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1. Introduction
The heating of buildings is responsible for a significant proportion of Scotland’s
emissions. The launch of the Energy Efficient Scotland programme recognised that
work to make Scotland’s homes and buildings more energy efficient and to transition
heating systems to renewable or low carbon sources would be critical. The
programme also acknowledged that local delivery programmes will be important,
which already work well in the context of HEEPS:ABS.
Given the ambitions set out in the
Scottish Government’s Climate Change
Plan and the Climate Change Bill, the
installation of energy efficiency
measures and renewable energy
systems needs to increase significantly
in the 'self-funding' sector (domestic
and non-domestic). The Scottish
Government therefore invited bids from
Local Authorities and Third Sector
Organisations for funding to support the
development and delivery of a 'handholding' service for these target markets.
Burntisland, situated in Fife on the northern shore of the Firth of Forth is, in many
ways, a typical Scottish community. The population has grown significantly over the
last 15 years from just over 2,500 households in 2001 to around 3,200 now with a
population in the region of 6,600. This growth has largely been due to significant new
build development, particularly on the site of the former Alcan Aluminium factory in
the west of Burntisland, which has brought many families to the town. The
settlement contains a mixture of demographic groups, and while there are affluent
parts of the town there are also pockets of serious deprivation.
Burntisland is connected to the mains gas grid, and all bar a few rural outlying
properties and multi-storey flats utilise gas for cooking, and in most instances
heating. There are a significant number of properties in the domestic sector with an
EPC Band C or below which provided a significant target for energy efficiency
improvements.
The Change Works in Burntisland project represented an opportunity to take a
holistic approach building on the community engagement involved in developing the
Burntisland Energy Master Plan (BEMP). The project was designed to combine a
comprehensive programme of support for more generic low carbon behaviours and
demand reduction approaches with proactive hand-holding support to encourage the
installation of measures informed by the BEMP. The creation of a Hub acting as an
energy “drop in” centre for the self-funding market (domestic and non-domestic) built
on the previously popular presence of the BEMP “pop up shop” in Burntisland and
aligned very strongly with the key strategic outcomes contained within the BEMP and
Fife Council’s Local Housing Strategy.
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At project launch, Fife Council were in the process of developing their Sustainable
Energy and Climate Action Plan (SECAP) and were keen to test how to build
capacity for the upcoming Local Heat and Energy Efficiency Strategy. This project
was therefore seen as an opportunity to improve the knowledge base to inform
strategic decisions to achieve improvements in energy efficiency and heat
decarbonisation and progress to a low carbon future.
The Change Works in Burntisland project saw
Fife Council and Changeworks work together to
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 initiatives to support
fabric improvements. Its aim was to engage with
the Burntisland community and support
householders, businesses and the public sector
on their respective journeys to realising change.
The project aimed to bring together both the
supply chain and market demand side.
The model included the establishment of a “one stop shop” on Burntisland high street
delivering the following:
•

•
•
•

•

•
•
•
•

A coherent and comprehensive programme of public engagement and
support covering low carbon behaviours and low cost energy reduction
interventions widely relevant to households within the project area
Specialist talks and learning activities to promote energy efficiency and
warmth in the home
A behaviour change project to demonstrate the potential of behaviour
change to realise demand reduction
Compilation of a list of appropriate contractors to undertake both large
scale primary wall insulation measures and smaller lower cost energy
improvements
A hand holding service in partnership with Home Energy Scotland to
support householders on their energy efficiency improvement journey
through initial technical visits, advice on available funding and support,
tender/quote evaluation and final Quality Assurance sign off
Simplified contract documents to ensure a transparent and
understandable process for householders
Engagement with the non-domestic sector to investigate the current
challenges and barriers to uptake of measures
Hand holding service for the non-domestic sector in partnership with
Resource Efficient Scotland and Business Gateway
Ongoing monitoring and evaluation that used delivery insights to inform
project developments

As highlighted in the project infographic in Section 3, the project engaged with 567
households and 65 businesses. The project activities reached a far wider audience
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but engagement for the purposes of this report is defined as a two-way interaction
between the customer and a project advisor, in which advice is given and its receipt
acknowledged. A total of £205,845 was spent by householders on installing
measures representing a 1274 tonnes/CO2 lifetime1 saving by households.
This evaluation report covers the period from October 2018 to March 2020 funded by
Energy Efficient Scotland Transition funding. The project ended slightly prematurely
in early March 2020 as the COVID-19 crisis hit Scotland and lockdown came into
force. Final follow up and handholding with householders was carried out over the
phone rather than face to face and a number of householders had to postpone their
planned energy efficiency improvements. At the time of project close, 60 planned
measures were still being explored by householders and businesses. If all proceed
once lockdown restrictions are lifted, this would represent a further £256,715 in selffunded investment (and a further 1030 tonnes/CO2 lifetime1). However, it should be
noted that with the close of the pilot project, the project handholding service is no
longer available in the area but communications with the residual project pipeline
highlighted the ongoing support available from Home Energy Scotland and Resource
Efficient Scotland.
The purpose of the report is to outline and summarise the overall programmes of
work and to provide insight on the progress, challenges and key learnings across the
domestic, non-domestic and supply chain programmes. It provides a reflection of
events covering the 17 months of the project so that the findings of the pilot can be
taken up by relevant stakeholders. This report is set out in line with the work
programmes delivered and provides detail on each area of activity. Each section
concludes with a summary of lessons learned.

1

Estimated measure costs based on EST data for households only. It is not possible to estimate costs
or carbon savings for business measures due to varying characteristics and a lack of published working
on savings data.
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2. Project Establishment
2.1

Establishing a Presence

Finding suitable premises for Change Works in Burntisland was an early challenge
for the project. It was felt that a presence in the High Street was critical to engage
locally and establish the project at the heart of the community. Options were limited
but in December, a lease was secured on a small retail premises that had most
recently been used as a mobile phone shop.
The shop space was in a cosmetically poor state
with no handwashing facilities or heating. It was
quickly redecorated and transformed into a
welcoming space with a separate meeting room and
small staff kitchenette. A launch on 21 January
2019 was well attended by representatives from the
community and other stakeholders and the project
base (referred to as “the Hub”) was officially
declared open by Provost of Fife Jim Leishman
MBE.
Engaging with the wider community began immediately, raising the profile of the
project and promoting the range of support on offer to help householders and
businesses improve their energy efficiency and to make them warmer, reduce carbon
emissions and save money on fuel bills. To establish the project as a source of
information and knowledge, Home Energy Scotland advisors were initially based at
the Hub for a period of 8 days and project staff undertook the City & Guilds
certification in Energy Awareness.
The Hub was open through the week (closed on Wednesdays) and on Saturday
mornings. It was felt that it was important to accommodate weekend opening to allow
the significant numbers of commuting householders in the town to access the support
available.

2.2

Community Engagement

The project team delivered presentations, held talks and communicated with a range
of community organisations including:
•
•
•
•
•
•
•
•
•
•

Burntisland Community Development Trust
The Toll Centre
Burntisland Community Council
Burgh Buzz
Burntisland Primary School & Nursery
Totally Locally Burntisland
Burntisland & Kinghorn Rotary Club
The Ecology Centre
Greener Kirkcaldy/ Cosy Kingdom
Burntisland Scouts
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•
•

Friends of Burntisland Beach & Links
Floral Action Burntisland

In June 2019 the team participated in the town’s Civic Week by creating a space
themed window display at the Hub, with energy messaging. In 2019 and again in
2020 the Hub took part in a Fiverfest initiative organised by Totally Locally
Burntisland. Playing a role in these community efforts raised the profile of the project
and resulted in 12 visitors coming into the Hub for the first time, 34 repeat
engagements and two being referred to Home Energy Scotland.

2.3

Partnership Working

The project team were represented at the Healthy Heating & Poverty Partnership
quarterly meetings. This network is coordinated by Cosy Kingdom, a key partner in
the local community. The project also worked closely with the Burntisland
Development Trust who have recently formed the sub-group Zero Waste Burntisland.

2.4

Marketing and Social Media

Local media was used to raise the profile of the project. The Senior Project Officer
was interviewed by the local Fife Free Press for a feature article which saw the start
of an ongoing positive relationship with the community reporter. Workshops, events
and initiatives were regularly highlighted in the weekly newspaper and helped to
increase interest within the community.
A monthly ebulletin was produced by the project
team to share topical energy advice and news of
upcoming events and initiatives. All local visitors
to the Hub were offered the chance to sign up for
the newsletter and this proved to be a very
effective method of communication. An online
sign-up form was also developed and promoted
through social media. Sign-ups through this were
mapped directly to the customer database to
minimise data input.
By the end of the project, a total of 467 households were receiving the ebulletin and a
further 56 were posted a copy every month. This represented over 10% of
households in Burntisland. The opening rate was as high as 62% some months with
an average opening rate of 50%, twice the industry standard opening rate of 25% for
similar production.
The Burgh Buzz, a community magazine delivered quarterly to every household and
business in the town, also proved to be a significant platform for public engagement.
A feature article was written for each edition and resulted in a boost to engagement
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numbers from each publication. It was noted that after delivery to households, the
number of new and previous unengaged customers to the Hub would be boosted.
The project had a dedicated Facebook page
with around 370 followers. Messaging was
shared much wider via community Facebook
pages such as the very active Burntisland
Businesses, Alternative Burntisland, Burntisland
Community Development Trust and Totally
Locally pages. In addition, paid advertising was
used through the Facebook account to promote
particular themed campaigns such as loft
insulation and the two main householder events
‘What’s the Deal with Renewables’ and ‘Love
Your Older Home’. Facebook proved to be an
effective way to communicate with young
families in particular.
Events and campaigns required a range of different approaches to ensure that they
reached as wide an audience as possible. A combination of posters around the town
and on display outside the Hub, targeted postcard deliveries, social media
messaging, e-newsletter and printed media were all used to widen the reach of the
project as much as possible and initiate meaningful engagement.

2.5
•

•

•

•

•

Key Learnings
A High Street presence was crucial in terms of community engagement.
Burntisland’s High Street is very well supported with a range of independent
and flourishing businesses which encourage the community to shop local
It takes time to establish trust within a close-knit community and partnerships,
both strategic and community, are integral to success. Having a staff team
local to the town was an advantage for the quick establishment of a trusted
profile
The community were sometimes unsure of what the project could offer and
the creation of a welcoming atmosphere was important to encourage the
public to drop in and find out about relevant help. This strategy helped to
create a footfall into the Hub of an average of 224 per month and established
the project as a trusted source of advice
The community magazine, Burgh Buzz was a particularly effective way of
reaching a wide cross section of the community and encouraging
tengagement with the project
Marketing can be a resource intensive element of a project like this but is
essential when engaging with a range of different audiences.
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3. Infographic of Outcomes
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4. Domestic Engagement
4.1

Hub Engagement

At the heart of this project was the aim
to engage with a community through a
place-based approach. As well as
engaging with householders dropping
in, the Hub organised and hosted
events and workshops to maximise
footfall. In the first three months of the
project a series of workshops were held
on Saturday mornings to attract new
visitors to the Hub. Topics included
soup-making (using energy efficient
soup makers), soap felting (reducing
waste) and making draught excluders. The workshops were always fully booked and
gave the opportunity for staff to have in-depth conversations around energy efficiency
with participants. 80% of workshop participants were subsequently referred to Home
Energy Scotland for further support or reported that they went on to make energy
efficiency improvements to their home.
Visitors to the Hub often expressed concern over single use plastic, an issue which
had been further highlighted in the media. In response to this the Hub established a
refill range of commonly used household cleaning products. These were sold at cost
price and proved to be a very effective engagement tool, with at least 62
householders initially engaging through this offering.
The refill range offered by the Hub was
chosen for its potential for repeat
engagement, rather than one-off
purchases. This gave staff the
opportunity to build on initial
conversations and maintain regular
contact with the community, encouraging
them on their journey to look at the
energy efficiency of their property (see
Section 8. Case Studies).
Using the more ubiquitous issue of waste as a ‘hook’ for initial engagement proved
successful and the Hub became a distribution point for the Council’s free compost
bags. This generated significant footfall at around 70 first time engagements. Real
Nappy Starter Kits were also sold as a way to engage with young families in the
town.
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4.2

Events and Campaigns

A number of different campaigns were run for one to two months each in order to
keep the offerings and incentives fresh and present an opportunity to underpin
engagement with general energy efficiency advice and messaging. Campaigns
focused on driving customer engagement to the hub and themes included
•
•
•
•
•
•

LED lightbulb giveaway
Free radiator keys
Loft install competition
Free draught proofing materials
Loan of thermal image camera
Switching energy suppliers
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Fiverfest
Fiverfest is a national campaign that ran across Britain between the 15th and 29th
February 2020 as a celebration of small businesses and shops, many of which are
run as social enterprises or by families and individuals. Businesses taking part
commit to putting on special £5 offers over the two weeks, helping to promote and
champion the diversity of goods available locally.
The project supported this campaign through a £5 refill and LED bulb deal, and was
very successful, attracting fifty customers into the hub to purchase. Five of these
customers were subsequently referred to Home Energy Scotland for additional
advice and support, and many others returned to provide an update of subsequent
installations and measures.
Loft Insulation Competition
In December 2019 the project ran a
competition to win up to £300 of loft
insulation or top up for one household in
the project area. The insulation would be
installed by a trusted installer chosen by
the project, and anyone could enter the
prize draw by completing a short survey on
current insulation levels. The competition
was won by a local homeowner in
Burntisland and installation completed
successfully.
The survey included marketing consent so unsuccessful entrants could be followed
up to offer additional project services. The purpose of this campaign was to stimulate
interest in loft insulation as a relatively quick and easy measure to promote, follow up
and install, with potential for additional measures to be discussed and installed during
follow-up.
Water Week
During June 2019, the project hosted Home
Energy Scotland staff to support customers
during Water Saving Week. The advisors
joined the project for four and a half days to
provide advice around saving water and
reducing waste, as well as offering free
water saving packs provided by Scottish
Water containing useful items such as toilet
cistern water savers, shower timers, and
hose spray gun sets.
The activity was very successful, with over seventy packs distributed to local
householders who visited the hub and facilitating additional engagement around
saving energy; this one activity assisted Home Energy Scotland in reaching 15% of
their campaign target in the South East with Fife.
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In addition, an interactive water and energy display was completed and installed in
the hub from July. This dynamic and engaging device, which included running water
and a series of operated valves, attracted families with children into the Hub, offering
educational opportunities around energy saving and encouraging Hub customers to
stay longer This enabled Hub staff to develop conversations around energy use and
efficiency and offer referral2 or signposting to additional services.
The interactive display was developed in partnership with Peachy Keen and proved
to be a very popular introduction to energy awareness by presenting an opportunity
for advice. Local youth groups such as Cubs and Brownies organised visits to the
Hub and used the display as part of their Environment badge attainment.
Love Your Older Home
The project hosted a ‘Love Your Older
Home’ evening event in October 2019 at a
local hotel in partnership with experts from
Historic Environment Scotland, Home
Energy Scotland and Fife Council. The
aim of the event was to help residents in
the pilot region and neighbouring areas to
improve warmth and energy efficiency of
their older built property, and to generate
Home Energy Scotland referrals for Tech
Team home visits.
The event was particularly well attended, with almost every one of the 52 participants
receiving a follow-up appointment with the Home Energy Scotland Tech Team or
Changeworks Quality Assurance team. Local installers specialising in glazing and
energy use also attended to form a marketplace for attendees to browse.
Feedback gathered via post-event evaluation further evidenced the success of the
event and the usefulness to the target audience. Of the 22 evaluations that were
completed and returned by participants, 86% of attendees reported that they had
increased their knowledge of types of insulation, draught-proofing and glazing
replacements.100% of attendees reported an increased knowledge of the financial
support available to help them towards installation of these measures and, as a result
of the event, 80% of attendees said that they are very likely to install an energy
efficiency measure. More specifically, 40% stated they were very likely to install
insulation, 45% stated they were very likely to install draught-proofing measures and
50% were very likely to install glazing replacements.

2

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.
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What’s The Deal With Renewables
In partnership with Home Energy
Scotland, the project hosted a
catered evening event in a local
hotel during May 2019, with a focus
on providing information and
answering questions around
renewable technologies such as
solar panels, heat pumps and
energy storage and their suitability
for home installation. Presentations
were delivered by project staff as
well as renewables experts from
Home Energy Scotland, with time
for questions and answers from participants.
The event proved to be popular, attracting 32 attendees on the night, and resulted in
ten referrals to Home Energy Scotland and a direct referral to the Changeworks
Quality Assurance team.
The Burntisland Sands Hotel proved to be an excellent venue, and supported wider
objectives around reducing waste by ensuring catering leftovers were packaged in
“Good To Go” cartons and refrigerated overnight before being dropped off at a local
foodbank on Burntisland High Street the following morning.
E-bike Community Trial
In early summer, a Volt electric bike was loaned to the Hub through an Energy
Saving Trust initiative. The bike could then be borrowed by locals for up to a week,
as an introduction to this sustainable mode of transport. The available slots were
quickly booked up and 12 participants (including one business) took advantage of the
free trial. Of these, five were subsequently referred to Home Energy Scotland for
further support with energy efficiency measures and five went on to purchase an ebike, two with the support of the interest free loan.
Quick Winter Wins
Over Autumn and Winter 2019/20, the Quick Winter Wins campaign primarily
featured on social media and boosted visits to the Hub. Samples of “do it yourself”
draughtproofing kits (including draught-excluding tape, letterbox cover and brush
strip) were packaged along with an LED bulb and room thermometers. The main
purpose of this campaign was to encourage visitors to visit the Hub, engage
customers in conversation around energy saving, and progress that into a wider
service offering.
These kits were offered to customers who visited the Hub and provided a focal point
for discussion around quick and easy ways to improve warmth at home during winter.
This worked well as an engagement tool, allowing additional conversations about our
services and often leading to wider discussions around measures and Home Energy
Scotland support.
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Free radiator keys were shown to be popular with 50 householders coming into the
Hub to collect one and engaging in further conversations, some resulting in HES
referrals and signposting.

4.3 In-depth support
Energy Advice, Referrals and Signposting
The project worked closely with a range of partners to ensure householders and
businesses were able to easily access existing support services.
The project made a total number of 344 domestic referrals. Home Energy Scotland
was the most frequently referred to organisation. Data from Energy Saving Trust
gives an indication of the impact of the project on the number of domestic enquiries
received by the Home Energy Scotland advice service. As illustrated in the
Infographic in Section 3, there was a 176% increase in Home Energy Scotland
enquiries across the lifetime of the project. While we cannot state that this is the
impact of the project alone, when coupled with the signpost and referral data
mentioned above, the project undoubtedly established a new route of engagement
with Home Energy Scotland which did not previously exist at a community level.
Energy Challenge
The Burntisland Energy Challenge was launched in the beginning of March 2019 to
stimulate engagement and encourage uptake of behaviour change advice.
Customers were offered the loan of a real time energy monitoring system under the
“Energy Challenge” campaign to help reduce energy use and bills. The main purpose
of this campaign was to stimulate long-term engagement with customers and track
their energy-saving and behaviour change journeys evidenced by real data, as well
as producing community-level data if there was significant take-up of the devices.
The system was provided free of
charge and helped customers to
track electricity and lower carbon
emissions. As well as the loan of the
device, customers also received
direct communication around hints
and tips on simple ways to change
behaviours and save energy. The
campaign was promoted across local
press and news channels, as well as
across social media channels.
Quality Assurance and EPC support
A core element of the Change Works in Burntisland project was the development of a
bespoke customer journey for households looking to install energy efficiency
measures. The central infrastructure for this customer journey was the Standing List
of Contractors which was developed to connect customers with contractors who
could carry out a range of measures. The guide included a list of contractors for
‘primary’ measures (external, cavity and internal wall insulation) as well as for
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smaller, secondary measures (draught proofing, window upgrades, boiler
replacement and attic or floor insulation). Householders were encouraged to contact
contractors for secondary measures directly and it was explained that any contract
was between themselves and the contractor directly.
The Standing List of Contractors was based on
Scotland Excel, Framework 09-13 Energy
Efficiency Contractors, and contractors for
primary measures were invited to be on the list
via the Public Contracts Scotland portal. To be
included as a contractor for primary measures,
contractors had to have relevant experience in
carrying out this type of work. The short-listing
process also included assessing if contractors
had the credentials to support the granting of
the Home Energy Scotland Loan e.g. being
Green Deal certified and working to PAS2030
standards. The final resulting document
consisted of seven primary measure contractors
alongside their contact details.
With these primary measures the project provided the option of hand-holding support
for customers. Following an initial visit by Changeworks’ Quality Assurance team,
contractors would issue a Scope of Works and performance specifications. Once the
measure was installed, the household was offered a free quality assurance
inspection. A pre and post EPC was also offered to customers who needed this to
access the HES loan.
Over the course of the project this customer journey resulted in 9 referrals to the
domestic energy assessor and 27 referrals to the Changeworks Quality Assurance
team.
Outcomes and Installations
The project supported 51 completed installations. Double glazing appears to have a
high level of interest within the project area with five households complete and
another three households in the process of installing as the time of project closure.
Loft insulation also appears to have high levels of interest with 4 households having
completed an installation of loft insulation top up with another two households part
way through the process. This reasserts that the process of hand-holding households
through installing energy efficiency measures can take many months and that
information, advice and resources regarding energy efficiency often needs to be
reiterated several times before action is taken.

4.4

Accessing funding for measures

The interest free loan from Home Energy Scotland was promoted at every
opportunity throughout the project and referrals were made to Home Energy Scotland
for access to the application process.
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The were a number of reported barriers to uptake. The experience of one
householder below provides an illustration of the difficulty of householders having to
fund measures upfront until the loan was paid out.

“The Loving Your Older Home event run by Changeworks in October was very
helpful and gave us more confidence in arranging energy efficiency measures for
our listed property and we had a helpful consultation with Bryony from Home
Energy Scotland shortly after we moved in.
Unfortunately, the support received from the team administering the Home Energy
Scotland loan was not as positive. It's been hard to get consistent, reliable
information when contacting their team and the loan application process was so
difficult that I've had to let my colleagues know that I wouldn't suggest
recommending the loan if they're working with vulnerable individuals and I've
shared this feedback with Home Energy Scotland. For reference, as our home is
not typical, it was more difficult than completing my immigration applications which I
did on my own. This is because we were given the wrong information on a few
occasions.
The loan is great but it also doesn't necessarily meet the needs of householders or
the contractors we're getting to install the energy efficiency measures. For example,
we can only replace half of our windows using the scheme as we need to follow
listed building guidance and get wooden windows which are much more expensive
despite the windows being our primary heat loss concern. Additionally, the company
who we're hoping will manufacture and install the windows requires a 40% deposit
to make the windows as they are a small business and 75% of their costs are up
front. We are limited in the number of companies we can work with to replace the
windows with double glazing and many of our windows are in such poor repair that
using {secondary glazing supplier} would be a false economy. We are now looking
at a loan option to fund the deposit so we can go with the most reliable, cost
effective option for our home and will look at a bank loan for the remaining windows
in a couple of years. However, we would have been eligible for the same amount of
funding for external wall insulation that we've chosen not to pursue based on helpful
advice from Changeworks regarding the existing insulation. It would be better if
more flexibility was allowed by the government for these loans in terms of paying
deposits and upper limits for individual measures. The time needed to release funds
through the loan is also challenging to negotiate with contractors at times.”
Mrs H, Burntisland
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4.5 Key Learnings
•

•

•

•

•

•

Providing a varied programme of workshops and events provided vital to keep
engagement at good levels. A carefully planned programme included content
that would appear to a variety of different audiences including families or
residents of older properties.
Flexible opening hours built into staff contracts from project set up allowed the
project to be accessible on a Saturday and ensure provision of support for
those living in Burntisland but commuting out the two during the week.
Identifying and building on other areas of community interest to introduce
engagement on energy efficiency and low carbon behaviours proved
successful. Waste issues were important to the Burntisland community and
offering compost bags, reusable nappies and refills allowed the start of
conversation which could then lead to other areas of low carbon living
Low cost giveaway items provided a useful engagement technique as it was
found that visitors seemed then very receptive to signing up to keep in touch
with the project and hear of future campaigns
Partnering/integrating with other campaigns and initiatives helped to ensure a
more varied programme that the project could achieve alone – Water Week
and the e-bike loan scheme were shown to be good programmes to start
engagement
Providing a Quality Assurance check to the local community was found to be
a popular service and provided comfort that energy efficiency
recommendations suggested in surveys were best options
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5. Non-domestic engagement
5.1

Engaging with Businesses

In order to create an effective project
plan for non-domestic engagement a
comprehensive list of 125 local
business was compiled by the project
staff in the first month of opening the
Hub. Due to GDPR restrictions it was
more efficient to create a list from
publicly available information and local
knowledge. With a better understanding
of the types of businesses within the
project area an engagement leaflet was
produced to highlight the support
available for businesses through the project.
Every high street business was provided with a copy of the non-domestic project
leaflet with subsequent face to face visit to gauge initial interest and reiterate the
support available.
Partnership work was central to the non-domestic engagement plan and its eventual
successes. The ‘Good to Go’ initiative coordinated by Zero Waste Scotland was a
very useful engagement tool and gave the project a ‘foot in the door’ with several
local eateries and hotels. The campaign gives eateries the opportunity to waste less
food which in turn reduces their costs. Three local cafes, two hotels and a homebased catering business all signed up for the initiative. The resources were very
popular, and this gave the project an opportunity to develop conversations with
businesses regarding energy efficiency as well as waste.
The project also ran a joint promotion with Totally Locally Burntisland. Totally Locally
Burntisland is a community effort to support local shops, businesses, crafts people,
and artists. Change Works in Burntisland created an interactive map of the town high
street which highlighted local businesses and their green initiatives in order to create
an element of neighbourly competition. This strategy had a very positive impact with
multiple businesses changing their ways of working and investing in green initiatives
to be placed on the board.
Initial research into the non-domestic structure of Burntisland highlighted that most
businesses were very small, high street retail shops with a lack of available funding
to install measures. This was one of the largest engagement challenges for the
project. However, the project still referred 19 businesses to Resource Efficient
Scotland for further support and advice on appropriate measures and funding.

5.2

Private Rented Sector Engagement

The upcoming changes to legislation due to come into effect for the Private Rented
Sector in 2020 were identified as an excellent engagement opportunity for the
project. After some preliminary research it was found that landlords valued bespoke
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one-to-one advice and therefore a Private Rented Sector drop-in session was
organised with an expert from Home Energy Scotland.
This event was marketed through the project newsletter and social media accounts.
The event was also shared to Fife Council’s private landlord’s Facebook page
meaning the reach to local landlords that had not engaged with the project was far
greater.
Although several landlords had shown an interest in the event, it unfortunately had to
be cancelled due to the COVID-19 crisis. To ensure that the project was still able to
offer support to landlords, a Changeworks and Home Energy Scotland joint webinar
was circulated. The webinar detailed the new upcoming legislative changes and the
support available. Despite the event being cancelled the project was still able to refer
multiple PRS landlords to Home Energy Scotland for support, one of whom went on
to access the HES loan to purchase a new boiler for his tenants. The project was
also able to offer a pre and post install EPC in support of his HES loan application.

5.3

In-depth support

Similarly to the domestic customer
journey, Change Works in Burntisland
aimed to handhold businesses
through the existing Resource
Efficient Scotland service, referring
businesses to RES in the first instance
and then offering a hand-holding
service through the audit and funding
application process. In the same way
as domestic engagement, this
manifested in both referrals and
signposts.
The project has made a total of 19 referrals to RES with a further 13 signposts to
other partner organisations. Although there was a heathy number of referrals for
businesses, at the point of project closure only one local business supported by the
project has undertaken a range of energy efficiency measures (including double
glazing, LED lighting, loft insulation and internal wall insulation). The business made
use of the RES interest free loan to fund the work.

5.4
•

•

Key Learnings
Partnership working such as the opportunity offered by the “Good to Go”
initiative was a valuable foot in the door with catering businesses and gave
the project a positive interaction upon which to build trust and raise
awareness.
A ‘joined up’ community approach including other green initiatives such as
waste has proved to be an effective way of engaging with businesses.
Research and discussion with businesses has indicated that most businesses
would be interested in a more holistic green support system rather than
having different organisations and projects championing different elements.
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•

With the project referring 19 businesses over to Resource Efficient Scotland
and only one business making it through to the installation stage this
suggests that even for businesses who are engaged with energy efficiency
and who are keen to make positive changes this is a slow process. In
discussions with small businesses they reported reasons for not prioritising
energy efficiency measures as:
•
•
•
•

Time prioritisation for businesses did not include energy efficiency
Challenging commercial pressures on businesses
The use of leased premises and with no obvious interest from
landlords
Thermal comfort for shops on the High Street was not an issue for
many who had open door practice, their customers come in
wearing outdoor clothing and do not expect the premises to be
warm.
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6. Supply Chain Development
6.1

Installer Engagement

Through initial engagement at events, local residents had fed back difficulties to the
project team in sourcing companies willing to install energy efficiency measures. This
echoed the findings from the initial Change Works in Peebles (SEEP 2) project, that
a lack of a local supply chain was a barrier for householders installing energy
efficiency measures.
Considering this feedback, a Burntisland Standing List of Contractors was developed
for the project which would connect customers with relevant contractors who could
carry out a range of energy efficiency measures. The list was separated into two
categories namely, larger primary measures (cavity, external and internal wall
insulation) and secondary measures (boiler upgrades, glazing, loft insulation and
smaller measures).

6.2

Primary Contractors

The list was based on the Scotland
Excel Framework 09-13 Energy
Efficiency Contractors. Contractors
were invited to be on the Standing List of
Contractors via the Public Contracts
Scotland portal. 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 had the credentials to
support the granting of the Home Energy Scotland Loan e.g. being Green Deal
certified and working to PAS2030 standards. Six contractors successfully applied to
be included on the primary contractor list offering a range of services including
internal, external and cavity wall insulation.

6.3

Secondary Contractors

Following desk-based research, a list was compiled of contractors in the Burntisland
area who were members of relevant accredited bodies. An application process was
designed to collect contact details, background information, relevant insurances and
references for contractors. The project team contacted contractors across a
reasonable radius of Burntisland and encouraged them to apply to feature on the
Standing List of Contractors. Twelve local contractors were accepted onto the
secondary contractors list and represented a wide range of energy efficiency
measures.
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6.4

Process and Refinement

As part of the development of the Standing List of Contractors, a customer journey
was developed for both primary and secondary measures, so customers were fully
aware of the process involved when installing such measures.
For primary measure installation the project delivered a hand holding service for
householders. Householders would receive an initial visit from the Quality Assurance
team to carry out a scope and estimate this would then be issued to relevant
contractors to provide adequate quotations. Households would then receive a
Quality Assurance check and post EPC (where relevant) following completion of any
works.
Secondary measure contractor details were provided, on the Standing List of
Contactors, to householders who would then be able to receive quotes and agree
works themselves. The project encouraged householders to get in touch if they faced
any difficulties with this process.
Throughout the project there were challenges faced when sourcing quotes from
primary measure contractors for customers. Primary measure contractors frequently
declined to provide quotes or fail to contact households to provide adequate service.
As such, the project team provided a follow-up support service on behalf of
households

6.5
•

•

•

•

Key Learnings
The standing list of contractors was a well-used resource throughout the
project and many householders commented on the need for such an
informative document.
There is significant gap for householders wishing to install primary measures.
Larger, national contractors (the only contractors available to install such
measures) are very reluctant to carry out ‘one off’ jobs due to various factors
including, costs, commitment of customers from quote to install and time.
However, building closer relationships with contractors resulted in more
quotes and installs for local householders.
Engaging with secondary contractors was a positive opportunity to build
further foundations within the Burntisland local community. Secondary
contractors commented on this being a good opportunity to explore and
resulted in various installs. However, there were a large number of
contractors who commented that they were busy enough so did not want to
feature on the list.
Through discussion with smaller contractors it became apparent that many
did not recognise the potential opportunity to make energy efficiency
improvements when undertaking refurbishment works nor were they aware of
the market potential of offering energy efficiency upgrades.
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7. Project Administration and Management
The funding created an opportunity for local employment and Changeworks
appointed 3 staff, all resident in the town. A Senior Project Officer was appointed in
October 2018 followed by two job share Senior Project Administrators in January
2019. Project staff completed City and Guilds Energy Awareness training as well as
gaining further insight through shadowing Home Energy Scotland advisors on
householder phone calls. The project team were also supported by the wider
Changeworks team of senior managers and specialists in monitoring & evaluation,
marketing and data handling.
A Working Group comprising of
Senior Fife Council officers,
Resource Efficient Solutions
(Refsol) and senior Changeworks
managers met monthly to provided
strategic guidance for the project
and a touch point for monitoring
progress. These monthly meetings
allowed for regular monitoring and
evaluation of the project and an
opportunity to proactively react to
successes and limitations.
Throughout the project a Customer Relationship Management (CRM) system was
used which was custom built by a Changeworks Development Officer using the
Microsoft Dynamics platform and refined to suit project needs. The system helped
project staff manage and maintain relationships, track enquiries, marketing, and the
self-funding pipeline, and deliver comprehensive insights on data. The development
of a dashboard on the Power BI platform allowed progress to be continually
monitored and easily shared in graphical form with project partners and for reporting
purposes.
To ensure that any personal data being handled by the project was protected
adequately and securely, 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.
The administrators were responsible for the CRM database was kept up to date so
accuracy of real time reporting could be maintained. The administrative team across
the wider Low Carbon Communities team helped develop and improve the database
to ensure accurate and efficient recording of installed measures and behaviour
change.
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8. Case Studies
Mrs T
Mrs T in Burntisland had been with her current
energy provider for “as long as she could
remember”. She felt that the service she had
received had been good so she was inclined to
stick with them, but she was also unsure of how to
go about switching suppliers. Her family had been
encouraging her to look at switching as she could
save money, but she was worried that it would be
a complicated process and was concerned about
the continuity of her supply.
Mrs T heard about the Change Works in
Burntisland project and read about the support
they could offer with switching in their newsletter.
“I arranged to go in with my bills and the girls in the Hub were so helpful. Jo made the
call for me and helped me through the whole process. I ended up switching supplier
and will save an estimated nearly £500 this year so I am delighted!”
The team also helped Mrs T with her boiler care contract, helping to reduce her quote
by £250 as well as advising her about loft insulation. Mrs T was sure that she must
have plenty of insulation after having some installed for free from her energy
company but it transpired the company had only insulated within a foot of the attic
hatch. After receiving advice from the Hub, her son and grandson fitted new sheep’s
wool insulation for her – and she’s already noticing the difference.
Mrs T thought that she might be able to make a small saving by switching energy
supplier so it was a welcome surprise to save so much more with the help of the
Change Works in Burntisland team.
“I saved far more than I hoped for and I’m still getting exactly the same service. My
house is also warmer after topping up my loft insulation, and I feel I know where to
go to for any more energy advice.”

Mr and Mrs Naumann
Mr and Mrs Naumann found that the sash and case windows in their traditional
Victorian semi-detached home were letting in a lot of cold air. They didn’t want to
replace the windows since the timber and glazing were in such good condition, and
all of the other solutions that had been presented to them over the years would have
spoiled the look of the original windows.
As Mr Naumann had signed up to the Change Works in Burntisland mailing list
during a visit to the shop, he was invited to their ‘Love Your Older Home’ event, held
in the town.
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Following the event, he and his wife invited Home Energy Scotland to visit their home
and recommend what they could do to make it warmer and more energy efficient.
They decided that the easiest recommendation to implement was secondary glazing.
They got in touch with a Changeworks’ trusted provider, Glaze and Save, who had
exhibited at the event, and were pleased with their suggestions.
Glaze and Save secondary glazing uses
magnetic strips, which were covered by a
material that matched the timber frame of the
windows. Mr Naumann was particularly
impressed that they matched each individual
window, rather than try to find a generic hue. The
secondary glazing took only five days to install.
Mr and Mrs Naumann have seen a difference in
their home since the secondary glazing was
installed. Their home is warmer, they no longer
have to mop up condensation from the inside of
their windows each morning, and they’ve noticed
a significant reduction in aircraft and wind noise.
Mr Naumann would advise anyone thinking of having secondary glazing to have it
installed.
“We had been looking for a solution to the cold air coming through our sash and case
windows for some time, but Glaze and Save were the first people to present a
suitable solution. The representative we spoke to was very knowledgeable and
enthusiastic, and made other suggestions for what we could do to keep our home
warmer. We’re very pleased that we’ve had the work done and will be exploring other
recommendations that came out of the Energy Saving Trust’s survey.”
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9. Discussion
The aim of Change Works in Burntisland was to act as a one stop shop, engaging
the community and supporting householders and businesses on their respective
journeys to realising the ambitions within Energy Efficient Scotland. As a pilot it
retained its ambitious scope, innovative approach and robust monitoring and
evaluation. Impacts were monitored against four key outcome areas. These are (see
infographic Section 3):
•
•
•
•

Engagement and reach
Referrals and signposts
Measures and investment
Carbon savings

Project Establishment
The focus in the discussion is on engagement with the domestic and non-domestic
sector including supporting supply chain activity. However, prior to that taking place,
it was essential (as set out in Section 2) for the project to become established within
Burntisland. To that end the project benefited greatly from building on the experience
and insight gained from a prior award for Transition Pilot funding to Changeworks for
Change Works in Peebles. Adoption for example of similar branding and social
media channels accelerated set up and reduced costs, highlighting the value of a
‘template’ to replicate, that can then be developed with the local context at its heart.
Attendance at local events and proactivity in developing relationships with potential
partners was also key at the outset. Establishing a Hub on the busy High Street gave
presence and profile and an opportunity for the enthusiastic and qualified project staff
(who were local to Burntisland) to engender trust via their engagements with the
public.
The project benefited considerably from prior development of Changeworks CRM
system to manage the data capture and monitoring, providing a feedback loop to
evaluate activities and inform ongoing delivery. Progress was also facilitated by the
enabling environment provided by the project governance, management and
administration, with strong and open relationships between Changeworks and the
steering group which had representation from Fife Council amongst other local
stakeholders.
Domestic Engagement and Customer Journey
Engaging the domestic self-funded market remained the project’s primary activity and
the project benefited considerably from the High Street Hub as a focal point for
engagement and events. As a pilot, the project took an early, bold and proactive
approach to increase footfall by diversifying the range of activities developed and
hosted to include wider issues of sustainability. The aim was to deliver spill over
conversations back into those within project scope, namely building energy efficiency
and behaviours. Wide ranging activities drew a lot of interest and impressive levels of
engagement and led in part to average footfall of 224 households per month. There
is clear evidence of spill over conversations taking place (including a case study
reference), resulting in more referrals to Home energy Scotland and other agencies
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for example. However it was not conclusive on whether the time taken to maintain
some of these activities (e.g. product refill range) provided sufficient ‘pay back’ in
terms of increased households on the customer journey. Many of the visitors to the
Hub were returnees as opposed to new households. What is clear however is that a
stronger offering or incentivisation of households to engage with energy efficiency
and the low carbon agenda would have required a singular focus on facilitating those
journeys.
A baseline campaign to promote energy awareness alongside events continued to
engage new audiences in Burntisland, especially where a tangible benefit was
promoted (free lightbulb, radiator key or water saving kit). Referral and signposting
numbers remained high, with 344 domestic referrals, the majority to Home Energy
Scotland. An ongoing challenge however remained to ascertain the outcome of a
signposting and referral.
Targeted and thematic initiatives and events were
successful at generating interest and engagement
on more extensive and ambitious retrofit and
renewable options (e.g. What’s the Deal with
Renewables? and Love Your Older Home).
Bringing the supply and demand side together was
appreciated by both parties and helped develop
trust and understanding, a key component at the
beginning of a customer journey with the potential
to involve considerable financial outlay.
Expedience and trust were further supported
through targeted interventions by Changeworks
Quality Assurance Team and the Home Energy
Scotland Technical Team and access to a trained
EPC assessor for before and after install EPCs.
The Project listened to feedback from householders on the supply chain that would
support the evolution of the customer journey. The development of a Primary and
Secondary list of contractors drew in a wider number of traders (6 and 12
respectively), many of them local, providing an increased levels of trust and
assurance. This was further facilitated by additional rigour and requirements in the
selection process with the Primary list which deals with larger and more invasive
measures. While in all circumstances the contracts were between property owners
and contractors, the integration of the Quality Assurance support at critical points in
the installation process provided impetus and reassurance to the homeowner.
However, the local supply chain is still not in a position to deal with a step change
growth in the self-funded market and larger contractors do not always see the market
as attractive or understand fully the opportunities afforded.
Tracking the progress of the customer journey to measures install is time intensive as
there is no obligation on the householder to volunteer this information. The project
therefore needs to be proactive, requiring a significant staff resource commitment.
However, where the market is not mature and the customer journey requires
considerable support, it is critical to understand how easily and effectively
householders are able to navigate it. The take up the free loan from Home Energy
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Scotland can provide additional visibility for progress along the customer journey but
the householder experience remains mixed as is highlighted in the extensive
feedback from one householder, and in its current form it does not function as a
strong enabler.
Finally, mention should be made of the role of behaviour change and associated best
practice insights in informing all aspects of the Change Works in Burntisland project.
This covered communications messaging, customer journey development and
targeted interventions focused on specific behaviours. The latter included the
Burntisland Energy Challenge which used smart energy monitors to allow
participants to change behaviours in response to tracked real time energy
consumption data. It became clear that its role as an effective engagement and
profile raising tool limited its potential as a means of conducting a piece of
behavioural research and the impact of the standalone intervention was likely
eclipsed by the value gained from introducing wider best practice insights into the
project.
Non-domestic Engagement
Change Works in Burntisland set out to engage with the non-domestic sector from
the outset. Before meaningful engagement could take place a database of contacts
was needed and this was drawn from publicly available information and local
knowledge.
Early promotion included face to face engagement with businesses on the High
Street and partnership development with relevant stakeholders and networks.
Tapping into the ‘Good to Go’ and Totally Locally Burntisland initiatives gained some
traction and the latter fostered some neighbourly competition and evidence of
changes in working practices amongst a number of businesses.
A primary goal was to qualify and transit businesses toward Resource Efficient
Scotland and their standard support package of advice, audits and loans. While
figures for referrals (19) was encouraging, the outcome from the referral was not
always possible to determine due to data sharing issues. This blind spot meant that
project follow up to encourage action on audits was not always possible. However, it
was known that one business did install measures funded by a loan.
The project was able to raise the profile of energy efficiency but when combined with
the time poor nature of many businesses, issues of property tenure and business
disruption and a lack of legislative drivers, it was hard to translate interest into action.
The clear barriers presented, and the remedial action required to address then were
largely beyond the scope of the project.
Some traction was noted with the Private Rented Sector due largely to the initial
minimum energy standard requirement coming into place in 2020. However, progress
to engage with the sector were curtailed by the onset of COVID-19. Referrals were
still made for multiple PRS landlords to Home Energy Scotland for support and this
sector will require further attention and support as the legislative drivers develop.
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10.

Conclusion

As a one stop shop, Change Works in Burntisland acted as the single point of contact
for householders and businesses that could be relied on to have the complete
customer journey front and centre. It retained its ambitious scope of activity, refining
its knowledge of the opportunities and limitations within the current and established
service provision (most notably Home Energy Scotland and Resource Efficient
Scotland), engaging, qualifying, referring (or signposting) households and businesses
as required and then following up where desirable and achievable. To realise the
complete customer journey the Project engaged effectively with the retrofit supply
chain, again supplementing the scope of current service providers, encouraging and
informing them of the opportunities of a growing market while offering quality and
value to households through the Standing List of Contractors.
The project was able to refine aspects of the
customer journey to better support
businesses and households with 344
households and 23 businesses referred
(primarily to Home Energy Scotland and
Resource Efficient Scotland respectively).
During the project lifetime, 77 self-funded
measures in 54 households and 1 measure
in a business were installed. This leveraged
in over £205K of private investment and
realised 1274 tonnes/CO2 lifetime saved by
households. At time of project close 60
measures were being explored by
households and businesses with the
potential to leverage in a further £257K in
self-funded investment and save a further
1030 tonnes/CO2.
Realising the ambitions of Energy Efficient Scotland will require a level of
engagement and action amongst the domestic and non-domestic sectors (across
tenures) on retrofit, low carbon renewables and heat that dwarfs the levels of activity
realised through Change Works in Burntisland. However, that is to misunderstand the
role of the pilot which was to develop and support a complete customer journey for
households and businesses which built trust, integrated with existing service
provision and realised quality in a policy environment where there is no compulsion
at present.
Despite engaging with 65 businesses and referring 23 for further support, the nondomestic sector still presents particular and ongoing challenges that the project was
only partly able to compensate for. Current national service provision and legislative
drivers are not fit for the purpose of realising the huge uplift in businesses addressing
the decarbonisation of their buildings. Local provision through Change Works in
Burntisland compensated in part for that but the current approach and inter agency
working does is not provide a model that is replicable or scalable to meet future
demands. This needs to be addressed before, for example, compulsion through
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legislation on the Private Rented Sector really starts to take effect. Interest from this
sector, driven by legislation, was noted in this and other transition pilots and is only
set to grow.
Progress supporting the domestic sector is considerably more encouraging and in
this respect the pilot was undoubtably successful. It established a considerable local
presence with the Hub at its centre with 567 households engaged, a 176% increase
in enquires to Home Energy Scotland over the course of the project. The project went
out of its way to draw in households with a focused and wider sustainability agenda
through a diversity of activities and workshops. This achieved some spill over in
conversations back into the buildings and energy agenda and contributed to a high
average monthly footfall with a high level of returnees. There were certainly merits in
testing this approach in the absence of a more compelling reasons for households to
engage on building energy efficiency. However, a more engaged public would quickly
require the focus to turn exclusively to supporting the customer journey as originally
envisaged.
The project gained understanding and created an effective customer journey,
identifying barriers that hinder progress and solutions that support it. It developed
considerable learnings that added to the evidence base to inform future policy
development. Critically there is the potential and a path through modification to cost
effectively scale up or geographically expand the model to meet future demands.
While the legacy of the project in the Burntisland area is hard to ascertain at this
time, there has at least been effective communications with the project pipeline at
close of funding and a level of ongoing support from Home Energy Scotland and
Cosy Kingdom. The agencies involved in delivering Change Works in Burntisland
retain their belief in the one stop shop model as a critical step to realising Energy
Efficient Scotland and retain the will, knowledge and commitment to realise that
vision and also that of the Burntisland Energy Master Plan.
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