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Introduction
This guide provides information to support 
insulation programme managers in identifying 
households eligible for support through the Home 
Heating Cost Reduction Obligation (HHCRO, also 
known as the Affordable Warmth Obligation). 
It is intended for organisations seeking to 
manage insulation programmes that target 
households, including Local Authorities and other 
programme managers.

Why do we need this guide?
The target group eligible under HHCRO criteria 
are people on low incomes living in private sector 
housing, and receiving particular means-tested 
benefits. It targets older people, families and those 
with a disability. The strict criteria and vulnerability 
of this group makes them difficult to reach and 
engage with.

There is no established, single and generic best 
route to identifying these households as different 
approaches may work better in different areas. 
However, this guide brings together a range 
of approaches, ideas, best practice and case 
studies that can and have been adopted to identify 
this group.

How to use this guide 
An overview of potential approaches to identifying 
HHCRO eligible households is contained in 
Section 3. Each approach is then outlined in a 
section (Sections 4 – 9), using examples and best 
practice case studies. Key lessons from these 
examples are highlighted in order for programme 
managers to adopt these solutions in their 
own areas. 

At the end of each section, a range of contacts 
are provided that have agreed to be contacted to 
share best practice along with their experiences of 
accessing these, and similar groups. 

The guide also includes short sections on:

 � Sharing information on best practice 
(Section 10)

 � Effective communications (Section 11)

 � Data protection (Section 12)

Many readers will find something of interest in 
every section, and others will browse the sections 
that are most relevant to them. Information 
contained in this guide, in particular legislative 
information and contact information, was accurate 
at the time of research (July 2013) and users 
should be aware that this may change over time. 
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HHcro overview
The Home Heating Cost Reduction Obligation 
(HHCRO) is one of three specific obligations placed 
on energy suppliers under the Energy Company 
Obligation (ECO). It is expected to make up 27% 
of the total obligation, providing approximately 
£350m per annum across the UK. ECO runs from 
2013 to March 2015. 

This element of funding is required because the 
Green Deal’s ‘pay as you save’ principle is not 
applicable to many fuel poor householders who 
are living on low incomes and in hard-to-treat and 
expensive-to-heat homes. These residents may be 
unable to make the required repayments through 
the Green Deal, be unable or unwilling to take on 
debt, and may need to take the benefits of energy 
efficiency improvements as increased warmth and 
comfort rather than reduced energy bills (as they 
may be under-heating their homes). 

Qualifying measures
HHCRO will provide funding for any measure 
that ‘reduces the notional cost of heating the 
property’. It is expected that this will mainly focus 
on loft insulation, cavity wall insulation and heating 
upgrades (including boiler repairs if accompanied 
by a level of aftercare for the household). District 
heating is also included. For a full list of qualifying 
measures, see Appendix A.
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What is HHCRO? 

Qualifying criteria
The obligation targets vulnerable people and those 
on low incomes who are disabled, elderly or who 
have a child. A person is eligible for HHCRO if 
they are:

1 Living in a private property (either as an owner-
occupier or private tenant) AND;

2 In receipt of particular means-tested benefits 
as listed below: 

a child tax credit and has a relevant income 
of £15,860 or less; 

b income-related employment and support 
allowance and:
I  receiving a work-related activity or 

support component; or
II has parental responsibility for a qualifying 

child; or is in receipt of a qualifying 
component;

c income-based job seeker’s allowance and:
I has parental responsibility for a qualifying 

child; or
II is in receipt of a qualifying component;

d income support and: 
I has parental responsibility for a 

qualifying child;
II or is in receipt of a qualifying component;

e state pension credit; or

f working tax credit and has a relevant income 
of £15,860 or less and
I has parental responsibility for a qualifying 

child; or
II is in receipt of a disabled worker element 

or severe disability element; or
III is aged 60 years or over.
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confIrMIng elIgIbIlIty

Eligibility needs to be confirmed by suppliers 
(insulation installers), and can be achieved by 
different methods (see Ofgem’s Guidance for 
Suppliers1). Fundamentally this is about establishing 
that the relevant person was a member of the 
HHCRO group at some point in time during the 
supplier’s ‘promotion of the measure’. This requires 
either:

 � Obtaining a signed declaration, confirming their 
eligibility and that they consent to providing 
documentation on request. The declaration 
should be counter-signed by the assessor or 
installer confirming they have seen documentary 
evidence. 

 � Retaining a copy of the person’s Tax Credit 
Award Notice or benefit entitlement (the 
documents must not be dated more than 18 
months prior to the date of completion of the 
qualifying action).

 � Producing a Warm Home Discount Scheme 
‘Core Group Notice’ to state that the relevant 
person is in receipt of state pension credit. 

 � Proving they have been verified as eligible 
by Home Energy Scotland2 which has set up 
a referrals service to direct HHCRO eligible 
consumers to ECO opportunities. This service 
includes a verification of customer eligibility 
benefits via a link with the Department for Work 
and Pensions (DWP) and produces a unique 
reference number for each referral.

The eligibility criteria will alter as changes to the 
benefits system proposed in the Welfare Reform 
Bill, currently passing through Parliament, come 
into force. This will mean all current means-tested 
benefits and tax credits will be replaced by one 
Universal Credit. This change will be phased in over 
a number of years for existing claimants, so for 
some time the current system and the new system 
will run in parallel. 

The Department for Energy and Climate Change 
(DECC) is working closely with the DWP to identify 
similar eligibility criteria by reference to Universal 
Credit and Pension Credit when changes come 
into force in 2013. They do not anticipate this 
necessitating any major alteration in energy 
suppliers’ delivery plans3, but the emerging 
reformed welfare system will undoubtedly lead to 
additional complexity and complication.

related schemes 
There are a number of similar and related schemes 
to HHCRO, all of which, at least in part, target or 
have targeted the same or a similar audience. As 
a result, programme managers who have worked 
on these schemes may be able to use insights 
from them to target this client group. A short 
summary of these is outlined below; more detail is 
in Appendix B. 

 � energy assIstance scHeMe (eas): 
Scottish Government programme to address 
fuel poverty providing a package of measures 
aimed at maximising incomes, reducing fuel bills 
and improving the energy efficiency of private 
sector homes (this was previously run as EAP, 
the Energy Assistance Package).

 � carbon eMIssIons reductIon target 
(cert): Primarily a carbon saving programme 
which ran between 2008 and 2013. Initially at 
least 40% of the target had to be delivered to a 
‘Priority Group’: low-income domestic consumers 
or those who were over 70 years old and on 
certain credits and benefits. In the final year of 
CERT, an additional sub-target of carbon savings 
had to be made within a ‘Super Priority Group’ 
(SPG) of vulnerable and low-income households 
(15% of the targeted households). The difficulty 
energy companies faced in reaching the SPG 
group is highlighted in Appendix B. SPG and 
HHCRO eligibility criteria are very similar: see 
Appendix D for more details. 

1  Ofgem (2013) Energy Companies Obligation (ECO) 2012–2015: Guidance for Suppliers 
2  Previously known as the Energy Saving Scotland advice centres (ESSac)
3  DECC (November 2011) The Green Deal and Energy Company Obligation: Consultation Document The Green Deal and Energy 

Company Obligation: Consultation Document

http://www.ofgem.gov.uk/Sustainability/Environment/ECO/guidance/Documents1/Energy Companies Obligation (ECO) Guidance for Suppliers - 15 March.pdf
http://fairsnape.files.wordpress.com/2011/11/3607-green-deal-energy-company-ob-cons.pdf
http://fairsnape.files.wordpress.com/2011/11/3607-green-deal-energy-company-ob-cons.pdf
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 � unIversal HoMe InsulatIon scHeMe 
(uHIs): Beginning in 2010, The Scottish 
Government provided varying levels of grants to 
Local Authorities to undertake targeted energy 
efficiency schemes, in conjunction with local 
delivery partners. This focused mainly on loft 
and cavity wall insulation which were available 
for free. UHIS was replaced by the Home Energy 
Efficiency Programmes for Scotland: Area 
Based Schemes (HEEPS:ABS) in 2013.

 � WarM HoMe dIscount scHeMe: 
The Warm Home Discount Scheme runs for 
four years from April 2011 to March 2015 to 
help low-income and vulnerable households with 
energy costs. Energy suppliers offer rebates to 
eligible groups, primarily pensioners on benefits.

 � green HoMes casHback scHeMe: 
The Scottish Government is now offering 
owner occupiers, private and social tenants, 
and private sector landlords up to £1,200 
towards energy efficiency measures that are 
recommended in a Green Deal assessment. 
Up to £500 is available for insulation measures, 
up to £400 for a boiler and up to £300 for other 
measures (such as glazing, LED lighting and 
heating controls). 

 � landlord’s energy savIng 
alloWance (lesa): Landlords can apply for 
a tax allowance which allows them to claim up 
to £1,500 against tax each year to pay for the 
costs of buying and installing various energy 
efficiency measures in a property. The allowance 
is available up to 1 April 2015. 

 � PrIvate sector landlord loans: 
A Scottish Government scheme providing 
interest-free loans of between £1,000 
and £100,000 to help make energy 
efficiency improvements to private sector 
landlord premises.

Lessons from these programmes are relevant to 
the successful roll out of HHCRO. The examples 
and techniques used to access these previous 
schemes have greatly informed this guide. 
Programme managers may also find it useful 
to review previous activity in relation to these 
schemes in their area. 



5

challenges of reaching 
this group
Previous energy efficiency funding streams4 
targeting similar audiences have struggled to 
identify and assist the most vulnerable and 
financially disadvantaged energy consumers. For 
example, at the end of 2012 energy suppliers 
were 70% short of their CERT for vulnerable ‘super 
priority group’ (SPG) consumers5 – a group with 
very similar eligibility criteria to HHCRO. With such 
specific groups, targeting marketing to customers 
is difficult and further complicated as offerings 
are also dependent on many elements out of the 
suppliers’ control e.g. tenure, suitability of the 
measures and householders’ willingness to have 
measures installed. 

different approaches
In targeting eligible households, the national 
Green Deal advice service will help, but effective 
targeting will require co-operative and proactive 
efforts between stakeholders to identify and 
contact these groups. There are fundamentally 
two broad approaches to proactively finding these 
households:

 � Obtaining contact data on eligible clients and 
contacting them directly (via mail or door-to-
door) about an offer;

 � Working in partnership with those already in 
contact with eligible households to engage 
clients with the offer alongside other 
communications.

These approaches can be developed through a 
number of routes and it is these that this guide 
focuses on. These routes are as follows: 

 � Geographic targeting strategies (Section 4);

 � Direct promotion (Section 5); 

 � Promotion via large employers (Section 6);

 � Promotion via intermediary public agencies 
(Section 7);

 � Promotion via intermediary third sector agencies 
(Section 8);

 � Promotion via private sector landlords 
(Section 9).

We cannot be prescriptive about which will be the 
most successful route in any area as each route 
has limitations that will be likely to be subject 
to local factors. As a result we recommend that 
programme managers explore all these avenues 
initially, and focus efforts on those that prove to be 
the most successful. Evaluations of the approach 
taken will be important (Section 13). All these 
methods will be undertaken most successfully 
through building partnerships with intermediaries.

3 

Overview of Approaches to 
Identify Eligible Households

4  Carbon Emissions Reduction Target (CERT), Energy Assistance Package (EAP), Community Energy Saving Programme (CESP), 
Home Insulation Scheme (HIS) and Universal Home Insulation Scheme (UHIS). 

5  Consumer Focus (2012) Going Local: A report for Consumer Focus on local authorities’ work to tackle fuel poverty 

http://www.consumerfocus.org.uk/files/2012/10/Going-local.pdf
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Introduction
This section explores the efficacy of using data 
sources to identify clusters of HHCRO eligible 
groups where there is also high potential 
for insulation measures. This requires cross 
referencing data on HHCRO eligibility or proxies 
for eligibility (e.g. low income), and data on 
measures potential (i.e. the likelihood of measures 
being required in local housing stock). Given that 
households renting from a social landlord are 
ineligible under HHCRO, the key to undertaking 
geographic targeting is therefore finding:

 � High concentrations of households on 
income related benefits;

 � Low concentrations of social housing.

4 

Geographic Targeting Strategies

Previous insulation programmes have successfully 
targeted particular geographical areas (see case 
study overleaf). However, as this section will show, 
this is challenging for HHCRO because of the 
particular qualifying criteria and because there is a 
strong relationship between areas with high levels 
of benefits claimants and areas with high levels 
of social housing. Conversely, areas with a high 
proportion of benefits claimants will have lower 
numbers of privately owned or rented properties. 



7

GeoGraphic TarGeTinG  
STraTeGieS 4

case study: geograPHIc targetIng

Fife Council secured £575,000 to deliver a 
Universal Home Insulation Scheme (UHIS) for 
2011/12 in Glenrothes, offering free insulation 
measures and home energy saving advice to 
private properties. The scheme built on the 
success of the first UHIS project in Dunfermline 
(2010/11) which delivered one of the highest 
number of insulation measures of all UHIS 
projects across Scotland.

Fife Council Housing and Neighbourhood 
Services undertook a detailed assessment of all 
wards across Fife to identify those that would 
be suitable. Based on previous experience the 
following criteria were assessed:

 � Potential for loft and cavity wall insulation;

 � Thermal imaging survey outcome;

 � Number of properties available for measures;

 � Property types;

 � Tenure breakdown; 

 � Build type.

The outcome of the assessment showed that 
three Glenrothes wards had the best potential to 
deliver the next UHIS. The three wards contain 

approximately 22,800 households across all 
tenures of which approximately 17,000 private 
sector householders were offered free loft and 
cavity wall insulation. 

UHIS was delivered in partnership with Home 
Energy Scotland6 who provided marketing 
expertise and the use of its call centre staff to 
handle calls to register for the scheme, book 
surveyor appointments and assess households 
for Energy Assistance Package (EAP)7 support. 
An insulation installer was appointed to survey 
properties and carry out insulation works to 
suitable properties. 

The scheme was predominately promoted 
through direct mailing to approximately 
17,000 private sector householders. This was 
supplemented by direct communication to 
private landlords, press releases and use of 
posters, etc. The letter invited householders 
to book an appointment with a surveyor by 
phoning Home Energy Scotland. The mail-shot 
was phased across the three wards to manage 
the volume of calls Home Energy Scotland 
receives and avoid customers being unable to 
get through.8 

6  Previously known as the Energy Saving Scotland advice centre (ESSac)

7  Now known as Energy Assistance Scheme (EAS)

8  Fife Council (2012) Glenrothes Universal Home Insulation Scheme Area Committee Report

http://publications.1fife.org.uk/uploadfiles/publications/c64_Item07-GACUHISupdateMar2012.pdf
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changeworks analysis 
To identify potential HHCRO target areas, 
Changeworks analysed data for the whole of 
Scotland in relation to benefits and tenure, but 
concentrated on measures potential in South East 
Scotland. Key findings are outlined below. A full 
technical review of the datasets used is attached 
as Appendix C; this includes a discussion on the 
benefits and limitations of different datasets. 

scotland WIde analysIs

The analysis attempted to identify data zones (the 
smallest geographic unit used in Scotland usually 
comprising of approximately 400–500 homes) that 
may have a high HHCRO potential. It identified data 
zones which have:

 � greater than 20% of people on income based 
benefits (from the SIMD measure), and; 

 � below 30% social housing. 

Figure 1 shows the distribution of data zones in 
relation to the concentration of private housing 
and benefit claimants; data zones in South East 
Scotland are highlighted as larger blue spots. Data 
zones meeting the ‘greater than 20% benefits 
claimants and less than 30% social housing’ criteria 
are illustrated within the red rectangle. These are 
data zones with relatively high HHCRO potential and 
represent only 185 data zones across Scotland. 
The analysis suggests there is a very strong 
relationship between a high number of households 
receiving benefits and high levels of social housing. 
Conversely data zones with high HHCRO potential 
are low. 

These results are not surprising given that for 
many years social housing has focused on catering 
for low income households who have difficulty 
either purchasing property or renting privately. 
Social housing is also often focused around 
estates or blocks of flats. Meanwhile the private 
rented sector (which also caters for some low 
income households) has much more dispersed 

The red box contains the areas with greater than 20% benefits 
claimants and less than 30% social housing, indicating high 
HHCRO potential. The larger blue spots represent data zones 
within South East Scotland.
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fIgure 1: PERCENTAGE OF PEOPLE IN RECEIPT OF INCOME 
BASED BENEFITS (FROM THE SIMD MEASURE) AND % SOCIAL 
HOUSING IN SCOTLAND

9  Based on Scottish Neighbourhood Statistics (SNS). Predicted measures potential in each data zone is taken from the Home 
Energy Efficiency Database (HEED). See Appendix C for more details. 

area suMMary for 
soutH east scotland

Table 1 provides a summary of all the data zones 
which can be considered to have high HHCRO 
potential across South East Scotland (with greater 
than 20% benefits claimants and less than 30% 
social housing9). Only a small number of data zones 
meet these criteria (which means that only a few 
data zones are likely to have high levels of HHCRO 
eligible people). Even for those data zones with a 
high chance of finding eligible households, only a 
modest numbers of homes will require insulation. 

characteristics, for example, a small number of let 
properties within a predominantly owner occupied 
neighbourhood or block. 
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table 1: SUMMARY OF DATA ZONES WITH HIGH HHCRO POTENTIAL (GREATER THAN 20% BENEFITS CLAIMANTS AND LESS 
THAN 30% SOCIAL HOUSING) IN SOUTH EAST SCOTLAND

data zone

% socIal 
rented 
House-
Holds 2001

% IncoMe 
dePrIved 
2010

no. of 
unfIlled 
cavIty 
Walls 

no. of 
lIttle to 
no loft 
InsulatIon

no. of loft 
toP-uPs 
reQuIred

no. 
coMbIned 
Measures

edInburgH, cIty of 89 227 76 392
s01002147 28% 22% 12 25 15 52

s01002236 26% 20% 8 28 7 43

s01002240 28% 22% 2 17 12 31

s01001965 28% 26% 13 16 1 30

s01002326 18% 20% 8 19 1 28

s01001817 28% 27% 5 16 6 27

s01002292 27% 23% 1 22 2 25

s01002149 17% 24% 9 12 4 25

s01002102 26% 28% 6 15 3 24

s01002119 22% 20% 8 5 9 22

s01001832 30% 25% 4 13 5 22

s01002318 27% 24% 4 14 2 20

s01001962 10% 21% 6 8 6 20

s01002266 16% 22% 2 9 3 14

s01002258 29% 20% 1 8 0 9

fIfe 35 61 61 157
s01002609 26% 20% 13 17 14 44

s01002862 27% 23% 3 5 11 19

s01002873 29% 23% 3 13 3 19

s01002878 16% 21% 4 5 9 18

s01002891 20% 21% 4 4 7 15

s01002835 25% 22% 3 7 3 13

s01002840 29% 20% 2 1 7 10

s01002877 30% 28% 2 5 3 10

s01002882 30% 26% 1 4 4 9

east lotHIan 29 66 23 118
s01001600 29% 20% 15 38 6 59

s01001594 27% 22% 7 18 11 36

s01001603 26% 21% 7 10 6 23

West lotHIan 12 13 6 31
s01006445 29% 22% 9 8 3 20

s01006390 28% 22% 3 5 3 11

scottIsH borders
s01005374 10% 21% 2 15 12 29

MId lotHIan
none
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It is also the case that the South East Scotland 
data zones in Table 1 with high concentrations of 
HHCRO potential are generally dispersed and do 
not share mutual boundaries. This can be seen in a 
map of South East Scotland (Figure 2). 

Figure 2 also shows the measures potential of each 
zone based on combined total for unfilled cavities, 
loft top ups and virgin lofts. Data zones with high 
HHCRO potential usually have low potential for 
large numbers of measures (shown in green) with 
a smaller number of areas indicating ‘medium’ 
potential (shown in yellow). The pattern in the South 
East is similar to most other areas of Scotland. 

fIgure 2: MEASURES POTENTIAL IN DATA ZONES WITH HIGH HHCRO POTENTIAL  
BASED ON <30% SOCIAL HOUSING >20% BENEFITS IN SOUTH EAST SCOTLAND

combIned 
measures

2–15

16–28

29–44

45–74

75–129

Used by permission. Copyright © 2013 Esri. All rights reserved.
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The lack of clustering can be seen at a higher 
resolution by focusing on Edinburgh and East 
Lothian (Figure 3). The mapping shows a 
small number of dispersed zones, with only 
a few examples of data zones which share 
common boundaries. It is also notable that few 
concentrations of HHCRO eligible households 
are identifiable in rural areas. This is likely to be 
connected with lower concentrations of deprivation 
and benefit claimants, rather than tenure. 

fIgure 3: MEASURES POTENTIAL IN DATA ZONES WITH HIGH HHCRO POTENTIAL  
BASED ON <30% SOCIAL HOUSING >20% BENEFITS IN EDINBURGH AND EAST LOTHIAN

combIned measures

2–15

16–28

29–44

45–74

75–129

Used by permission. Copyright © 2013 Esri. All rights reserved.
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Fife shows a slightly different pattern, with some 
clustering in Glenrothes (Figure 4). Again, the data 
from HEED (Home Energy Efficiency Database) 
shows low potential for measures as illustrated by 
the green shading. It is notable that these areas 
have been targeted by previous schemes. 

fIgure 4: MEASURES POTENTIAL IN DATA ZONES WITH LOW LEVELS OF SOCIAL HOUSING AND  
HIGH LEVELS OF HHCRO ELIGIBLE BENEFITS BASED ON <30% SOCIAL HOUSING >20% BENEFITS IN FIFE

combIned measures

2–15

16–28

29–44

45–74

75–129

Used by permission. Copyright © 2013 Esri. All rights reserved.
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overlaP WItH csco areas

Carbon Saving Community Obligation (CSCO), 
another obligation under ECO, funds measures in 
low-income areas: the lowest 15% of SIMD10 areas. 
This analysis shows that areas of high HHCRO 
potential (greater than 20% benefits claimants 
and less than 30% social housing), rarely overlap 
with CSCO areas. In fact, out of 185 data zones 
with high HHCRO potential, only 8% are also areas 
eligible for CSCO11. This means that there are only 
15 of these areas across Scotland. 

Where eligibility can be established, it seems likely 
that insulating households under HHCRO will be 
more attractive to energy companies because 
it is the more challenging obligation to meet. In 
comparison, CSCO has much simpler eligibility 
criteria focused on geography, and not tenure 
or benefits. 

Another aspect of CSCO is the rural sub-obligation. 
15% of the CSCO target must be achieved by 
installing measures in households located within a 
settlement of under 10,000 homes and in receipt 
of HHCRO qualifying benefits. For this aspect, 
social as well as private housing is eligible. This 
aspect of the obligation will prove challenging given 
low levels of social housing in these areas. 

recommendations 
and guidance 
Data analysis based on benefit recipients and 
tenure matching HHCRO eligibility criteria shows 
that few data zones have concentrations of target 
households. Campaigns using mechanisms such as 
general mailings or door knocking are therefore not 
recommended due to the dispersal of households. 
This is only likely to be cost effective in a small 
number of dispersed data zones. 

For the small number of eligible data zones, 
Local Authorities should think about combining 
with other programmes and initiatives (e.g. CSCO) 
rather than developing standalone campaigns. This 
could involve adapting resources such as mailings 
or utilising door-to-door assessors on an ad 
hoc basis. 

In future, Home Analytics12 will offer an integrated 
tool containing data for geographic analysis 
containing income, tenure, and installation 
potential. However, further development is 
needed in relation HHCRO datasets. This could be 
facilitated by Local Authorities and Home Energy 
Scotland advice centres with local knowledge that 
could ‘sense check’ results and help fine-tune the 
tool’s outputs.

This section demonstrates that identifying 
households using available datasets alone will 
be highly challenging. HHCRO leads are likely to 
be more valuable than those for CSCO where 
generating economies of scale via geographic 
targeting is possible. 

Given that geographical targetting is ill-suited 
to generating economies of scale amongst 
HHCRO eligible households that need insulation, 
it is important to consider other methods of 
engagement to attract significant numbers of 
households. These approaches are discussed in 
subsequent sections of this report. 

10  Scottish Index of Multiple Deprivation 
11  Note that 20% of CSCO can also be installed in areas adjoining the lowest 15% SIMD areas and these have not been included 

in this analysis. 
12  Data source, see Appendix C for more information. 
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As eligibility for HHCRO is based directly on 
entitlement of benefits, targeting promotion of the 
scheme directly to those in receipt of this support 
would, in principle, be a highly effective method 
of recruiting households. However, accessing the 
data for this group is not straightforward, primarily 
due to issues relating to data protection (for a 
fuller review of data protection legislation see 
section 12).

There are two key sources of data in relation to 
those in receipt of eligible benefits: work and 
pensions related-benefits data (held by the UK 
Department for Work and Pensions), and Housing 
Benefit and Council Tax Reduction (HB/CTR) 
data (held by Local Authorities). There is also a 
possibility to identify people through free school 
meals. Each of these is discussed in this section.

department for Work 
and Pensions (dWP) data
Figure 5 shows the proportion of people in South 
East Scotland on out-of-work benefits, which is 
between 6% and 9% for each Local Authority 
area. The Department for Work and Pensions 
co-ordinates benefits that directly relate to HHCRO 
eligibility. Its customer services are operated 
through four operational organisations: Pension 
Service, Disability and Carers Service, Jobcentre 
Plus and Child Maintenance.

fIgure 5: CLAIMANTS ON OUT-OF-WORK BENEFITS 
BY SOUTH EAST SCOTLAND (SOURCE: DWP)

5 

Direct Promotion 

local autHorIty area13

Data sharing from DWP can only take place if 
customers have signed a statement to give 
consent for data to be shared. Options to access 
this data are therefore limited and developing 
routes to gain consent is further complicated by 
the fact that these benefits are not administered 
at Local Authority level.

The DWP sends out a letter once a year to all 
claimants stating what benefits they are on – 
this takes place around February/March. This 
letter and other communications to customers 
are generated automatically and are done 
centrally for all claimants in Britain. As a result, 
adding marketing materials to regular 
communications from DWP to promote 
HHCRO is not possible. 

13  Scottish Government (2013) High Level Summary of Statistics Trends – Labour Market Claimants were assigned to a statistical 
group according to hierarchy to avoid double counting of claimants. 
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http://www.scotland.gov.uk/Topics/Statistics/Browse/Labour-Market/TrendPDF
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Promotion of schemes is possible by 
working through local agencies for the DWP 
(JobCentrePLus, DWP Visiting service, etc.). 
However these local agencies do not typically 
undertake mass mailings as all of this work is 
undertaken centrally. Approaches to working 
with these agencies to promote the scheme 
are possible, but limited, and are discussed in 
section 7.

Post offIce card account

Many people on benefits get their money paid into 
a Post Office Card Account (only benefits can be 
paid into this account). The Post Office administers 
these accounts on behalf of DWP and sends out 
six-monthly statements. There is a small space 
on the statement which is used for post office 
messaging and inserts can be included into the 
statements as well. However both these channels 
are an ‘all or nothing’ option (covering the UK) 
and, based on preliminary research will cost in the 
region of £5,000. The Post Office has this space 
booked for their Home Phone service, so there will 
not be capacity to use this space until early 2014. 
To drill down and create a mailing list of Post Office 
Account customers in specific regions will be likely 
to cost more and may not be practicable. 

contacts 

naMe job tItle
contact 
detaIls

tIna 
kesHIro

Product Manager/
Customer Relationship 
Manager

tina.keshiro@
royalmail.com

connIe 
HeWItt

Senior Stakeholder 
Manager, Scotland

connie.hewitt@
postoffice.co.uk

07872 816809

Housing benefit and council 
tax reduction data
Housing Benefit (HB) and Council Tax Reduction 
(CTR)14 are administered by Local Authorities. 
The law allows the DWP to share their database 
with Local Authorities so they can calculate the 
correct amount of benefit to pay customers. Local 
Authority staff with responsibility for administering 
HB/CTR have electronic access to the DWP 
information they need for this purpose. Parliament 
has made it a criminal offence to disclose social 
security information relating to a particular 
individual without lawful authority. This offence 
provision and other restrictions in social security 
legislation mean that Local Authorities cannot 
consider sharing or reusing this data in the same 
way that they would share or reuse other data that 
they hold. 

DWP states that15: A local authority HB/CTR section 
cannot share data with any other part of the local 
authority. However, HB/CTR staff can use HB/CTR 
data to identify customers who may be entitled 
to other local authority services or benefits and 
to make them aware of these and how to access 
them, providing the local authority Privacy Notices 
covers this use of data i.e. informs customers 
how their data will be used, including whether it 
will be shared within or outside the local authority. 
HB/CTR sections could write to customers and, 
if the customer wants to take advantage of the 
service/benefit being offered, they can be advised 
to reply to another part of the local authority (and 
in doing so, signify their consent to their details 
being shared for this secondary purpose). They 
should also be notified if this means that data will 
be passed to another part of the local authority or 
to a third party. 

14  Council Tax Reduction (CTR) replaced Council Tax benefit in April 2013. Between April 2014 and October 2017 claimants will 
be moved over to Universal Credit.

15  See DWP (2010) Guidance for local authorities on the use of social security data for more information on the use of social 
security data. This has been updated from ‘Council Tax Benefit’ to ‘Council Tax Reduction’. 

mailto:tina.keshiro%40royalmail.com?subject=
mailto:tina.keshiro%40royalmail.com?subject=
mailto:connie.hewitt%40postoffice.co.uk?subject=
mailto:connie.hewitt%40postoffice.co.uk?subject=
http://www.dwp.gov.uk/docs/data-sharing-guide.pdf
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case study: cHallenges In usIng
HousIng benefIts data

In marketing the Scots Together energy 
switching scheme, Fife Council and the 
Home Energy Scotland advice centre South 
East worked closely together to reach more 
vulnerable households. Overlaying SIMD 
(Scottish Index of Multiple Deprivation) data 
with data of recipients on Housing Benefit was 
investigated with the assumption that people 
falling into both sets of data are likely to be 
more vulnerable. Unfortunately data protection 
limited this positive datashare: Fife Benefits 
and Council Tax department confirmed that 
they “would not be able to do anything about 
splitting off those that are in the SIMD areas”. 
Instead a mailer went out to all 9,000 private 
addresses in SIMD areas.

usIng HousIng benefIt and councIl 
tax reductIon data to target 
HHcro clIents

Most people on the HHCRO eligibility list will be 
likely to have Housing Benefit and Council Tax 
Reduction (although the match will not be perfect). 
This data is therefore valuable in targeting people 
eligible for HHCRO, but HB/CTR Departments are 
not able to share this information. If this data was 
used, it would need to be cross-checked with social 
housing stock to ensure that only private tenants 
and owners can be selected from the data.

Gaining consent to share data is fundamental to 
operating in line with legislation. In order to do 
this, close liaison with the Housing Benefit and/ 
or Council Tax Reduction team is vital. There are 
two main routes open to those who wish to access 
HHCRO eligible households via Local Authority 
held data:

1 Amend HB / CTR claim forms to allow 
customers to indicate if they are happy to share 
data with other areas of the council.

2 Send direct marketing via the HB / CTR 
team asking them to reply to the programme 
managers of the HHCRO scheme.

Both of these routes mean that customers 
consent to sharing data but both have benefits and 
drawbacks (see Table 2). 

table 2: APPROACHES TO ACCESSING LOCAL AUTHORITY HB/CTR DATA

route benefIts draWbacks

1 aMend Hb/ctr forMs  
to aPProve sHarIng  
of data

 � Programme managers with direct 
access to eligible clients can 
interrogate data to target schemes

 � Contacts can be followed or 
chased up

 � Will take time to amend forms and 
collect data from all claimants

 � Subject to customer consent

 � Consumers may be concerned 
about data sharing

2 dIrect MarketIng  
vIa Hb / ctr teaMs

 � Possible customers can be targeted 
straight away

 � Materials have to be sent by HB/
CTR teams

 � Subject to customer consent / 
interest
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HB/CTR data can therefore be used to support 
direct marketing to local residents with specific 
characteristics. Should programme managers have 
access to shared data (route 1 in Table 2), direct 
marketing may be undertaken by letter or ‘on the 
doorstep’ to directly promote HHCRO schemes16. 
If route 2 is taken, marketing will be undertaken 
exclusively on a reactive basis (i.e. waiting for 
eligible clients to respond to third party controlled 
mailings) and therefore programme managers 
cannot be proactive.

A combination approach could be used where 
promotional materials are sent by HB/CTR teams 
and clients are also asked if they would be willing 
to share details with other departments for 
targeted follow up. 

Examples of these approaches (and variations) 
are presented in the box below (based on DWP 
sources), along with a previous example from 
South East Scotland.

dWP exaMPles: consent to re-use Hb/ctr data 

1 A Local Authority decides to collect 
consent upfront in order to help customers 
receive any benefits and services they may 
be entitled to. HB/CTR claim forms are 
designed to obtain consent for data to be 
used for purposes other than HB/CTR. The 
customer is asked to indicate on the form if 
they are content that information provided 
for HB/CTR can be used to determine 
eligibility for ‘any other benefits and services 
to which I may be entitled.’ 

2 A Local Authority decides to run a summer 
play scheme for children in its borough, and 
provides a number of free places to parents 
on low incomes. They decide the best way to 
reach their target group is to identify families 
from HB/CTR records, with children under 
the age of ten. Marketing material is sent by 
the HB/CTR team to customers in the target 
group. Customers who want to take up a 
free place at the summer play scheme are 
advised to reply to the Leisure Department, 
and the leaflet explains that by doing so, 

customers agree to information about 
them being shared between the two Local 
Authority departments.17 

3 A Local Authority chooses to issue a survey 
to collect information on local fuel poverty 
using a postal survey by mailing HB/CTR 
customers. It publishes a Privacy Notice 
setting out how data will be used in this way. 
The mail shot is sent out by the HB/CTR 
team (it could also be issued by a third party 
acting under contract). 

The customer is given information about the 
survey including what data is being used and 
collected, how it will be used and how their 
personal details will be protected. They are 
asked to respond if they need advice about 
energy conserving measures, or about energy 
related benefits they may be entitled to such 
as Warm Front grants. Details of those who 
respond are passed on to another team in the 
Local Authority dealing with fuel poverty, and 
customers are advised of this.18 

16  Taken from DWP (2010) Guidance for local authorities on the use of social security data, section 3.13 

17  Ibid – section 2.52

18  Ibid – section 3.17

http://www.dwp.gov.uk/docs/data-sharing-guide.pdf
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In South East Scotland, Local Authorities 
have previously used HB/CTR data to inform 
householders of energy efficiency schemes as 
described in the following case study: 

note: Due to Welfare Reforms, insert spaces are 
being used to relay information about changes to 
benefits and so there may be a limited number of 
inserts available (there is usually a set quota for 
inserts per year). 

Promotion via schools 

free scHool Meals

Local Authorities provide grants towards the cost 
of school wear and free school meals to people 
in receipt of benefits matching HHCRO eligibility 
criteria19. Parents apply once a year and need to 
submit applications for the school session starting 
in August by a set date the previous academic year 
(e.g. in Fife this is March and in Midlothian it is the 
end of May).

This may prove an effective route for targeting 
communications around HHCRO. Table 3 
demonstrates the potential for take up with this 
scheme, with 25,000 pupils in South East Scotland 
registered for free school meals. 

case study: fIfe councIl,
usIng HousIng benefIt data

Fife Council, the City of Edinburgh Council and 
Scottish Borders Council each utilised Housing 
Benefit mail-outs to raise awareness of their 
Universal Home Insulation Schemes (UHIS), 
working closely with Home Energy Scotland 
who administered the marketing. 

In Fife, an insert produced by Home Energy 
Scotland was included in all annual Housing 
Benefit notifications issued at the end of 
March/beginning of April 2012 (about 25,000 
addresses, c.£12,500). In the Scottish Borders 
and Edinburgh, inserts were included in Housing 
Benefit monthly updates. The call to action on 
insert material was to ring or text Home Energy 
Scotland. There was a huge spike in calls when 
the mailer was sent; and especially notable was 
the number of text requests for call backs. 

case study: sHeffIeld councIl,
usIng HousIng benefIt data

Sheffield Council sent mail-shots targeted at 
all private sector households receiving council 
tax benefit and housing benefit. This was done 
in a phased roll-out based on postcodes and 
was completed by spring 2010. Targeted mail-
shots to particular households (e.g. those over 
70) were also looked at, including the use of 
marketing database systems such as ‘Mosaic’ 
which although incomplete, will still reach a high 
percentage of eligible households. Referrals 
from ‘recent’ Council Tax benefit and Housing 
Benefit claimants were also organised. See 
the EST case study for more. 

19  Local authorities must promote the uptake of free school meals amongst those currently eligible. Parents can claim free school 
lunches if they receive: Income Support; Income-based Job Seeker’s Allowance; Any income related element of Employment 
and Support Allowance; Child Tax Credit and income is less than £15,860. Scottish Government http://www.scotland.gov.uk/
Topics/Education/Schools/HLivi/schoolmeals

http://www.energysavingtrust.org.uk/Publications2/Local-delivery/Legislation-and-policy/Affordable-Warmth-Sheffield-s-affordable-warmth-free-insulation-scheme
http://www.scotland.gov.uk/Topics/Education/Schools/HLivi/schoolmeals
http://www.scotland.gov.uk/Topics/Education/Schools/HLivi/schoolmeals
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table 3: NUMBER OF PUPILS REGISTERED FOR FREE SCHOOL MEALS20 

local autHorIty secondary scHools PrIMary scHools totals

Pupils 
registered 
for free 
meals

Percentage 
of pupils 
taking school 
meals

Pupils 
registered 
for free 
meals

Percentage 
of pupils 
taking school 
meals

Pupils 
registered 
for free 
meals

Percentage 
of pupils 
taking school 
meals

east lotHIan 536 9% 950 13% 1486 11%

edInburgH 2292 12% 4684 19% 6976 16%

fIfe 3545 17% 5982 23% 9527 20%

MIdlotHIan 639 12% 1144 18% 1783 16%

scottIsH borders 561 8% 1046 13% 1607 11%

West lotHIan 1316 12% 2419 17% 3735 15%

scHool bag droP

Awareness of HHCRO could also be raised through 
a ‘school bag drop’ where every child in an area or 
Local Authority has information/a flyer sent home 
with them. It was estimated by one Local Authority 
representative that 30% of parents receiving 
this information would be eligible for HHCRO 
assistance.21 

Liaison with the relevant Local Authority department 
will be necessary for this type of activity to occur.

contacts 

local autHorIty dePartMent contact detaIls

east lotHIan Education and Children’s Services,  
John Muir House, Haddington

01620 827631  
educationenquiries@eastlothian.gov.uk

edInburgH Children and Families, Waverley Court 0131 469 3471 
school.grants@edinburgh.gov.uk

fIfe Education and Learning, Fife House,  
Glenrothes

08451 55 00 66

MIdlotHIan Social Work Department 0131 271 3728, 
FSMAwards@midlothian.gov.uk

scottIsH borders Social Care and Health 0300 100 1800

West lotHIan Social Care and Health, Civic Centre, 
Livingston

01506 281952

20  Scottish Government (2010) School Meals in Scotland 

21  Scottish Government (2012) Pupil Census

mailto:educationenquiries%40eastlothian.gov.uk?subject=
mailto:school.grants%40edinburgh.gov.uk?subject=
mailto:FSMAwards%40midlothian.gov.uk?subject=
http://www.scotland.gov.uk/Publications/2010/07/06095048/0
http://www.scotland.gov.uk/Topics/Statistics/Browse/School-Education/dspupcensus/pupcensus2012
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Over a third (36%) of Scottish jobs are based in 
the public sector22. In addition, a quarter of people 
working in the public sector earn £15,629 or less 
per year, and therefore are likely to receive benefits 
and be eligible for HHCRO. Working with large 
employers in your area may therefore prove to be 
effective in identifying HHCRO eligible households. 
The two largest employers are likely to be the Local 
Authority and NHS. Routes to approaching staff in 
these organisations are outlined in this section.

local authority staff 
58% of public sector staff work for local 
government: more than one in 10 of the Scottish 
population. This makes Local Authorities one of 
the biggest employers in the country. Table 4 
shows the number of people employed in local 
government in South East Scotland. 

table 4: LOCAL GOVERNMENT EMPLOYMENT23

local 
autHorIty

local 
governMent 
eMPloyMent 
(nuMber of 
jobs)

local 
governMent 
eMPloyMent  
(full-tIMe 
eQuIvalent)

east lotHIan 4,600 3,600

cIty of 
edInburgH

17,700 15,200

fIfe 20,400 15,900

MIdlotHIan 4,500 3,600

scottIsH 
borders

5,500 4,400

West lotHIan 8,000 6,600

6 

Promotion via Large Employers 

To raise awareness of a scheme, working closely 
with Local Authority communication teams could 
be beneficial. This could include getting information 
out to all council staff through internal intranets 
and into Local Authority newspapers or staff / 
manager briefings. 

contacts 

local autHorIty
coMMunIcatIons 
contacts

east lotHIan n/k

cIty of edInburgH Noel Miller 
Cath Casidy

fIfe Cara Dodson

MIdlotHIan Gary McCracken 
Ranaa Ahmed

scottIsH borders Susan (Sue) Bell

West lotHIan Elaine Henderson

22  Office for National Statistics (2012) Annual Surveys of Hours and Earnings

23  Scottish Government (2012) Public Sector Employment Web Tables – Q3 2012 

http://www.ons.gov.uk/ons/publications/re-reference-tables.html?edition=tcm%3A77-280149
http://www.scotland.gov.uk/Topics/Statistics/Browse/Labour-Market/PublicSectorEmployment/PSEwebtables
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nHs 
32% of public sector staff work for the NHS. 
Getting information to staff about HHCRO grants 
would raise awareness of the scheme amongst 
staff who may be eligible for it, as well as 
potentially raising awareness amongst key staff 
who may be able to pass HHCRO information on to 
vulnerable people they support (see section 7). 

NHS managers of teams that do not have ready 
access to emails typically cascade information 
through five minute team briefings – a ‘toolbox talk’ 
– at the start of each shift. This way information 
reaches lower paid staff such as catering and 
laundry staff. 

contacts 

To send information to staff, contact the following 
people in the first instance: 

HealtH board contact detaIls contact detaIls

lotHIan Kate Burton Useful as a first point of contact. kate.burton@nhslothian.scot.nhs.uk

fIfe Neil Hamlet Consultant in Public Health Medicine Neil.hamlet@nhs.net

Health and 
Wellbeing 
Development 
Group

A working group with develops, supports 
and monitors Fife’s Health and Wellbeing 
Plan, members include workers from Fife 
Council, NHS Fife and CVS Fife

Not provided

scottIsH 
borders

Irene Bonnar Senior Occupational Health Nurse Manager Not provided

mailto:kate.burton%40nhslothian.scot.nhs.uk?subject=
mailto:Neil.hamlet%40nhs.net?subject=
http://www.fifedirect.org.uk/minisites/index.cfm?fuseaction=page.display&pageid=D35D3279-AA7E-BBEE-6EFC424162914BD2&siteID=C236FD36-A22D-FF4A-C6AE0CC99B0D46B4
http://www.fifedirect.org.uk/minisites/index.cfm?fuseaction=page.display&pageid=D35D3279-AA7E-BBEE-6EFC424162914BD2&siteID=C236FD36-A22D-FF4A-C6AE0CC99B0D46B4
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A range of public agencies deal directly with 
households likely to be eligible for HHCRO and 
as a result can be used as vehicles to promote 
the scheme. These are outlined below. In almost 
all cases, promotion of energy efficiency will 
be at least secondary to the prime reason staff 
from these agencies engage with households. 
As a result, it is likely that these routes cannot 
be expected to be 100% efficient in passing on 
information to all their contacts. In addition, it is 
unlikely that these agencies will be able to pass on 
data to programme managers for direct promotion 
due to data protection issues.

using nHs staff and 
communications to 
reach patients
Health professionals have a crucial role to play in 
identifying vulnerable residents. Although they do 
not routinely ask what benefits patients are on, 
they engage with a large number of vulnerable 
householders who may not be known to other 
partners (council or voluntary sector). Patients 
with long term conditions, such as cardiovascular 
and respiratory diseases, are at enhanced risk of 
the negative impacts of cold housing. As a result, 
improving the energy efficiency of homes could 
realise real benefits for the NHS and there may be 
opportunities to tie in with particular mailings, as 
well as promote through staff:

“The annual cost to the NHS of treating winter 
related disease due to cold private housing is 
£859 million. This does not include additional 
spending by social services, or economic losses 
through missed work. The total costs to the NHS 
and the country are unknown. A recent study 
showed that investing £1 in keeping homes warm 
saved the NHS 42 pence in health costs...” 24 

7 

Promotion via Intermediary  
Public Agencies

24  Chief Medical Officer Report cited in: The Marmot Review (2010) Fair Society, Healthy Lives

http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-the-marmot-review
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case study – flu jab MaIl-out

In other initiatives with the health sector, the 
Council has set up a referral scheme via GP 
surgeries, with simple cards that patients can 
complete to self-refer for help with staying 
warm. This scheme has been piloted in three 
surgeries and could potentially be rolled out to 
all 28 surgeries. The Council hopes to build on 
this with a vision one day of having the ability 
for GPs to tick a box on their computer screen 
that automatically refers a patient for help 
and support.

Charles Garrett comments, “Focusing on the 
Excess Winter Death Rate is very effective in 
getting councillors’ and partners’ attention. 
We have found that health partners are willing 
and able to put resources into reducing the 
EWD rate.”

contact: 

Charles Garrett, Property Partnership Officer, 
Bath and North East Somerset Council,  
Charles_Garrett@bathnes.gov.uk,  
01225 396 34125

Chris Mordaunt (Housing Services)  
01225 39628226

Sarah Scott (Public Health)  
01225 831418

Bath and North East Somerset (B&NES) Local 
Authority had the worst levels of excess winter 
mortality (EWM) in England, for the period of 
2005–08. Their excess winter mortality index 
(EWMI – the EWM expressed as a ratio of the 
expected deaths based on non-winter death rate 
for the period) was 26.3, compared to England’s 
value of 15.6. The high EWMI for B&NES 
stimulated a greater interest in the promotion 
of energy efficiency and affordable warmth and 
assisted in the formation of a Local Affordable 
Warmth Action Group (LAWAG). Following an 
approach by Housing Services, B&NES Public 
Health agreed to chair the group and work began 
on a series of projects aimed at promoting 
affordable warmth for those most at risk of 
dying during the winter months.

In October 2011, the NHS invited B&NES to 
include an Affordable Warmth insert in their flu-jab 
mail-out, targeting everyone over 60 in Bath and 
North East Somerset. From this the Council’s 
Warm Streets scheme achieved the best 
response ever to a mailing and a large increase 
in the number of insulation measures installed. 
Charles Garrett, HECA officer for the Council, 
says, “I even got one call from a resident who 
told me they had had their loft insulated last year 
but that their doctor told them they must have it 
done again, so he wanted us to arrange that for 
them. Such is the influence of the local GP!”

25  Consumer Focus (2012) Going Local: A report for Consumer Focus on local authorities’ work to tackle fuel poverty

26  Bath & North East Somerset Council Local Affordable Warmth Action Group Update 2012

Schemes that have worked closely with the NHS 
are described in the case studies below. 

mailto:Charles_Garrett%40bathnes.gov.uk?subject=
http://www.consumerfocus.org.uk/files/2012/10/Going-local.pdf
http://democracy.bathnes.gov.uk/documents/s23036/Local Affordable Warmth Action Group Update.pdf
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case study – targetIng usIng a HealtH rIsk stratIfIcatIon tool

Kirklees Warm Homes Healthy People funded 
project utilised the Kirklees NHS Predictive 
Risk Toolkit to target the most health-vulnerable 
residents. This toolkit has been used by NHS 
Kirklees since 2009, with agreement from almost 
all local GP practices, providing risk stratification 
for 99% of Kirklees residents. 

Partners decided to target the most vulnerable 
1% (in terms of risk of hospital admission in 
12 months) as part of their original mail-shot. 
The chairs of the Kirklees Clinical Commissioning 
Groups were approached and asked for their 
backing to ask GPs to send out patient letters 
explaining about the project and informing of the 
telephone helpline should they want a ‘warmth 
pack’, advice or further help. The NHS encrypted 
numbers of the 1% most vulnerable were given to 
the GP practices to address and post the letters, 
with an incentive payment of 10p per letter. If 
an identified vulnerable resident was also under 

the care of Locala (community health provider), 
the mail-shot was undertaken by Locala and not 
their GP. 

A total of 2,020 letters were sent out by GPs and 
800 by Locala. In addition 735 letters were sent 
out to residents supported by the Council’s Adult 
Service home carer services, and 245 residents 
living in council houses (managed by Kirklees 
Neighbourhood Housing) were also targeted. 
There was an overall response rate of around 
21.5%. This is also supported in the number of 
respondents to the GP mail-out (413). The source 
of each letter could be identified as a unique 
reference number was given and should have 
been quoted when calling the helpline.

contact: 

Sally Kelling, Environment Unit,  
Sally.Kelling@kirklees.gov.uk

citizens advice bureaux 
(cabx)
The Scottish Citizens Advice Bureau (CAB) Service 
consists of a network of 61 local Citizens Advice 
Bureaux (CABx) and Citizens Advice Scotland 
(CAS), an umbrella organisation. It is Scotland’s 
largest independent advice network using over 
250 service points throughout Scotland.

CABx are consistently cited by vulnerable clients 
as a trustworthy and credible source of advice and 

information27. In a recent Ipsos MORI survey, one 
in five members of the general public had used a 
CAB in the last three years, with common areas 
of enquiry being benefits, debt and money advice. 
Employment and Support Allowance is the second 
most commonly seen benefit issue in Scottish 
CABx, and the remaining qualifying benefits for the 
CERT Super Priority Group28 are all in the top ten 
most common benefit issues29. CABx have also 
increasingly helped energy consumers with their 
problems30 and have been involved in a range of 
related initiatives31. 

27  Consumer Focus Scotland (2012) Helping vulnerable people in Scotland to switch and save on fuel bills: An evaluation of 
energy training for front line advisors 

28  Note that CERT is no longer running
29  CAS (2012) Energy Best Deal+ Evaluation Report
30  Scottish bureaux are seeing more ‘crisis cases’ about fuel bills than ever before. In 2011/12 Scottish bureaux dealt with 

10,500 energy cases in total. In the six months since 1st April, Scottish bureaux had already seen over 7,600 people seeking 
help with their energy bills. Cited in CAS (2012) Energy Best Deal+ Evaluation Report Energy Best Deal+ Evaluation Report 

31  These include Energy Best Deal, Energy Best Deal+, Big Energy Savings Week, and operating the Citizens Advice consumer 
helpline (which has a dedicated energy team)

mailto:Sally.Kelling%40kirklees.gov.uk?subject=
http://www.consumerfocus.org.uk/scotland/files/2012/10/Helping-vulernable-people-in-Scotland-to-switch_WEB.pdf
http://www.consumerfocus.org.uk/scotland/files/2012/10/Helping-vulernable-people-in-Scotland-to-switch_WEB.pdf
http://www.cas.org.uk/system/files/publications/Energy Best Deal Plus Evaluation Nov 2012.pdf
http://www.cas.org.uk/system/files/publications/Energy Best Deal Plus Evaluation Nov 2012.pdf
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The Home Energy Scotland Community Liaison 
Officer has also worked closely with both CAS 
and CABx staff to promote referrals to the Energy 
Assistance Package (now Energy Assistance 
Scheme, EAS). This resulted in CABx being one of 
the top referrers for EAP measures.

cabx In soutH east scotland

Each bureau is an independent local charity and 
would need to be approached individually to 
participate in any HHCRO scheme, or to send 
information out to clients using their bureau data. 
Client data held will likely include addresses and 
benefit data, but will not include type of tenure. 
Bureaux are impartial, and so cannot recommend 
that a client use a Local Authority scheme over 

an energy supplier scheme, but would instead 
refer a client to Home Energy Scotland to discuss 
their options. 

Citizens Advice Scotland (CAS), as the umbrella 
organisation for CABx, can help promote HHCRO 
schemes, and inform CAB staff by: 

 � Posting information about schemes on the 
CAS intranet accessed by CAB staff;

 � Sending out information in their regular 
newsfeed to CABx staff;

 � Emailing a bespoke email directly to 
relevant CABx;

 � Asking Bureaux Development Officers to 
spread the word. 

contacts: Citizens Advice Scotland

naMe job tItle eMaIl PHone

eMMa balfour Financial Inclusion Development Officer emma.balfour@cas.org.uk 0131 550 1097

lucy Manson Regional Project Officer Lucy.Manson@cas.org.uk Not available

contacts: Citizens Advice Bureaux

area offIces contact detaIls

east 
lotHIan

 � Main offices in Haddington and Musselburgh 

 � Outreach offices in Dunbar and Tranent

Not available

edInburgH  � Main offices in: Dundas Street, Leith, Pilton, Portobello 
and Gorgie/Dalry

 � 15 outreach points (six in GP surgeries, five in housing 
associations)

Citizens Advice Edinburgh

fIfe  � Offices in Cupar, St Andrews, Leven, Glenrothes, 
Kirkcaldy, Cowdenbeath and Dunfermline

Citizens Advice and Rights Fife 
(CARF)

MIdlotHIan  � Main offices in Dalkeith (with four outreach) and Penicuik 
(three outreach)

Not available

scottIsH 
borders

 � Central Borders Citizens Advice Bureau covers 
Galashiels, Selkirk, Lauder, Earlston, St Boswells, 
Newtown, St Boswells, Stow and Heriot

01896 753889

 � Office in Peebles 01721 721722

 � Office in Hawick (outreach to Kelso, Duns and Eyemouth) 01450 374266

West 
lotHIan

 � Main office in Livingston

 � Outreach offices in West Calder and Blackburn

Citizens Advice Bureau West Lothian
Advice Lines: 01506 432977
Admin only: 01506 436132

mailto:emma.balfour%40cas.org.uk?subject=
mailto:Lucy.Manson%40cas.org.uk?subject=
http://www.citizensadviceedinburgh.co.uk/
http://carfweb.org/default.aspx
http://www.cabwestlothian.org.uk/contact.html


26

Promotion via intermediary  
Public agencies 7

case study: utIlIsIng cabx for energy advIce

The October 2012 evaluation of Energy Best 
Deal+ gives an insight into the effectiveness 
of using CABx to reach the HHCRO target 
group and establishing installs. It is important 
to note that this was an approach that was 
centrally funded and incentivised and this level 
of delivery would not have occurred without this 
financial support.

The Energy Best Deal+ pilot ran for eight weeks 
from July–September 2012 and its aims were: 

 � To provide a mechanism to link those who 
could benefit most significantly to the support, 
savings, discounts and energy efficiency 
measures they may be entitled to, through 
their energy supplier and/or an Energy Saving 
Scotland advice centre32. Specifically this 
included linking Priority and Super Priority 
groups to CERT measures, the Warm Home 
Discount and the Priority Service Register. 

 � To ensure that 1,000 clients/customers were 
referred to their energy supplier for the above 
benefits and discounts. 

Altogether, 585 referrals were achieved: 59% of 
the target33. 28% of participating clients owned 
their own home, and 16% were privately rented 
(see Figure 6). 54% of clients were classed as 
part of the CERT Priority group but only 5% 
were classed as Super Priority (see Figure 7). 
Given the demographic of Scottish CAB clients 
and the fact that a third of new issues handled 
in 2010/11 were in regards to benefit, it is 
surprising that more clients did not fall into the 
Super Priority group. 

fIgure 6: ENERGY BEST DEAL+ CLIENT PROPERTY TYPE

fIgure 7: PRIORITY GROUP ENERGY BEST DEAL+ CLIENTS

Bureaux employed a range of methods to gain 
participation from clients in the project (see 
the Energy Best Deal+ evaluation’s Appendix 4: 
Generating referrals). The most successful 
methods were: 

 � the use of triage systems (a method for 
prioritizing clients based on needs);

 � building delivery of the project into 
everyday advice;

 � advertising to current clients the money 
gained for clients through the project.

Continued over the page

32  Now Home Energy Scotland

33  This figure includes 373 phone call referrals, 169 e-mail referrals and an additional 43 referrals from Nairn CAB, gathered after 
they had exceeded their original target of 100 referrals.

Council owned rental

Owner occupier

RSL tenant 
(Registered Social 
Landlord)

Private sector rental

42%

28%

14%

16%

Priority group

Super-priority group

Not applicable

Non-priority group

54%

5%

31%

10%

http://www.cas.org.uk/publications/evaluative-report-energy-best-deal-plus
http://www.cas.org.uk/publications/evaluative-report-energy-best-deal-plus
http://www.cas.org.uk/publications/evaluative-report-energy-best-deal-plus
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case study: utIlIsIng cabx for energy advIce (contInued)

Some outreach work garnered clients but the 
best way to engage clients was from within 
the bureau itself. It was initially hoped that a 
significant number of clients could be identified 
through day-to-day bureau contact, but it was 
quickly established that this would not generate 
the required number of referrals over the course 
of the pilot.

The post pilot survey of participating bureaux 
showed agreement that working to a target for 
this project was not a suitable model: bureaux 
wanted to incorporate the work of the project 
over an extended period, and not for short 
targeted campaigns. 

To participate in Energy Best Deal+ each bureaux 
was offered a flat fee of £1,500, with an extra 
£500 as an added incentive for reaching their 
target of 100 referrals. Two of the ten bureaux 
achieved this target. For similar schemes, the 
evaluation outlines that the following funding 
model should be considered: 

 � A sum to CAS for project coordination for a 
fixed term; 

 � A starter fee for each bureau to cover startup 
costs e.g. training and marketing; 

 � An additional payment to cover the costs of 
an autumn/winter publicity campaign; 

 � A payment to bureaux based on each bureau 
making an average total of around six 
telephone and e-mail referrals per week. 

jobcentre Plus
There are 20 local Jobcentre Pluses in South East 
Scotland (three in the Borders, one in East Lothian, 
four in Edinburgh, seven in Fife, two in Midlothian 
and three in West Lothian). Local Jobcentre Pluses 
do not directly mail their clients (as discussed 
above, mailings are almost exclusively handled 
centrally by DWP) but it may be possible to help 
raise awareness of schemes via engagement 

with staff. These include programmes delivering 
briefings to raise staff awareness in each local job 
centre and distributing leaflets for Jobcentre Plus 
staff to pass onto clients. 

Contact with staff has suggested that it may be 
difficult to advertise more widely in the Jobcentre 
public areas due to restrictions on noticeboards in 
these buildings. 

contacts

naMe area eMaIl PHone

lInda savage Forth Valley Linda.Savage@jobcentreplus.gsi.gov.uk 01321 450 5027

Morag geMMell Edinburgh, Borders and Lothian Not provided 01506 772690

Additionally DWP has an e-zine called Touchbase 
that goes out monthly to external front-line 
advisors, intermediaries and other professionals 
who work with DWP customers. It provides 

up-to-date news about benefits, pensions and 
other DWP services and relevant news from other 
government departments and agencies.

contacts

naMe eMaIl

toucHbase corporate.stakeholders@dwp.gsi.gov.uk

mailto:Linda.Savage%40jobcentreplus.gsi.gov.uk?subject=
http://www.dwp.gov.uk/adviser/touchbase-magazine/
mailto:corporate.stakeholders%40dwp.gsi.gov.uk?subject=
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Pension service and 
disability and carers service
DWP Visiting is a service that exists primarily to 
undertake home visits for customers who are 
vulnerable and unable to access DWP services 
to complete benefit claims through the standard 
online, telephone or postal channels. They can 
support people wishing to claim: Pension Credit, 
State Pension, Attendance Allowance, Disability 

Living Allowance, Carer’s Allowance, Housing 
Benefit and Council Tax Reduction. 

DWP Visiting can help by taking information/
leaflets out into areas when they conduct home 
visits and by signposting eligible people. Leaflets 
can be sent or emailed to every Visiting Officer. 
Please note that these officers only see a small 
proportion of local DWP clients and as a result 
will not be likely to reach significant numbers of 
eligible households.

contacts

naMe job tItle resPonsIbIlIty eMaIl PHone

PrIMary 
contact

Mary-Ellen 
Roger

Partner 
Development 
Manager

Manages DWP 
Visiting in South 
East Scotland

mary-ellen.roger@dwp.gsi.gov.uk 01592 647 597

secondary 
contact

Karen 
Gallagher

Partner 
Support 
Manager for 
DWP Visiting

Support manager 
covering 
Edinburgh, Fife, 
East, West and 
Mid Lothian, 
and Scottish 
Borders, and 
responsible for 
the development 
and maintenance 
of partnerships.

Karen.gallagher@dwp.gsi.gov.uk 01592 645 048;  
07979 050715

secondary 
contact

Elaine 
Devlin

Elaine.devlin@dwp.gsi.gov.uk 01592 645 128

Claimants are sent letters from ATOS and will 
then go to the assessment centre 34 where they 
will sit in the waiting room. As claimants will be 
under a great deal of stress and worry at this 
time, this avenue may not be the most effective 
way to engage the HHCRO group in scheme 
communications. A Midlothian Financial Inclusion 
Network research report concluded that it was a 
“stressful and unsupportive assessment process, 
particularly for those suffering from mental health 
conditions.”35 As a result we do not recommend 
recruiting via this route.

34  At 44 York Place, Edinburgh

35  MFIN (2013) Employment and Support Allowance Report 

atos Healthcare
Those who are claiming benefits as a result of a 
disability or injury may be required by the DWP 
to have an assessment with a qualified health 
care professional as part of their claim process. 
ATOS Healthcare carries out these assessments 
on behalf of DWP to help determine awards of 
benefits including: Employment Support Allowance, 
Disability Living Allowance, and Industrial Injuries 
Disablement Benefit. 

mailto:mary-ellen.roger%40dwp.gsi.gov.uk?subject=
mailto:Karen.gallagher%40dwp.gsi.gov.uk?subject=
mailto:Elaine.devlin%40dwp.gsi.gov.uk?subject=
http://www.mfin.org.uk/resources/Employment and Support Allowance final.pdf
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Consumer Focus Scotland36 recently conducted 
research via focus groups into consumers’ 
experience of Scottish Government energy 
efficiency programmes37. Participants were 
asked how they first heard about the Scottish 
Government scheme they applied to. The 
largest single response outlined the role of 
Local Authority media with consumers reporting 
they had seen material on the council website, 
received a council employee email alerting 
them to it, or had seen the advert in a free local 
newspaper or the council newsletter/paper. 
Word of mouth was also seen as important in 
raising awareness of the scheme.

36  Now known as Consumer Futures

37  Consumer Focus Scotland (2013) Keeping the heat in Scotland’s homes: How to make energy efficiency schemes more 
appealing to consumers 

http://www.consumerfocus.org.uk/scotland/files/2013/02/Keeping-the-heat-in-Scotlands-homes.pdf
http://www.consumerfocus.org.uk/scotland/files/2013/02/Keeping-the-heat-in-Scotlands-homes.pdf
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Third sector organisations that work with 
marginalised, disadvantaged and hard-to-reach 
groups will often know how best to engage with 
HHCRO groups. They will have trusted links into 
the community, enhanced by the attitudes of their 
staff, service flexibility, working partnerships and 
empowering users. These links can be invaluable. 

Outlining third sector organisations in each South 
East Local Authority area is out-with the scope of 
this guide, as the number of front-line organisations 
supporting the vulnerable and fuel poor is 
potentially extensive and very difficult to classify: 
from small ground-level community groups such as 
family centres and older people groups to larger 
organisations such as Age Scotland. 

Like the public sector organisations described in 
the previous section, it is important to note that in 
almost all third sector bodies promotion of energy 
efficiency may be secondary to the prime reason 
staff from these agencies engage with households. 
As a result, it is likely that these routes cannot 
be expected to be 100% efficient in passing on 
information to all their contacts. In addition, it is 
unlikely that these agencies will be able to pass on 
data to programme managers for direct promotion 
due to data protection issues.

The following resources are a good place to start 
to access third sector organisations in each Local 
Authority area. 

8 
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key contacts for third 
sector delivery 
The Scottish Council for Voluntary Organisations 
(SCVO) supports third sector organisations with a 
membership of over 1300 members. Councils for 
Voluntary Service (CVS) is a network consisting of 
56 independent organisations, each with a wide 
reach to local third sector organisations. They will 
provide support, and sit on a number of forums. 
For example in Edinburgh the Older People’s 
Service Providers Forum, with a membership of 
around 50 agencies, is supported and serviced 
by Edinburgh Voluntary Organisations Council 
(EVOC). 

contacts

This provides contact details for SCVO and local 
CVS groups. 

organIsatIon locatIon contact detaIls

scottIsH councIl for voluntary organIsatIons 
(scvo)

Head office  
(Scotland wide)

0131 556 3882

east lotHIan voluntary organIsatIons netWork 
(elvon)

Tranent 01875 615423

edInburgH voluntary organIsatIons councIl 
(evoc)

Edinburgh 0131 555 9100

fIfe voluntary actIon (forMerly cvs fIfe) Buckhaven 01592 567001

fIfe voluntary actIon (forMerly vonef) Cupar 01334 654080;  
helen.rorrison@vonef.org.uk

MIdlotHIan voluntary actIon (Mva) Dalkeith 0131 663 9471

berWIck assocIatIon for voluntary servIce 
(bavs)

Duns 01361 883137;  
tonyfowler@bavs.org.uk

scottIsH borders coMMunIty develoPMent co. 
(tHe brIdge)

Galashiels 01896 757342;  
Morag.Walker@the-bridge.uk.net

voluntary actIon West lotHIan (vaWl) Bathgate 01506 634115

 

http://www.scvo.org.uk/
http://www.cvsfife.org/directory/cvsnetwork.htm
http://www.cvsfife.org/directory/cvsnetwork.htm
http://www.evoc.org.uk/
http://www.scvo.org.uk/
http://www.elvon.org.uk/
http://www.evoc.org.uk/
http://www.fifevoluntaryaction.org.uk/about_fife_voluntary_action.asp
http://www.fifevoluntaryaction.org.uk/index.asp
mailto:helen.rorrison%40vonef.org.uk?subject=
http://www.mvacvs.org.uk/
http://www.onlineborders.org.uk/community/bavs
mailto:tonyfowler%40bavs.org.uk?subject=
http://www.the-bridge.uk.net/
mailto:Morag.Walker%40the-bridge.uk.net?subject=
http://www.cvsfife.org/directory/org0992.htm
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This is an example of council members working 
closely with the third sector to engage with hard-to-
reach and vulnerable householders:

efficiency behaviour change, including getting 
the most out of heating and hot water systems, 
accessing energy efficient measures, avoiding 
condensation, developing confidence and skills to 
understand and manage energy, fuel bills, fuel debt, 
and to communicate effectively with suppliers. 

The team provides face-to-face outreach support 
to vulnerable households – 60% of clients are 
on benefits – across thirteen affordable warmth 
projects covering Edinburgh, Midlothian, East 
Lothian and Fife. Changeworks has found that 
referrals from other support / advice organisations 
are the most effective method of reaching 
householders in need and delivering joined-up 
services. For this reason the Affordable Warmth 
Team delivers a number of briefings to relevant 
staff in local organisations to make them aware of 
issues and how best to refer clients. The team also 
delivers training in fuel poverty awareness, energy 
advice good practice, fuel billing, and heating and 
hot water systems, supporting Local Authorities 
and community groups to tackle fuel poverty and 
run affordable warmth projects. 

The team has partnerships with a large number of 
organisations including Haddington, Musselburgh, 
Penicuik and Dalkeith CABx so that each client also 
receives benefit advice and income maximisation, 
WRVS to reach older people and Care and Repair 
Edinburgh. A partnership arrangement with the 
Home Energy Scotland advice centre South East 
exists for two-way referrals for energy efficiency 
grant access and in-depth outreach support. The 
team is also a member of Fife’s Healthy Heating 
Steering Group and Key Partner Group and 
Midlothian Financial Inclusion Network. The team 
has links with many front-line staff/agencies e.g. 
health professionals, Local Authority teams e.g. 
social work, VOCAL, income maximisation services, 
older people services and family services, in order 
to best reach those in need.

case study: fIfe save

Fife’s Healthy Heating strategy is the result 
of partnership working by a number of locally 
based agencies working in the field of health 
and energy advice, financial and social 
inclusion. These agencies are operating through 
the Fife Healthy Heating Steering Group. Key 
partnerships have been established and further 
developed across the Council and the wider 
network of statutory organisations, voluntary 
and private sector agencies that deliver 
income, debt, fuel tariff and energy efficiency 
advice. 

The support scheme – Fife Save – is the 
result of partnership working between local 
organisations involved in tackling fuel poverty, 
and makes use of EAP by ensuring that this is 
the central point for all referrals. Front line staff 
in partner agencies identify possible fuel poor 
households and direct or refer them into EAP38. 
Fuel poverty awareness training of partner 
agency staff is an essential part of the scheme. 
Additional assistance via Fife Save includes 
debt/income maximisation advice from Citizens 
Advice Rights Fife and a home energy advice 
visit for the most vulnerable households by a 
community energy agency. 

changeworks affordable 
Warmth team 
Changeworks Affordable Warmth Team has 25 
years expertise in supporting households who 
cannot afford to heat their homes by providing 
advice, advocacy, and coaching on home energy 

38  Energy Assistance Package, now the Energy Assistance Scheme (EAS)



33

Promotion via intermediary  
third Sector agencieS 8

age scotland
Age Scotland is the leading charity for all older 
people in Scotland. They reach older people 
through a range of routes including their: 

 � Website, blog, facebook, twitter;

 � 750 local membership groups across Scotland;

 � Quarterly magazine, Advantage, sent to 3000 
individuals and groups, but probably has a 
greater readership – possibility to include 
articles and features but need to plan ahead to 
get information in it; 

 � Helpline: this already makes direct referrals to 
the Home Energy Scotland advice centre, and 
was one of the top referrers to EAS, using an 
emailed form.

contacts

naMe job tItle area covered contact detaIls

Morag HallIday Development officer Scottish Borders See website

laura dunkel Development officer Edinburgh and Lothians See website

douglas MacnaugHtan Development officer Fife See website

Age Scotland is not able to discriminate amongst 
their data. For more information contact:

naMe eMaIl PHone

greg Mccracken Greg.McCracken@agescotland.org.uk 0845 833 9332

local energy saving 
community groups
Working closely with local community groups has 
been useful in getting the message out locally 
using trusted intermediaries. Local groups such 
as Greener Kirkcaldy, Sustaining Dunbar and the 
Green House in Craigmillar have all supported local 
energy efficiency schemes. 

http://www.ageuk.org.uk/scotland/about-us/our-work/community-services/development-officers/
http://www.ageuk.org.uk/scotland/about-us/our-work/community-services/development-officers/
http://www.ageuk.org.uk/scotland/about-us/our-work/community-services/development-officers/
mailto:Greg.McCracken%40agescotland.org.uk?subject=
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HHCRO qualifying criteria targets low-income 
people living in private tenures (either owner 
occupiers or privately renting tenants). The 
incidence of fuel poverty varies by tenure. 
Although higher percentages of people living in 
social housing are fuel poor – 38% Local Authority 
housing and 28% Housing Association, compared 
to 33% of owner occupiers and 25% in the private 
rented sector39 – private sector properties are 
typically less energy efficient than those owned by 
social landlords40. This is because people living 
in social housing are likely to be fuel poor due to 
having lower incomes, not because their homes 
are less energy efficient. Private sector tenants 
are also more likely to experience extreme fuel 
poverty.41 

Reaching private sector rented housing has always 
proved difficult. Reasons for this include: 

 � tenants can be put off seeking energy efficiency 
improvements as they may not see it as worth 
the effort if they are not staying long-term;

 � they may not know it is an option that they 
could take advantage of;

 � they may fear eviction/rise in rents if costs/
disruption falls on the landlord;

 � landlord incentives are low: they are put off 
improving properties by upfront costs and 
hassle when most financial benefits will be to 
the tenants through lower energy bills.

This section describes three routes to engaging 
this audience through:

 � national representative bodies;

 � events;

 � Local Authorities (through their landlord 
registration scheme, private sector leasing 
scheme and landlord forums).

national agencies
National bodies can play a strong role in identifying 
landlords and disseminating information and as 
a result could be targeted as routes for direct 
contact. The following agencies are relevant to 
Scotland:

 � Scottish Association of Landlords (SAL) and 
their sister organisation: Landlord Accreditation 
Scotland (LAS);

 � National Landlords Association (NLA);

 � Association of Residential Letting Agents;

 � Scottish Rural Property and Business 
Association. 

9 
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39  Consumer Focus Scotland (2011) Energy efficiency in private sector housing in Scotland: Regulation and the consumer interest 

40  Ibid.

41  At 12% compared to 6% of those in social housing. Ibid

http://www.scottishlandlords.com/
http://www.landlordaccreditationscotland.com/
http://www.landlordaccreditationscotland.com/
http://www.landlords.org.uk/
http://www.arla.co.uk/
http://www.srpba.com/
http://www.srpba.com/
http://www.consumerfocus.org.uk/scotland/files/2011/02/Energy-efficiency-in-private-sector-housing-in-Scotland-Regulation-and-the-consumer-interest.pdf
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tHe natIonal landlords 
assocIatIon (nla)

The NLA has a local representative for Edinburgh 
and South East Scotland. NLA are a Green 
Deal provider and are at present promoting this 
service to their members. The majority of their 
membership exists in parts of Scotland with large 
pockets in Edinburgh and Fife. Members can be 
reached through:

 � bespoke emails;

 � their magazine (6 times a year);

 � their website;

 � briefings/talks at their local branch meetings 
(3– 4 times a year in Edinburgh and Fife). 

HoMe energy scotland 
advIce centre 

The Home Energy Scotland advice centre 
(previously known as the ESSac) has a dedicated 
Landlord Energy Advisor providing private sector 
landlords with free, independent, impartial advice 
on how to improve the energy efficiency of their 
rental properties. Landlord Energy Advisors also 
support landlords to access grants, loans and 
schemes to assist with improvements. 

scottIsH assocIatIon of 
landlords (sal)

The SAL holds a national database of about 5,000 
landlords, including letting agents who have 
access to other landlords. This includes contact 
information (email and postal addresses) and 
areas landlords let in, but not information on the 
properties or tenants. However, some landlords will 
be specialist agencies supporting people in receipt 
of housing benefit.42 SAL has previously promoted 
the Landlord Green Appliance scheme and Green 
Homes Cashback scheme43. 

Members can be reached through: 

 � a bespoke emailing;

 � information in their paper magazine  
(sent out 3 times a year);

 � information on their website;

 � briefings at local branch meetings  
(run 1–3 times or more per year); 

 � talks at conferences;

 � information given to SAL local area 
representatives.

contacts

organIsatIon naMe and job tItle contact detaIls notes

sal Judith Dunn, Director judith@scottishlandlords.com Very keen to promote 
energy efficiency 
measures and raise 
awareness of affordable 
warmth

nla Tristan Compton, Local 
Representative for Edinburgh & 
South East Scotland

Tristan.Compton@ 
landlords.org.uk

HoMe energy 
scotland

Kenneth Fraser, Technical Advisor 
– Private Sector Landlords

kenneth.fraser@
se.energysavingscotland.org.uk 

0131 555 7866

Dedicated advisor for 
South East Scotland

42  This may change with Welfare Reforms
43  The Landlord Green Appliance scheme provides a rebate to landlords installing efficient appliances and the Green Homes 

Cashback provides money back after the installation of measures.

http://www.scottishlandlords.com/About/LocalBranches.aspx
mailto:judith%40scottishlandlords.com?subject=
mailto:Tristan.Compton%40landlords.org.uk?subject=
mailto:Tristan.Compton%40landlords.org.uk?subject=
mailto:kenneth.fraser%40se.energysavingscotland.org.uk%20%20?subject=
mailto:kenneth.fraser%40se.energysavingscotland.org.uk%20%20?subject=
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events
The landlord and letting show is held in 
Edinburgh. The most recent event took part 
in April 2013 and consisted of a product and 
services exhibition with free seminars, access to 
Associations and government bodies, networking, 
and information on latest legislation. It is likely 
to be of interest to anyone involved in property: 
landlords, letting agents, investors, developers, 
service providers, etc. 

esPc (edinburgh solicitors’ Property centre) 
comprises 230 member solicitor estate agents 
across East Central Scotland and holds regular 
landlord events. For more information see their 
website, contact 0131 624 8000 or email 
marketing@espc.com.

Edinburgh Council’s letwise hosts a Landlords’ 
Day each year, bringing together a range of 
different services to provide landlords and lettings 
agents with practical help and advice. The event 
is free and showcases businesses and services 
which can help landlords and agents enhance their 
lettings operations. 

local authorities: landlord 
registration scheme
All private owners and landlords renting residential 
property in Scotland are required to register with 
their local council, and this Landlord Registration 
Scheme provides a useful vehicle to reach private 
sector households. Each council will have a 
landlord register team; contacts below. 

contacts

councIl dePartMent naMe contact detaIls

east lotHIan Landlord Registration Ewan Ritchie 01875 824 368

edInburgH Landlord Registration Not specified 0131 469 5293

fIfe councIl Landlord Registration Team Not specified 01592 583397

MIdlotHIan Landlord Registration Lillian Lauder 0131 271 3345

scottIsH borders Housing Strategy and Services Cathie Fancy or Nicola Galloway 01896 661392

West lotHIan Legal Services Elaine Webb 01506 281632

http://www.espc.com/news-events/events
mailto:marketing%40espc.com?subject=
https://www.landlordregistrationscotland.gov.uk/Pages/Process.aspx?Command=ShowHomePage
https://www.landlordregistrationscotland.gov.uk/Pages/Process.aspx?Command=ShowHomePage
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local authorities: Private 
sector leasing (Psl)
Some councils operate Private Sector Leasing. 
This is a scheme where properties are leased from 
private landlords and then sublet to people who are 
homeless or in need of housing, under a Scottish 
Short Secure Tenancy. Getting information about 
HHCRO programmes out to landlords operating 
under this scheme is highly likely to target eligible 
people and private sector landlords. 

The research for this project has highlighted there 
are some difficulties engaging through this route, 
including: 

 � Limited time that customers stay in 
the properties;

 � Gaining access to properties for inspections 
and works;

 � Length of time required to contact and 
engage owners. 

contacts

local 
autHorIty detaIls of scHeMe contact contact detaIls

east 
lotHIan

 � The Scheme with East Lothian Council 
is managed by Orchard and Shipman. 

 � At the end of January 2013 there were 
102 properties in this scheme. 

Angela McLachlan, 
Operations Director

 � 0131 553 0053 

 � Orchard and Shipman, 
3rd Floor, Sugar Bond, 
3 Breadalbane Street, 
Edinburgh, EH6 5NP

 � Homelessness run the scheme. Ewan Ritchie – 
Private Sector 
Housing Officer

 � 01875 824368

 � eritchie@eastlothian.gov.uk

 � East Lothian Council, 
Penston House, Macmerry 
Industrial Estate 

edInburgH  � Since 2010 City of Edinburgh Council 
has contracted the property and 
tenancy management functions of the 
PSL service to Link.

 � There are 1736 properties.

 � Link is in consultation with CEC on 
how to proceed with energy efficient 
measures for this housing due to 
the complexities of the parties, 
management and ownerships involved.

Anthony Hillis, PSL 
Officer – Landlord 
Team, Link

 � 07584 328795

 � 08451 550 021

 � anthony.hillis@linkhaltd.co.uk

fIfe  � The scheme started in 2009 and Fife 
Council is now currently renewing 
leases for a further 3 years. 

 � 254 properties across Fife leased 
from the private sector. 

Caroline McCall, 
Lead Officer 
(Temporary 
Accommodation), 
Tenancy and 
Accommodation 
Support, Housing 
and Neighbourhood 
Service,

 � Floor 3, Rothesay House, 
Rothesay Place, Glenrothes

 � 08451 555555 ext 474005

 � 07540 672 659

 � Caroline.McCall@fife.gov.uk

mailto:eritchie%40eastlothian.gov.uk?subject=
http://www.scotland.gov.uk/Publications/2009/03/23135441/20
mailto:anthony.hillis%40linkhaltd.co.uk?subject=
mailto:Caroline.McCall%40fife.gov.uk?subject=
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local 
autHorIty detaIls of scHeMe contact contact detaIls

MIdlotHIan  � Contract managed by Midlothian 
Council Homelessness team. 

 � Manage 235 properties, arranging 
homes for homelessness team clients. 

Alex Marks, 
Team Leader, 
Homelessness

 � Alex.Marks@ 
midlothian.gov.uk

Lynne Pendreigh 
(who manages 
day-to-day 
management).

 � Lynne.Pendreigh@ 
midlothian.gov.uk

 � Orchard and Shipman do the tenancy 
management, repairs, etc. for the 
accommodation.

Karen MacDonald

scottIsH 
borders

 � Mix of PSL properties managed by 
Orchard and Shipman.

 � Approximately 80 that they sublet 
from Registered Social Landlords 
(RSLs) and within that, 5 private 
lets are used for temporary 
accommodation.

David Stewart  � dastewart@ 
scotborders.gov.uk

Brian Pearson, 
Team Leader – 
Assessment & 
Accommodation, 
Homelessness 
Services, Galashiels 
Area Office

 � Direct: 01896 661390 

 � Service: 01896 661385

 � brian.pearson@ 
scotborders.gsx.gov.uk 

West 
lotHIan

 � PSL scheme has not come to an end. 
Instead West Lothian Home Choice 
is a website that supports private 
landlords and tenants to advertise and 
find accommodation for free. 

 � An HHCRO scheme can be advertised 
on the West Lothian Home Choice 
website.

Siobhan Delaney, 
Community Based 
Housing Officer 

 � 01506 282765

 � 07876390507

 � Siobhan.Delaney@
westlothian.gov.uk

local authorities: support 
and landlord forums
Some Local Authorities have a landlord forum. 
Most fora will have a strong information and 
training element to them and will offer advice on 
a range of issues (often billed as development 
events or seminars). Guest speakers will often 
attract attendees.

Forums include: 

 � East Lothian Landlord Forum (Judith Dunn);

 � City of Edinburgh Southside HMO Working Group 
(Judith Dunn);

 � City of Edinburgh Council Inside Letting board 
(Judith Dunn);

 � Edinburgh Landlord Accreditation Board (John 
Blackwood, Chairman);

 � Landlord Accreditation Scotland Advisory Group 
(John Blackwood, Chairman);

 � Scottish Parliament Cross Party Group on 
Housing (John Blackwood);

 � Private Rented Housing Forum (John Blackwood);

 � Private Rented Housing Panel (John Blackwood).

There is also the Scottish Private Rented Sector 
Strategy Group (see section 10). 

mailto:Alex.Marks%40midlothian.gov.uk?subject=
mailto:Alex.Marks%40midlothian.gov.uk?subject=
mailto:Lynne.Pendreigh%40midlothian.gov.uk?subject=
mailto:Lynne.Pendreigh%40midlothian.gov.uk?subject=
mailto:dastewart%40scotborders.gov.uk?subject=
mailto:dastewart%40scotborders.gov.uk?subject=
mailto:brian.pearson%40scotborders.gsx.gov.uk?subject=
mailto:brian.pearson%40scotborders.gsx.gov.uk?subject=
http://www.westlothianhomechoice.co.uk/
mailto:Siobhan.Delaney%40westlothian.gov.uk?subject=
mailto:Siobhan.Delaney%40westlothian.gov.uk?subject=
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case study: landlord steerIng grouP 

The Scottish Borders Council has a steering 
group of landlords who they consult on topics 
to be covered in the forum. Generally landlords 
want practical information and guest speakers. 
A council officer usually chairs the meetings. 

Initial forum meetings had an attendance of 
around 80 but now usually has 30– 40 attendees. 

The majority of enquiries come via telephone but 
an email enquiry service is also available. Inside 
Letting is Letwise’s quarterly magazine. 

A recent survey of Letwise customers confirmed 
that the majority were landlords with relatively 
small numbers of properties (61% of landlords 
responding had only 1 or 2 properties, 91% 
had 10 or fewer). 96% of respondents who had 
been on Letwise training had received no training 
other than that provided by Letwise. Those with 
responsibilities for fewer properties were less 
likely to have access to information sources apart 
from Letwise. Those with responsibilities for 
more properties tended to use multiple sources 
of information.

The forum is held at Council headquarters. 
The focus of meetings is on specific topics so 
landlords know what to expect when they attend. 
There is usually a particularly good attendance 
when the subject matter is legal e.g. starting/
ending tenancies. It has also helped that the 
culture in the council was always positive towards 
the private rented sector. 

case study: letWIse

The City of Edinburgh Council runs Letwise, 
set up in 2005 to ‘improve and maintain the 
quality and management of private rented 
housing in the City of Edinburgh’ by making 
landlords and tenants more aware of their 
rights and responsibilities through information 
and advice plus training for landlords. The 
team running Letwise comprises of an 
operations manager, five housing officers and 
administrative support. 

Letwise has a database of over 4,000 landlords 
and about 50 new landlords attend Letwise 
training for the first time every quarter. The team 
currently deals with about 8,000 enquiries per 
year from landlords, letting agents and tenants. 

http://www.insideletting.org.uk/
http://www.insideletting.org.uk/
http://www.edinburgh.gov.uk/info/926/landlords-advice_and_support
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There are a number of relevant forums in South 
East Scotland where sharing knowledge and 
experience in relation to targeting HHCRO 
eligible clients would be recommended. These 
are described in this section (although this list 
is not exhaustive).

Heca forum
The HECA (Home Energy Conservation Act) Forum 
was initially set up in the mid -1990s as a method 
of sharing information on the HECA reporting 
duties between the six Local Authorities in South 
East Scotland. Changeworks acts as chair and 
secretariat to these meetings. As HECA is no 
longer a requirement, the aim of the forum is to 
discuss energy efficiency, energy conservation, 
and fuel poverty strategies, with opportunities to 
compare and contrast the different strategies, 
share good ideas, and explore different options. 
It is also an opportunity to determine opportunities 
for cross-border working.

contact 

naMe dePartMent contact detaIls

laura caMPbell Local Authority Engagement Officer, 
Home Energy Scotland South East

laura.campbell@se.energysavingscotland.org.uk 
0131 468 8659

10 

Sharing Information on 
Successful Approaches

mailto:laura.campbell%40se.energysavingscotland.org.uk?subject=
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the scottish local 
government forum against 
Poverty
This forum is a network of Scottish Local 
Authority members and officers, together with 
other public and third sector organisations with a 
specific interest in anti-poverty and social justice 
policy issues. The forum is primarily concerned 
to highlight problems of poverty, inequality and 
social justice in Britain today. It is also interested 
in developing and replicating “good practice” in 
anti-poverty strategy development amongst its 
members.

contact 

naMe dePartMent contact detaIls

graHaM kerr Scottish Local Government Forum 
Against Poverty

graham@rascot.org.uk 
07734 884405

Midlothian financial Inclusion 
network (MfIn)
MFIN brings together council and third sector 
staff to share knowledge and increase awareness 
of financial inclusion issues and solutions in 
Midlothian. MFIN’s aims are to:

 � increase awareness of money advice;

 � increase access to money advice services;

 � target help to vulnerable groups and areas;

 � build the capacity of community-based groups 
to support their clients.

Members often work closely together on projects 
and share information through regular emails 
and the MFIN newsletter. Members include 
representatives from Citizens Advice Bureau, 
Midlothian Council, Changeworks and Midlothian 
Voluntary Action Group. 

mailto:graham%40rascot.org.uk?subject=
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the scottish Private rented 
sector strategy group 
The Scottish Private Rented Sector Strategy Group 
was established in September 2009 and advises 
the Scottish Government on the development 
of a strategy for the private rented sector in 
Scotland to help support tenants, landlords, Local 
Authorities and others to continue to develop a 
flourishing, professional, high quality private rented 
sector that is equipped to provide sustainable 
housing solutions for Scotland in the 21st Century. 
Membership of the group includes representatives 
from:

 � COSLA (Convention of Scottish 
Local Authorities);

 � Local Authorities;

 � Scottish Association of Landlords;

 � Scottish Land and Estates;

 � Chartered Institute of Housing; and

 � Shelter.

The work of the group is also supported by a 
wider, virtual network of stakeholders from across 
Scotland who have an interest in the private rented 
sector. Documentation and minutes are shared 
with this wider network. All minutes and papers of 
previous meetings of the Scottish Private Rented 
Sector Strategy Group can be accessed here.

contact 

naMe dePartMent contact detaIls

yvonne gavan Scottish Private Rented Sector 
Strategy Group

yvonne.gavan@scotland.gsi.gov.uk 
0141 271 3782

http://www.scotland.gov.uk/Topics/Built-Environment/Housing/privaterent/government/prsreview/strategy
mailto:yvonne.gavan%40scotland.gsi.gov.uk?subject=
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This section provides an overview of key 
techniques and tips that should be considered 
when developing communications with the HHCRO 
target audience. 

Please note that this is not an exhaustive review of 
methods and techniques. Interested readers should 
review dedicated marketing and behaviour change 
literature for further details. 

direct mailing 
Direct mail has a number of advantages: it is quick, 
enables targeting to be more selective than with 
most other media, your message does not have 
to compete with other messages, and you can 
personalise the message to the specific interest of 
the reader. 

It is also easy to measure the response rate: you 
can build your campaign with more confidence by 
testing small lists, then building to larger lists. If 
combined with existing mailings, it can also be a 
fairly low cost way of reaching people. 

key tIPs WHen develoPIng dIrect 
MaIl coMMunIcatIons:

 � be aware of potential low literacy 
amongst the HHcro target group and tailor 
material accordingly.

 � Have a clear ‘call to action’: e.g. phone 
this number. Remember an 0800 free-phone 
number may be a barrier to some people living 
on low incomes with only access to a mobile 
phone 44. Text numbers allow people to text for 
registration for a call-back.

11 

Effective Communications

 � Promote impartiality and make motives of 
the source clear: if the mailing is perceived to 
be promoting self-interest or attempting to sell 
a service/product, the receiver will immediately 
distrust it. 

 � Make it accessible: the look of the 
communication is important; if envelopes look 
too ‘sales-y’ or fancy they may not get opened. 
Some schemes have sent out postcards, 
by-passing the need to open a letter. 

 � shout about the key elements of the 
scheme e.g. the measures are free to those 
who are eligible, there is no catch, but the offer 
is not limitless. 

 � Promote endorsement from a trusted 
source e.g. organisations known to the 
consumer or advice services that are 
(obviously) independent.

 � tap into local identities e.g. people in Fife 
really identify with being ‘Fifers’. 

 � Make it easy to respond: if you are asking 
for the householder to respond to a generic 
mailing, try to maximise this response by 
supplying prepaid envelopes along with heavy 
promotion of a freephone number and the 
scheme’s website.

Finally, if you are tying in with an existing mailer, 
liaise closely with the sender’s printer for deadline 
dates and specifications. Previous experience 
of UHIS Council Tax inserts highlighted strict 
specifications for size and weight so they could be 
easily handled by automated machinery used for 
large mailings. 

44  Note that the new Home Energy Scotland number, 0808 808 2282, is free from mobiles as well as landlines. 
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door-to-door
There is some evidence that using a door-to-door 
approach is a more effective method of engaging 
with people and getting them to install energy 
efficiency measures, especially the hard-to-reach. 
The value of face-to-face encounters, especially 
for this client group, is in overcoming the problem 
of householders not reading literature posted to 
them and in engendering trustworthiness and 
commitment. 

key tIPs WHen develoPIng  
door-to-door coMMunIcatIons:

 � ‘sensitive’ door-to-door engagement is 
key: it is critical that those delivering the 
door-knocking have a clear understanding of 
the needs of vulnerable and disadvantaged 
householders. 

 � recruit staff locally to enhance the rapport 
between door-knocker and householder.

 � develop a core script to be delivered at the 
doorstep to maintain service standards and 
consistency of message.

 � Promote strong brand and identification: 
e.g. uniformed staff carrying ID badges, letter of 
authorisation from the council. 

 � follow-up e.g. ‘Sorry I missed you’ cards if they 
are not in. 

 � be clear about who will be delivering the 
scheme: naming the scheme’s contracted 
installer will avoid confusion and differentiate 
from other installers operating in the area.

 � Make local Police community support 
officers aware of your plans to facilitate 
access and overcome concerns.

 � Work to the schedules of householders: 
carry out early evening, early morning and 
Saturday appointments to fit with householders’ 
work and other commitments. 

 � get installers to promote the scheme: ask 
installers to carry billboards to use outside 
properties where they are carrying out insulation 
work and to use livery on their vans to increase 
promotion of the scheme. 

events and briefings
The HHCRO group is hard-to-reach so organising 
events or briefings to tie in with existing work of 
local organisations who engage with them can be a 
successful way of engagement. Things to consider 
when planning events are:

 � Hold events in familiar, convenient locations 
at a range of times.

 � Work through local shopping centres, 
larger businesses, community venues such 
as libraries.

 � Deliver briefings to local staff at these sites 
to promote the scheme.

neWsPaPers, radIo, Posters

Supplement your scheme by sending press 
releases to local newspapers and arranging radio 
slots on relevant shows for the target audience. 

online presence 
Online channels have the benefit of being able to 
reach a large number of people, for limited outlay, 
including people who may have difficulty accessing 
advice in person or by phone. 

Online channels are useful as they are easy 
to keep up-to-date and you can easily monitor 
engagement rates e.g. number of visits to a 
webpage, number of ‘likes’ on Facebook, number 
of retweets, etc. Taking full advantage of the 
benefits social networking sites offer can enable 
fast distribution of updates and news, e.g. through 
increased Twitter and Facebook activity, to a large 
array of people from the general public to partner 
organisations, journalists, charities, MPs, advice 
agencies, etc. 
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communications with 
private sector landlords
Pro-active communications with private sector 
landlords is recommended via various formats, 
utilising agencies and Local Authority channels 
identified in section 9.

Landlord motivators for enabling energy efficiency 
work will be very different to those of householders 
and should consider the following:

 � Provision of information that resonates and 
appeals directly to property owners – i.e. 
generating a business case for improvements. 
Messages about benefits for tenants are not 
as likely to be as strong for landlords. Some 
motivations may include:

 � measures are property improvements 
installed at no cost to you or the tenant;

 � they are hassle free, and will make 
properties more attractive in a competitive 
market place. 

There may also be scope to prepare clear, 
authoritative and impartial technical guidance to 
support initiatives to help dispel concerns around 
measures e.g. the concern that insulation causes 
dampness. Credible and verifiable case studies 
may be valuable. These can highlight that energy 
efficiency measures actually save money, providing 
confidence in both schemes and the process of 
application and implementation.
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Data sharing across and between organisations can 
play a crucial role in identifying and targeting those 
eligible for HHCRO, but their rights under the Data 
Protection Act 1998 (DPA) must be respected. The 
Information Commissioner’s Office has published 
a guide – Data Protection: Data sharing code of 
practice45 which provides guidance on collection, 
use and sharing of data. 

data sharing between 
different local authority 
departments
The Information Commissioner’s Office has 
published short guidance for Local Authorities on 
data sharing between departments46. In summary, 
this says: 

 � For the purposes of the DPA, a Local Authority 
is a single organisation which makes its own 
decisions on how personal information is used. 
Because it is a single organisation, if one 
department passes personal information to 
another department, this will not be a disclosure 
of personal information as defined by the Act. 
Only if the Local Authority passes personal 
information to any other organisation, will this 
be a disclosure of personal information.

 � However, if one department holds personal 
information for one particular purpose and then 
passes it to another department so that it can 
be used for a different purpose, then this will be 
a secondary use of that personal information. 
Unless a relevant exemption applies, a Local 
Authority must not obtain personal information 
for one set of purposes and then use it for 
a completely separate and unrelated (i.e. 
incompatible) set of purposes. If Local 
Authorities are open and transparent about all 
the probable reasons for collecting information 
in the first instance – e.g. in a Privacy Notice 
– this will allow them to put that information to 
several uses, in a variety of departments. 

12 

Data Protection

For instance, Islington Council Privacy Notice 
states on their website47: “Any personal 
information you give us is held securely and will 
be used only for council purposes. Information 
that was collected for one purpose may be 
used for another council purpose, unless there 
are legal restrictions preventing this. …Using 
your information in this way allows us to deliver 
more efficient services that can be tailored 
to your individual needs and preferences. 
All personal information is held in strict 
confidence.”

45  http://www.ico.org.uk/for_organisations/data_protection/topic_guides/~/media/documents/library/Data_Protection/Detailed_
specialist_guides/data_sharing_code_of_practice.ashx 

46  Information Commissioner’s Office (2008) Data Protection Good Practice Note: Data sharing between different Local Authority 
departments 

47  Islington Council, Data Protection pages: http://www.islington.gov.uk/about/council-documents/access_to_information/
dataprotection/Pages/default.aspx

http://www.ico.org.uk/for_organisations/data_protection/topic_guides/~/media/documents/library/Data_Protection/Detailed_specialist_guides/data_sharing_code_of_practice.ashx
http://www.ico.org.uk/for_organisations/data_protection/topic_guides/~/media/documents/library/Data_Protection/Detailed_specialist_guides/data_sharing_code_of_practice.ashx
http://www.ico.gov.uk/upload/documents/library/data_protection/practical_application/local_authorities_-_data_sharing001.pdf
http://www.ico.gov.uk/upload/documents/library/data_protection/practical_application/local_authorities_-_data_sharing001.pdf
http://www.islington.gov.uk/about/council-documents/access_to_information/dataprotection/Pages/default.aspx
http://www.islington.gov.uk/about/council-documents/access_to_information/dataprotection/Pages/default.aspx
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When you ring the generic Scottish Borders 
Council phoneline, a recorded message tells 
you: “Scottish Borders Council will treat any 
personal information about you in accordance 
with the Data Protection Act 1998. In order 
to improve our service to you and protect 
the public funds we handle we may share this 
information with other council departments and 
public service organisations. We will not pass 
any information to third parties for commercial 
purposes.”

sharing social security 
information
The position in relation to social security 
information, e.g. benefit data that the Local 
Authority holds, is more complicated because of 
prohibitions, restrictions and limitations on its use 
imposed by Parliament. Sharing social security 
data cannot be considered in the same way that 
Local Authorities would share or reuse other data 
that they hold. For detailed information, see DWP’s 
(2010) Guidance for Local Authorities on the use of 
social security data. 

contacts

For information on any aspect of data protection 
contact: 

dePartMent contact detaIls

InforMatIon 
coMMIssIoner’s offIce

08456 306060 or  
01625 545745

case study: data sHarIng

Dr Renate Gertz, Freedom of Information & 
Data Protection Compliance Officer, East 
Lothian Council (ELC) said that to help their 
residents as best as they can, ELC is presently 
revisiting their consent forms and paperwork 
promoting very much the concept of a ‘One 
Council’ approach – a concept promoted by 
the Information Commissioner’s Office – letting 
people know that their data will be shared within 
council departments wherever necessary and 
for their benefit. This matches DPA condition 6 
(1) that states: “The processing is necessary 
for the purposes of legitimate interests pursued 
by the data controller or by the third party 
or parties to whom the data are disclosed.” 
Rena can be contacted on 01620 827993 or 
rgertz@eastlothian.gov.uk.

data sharing agreements
A data and information sharing agreement can take 
many forms, depending on the type of data and/or 
information, and the purpose and intent for sharing. 
It is important that the right type of agreement is 
used for the right circumstance. For example: 

 � a letter of exchange might be used for a one-off 
sharing agreement. 

 � a memorandum of understanding might be used 
for ongoing data sharing between organisations. 

The agreement should document the relationship 
between parties, which data components are to 
be shared, and how the data may be used. Table 
5 outlines some key things to consider when 
establishing a data sharing agreement: 

http://www.dwp.gov.uk/docs/data-sharing-guide.pdf
http://www.dwp.gov.uk/docs/data-sharing-guide.pdf
mailto:rgertz%40eastlothian.gov.uk?subject=
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Ways to strengthen a data sharing and information 
agreement include ensuring: 

 � The focus of the agreement is on sharing 
information to improve client and/or service 
outcomes to support the implementation of 
the agreement. 

 � Adequate time is allowed for negotiations and 
developing agreements. 

 � A common understanding of the aims, purpose 
and context of the sharing agreement. 

 � A ‘champion’ is identified within each 
organisation to support the agreement. 

 � That the agreement is supported at all levels 
of the organisation. 

 � There are clear mechanisms for monitoring and 
evaluating the implementation and impacts of 
data and information sharing initiatives. 

table 5: DATA SHARING AGREEMENTS – KEY COMPONENTS AND ELEMENTS

aIMs and PurPose It is important to have a clear and common understanding of what information is to be 
shared and why. 

data defInItIon It is critical that all parties to the agreement have a common understanding of the data 
being shared, including metadata. 

legal restrIctIons Data sharing arrangements must comply with legislation and other consent-based 
restrictions. The relevant legislative and consent-based restrictions should be 
documented in a data sharing agreement. 

governance A data sharing agreement should include details about how decisions are made and by 
whom, including termination conditions. 

access Issues Detail who will share information and how it is to be shared; this is important to ensure 
compliance with legal and legislative issues and maintain community trust. 

data QualIty Clearly outline the quality of data to be provided so that data is used appropriately and 
transparently. 

data ManageMent Describe relevant data management systems and processes including metadata, data 
security and access registers. 

data transfer

Once a decision has been taken to share 
information it is important to consider how that 
data should be transferred: 

 � effective data handling processes are 
needed to ensure the safe transmission of 
personal data. Local Government Data Handling 
Guidelines provide more detail about this. 

 � use a recognised data encryption 
computer programme when sharing any data, 
such as Pretty Good Privacy (PGP). PGP is often 
used for signing, encrypting and decrypting 
texts, e-mails, files, and directories to increase 
the security of e-mail communications. 
It provides cryptographic privacy and 
authentication for data communication. 

http://www.idea.gov.uk/idk/aio/9048091
http://www.idea.gov.uk/idk/aio/9048091
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The importance of learning what works in a 
scheme allows for improved promotion and sign-up 
arrangements. Effective on-going evaluation will 
pick up what approaches work well and will be vital 
in ensuring that methods can be developed and 
enhanced. This is particularly the case given the 
multiple routes described in this document. 

It is out-with the scope of this guide to describe 
in detail the approaches that could be taken to 
evaluation. However, key issues to explore in any 
project will include:

 � For households who applied for the scheme:

 � How households found out about the scheme 
(e.g. direct mail, referral from third sector 
agency, etc.);

 � What encouraged them to apply / why they 
didn’t apply;

 � How the installation process went;

 � What they would change.

 � For households who have not applied for the 
scheme:

 � How households found out about the scheme 
(e.g. direct mail, referral from third sector 
agency, etc.);

 � Why they didn’t apply;

 � What would encourage them to apply;

 � What reassurance they would need.

 � For intermediaries / partners:

 � Number of referrals made;

 � Effectiveness of targeting / referral 
processes;

 � Successes / challenging in identifying 
households;

 � Support / extra resources needed.

13 

Monitoring And Evaluating Projects

The above list is not exhaustive, but provides 
an indication of the issues that will need to be 
considered in any evaluation. The exact issues 
that will need to be explored will depend on the 
approaches taken to identifying households.

collecting data
A range of data will be collected by installers from 
each client in order to draw down ECO, and this 
will provide a vital starting point for evaluating 
those who have been through the scheme. It is 
recommended that programme managers work 
with installers in order to collect contact details 
(including email addresses) and ensure that clients 
agree to be contacted again for follow-up surveys.

You may also want to consider:

 � In-depth interviews or focus groups with 
potential recipients of the scheme;

 � In-depth interviews or focus groups with 
partner intermediaries.

It is difficult to be prescriptive about the exact 
approach to evaluation as each project is likely to 
use different methods to reach eligible households. 
However, it is key that the evaluation is considered 
in detail at the outset to enable the recruitment 
routes to be fully evaluated. 
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checklist
In designing a HHCRO scheme, Local Authorities 
should:

Define the project’s outcomes and aims 
at the outset – this will help evaluate the 
effectiveness;

Identify the approach(es) to be taken, such as: 

 � Geographical targeting;

 � Promotion via large employers;

 � Direct promotion to households on benefits;

 � Promotion via intermediary organisations; 

 � Promotion to private landlords;

Identify key partner organisations to deliver 
the project and clarify responsibilities between 
partner organisations; 

Ensure there is regular liaison between partner 
organisations and Council departments, where 
necessary;

Create a marketing and communications 
strategy, ensuring communications are suitable 
for the target group (see section 11);

Set up a local data sharing agreement, if 
required (see section 12);

Set up monitoring and evaluation systems (see 
section 13);

Set up a clear referral system. 

conclusions
This guide has highlighted the challenges 
associated with identifying and reaching 
households eligible for HHCRO. Previous and 
current experience shows that targeting similar 
groups of vulnerable people is often difficult and 
expensive. Despite this, the guide has outlined a 
number of different approaches which could be 
used. Local Authorities should adopt and pilot 
the most suitable approaches, and importantly 
must assess the outcomes and costs associated 
with them. This will aid information sharing and 
development of project delivery, and has the 
potential to influence future policy. 

14 

Conclusions and Checklist
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table 6: HHCRO AVAILABLE MEASURES

Measure elIgIbIlIty crIterIa

Internal Wall InsulatIon n/a

external Wall InsulatIon n/a

cavIty Wall InsulatIon n/a

Hard-to-treat cavIty Wall InsulatIon n/a

loft InsulatIon n/a

rooM In roof InsulatIon n/a

flat roof InsulatIon n/a

under floor InsulatIon n/a

PIPeWork InsulatIon n/a

draugHt ProofIng n/a

WIndoW glazIng n/a

PassageWay Walk-tHrougH doors n/a

boIler re-PlaceMent / InstallatIon n/a

boIler rePaIr n/a

electrIc storage Heaters n/a

WarM aIr unIts n/a

HeatIng controls n/a

flue gas Heat recovery devIces n/a

Heat recovery ventIlatIon n/a

radIator Panels n/a

dIstrIct HeatIng connectIons – neW and uPgrades n/a

dIstrIct HeatIng connectIons – Heat Meters n/a

aIr source Heat PuMPs Eligible in HHCRO as long as generated heat is 
used partly or fully for space heating

ground source Heat PuMPs Eligible in HHCRO as long as generated heat is 
used partly or fully for space heating

bIoMass boIlers n/a

MIcro coMbIned Heat and PoWer Eligible in HHCRO if either: i) generated heat 
is used partly or fully for space heating; or 
ii) electric heating is the primary heating source

PHotovoltaIcs Eligible in HHCRO if electric heating is the 
primary heating source

MIcro WInd Eligible in HHCRO if electric heating is the 
primary heating source

MIcro Hydro Eligible in HHCRO if electric heating is the 
primary heating source

Source: Ofgem (2012) List of ECO Measures and Additional Information 

a

Appendix A: HHCRO Eligible Measures 

http://www.ofgem.gov.uk/Sustainability/Environment/ECO/Info-for-suppliers/Documents1/Energy Companies Obligation ECO - List of Measures and Additional Information.pdf
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b

Appendix B: Related Energy 
Efficiency Programmes

energy assIstance scHeMe (eas)

EAS, initially the Energy Assistance Package (EAP), 
was introduced in April 2009, replacing the Central 
Heating Programme and the Warm Deal, and 
was the main Scottish Government programme 
to address fuel poverty. It provides a package 
of measures aimed at maximising incomes, 
reducing fuel bills and improving the energy 
efficiency of homes of private sector households 
and is accessed through Home Energy Scotland. 
Originally EAP had four stages: free expert advice 
to everyone; benefits and tax credit checks for 
those at risk of fuel poverty; a package of standard 
insulation measures; and a package of enhanced 
energy efficiency measures. 

Resources available to deliver physical energy 
efficiency measures in Stages 3 and 4 were 
limited, and, as a consequence, were very closely 
targeted towards consumers who lived in houses 
with a poor energy efficiency rating (properties with 
EPC ratings of E, F or G), and who received one of 
a number of passport benefits. 

EAP was replaced by EAS in April 2013. This now 
fits in with other HEEPS:ABS programmes (see 
below). Householders eligible for HEEPS:ABS are 
not eligible for EAS. 

carbon eMIssIons reductIon 
target (cert)

CERT was primarily a carbon saving programme. 
The UK Government placed an obligation on 
domestic energy suppliers (with an excess of 
250,000 customers) to reduce carbon emissions 
through implementation of household energy 
efficiency measures, paid for by a levy on fuel bills. 
CERT supported cavity wall and loft insulation, 
subsidising those that were able to pay, whilst 
priority householders received measures for free.

CERT 2008–11 was the third three-year phase of 
energy efficiency programmes initiated in 2002. 
Targets were set by the UK Government, and the 
regulator Ofgem had responsibility for monitoring 
delivery. The overall target was a reduction of 
293m tonnes of carbon dioxide between 2008 and 
2012. At least 40% of the CERT target had to be 
delivered to a Priority Group: low-income domestic 
consumers or those who are over 70 years old and 
on certain credits and benefits. CERT also allowed 
suppliers to meet up to 5% of their obligation 
through a ‘flexibility mechanism’, which aimed to 
target hard-to-treat homes, e.g. those off-gas grid 
or solid walled homes. In the final year of CERT, 
an additional sub-target of carbon savings had to 
be made within a Super Priority Group (SPG) of 
vulnerable and low-income households. 
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Appendix B: RelAted eneRgy  
efficiency pRogRAmmes B

unIversal HoMe InsulatIon 
scHeMe (uHIs)

UHIS began in 2010. The Scottish Government 
provided varying levels of grants to Local 
Authorities to undertake targeted energy efficiency 
schemes, in conjunction with local delivery 
partners. Improvements available were free and 
mainly loft and cavity wall insulation, but some 
schemes provided support for harder-to-treat 
properties. Around 200,000 Scottish households 
are thought to have benefited from the Home 
Insulation and Universal Home Insulation schemes: 
62,000 homes benefited from loft insulation, 
25,000 had cavity wall insulation installed and 
over 54,000 were referred for new central heating 
systems and insulation between 2009–10 and 
2011–12. In 2012–13 UHIS will receive £16m 
investment, following an announcement in February 
2012 of a further £1.28m support for UHIS. 

UHIS schemes often worked with CERT 
programmes: supplementing CERT funding in 
programmes aimed at making measures free or 
low cost to households in specific areas. 

UHIS has been replaced by Home Energy Efficiency 
Programmes for Scotland: Area based schemes 
(HEEPS: ABS) in April 2013.

CERT ended at the end of December 2012 and 
has been replaced by the Green Deal and ECO. 
ECO Affordable Warmth will fund similar measures 
to CERT, but only for priority households in 
private housing. 

Energy suppliers experienced great difficulty 
identifying those on low incomes and who may 
be in fuel poverty: 

Lindsey Restrick of Scottish and Southern 
Energy (SSE): 

“We have difficulty targeting the working fuel 
poor. People on benefits can be targeted via 
their engagement with social work or with third 
sector agencies, but the working poor can slip 
through the net of the programmes. That is a 
challenge for us, as is finding people who are 
in fuel poverty. We need to find mechanisms 
for reaching those people.” 48

Rupert Steele of Scottish Power: 

“We found – I think this is an industry-wide 
problem – it is almost impossible for an energy 
supplier to locate the super-priority group 
because energy suppliers do not know which 
of their customers are on low incomes.” 49

48  Scottish Parliament (2012) Economy, Energy and Tourism Committee, 1st Report, 2012 (Session 4), ‘Fuel Poverty – summary 
of evidence taken and initial conclusions and recommendations

49  Ibid. 

http://www.scottish.parliament.uk/S4_EconomyEnergyandTourismCommittee/Reports/eeR-12-01w.pdf
http://www.scottish.parliament.uk/S4_EconomyEnergyandTourismCommittee/Reports/eeR-12-01w.pdf
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WarM HoMes dIscount

The Warm Home Discount is a four-year scheme 
that runs from April 2011 to March 2015 to help 
low-income and vulnerable households with energy 
costs. Energy suppliers offer rebates (of £120 in 
year one rising gradually to £140 in year four) on 
electricity bills to eligible groups of individuals, 
primarily pensioners on benefits (see Core Group 
and Broader Group below). The scheme will be 
worth up to £1.1bn over the four year period and 
aim to help around 2m low-income and vulnerable 
households annually. 

There are four elements to the scheme:

 � core group: Domestic customers in receipt of 
Pension Credit. For the first year of the scheme, 
eligibility is linked to those on the Guarantee 
Credit element of Pension Credit. This will 
gradually expand by 2014–15, in terms of 
age and whether customers are in receipt of 
the Guarantee Credit only or also the Savings 
Credit. The Government informs suppliers which 
households to support through sharing limited 
data between the Department for Work and 
Pensions (DWP) and energy suppliers. 

 Note: Where a relevant person has been 
identified as a member of the Core Group 
this will mean that they are in receipt of state 
pension credit and will be eligible for the 
HHCRO. 

 � broader group: Suppliers will also have a 
minimum spending requirement in relation to 
fixed rebates for a broader group of households 
(at the same rate as for the Core Group). 
Participating energy suppliers have discretion 
over the eligibility criteria for the Broader Group, 
but still need to target those in or at risk of fuel 
poverty: their criteria are subject to approval 
from Ofgem.

 � legacy spending: For the first three years 
of the scheme energy suppliers can continue 
to provide support through discounted/social 
tariffs and rebates. However, the amount which 
a supplier can count towards its Warm Home 
Discount obligation will be capped, and that cap 
will reduce gradually to £0 in year four.

 � Industry Initiatives: With approval of Ofgem, 
an obligated supplier may count a maximum of 
£30m spent on industry initiatives towards its 
non-core spending in any year of the scheme. 
Industry initiatives are energy supplier-funded 
programmes and partnerships which assist 
those in or at risk of fuel poverty with a range 
of support, including benefit entitlement checks, 
debt advice and energy efficiency measures.

landlord’s energy savIng 
alloWance (lesa)

Since 2004, landlords have been able to apply 
for a tax allowance which allows them to claim 
up to £1,500 against tax each year to pay for 
the costs of buying and installing various energy 
efficiency measures for a property they are renting 
out. Landlords can only claim back the money 
that they actually spend. LESA is available to 
individual landlords who pay income tax on profits 
from letting and corporate landlords whose rental 
business is registered as a company and who 
pay corporation tax on profits from letting. The 
allowance is available up to 1 April 2015. 

PrIvate sector landlord loans

Funded by the Scottish Government, this scheme 
provides interest-free loans of between £1,000 
and £100,000 to help make energy efficiency 
improvements to private sector landlord premises, 
which can include privately rented properties. The 
loan can be used for a wide range of measures 
including lighting, heating controls, new boilers, 
and insulation. Home Energy Scotland advice 
centres can assist private sector landlords with 
their loans application. 
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HoMe energy effIcIency PrograMMe 
for scotland: area based scHeMes  
(HeePs: abs) 

This new Scottish Government programme set to 
“transform Scotland’s ageing houses into energy 
efficient homes”50 was launched in April 2013 to 
take over from the Energy Assistance Package, 
Universal Home Insulation Scheme and Boiler 
Scrappage Scheme. £65m will be available in 
2012–13, £79m in 2013–14, and £66.25m 
in 2014 –15.

HEEPS:ABS will follow an area-based approach with 
initial focus on the most deprived areas drawing 
on a range of data including indices of multiple 
deprivation, child poverty as well as the Scottish 
House Condition Survey and heat mapping. Local 
Authorities will deliver HEEPS:ABS. All households 
in the initial areas should be eligible for some form 
of support. Where a household does not qualify for 
support under ECO then the Scottish Government 
programmes will provide support: it is intended that 
a total expenditure in Scotland of £200 million per 
year will be achieved. This will come from:

 � ECO funding, as well as the Green Deal, of circa 
£120 million per annum (based on getting a 
proportionate share of overall GB funding).

 � The Warm Homes Fund (providing loan funding 
for renewable energy projects to support 
communities in fuel poverty): £3.25m in 
2012–13, £7.75m in 2013–14 and £18.75m 
in 2014–15, coming to just under £30 million 
cumulatively over the next three years.

 � Furthermore, because households who are not 
on the gas grid are more likely to suffer from 
fuel poverty, the Scottish Government will also 
establish a Gas Infill Loans Scheme (£1m for 
2012–13 and a further £4m 2013–14) to 
provide the opportunity to access additional, 
cheaper options for domestic energy.

50  Commitment made by the then Cabinet Secretary for Infrastructure and Capital Investment, Alex Neil MSP, in a statement to 
the Scottish Parliament in early June 2012. http://www.eas.org.uk/page.php?id=3206

http://www.energysavingtrust.org.uk/scotland/Take-action/Get-business-funding/Warm-Homes-Fund
http://www.energysavingtrust.org.uk/scotland/Take-action/Find-a-grant/Gas-Infill-Loans-Scheme
http://www.eas.org.uk/page.php?id=3206
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Changeworks assessed the suitability of the 
available relevant data sources for the identification 
of HHCRO eligible households and measures. 
These are summarised in Table 7. 

c

Appendix C: Datasets Available 
for Geographic Targeting process

table 7: HHCRO ANALYSIS POSSIBLE DATA SOURCES

data tyPe source(s) WeblInk

IncoMe Scottish Neighbourhood Statistics (SNS) http://www.sns.gov.uk/

NOMIS (Benefits agency reporting) http://www.nomisweb.co.uk/

Home Analytics income domain data http://www.energysavingtrust.org.uk/scotland/
Publications2/Local-delivery/Existing-housing/
EST-Home-Analytics-services-for-organisations-in-
the-public-sector

ProPerty 
tenure

Scottish Neighbourhood Statistics (SNS) http://www.sns.gov.uk/

InsulatIon 
Measures

Home Energy Efficiency Database (HEED) http://www.energysavingtrust.org.uk/
scotland/Organisations/Government-and-local-
programmes/Free-resources-for-local-authorities/
Homes-Energy-Efficiency-Database-HEED/

Home Analytics As Above

Energy Performance Certificate (EPC) Register https://www.scottishepcregister.org.uk/

Scottish Neighbourhood Statistics (SNS) is a free 
resource provided by the Scottish Government, 
aimed at public sector organisations and 
researchers. The Energy Saving Trust manages 
Home Analytics, HEED and the EPC register and 
can provide access to Local Authorities and certain 
other users. Home Analytics is a commercial 
tool; however, the Scottish Government has 
provided a license for Local Authorities and Home 
Energy Scotland. 

For the purposes of this report Changeworks used 
the following resources: 

 � SNS to identify areas of high benefit claimants 
at a data zone level;

 � SNS to identify data zones where the majority 
of households are in the private sector;

 � HEED to attribute potential measures to the 
identified to data zones.

For the reasons explained below, NOMIS, Home 
Analytics were not used, although they remain 
useful sources of data for organisations targeting 
insulation schemes.

http://www.sns.gov.uk/
http://www.nomisweb.co.uk/
http://www.energysavingtrust.org.uk/scotland/Publications2/Local-delivery/Existing-housing/EST-Home-Analytics-services-for-organisations-in-the-public-sector
http://www.energysavingtrust.org.uk/scotland/Publications2/Local-delivery/Existing-housing/EST-Home-Analytics-services-for-organisations-in-the-public-sector
http://www.energysavingtrust.org.uk/scotland/Publications2/Local-delivery/Existing-housing/EST-Home-Analytics-services-for-organisations-in-the-public-sector
http://www.energysavingtrust.org.uk/scotland/Publications2/Local-delivery/Existing-housing/EST-Home-Analytics-services-for-organisations-in-the-public-sector
http://www.sns.gov.uk/
http://www.energysavingtrust.org.uk/scotland/Organisations/Government-and-local-programmes/Free-resources-for-local-authorities/Homes-Energy-Efficiency-Database-HEED/
http://www.energysavingtrust.org.uk/scotland/Organisations/Government-and-local-programmes/Free-resources-for-local-authorities/Homes-Energy-Efficiency-Database-HEED/
http://www.energysavingtrust.org.uk/scotland/Organisations/Government-and-local-programmes/Free-resources-for-local-authorities/Homes-Energy-Efficiency-Database-HEED/
http://www.energysavingtrust.org.uk/scotland/Organisations/Government-and-local-programmes/Free-resources-for-local-authorities/Homes-Energy-Efficiency-Database-HEED/
https://www.scottishepcregister.org.uk/
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using available data 
on income level 
SNS offers the best resolution of data going 
down to a data zone level (circa 500 houses). 
SNS overlays benefits data with other information 
collected from the Census. Each claimant can 
only be assigned to one of the eight groups, in the 
following priority order: 

 � Job Seekers Allowance claimants; 

 � Incapacity Benefit or Severe Disablement 
Allowance claimants; 

 � Lone Parents Income support claimants with 
a child under 16 and no partner; 

 � Carers Allowance claimants; 

 � Others on Income Related Benefit Other 
income support (including IS Disability premium) 
or Pension Credit claimants under State 
Pension age; 

 � Disabled Disability Living Allowance (DLA); 

 � Bereaved Widows Benefit, Bereavement Benefit 
or Industrial Death Benefit claimants. 

At present, Housing Benefit (HB), Council Tax 
Reduction (CTR) and Industrial Injuries Benefits are 
not included in the statistics.

When performing analysis, the income deprived 
field in SNS offers a very close (although not an 
exact) match with HHCRO eligibility criteria. This 
is shown in Table 8.

table 8: SNS INCOME DEPRIVED INDICATOR DATA SETS

data set source

Number of Adults (aged 16–59) receiving Income Support or 
Income-based Employment and Support Allowance 

DWP, August 2011

Number of Adults (aged 60 plus) receiving Guaranteed Pension 
Credit

DWP, August 2011

Number of Children (aged 0–15) dependent on a recipient of 
Income Support, Jobseekers Allowance or Employment and 
Support Allowance

DWP, May 2011

Number of Children (aged 0–15) dependent on a recipient of Job 
Seekers Allowance (all)

DWP, August 2011

Number of Adults and Children in Tax Credit Families on low 
incomes

HMRC, August 2010

An older version of this indicator can be accessed 
via Home Analytics, and it seems likely this will be 
updated in line with data held on SNS.

An alternative to SNS is NOMIS: a service provided 
by the Office for National Statistics (ONS), providing 
free access to the most detailed and up-to-date 
UK labour market statistics from official sources. 

This provides up-to-date data on specific benefit 
types which match HHCRO eligibility criteria. Whilst 
the data is easier to break down and more up to 
date than SNS, it is only available at 2003 ward 
level resolution (usually around 4,000 – 5,000 
households). This limits its usefulness as a precise 
geographic targeting tool. An example of the data 
output is shown in Table 9.
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table 9: WARD LEVEL (BROUGHTON, EDINBURGH) DWP BENEFITS CLAIMANTS DATA, NOV. 2012

14c19: 
brougHton 
(nuMbers)

14c19: 
brougHton 
(%)

edInburgH, 
cIty of  
(%)

great 
brItaIn  
(%)

total claIMants 685 11.1 11.5 14.1

     job seekers 210 3.4 3.0 3.6

     esa and IncaPacIty benefIts 350 5.7 5.7 6.3

     lone Parents 35 0.6 0.8 1.3

     carers 35 0.6 0.8 1.3

     otHers on IncoMe related benefIts 10 0.2 0.2 0.4

     dIsabled 40 0.6 0.8 1.1

     bereaved 5 0.1 0.1 0.2

key out of Work benefIts* 605 9.8 9.8 11.6

Source: DWP: benefit claimants – working age for small areas.

* Key out-of-work benefits includes the groups: job seekers, ESA and incapacity benefits, lone parents and others on income 
related benefits. 

Note: The percentage figures show the number of benefit claimants as a proportion of resident population aged 16–64.

HoMe analytIcs IncoMe data

Home Analytics is a data analysis and predictive 
tool provided by the Energy Saving Trust for a 
range of clients, including Local Authorities, to 
assist in developing energy efficiency schemes. 
Data is available either via a web portal with GIS 
capability or from MSExcel datasets provided 
to Local Authorities. Estimates are available 
at individual property level but can also be 
aggregated. Changeworks analysed South East of 
Scotland datasets provided for Edinburgh. Fields 
include information on:

 � Estimated % Income Deprived Owner Occupied;

 � Estimated % Income Deprived Privately Rented;

 � ECO HHCRO Owner Occupied aggregate % by 
data zone;

 � ECO HHCRO Privately Rented aggregate % by 
data zone.

Further work is needed on the functionality of 
these datasets for Edinburgh as the above fields 
had no variability, e.g. all properties had the same 
characteristics. For this reason it was not possible 
at the time of writing (July 2013) to use the tool but 
Local Authorities should look out for updates from 
EST as in future this could be a powerful tool after 
further development and refinement. 
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Housing tenure information 
To establish HHCRO availability, privately owned 
or rented households must be identified (as social 
housing is ineligible). SNS provides this information 
based on census information. The data output 
showing a single data zone is provided below in 
Table 10.

table 10: SINGLE DATA ZONE OUTPUT SHOWING TENURE AND COUNCIL TAX BAND (SOURCE: SNS)

data zone
local 
autHorIty

total nuMber of HouseHolds: 2001 459 204,683

Percentage of HouseHolds – oWned: 2001 82 69

Percentage of HouseHolds – socIal rented: 2001 0 18

Percentage of HouseHolds – PrIvate rented: 2001 18 14

Percentage of dWellIngs In councIl tax band a: 2011 0 10

Percentage of dWellIngs In councIl tax bands a to c: 2011 5 48

The above example illustrates an Edinburgh data 
zone that would have high HHCRO eligibility if the 
private households were benefit claimants – e.g. 
with no social rented properties all households 
would be eligible. Data on council tax banding is 
another proxy for low income – in the case of this 
data zone the potential is low. This area overlaps 
with the NOMIS data above where 11% households 
are benefit claimants.

Insulation measures 
information
There is limited available reliable information on 
insulation measures potential. The three principle 
sources of information are HEED, Home Analytics 
and the EPC register. Each has limitations 
explained below. 

Heed

The Home Energy Efficiency Database is 
administered by the Energy Saving Trust and is 
available to Local Authorities. It includes a range of 
data collected from installers (measures installed 
for schemes such as CERT), energy assessors 
(measures reported from EPCs), and householders 
(measures reported from Home Energy Checks 
or HECs which are self-assessment forms used 
by the Energy Saving Trust). Data is hierarchical 
and filtered to avoid double counting. The biggest 
issues relate to out-of-date (e.g. not recently 
updated) or partial information from installers 
leaving record fields often specified as unknown 
(e.g. an installer may have investigated the loft 
but not the cavity or vice versa). The level of data 
available held on each data zone is also variable. 
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Appendix C: dAtAsets AvAilAble for  
GeoGrAphiC tArGetinG proCess C

HoMe analytIcs 

The model makes estimates of probability by 
utilising data from installers and the Scottish House 
Condition Surveys. Data on individual property data 
combines data from Experian (a market research 
and credit ratings company) in conjunction with 
Royal Mail records. Due to a mismatch with the 
Royal Mail records it does not have addresses for 
every domestic property in Scotland. For example, 
several thousand properties are missing for 
Edinburgh probably because of property numbering 
issues with flats. Users need to consider the 
implications of any gaps and carefully assess the 
outputs. When tested for Edinburgh it was notable 
that Home Analytics estimated considerably higher 
insulation potential in data zones than HEED. Local 
knowledge suggests the low figures in HEED are 
likely to better reflect actual potential than the high 
estimates in Home Analytics. Local Authorities 
may wish to further test the system and work with 
EST to ensure the tool delivers robust results, as it 
offers an integrated and powerful tool for targeting 
programmes such as the Home Energy Efficiency 
Programme: Area based schemes (HEEPS: ABS). 

ePc regIster 

EPC data is held on database by EST. Data zone 
level summaries can be requested by Local 
Authorities showing results such as measures 
recommendations and tenure. However, data 
coverage will only reflect properties either let 
or sold since 2008 where an EPC has been 
conducted and lodged on the database. Measure 
recommendations can be matched to HHCRO 
funding provided by utilities (e.g. loft top-ups). 
The advantage is that this is from one data 
source, collected by professional assessors. 
The disadvantage is that it is a self-selecting 
and invariably a biased sample which will often 
be focused on private rented sector properties 
which have higher turnover than owner occupied 
properties. In areas with few rented properties and 
sales, data will be sparse. This could be used to 
identify clusters of privately let properties directly; 
however, approaches to letting agents might offer 
better results. Work with this sector is discussed in 
section 9. 
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table 11: HOUSEHOLD CRITERIA FOR HHCRO, EAS AND THE SPG GROUP IN CERT

elIgIbIlIty HHcro eas cert sPg

Home owner or the tenant of a private 
rented sector landlord (in which case you 
must get the landlord’s permission) 

✔ ✔  You must also 
have occupied 
the property for 
at least one year 
(unless you are 
terminally ill)

✘  Open to HA and 
LA tenants as well

If you or your partner is aged 60 or over 
and have no central heating in your home

or your home must have a poor energy 
rating and you or your partner are in 
receipt of Carer’s Allowance or receive 
a ‘qualifying benefit’ and fit any of the 
following:

 � are pregnant;

 � are 60 or over;

 � have a child under 16;

 � receive the highest rate of care 
component or mobility component 
of disability living allowance or war 
pensions equivalent;

 � are terminally ill (in receipt of 
DS1500 certificate).

✘ ✔ ✘

Guarantee element of pension credit ✔ ✘ ✔

Attendance allowance ✘ ✔ ✘

Disability living allowance ✘ ✔ ✘

d

Appendix D: Scheme Eligibility Criteria
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Appendix d: Scheme  
eligibility criteriA d

elIgIbIlIty HHcro eas cert sPg

Employment and support allowance, 
which must include a work-related 
activity or support component

✔  With either:
 � child under 16 or 

under 20 but in full 
time education;

 � child tax credit 
with a disability 
element;

 � a disability 
element;

 � a pensioner 
element.

✔ ✔  With either:

 � child under the age 
of five;

 � child tax credit 
with a disability 
element;

 � a disability 
element;

 � a pensioner 
element.

Child Tax Credit under £16,190 income 
threshold

✔  (income under 
£15,860)

✔  (with certain 
threshold)

✔

Income support, income based 
jobseekers allowance

✔ ✔ ✔

Working tax credit With an income of 
£15,860 or less with 
either:

 � child under 16 or 
under 20 but in full 
time education;

 � child tax credit 
with a disability 
element;

 � is aged 60 or over.

✔  (with certain 
threshold)

✘

Housing benefit ✘ ✔ ✘

Council tax reduction ✘ ✔ ✘

Industrial injuries disablement benefit 
which includes a constant attendance 
allowance

✘ ✔ ✘

State pension credit ✔ ✘ ✔

War disablement pension which includes 
a mobility supplement or a constant 
attendance allowance

✘ ✔ ✘




