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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 nondomestic). 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.
The Change Works in Peebles project
piloted a new, integrated and innovative
approach to support the ambitions
within Energy Efficient Scotland by
testing innovative approaches to
delivering energy efficiency and low
carbon heat across the domestic and
non-domestic sectors. 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 aimed to bring together supply chain and market demand. A partnership project
between Scottish Borders Council and Changeworks, the focus of the project was initially
on the town of Peebles (population 8,376, 2011 census) but from September 2018 the
project was extended to the full Tweeddale locality (population 20,848, SBC website)
through Energy Efficient Scotland Transition funding.
The original project was funded in August 2017 under Scotland’s Energy Efficiency
Programme (SEEP) Stage 2 Transition funding from Scottish Government with additional
investment from Changeworks and Scottish Borders Council. The project’s hub opened in
March 2018 and served the community until March 2020. The transition of the project to
cover the wider Tweeddale area was seamless for the public to ensure continuity of
service. This report covers the second year of the Change Works in Peebles project,
funded by Energy Efficient Scotland Transition funding and covers the period April 2019 to
March 2020.
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The project included the establishment of a prominent High Street hub housing an
engagement and outreach team who delivered 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 QA 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
Behaviour change projects with the non-domestic sector
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 872
households and 49 businesses from April 2019 to March 2020. This is in addition to the
impacts and achievements reported to Scottish Government following year one of the
project – a summary is included in Appendix A. The project activities reached a far wider
audience 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 £200,605 was spent by householders on installing measures
representing a 1008 tonnes/CO2 lifetime1 saved by households.
This evaluation report covers the period from April 2019 to March 2020 funded by Energy
Efficient Scotland Transition funding and should be read in conjunction with the Change
Works in Peebles interim report. 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 have had to postpone their planned energy efficiency
improvements. At the time of project close, 174 planned measures were still being
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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explored by householders and businesses. If all proceed once lockdown restrictions are
lifted, this would represent a further £669,208 in self-funded investment (and a further 3522
tonnes/CO2 lifetime1). It should be noted that with the close of the pilot project, the project
handholding service is no longer available in the area. However, 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, nondomestic and supply chain programmes. It provides a reflection of events covering the final
12 months of the Change Works in Peebles 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.
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2. Project Establishment
2.1

Establishing a Presence

Following the SEEP 2 Transition Pilot project, Change Works in Peebles was well
established within the community, with engaged social media channels, project branding,
staffing and a comprehensive Customer Relationship Management (CRM) system already
in place.
While the project rolled out to cover wider Tweeddale, the hub, based on a vibrant and
busy High Street, remained a key method of engagement. Outreach events across
Tweeddale introduced the project to new communities and this often led to follow-up visits
to the hub.

2.2

Community Engagement

The project team embedded activities within the local community by attending events and
delivering presentations to local groups, including Community Councils and the local Rotary
Club. The project also attended a variety of key events throughout Tweeddale including:
•
•
•
•
•

Tweedlove (Innerleithen)
West Linton Whipman Festival
Peebles Agricultural Show
Clovenfords Summer Fair
Peebles Highland Games

Such engagement generated new contacts for the project and led to invitations to attend
several environmental action groups, allowing participation in Climate Conversation events
and engaging with local Fridays for Future marches.

2.3

Partnership Working

A presence at Local Authority meetings such as the
Tweeddale Area Partnership and Tweeddale
Learning Community Partnership ensured the
Senior Project Officer had input at a strategic level,
raising awareness of the energy efficiency issues
that affect Tweeddale. In January 2020 a meeting of
the Tweeddale Area Partnership focussed on the
topic of Environment and Place and explored
themes of sustainability, green space and energy
efficiency. The Senior Project Officer delivered a
presentation exploring the current energy efficiency
context, organisations providing support and
Change Works in Peebles Final Report – June 2020
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financial options available, before chairing a discussion on how fuel poverty affects
Tweeddale.
This involvement with the Tweeddale Area Partnership provided a great opportunity to raise
awareness not just of the Change Works in Peebles project but of the support available
across Tweeddale to a range of households, ensuring partnership teams were aware of
energy efficiency and fuel poverty as they continue to work in communities across the
Scottish Borders.
The Scottish Borders Home Energy Forum, established and led by Scottish Borders
Council’s Energy Efficiency Strategy and Policy Officer, aimed to take a strategic, multiagency approach to help reduce fuel poverty, improve energy efficiency and improve health
and well-being in the Scottish Borders. Change Works in Peebles represented engagement
with the self-funding market on this forum which ensured the distinct issues facing this
group were considered. The forum also provided excellent networking opportunities with
representatives of Housing Associations, Citizen’s Advice Scotland and the NHS.

2.4

Marketing and Social Media

With the extended boundaries of the project, marketing
and social media became increasingly important for
engaging with households and businesses across the
Tweeddale area.
The project had dedicated Facebook and Twitter
channels with over 340 following the Facebook page.
Messaging was shared through these channels and
much wider through community Facebook pages such
as the highly successful “Peeblesshire - W4 - Who,
What, Where and When”, which is followed by over
6,000 active local residents. A Peebles business
community Facebook page was used to spread
messaging to support non-domestic engagement. In addition, advertising through the
Facebook account helped to promote 475 posts and 48 events.
The advertised Facebook post with the highest engagement rate featured content of the
visit of the Minister for Business, Innovation and Energy, Paul Wheelhouse, to the Peebles
Hub. The post reached 25 people and had 19 engagements. Considering the small reach,
a very high percentage of people who saw the post positively engaged with it.
The post with the highest reach was one of the initial posts promoting the ‘What’s the deal
with Renewables’ event in May 2019, which reached 5314 people and generated 355
engagements.
Facebook communications have been an incredibly valuable way to communicate with the
Tweeddale community, promoting events and disseminating behaviour change messaging.
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Twitter proved to be a useful tool in strengthening links with partner organisations but less
valuable at engaging with households and businesses.
Local media was used to communicate the key campaigns of the project through a mix of
press releases and paid advertising. Community magazines and newsletters, including
Peebles Life which is distributed to all residents in the town and available online, were very
supportive of the project. Other publications such as SB Connect, Border Events and Live
Borders magazine ensured project messaging reached across Tweeddale and wider
Scottish Borders. There was an opportunity to share the successes of year one in a report
which was issued in June 2019 and shared widely.
A monthly ebulletin was used throughout the project
to provide updates and information about new events
and activities. An online sign-up form was developed
that mapped directly to the CRM to minimise data
input. The first e-newsletter issued was in August
2018. At the time there were 149 people signed up to
the mailing list. This figure had more than quadrupled
by the end of the project, increasing to 658 in March
2020. The proportion of the mailing list opening the
newsletter (unique opens) varied from 40.97% to
57.64% (averaging 47.38% over 11 newsletters in
total); considerably higher than the industry
benchmark of 25%.
Marketing of events and campaigns relied on multiple approaches, from posters, press
releases and social media to hand-delivered postcards. For the Love your Older Home
event in September 2019, 4000 invitations were delivered in areas including West Linton,
Lamancha and Eddleston, targeted using LHEES data. This resulted in 41 attendees and
highlights the significant time and resource required to promote events effectively.
It should be noted that it is difficult to accurately record customers who have been reached
but have not actively engaged in the project. This is due to the light touch nature of the
initial interaction, sometimes not giving sufficient cause to obtain GDPR consent and
capture information on the CRM.

2.5
•
•
•

Key Learnings
Projects of this nature take time and proactive effort to develop effective working
and constructive partnerships with communities
Marketing is a resource intensive element of a project like this but is essential when
engaging with a range of audiences spread over a large geographical area.
To reach the Tweeddale community a combination of hub and outreach activities
was essential.
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3. Infographic of Outcomes
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4. Domestic Engagement
4.1

Hub and Pop-up Event Engagement

At the heart of this project was the aim to engage with a
community through a place-based approach. The project
involved a variety of events and activities focused around a
base on Peebles High Street which acted as a one-stopshop, engaging the community and supporting
householders and businesses on their respective journeys
to realising change.
As well as engaging householders through footfall, (which
averaged 25 per week over the course of the project) events
were run from the Peebles hub on a variety of topics such
as water saving and upcoming legislation for Private Sector
Landlords.
The project formed a partnership with local charity You Can Grow, using the hub as a base
for selling gardening tools saved from landfill which had been refurbished by HMP
Edinburgh. The hub was also a base for the Hogmanay Torchlight Procession, in which
over 3000 people took part.

4.2

Events and Campaigns

A baseline campaign operated for the duration of the Change Works in Peebles project and
delivered a coherent and comprehensive programme of support covering low carbon
behaviours and low-cost energy demand reduction interventions widely relevant to
households within the project area.
This baseline campaign followed a planned calendar with different focus topics designed to
respond to the types of enquiries received through initial engagement. The baseline
focused on key themes that are applicable to the majority of households in Tweeddale,
including:
•
•
•
•

LED campaign (Apr 2019)
Water saving (June 2019)
Bleeding radiators (October / November 2019)
Draught proofing (November/December 2019)
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These topics worked well to engage with new audiences and initiated conversations about
energy efficiency as demonstrated by the feedback received:
“Thank you so much the draught proofing items. Yes, we have used them all and yes, our
home certainly feels warmer and less draughty. It's hard to tell what sort of impact it has
had on our energy bills however I can only assume it has lowered them as with less
draughts I am running the heating for less time each day. The team at Changeworks are so
helpful and knowledgeable - I will certainly visit them again if I need any further advice.”
Mrs H

“I recently attended a meeting at the Tontine Hotel and received a free insulation pack. I
have used it very successfully ...The lightbulb was very impressive with its quality of
brightness; I have used the draught excluders. Also, the insulation tape works very well for
cutting out draughts. So, everything was used. Many thanks.”
Mr L

Change Works in Peebles also explored ways to
engage with the Tweeddale community on topics such
as active travel and waste. As well as continuing with
the previous year’s partnership with Home Energy
Scotland offering free e-bike trials, the project sold real
nappy starter kits as a way to engage young families.
This generated significant interest with excellent
coverage on social media, in the press and led to a
6pm news piece by ITV Borders.
Saving Water in Tweeddale
Following the successful week-long campaign in July
2018, Change Works in Peebles once again supported
Home Energy Scotland’s partnership with Scottish
Water. Engagement took place in Peebles, Innerleithen
and West Linton and householders received a Scottish
Water pack containing a selection of hot and cold-water
saving devices.
School Engagement
Following on from the SEEP 2 Transition Pilot project, Scottish Borders Council
commissioned Changeworks to develop and deliver a broad energy awareness programme
engaging with school staff, pupils and local parents’ groups. Building on learnings from this,
Change Works in Peebles engaged with 61 P4 and P5 pupils at West Linton Primary
School. Pupils were given a secret mission to explore energy waste in their homes and
reflect on how they could engage their families to be more energy efficient. The project also
engaged with a local nursery who followed up with a visit to the hub to understand the
importance of bleeding radiators for efficiency.
Change Works in Peebles Final Report – June 2020
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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 479 domestic referrals 2. Home Energy Scotland was
the most frequently referred to organisation (84%), followed by Changeworks Affordable
Warmth team (7%). A further 297 signposts2 were made for domestic customers, mostly to
Home Energy Scotland (85%).
Data from the 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 Infographics of Outcomes in Section 3, there was a 50% increase in
average monthly Home Energy Scotland enquiries across the project area3. While we
cannot state that this is an 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.

4.4

Targeted Interventions

Data analysis conducted prior to the project helped to inform targeted interventions around
suitable measures for Tweeddale properties. A number of events and campaigns were
planned and delivered to increase engagement and identify those suitable and interested in
measure installation and hand-holding support, including:
What’s the Deal with Renewables
This event was hosted in the rural location of Lamancha and took place in May 2019.
Presentations from the project team, Home Energy Scotland, Scottish Borders Council and
a local resident provided an interesting and varied programme. Home Energy Scotland
were joined by Resource Efficient Scotland and three local installers provided a
marketplace which attendees could browse before and after the talks. The local resident
who shared their own experience with renewable technology as part of the event reported:
“Your presentation brought (I would think) £20k+ of work to the contractor (plus any I know
nothing of) and made 3 households in this area even more energy efficient, so well done
you.”
Local resident attending event
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.
3 Compared

to the same period prior to the commencement of phase one of the project in Peebles
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Love your Older Home
This event was delivered by Change Works
in Peebles in partnership with Home Energy
Scotland and Historic Environment
Scotland. Marketing was targeted and
content focused on insulation and glazing
options for old, hard to treat properties
across Tweeddale. The model of a
marketplace was again used, this time
attended by two glazing firms and an
insulation contractor. The event was well
attended with an audience of 41 and
generated at least twelve referrals to Home
Energy Scotland. In the event evaluation, 88% (15 out of 17) of attendees reported
increased knowledge of types of insulation, draught-proofing and glazing replacements and
88% (15 of 17) of attendees reported increased knowledge of financial support available.
As a result of the event, 11 of the 16 (69%) attendees who responded to the survey said
that they were very likely to install an energy efficiency measure.
Quick Wins for Winter
Over autumn and winter 2019/20 the project ran a ‘Quick Wins
for Winter’ campaign which promoted simple and low-cost energy
efficiency actions such as bleeding radiators, draught proofing
and loft insulation. As part of this campaign a competition-based
engagement encouraged householders to check their levels of
loft insulation, based on data that 2,800 households in
Tweeddale don’t have the recommended 270mm. The winner of
the competition received a loft insulation top-up using a
contractor on the Standing List of Contractors. Around half of the
entrants to the competition were new to the project and all were
followed up with personalised advice and support, including
through the Standing List of Contractors.

4.5

Behaviour Change

While behaviour change was intrinsic to all project activities it was specifically explored
through the Tweeddale Energy Challenge. Loop energy monitors were installed by 87
householders which allowed participants to track their real-time energy consumption and
see where savings could be made. Behavioural tips were sent on a monthly basis through
a newsletter, which was also offered wider to contacts of Change Works in Peebles and
mirrored on social media to ensure maximum coverage. The real time energy monitors
were found to be a useful engagement tool and talking point, drawing householders to the
hub and leading to wider conversations about their energy use and steps they could take to
reduce it.
Change Works in Peebles Final Report – June 2020

13

“I collected my 'stuff' last week and installed it the same day. Already more aware of what
we are doing. Been away all weekend and instead of leaving things on standby we
switched TV off at plug along with all alarm clocks.”
Mrs M, Tweeddale Energy Challenge Participant

“Found interesting the ability to watch spend and have prompts for changing provider of
power. Live time spend is also interesting. I changed energy provider a couple of months
ago after contacting the project.”
Ms A, Tweeddale Energy Challenge Participant
In December 2019 participants of the Energy Challenge were invited to a Winter Warmers
event, where the project presented some findings from the data and participants discussed
their experience and shared energy saving tips.

4.6

Quality Assurance and EPC Support

A significant element of the Change Works in Peebles project was the development and
refinement of a specific hand-holding customer journey for self-funding households looking
to install insulation measures.
Anecdotal evidence suggested a lack of trust in installers from households as a prohibiting
factor on greater retrofit uptake. In response to this, the Change Works in Peebles project
offered free quality assurance support as part of the customer journey. Furthermore, in the
second year Changeworks’ Quality Assurance team were able to scope the work for
contractors, providing measurements and photographs, which in many cases allowed
contractors to quote for works without costly site visits.
This support supplemented the work of the Home Energy Scotland Technical Team who
had often already visited the householder to offer a holistic review of options, including
renewables. Project staff could support the householder to digest the report provided,
before enabling them to move forward in their journey. This journey is illustrated through
feedback below:
“I had a very useful and informative visit from HES surveyor. We identified where the most
important heat loss was occurring, and I now have a set of prioritised actions to tackle
specific areas. The main recommendation was information on how to apply insulation to the
eaves. Most of this work I can do myself, but the later priority will require getting contractors
in and applying for loan.
The advice was always given in relation to the cost and benefit to help identify the best
solutions. It also identified which measures would likely have minimal impact. So very
useful indeed.”
Mr H
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During the course of the project, proposals for The Energy Efficiency (Domestic Private
Rented Property (Scotland) Regulations 2020 were announced. Energy Performance
Certificates (EPCs) were to be the agreed measurement for this. EPCs are also required in
most instances to access the Home Energy Scotland loan. As such, a member of the Low
Carbon Communities Projects team was trained as a Domestic Energy Assessor enabling
the project to offer EPCs as an incentive to self-funding households.

4.7

Outcomes and Installations

Project staff undertook regular follow ups with householders, by telephone and email as
well as conducting post-event evaluation, with varying levels of success. Householders
would rarely volunteer updates on their progress (as the project was not funding or
delivering the upgrade work), only making contact if there was an issue. It is therefore
difficult to know exactly how many measures were installed as a result of the project.
Through the CRM the project applied statuses to measures such as ‘Completed’,
‘Confirmed’, ‘In Progress’ and ‘Not Started’, with a record only moving to ‘Completed’ when
the householder had provided an update that this was the case.
Events such as What’s the Deal with Renewables? proved very successful in leading to
action, with feedback from that event suggesting it resulted in two solar PV installs, one
battery storage installation, one air source heat pump install and two upgrades to existing
systems.

4.8

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. Anecdotal feedback is that the loan process is complex and
challenging for householders to access and implement.
The main reported barriers included not being able to use their chosen trader (often local
without the required certification), the chosen measure not being listed on the EPC and the
process taking too long where the measure (e.g. a new boiler) was needed quickly. A
further issue was the payment of the loan being made only on completion of the work.
Householders found themselves having to fund the measure upfront until the loan was paid
out as contractors were not willing to delay payment.
However, it should be noted that some householders reported a positive experience with
accessing the loan funding and so the experience does not seem to be consistent.

4.9
•

Key Learnings
It is important to maintain a varied programme of events and campaigns to engage
householders at different stages in their journey. For example, encouraging smaller
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•
•

•

•

actions such as bleeding radiators through to providing the tools for installation of
renewable technologies.
Behaviour change advice should be across all activity but can be difficult to monitor
and evaluate.
The customer journey from initial contact with a project like Change Works in
Peebles through to installation of a measure can be a long and varied one.
However, it is clear that the additional hand-holding support, for example with
EPCs, obtaining contractor quotes and quality assurance, removes some of the
barriers for householders and encouraged the uptake of measures.
Follow up with householders is important, not only to gather data for monitoring and
evaluation purposes but also to encourage and advise householders through the
journey of installing measures. However, this is time consuming and was often met
with a lack of response from householders.
Householders have reported finding the complexity of the Home Energy Scotland
loan process prohibitive, resorting instead to appointing a smaller, local contractor
or DIY.
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5. Non-Domestic Engagement
The non-domestic engagement element of
Change Works in Peebles was run in close
partnership with Resource Efficient
Scotland. Project staff also worked with
SBC’s Economic Development department
to develop project plans and to ensure
project activities fitted into the wider Council
and Business Gateway Borders plans.
To facilitate engagement with the Peebles
business community, it was identified that a
database of local businesses would be
required.
Various online data sets including Google Maps, Yell.com and local business listings were
accessed and resulted in a database of 774 businesses in Tweeddale of which there were
email contacts for 450. This database proved very valuable in being able to communicate
with the local business community and to keep them up to date, regarding upcoming events
and campaigns.

5.1

Proactive Engagement

The support provided to the non-domestic sector had to be quite bespoke, given the wide
variety of differing business's needs, and did not follow a set customer journey. The project
engaged with businesses through the hub and at community events. In Autumn 2019 the
Senior Project Officer visited around 140 businesses throughout Tweeddale after
agreement with partners that door stepping would likely be the most effective way to reach
busy business owners. A project leaflet detailing support for businesses was created and
provided following a brief introduction of the project.
The Senior Project Officer also explored potential partnerships to facilitate access to
businesses in the area, becoming a member of the Scottish Borders Chamber of
Commerce and attending their Speed Networking event for businesses at Peebles Hydro.

5.2

Private Sector Landlord Engagement

Working in partnership with Scottish Borders Council, a proactive communications
campaign to engage with their Private Sector Landlord (PSL) register was delivered.
Communications were sent to approximately 540 Scottish Borders Council registered
private sector landlords and messaging focused on Scottish Government’s commitment to
improving the energy efficiency of homes in the private rented sector and the new minimum
energy efficiency standards for private rented properties in Scotland that were planned to
be phased in and increased over time.
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Landlords were made aware of the support available through Home Energy Scotland and
Change Works in Peebles and given details of
the Home Energy Scotland Loan. Landlords
were also invited to attend an event run in
partnership with Home Energy Scotland in
February 2020, where they could receive
advice on services available to private sector
landlords and tenants, help to identify which
improvements can be made to a property and
advice on the funding that is available.

5.3

Events and Campaigns

Following extensive marketing by email and door stepping, a breakfast event titled ‘How to
cut costs in your business’ took place on 7th November 2019 at the Tontine Hotel, Peebles.
Attendees heard about support available from the project, Resource Efficient Scotland and
Business Gateway Borders. 72% of attendees (10 out of 14) indicated that they would be
'very likely' to take steps towards reducing their business' energy costs because of the
event and seven were referred on to Resource Efficient Scotland.
This was followed by a second event in February where businesses were invited to drop
into the hub on the High Street for a one-to-one advice session with a Resource Efficient
Scotland advisor. Support request forms were available on the day which could be
completed with the advisor, accelerating the process for the five businesses in attendance.
During the SEEP 2 Transition Pilot phase of Change Works in Peebles, uptake of support
by Private Sector Landlords was limited. However, with the imminent introduction of
minimum energy efficiency standards, an event offering one-to-one appointments with the
Private Sector Landlord Specialist from Home Energy Scotland was fully booked. This was
followed up with the publication of a webinar recorded by Changeworks in partnership with
Home Energy Scotland to ensure the advice was circulated widely.

5.4

In-depth Support

Change Works in Peebles supplemented the existing Resource Efficient Scotland
programme rather than replicate anything currently offered, and it was expected that local
engagement would lead to an increase in new referrals to Resource Efficient Scotland.
Project staff provided hand-holding support to organisations going through the referral
process, offering support with the completion of support request forms and then following
up on final audit reports to encourage implementation. Business Gateway already offered a
standard level of support across the Scottish Borders and through this project, it was
intended that the impact of additional support would be assessed to increase engagement
and referral levels.
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The project made a total of 49 referrals to Resource Efficient Scotland with a further 29
signposts. Four businesses reported installing energy efficiency measures during the
project lifetime. Resource Efficient Scotland were unable to provide any data on the
outcomes of referrals, due to insufficient data sharing element to its data protection
agreements. Data shared only provided basic information, leaving a significant gap in
understanding in the impact of the project for non-domestic customers.

5.5

Accessing Funding for Measures

No organisations reported accessing the Resource Efficient Scotland loan funding during
the time of the project. Where one business was especially keen to make improvements
using the loan, they were not eligible due to the length of time they had been operating.
Other businesses and organisations were able to access alternative funding or fund
measures themselves.

5.6
•
•

•

•
•

Key Learnings
Businesses are particularly difficult to engage as they are often very time-poor. It
requires persistence and a range of proactive approaches.
A clear business case for energy efficiency is necessary due to the competing
priorities facing businesses. The installation of measures would often require a
pause in business activity meaning that the cost of installation can be far greater
than the quoted measure cost.
The non-domestic sector occupies a diverse range of buildings which are often
rented, meaning tenants are unable to make any substantial changes to the fabric
of the building. There are currently no set standards for non-domestic premises
meaning that landlords are not required to ensure that these buildings are a good
energy efficiency standard.
Without legislative drivers there is little incentive for businesses to take on the cost
of upgrading energy efficiency.
The data analysis work required for the Peebles LHEES clearly demonstrated a lack
of accurate datasets for energy efficiency information on non-domestic building
stock, making targeted engagement difficult.
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6. Supply Chain
6.1

Installer Engagement

A lack of supply chain, particularly in more rural areas like the Scottish Borders, has been
identified as a barrier to the uptake of domestic retrofit energy efficiency measures. Data
gathered during LHEES Track 1 indicated considerable opportunities to upgrade a variety
of property types within the Peebles area and feedback at the Peebles hub indicated a high
level of public interest in having energy efficiency measures carried out to their homes.
A Standing List of Contractors was therefore
developed during the SEEP 2 project which
connected customers with contractors who could
carry out a range of larger insulation measures.
Based on learnings from this activity, Change
Works in Peebles extended the list to include more
local firms, while also adjusting the existing
customer journey. The Standing List of Contractors
was compiled for both ‘primary’ measures
(external, cavity and internal wall insulation) and
‘secondary’ measures (draught proofing, window
upgrades, boiler replacement and attic or floor
insulation).

6.2

Primary Contractors

The list was based on Scotland Excel, Framework 09-13 Energy Efficiency Contractors,
and 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 have the credentials to support the granting of the Home Energy Scotland
Loan.

6.3

Secondary Contractors

Following regular requests at the Change Works in Peebles hub for recommendations of
local tradespeople, and in the absence of any Trusted Traders scheme operating in the
area, it was decided to extend the Standing List of Contractors to cover a wider range of
measures. In summer 2019 a list was compiled of trades within a set radius of Peebles who
were members of relevant accreditation bodies. A simple application, which asked for
references and important business and insurance information, was then issued to 32 local
trades. Eight contractors signed up, representing a good balance of joinery, glazing and
plumbing firms.
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6.4

Standing List of Contractors

Full contact details for the secondary contractors appeared on the list and customers were
encouraged to contact directly to obtain quotes and reminded that any contract would be
between them and the contractor. With primary measures the project provided more
intensive hand-holding support for customers. Following an initial visit by Changeworks’
Quality Assurance team contractors were issued a Scope of Works and performance
specifications. Again, it was made clear that contracts were between property owners and
contractors and Quality Assurance support was provided throughout the installation
process. The customer journey for the Primary measures process is shown below.
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6.5
•

•

•
•

•

Key Learnings
Through continued engagement with the supply chain in the Scottish Borders the
project found a general lack of awareness of Energy Efficient Scotland amongst
local contractors.
In some cases, contractors were already carrying out energy efficiency work but
failing to recognise it as such and in others they did not recognise opportunities to
incorporate it into other work.
Trades reported that they do not see the demand from householders for this type of
work and the majority already have a steady workload.
Where there was an initial interest in exploring energy efficiency work, contractors
were often put off by the perceived red tape, ongoing administrative burden and
cost for training and accreditation.
These factors result in a supply chain gap for householders, where larger, national
contractors are unwilling to travel to rural areas for smaller, one-off jobs and local
contractors do not have the required skills or accreditation.
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7. Project Administration and Management
Staffing capacity for Change Works in Peebles
changed in September 2018 as the Senior Project
Manager moved to oversee the launch of four
further EES Transition projects. A Senior Project
Officer was appointed, supported by a Senior
Project Administrator and able to draw on a range
of expertise within Changeworks, including data
analysis, supply chain engagement and behaviour
change. All hub staff gained the City and Guilds
Energy Awareness qualification and were facilitated
to learn from Home Energy Scotland advisors
through visits to the centre.
The wider project team consisted of a Steering Group of senior Scottish Borders Council
officers and senior Changeworks project officers and a Working Group of Council officers
and Changeworks officers, responsible for ensuring project delivery. This included a
dedicated lead Project Officer within Scottish Borders Council which greatly facilitated
delivery.
Programmes of work tended toward a lead organisation on delivery which allowed progress
to be made more quickly, with reporting and decision making at the working groups when
required. The steering group of senior Scottish Borders Council officers and senior
Changeworks staff provided input at key points. Overall, this model of project management
and governance worked effectively.
Throughout the project a CRM system was used which was custom built by a 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.
To ensure that any personal data being handled by the project was protected adequately
and properly, the project operated under Changeworks’ robust data storage and sharing
principles. Data sharing agreements were put in place with project partners ensuring that
EU General Data Protection Regulation (GDPR) requirements were fully met.
In year one the Change Works in Peebles project met and responded to a range of
challenges, including the lack of a robust monitoring and evaluation framework and the
difficulties obtaining data sharing agreements with partner organisations. By year two,
many of these issues had been resolved although certain impacts of the project remained
difficult to measure due to issues like lack of feedback from householders.
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8. Case Studies
Case Study 1
David McCurdy lives in a new build home in
Peebles and was keen to investigate the possibility
of installing solar panels. He works from home and
has a young family so uses a lot more energy
during the day. Being able to produce his own
energy as well as benefit from the Feed in Tariff
(FiT) payments were key to his decision that
installing solar panels would be right for his home.
David attended an information event on renewable
energy called ‘What’s the deal with solar?’ hosted
by Change Works Peebles in September 2018. At
the free event, local people interested in installing
renewable technology had the chance to chat to
local specialist installers before hearing from Home
Energy Scotland about the benefits of solar panels,
the costs and savings involved and the free,
impartial support available. David spoke with various installation companies and received
information on the Home Energy Scotland interest free loan for renewable technology.
Following the event, he arranged for a number of companies to visit his home to provide
quotations for solar panels. He also applied for the Home Energy Scotland loan and once
the process was completed, he arranged to have the panels installed.
David had a solar PV system installed which also heats his water and it has helped reduce
his energy bills by around 20%.
He said ‘Although the government incentive to pay you for what your panels produces has
come to an end, it is definitely worth it if you work from home, or occupy your home during
the day and do most of your housework (washing etc) when you can take advantage of the
free energy’.
Case Study 2
Robin from Peebles had a very old and inefficient boiler and had been advised by a
maintenance engineer that there was no longer a guarantee of being able to source parts.
He was also advised that he would save on his gas consumption by getting a new boiler
installed.
Robin approached Change Works for advice on funding sources for installing a new boiler
and was referred to Home Energy Scotland. After completing a Home Energy Check and
providing evidence of the inefficient boiler he was able to access an interest-free loan,
which at the time included £200 cash back.
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Robin obtained two quotes for the work and in February 2019 had a new boiler and smart
controls installed. He reported “the new boiler is very much more efficient – and we have
already noticed significant savings in our gas consumption.”
Robin also used the draught-proofing kit provided by Change Works in Peebles stop
draughts from the letterbox, external doors and windows. When asked what advice he
would give to others he said:
“My advice would be to pop in and speak to the team at Change Works – they will help you
with this every step of the way. If you can afford to take advantage of the funding provided
by Energy Saving Trust to carry out this or other improvements, it will be worth it in the long
run as your bill will go down.”

Case Study 3
Mr Bonner bought his rural bungalow in 2017 and was keen to make energy efficiency
improvements from the start, installing a biomass boiler in the first year. Of concrete slab
construction the walls did not retain heat and Mr Bonner began to explore external wall
insulation (EWI). Even with the help of a local architect, Mr Bonner struggled to obtain two
quotes, with one coming in over £24,000 and neither providing any breakdown of the costs.
After attending an EWI information evening at Change Works in Peebles Mr Bonner used
the Standing List of Contractors to get a further 3 quotes, this time ranging from around
£10,000 to just over £13,000. He used the interest free loan, with cashback, to fund the
work.
While Mr Bonner’s journey was a long and difficult one, due to complications with building
warrants, he felt the Standing List of Contractors opened the door to getting this work done.
While Mr Bonner had been looking into his options for a while and therefore did not need to
access any technical expertise, he felt the Quality Assurance which was provided gave him
more confidence the work was done properly.
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9. Discussion
The aim of Change Works in Peebles in year 2 was to continue 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 which contributed toward an aspirational goal of
reducing the energy consumption of Peebles by 10%. These are (see infographic Section
3):
•
•
•
•

Engagement and reach
Referrals and signposts
Measures and investment
Carbon savings

The focus in the discussion is on engagement with the domestic and non-domestic sector
including supporting supply chain activity. It should be recognised that this was greatly
facilitated in year 2 by the ongoing enabling environment provided by the project
governance, management and administration, which remained strong. In addition, the
project continued to benefit considerably from the prior development of the Changeworks
CRM system to manage the data capture and monitoring, providing a feedback loop to
evaluate activities and inform ongoing delivery.
Domestic Engagement and Customer Journey
Engaging the domestic self-funded market remained the
project’s primary activity and the final year of the project
benefited from the previous and ongoing hub, social
media and outreach presence required to maintain the
project profile.
Key themes within the baseline campaign continued to
engage new audiences across Tweeddale, especially
where a tangible benefit was promoted (free lightbulb or
water saving kit) and evidenced some success in initiating
wider conversations about energy efficiency. Referral and
signposting numbers, primarily to Home Energy Scotland
remained high though an ongoing challenge 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?). 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, the Home Energy Scotland Technical Team and a
trained EPC assessor with the project.
Change Works in Peebles Final Report – June 2020

26

The Project listened to feedback from both the householder and 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, many of them local,
providing an increased level 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, a point reinforced for example in Case Study 3 above. 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. Some
additional visibility on progress on the journey is seen where households take up the free
loan from Home Energy Scotland but the householder experience remains mixed and in its
current form it is not proving to be 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 Peebles project. This
covered communications messaging, customer journey development and targeted
interventions focused on specific behaviours. This later included the Tweeddale Energy
Challenge which used Loop 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 (87 participants) limited its potential as a
means of conducting a piece of behavioural research.
Non-Domestic Engagement
From the outset of Change Works in Peebles, there
has been ongoing engagement and relationship
building with the non-domestic sector. In year 2, the
project benefited from the gains in year 1, namely
the Tweeddale business database to facilitate
comms and the relationship with Resource Efficient
Scotland and Scottish Borders Council’s Economic
Development department.
Businesses tended not to be proactive in seeking
support and the project had to work hard and adopt
a diversity of approach to develop a pipeline of
prospects, engaged and willing to explore
opportunities. This included door stepping 140
businesses and mailing 540 private sector landlords
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to promote sector specific events. Activities such as these did gain some traction and
generate healthy attendances at breakfast events or events offering a one to one
appointment, respectively.
A primary goal was to qualify and transit businesses toward Resource Efficient Scotland
and their standard support package of audits and loans. While figures for referrals (49 with
29 signposts) represented a step change from a baseline for the area, the outcome from
the referral was not 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. It was known
that no businesses took advantage of the loan funding.
When combined with the time poor nature of many businesses, issues of property tenure
and business disruption and a lack of legislative drivers, the project was able to raise the
profile of energy efficiency and help facilitate a number of businesses to take action but
clear barriers presented limited this number and the remedial action was beyond the scope
of the project.
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10.

Conclusion

As a one-stop shop, Change Works in Peebles in its last
year continued to be 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 continued to
engage effectively with the retrofit, renewables and low
carbon heat 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.
In its second year of operation, the Project was able to smoothly transition to its expanded
geographic range, building on its recognised brand, established physical and social media
presence and supply chain engagement. Despite changes in some personnel, the project
governance, management and administration remained fit for purpose and effective and the
critical relationship between Scottish Borders Council and Changeworks (delivery agent)
remained open, ambitious and supportive.
The project was able to refine aspects of the customer journey to better support businesses
and households with 46 self-funded measures in 39 households and 5 measures in 4
businesses installed, leveraging in over £200K of private investment and realising 1008
tonnes/CO2 lifetime saved by households. At time of project close 174 measures were
being explored by households and businesses with the potential to leverage in £669,280 in
self-funded investment and save a further 3522 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 Peebles. 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.
The non-domestic sector 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 Peebles and
the Council’s Economic Development department compensated in part for that but the
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current approach and inter agency working does not
provide a model that is replicable or scalable to meet
future demands. This needs to be addressed before, for
example, compulsion through legislation on the Private
Rented Sector really starts to take effect.
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, gained
understanding and created an effective customer
journey, identifying barriers that hinder progress and
solutions that support it and is now in a position to inform
future policy. 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 Tweeddale area is hard to ascertain with the hub in
place but shuttered due to the COVID-19 crisis and decisions on its future to be made,
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. The agencies involved
in delivering Change Works in Peebles 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.
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Appendix A – Infographic of Outcomes Feb 2018 – March 2020
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