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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 'hand-holding' service for these target markets. 

 

Penicuik is a town in Midlothian, lying 

on the west bank of the River North 

Esk.  Penicuik was chosen as an 

area of focus for the Energy Efficient 

Scotland Transition pilot to build on 

the existing HEEPS:ABS activities 

and engagements providing 

momentum for a full place-based 

approach.  

 

The project represented an opportunity to take a holistic approach to engaging as 

many of Penicuik’s householders and businesses in a meaningful way.  It planned a 

comprehensive programme of support of more generic low carbon behaviours and 

demand reduction approaches with the required support to encourage the installation 

of measures.  Low carbon behaviours were integrated into customer journeys and 

were also the focus for a number of discrete initiatives. 

 

The Change Works in Penicuik project saw Midlothian Council and Changeworks 

work together to pilot a new, integrated and innovative approach to support the 

ambitions within Energy Efficient Scotland by testing approaches to delivering energy 

efficiency and low carbon heat across the domestic and non-domestic sectors. Its 

aim was to engage with the Penicuik community and support householders, 

businesses and the public sector on their respective journeys to realising change. 

The project aimed to bring together supply chain and market demand.  

 

The model included the establishment of an 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 
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• A behaviour change initiative 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 

• 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 407 

households and 61 businesses.  The project activities reached a far wider audience 

but engagement for the purposes of reporting is defined as a true two-way interaction 

between the customer and a project advisor, in which advice is given and its receipt 

in some way acknowledged.  A total of £153,310 was spent by householders on 

installing measures representing a 1062 tonnes/CO2 lifetime1 saved by households. 

 

This 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 have had to postpone their planned 

energy efficiency improvements.  At the time of project close, 57 planned measures 

were still being explored by householders and businesses.  If all proceed once 

lockdown restrictions are lifted, this would represent a further £124,825 in self funded 

investment (and a further 784 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, non-domestic and supply chain programmes. It provides a reflection of 

 

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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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.  
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2. Project Establishment 

2.1 Establishing a Presence 

Change Works in Penicuik established a presence within the community by forming 

strong partnerships with the local organisations, holding regular drop-in hub events 

across various venues and hosting large scale themed events. This was supported 

by setting up a small outreach team to deliver activity whilst using social media and 

branding to promote the project. Regular drop-in events were a key foundation of 

engaging with households and businesses throughout the project, as was the 

attendance at landmark local events such as Penicuik on Parade.   

2.2 Community Engagement  

A series of venues were sourced for 

drop-in hub events at project infancy to 

allow the team to embed the project 

within the community.  Venues included 

the Penicuik Storehouse, Penicuik 

Centre, Tesco, and Penicuik Library. 

Project staff attended many key local 

events to boost engagement including 

the Penicuik Christmas Fayre and 

Penicuik Community Alliance AGM.   

As community engagement strengthened, presentations and talks were delivered to 

groups such as the Penicuik Community Council and Penicuik Rotary Club. These 

events allowed initial engagement with households and businesses, that led to 

further advice and support throughout the project.   

2.3 Partnership Working 

Several key partnerships were developed allowing the project to extend reach within 

the community. Midlothian Council offered invaluable support, particularly through its 

Communities Team who provided various introductions to groups across the area. 

This ensured inclusion at Neighbourhood Network meetings and a listing in the 

Penicuik Community Directory. Through this a number of further partnerships were 

developed with local groups such as the Penicuik Community Arts Association, 

Penicuik YMCA and Penicuik Community Development Trust.   

Penicuik Heritage Regeneration, a Townscape Heritage and Conservation Area 

Regeneration Scheme funded project, was a key partner. Flagship events for both 

projects where held in partnership to encourage households and businesses to 

consider conservation and energy efficiency improvements as part of other projects. 

These events included other key partners, namely, Home Energy Scotland and 

Historic Environment Scotland. 

These partnerships lead to an invitation to sit on the Penicuik Town Hall steering 

group, where the project joined discussions on the future of buildings included in 

heritage scheme conservation upgrades. The involvement of the project encouraged 
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the steering group to assess and consider fabric upgrades and the adoption of 

renewable energy. This involvement led to funding being sought to install an air 

source heat pump and solar panels for the Town Hall (scheduled for 2020).  

To support the non-domestic element of the project, partnerships where developed 

with Midlothian and East Lothian Chamber of Commerce, Bright Green Business, 

Penicuik First (BID) and Business Gateway. This ensured businesses were engaged 

and encouraged to consider energy efficiency measures and led to the delivery of a 

flagship business event and further non-domestic project activity.  

2.4 Marketing and Social Media 

The project used a variety of marketing and 

social media messages to encourage 

engagement in the project. A dedicated 

Facebook page was launched in February 2019 

to encourage engagement via social media, the 

page had 158 followers by March 2020.  Social 

media posts were frequently shared on the 

‘Penicuik Residents Forum’ (8,900 followers) 

and ‘Penicuik Storehouse Group’ (1963 

followers) to increase reach to the community. 

Paid social media advertising was also utilised 

for key messaging and events, and this further 

supported reach. 

Interestingly, although paid social media was also utilised for key messaging and 

events, the unpaid social media posts proved to be more successful in terms of the 

reach to engagement ratio overall for this project. Paid posts show many more 

engagements and reach overall but this is all relative since when analysing the data, 

it shows that organic posts were more successful with a higher percentage of 

engagement (the highest being 24%). This illustrates how important it was for the for 

project to share and collaborate with partners and stakeholders. Where paid posts 

showed their greatest value was when marketing new campaigns. The paid posts 

which reached the largest audience and had the most engagements were those 

launching new campaigns; for example a post launching the Penicuik Energy 

Challenge had a reach of 3,913 with 464 engagements (9% engagement).  

Relationships were established with local media including, the Midlothian Advertiser 

and Penicuik Town Crier. This resulted in a number of articles and press releases 

being published with good local reach and a regular article featuring in the monthly 

Penicuik Town Crier. Promotional adverts were designed for events and featured in 

publications such as, Penicuik Spotlight Business Directory and Penicuik Directory.   

A monthly newsletter was used to provide update on campaigns and information on 

regular events and activities. The newsletter was launched in April 2019 with 58 

households and businesses subscribed, growing to 361 subscribed by March 2020. 

Industry standard for email open rates are between 15-25%, the average unique 

open rate for the Change Works in Penicuik monthly newsletter was 47.43% which is 

more than double the average standard.  
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For larger flagship events such as, Love Your Older Home or What’s the Deal with 

Renewables, postcard invitations were designed and delivered across the Penicuik 

community. Without the benefits of a permanent hub base, these postcards became 

a key element of marketing for the flagship events combined with social media and 

print media advertising.  

2.5 Key Learnings 

• Developing partnerships and being visible across various community 

organisations was essential in establishing trust within the community and 

encouraged households, businesses and organisations to engage with the 

project. In addition, ensuring various venues were used for drop-in events on 

a standard recurring programme cemented this trust.   

• Effective branding and marketing communications were equally important. 

This was a time intensive element of the project, but it was critical in gaining 

recognition within the community. It should be noted that the project benefited 

from building on the experience and insight gained from a prior award for the 

Change Works in Peebles project allowing some marketing and branding 

work to be developed from existing templates. 

 

  Penicuik e-newsletter 

 

 

 

 

    Event poster 
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3. Infographic of Outcomes 
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3.1 Drop-in Events 

The main aim of the domestic engagement was to encourage and support self-

funding households to install energy efficiency measures.  As such, a series of 

regular drop-in events were coordinated and ran throughout the project lifespan. To 

ensure a good cross section of the community were included in engagement, venues 

were sourced at busy focal points. The drop-in events provided good opportunities 

for initial engagement with households and a regular space to support them through 

their journey to installing measures.  The drop-in events proved a reliable way to 

engage new customers with 76.6% of unique engagements in the project being from 

drop-in events.   

Regular drop-in events were launched in February 2019 and held at the Penicuik 

Storehouse, the Penicuik Centre, Penicuik Library, Tesco and Penicuik Market.  

Although the drop-in events initially relied on engaging with the venue’s normal 

audiences, as the project progressed many households would specifically attend the 

drop-in events to seek further advice from staff. All the event spaces provided a 

regular stream of new and repeat householders for engagement. The Penicuik 

Storehouse was a particularly successful venue for reaching an engaged self-funding 

market.  As a community project and social enterprise with a zero waste focus, it may 

be that many of the clientele already had a level of understanding and engagement in 

the low carbon agenda.   

A variety of marketing methods were 

employed to promote the regular drop-in 

events including social media posts, event 

posters, adverts in local press and an 

event calendar in the Change Works in 

Penicuik monthly newsletter. These 

methods were critical in ensuring 

householders were aware of when events 

were held.  Following consultation with 

venues in Penicuik, the timetable for the 

drop-in events at different venues was 

timed to take advantage of periods of 

busiest footfall.  For example, Tuesday 

afternoon/evenings at the Penicuik Centre 

were busy with swimming lessons and 

gym classes, offering a wide-ranging 

audience.  

Each venue had a dedicated space for the project to base itself and an event kit was 

created with appropriate project branded resources and collateral. Collateral included 

introductory project leaflets, energy saving householder packs, factsheets and 

contractor guides.   

Collateral changed each month depending on the campaign of focus, for example, a 

loft insulation campaign provided a “depthometer” to households allowing them to 

measure if their loft insulation was adequate.    
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3.2 Community Events 

A variety of community events were attended throughout the project to reach out to 

self-funding households.  Events included, Penicuik on Parade, Midlothian Science 

Festival and Penicuik Christmas Fayre. In addition, presentations were delivered to 

several community groups including Penicuik Community Council, Penicuik Rotary 

Club and Penicuik Community Alliance. These events and presentations provided an 

excellent opportunity for reaching households that did not frequent the drop-in hub 

events.   

As part of the partnership developed with Penicuik Heritage Regeneration, events 

held by the scheme were attended and presentations were delivered by Change 

Works in Penicuik.  This provided an excellent opportunity to present to a captive 

audience on marrying conservation upgrades with energy efficiency upgrades. 

Following these events, 8 households have been supported to explore energy 

efficiency upgrades to their properties, with one household already installing internal 

wall insulation alongside their conservation work.  As the Penicuik Heritage 

Regeneration scheme is funded until 2023, not all householders have yet proceeded 

with works. However, it is anticipated at least 3 households will install energy 

efficiency measures such as, room in roof insulation and glazing upgrades.   

3.3 Events and Campaigns 

A campaign calendar detailing a number of ongoing initiatives was developed and 

delivered throughout the duration of the Change Works in Penicuik project. The 

campaigns aimed to encourage the adoption of low carbon behaviours and uptake of 

lower cost energy efficiency measures relevant to most households.  Campaigns 

included, ‘Light up your Life’, a LED bulb campaign held in April 2019 and ‘Penicuik 

Water Week’ held in July 2019.  As part of these campaigns, a number of 

promotional tools were provided such as, LED bulbs and starter draught proofing kits.  

The key aim of these tools was to encourage households to install the small measure 

and proceed to install throughout the household. As a result of initial engagement 

involving promotional tools, 31 measures were installed, including 8 primary 

insulation measures.  

Campaigns and promotional tools 

offered opportunities for good initial 

engagements with households and 

allowed the project team to deliver 

further advice and guidance on 

installing larger energy efficiency 

measures.   

Following data analysis, a series of 

targeted campaigns were also 

delivered alongside baseline 

campaigns to encourage the 

installation of suitable measures for 

households within Penicuik such as, insulation and renewable technologies.   
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What’s the Deal with Renewables? 

This was the project’s first flagship 

event, held on 6 June 2019 at Penicuik 

Town Hall; aimed at encouraging 

households to consider installing 

renewable technologies.  The event 

was held in partnership with Home 

Energy Scotland (HES) and consisted 

of three talks from HES, Change 

Works in Penicuik and a local 

householder.   

The talks provided an overview of existing technologies to consider, funding 

available, handholding support on offer and first-hand experience of going through an 

install journey. There was also a marketplace that included three local renewable 

installers for attendees to further discuss options.  

A postcard invitation was created for promoting the event and delivered to all 

properties in Penicuik.  Further marketing included social media content, press 

releases, posters and a feature in the monthly newsletter.  The event was well 

attended with 16 attendees and resulted in many attendees expressing a strong 

likelihood of installing renewable technology in their home. Five households 

requested a referral to Home Energy Scotland to book a home visit to assess the 

suitability of renewable technology for their property.  

Three separate households installed renewable technologies within three months 

following the event using the local installers that attended the event. Measures 

included, an air source heat pump, solar thermal and solar PV.   

Of those attending, 31% gave “saving money” and 37% gave “reducing carbon 

emissions” as key factors in installing renewable technology. Interestingly, the 

majority of attendees acknowledged that receiving tailored advice was key to 

supporting their requirements for installing renewables and this may explain the 

impressive number of installs following the event. Furthermore, five households 

continued to engage with the project throughout and all went on to install further 

energy efficiency measures including, cavity wall insulation, under floor insulation 

and double glazing.  The event appeared to cater well for households who had 

already made a commitment to install measures but needed additional support to 

complete these installations.   

Love your Older Home 

A second key flagship event was held on 1 October 2019 at the Penicuik Town Hall 

aimed at encouraging households living in older and harder to treat properties to 

install energy efficiency measures. The event was held in partnership with Home 

Energy Scotland, Historic Environment Scotland and the Penicuik Heritage 

Regeneration Project.  The event followed a similar format to the renewables event 

with presentations from Historic Environment Scotland, Home Energy Scotland, 
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Change Works in Penicuik and Penicuik Heritage Regeneration Project.  Talks 

provided a good overview of making energy efficiency improvements to traditional 

buildings, funding available for installing measures and tailored advice and support 

available to households.  Additionally, a marketplace was set up to provide 

households with the opportunity to speak with support organisations and three 

installers specialising in energy efficiency measures for traditional buildings.   

Following data analysis on house stock in the area, a postcard invitation was created 

to promote the event and delivered to hard to treat properties in and around Penicuik.  

Further marketing included social media content, press releases, posters and a 

feature in the monthly newsletter.  Partners also supported the promotion of the 

event through their communications channels including a large shopfront display on 

the High Street in Penicuik. As a result, 26 households attended the event with 14 

requesting a home visit from Home Energy Scotland for tailored advice on measures 

they could install in their home. To date, four households have installed a total of six 

measures following the event including double glazing, internal wall insulation and 

loft insulation. A further four households are in the process of exploring quotes for 

installing measures such as, external and internal wall insulation.   

Evaluation forms were completed by 

attendees at the event. 13 out of 18 

respondents said that the event met 

their expectations, the remaining five 

did not respond. 68% of those who 

completed evaluation forms 

indicated they are very likely to 

install measures following 

attendance at the event and the 

majority of respondents (13 out of 

18) commented to say that they 

would benefit from further support 

and/or financial support.   

Whilst there has been a healthy number of installed measures following the event, 

more had been anticipated. Anecdotally, several households have fed back that the 

reasons for not proceeding with some measures, particularly fabric upgrades, is due 

to the upheaval of the work, cost and reluctance to change the aesthetic of their 

traditional building. This suggests that even with a high level of interest in the topic, 

households are unlikely to make immediate decisions on installing such measures. 

Furthermore, this was compounded by difficulties in finding appropriate contractors to 

install such specific measures.   

Quick Wins for Winter 

In the lead up to and during winter (2019/20), the project delivered a ‘Quick Wins for 

Winter’ campaign to promote the uptake of simple, effective energy efficient 

measures such as, draught proofing and bleeding radiators. This was reflective of the 

return of colder weather and the fact that households may be less likely to install 

larger measures during the winter months. Households were able to pick-up a free 

sample draught proofing kit, radiator key or LED bulb to install at home. Households 
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were then encouraged to take steps to draught proof their entire house or take the 

action to bleed their radiators.   

The campaign resulted in engagement with new households and acted as a good 

point for re-engaging households that had previously expressed an interest in further 

energy efficiency measures.   

Loft Insulation Competition 

Running alongside the “Quick Wins for Winter” campaign was the launch of a loft 

insulation competition from late December 2019 until the end of January 2020.  

Following data analysis of Penicuik properties, 286 were identified as loft cavities 

with no insulation and 2525 were identified as needing a loft insulation top up.  The 

campaign encouraged households to check the depth of their loft insulation by using 

a ‘depthometer’ provided by the project and households could enter a competition to 

receive a loft insulation top-up to the value of £300 installed by a contractor from the 

Penicuik Standing List of Contractors. In total, 24 households entered the competition 

and were contacted by the project to encourage them to install the appropriate of 

depth of loft insulation for their property and given tailored advice and support to do 

so. Following the competition, four households confirmed that they had installed loft 

insulation (new or top up).   

The campaign provided a number of 

interesting insights. Many households 

presumed their depth of loft insulation 

was adequate when it was not, several 

explained that using their loft as 

storage space was more important 

than an insulating factor and some felt 

the cost was more reasonable than 

they expected. These insights suggest 

that tailored advice, support and time 

are important factors in allowing 

households to understand and take steps to installing energy efficiency measures.   

3.4 In-depth Support 

The project offered a variety of in-depth support to households to encourage the 

installation of energy efficiency measures and the uptake of energy efficient 

behaviours.   

Penicuik Energy Challenge (Behaviour Change) 

Behaviour change actions were proactively encouraged throughout the project, but a 

specific behaviour change project was launched in March 2019, namely the Penicuik 

Energy Challenge.  Households were offered smart energy and gas monitors to 

install in their home to gain understanding of real-time energy and gas consumption. 

Energy saving hints and tips were circulated through the Change Works in Penicuik 

newsletter to encourage behavioural change amongst participating households.   
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The real-time monitors provided good opportunities for engaging with households at 

events and through social media. A number of households reported the insight they 

had gained through use of the monitor.  

 “We have installed the energy monitor and it has been really useful to understand 

how we use our energy. We’ve been able to switch things on and off to understand 

where we’re using our most energy”.                           Energy Challenge Participant 

Penicuik had recently been targeted by energy providers encouraging the uptake of 

smart meters, so the Penicuik Energy Challenge did not recruit as many participants 

as was hoped.  However, engagement on how to use and understand smart meters 

was a regular topic of conversation at drop-in events.   

Quality Assurance and Energy Performance Certificate support 

The project designed and launched a customer journey to support households who 

expressed commitment to installing energy efficiency measures. Given the various 

parties (including HES, contractors) involved when installing measures, the customer 

journey was designed to make the process manageable and remove potential 

barriers. This involved the project team providing follow up phone calls and emails 

throughout a household’s journey to ensure they felt supported.   

Central to this support was the Penicuik Standing 

List of Contractors resource which provided 

households with national and local installers willing 

to install energy efficiency measures.  Households 

who requested support in installing measures, 

particularly those interested in larger primary 

measures, were referred to the Changeworks Quality 

Assurance team who would carry out a scope and 

estimate for the work (taking photos and supplying 

measurements). This was then issued to contractors 

to quote and agree with the household. This element 

removed a barrier raised by primary contractors, that 

providing a quote for ‘one off jobs’ regularly would be 

very difficult.  On completion of work the Quality 

Assurance team could provide a quality assurance 

check on primary measures to ensure work was 

completed to appropriate standards.    

As the project progressed, a further handholding element was introduced in the 

delivery of free pre and post Energy Performance Certificates for households 

committed to installing energy efficiency measures. It was recognised that this offer 

could act as encouragement for some households to commit to installing measures. 

This was particularly helpful to households using the Home Energy Scotland Loan, 

as the certificate is required as evidence of install.   

These additional offerings supplemented the support provided by Home Energy 

Scotland, providing further foundations for households to take active steps to 

installing measures. 
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Energy Advice, Referrals and Signposting 

As highlighted previously, working closely with partners was a vital element of the 

project and ensured households were able to access a variety of services during their 

customer journey. Referrals and signposts were made throughout the project to a 

variety of organisations, ranging from Home Energy Scotland to the National 

Insulation Association.   

Over the course of the project 407 households were engaged, resulting in a total of 

106 referrals2 for support from other organisations and a further 266 signposts. Home 

Energy Scotland was the most popular organisation referred to, with 75% of 

households being referred and this was followed by the Changeworks Quality 

Assurance team (15%). Home Energy Scotland were also the most prominent 

signposted organisation with 58% signposted.  Citrus were the second most 

prominent organisation with 21% households being signposted for switching support. 

Switching was a topic of advice that featured regularly during the project.   

Advice was provided to households throughout the project, with the topics discussed 

generally following that of the campaigns. However, topics such as, switching energy 

supplier, energy saving tips and smart meter use featured throughout the project.  

Householders were provided with factsheets and householder packs with further 

detailed advice and information. Where appropriate, referrals or signposts to Home 

Energy Scotland were made to ensure households were provided with adequate 

support.   

Accessing Funding for Measures 

The majority of households who expressed an 

interest in installing energy efficiency measures 

did not require access to funding to encourage 

them to install. The presence of the project and 

customer journey encouraged a number of 

households to make the decision to install 

measures using their own funds. This offers 

some initial evidence that providing tailored 

support and encouragement to households can 

be a very important aspect when engaging with 

self-funding households.   

The Home Energy Scotland loan was promoted 

throughout the project at drop-in and flagship 

events. Initially, a number of households 

expressed this to be a beneficial offering. 

 

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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However, several households noted that even though the loan was interest free they 

did not feel comfortable using this as an avenue for funding.  

Anecdotal explanations provided by householders included the loan process being 

too laborious and not similar to other loan schemes. There were issues with the 

chosen measure not appearing on a pre Energy Performance Certificate (EPC) as a 

suggested measure for install and households having to pay for work up front and 

receive loan funding afterward. In addition, one particular household had chosen to 

renovate part of their home and install internal wall insulation. However, they were 

not able to use the loan as it would not show up on a post EPC as it did not cover 

enough of the property. It should be anticipated that some households will renovate 

room-by-room rather than their entire property, particularly when installing internal 

wall insulation. 

Outcomes and Installations  

The project saw the install of 66 energy efficiency measures across 43 households, 

ranging from air source heat pumps to under floor insulation. The most popular 

installed measures were gas boiler replacements (13), cavity wall insulation (9) and 

loft insulation top ups (6). In addition, six renewable technology measures were 

installed during the project lifespan.   

A further 57 measures are being explored by households; demonstrating that the 

process of installing energy efficiency measures is not an immediate decision. This 

follows some of the evidence provided by households that they are still considering 

what is best for the household.  Furthermore, testimonies from households suggest 

that follow-up and handholding provided the encouragement they needed to finally 

decide to install. As a result, the installation of further measures should follow.   

3.5 Key Learnings 

• Providing a supportive customer journey and following up regularly with 

households ensured that action was taken to install energy efficiency 

measures.  Even with regular drop-in events, phone calls and emails were an 

important aspect of outreach activity.   

• Holding regular drop-in events at various venues allowed the project to reach 

and engage with the community and provided space for households to 

engage.   

• Delivering a varied campaign program captures the attention of new and 

repeat householders, and encourages action, particularly campaigns were 

commitments are sought.   

• Installing energy efficiency measures can be a lengthy process for 

households who express interest. Removing barriers and offering support can 

encourage the install of measures. However, even with specific support, e.g. 

quality assurance and EPCs, this can still take time.  

• It should be noted that some households are simply just not interested in 

considering energy efficiency measures and that a ‘carrot and stick’ approach 

would need to be adopted for some households to even consider any steps 

toward installing measures.    
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4. Non-domestic Engagement   

From project infancy it was recognised that partnership engagement would be a key 

factor to ensuring successful non-domestic engagement. Therefore, the project met 

with and became members of several membership and support organisations for 

businesses, such as Midlothian and East Lothian Chamber of Commerce, Bright 

Green Business and Penicuik First (BID). The project also built strong partnerships 

with Resource Efficient Scotland and Business Gateway to ensure the project built 

strong foundations in the business community.   

Becoming members of these organisations allowed access to membership 

directories and a database was created for Penicuik businesses as a means to raise 

awareness of events and campaigns throughout the project.     

4.1 Engaging with Businesses 

A number of businesses were engaged through regular drop-in events held across 

Penicuik and networking events attended across Midlothian. However, it was 

recognised that reaching businesses through this format was limited and a more 

direct, proactive approach was required.  A door stepping campaign was launched in 

August 2019, where all businesses within Penicuik were visited by project staff and 

provided with a project introduction leaflet.  This resulted in 17 new businesses 

engaging in the project, requesting advice and support.   

Following the success of the door 

stepping, it was decided to repeat 

this engagement and deliver follow-

up door stepping activity with 

businesses to encourage further 

engagement. This coincided with the 

promotion of the project’s flagship 

business event, ‘How to Cut Energy 

Costs in your Business’, so a 

postcard invitation was hand 

delivered to all Penicuik businesses.   

The networking lunch event was held in the Penicuik Town Hall on 9 October 2019 

and aimed to provide businesses with an overview of the free support services 

available to businesses when considering energy efficiency. The event was held in 

partnership with Midlothian and East Lothian Chamber of Commerce, Bright Green 

Business, Resource Efficient Scotland and Penicuik First. Presentations were 

delivered providing an overview of support services available for businesses, 

measures to consider and funding that could be accessed.  

Case studies were shared to give examples of local businesses that had installed 

energy efficiency measures. In addition, a market place was set-up to provide 

businesses with the opportunity to get specific tailored advice or arrange follow-up 

support.   
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The hand delivered postcard invitations marketing was backed up with social media 

promotion, press releases, posters and an email to membership directories of the 

local Chamber of Commerce. As a result, 27 individuals attended the event from 22 

businesses. Five businesses were referred to Resource Efficient Scotland for tailored 

advice and support and a further 10 businesses were signposted to consider next 

steps.  Feedback from the completed evaluation forms showed that the majority of 

attendees were likely to take steps to reducing their business’ energy costs as a 

result of the event.   

4.2 Private Sector Landlord Engagement  

Private sector landlords were engaged throughout the project. Most engagement 

took place through drop-in events across Penicuik with several being referred or 

signposted to Home Energy Scotland or Resource Efficient Scotland.  Following the 

announcement of minimum energy efficiency standards for the private rented sector, 

the project held two drop-in events, in January and February 2020. The events were 

specifically aimed at landlords and were held in partnership with Home Energy 

Scotland. The aim was to encourage landlords to discuss their property portfolios and 

provide tailored advice and support.   

4.3 In-depth Support and RES Referrals  

A customer journey was launched and 

as with the domestic customer journey 

its purpose was to support businesses 

who expressed commitment to installing 

energy efficiency measures. This 

involved the project team providing hand 

holding support to businesses through 

the referral process to Resource Efficient 

Scotland. The team also supported the 

completion of documentation and 

provided follow-up phone calls and 

emails throughout journeys to ensure 

sufficient support provided.   

The project made 10 referrals to Resource Efficient Scotland with a further 92 

signposts.  These figures reflect feedback the project received during door stepping 

from a large number of businesses that energy efficiency improvements are not 

something they have ever considered or feel that they could consider given the 

economic climate. Several businesses also commented that they did not own their 

premises, and therefore felt it was not worthwhile considering improving the energy 

efficiency of the building. Referrals were only made to Resource Efficient Scotland for 

businesses that expressed a genuine interest in making steps towards energy 

efficiency.   

There were also several businesses in the Penicuik area that expressed an interest 

in receiving support from Resource Efficient Scotland but were too large an 

organisation to be eligible for support. Furthermore, a smaller number of businesses 

had completed energy efficiency measures and behaviour change support for staff 
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was more relevant to them.  These issues identified a gap and as such, a pilot 

bespoke offering was offered to Dalkeith Country Park and Newbattle Abbey College 

to support them explore their green credentials.   

Dalkeith Country Park (DCP) 

DCP, a prominent green space and leisure attraction on the outskirts of Edinburgh, 

required support in introducing environmental awareness to the organisation. After 

meetings with DCP, it was agreed that the project would facilitate a workshop with 

senior management to agree their environmental aims and responsibilities.  

Following the workshop, the project then designed an embedding sustainability report 

that provided DCP with the ability (framework, recommendations) to design a clear 

environmental action plan and strategy for the organisation.   

Newbattle Abbey College 

Newbattle Abbey College, a local learning establishment, was struggling to launch 

initiatives through its Green Team. The project agreed to deliver two workshops with 

the College to support the launch of a specific campaign. The first workshop was 

designed to encourage expression of ideas and instil enthusiasm throughout the 

Green Team, as this had been identified as a problem. The second workshop was 

developed to launch a campaign and agree actions and roles across the Green 

Team.  Following the two workshops, the College launched a car sharing campaign 

in February 2020 that resulted in ten staff and students signing up to trial car sharing 

during March 2020.   

The delivery of these pilot offerings provided both organisations with hands-on 

support and addressed gaps in support. Furthermore, it highlighted that energy 

efficiency is just one area of consideration for businesses, environmentally speaking. 

Businesses need to consider waste, water, transport, resources as well and a more 

holistic approach is required, particularly for large organisations.   

4.4 Accessing Funding for Measures 

All of the businesses supported by the project to access funding and install measures 

were community owned and run organisations. No commercially run businesses 

installed measures during the delivery of the project.  Many highlighted the need to 

justify the install of energy efficiency measures which could take significant time with 

for example board approval.  

A number of local charities, however, did 

make energy efficiency improvements.  

Penicuik Community Arts Association 

accessed the Resource Efficient 

Scotland loan to install an infra-red 

heating panel and loft insulation in their 

Arts Café and the Penicuik Community 

Alliance used their own funds to install 

LED lighting and draught proofing 

throughout their store. These 
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installations have provided confidence to other local community owned businesses to 

make the step towards installing energy efficiency measures.  This includes, the 

Penicuik Community Development Trust, who are currently exploring measures for 

their Pen-y-coe museum in Penicuik.   

4.5 Key Learnings 

• Non-domestic engagement was far more onerous than domestic 

engagement. Businesses often have competing demands and were not 

always able to dedicate time to consider energy efficiency.  A range of 

methods need to be employed to engage with businesses.   

• Engaging with the local business community and building partnership with 

membership organisations builds trust, provides introductions and 

opportunities for engagement.   

• Targeting community owned and run businesses/organisations resulted in 

high engagement and the install of measures.   

• A large number of businesses engaged who rented their premises were 

unable or unwilling to make significant energy efficiency changes to their 

accommodation. This is further compounded by a lack of legislation for 

minimum standards on non-domestic premises.   

• There needs to be a clear business case for energy efficiency upgrades for 

most businesses and even when there is, this is sometimes not considered 

sufficient to justify the install of energy efficiency measures. Again, this 

suggests some legislation is required to encourage businesses to make steps 

toward energy efficiency.   

• A gap was identified for organisations wishing to take a more holistic 

approach to their environmental journey. Whilst it could be suggested 

organisations should explore such work privately it highlighted an area for 

consideration.    
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5. Supply Chain Development 

Through initial engagement at events, local 

residents fed back difficulties in sourcing 

companies willing to install energy efficiency 

measures, particularly fabric upgrades. 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.   

With this feedback in mind a Penicuik 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, smaller measures).   

5.1 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.  

5.2 Secondary Contractors  

Following desk-based research, a list was compiled of contractors in the Midlothian 

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 25 contractors across 

Midlothian and encouraged them to apply to feature on the Standing List of 

Contractors. Seven contractors were accepted onto the secondary contractors list 

and represented a wide range of energy efficiency measures.   

5.3 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.   
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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. Furthermore, the project also took the opportunity to build rapport with 

primary contractors and held meetings to receive candid feedback on the difficulties 

of delivering more costly ‘one off’ works.   

5.4 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 rapport with contractors resulted in more quotes and 

installs for local householders.   

• Engaging with secondary contractors was a positive and good opportunity to 

build further foundations within the Midlothian community. Secondary 

contractors commented on this being a good opportunity for them 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.   

• Furthermore, secondary contractors were put off by the cost of training and 

accreditations to be able to deliver some energy efficiency work. This results 

in lack of local supply chain and is especially disappointing when measures 

such as, internal wall insulation could be carried out by local joinery firms.   
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6. Project Administration and Management 

A Senior Project Officer was appointed in November 2018 and supported by an 

Outreach Assistant from April 2019 to ensure the project was delivered and managed 

effectively. The project team completed training in City and Guilds Energy Awareness 

and the Outreach Assistant also completed the Domestic Energy Assessor course to 

be able to conduct EPCs.  Furthermore, the team could draw on a range of expertise 

within Changeworks, including data analysis, monitoring and evaluation, marketing, 

supply chain engagement and behaviour change expertise.     

Change Works in Penicuik used a comprehensive Customer Relationship 

Management (CRM) which was custom built by Changeworks using the Microsoft 

Dynamics platform and refined to suit project needs. The system helped project staff 

manage and maintain relationships, track enquiries, market events and campaigns, 

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. This enabled the project to understand which 

interventions had the greatest impact and adapt the project accordingly. 

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.  

A project plan, including a campaign calendar, was designed at project inception and 

was regularly reviewed and updated throughout the project.  There was also a 

learning log to record evidence of feedback and learnings throughout the project. 

These documents, alongside monthly reporting, were reviewed regularly at bi-

monthly project meetings with key Midlothian Council staff and were shared with key 

project partners such as, Penicuik Heritage Regeneration.   

  



Change Works in Penicuik - June 2020 23 

7. Case Studies 

Mr C – Domestic 

Mr C was referred to the project by Home Energy Scotland to receive support in 

upgrading the fabric of his detached home.  Mr C was unsure if cavity wall insulation 

had been installed in his property, so the project arranged a free borescope survey to 

assess the cavity which identified that cavity wall insulation had not been installed.   

The Changeworks Quality Assurance team completed a scope and estimate for 

cavity wall insulation. This was issued to primary contractors from the Penicuik 

Standing List of Contractors to obtain quotes for Mr C to consider.  The project also 

referred Mr C back to Home Energy Scotland to explore using the Home Energy 

Scotland Loan.   

Mr C was pleasantly surprised by the price of the quote for cavity wall insulation and 

decided to proceed with the installation using his own funds.  The measure was 

installed by Everwarm and on completion Mr C commented,  

“I am extremely grateful to all the people involved in guiding me through a large 

amount of information they did so with skill and courtesy. We’ve noticed a difference 

already, thank you.”  

 

Penicuik Community Arts Association – Non-domestic  

The Penicuik Community Arts Association (PCAA) met the project team at a drop-in 

event in February 2019.  They were interested in improving the heating of their Arts’ 

Café which relied on three expensive fan heaters.  The PCAA was referred to 

Resource Efficient Scotland and an energy audit was carried out for the organisation.   

Following the audit, an infrared heating panel was recommended for install,  

“which leaves the wall space in the cafe free for exhibitions which was an important 

condition for us”.   

The project took time to discuss this technology with PCAA and they then applied for 

the Resource Efficient Scotland SME loan to receive funds to install the measure.   

The infrared heating panel was installed in May 2019 and the PCAA subsequently 

had loft insulation installed in its upstairs shop in early March 2020.  The PCAA 

explained,  

“[the project’s] support really got us started on the process. They were able to direct 

us to the relevant organizations to get an energy report and also help with funding”.   
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8. Discussion  

Change Works in Penicuik set out to engage with and encourage self-funding 

households and businesses to install energy efficiency measures. As such, it’s 

intention 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 was ambitious in its scope and 

innovative in its approach while adopting robust monitoring and evaluation practices. 

Impacts were monitored against four key outcome areas, namely (see infographic 

Section 4): 

• 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 

Penicuik. 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. In 

addition, 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. Alongside enthusiastic and 

qualified staff, progress was greatly facilitated by the enabling environment provided 

by the project governance, management and administration, with strong and open 

relationships between Changeworks, Midlothian Council and wider stakeholders.   

Domestic Engagement and Customer Journey 

Engaging the domestic self-funded market 

remained the project’s primary activity and 

key to that was developing presence and 

facilitating a customer journey. Important 

elements included drop-in events, 

community events and the provision of in-

depth support, all supported by a social 

media communications campaign. While the 

project did not have a physical high street 

‘hub’ (a conscious decision at the outset), a 

regular programme of drop-in events provided a stream of new and repeat 

householders to engage with. Some events proved more effective than others but the 

ability to monitor attendance through the CRM informed decisions on which to 

prioritise and maintain.  
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Drop-in events were effective at engaging households with energy saving 

opportunities as part of the baseline campaign, where the aim was to encourage 

households to install small measures (e.g. LED lightbulbs). Engagement was always 

enhanced when tangible benefits was promoted (free lightbulb or water saving kit).  

Targeted and thematic initiatives and events were 

required and successful at generating interest and 

engagement on more extensive and ambitious 

retrofit and renewable options (e.g. What’s the Deal 

with Renewables). Promoted in advance, these 

events drew in an engaged audience and led 

directly to self funding households progressing and 

completing measure installs. 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. They also resulted in 

referrals to other trusted stakeholders including the 

Home Energy Scotland Technical Team.  

Insight was also gained from households that did not progress to install. Reasons 

included upheaval, cost and reluctance to change the aesthetic of their traditional 

building. These are real barriers and as long as no statutory obligation or requirement 

is placed on households to improve the energy efficiency of their properties, it will be 

hard to get many to completion, even those supported and motivated to do so. 

To further facilitate the customer journey and ensure householders were supported to 

reach their preferred end goal, they were referred or signposted to other agencies 

with the majority to Home Energy Scotland. However, an ongoing challenge 

remained the inability to ascertain the outcome of a referral and signpost. Where 

multiple agencies are involved, and improvements to the customer journey are 

sought, this lack of visibility limits effective monitoring of the entire customer journey. 

Project staff listened to feedback from local residents regarding difficulties sourcing 

companies within the supply chain to install energy efficiency measures. The 

development of a Primary and Secondary Standing List of Contractors resource drew 

in a wider number of traders, 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 Changeworks Quality Assurance team to 

support critical points in the installation process provided impetus and reassurance to 

the homeowner. The Standing List of Contractors was a well-used resource. 

However, the local supply chain is still not in a position to deal with a step change 

growth in the self-funded market. Local contractors were reluctant to incur the cost of 

training and accreditation and larger contractors would not always quote for ‘one-off’ 

primary measures without the Quality Assurance Team scoping and estimating the 

job.    
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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. 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 project therefore needed to be proactive in this process, requiring 

a significant staff resource commitment. However. this monitoring resulted in the 

introduction of free pre and post installation Energy Performance Certificates, which 

provided an incentive to householders including fulfilment of one of the eligibility 

criteria for the Home Energy Scotland Loan. With respect to the loan, householder 

experience remained mixed and in its current form it did not prove to be a strong 

enabler, nor one that in its present form would be scalable and help facilitate a step 

change in demand.  

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 Penicuik. This 

covered communications messaging, customer journey development and targeted 

interventions focused on specific behaviours.  

This later included the Penicuik Energy 

Challenge which used smart energy 

monitors to support participants to 

change behaviours in response to 

tracked real time energy consumption 

data. While some success was noted, it 

became clear that its role as an effective 

engagement and profile raising tool had 

been limited by the local promotion of 

smart meter roll out.   

Non-domestic Engagement 

Change Works in Penicuik was committed to engaging with the non-domestic sector 

and to that end developed a number of partnerships or became members of key 

stakeholder groups or organisations. Drop-in events did not attract sufficient interest 

from the majority of local businesses (though this approach did attract some interest 

from private sector landlords) and a more proactive approach was adopted. An initial 

door stepping of all Penicuik businesses resulted in 17 engaging with the project. 

This was viewed as sufficiently encouraging to invest in a repeat process with a call 

to attend a networking lunch at a central location in partnership with several local and 

national stakeholder bodies. Twenty-two businesses (27 individuals) attended, five 

were referred to Resource Efficient Scotland for tailored advice and support and 10 

signposted to consider next steps.  However, it should be noted that no private sector 

businesses installed measures during the lifetime of the project, highlighting the 

relatively short duration of the project when set against a typical and at time 

protracted business customer journey. 
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Facilitating a business customer journey 

was a primary goal of the project and 

integral to that was to qualify and transit 

businesses toward Resource Efficient 

Scotland and their standard support 

package of audits and loans. While 

figures for referrals (10 with 92 

signposts) represented a significant 

uptick from what might be expected from 

Penicuik over a similar time period 

(based on historic data provided by 

Resource Efficient Scotland), 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. 

Significant barriers to energy efficiency improvements remain for businesses. These 

include the time poor nature of many businesses, issues of property tenure and 

business disruption, lack of a clear business case and critically a lack of legislative 

drivers. Against that backdrop, the project was able to raise the profile of energy 

efficiency and support them through part of the customer journey. During the project 

lifetime two charitable bodies were known to complete the customer journey via 

Resource Efficiency Scotland and to take action with one accessing the associated 

loan. Two other businesses also received bespoke behaviour change support. While 

it is hoped these organisations will act as beacons, clear barriers presented 

previously will inevitably limit uptake and the remedial actions required are beyond 

the scope of a local project. 
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9. Conclusion  

 
As a ‘one-stop shop’, Change Works in Penicuik acted as a 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 team engaged with the energy efficient retrofit 

and renewables supply chain, 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 66 self-funded measures in 43 households and 4 

measures in 2 businesses installed, leveraging in over £150K of private investment 

and realising 1062 tonnes/CO2 lifetime saved by households. At time of project close 

57 measures were being explored by households and businesses with the potential 

to leverage in £124,825 in self-funded investment and save a further 784 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 Penicuik. 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, for 

example, Change Works in Penicuik compensated in part for that but the 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. In a relatively short window, the 

project established a considerable local presence despite not having a permanent 

central hub at its centre, gaining understanding and creating an effective customer 

journey, identifying barriers that hinder progress and solutions that support it. There 

are significant learnings (listed in Appendix 1) that should influence future policy. 

Critically there is the potential and a path through modification to cost effectively 

scale up or geographically expand the model used in Penicuik to meet future 

demands. However it is clear that to realise this ambition, there needs to be a 
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comprehensive and complete framework of proactive support (demonstrated by 

Change Works in Penicuik) that extends beyond the current service provision and 

with a commitment measured in years rather than months. This is needed to 

establish trust amongst residents and businesses who are being asked to commit to 

a significant investment in time and money.  

Prior to project close, the project worked 

to ensure a legacy. Communications with 

the project pipeline at close of funding 

highlighted the ongoing support available 

from Home Energy Scotland. The 

agencies involved in delivering Change 

Works in Penicuik 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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