, quantity 

surveyors, and solicitors.  

Types of trade or profession Number of 
people 

Builders  

2 to 3 building contractors – 5+ employees per business  10 

2 to 3 general builders – 3+ employees per business 6 

25 joiners – almost all one-person businesses 25 

12 stonemasons – typically one-person businesses 12 

4 roofers – typically 2 to 3 person businesses 8 

3 heavy plant and groundworks businesses – 3+ employees per 
business 

9 
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Plumbing and heating  

4 plumbing and heating engineers – with 2+ employees 8 

6 plumbers – one-person businesses 6 

Painters and decorators  

15 painter decorators – almost all one-person businesses 15 

Kitchen installation  

4 kitchen and bathroom installers – typically 5+ employees 20 

Electricians  

10 electricians – including 2+ with two or more employees 12 

Renewables  

2 to 3 renewables businesses (solar, solid fuel, air pump) – 2 to 3 
employees per business 

4 

Professional services  

5 architects – principally one-person businesses 5 

3 or 4 surveyors – including one or two national outfits 3 

1 or 2 structural engineers – also with offices outside Peebles 1 

Approximate, conservative total 144 

Table 5. Estimation of local small trade and professional businesses in Peebles. The lower, 
conservative total presented is based on publicly available data and findings drawn from the 
stakeholder interviews 

 

The majority of local tradespeople are from Peebles or nearby and most have a steady 

workload. Work is mostly won and conducted on the basis of reputation, and businesses win 

jobs through word-of-mouth recommendation and side-of-van branding and contact details, 

augmented by some promotion through local advertising, website and Facebook presence, 

and listings.  

The tradespeople tend to be locally focused – and prefer to, and are able to, work close to 

base. Consequently, most of the business is conducted within Peebles (for building and 

heating trades, estimated at 50%), or in the western Borders (approximately another 25%). 

The remainder of work is conducted in Edinburgh, mainly along its southern edges. By 

contrast, whilst the work of local architects and surveyors is also skewed towards Peebles 

and the Borders, significantly higher proportions of work relate to Edinburgh and the Central 

Belt, and particularly further afield (around 40% of business, compared to less than 25% for 

trades). A further significant feature, drawn from the online survey and interviews, is the 

majority of work directly for owner occupiers, and the relatively minor involvement in work for 

private landlords, businesses, RSLs and Council and other public bodies. The tradespeople 

that tend to work further from base are often working as sub-contractors. 

A large number of businesses have a workforce of fewer than five, therefore they fall below 

the threshold where they are required to have more formal plans, processes and protocols; 

the majority operate as sole traders. Most administration is undertaken by the owner, or the 

owner and one or more family members. This is significant when it comes to the type and 

range of work that can be tackled by these local businesses. It is also significant in respect 

of the capacity of the sector to engage with more formal tendering, framework and other 

procurement procedures; that may be demanded through Energy Efficient Scotland. 
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Nevertheless, some of the local small businesses do regularly undertake larger jobs and do 

so by collaborating with each other. On this basis, there are considered to be in the order of 

five trader clusters operating within the Peebles area, where an individual will take the lead 

in bringing a small group of one and two-person businesses together to input on a particular 

job. These are not formal networks, but the same grouping of tradespeople tend to regularly 

work together as required, whilst retaining independent operation and billings. 

Lastly, there is a good social contact through local sports and social clubs and other social 

venues, including dominant trade membership of local civic organisations such as the 

Callants, the Round Table, the Guildry and the Masons.  

Current Energy Efficiency Work Undertaken by Local Small Businesses 

Through the interviews and surveys, it was found that most tradespeople participating did 

not relate “energy efficiency” work to the work that they typically undertake. What exactly is 

captured within the term “energy efficiency” was regarded as unclear, but the information 

illustrated in Figure 22, drawn from the online survey, suggests that most businesses under-

estimate their participation in this market segment. 

 

  

 

 

 

 

 

 

 

 

 

 

 

Figure 21: Respondents’ response to the amount of turnover that came from energy efficient 
work in the last 5 years. Presented as the % of respondents 

When presented with a breakdown of different energy efficiency measures, Figure 223 

demonstrates that internal wall insulation was the dominant activity, followed by glazing and 

loft insulation.  
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Figure 22: Traders self-estimation of involvement in delivering different energy efficiency 
measures. Presented as a mean average % of time spent on energy efficiency related work, per 
energy efficiency measure (building; e.g. trades. Advisors; e.g. architects)  

 

Future Potential and Appetite for Energy Efficiency Work 

When exploring the opportunity to expand a business to include additional energy efficiency 

activities, the interest was mixed. As highlighted in Figure 24, the majority of respondents to 

the survey expressed moderate and high interest. However, a good proportion had little, to 

no interest also. The major constraint is a lack of market awareness; other reasons cited in 

Figure 25 included lack of information available, competition and red tape. None of the 

respondents cited a lack of skills as a constraint.  
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Figure 23: Traders interest in the energy efficiency component of their work. Presented as the 
% of respondents, per category 

 

 

Figure 24: Most significant constraint to expanding energy efficiency work. Presented as the % 
of respondents 

 

 Challenges and Barriers  

The following capture some of the key discussions on challenges and barriers faced by local 

supply chain businesses with regards to increasing energy efficiency work. These are drawn 

mainly from interviews and are complemented by the findings of the online survey. They are 

presented from the perspective of those involved.  
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• Communication is word of mouth and local trades work primarily on this basis 

Most business is generated by word of mouth. Tradespeople also communicate face to face 

or over the phone. They also get additional work through existing networks of trade contacts.  

• Clients’ demand for energy efficiency is not clear 

From the perspective of the local supply chain businesses participating in this work, a key 

barrier to energy efficiency is that clients (and prospective clients) are not aware of what they 

want or what types of energy efficiency improvements could improve their specific situation. 

A lot of the time a client would only commission work when they are pushed to, or when a 

problem is identified. The tradespeople regard energy efficiency as currently being a difficult 

thing to sell – with long, and uncertain pay back times. They see the energy efficiency 

agenda as not being ‘client driven’.  

• Lack of scale, time and finance to invest in energy efficiency 

The tradespeople of Peebles tend to work alone and/or collaborating with others on larger 

jobs, calling on other trades when needed. There needs to be certainty and confidence to 

know that they can depend on the energy efficiency business stream. Nonetheless, this 

evolving agenda is set against a lack of time and finance to invest in new types of work. The 

additional administrative costs to work on energy efficiency measures at scale are a real 

disincentive. 

• Red tape and administrative burden are a disincentive for local small businesses 

There is a need to streamline procurement procedures and the associated costs to better 

reflect small and one-person business capacities, professionalism, flexibility and availability. 

Current perceived red tape and associated costs are a real disincentive to expand beyond 

private householders into new schemes and procurement contracts. There is an appetite for 

smaller businesses to undertake work on fuel poverty, as it aligns with their sense of 

community – but it is seen to involve greater administration and listing on a framework – 

further, having to manage payment delays may be an area of friction. In the past, Council 

and Registered Social Landlord work used to be available to local small trades businesses, 

but with these now being done through larger framework contracts, the bidder in most cases 

has no specific knowledge of the geographical area of the works or local costs. Lastly, the 

Green Deal was considered a failure and unpractical from a small business perspective – 

any new system would need to be reworked in terms of bureaucracy.  

• Lack of information on energy efficiency for local small businesses 

Installers and advisors need to know much more about up to date energy efficiency 

measures, their impacts and costs. Additionally, they need to get better information on 

schemes and how to benefit from them – as well as long-term certainty on the opportunities 

available. There are currently no quick win opportunities that could address these barriers 

and so, there could be potential for a single accessible listing of Peebles trades, or a trusted 

trader scheme as a starting point.  
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• Energy efficiency is part of what tradespeople do, and is not the specific focus 

Energy efficiency work is not a focal point for tradespeople, nor is it why they went into that 

area of work; rather it is a part of their work. They use their professional skills and 

judgement, advise clients on what they could do, and meet whatever Building Control 

standards are in operation or as dictated by drawings from architects, building technical 

and/or structural engineers. That then determines currently, the amount of energy efficiency 

related work they complete. 

• Impractical building standard regulations concerning energy efficiency for older 

buildings 

Building standard regulations can require an impractical amount of insulation for old 

buildings and there are many old buildings in Peebles. 

 

 Reflection and Summary  

Energy Efficient Scotland references ‘the potential to create a substantial Scottish market 

and supply chain for energy efficiency services and technologies’ as the Programme is rolled 

out. However, as the Peebles focussed research evidences, the current local supply chain in 

not in a position to meet the scale of the opportunity and play a role in accelerating demand. 

The overwhelming issue arising from this study is how difficult it is to identify and contact 

members of the Peebles trades, and to engage them in consideration of how they could 

improve their businesses, better align their services with client requirements, improve market 

awareness, and steal a march on their competitors. This was one of the challenges 

experienced by the project as it developed the Standing List of Contractors. In addition, at 

present the local supply chain is not in a position to deliver the range of measures for which 

contractors are being sought. Window upgrades is one area that the local supply chain could 

deliver on, and which feedback from owners has indicated is a priority, but this was not 

included as an option in first iteration of the Standing Lists of Contractors for Peebles. 

The study suggested that consideration should be given to establishing a two-year project to 

develop a fully GDPR compliant database of all trades in Tweeddale (more appropriate than 

just the settlement of Peebles), and the establishment of a part-time Tweeddale trades’ 

representative. This would address many of the issues identified in Section 7.3. 

A key part of this support would be the design and implementation of a communications 

campaign targeting local trades, developed in conjunction with the trades. Supply chain 

engagement is required for developing the self-funded customer journey and is undertaken 

by the Change Works in Peebles project. However, it is clear that a far wider and deeper 

level of support is required to make meaningful changes to business function within the 

supply chain.  

A recurring theme is the need to bring householders (the demand side) and installers and 

building professionals (the supply side) together, with particular reference to the ‘self-funded’ 

customer journey. More holistically, a long-term communications programme to inform 

Peebles householders of the upgrade routes they should be looking for, where to go for 

independent advice, and how to contact potential builders and heating engineers is strongly 
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recommended by the research. This currently forms a major part of the work undertaken 

through the Change Works in Peebles project. The Standing List of Contractors was 

developed in response to that need and was requested at the hub or downloaded online a 

significant number of times. However, as a time-limited project, developing sufficient 

prospects that would generate a significant positive shift in the interest, engagement and 

commitment from the supply chain was not possible. All the trades contacted within this 

study were of the view that much more work of this nature was required (also bearing in 

mind that the rollout of Energy Efficient Scotland is planned over a twenty-year period). This 

is borne out by the experience of owners who were not able to contact contractors or found 

contractors reluctant to respond to tenders for one-off work or where the scope of work was 

not defined enough. 
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 Key Learnings and Recommendations 

 

  

Key Learnings 

• Research indicated mixed interest in the market for common energy efficiency 

measures. The Standing List of Contractors developed by the project had limited 

representation from the local supply chain. Some contractors were disinterested by 

‘one off’ measures and poor specification from clients. Where there were specialist 

contractors and an opportunity for the project to bring supply and demand together 

as with Solar PV event, the supply chain did become enthused; 

• It is difficult to identify and contact members of the Peebles trades, and engage 

them in consideration of how they could better align their services with client 

requirements. There is a need to bring the demand and supply side together. A first 

step for local authorities would be to develop databases of all trades split out by 

key geographical areas and to appoint a trades’ representative; and 

• A trusted online portal where owners could get independent advice, information on 

measures and a directory of qualified contractors would be a medium-term goal 

and could form part of a Council’s LHEES. 

Recommendations 

• Provide clarity on Green Deal certification as the scheme no longer exists. 

Consider an alternative kitemark of quality for work in this sector and 

clarity/reduced administrative burden for smaller contractors looking to join; 

• Provide support to strengthen the capacity of SMEs through access to training, 

upskilling and business development; 

• Clearly communicate market opportunities to SMEs across Scotland including the 

business potential of Energy Efficient Scotland and government funded energy 

efficiency upgrade schemes; and 

• Provide better information for end users to strengthen and simplify messaging, 

increase understanding of options and benefits, improve awareness of routes and 

costs and point to sources of support including local trades through, for example 

Trusted Trader schemes. 
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8. PROJECT MANAGEMENT AND COORDINATION 

In addition to reporting specifically on the progress and recommendations from the individual 

sectors, there was also a strong element of project management and behind the scenes 

coordination that warrants reflection. This section summarises this with particular emphasis 

on the coordination of activity between the Council and Changeworks and integration of the 

project into the governance and operations of Scottish Borders Council. It also takes a 

Council perspective on integration with the local LHEES and HEEPS:ABS initiatives. 

 Project Team and Partnership Working 

As reported in section 2, the project team consisted of a Steering Group of senior Scottish 

Borders Council officers and senior Changeworks project officers and a Working Group of 

council officers and Changeworks officers, responsible for delivering the day to day parts of 

the project. A dedicated lead Project Officer and Administrator within Changeworks and 

Project Officer within the Council greatly facilitated delivery. Programmes of work tended 

toward a lead organisation on delivery, though there was always an element of dual delivery. 

Changeworks led on the project’s domestic workstream, and the Council led on the capital 

works and supply chain research. The project’s non-domestic workstream was shared 

between Changeworks and the Council. This approach made for faster progress with 

reporting and decision making at the Working Group when required.  

On the whole, this type of model worked effectively noting some exceptions below. It has 

also become the approach adopted by other local authorities that are now working with 

Changeworks for their additional pilot projects. It should be noted that the structures 

developed also had oversight of the Peebles LHEES developed by Changeworks and 

Scottish Borders Council.  

A strong, effective working group is integral for the success of the project 

The Working Group functioned effectively in terms of bringing new ideas and insight to the 

table and a strong relationship was built between the two organisations involved with the 

project. The key observation from the establishment of the Working Group was that it 

provided insight from a broad range of officers across the Council who would not normally 

work together closely. This included officers from housing, economic development, property 

and estates, planning and development and procurement. The approach facilitated cross 

disciplinary working at the Council and this range of expertise was a real benefit for the 

project. 

Within the Council, a series of self-identified Champions emerged that were able to take 

ownership of the three main sectors covered within Energy Efficient Scotland; domestic, 

non-domestic and public buildings. Having dedicated buy-in from these three individuals 

meant that there was certainty and interest within each area. It also provided a clear go-to 

point of contact for each of these sectors, ensuring a continued Council focus on key issues. 

Having such Champions also enabled a link to other expertise, for example, by working with 

the domestic champion the project team were able to work closely with private landlord 

officers during campaigns.  
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Consider carefully the role of senior colleagues  

Having senior officer support via the Steering Group during the inception of the project was a 

key benefit, ensuring high-level operational decision-making including hub location, building 

warrants, etc. Nonetheless, as the project progressed, maintaining the attendances of busy 

council representatives at the scheduled Steering Group meetings, and their continued 

involvement became a challenge. Caution therefore needs to be taken to ensure that the 

Steering Group does not become too operational, losing purpose through regular meetings 

that may not have much relevance for these members.  

Whilst there may not be a perfect model for involving senior officers across the Council; 

there needs to be a balance with regards to the frequency of meetings. An approach that 

could function effectively in these circumstances is ‘manage by exception’. Here, members 

of the Steering Group could be provided monthly project highlight reports but would only 

meet when big project decision points need to be made, or at the end of a key stage within 

the project. For this to function effectively, members of the Steering Group would need to be 

clear on their role and responsibility and this should be outlined in the Terms of Reference 

for the Group.  

Ensure there is early identification of the internal expertise required for project 

success 

As this was a new, pilot project, the expertise required across the Council was in part 

identified at the start of the project but was also sought as the project progressed. On 

reflection, we would suggest that it would be beneficial for local authorities to understand the 

existing internal expertise to deliver these types of projects and to secure buy-in and support 

from officers early on. Ideally, this would be at the pre-application stage. It is important not to 

underestimate the required skills and the complexity of delivering this type of project and it 

should not be assumed this can be delivered by tagging onto existing work, as there is 

unlikely to be the capacity. We see the benefits of identifying internal expertise and securing 

commitment from these officers to ensure they prioritise this work alongside other demands. 

If it is not a priority, we found that delay could occur when dealing with colleagues that are 

not involved directly with the project. It also helps to raise further awareness and buy-in for 

Energy Efficient Scotland across the Local Authority.  

Involve intermediary groups to help ensure project longevity 

When working on behavioural change engagement projects that provide advice and support 

to the local community, it is likely that there are existing forums, support groups and services 

that operate already within the community. Many of these are already known to the Council’s 

Communities and Partnerships service area. A challenge faced with finite projects like this 

one, is what happens when the funding runs out. Consequently, to help ensure there are 

engrained, long-term support networks on fuel poverty and home energy efficiency, we 

would suggest that wherever possible, projects should look to partner with existing 

intermediary groups. In practice, this could involve using the hub as an opportunity to train 

and equip existing services and officers to support the agenda across the region. It could 

also look to identify how any type of hub could be integrated into other services that exist in 

the area, as part of the exit strategy for the project.  
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Maximise the benefits of the project by working with trusted delivery partners  

Local authorities are in a strong and suitable position to deliver the Energy Efficient Scotland 

agenda. They offer access to teams, data and resource that is vital to help deliver the targets 

of the Route Map. They also have a role with regards to owning social housing and public 

buildings and spaces. However, due to cuts to services and funding over the years, in many 

cases local authorities may not have the bespoke expertise in-house that is required for the 

‘engagement’ aspects of Energy Efficient Scotland such as the hub style arrangement for 

this project. Whilst this expertise and capacity could potentially be bolstered and developed 

over time in-house, if there was the commitment from the Scottish Government to do so, at 

present it is likely to be light (see capacity building section below).  

By partnering with Changeworks, the Council were able to draw on the services that they 

provide, including project management, domestic engagement, behavioural change and 

detailed data analysis. This allowed the project to hit the ground running at the start of the 

project. Therefore, at this moment in time, we would recommend that local authorities review 

their own expertise and its strengths and limitations, as well as the different delivery models 

that could be used to progress this type of work, with a view to partnering with trusted 

organisations to maximise the benefits that they could bring to the project.  

 Challenges and Barriers 

The advantages of setting up the Steering Group and its integral involvement with project 

inception have been covered above. However, in relation to the wider project there are 

recommendations to securing Senior Officer buy-in throughout the project. 

Overall, given that this was a pilot project, and in relation to the LHEES not yet being a 

statutory duty, it was challenging to secure senior buy-in. Until Energy Efficient Scotland is 

launched fully, there are limited examples and certainty for how it will look and function. 

Therefore, it was expected that this project may not have taken priority for many individuals.  

To help address these issues, further certainty and briefings could be made by Scottish 

Government and directed to Senior Officers at local authorities in order to help secure buy-

in. These briefings could include the level of support anticipated by Scottish Government at 

the senior level in terms of top down delivery, and the support anticipated by Officers that 

may be delivering such projects in practice. 

Given the pressures on resources across local authorities, and the competing demands on 

Officer time, Scottish Government needs to consider the priority it accords to LHEES relative 

to other aspirations. If, the energy efficiency and climate change agenda is to become a 

primary focus of senior strategic interest within councils, then Scottish Government may 

need to be more directive in setting out its expectations. In so doing, it will need to recognise 

that not everything can be a priority, and local authorities’ capacity is likely to remain limited 

unless Scottish Government encourages and supports change. 

Local Authority Capacity Building 

Within this project, working with a delivery partner has enabled the project to progress faster 

on many of the objectives, compared to if the Council had been working alone. This is 

particularly true for the project proposal; it is likely that without the involvement of 
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Changeworks during the application process, this project may not have been fully possible, 

as SEEP at the time was an isolated programme of work and not a statutory duty.  

Looking ahead, a key outcome for Energy Efficient Scotland from a Scottish Government 

perspective is that there is capacity building within local authorities. From a local authority 

perspective, it is also essential that some capacity building takes place during the project 

duration; especially if future projects or similar work could be brought in-house for part or if 

not all, of their delivery.  

Whilst working with a third party and/or with a delivery partner has many benefits, some of 

which are outlined above, the challenge then becomes how can the capacity building take 

place if the local authority is a step removed from many of the core activities within the 

project. To address this challenge, it was important for the Council to not only see the work 

that was completed throughout the project, but to understand how this work was completed 

in practice. The Working Group was an excellent forum to support this approach. As the 

project progressed, we found that one of the best ways to help ensure capacity building was 

joint ventures, where new campaigns and events were progressed collectively between the 

Council and Changeworks. These included our renewables and storage event and the non-

domestic engagement approach we developed.  

Data Sharing 

Data sharing was a key requirement to progress between agencies at project outset and is 

reviewed here as it was a key issue for the management team to address to ensure that any 

personal data being handled by the project was protected adequately and properly. The 

project operated under Changeworks’ robust data storage and sharing principles. Data 

sharing agreements were put in place with project partners ensuring that EU General Data 

Protection Regulation (GDPR) requirements were fully met. GDPR came in part way through 

the Change Works in Peebles project, resulting in agreements put in place having to be 

reviewed and revised for the Tweeddale extension project.  

The data sharing agreement set out how personal data would be shared between 

Changeworks (the Data Controller) and partner organisations as part of the project. Data 

sharing was required to enable the project’s activities to be completed, to monitor the 

success of the project and for customers to be given appropriate advice and support. 

Consent was sought and recorded for all data collection activities, and data subjects were 

informed of the potential sharing of their personal data with project partners through a 

detailed privacy notice. Referrals to Home Energy Scotland and Resource Efficient Scotland 

were made by utilising their secure web-based referral portal systems. 

Data sharing was required as follows: 

• A contract variation was required to Scottish Borders Council’s contract with Energy 

Saving Trust to allow access to Home Analytics data. This data is required to profile 

housing types in the areas and identify areas of lower EPC ratings within the project 

area; 

• A data sharing agreement with Energy Saving Trust was required to allow the sharing 

of outcomes on referrals for energy advice passed to the network via the Home Energy 

Scotland portal. Prior to GDPR a simpler agreement was put in place, but after GDPR 

came into force this agreement was reviewed by Energy Saving Trust and a much 
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lengthier and more complex agreement was put in place (the process took five months 

to reach final agreement); and 

• A data sharing agreement would have been desirable with Zero Waste Scotland who 

manage the Resource Efficient Scotland advice service. However, the timeframe to put 

this in place would delay delivery of the project. This made the evaluation of outcomes 

of Resource Efficient Scotland referrals more challenging. 
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 Key Learnings and Recommendations 

 

  

• A strong, effective working group was integral to the success of the project. 

The Working Group brought new ideas and insight and built a strong partnership. It 

facilitated cross disciplinary working at the Council, as well as developing a series 

of self-identified Champions. Dedicated buy-in from these Champions meant 

representation and interest across the breadth of the project topics, as well as a 

link to other services within the Council.  

• Senior council Officer support via the Steering Group during project 

inception was a key benefit, ensuring high-level operational decision making. 

Maintaining attendance of busy individuals at the Steering Group meetings became 

a challenge and managing by exception could function effectively here, ensuring 

clear roles and responsibilities.  

• It is beneficial for councils to understand existing internal expertise to deliver 

these types of projects, and to secure buy-in and support from Officers at 

pre-application stage.  

• Engagement projects should look to partner with existing intermediary 

groups that already operate in a community. This requires an appreciation of 

where a hub could add value, such as by acting/ as a training point to train and 

equip existing services to support the agenda across the region. 

• Local authorities partnering with delivery agents (e.g. Changeworks) enables 

outsouring of high quality expertise, in particular around communnity 

engagement, behavioural change and detailed data analysis. We would 

recommend that local authorities review their own expertise and its strengths and 

limitations, with a view to partnering with trusted organisations to maximise the 

benefits that they could bring.  

• Further certainty and briefings could be made by Scottish Government and 

directed to Senior Officers at local authorities in order to help secure buy-in. 

Though it will need to recognise that not everything can be priority, and local 

authorities’ capacity is likely to remain limited unless Scottish Government 

encourages and supports change. 

• It is essential for local authorities to build capacity internally. One of the best 

ways to help ensure capacity building was joint ventures, where new campaigns 

and events were progressed collectively between project partners.  

• There are benefits of integrating elements of other Scottish Government 

projects alongside this type of project. There is a need to exercise caution in 

relation to negative experiences with one project impacting the reputation of 

another. 
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9. Conclusions, Recommendations and Next Steps  

Change Works in Peebles piloted an integrated ‘one-stop shop’ approach to progress key 

themes and challenges set out in Energy Efficient Scotland. Domestic and business 

customers were engaged in numbers considerably greater than a business as usual case, 

reaching 2,327 and engaging with 876 over a 12-month period. In addition, the number of 

new customers engaged per month was sustained. The project dovetailed with Home 

Energy Scotland and Resource Efficient Scotland with customers referred, signposted and 

provided with the support required to see them over the line in realising change. A capital 

works programme was also delivered at the High School, with parallel engagement with 

pupils and families and aiming to secure commitment to increased energy efficiency. 

Throughout this ongoing multi-faceted initiative, Scottish Borders Council and Changeworks 

have partnered effectively and coordinated engagement with organisations required to 

deliver holistic services. 

However, the project’s greatest achievement and future opportunity was to develop in 

months, a resourced and structured delivery vehicle for developing and piloting services that 

could shape the future Energy Efficiency Scotland operational approach. Resourced, 

knowledgeable and experienced, the project has worked with the self-funding market to 

reduce barriers and support the uptake of renewables and more extensive insulation 

measures, while providing a programme of behavioural change support for all. This has 

included engagement with the private sector landlords. The supply chain has also been 

researched and engaged, with some clear learnings on how to develop greater participation 

in the opportunities that Energy Efficiency Scotland will bring. The non-domestic sector has 

also been surveyed and engaged with communication channels established to develop more 

compelling opportunities. In addition, the hub has remained a popular and key point of 

contact with the community and now serves an area considerably larger than the original 

project envisaged.  

Recommendations 

Throughout the report, the project has provided insight into the approach, progress and 

challenges faced first-hand when delivering this kind of holistic, cross-sectoral project. 

Insight has been used to shape a number of key learnings aimed at local authorities and 

delivery agents such as Changeworks along with recommendations for Scottish Government 

(and delivery services Home Energy Scotland and Resource Efficient Scotland).  

However, there is an opportunity and recommendation that working in support and 

partnership with Scottish Government, Home Energy Scotland and Resource Efficient 

Scotland it is feasible to develop and test: 

• Improvements to the Home Energy Scotland Loan process; 

• Data sharing arrangements to evaluate the whole customer journey; 

• Refinements to the referral process for businesses, piloting more compelling offerings;  

• Improved supply (installer) and demand (household/business) side linkage for the self-

funding market; 

• More complementary services to Home Energy Scotland and Resource Efficient 

Scotland, (as their services in turn evolve); 
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• Cost effectiveness and alternative funding models for a Hub resource in delivery areas 

that can evolve (e.g. Peebles – Tweeddale – Scottish Borders Council area);  

• Further linkages with the LHEES and HEEPS:ABS offering; 

• New types of campaigns including those targeting private sector landlords; 

• Complementary services that work with existing intermediary groups and Council/NHS 

Borders services to train and support fuel poor households; and 

• Delivery of new capital works projects, linking effectively with the community from the 

outset. 

The key recommendation therefore is to resource the Project and Hub for a period of 

3-5 years from launch, acting as a test bed for developing, piloting and geographically 

expanding services that can shape the future Energy Efficiency Scotland operational 

approach. 

 

  

Next Steps 

Change Works in Peebles expanded its delivery area to wider Tweeddale in October 

2018 and is funded until March 2020, utilising the existing project infrastructure and 

resource reviewed in Section 2 Project Set Up. While this report focuses on activity to the 

end of March 2019, the project has continued to develop at pace, utilising learnings and 

building on the experience and knowledge gained previously.  

Programmes currently in development include: 

• A low carbon heat offering with quality control function; 

• Further development of the standing list of contractors to include additional 

measures; 

• Enhanced behaviour change programmes with robust monitoring and evaluation; 

and 

• Deployment of a more holistic monitoring and evaluation framework. 
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1. Introduction 

To develop a coherent, compelling and relevant campaign programme to deliver Change 

Works in Peebles (CWiP: a Phase 2 SEEP Pathfinder Pilot) an analysis of available 

domestic and socioeconomic data related to domestic properties and householders was 

conducted. This resulted in the generation of several recommendations which provide 

information to inform any targeted intervention, including likely motivations for take up and 

behavioural advice. These recommendations have been further sense checked and informed 

by  

• Marketing and Communications considerations 

• Operational constraints and opportunities 

• Our understanding of limitations within the available data when considered against 

the known property archetypes 

• Changeworks’ understanding of domestic energy related behaviours considerations 

and those that are more operational in nature. 

It should be noted that the data analysis conducted for this paper is also a component part of 

Changeworks Local Heat and Energy Strategy (LHEES) for Peebles. An LHEES document 

covers domestic, non-domestic and public buildings over a twenty-year period. As part of the 

final Peebles LHEES, recommendations for near term interventions (first five years) will be 

generated. These should be regarded as ‘no regret’ or ‘low regret’, as referenced in 

Scotland’s Energy Strategy 20181. This means they should have a materially positive impact 

against the LHEES primary objectives, but not compromise future decision making where 

technological, market, financial or political actors are not aligned to define a clear low carbon 

path. 

This paper presents the recommendations and insights to date and is intended to inform:  

a. The development of community engagement programmes aimed at improving the 

impact of domestic property related interventions and associated householder 

behaviours.  

b. The development and content of the baseline and thematic project campaigns 

including customer journeys informed by key behavioural insights 

  

                                                

1 http://www.gov.scot/Publications/2017/12/5661 

http://www.gov.scot/Publications/2017/12/5661
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2. Campaign Composition Overview 

The layering of insight, drawn from a number of areas, onto the data driven 

recommendations has led to an overview of what the project campaign should comprise. In 

addition, this should inform the criteria under which any early community engagement takes 

place.  

The campaign in Peebles will operate at two levels, baseline and targeted. Within both, there 

will be options deemed ‘quick wins’ which for zero or a relatively small outlay, householders 

will be able to realise considerable benefits in terms of financial (and subsequent carbon) 

savings. All actions will be ‘no regret’ or ‘low regret’ in nature and not compromise future 

interventions. 

Baseline 

The baseline campaign will operate for the duration of the project and focus on a number of 

themes that are applicable to the majority of households in Peebles. The majority will have a 

significant behaviour change component and participation might therefore require no cost to 

the householders. Others might require an investment that could be considered in the low-

cost bracket (< £500). Boiler upgrades will be the exception and incur a more significant cost 

to the householder. There will be a focus on developing and facilitating the customer journey, 

adopting innovative along with tried and tested approaches. 

The baseline campaign will focus on the following: 

1) Effective management of space heating controls 

a) Behaviour only 

b) Digital thermostat (e.g. HIVE) 

2) Efficiency of central heating boiler (with a view to promoting boiler upgrades) 

3) Effective management of water/ hot water use 

4) Effective management of electrical appliances and lighting 

5) Draught-proofing properties 

6) Engaging with the online Home Energy Check 

 

Targeted 

Targeted interventions have been drawn from the recommendations and informed by 

operational considerations, marketing and communications, and prior experience of delivery 

via the Home Energy Scotland Advice Centres and Changeworks Programme Management 

Team. They are not listed in priority order. Consideration of each of these should be 

informed by the detailed recommendation (section 6). 

Theme Comments Quick 
Win 

Solar installs 
(thermal or 
PV) 

• Potential for buyers’ club 

• Need to consider whether it links with LHEES and SEEP 
agenda (though likely in scope for the Peebles Pathfinder) 

• Strong opportunity for community engagement 

• May make sense to link with wider renewables promotion 
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Theme Comments Quick 
Win 

Cavity, loft 
and 
underfloor 
insulation 

• Early thematic campaign 

• Will provide Quick Win with noticeable difference to the 
householder for a limited cost 

• Project facilitates journey with the installation contractor 
surveying (with associated risk that it may not go to 
completion) and CWiP providing the essential Quality Control 
function to give reassurance  

Y 

Glazing • Supply chain research required 

• Need to draw in planning at SBC on local guidance 

• May be part of an older property campaign targeting windows 
plus other measures (reference successful tenemental 
campaigns and meetings in Edinburgh) 

 

Internal wall 
insulation 
and coomb 
ceiling  

• IWI and comb ceiling campaign brought together.  

• Combined IWI and coomb ceiling tender requesting solutions 
for the archetype from the contractor (with an indicative 
number of properties) 

• Contractors might not be local to the area 

• Able to use HEEPS: ABS in the form of funding for HTT 
cavities.  

• Desirable to contact Historic Environment Scotland or 
reference HES Case Studies  to inform any tender spec and 
award. 

 

External wall 
insulation 

• Some EWI being undertaken as part of HEEPS: ABS 
programme 

• Learn lessons from HEEPS:ABS to formulate campaign for 
latter end of programme 

• Not all properties suitable for EWI will be eligible  

• Careful consideration regarding wider offer and messaging, 
likely to follow installs and some good news stories 

Y 

Quantum 
upgrades 

• Small group with thematic campaign versus buyers group. 

• Involve housing associations as a considerable number of 
properties are owned by them. 

• More of an information campaign  

 

ASHP/ 
GSHP 

• Programme Management do not have experience of procuring 
contractors for heat pumps and this is more likely to be for 
early adopters 

• May fit in with a wider renewables campaign 

• Opportunity as part of the customer journey for boiler 
upgrades to look at hybrid options (Gas Boiler/ Heat Pump) 
for suitable properties and early adopters. 

• Niche at this stage 

 

 

In addition to the themes above, there will be activity to engage with the non-domestic/ 

service sector and public sector (high school). The overall campaign will have a carrying 

capacity regarding thematic interventions and these are likely to be in the order of one per 

quarter. 
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3. Methodology 

An outline methodology is provided below, which covers the development of informed 

recommendations and their subsequent use.  

 

Figure 1: Methodology covering development of informed recommendations. 

 

 

 

 

8. Strategic Campaign Strategy Development (as part of 
Peebles LHEES)

7. Analysis of community engagement outputs

6. Design and Deliver Peebles Community Engagement Process
Stakeholder engagement Surveys or focus groups

5. Peebles LHEES Recommendations (expanded)

4. Review meeting
Marketing and Comms 

assessment 
Operational constraints and 

opportunities
Wider energy and 

behaviour change inputs
Known data driven 

constraints

3. Data driven Peebles LHEES Recommendations (10)

2. Analysis of data 

1. Collation of Peebles specific domestic property and 
socioeconomic data
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4. Measures-based recommendations 

The early stage development of the Peebles Local Heat and Energy Efficiency Strategy 

(LHEES) has focused on the analysis of data relevant to domestic properties, with an 

emphasis on drawing recommendations for increasing property energy efficiency, assessing 

suitability for domestic scale renewables, targeting behaviour change interventions and 

overall reduction of energy demand. Below, we discuss the data analyses and how these 

resulted in the segmentation of the householder in Peebles and the recommendations for the 

SEEP Pathfinder Pilot. 

4.1. Data and recommendations 

A review of relevant domestic property data resulted in a segmentation based on a number 

of variables (such as property type, wall types, socio-demographic grouping) so that 

interventions by the pilot can be more targeted in their nature and more informed in their 

composition. As mentioned in the Campaign Composition Overview (section 2), this allows 

the project to be proactive in the targeted approach, rather than offering all opportunities in 

the baseline campaign.  

The main datasets utilised are  

1. Home Analytics (version 3.2) 

2. Census data (2011) 

3. BEIS Energy Use data (postcode level, 20152) 

Most recommendations have been informed by analysis of Home Analytics and Census 

data, informing us of the house types and their characteristics, as well as the geographical 

spread of householder types. The BEIS energy use data was subsequently used to show 

correlations or otherwise in energy use versus the properties characteristics (mostly energy 

efficiency bands), taking into consideration property numbers in each category (for details 

see Appendix). The energy use data analysis did not result in stand-alone recommendations, 

but informs prioritisation of the recommendations provided.  

Overall, ten energy efficiency and heating recommendations are provided, which have been 

characterised by: 

• Number of Households that can be targeted 

• Geographical location 

• Likely motivations for take-up 

• Behavioural Advice 

• Other Considerations 

• Modelled CO2 Savings *(figures from the Energy Savings Trust) 

• Cost per install 

 

 

                                                

2 https://www.gov.uk/government/collections/sub-national-gas-consumption-data 
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4.2. Methodology and supergroups 

Following this initial analysis, households in Peebles were separated geographically into four 

broad supergroups, primarily based on housing type, housing age and the demographics of 

householders. These supergroups overlap in that their defining characteristics will not apply 

to every member of that group. The four supergroups are described in section 5, and consist 

of: 

1. Active Families 

2. Retired/empty nesters 

3. Flat dwellers in pre-1919 properties 

4. Households in post-1950 terraced properties 

 

After the selection of supergroups, BEIS energy use data (gas and electricity) was analysed 

to determine what geographical areas, or which demographics, should be prioritized in the 

LHEES to maximize the potential carbon gains (see below).  For example, given the gas use 

patterns in Peebles, detached properties that were built pre-1992 should be prioritised in 

order to make the largest carbon savings on gas use. To facilitate the largest electricity 

reductions, we suggest targeting behaviour change campaigns for those that live in terraced 

properties, since they are the largest users in Peebles.   

Supergroups were furthermore used to determine which possible measures are most 

appropriate to them (section 6). Note that for 11% of the households in Peebles, the housing 

stock data analysis (Home Analytics) did not provide any heating, energy, or fabric 

suggestions. It should also be noted that Home Analytics lacks information that will allow for 

recommendation on draught proofing and underfloor insulation. While these have not 

appeared within specific recommendations, they could be considered as part of the 

messaging within a specific campaign, as could reviewing boiler replacement by age.  

Overall, the recommendations for householder’s centre around the install of physical 

measures which are identified by Home Analytics data, integrated with behavioural advice at 

install and follow-up. With the LHEES, there is a need to omit some people who could 

potentially avail of a measure, due to location, economies of scale and the like. Some of the 

recommendations are area specific (i.e. for solar measures, or quantum heaters), whereas 

others are more generic (boiler upgrades, loft insulation). The level of specificity will impact 

on how these measures are promoted.  
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5. LHEES supergroups 

Households in Peebles were separated geographically into four broad supergroups, primarily 

based on the housing type, housing age, and demographics. Note that the areas in the 

groups below do not overlap, but there will be members of each group living in the other 

areas. In other words, the areas highlight the majority of the housing type and householder 

types living there to facilitate campaign planning. 

Supergroup 1: Active Families 

Who does this 
include 

Primarily families (young or teenage children living in home), with 
a level of disposable income. Living mostly outside the centre. 

Tenure Owner-occupied tenure (88%) 

Number of 
homes 

1,525 Homes 

Typical 
Archetype 

Many large post 1950 semi-detached and detached houses. 

Energy Use 

Higher energy users (Average gas use 15,550 kWh, with 
significant high users >20,000 kWh) 

 

EPCs 694 have EPC of D, 280 EPC of E. 

Area 
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Supergroup 2: Retired/ Empty Nesters 

Who does this 
include 

Retired, older people, generally with a higher level of 
disposable income (i.e. higher than supergroup 3). Living 
mostly in the centre of Peebles (more central than group 1). 

Tenure 73% owner-occupied 
 

Number of homes 1,238 households 
 

Typical Archetype 
 

Pre-1919 terraced housing and single story detached 

Energy Use 
 

High energy users (average gas use 14,808 kWh)  
 

 
 

EPCs 860 have EPC below C 

Area 
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Supergroup 3: Flat Dwellers in Pre-1919 Properties 

Who does this 
include 
 

Includes young families and older couples with less income 
than groups 1 and 2.  

Tenure 48% owner occupied, 24% social tenants 
 

Number of homes 498 households 
 

Typical Archetype 
 

270 (56%) small blocks of flats or tenements, pre-1919 

Energy Use 
 

Low energy users (average gas use 10,868 kWh) 

 
EPCs Mode EPC rating: D. 366 householders < C 

 

Area 
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Supergroup 4: Householders in Terraced Post-1950s 

Who does this 
include 
 

Householders who have less disposable income than group 1 
and 2. Differentiated mainly from group 3 by housing type. 

Tenure 53% owner occupiers, 32% social tenants 
 

Number of homes 1080 households 
 

Typical Archetype 
 

Terraced housing and small blocks of flats most common, post 
1950’s. 

Energy Use 
 

Low energy users (average gas use 11,344 kWh) 

 
EPCs 406 with EPC of D, 593 < C 

 

Area 
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6. Recommendations 

The recommendations/ potential measures fall into three groups, those targeting; 

1. Heat3 

2. Energy generation 

3. Building fabric  

 
Figure 2: Schematic representation of possible energy, heating, and energy efficiency measures 

in Peebles and the number of possible domestic properties where they could be deployed.  

 

These potential upgrades are derived from the available data, and therefore due to the 

limitations of Home Analytics exclude suggestions for draught proofing and under floor 

insulation. The latter measures should be included in any campaign. In addition, note that 

this figure covers the potential based on the housing characteristics. For most of the 

householders in a property suitable for a heat pump the price of this technology will currently 

still form a large barrier for investment.   

                                                

3 The number of potential heat pumps in Peebles is an estimate based on the property types in 
Peebles, whereas Home Analytics will not suggest this technology when a property is currently 
connected to the gas network.  
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6.1. Heat and Energy Recommendations 

 Boiler Upgrades 

Suitable for - Group 1 (not those who invest in solar packages) 
- Group 2 
- Private Landlords 

Number of households - 955 (501 + 454) 

Geographical location - Dispersed throughout Peebles 
- Particular concentration in NW and town centre (as 

those properties not suitable for solar) 

Likely motivations for 
take-up 

- Thermal comfort 
- Concern that heating is likely to breakdown? 
- Energy efficiency 
- Financial savings 

Behavioural advice - How to use effectively 
- Heating advice at 6 month follow up 

Other considerations - General trend is for reactive boiler upgrades, rather 
than proactive 

- Could be combined with weather compensation kits 

Modelled CO2 savings 
*(figures so far from 
EST) 

- On average 590 kg CO2 per year (£134), ranging from 
242-1408 kg CO2 per year (£55-£330), depending on 
boiler and house type. Savings depend largely on 
upgrade (i.e. from G or D) and housing type. 

Cost per install - £3,200  

 

 Solar Installs 

Suitable for: 
Presented as an 
either/or option, not 
complementary 

- Suitable properties all within group 1 
 
Solar PV 

- For majority of this group 
- Could include options for ASHP/ battery storage for 

highly engaged householders with high levels of 
disposable income 

Solar Thermal Heating 
- Not suitable for households with < 4 members, as will 

only be viable for households with high water use 
(number of family members and frequency of 
showering etc.) 

Number of households 645 in total (overlap 424 suitable for both, technically) 

Geographical location - Discrete areas – See Appendix 
- Predominantly South and North, not central area 

Likely motivations - Financial and energy savings 
- Generate income 
- Image linked to being green/ progressive 
- Gadget angle (especially for PV) 

Behavioural Advice - Reducing domestic electric use  
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Other Considerations -  

Modelled CO2 Savings  - 1,420 kg CO2 per year for PV (£273, including feed in 
tariff) 

- 270-460 kg CO2 per year for solar thermal (£55-£75 
without the RHI, RHI £200-£485 per year for 7 years) 

Cost per install - £6,500 for Solar PV, £3,000-£5,000 for solar thermal 

 

 Upgrades to Quantum Heaters 

Suitable for - Group 2 (those off gas) 
- Housing Association tenants in group 2,3,4 

Number of households - 463 in total 
- 257 home owners (an optimistic estimate) 
- 146 social tenants 

Geographical location - Spread through a discrete area 
- All centrally located (around High St etc.) 

Likely motivations HAs 
- Increase EESSH scores (future proofing) 
- Cost savings for tenants 

 
Home Owners (group 2) 

- Reduce fuel bills 

Behavioural advice - How to use heaters effectively 
- Advice on use of electric heaters  

Other Considerations - This option represents a major opportunity to develop 
partnerships with housing associations, as it is not 
solely focused on householders, as with other 
recommendations. 

Modelled CO2 Savings  - 828-763 kg CO2 per year (£173-£188) 

Cost per install - £2,650-£2,970, depending on the amount of rooms 

 

 ASHP/ GSHP 

Suitable for - Most affluent Group 1 members 

Number of households - Detached post 1950s houses (approx. 1400 houses, 
though it depends on the size of the house and room 
for radiators if a property is appropriate. When 
selecting the largest non-listed detached houses, there 
are ~500 left in Peebles) 

Geographical location - Discrete areas 
- South Peebles – a number of large detached houses in 

estates 

Likely motivations - Image 
- Draw of technology 
- Investment 

Behavioural advice - Further technological options 

Other considerations - While a more niche, expensive measure than for 
example loft insulation, useful to include as part of 
LHEES to meet long term goals 

Modelled CO2 Savings  - 1,810-4,950 kg CO2 per year, depending on the fuel 
type and housing type (£198-£690) 

Cost per install - £9,000  



 

  17  

6.2. Small insulation upgrades 

Note that options for draught proofing and under floor insulation cannot be directly derived 

from the available data. These should be considered as part of the overall campaign.  

 Loft Insulation  

Suitable for - Houses in Group 1 and 2 
- Suitable Group 4 houses (as part of HEEPS:ABS) 

Number of households  Group 1 & 2 Group 4 

Virgin 212  49 

Top Ups 336 222 
 

Geographical location - Dispersed throughout Peebles (Postcode Level) 
-  

Likely motivations - Thermal comfort 
- Financial savings 

Behavioural advice - Heating controls 
- Patterns of heating home 

Other considerations - Option to merge with boiler upgrades and double 
glazing – to emphasize £ savings possible 

Modelled CO2 Savings  - 530-990 kg CO2 per year for virgin loft insulation (£120-
£225, for top-ups it is 50-90 kg CO2 per year, £10-£20) 

Cost per install - £230-£395  

 

 Under Floor Insulation  

Suitable for - Houses in Group 1 and 2 and ground floor flats 
- Suitable Group 4 houses and ground floor flats (possible 

through HEEPS:ABS packages) 

Number of 
households 

Overall, we estimate 640 properties that could benefit from 
(suspended) underfloor insulation, 430 in group 1&2, 210 in 
group 4. 
 
For this estimate, expertise from the HES advice centre was 
used, with a similar split between group 1&2 and 4 assumed 
as observed for loft insulation.  In the experience of their 
assessors there was no clear proxy (e.g. wall type, age) for 
this measure. They estimated 70% of the households they 
visit for an assessment have a suspended underfloor. From 
Home Analytics we assumed subsequently that if a property 
has no other form of insulation and is built pre-1992, there is 
no floor insulation either, resulting in the figures above. 

Geographical 
location 

- Dispersed throughout Peebles  
 

Likely 
motivations 

- Thermal comfort 
- Financial savings 

Behavioural 
advice 

- Heating controls 
- Patterns of heating home 

Other 
considerations 

- Option to merge with boiler upgrades and double glazing – to 
emphasize £ savings possible 

Modelled CO2 
Savings  

- 160-290 kg CO2 per year floor (£25-65) 

Cost per install - Suspended floor insulation £300-£750, solid floor £950-£220 
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 Glazing and secondary glazing  

Suitable for - Group 1 
- Group 2 
- (180 across group 3 and 4 as well) 

Number of 
households 

- 424 *(this may include some pre 1919 houses which will be 
unsuitable/ more costly) 

Geographical 
location 

- Dispersed throughout Peebles  

Likely 
motivations 

- Comfort 
- Financial Savings 
- Add value to property 
- Increasing efficiency of any upgrade (trigger points) 
- Noise reduction 

Behavioural 
advice 

- Heating controls 

Other 
considerations 

- Could be delivered on a room-by-room basis rather than 
whole-house upgrade. Can be combined with draught 
proofing.  

Modelled CO2 
savings  

- 462-154 kg CO2 per year per window (based on cost savings 
from EST, £35-£105 per window, depending on the property 
type) 

Cost per install - £550-£890 per window, with timber sash windows being more 
expensive. Slimline glass for listed buildings costs £1250 per 
window. Secondary glazing is an option too at £400 per 
window when using Glaze and Safe 

 

 Draught proofing 

Suitable for - Group 1 owners, mostly of pre-1919 homes 
- Group 2 owners, mostly of pre-1919 homes 

Number of 
Households 

- 615 in total, 424 in group 1 and 2. (There was no 
straightforward variable in Home Analytics corresponding 
with this, hence we used the status of single glazing as a 
proxy) 

Geographical 
location 

- Discrete concentrated areas 
- Largely centre and North of centre 

Likely 
Motivations 

- Thermal comfort 
- Comfort 
- Investing in property  

Behavioural 
Advice 

- Patterns of heating 
- Heating Controls 
- Ventilation 

Other 
Considerations 

- Could be combined with thermal imaging to engage 
customers and increase uptake of measures. Can be 
combined with glazing upgrades. 

Modelled CO2 

Savings  
- On average 110-242 kg CO2 per year per household, 

corresponding to £25-£55 a year. 
.  

Cost per install - £85 to £275 to draught proof the whole house 
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6.3. Building Fabric Upgrades 

 Room & Roof Coombed Ceilings 

Suitable for - Group 1 owners of pre-1919 homes 
- Group 2 owners of pre-1919 homes 

Number of Households - 91 + 85 = 176 total 

Geographical location - Discrete concentrated areas 
- Largely centre and North of centre 

Likely Motivations - Thermal comfort 
- Comfort 
- Investing in property (Group 1) 

Behavioural Advice - Patterns of heating 
- Heating Controls 
- Ventilation 

Other Considerations - Could be combined with thermal imaging to engage 
customers and increase uptake of measures 

Modelled CO2 Savings  - 520-1870 kg CO2 per year (on the higher end if will be 
combined with IWI), depending on housing type (£120-
£425) 

Cost per install - tbc 

 

 External Wall Insulation 

Suitable for - Small number of properties in North Peebles, (Violet 
Bank) eligible for HEEPS:ABS 

- Remaining homes who did not avail of previous 
HEEPS:ABS funding 

Number of households - 21 in group 4 in North Peebles (HEEPS:ABS) 
- 10 in in SE in group 4 as well 
-  

Geographical location - Discrete pockets 
- One datazone in NW  
- One datazone in SE, of previously targeted 

HEEPS:ABS area 

Likely motivations - Cost savings 
- Thermal Comfort 
- Aesthetics of Property 

Behavioural advice - Ventilation 
- Heating  

Other considerations - Some homes may also be suitable for boiler upgrades 
or loft insulation 

Modelled CO2 Savings  - 320-1870 kg CO2 per year, depending on housing type 
(£120-£425) 

Cost per install - £8,000  
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 Internal Wall Insulation 

Suitable for - Group 1 primarily 
- Some spread throughout other groups 

Number of households - 1,177 in total (277 in Group 1) 
- 431 of whom may be eligible for HEEPS funding (40% 

or more chance to be fuel poor) 

Geographical location - Dispersed throughout Peebles 

Likely motivations - Relative low costs to other installs 
- Thermal comfort 
- Save energy 

Behavioural advice - Heating controls and patterns 

Other considerations - Could be combined with Solar, Loft Insulation, Boiler 
upgrades 

- Small numbers – maybe not viable outside of HEEPS 
funded properties? 

Modelled CO2 Savings  - 520-1870 kg CO2 per year, depending on housing type 
(£120-£425) 

Cost per install - £90 GBP per m2 wall area, resulting in cost of £3,870-
£11,250 depending on the property type, assuming 
insulation of all walls.  

 

 Cavity Wall Insulation 

Suitable for - Group 1 & 2 
- Group 4 

Number of households - 257 in groups 1&2 (self-financed/loans) 
- 95 in Group 4 (HEEPS) 

Geographical location - Discrete areas 
- Street by street, in SE and upper N areas particularly 

Likely motivations - Relative low costs 
- Very common – most will have done already 
- Thermal comfort 
- Energy and £ savings 

Behavioural advice - Heating controls and associated behaviours 

Other considerations - Potential to assess CWI in defined areas (a street) and 
offer upgrades if suitable (extract and refill) 

- Could be combined with thermal imaging to increase 
awareness and uptake 

Modelled CO2 savings  - 310-1120 kg CO2 per year, depending on the housing 
type (£70-£225) 

Cost per install - £330-£720  
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7. APPENDIX - Energy use and priority areas 

In order to maximise the carbon gains from energy efficiency, heat, or behavioural change 

measures, areas with a high energy use could be prioritized in campaigns.  

Gas use 

Domestic energy consumption consists of both gas use and electricity use. Overall, the SAP 

bands relate generally with gas use, where properties with a higher energy efficiency use 

less gas (Figure 1). More specifically, detached properties in Peebles with band E and D use 

the most gas (on average 18,122 kWh). Within this group the properties built before 1992 are 

the highest gas users (18,749 kWh on average). It should be noted that there are much 

fewer data points available for properties with SAP band A-B and SAP band F-G (Grey line 

in figure).  

 

Figure 3: SAP Score from Home Analytics graphed against 2015 gas use (kWh) on the left y-axis, 
with household counts on the right y-axis. 

 

Electricity 

Electricity use is highest in properties with a D SAP rating (Figure 2) and lower in properties 

with higher or lower SAP ratings. Moreover, when excluding the effect of electric heating, 

electricity use is highest in end and mid-terraced households, and semi-detached properties. 

We assume this can be explained by demographics, and/ or lifestyle, as these housing types 

and SAP bands mostly overlap with the elderly demographics of supergroup 2 (Retired/ 

Empty Nesters). 
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Figure 4: SAP Score from Home Analytics graphed against 2015 electricity use (kWh) with 
relative household counts (NB: electricity use is adjusted and takes into account that the data is 
influenced by households with electricity as their main heating type and is therefore corrected 
for this) 
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8. APPENDIX – Solar thermal and Solar PV potential Peebles 

Overview of Peebles and the potential for solar PV and solar thermal.  
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Appendix 2 

 

Month 

of 

issue 

Topic No. of 

contacts 

Opens 

(incl. re-

emails) 

Unique 

opens 

(incl. re-

emails) 

Unique 

open as a 

% of no. of 

contacts 

Click rate 

on unique 

opens (%) 

Unsubscribe 

(%) 

Aug-18 Project 

updates 

including 

Tweeddale 

expansion  

149 264 96 64% 19% 0% 

Oct-18 Energy 

Challenge 

and energy 

saving tips 

162 238 114 70% 9% 1% 

Nov-18 Solar PV 

event  

251 314 166 66% 4% 0% 

Dec-18 Draught 

proofing 

292 424 174 60% 13% 1% 

Feb-19 Switching 

supplier 

286 433 176 62% 10% 2% 

Mar-19 Energy 

Challenge 

and energy 

saving tips 

337 413 200 59% 25% 1% 

Table 6: Open and click-through rates for each edition of the Newsletter 
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