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Introduction 

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.

census) in the Scottish Borders 
Council Tweeddale locality. 

The project was funded in 
August 2017 under SEEP 
Stage 2 Transition funding 
from Scottish Government 
and 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. 
The project was extended 
geographically in October 2018 
to the wider Tweeddale area 
under Energy Efficient Scotland 
Transition funding and will now 
run to March 2020. 

This Summary Report covers 
the original project and 
funding award (to March 
2019), giving an overview of 
the project activities, impact 
and key learnings. Detailed 
insight is available in the 
main report, provided to 
Scottish Government.

Project Set-up

Extensive set up activities were an 
essential precursor to delivery.

 Project name and brand 
development

 Social media channels 
(Facebook page and Twitter)

 High Street Hub

 Project staff recruitment

 Management and 
governance structures 
across partners

Key Learning

The project required 
significant set-up 
time and resource 
commitment, which was 
disproportionately high to 
18 months funding. 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.

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 

 Customer Relationship 
Management system

 Data sharing agreements

 Multiple stakeholder 
engagement

 Linkage and positioning 
with Local Heat and Energy 
Efficiency Strategy (LHEES) 
and Home Energy Efficiency 
Programme for Scotland: 
Area Based Schemes 
(HEEPS:ABS) 
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Domestic engagement
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Evidencing Impact 

Change Works in Peebles 
had an aspiration to Reduce 

the energy consumption 
of Peebles by 10% by 

working to deliver against 
four key outcome areas. 

In this section, a series of 
indicators for each of these 

outcome areas demonstrate 
the project’s impact.

Engagement and Reach
 2,327 domestic and 
non-domestic households 
were reached through 
various channels

 876 domestic households 
were engaged1 (551 
Peebles, 162 Tweeddale, 
163 anonymous). For Peebles, 
approximately 12.2% of 
households were engaged

 42 non-domestic customers 
were engaged; 30 Peebles 
based (6.3% of Peebles’ 
based businesses)

 51% of the reach2 and 
engagement with the 
community resulted 
from hub visits

 25% of reach and 
engagement took place as 
a result of events, either 
in the hub (178 attendees) 
or hosted externally 
(402 attendees)

 The hub remained a primary 
and ongoing source of new 
engagements throughout 
the project period

 89 customers were 
engaged for the first time 
in March 2019 evidencing 
new and sustained interest 
in the project

 Peaks of interest around 
launch and the Water Pack 
promotion (July 2018)

1  Engagement meaning a two-way 
interaction between the customer 
and a project advisor, in which advice 
is given and its receipt in some way 
acknowledged.

2 Where advice given but not knowingly 
acknowledged e.g. Facebook post.
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Evidencing Impact

Behaviour Change
 Behaviour change 
integrated into domestic 
and non-domestic delivery

 65 Peebles-based 
households participated 
in the Energy Challenge3

 71% of survey respondents 
had increased confidence in 
achieving savings through 
small behavioural actions 

 47% felt they had decreased 
energy use as a result of 
the Energy Challenge

Referrals and Signposts
 438 referrals; 422 for 
domestic households and 
16 for non-domestic

 46% of domestic referrals to 
Home Energy Scotland, 25% 
to Changeworks Project 
Management (HEEPS:ABS), 
23% Changeworks Energy 
Challenge project. Six other 
organisations referred to

 546% increase in domestic 
enquiries to the Home 
Energy Scotland advice 
centre pre and post launch 
(includes referrals) (see left). 
Boosted by launch (March) 
and water saving week (July)

 30 non-domestic customers 
engaged, 16 referred 
to Resource Efficient 
Scotland for support 
with energy efficiency 
measures, a further 14 were 
signposted to Resource 
Efficient Scotland
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in the Energy Challenge 
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3  Engagement method aimed at improving domestic customer’s understanding 
and awareness of energy use and to encourage uptake of energy saving 
behaviour, with tips issued via the newsletter and use of LOOP Energy monitor.
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Measures
 37% (203 out of 551) of 
engaged households sought 
advice on energy saving 
or renewable technology 
measures, exploring 254 
measures between them 

 11% of those exploring 
measures (23 out of 203) 
were confirmed as installing 
36 measures between them

 20% (41 out of 203) installed 
(5) or committed to install 
(36) draught proofing 
(provided free of charge)

 14%, (29 out of 203) 
explored Solar PV, with 
at least three installs 

Evidencing Impact

Key Learnings

 A small set of standardised key 
performance indicators should be 
developed to enable a core assessment 
of project effectiveness and comparison 
across projects is beneficial

 Data sharing agreements are required 
when establishing a project which acts 
as an intermediary to increase referrals 
to existing services such as Home Energy 
Scotland or Resource Efficient Scotland. 
These should include what is to be shared 
and the frequency at which the data is 
shared (ideally quarterly). Without a 
sharing of data, it is not possible to more 
fully describe the customer journey, 
identify outcomes or shape delivery 
during the project lifetime informed 
by monitoring data. By project end an 
agreement with the Energy Saving Trust 
was still in development and seen as 
impractical for Resource Efficient Scotland

 A monitoring and evaluation framework 
to simplify data collection and allow for 
collation across activities is essential 
for delivery agents to develop. This 
would evidence Scottish Government 
and/or internally developed key 
performance indicators based around 
the aims of the project

 Developing a Customer Relationship 
Management system or method for 
accurately capturing data for the 
outcomes of the key success performance 
indicators was essential to accurately 
producing a data set which represents the 
impact of the project. Careful inputting 
and frequent checking and cleaning of 
this data simplifies the analysis stage

 Close liaison is required with the 
University of Edinburgh evaluation 
process to eliminate duplication of effort 
and reduce the potential for survey 
fatigue. Projects still need to undertake 
their own monitoring to inform delivery, 
evaluate specific interventions and ensure 
outcomes are captured effectively
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Delivery dovetailed with Home Energy Scotland 
with a clear referral mechanism 

Working With Households 
(domestic engagement) 

Most owner occupier households in Peebles are classified 
as self-funding, a key target within Energy Efficient 
Scotland, and the project shaped a programme of work 
to engage this group while providing opportunities for 
all. The work programme was extensive, complex and 
challenging to deliver; meaningful engagement, behaviour 
change and their evaluation takes time, the journey to 
installing measures can take years, not months. 

Change Works in Peebles interaction/brand   

Home Energy Scotland interaction/brand   

Data protection required

Householder

Advice  
Hub

HES 
Referral 

portal

Phone  
HES

HES  
events

Local  
event

Online – 
Facebook

Online –  
Web page

Phone  
HEC

Energy 
efficiency 

advice

Referral to WHS 
or other scheme

Referral to 
Change Works 

in Peebles

Online HEC – measures 
assessment

HEEPS ABS/SEEP  
– EWI, IWI, CWI

Self Funding 
Contractor Guide

Peebles Energy 
Challenge

Appointment 
with HES advisor 

in Advice Hub

Water saving  
packs

Invite to HES  
talk/event

Tech Team  
home visit

Invite to  
Advice Hub  

talk/workshop

Behaviour  
change advice

Baseline  
campaigns

Electrical 
appliances  

and lighting

Water/hot  
water usage

Draught  
proofing

Central  
heating 

boiler

Space  
heating

QA inspector

Individual 
customer 
journeys
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Baseline 
Campaign
A baseline campaign delivered 
a comprehensive programme 
of support covering low carbon 
behaviours and low-cost 
energy demand reduction 
interventions relevant to 
households within the project 
area. Over 30 separate 
events were organised and 
marketed covering topics such 
as heating controls, supplier 
switching, energy advice drop 
in sessions, technical advice 
and renewables (determined 
by enquiries received). 

Case Study

The Energy Challenge promoted free Loop 
Electricity and Gas Monitors and allowed the 
project to drive up engagement levels and 
embark on a medium-term behaviour change 
programme. Subsequent surveying and the 
availability of actual energy use data will provide 
insights to inform this and further interventions. 

Almost half of participants felt that their energy 
use had decreased as a result of the Energy 
Challenge (see p4). An initial look at the energy 
data has provided insight that will inform 
feedback to households and wider social media 
communications, for example:

 All households fall between ‘medium’ to 
‘high’ energy use (Ofgem categorisation) 

 In the heating season, heating is more likely 
to be used on milder days, and therefore it 
is habitual to leave the heating on when not 
required or set the thermostat incorrectly

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.
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Targeted 
Interventions
To develop a coherent, 
compelling and relevant 
campaign for Change Works in 
Peebles, analysis of available 
data related to domestic 
properties and householders 
was conducted as part of the 
Peebles LHEES. Targeted 
interventions that followed 
included; insulation options for 
old, hard to treat properties, 
Private Sector Landlords and 
‘What’s the deal with Solar’. 

Case Study

‘What’s the deal with Solar’ was delivered by the 
project in partnership with Home Energy Scotland, 
Resource Efficient Scotland and Local Energy 
Scotland and was designed to attract both the 
domestic and non-domestic markets in Peebles. 
A local household and 
local business who had 
installed solar were 
invited to contribute a 
case study each followed 
by a Q&A session which 
proved popular with the 
audience. To provide a 
complete customer journey 
experience for those 
interested in a solar install, 
three MCS registered local 
solar installers attended, 
providing a marketplace 
with information and the 
option to book surveys.

Two installers fed back 
that they had each been 
asked to survey several 
properties for solar PV as a direct result of this event. 
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 install 
a system into my home. 
Thank you so much again. 

Mr M
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A significant element of the 
Change Works in Peebles 
project was the development 
of a specific ‘handholding’ 
customer journey to support 
self-funding households with 
the installation of domestic 
retrofit insulation measures. 

The customer journey 
was developed (below) to 
provide a clear pathway of 

support that made the best 
use of partnership working 
between the project team, 
Home Energy Scotland’s 
Technical Team, Changeworks’ 
Quality Assurance Team and 
contractors on the Standing 
List of Contractors developed 
by the project. The journey 
continues to be refined in light 
of experience gained.

Case Study 

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 substantial 
handholding support he 
received through the project.

Promoting Domestic Retrofit 
Insulation Measures

Customer journey

Householder knows 
what they want 

to install

Householder does 
not know what they 

want to install

HES Tech 
Team visit – 
householder 
informed of 
options of 

measures they 
could install

Contractor supplies 
quote to householder 

for consideration

Householder selects 
contractor and contacts 
to arrange installation

Install completed – contractor 
informs Changeworks 

Programme Management

Follow up  
from CWiP

Contractor(s) supply Changeworks Programme Management and  
CWiP with progress report (quotes/survey/install progress)

CWiP monitor householder progress through journey (see process guide)

Changeworks Programme Management arrange Quality Assurance Inspection

Change Works in Peebles interaction

Householder interaction 

Contractor interaction 

Changeworks interaction 

Home Energy Scotland interaction

Wants to be 
referred to 
contractors

CWiP refer 
householders 

to relevant 
contractors

Contractor 
contacts 

householder and 
arranges survey 

and quote

Does not want 
to be referred 
to contractors

CWiP provide 
contractor 

guide to 
householder

Householder 
contacts 

contractor to 
arrange survey 

and quote

Does not want 
referral to 

Technical Team

Wants referral 
to HES 

Technical Team

CWiP refer 
householder to 
HES Tech Team
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As part of the project, Scottish 
Borders Council commissioned 
Changeworks to develop and 
deliver an energy awareness 
programme engaging school 
staff, pupils and local parents’ 
groups. The high school and 
each of the three primary 
schools were engaged with 
assemblies and workshops 
and a high-quality take-
home resource was created 
and distributed to pupils in 
participating schools with 
a returnable pledge form. 
Families were asked to 
return a postcard with their 
proposed action. The families 
could choose from a list of 10 
pledges or add their own ideas, 
from turning appliances off 
standby to exploring insulation. 
A total of 76 families made 
503 pledges, an average of 
7 pledges per family.

Key Learnings 

 A defined customer journey is essential 
to ensure clarity of roles across 
organisations, seamless referrals, 
tracking of progress and data collection 

 Demand from the self-funding market 
is still low. Legislation is still to drive 
change amongst owner occupiers and 
PSLs, compelling narratives on benefits 
beyond simple payback need to be 
refined and tested and a reliance on 
grants countered 

 The current Home Energy Scotland 
Loan was promoted at every 
opportunity. Anecdotal feedback 
indicates that the loan process is 
complex and challenging

 Bringing self-funding demand and 
supply together with a Standing List of 
Contractors has real potential and the 
Tweeddale extension will incorporate 
an updated version 

School Engagement
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 477 businesses 
entered into Peebles 
contact database, 
296 sent online survey

 88% of survey 
respondents (30 of 34 
organisations) consider 
energy efficiency a 
key priority

 30 organisations 
supported, 16 referred/ 
14 signposted to 
Resource Efficient 
Scotland for more 
technical support

Engaging with businesses 
in Peebles involved close 
partnership work between 
the Project Team, Scottish 
Borders’s Council’s Economic 
Development department 
and Business Gateway. 
Change Works in Peebles 
worked to top and tail the 
existing Resource Efficient 
Scotland programme rather 
than duplicate effort. Project 
staff provided handholding 
support to organisations 

Working With Businesses  
(non-domestic engagement)

Case Study

A local Community Centre looking to 
reduce their bills was referred to Resource 
Efficient Scotland and audited. Scottish 
Borders Council (who own the building) 
subsequently replaced the lighting in all 
rooms with LED lights operated by motion 
sensors, and the old radiator valves with 
more energy efficient TRVs.

A local sports club with energy bills over 
£1,000 per month, were keen to explore 
more efficient lighting for their flood lights 
and clubroom. 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 supplier 
resulting in a saving on the flood lighting. 
However, it was not cost effective for 
them to change the bulbs. They hope that 
a major refurbishment in the coming years 
will build energy efficiency into this.

following a referral through to 
Resource Efficient Scotland, 
helping with the completion 
of support request forms 
and following up on final 
audit reports to encourage 
implementation. While there 
was genuine enthusiasm 
from some businesses to 
engage with improving energy 
efficiency, significant barriers 
exist to effective targeting, 
engagement and buy-in from 
this diverse sector.

Key Learnings

 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 EPC database 
for non-domestic properties

 Lack of data sharing with Resource 
Efficient Scotland means the complete 
customer journey cannot be tracked

 There are no legislative drivers for 
businesses and/or lease holders to 
take up measures

 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 hard to present a clear business case 
for the suggested action. The business 
case may need to go beyond simple 
payback and encompasses greener 
credentials and marketing advantage 
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Capital Works Programme 
for Peebles High School 

 £400,000 programme of improvements 
(joint funded by Scottish Government 
and Scottish Borders Council)

 43.5t CO2e carbon reduction predicted 
– with monitoring in place to verify

The capital works programme 
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 programme 
of work included:

 Improving the buildings’ 
thermal performance: 
In two buildings glazing 
replaced with a thermally 
efficient glazing system; 
loft insulation added and 
upgraded where applicable 

 Enhanced heating controls: 
Thermostatic radiator 
controls and zoning 
where appropriate to 
reduce overheating and 
unnecessary heating

 A new heating strategy: 
In appropriate areas the 
existing convection-
based radiator system 
was replaced with high 
efficiency/rapid response 
radiant panels incorporating 
black bulb thermostats

All capital work progressed 
as planned with the exception 
of a small section of glazing. 
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 
school involvement to ensure 
that the areas that were out 
of use at any one time was 
manageable and did not 
unduly impact on the school’s 
ability to operate.

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 works 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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The successful rollout of 
Energy Efficient Scotland 
requires an engaged and 

committed supply chain, ideally 
with signficant participation 

at the local level. The project 
researched the current 

supply chain awareness of 
the energy efficiency agenda 

in Peebles and developed a 
Standing List of Contractors 

to bring property owners and 
contractors together. 

The analysis indicates that 
there are approximately 
144 supply chain businesses 
within Peebles, supported by 
a smaller number of locally 
based architects, surveyors, 
structural engineers, quantity 
surveyors and solicitors. 
The majority are from Peebles 
and most of their business is 
for owner occupiers within 
the town or the Western 
Borders. A large number have 
a workforce of fewer than 
five; the majority operate 
as sole traders. 

Most tradespeople 
participating did not relate 
‘energy efficiency’ to their 
current workload. When 
presented with a breakdown 
of different energy efficiency 
measures, internal wall 
insulation was the dominant 
activity, followed by glazing and 
loft insulation. When exploring 
the opportunity to expand a 
business to include additional 
energy efficiency activities, 7% 
of survey respondents said it 
was an absolute priority, 56% 
had moderate or high interest 
with 37% little or no interest. 
The opportunities, challenges 
and barriers to progress 
energy efficiency work are 
summarised as:

 Communication is word of 
mouth and local trades work 
primarily on this basis

 Clients are not aware of 
what they want or what 
types of energy efficiency 
improvements could improve 
their specific situation. 
Energy efficiency is currently 
difficult thing to sell – with 
long, and uncertain pay 
back times

 There is 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 
unattractive

 There is a need to streamline 
procurement procedures 
and the associated costs to 
better reflect small business 
capacities, professionalism, 
flexibility and availability 

 Concern that building 
standard regulations 
on energy efficiency are 
impractical for older 
buildings

Supply Chain Engagement

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. 
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

 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
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The project team consisted of a 
Working Group of Scottish Borders 

Council officers and Changeworks 
project staff. This group was responsible 
for delivering the day to day parts of the 
project. A dedicated lead Project Officer 

within Changeworks and within the 
Council greatly facilitated delivery. 

Project Management 

 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, e.g. 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 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

Programmes of work tended 
toward a lead organisation 
on delivery though there 
was always an element of 
dual delivery, Changeworks; 
Domestic, Council; Capital 
Works/ Supply Chain Research, 
Shared; Non-domestic. This 
approach made for faster 
progress with reporting 
and decision making at the 
Working Group when required.

 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
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the future Energy Efficiency 
Scotland operational approach. 
Resourced, knowledgeable and 
experienced, the project has 
worked with the self-funding 
market, including Private 
Sector Landlords, to reduce 
barriers and support the 
uptake of renewables and more 
extensive insulation measures 
while providing a programme 
of behavioural change support 
for all. The non-domestic 
sector has been researched 
and communication channels 
established to develop more 
compelling opportunities. In 
addition, the Hub has remained 
a key point of contact with the 
community and now serves an 
area considerably larger than 
the original project envisaged. 

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. Scottish Borders 
Council and Changeworks 
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 
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Recommendations
 More complementary 
services to Home Energy 
Scotland and Resource 
Efficient Scotland, (as their 
services in turn evolve)

 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 landlords

 Complementary services 
to work with existing 
intermediary groups and 
Council/NHS Borders 
services to train and support 
fuel poor households

 To deliver 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

Key learnings in this 
summary report are 
developed in the main 
report as recommendations 
for Scottish Government 
(and delivery services 
Home Energy Scotland and 
Resource Efficient Scotland) 
and key learnings for local 
authorities and delivery 
agents. Working 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 links between 
self-funding householders 
(demand) and contractors 
(supply) 

Next Steps
Change Works in Peebles 
expanded its delivery area to 
the wider Tweeddale locality 
in October 2018 and is funded 
until March 2020, utilising 
the resource framework 
developed at the project 
outset. Programmes currently 
in development include:

 A low carbon heat offering 
with quality control function

 Further development of 
standing list of contractors 
to include additional 
measures 

 Enhanced behaviour change 
programmes with robust 
monitoring and evaluation

 Deployment of a more 
holistic monitoring and 
evaluation framework
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