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FOREWORD 

Since 2002 household fuel bills have more than doubled. For the last few years 

we’ve been looking for a solution to the problems faced by our customers in non- 

traditional properties, which are very difficult to keep warm. This funding through the 

UK Community Energy Saving Programme provided by Scottish Power along with 

the hard work of staff, Carillion and the patience of our customers, has given us the 

opportunity to help a significant number of people save hundreds of pounds every 

year. As well as saving customers money and reducing carbon emissions, this work 

has also made a huge difference to the way these buildings look and extended their 

life span almost indefinitely. It’s not often you get the opportunity to take on a project 

that will make a real difference to so many people, and indeed to the whole 

community. We’re very pleased with the end result and will use the success of this 

project as the basis for improvements to the remainder of our non-traditional 

properties, utilising the new forms of funding available and in conjunction with 

Midlothian Council as a strategic partner. 

 

To allow us to evaluate and report on the success and social impact of the project, 

we commissioned Changeworks to carry out a satisfaction survey of the tenants 

whose homes had been improved.  The aim of the survey was to gather the 

perceptions of tenants and to identify measurable outcomes (e.g. heating costs). As 

a Registered Social Landlord, tenants’ feedback on projects is extremely valuable to 

us as it helps shape our priorities and delivery methods for future projects. 

 

Andrew Noble 

Chief Executive, Melville Housing Association 
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EXECUTIVE SUMMARY 

Melville Housing Association (MHA) commissioned Carillion Energy Services (CES) 

to secure funding from the UK Community Energy Saving Programme (CESP) to part 

fund and install external wall insulation (EWI) into 296 of its properties in Mayfield 

between late 2012 and early 2013. Alongside this, boiler replacements, heating 

controls and draught-proofing were also installed into some properties. The heating 

installations were arranged and co-ordinated by MHA, with CES providing support 

CESP funding via Scottish Power Energy Retail Ltd (SPERL). All insulation and roof 

works were carried out by CES.  

 

This report provides an independent evaluation of householders’ perceptions of the 

installed measures. It focuses on householders’ perceived benefits of the installed 

measures and also explores their perspectives on the installation process. Research 

was carried out via a pen and paper survey with 51 households and six in-home 

interviews. 

 

Overall, the results show that most tenants viewed the impact of the energy efficiency 

works positively or very positively. It should be noted that these are tenants’ early 

impressions of the impacts of the work as the installations had either recently been 

completed or in some case were still underway at the time of the research. 

 

58% of households felt that their home was warmer and more comfortable as a result 

of the installed energy efficiency measures. Many householders commented that 

their home heated up faster and/or retained heat for longer. As a result, some 

households had changed their heating settings e.g. reduced number of hours. Some 

interviewees were positively surprised at how much difference they noticed.  

 

For most tenants, it was too early to determine whether their energy bills had 

changed as a result of the works. However, 22% of households stated that their 

energy bills had reduced as a result of the works, with some reporting significant 

changes e.g. £20 per week and £20 - £30 per month. Changeworks calculated 

energy savings from two households with a 35% or £265/year saving in one of the 

households. From the reported changes in heating use (e.g. reduced number of 

hours) it could be expected that more households will realise savings.  

 

In addition, tenants felt there had 

been a very positive improvement to 

the visual appearance of their 

property and neighbourhood. For 

instance, 12% of households thought 

that the appearance of their property 

was ‘good’ or ‘excellent’ before the 

work was carried out and this rose to 

83% after the work. Interviewees 

commented that the area now looked 

‘newer’, ‘cleaner’ and ‘fresher’.  

Photo: ‘House post-EWI installation. Courtesy of 
Melville Housing Association. 
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Whilst feedback on the benefits of the energy efficiency measures (including EWI) 

was generally positive, a small number of households felt they had received no 

benefit. This may have been in properties where scaffolding had been up for a 

prolonged period due to delays on the work; for instance, scaffolding had detracted 

(temporarily) from the improvement in appearance of the neighbourhood.  

 

Just over half of the householders considered the quality of the installation as ‘good’ 

or ‘excellent’.  However some had experienced issues. These included reported 

mess and damage caused to properties. The delay to works and length of time 

scaffolding had been up were also concerns for some householders. It should, 

however, be recognised that this was a large and complex CESP project delivered 

against the backdrop of a looming funding deadline. Having several sub-contractors 

also resulted in complexities with delivery.  

Summary 

Feedback from tenants suggests that this project has been highly effective in 

improving the energy efficiency and appearance of these properties. Tenants noticed 

marked and significant increases in their comfort along with reductions in energy 

bills. Tenant feedback also suggests that there were some concerns associated with 

the installation. The findings suggest that these may, in future projects, be overcome 

through enhanced communications to ensure that key issues such as delays to the 

work are communicated to tenants as effectively as possible. The feedback also 

stresses the importance in ensuring that mess, damage and inconvenience to the 

tenant is minimised where possible and that complaint handling procedures are 

implemented as effectively as possible. It should be stressed that communications 

and complaints policies and procedures were in place for this project; however it is 

outwith the scope of this evaluation to comment on the detail of these procedures or 

the extent to which these were effectively adhered to.  
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1. INTRODUCTION 

1.1 Introduction 

Melville Housing Association (MHA) commissioned Carillion Energy Services (CES) 

to install external wall insulation (EWI) onto 296 of its properties in Mayfield in 2012-

13. CES installed draught-proofing into around 200 properties, and approved heating 

contractors, led and co-ordinated by MHA, also installed new heating systems into 

101 of these homes.  

 

MHA and CES commissioned Changeworks to undertake an independent external 

evaluation of this project. The results, presented in this report, provide an evaluation 

of householders’ satisfaction of this project based on a survey and interviews with a 

sample of householders. The focus of the evaluation was to explore householders’ 

perspectives on the benefits provided by the installed energy efficiency measures, 

such as whether homes felt warmer or energy bills had reduced. In addition, 

satisfaction with the installation process was also assessed. 

 

1.2 About this report 

Section 2 provides a background to the Mayfield energy project and the methodology 

for this research is outlined in section 3. Results from the survey and interviews are 

presented together; section 4 focuses on the benefits of the energy efficiency 

measures, and section 5 considers perspectives on the installation process and 

quality of installation. Finally, conclusions are provided in section 6. 
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2. BACKGROUND  

 

This section provides an overview of the community energy pilot including its 

objectives, measures installed and delay to the works. This provides a context for the 

research findings.  

2.1 Project objectives 

The objectives of the energy project for MHA were to: 

 Improve the comfort levels for tenants; 

 Reduce heating bills and energy costs for tenants; 

 Improve the look of their houses; 

 Prolong and sustain the external structure and fabric of the buildings; 

 Complement the improved energy efficiency achieved from their recent 

replacement window programme. 

 

The project brought in £3.5 million worth of 

investment in Mayfield, including £2 million 

worth of CESP funding. It has provided a 

platform for further investment and future 

funding, and others in the area have 

begun installing EWI e.g. private owner-

occupiers and Council properties. 

 

It is anticipated by MHA that the project 

will have resulted in lifetime CO2 savings 

of 52,000 tonnes and contributed towards 

alleviating fuel poverty. The works have 

significantly increased the energy ratings 

of MHA’s properties so that they now 

achieve ratings required for the Scottish 

Housing Quality Standard (SHQS), and 

are predicted to extend the fabric life of the 

properties.  

2.2 Installed energy efficiency measures 

The measures installed as part of this project were: 

 external wall insulation (EWI) onto 296 properties; 

 draught-proofing into around 200 properties; 

 replacement of ‘G’ rated back boilers with ‘A’ rated boilers and heating 

controls into 101 homes (conditions of the funding meant that only boilers with 

a ‘G’ rating could be replaced); 

 loft insulation top-up into two homes (most other properties already have 

sufficient levels of loft insulation); 

 replacement of roof covering on 91 properties; 

Photo: ‘Before’ and ‘after’ photos of Bogwood 
Road. Courtesy of Melville Housing 
Association.  
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 EWI installed to four privately owned flats with the assistance of UHIS 

(Universal Home Insulation Scheme) funding from Midlothian Council.  

 

In addition, work was carried out onto the roofs and chimneys of some properties. 

Scaffolding was required for these works as well as the EWI installation.  

 

CES installed the insulation and draught-proofing measures, whilst an approved 

heating contractor, led and co-ordinated by MHA, installed the heating systems. Due 

to the scale of the job, CES used sub-contractors to carry out all of the installations.  

2.3 Funding 

The works were funded through the Community Energy Saving Programme (CESP) 

via Scottish Power Energy Retail Ltd (SPERL). CESP was a Government policy 

which placed an obligation on large energy suppliers to fund energy efficiency 

measures in homes between 2009 and 2012. CESP was designed to promote a 

‘whole house’ approach and to treat as many properties as possible in a defined 

area.  

 

Whilst CESP funding ended on 31 December 2012, energy suppliers could install 

measures after this deadline (considered as ‘mitigation action’). Work during the 

mitigation period was required to be undertaken no later than 31st March 2013. The 

work at Mayfield was originally programmed to start in May 2012 but actually started 

early August 2012 and continued into this mitigation period.  As a result, this large 

and complex project was delivered in the context of a looming funding deadline.  

 

Due to a number of issues, there were some delays to the planned works. More 

details are provided in the box on page 19. In some cases, the EWI installations had 

not been completed when this research was carried out (March - April 2013) and this 

is important to bear in mind whilst considering the research results.  

2.4 Evaluation aims and objectives 

MHA and CES were keen to undertake an independent external evaluation of the 

project to explore the impacts of the project and to inform future installations.  

Changeworks were commissioned to undertake this study, the aims of which were: 

 

 To assess householder satisfaction with the installations, the information 

provided and support offered around installations 

 To explore householder perceptions on the impact of the installations – in 

terms of perceptions of the locality and impact on fuel bills 

 

It is important to note that this evaluation does not encompass a full review of the 

project and is based on findings generated exclusively from householder and tenant 

feedback. 

 

 

  



Mayfield Solid Wall Insulation Evaluation, Changeworks, October 2013 8 

3. METHODOLOGY AND SAMPLE 

3.1 Methodological approach 

This research was carried out in two stages: 

 

1) Survey: all householders who had insulation installed were posted a paper 

version of the survey. MHA staff visited some households to encourage 

completion. Respondents were entered into a £50 prize draw as an incentive for 

completing the forms. A copy of the survey questions is in Appendix A.  

 

2) Semi-structured interviews: survey respondents were asked if they were willing 

to participate in a one-to-one discussion in their home to explore in more detail 

issues raised on their survey form. Interviews took between 30 and 60 minutes 

and were carried out in tenants’ homes.  During the interviews, householders 

were asked for their energy bills so that Changeworks could determine the likely 

impact of the installation of the EWI. A copy of the interview questions is in 

Appendix B. 

 

The survey was completed by tenants in March and April 2013, and the interviews 

were carried out in April.  

 

As the interviews and surveys covered the same topics, the results of both are 

presented together in sections 4 and 5.  

3.2 Sample 

51 households completed the survey which represents around a sixth of all 

households who had EWI installed1. The sample contained a mix of different 

households (for instance, 16 out of the 51 households have children) and types of 

properties (such as mid-terrace, end-terrace, etc.). This suggests that the sample is 

representative of the range of households in the area.  

 

Six interviews were carried out. The interviewees were chosen to incorporate a 

variety of householders (e.g. family, single person, couple), property type and 

perspectives on the work. The six households included: 

 Two single people, three families (with children), one couple; 

 One flat, two mid-terrace houses and three end-terrace houses (there were 

very few semi-detached properties in the survey sample so these were not 

represented in the interviews); 

 All properties had received EWI (although it was not fully complete on one 

property at the time of interview); 

 Five properties had received draught-proofing and three had received a boiler 

upgrade.  

                                                
1
 Note that an additional 11 completed responses were received to a first draft of the survey. The results 

of these could not be incorporated since the design of the survey was different.  
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4. BENEFITS OF INSTALLED MEASURES 

 
This chapter discusses tenants’ perceptions on the benefits of the wall insulation, 

using results from both the survey and interviews.  

4.1 Introduction  

Interviewees were asked their initial thoughts on getting the energy efficiency 

measures installed when the works had first been proposed. Almost all were pleased, 

and there was a general sense that any measure which would make their property 

warmer or reduce bills was welcome. Most had heard of EWI before, and two 

households cited examples of when they or a relative had it installed on a property.  

 

Overall, the majority of interviewees felt they had benefited from the installed works. 

Some were very positive and stated that it had benefited them more than they had 

expected: 

 

“12 out of 10….Its braw!” (Interviewee) 

 

In contrast, one interviewee, whose EWI installation was still not complete, felt that 

they had received no benefit from the measures.  

 

4.2 Warmth and comfort 

Before the improvements 

Two-thirds (67%) of households felt that their home was ‘difficult’ or ‘very difficult’ to 

keep warm prior to the works being carried out (Figure 1). Very few considered it 

‘easy’ or ‘very easy’ to keep warm.  

 

The interviewed householders agreed: most considered their home to be cold prior to 

works, some commenting that it never reached a desirable temperature, lost heat 

quickly or that there were particular areas or rooms which felt cold.  

 

Figure 1: Householders' views on whether their home was easy or difficult to keep 
warm before the insulation was installed 

Base = 45 
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After the improvements 

As a result of the works being carried out, 22% of tenants thought their home was 

‘much more comfortable’ and 36% thought it was ‘more comfortable’ (Figure 2). 20% 

thought it was ‘too early to tell’.  

 
Figure 2: Householders' views on whether their home was more comfortable or not 
since the works had been carried out 

 
Base = 46 

 
When asked for further explanation, many survey respondents commented that the 
house felt warmer and/or retained the heat longer: 

 

“Property retains heat much more” 

 

“Sometimes have to switch heating off - didn't have to do before.” 

 

“Obviously it has been very, very, cold; however, we now only need to have 

the heating up high for a short period of time as the house retains the heat for 

longer.” 

 

“I feel now the heat stays in a lot longer; doesn't feel so cold.” 

 

The majority of interviewees had also noticed a difference, some significantly, in the 

level of warmth in their home: 

 

“We found this quite a cold house, being on the corner and with the stone 

floors it takes forever in the morning to heat up. In the winter it was never 

heated up downstairs……..We’re definitely happy, I’d even say we’re saving 

money on it……The house heats up quicker and takes a lot longer to cool 

back down……we were surprised how quickly we noticed the difference.” 

 

“It seems to heat up quicker……It has made a big difference, I’ll say that. I 

don’t go out anywhere so I’m in the house all the time, sometimes I don’t feel 

the benefit of it but people will come in and say it’s really warm in here.”  

 

The benefits households may receive in terms of warmth and reduced energy bills 

will depend, to some extent, on how they control their heating. For instance, some 
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interviewees stated that they had their heating on all or most of the time; it would be 

expected that these households would either realise a warmer home (if previously 

the desired temperature had not been reached), or their energy bills should reduce (if 

their home is reaching the thermostat temperature more quickly). On the other hand, 

other households set their heating for a specific period and had been able to reduce 

the number of hours it was on, for example one interviewee stated: 

 

“The house is an awful lot warmer………..before, when I got home at five 

o’clock, you’d put the heating on and you’d keep it on until eleven, say I was 

going to bed at midnight. And by midnight you went to bed because the house 

was so cold. Within twenty minutes of turning the heat off, it was freezing, it’d 

all leaked out……Now, go home, about quarter past five, turn the heating on, 

switch it off at six o’clock and that’s it for the night……it actually gets too 

warm. It’s amazing how the heat is left in the house.”  

 

Whilst one interviewee had noticed the difference from having EWI installed, they 

stated that it had made them notice the draughts more: 

 

“To be honest its pointed out the more draughty places, it retains the heat a 

lot better but it’s made it more noticeable that the windows and doorways are 

really draughty…I’m glad it’s been done; think it will make a difference.”    

 

This interviewee’s property had received draught-proofing on the doors, but they felt 

that more draught-proofing was required on all doors and windows.  

 

The issue of draughts from air vents was also mentioned by other respondents. For 

instance, one survey respondent commented that the air vents in the property still 

made it feel cold after the EWI had been installed. Likewise, an interviewee stated 

that the air vents had been removed when the new boiler was installed and this had 

made the property feel warmer. These results suggest that whilst EWI may have a 

beneficial effect, the presence of draughts can often make a property feel cold2. 

Previous Changeworks’ research has also found that draughts are often an issue 

households will notice most in their home3. 

 

Only one interviewee stated that they had not noticed the insulation improving 

warmth in the property, even though they had expected to. They proposed this was 

due to the insulation being exposed to the elements (e.g. wind, snow and rain) for a 

lengthy period of time during installation. However, this research cannot verify or 

otherwise whether damage to the insulation had occurred.  

 

 

 

 

                                                
2
 It should be noted that MHA have undertaken window and door replacements to all housing stock in 

Mayfield, which will have included draught-proofing. 
3
 The Joseph Rowntree Foundation (2012) Renewable Energy: Getting the Benefits Right for Social 

Housing  

http://www.jrf.org.uk/publications/renewable-energy-getting-benefits-right-social-housing
http://www.jrf.org.uk/publications/renewable-energy-getting-benefits-right-social-housing
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4.3 Fuel bill savings 

Before the improvements 

Over half of households (54%) considered that, before the work was carried out, their 

fuel bills were ‘high’ or ‘very high’ (Figure 3). A further 40% thought they were neither 

high nor low. Very few (2%) considered their fuel bills to be ‘low’.  

 

During the interviews, some households expressed that their bills were high but there 

was a general sense that it was common to have high bills i.e. having high bills was a 

symptom of high energy prices rather than their specific property.   

 

 

 

 
Base = 46 

 

After the improvements 

As a result of the work carried out, over a fifth of households felt their energy bills had 

reduced: 8% felt their energy bills had ‘gone down a lot’ and 14% felt their energy 

bills had ‘gone down a bit’ (Figure 4).  

 

 
Base = 46 

Figure 4: Householders' views on whether their energy bills had changed since the 
works had been carried out 

Figure 3: Householders' views on whether their energy bills were high before the 

insulation was installed 
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Of those who felt their energy bills had gone down, households reported: 

 

“Saving £15 per fortnight” (Survey respondent) 

 

“We have a prepayment meter – we used to pay about £30 to £35 per week 

but now it’s about £15 per week so it has gone down a lot.” (Interviewee) 

 

“We are saving about £20 - £30 a month” (Interviewee) 

 

A large proportion of survey respondents (44%) had not yet noticed a change in their 

energy bills. In many cases this was because the work had only been completed 

recently, they had not been in the property long, and/or they had not yet received a 

bill for that period. This may be particularly the case for tenants on monthly direct 

debit (which are not altered immediately after consumption changes) or those on 

annual statements. For example one survey respondent stated: 

 

“Too early to tell as I only get a bill once a year, however, I have checked the 

meter and we seem to be using less gas.”  

 

Whilst those on prepayment meters are often considered to be more aware of how 

much they spend on fuel bills, one interviewee with a prepayment meter stated that 

she always puts £20 into it regardless of the level of credit. She had therefore not 

noticed whether there had been any difference since the measures were installed.   

 

It is important to note that not all tenants will necessarily make savings on their fuel 

bills if they change the heating regime in their home. For example, some households 

may turn up their room thermostat (if they previously had one) or increase the hours 

their heating is on, in order to have a warmer home. It is possible that some people 

may have been previously under-heating their homes and are likely to therefore 

benefit from increased warmth as a result of the measures. This point also highlights 

the importance of a room thermostat which many households had installed as part of 

this project; this will enable households to control their heating to their desired 

temperature. 

 

A very small minority of people (6%) felt their bills had gone up. One survey 

respondent commented that this was because of ‘the work going on’. It is not clear 

what this respondent meant, although one interviewee who had scaffolding up for a 

prolonged period commented on the lack of light entering the property as a result, so 

it is possible that some households may have believed their lighting bills increased.  

 

Energy bill savings 

As part of the interviews, tenants were asked to complete a mandate form allowing 

Changeworks to access energy data from their energy supplier. This enabled us to 

calculate savings as a result of measures being installed. Accurate data was 

obtained for two households: 
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1) The first household are estimated to have reduced gas usage by 35% since 

the installation of EWI, new boiler and draught-proofing. This equates to an 

approximate saving of £265 per year (calculated using average energy 

prices4). This was calculated by comparing nine months of heating usage 

post-installation (including winter), to average heating consumption over the 

same months for the previous three years. Summer consumption of gas 

(which was very little) was assumed to stay the same.  

 

2) The second household are estimated to have saved 12% on their heating bills 

post-installation compared to the previous year, despite the post-installation 

winter being colder. This was calculated using six months of heating bills 

(November to the end of April); more historical data would have made this 

calculation more accurate. This household has received EWI installation and 

a new boiler. 

 

For another household, the energy supplier had sent them detail on their recent bill 

suggesting that in the same period from last year to this year there had been a 

saving of 28% in gas and 57% in electricity (the latter likely due to an electric heater 

which they no longer use). This would create an approximate saving of £30 in gas 

and £28 in electricity per month (during the winter). Consumption data from a longer 

period would be preferable to ensure accuracy of this calculation. 

 

Data could not be sourced for the other households for a variety of reasons. For 

example, in one case the tenant had been in the property less than a year.  

4.4 Appearance of property and neighbourhood 

Survey respondents and 

interviewees were asked about 

whether they felt the installation of 

EWI had improved the appearance 

of their property and neighbourhood; 

the responses were very positive.  

 

12% of households (Figure 5) 

considered the external appearance 

of their home before the insulation to 

be ‘good’ or ‘excellent’. In contrast, 

after the insulation was installed, this 

increased to 83%. Similarly, whilst 

28% of households thought their 

house had a ‘poor’ or ‘very poor’ 

external appearance before the 

insulation, this reduced to only 6% of 

households after it had been 

installed.   

                                                
4
 DECC (2013) Quarterly Energy Prices 

Photo: ‘Before’ and ‘after’ photos of Laburnum Place. 
Courtesy of Melville Housing Association.  
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Figure 5: Householders’ opinions of the external appearance of their home before and 
after the works were carried out 

 
Base = 50 ‘before’; 46 ‘after’ 

 

Households expressed similar feelings about the improvement in appearance of the 

area where they live (Figure 6). Before the insulation was installed, 17% of 

households rated the local area as ‘good’ or ‘excellent’, whereas this increased to 

76% of households post-installation. In addition, whilst 25% of households had 

originally considered the area as ‘poor’ or ‘very poor’, only 8% of households gave 

this rating after the insulation had been installed.  

 

 

 
Base = 48 ‘before’; 45 ‘after’ 

 

Reiterating these findings, all the interviewees felt that the installation of EWI had 

improved the look of the area and their property, and there was a high level of 

satisfaction with this aspect of the work: 

 

“It looks 100% better.” 

Figure 6: Householders’ opinions of the appearance of the area where they live before 
and after the works were carried out 



Mayfield Solid Wall Insulation Evaluation, Changeworks, October 2013 16 

 

There was a general sense that it had ‘freshened’ up the appearance of the 

properties: 

 

“I’m happy; it makes a big difference to the look of the house…… [Before] it 

was drab, like those flats there look drab….. [Now] it’s like a bought house, 

that’s what we tell people!” 

 

“It looks a lot better…cleaner and not as old. Looks slightly newer…. like a 

new-build…… [They have a] really nice finish to them, whereas before the 

harling was all starting to fall off.”  

 

“The place does look so much better, I mean before we had pink peeling-off 

paint… so that’s definitely an improvement.” 

 

 

The survey responses did not provide enough information to understand why a small 

number of households feel their property and/or the local area have a ‘poor’ or ‘very 

poor’ appearance post-installation of the EWI, in contrast to the majority view that it 

had improved the appearance. However, one interviewee, who still had scaffolding 

on their property stated that whilst the EWI had improved the look of the property, 

they had not yet realised this benefit on their own property due to the scaffolding.  

 

In addition, a survey participant provided negative comments about the details of the 

insulation stating that the skirt of the property now looked ‘odd’ and the brick finish 

was ‘ghastly’5.  

  

                                                
5
 MHA has indicated that works to the brick skirt were not eligible for CESP funding. They considered 

making these look more cosmetically pleasing but it was agreed that the money required for this would 
be better spent on energy efficient measures. 

Houses post EWI installation. Photo: Changeworks.    
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4.5 Summary 

The results from this section are positive: most tenants in our research have realised 

benefits as a result of the works.   

 

The majority of households (58% of survey respondents) have noticed an 

improvement in warmth and comfort in their home as a result of the installed 

measures, some stating significant changes.  

 

A majority of householders were very satisfied with the improvement in appearance 

of their property and local area: 12% of households thought that the appearance of 

their property was ‘good’ or ‘excellent’ before the work was carried out – this rose to 

83% after the work.  

 

Fewer households reported savings in their energy bills but this is not surprising 

since the work had only been completed recently and many households are unlikely 

to have had revised bills even if their consumption has reduced. Changeworks was 

able to calculate energy savings from two households, one of which showed an 

annual saving of 35% or £265. It is expected, due to reported changes in heating use 

(e.g. reduced number of heating hours), that more households will realise savings in 

the near future. 

 

A small number of households felt they had received little or no benefit from the 

insulation. This may have been the impact of scaffolding being up for a prolonged 

period of time.  
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5. QUALITY OF INSTALLATION AND INSTALLATION 

PROCESS 

 

This section explores tenants’ perceptions on the quality of the insulation and 

installation process. Again, this is based both on survey and interview results. Text 

provided in grey boxes provides some context to the research; this information has 

been provided by MHA and CES.  

5.1 Quality of the work 

Just over half of the households rated the quality of the work as ‘good’ or ‘excellent’ 

(42% and 12% respectively, Figure 7) and 10% considered it ‘okay’. However, over a 

third considered it ‘poor’ or ‘very poor’ (14% and 22% respectively).  

 

Figure 7: Householders' opinions on the quality of the work 

 
Base = 46 

 

The survey did not ask households why they provided this rating on the quality of the 

work. However, further comments in the survey (Question 13 – see Appendix A) 

provided some indication of why households may have been satisfied or dissatisfied 

with the works. Similar feedback was received from interviewees. These comments 

may help to explain responses to this question. It should be noted that, as outlined in 

section 4, the majority of respondents were satisfied with the benefits of having the 

works installed; thus, perspectives of the ‘quality’ of work may have related more to 

the installation process, as expressed in respondents’ ‘further comments’. 

 

The main reported reasons for any dissatisfaction with the work are described below.  

It is important to note that Changeworks cannot and has not verified the veracity of 

these reported reasons; these are purely based on respondents’ statements or 

comments.  

 

Length of time taken for the work to be completed and delays: this was 

mentioned by ten survey respondents and some, but not all interviewees.  Some 
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interviewees had sympathy that the weather caused delay, but others felt that it was 

due, to some extent, to poor management. One interviewee, who had scaffolding up 

on her property for a prolonged period of time, felt that the delay had a negative 

impact on her family. For example, she stated that the scaffolding blocked light out of 

their flat, she had found it difficult to find sufficient parking spaces during this period 

and that the blue window protection film was unpleasant to live with for a prolonged 

period. Information about the reasons for delay (provided by MHA and CES) is 

contained in the grey box below.  

 

 
 

Mess to the property: six survey respondents cited this as an issue. Interviewees 

reported debris left on the garden or driveway, and stated that some contractors (or 

sub-contractors) had jet-washed the driveway after the work was complete, whilst 

others had not. 

 

Damage to their property: four survey respondents cited this as an issue. Examples 

stated by interviewees included broken TV/phone wires, broken internal pipework 

and scratches on the windows. One interviewee stated that they had to pay for 

repairs and it had taken two months to be reimbursed. 

 

Some problems associated with mess and damage caused to properties should (and 

might have been) picked up during sign-off procedures. Detail of these procedures is 

outlined in the grey box below; however, Changeworks cannot comment on the 

effectiveness of these procedures or whether they were adhered to.  

 

Delays to the work  

MHA initially communicated to tenants (in the May 2012 issue of their newsletter) 

that the proposed: “work on each block of flats will take approximately four to six 

weeks and around nine to ten days for houses”. This was based on CES’s 

estimates. 

 

Information from MHA and CES indicates that for the majority of blocks of flats, 

the scaffolding was up for between five and six months, and in one case it was up 

for ten months.  Factors that contributed to the delay included: 

 Finalising sub-contractors and mobilising works which meant the work was 

delayed in commencing; 

 Surveys, assessments and remedial work e.g. asbestos and structural 

surveys; 

 Cold weather which meant the finish of EWI could not be applied; 

 The national CESP funding deadline which meant that there was competition 

across the country for sub-contractors from other projects. 

 

MHA and CES indicated that tenants who complained about the delay were 

provided with an explanation from Carillion in a letter. In December 2012, 

residents in properties that still had scaffolding up were provided with a 

supermarket voucher to apologise for the delay.  
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A small number of households raised other issues: 

 

 That they would have preferred to have had their heating replaced than the 

insulation installed6;  

 

 Two interviewees raised health and safety concerns; for example, one 

reported concerns about children being able to access scaffolding7.  

 

 Some interviewees expressed disappointment of the behaviour of some of the 

workmen- for example swearing or shouting - which was a particular concern 

for interviewees with children.  

 

There were also positive comments on the quality of the installation, workmen and 

clean-up. For instance, one survey respondent commented that the: 

 

“Workmen were competent and considerate”. 

 

Some interviewees noticed a difference in the quality of work by different sub-

contractors. For example, it was reported that some contractors had covered 

windows with protective film, whilst others had not (which one participant reported 

had led to scratches on the windows).  

 

Despite reported problems faced during installation, householders appear, overall, to 

be happy with the works. For example, five out of the six interviewees had 

encountered some problem with the works but four (out of the five) households were 

still happy with the work since they had felt the benefits. Thus it does not appear that 

problems during the installation process have overwhelmingly affected households’ 

perspectives of the benefits of the insulation8.  

 

It is also worth noting that the work required to install EWI is extensive and therefore 

can be disruptive to households. Some households may either not be used to this 

level of work or have not appreciated its extent. In contrast to homeowners who 

would have requested works, they may feel they know less about the works and feel 

less in control over them. This may impact on their perspective.  
                                                
6
 CESP funding criteria meant that only ‘G’ rated boilers were eligible for replacement. 

7
 Carillion reported that this was identified as an issue and the site was rectified by erecting fencing 

around the scaffold.  
8
 It should also be noted that MHA will inspect properties in a year’s time, in conjunction with CES, to 

check for any defective works (the 12 month defects liability period).   

Sign-off procedures 

MHA and CES have indicated that procedures for sign-off were the responsibility 

of CES and their sub-contractors. MHA’s Clerk of Works/Quality Inspector signed 

off properties that had been inspected and ‘offered’ by firstly, the sub-contractors 

and then secondly, CES. MHA have indicated that they reported problems with 

this process – for example, some properties were being offered that were not 

ready for sign off. 
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5.2 Communication and complaints 

Communication  

Some of the issues above relate to communication between CES/MHA and 

residents; predominantly, this relates to keeping tenants informed about delays and 

the reasons for this. Information about CES and MHA’s approach to communication 

is contained in the grey box below. 

 

There was a sense from some interviewees that more communication about the 

installation process would have been helpful so, for example, they knew when to 

expect workmen to be at their house:  

 

“They’d go away for a week or maybe two weeks and then come back for a 

day and then they were away for a week…the scaffolding is up but that’s as 

much as you know…. They would knock on the door to come and fix the 

boiler – which is fine, I don’t mind, but I might be going out, they could have 

told me beforehand.” 

 

Similarly, one householder who had scaffolding on their property for a prolonged 

period felt they did not know enough about why there had been this delay. In 

contrast, one interviewee commented that they had received sufficient and helpful 

information from the schedule of works and a meeting held by MHA.  

 

Although this evaluation cannot comment on the effectiveness of the communication 

processes, it is worth bearing in mind that the project included several contractors 

which increased the complexity of communicating to households.  

 

In addition, one householder felt that the initial communication should have contained 

more information on the benefits of the insulation – they had not realised it would 

have a benefit to the warmth of their house and thought it was cosmetic only.  

 
 

Approach to communications with tenants 

MHA indicated that they issued an initial letter to tenants advising them of the 

works and promoted the work through their tenant newsletter, VOICE. They also 

held two open day sessions (one afternoon and one evening) in conjunction with 

CES to inform tenants about the works and answer any queries. The events were 

held in May before the anticipated start date. MHA and CES indicated that the 

sessions were poorly attended by tenants.  

 

MHA and CES indicated that MHA issued occasional letters to individual owners 

and tenants to update them and that CES were responsible for the majority of 

communications in relation to progress of works (this included a letter to inform 

the tenant that work was complete at the end of the project).  
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Complaints 

Some of the interviewees had raised complaints and unfortunately not all felt these 

complaints had been dealt with effectively or efficiently. One householder stated that 

he had so many complaints it had been ‘a nightmare’ and felt that they had not been 

dealt with quickly enough. One female interviewee had not raised problems with the 

installation and stated this was because she did not feel comfortable speaking to the 

workmen. It is important to note that complaint procedures were in place (see box 

below).   

 

 

5.3 Recommending the work to friends and family 

When asked if they were likely to recommend these works to a friend, family or a 

neighbour, almost half of households felt they were ‘likely’ or ‘very likely’ (29% and 

20% respectively, Figure 8). 47% of households stated that they would be ‘unlikely’ 

or ‘very unlikely’ to do so.  

 

Complaints handling procedures 

MHA and CES indicated that, in the contract for the works between CES and 

MHA, CES were responsible for receiving, managing and responding to enquiries 

and complaints from tenants. Through an initial letter, tenants were instructed to 

contact CES’s Tenant Liaison Officer (TLO) with any complaints and were also 

given a general CES phone number and a phone number for their on-site office. 

MHA reported tenants having problems with the general number; although it is not 

clear why.  

 

Part way through the project, the TLO changed, and MHA indicated that many of 

the complaints after this stage went directly to MHA. The new TLO prepared a 

complaints log which was discussed at weekly meetings between the Carillion 

project managers, MHA and its Clerk of Works.  

 

MHA reported that complaints they received directly were logged onto their 

Resolve complaints system, and only closed once complaints were resolved. This 

is an auditable trail should any complaints go further on to the Housing 

Ombudsman.   
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Base = 47 

 

Those who stated that they would recommend the work stated this was because it: 

 

 Improves the look of the house or area (5 householders); 

 Saves money on fuel bills (3 householders); 

 Improves warmth/comfort in the home (2 householders); 

 Good/friendly workmen (2 householders); 

 Good quality work (1 household); 

 Installers were good/friendly (1 householder). 

 

Two people said they had already recommended it to people they knew.  

 

Those who would not recommend the work stated that this was because: 

 

 Of the delay in the work being completed / delay in scaffolding (13 

householders); 

 Quality or attitude of installers (11 householders); 

 Mess or damage caused by the installation (12 householders). 

 

Other comments included the inconvenience, health and safety concerns, general 

problems, lack of communication or the harling requiring to be done more than once.  

 

These comments were reiterated by the interviewees, most of whom stated that they 

would recommend having EWI done due to the benefits of it. However, some 

interviewees stated that they would recommend getting the works done by a different 

contractor due to the issues they had experienced during installation.  

5.4 Summary 

There were mixed views on the quality of the work: just over half of survey 

respondents considered it ‘good’ or ‘excellent’ but others had experienced issues 

around the installation such as damage and mess to the property or delays to the 

works being completed. Despite these problems, the majority of households 

Figure 8: Proportion of households likely to recommend the works to a friend, 
neighbour or family member 
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interviewed were still satisfied with the work since they realised many benefits from it 

(as outlined in section 4). A review of communication and complaints policies and its 

delivery may help to ensure fewer problems arise or are dealt with more effectively in 

future projects.  
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6. CONCLUSIONS  

This evaluation has highlighted the positive benefits that many residents are realising 

from the energy efficiency works, including reduced fuel bills and improved thermal 

comfort. There was also very positive feedback from tenants on the improved 

appearance of their property and the Mayfield area. These results suggest that the 

project has been able to meet the following MHA objectives: 

 

 Improve the comfort levels for tenants; 

 Reduce heating bills and energy costs for tenants; 

 Improve the look of our houses; 

 

Key findings from the evaluation include: 

 

 58% of households felt that their home was warmer and more comfortable as 

a result of the works. Some households expressed surprise at how much 

difference the energy efficiency measures had made, for example, in how 

quickly their home heated up or cooled down. As a result, some households 

have reduced the number of hours their heating is on.  

 

 22% of households had already noticed that their energy bills had reduced as 

a result of the works. Changeworks calculated energy savings from two 

households including a 35% or £265/year saving in one. Since work had only 

been completed recently, it could not be expected that most people would see 

a change in their energy bill, for example, if they paid by direct debit. 

However, householders’ reported changes in using heating should mean that 

more householders will realise savings. 

 

 12% of households thought that the appearance of their property was ‘good’ 

or ‘excellent’ before the work was carried out – this rose to 83% after the 

work. It was commonly felt that it had provided a ‘clean’ and ‘fresh’ look to the 

area.  

 
Just over half of the survey respondents rated the quality of the work as ‘excellent’ or 

‘good’, but others experienced issues such as mess or damage caused to properties, 

or delay in works being completed. Views on the quality of the work differed between 

householders, but some householders also felt that contractors (or sub-contractors) 

had differed in quality. Unfortunately, it appears that a minority of households who 

experienced particular issues with the installation perceive very little, if any, benefit of 

the project (although this may relate to the limited time that the insulation had been in 

place at the time of the research). However, the majority of households, even if they 

had experienced issues, felt it had been worthwhile and beneficial.  

 

As outlined in section 2, this was a large and complex project and was delivered 

against a challenging background of a looming funding deadline. This added other 

problems such as sourcing sufficient labour when other simultaneous projects were 

taking place across the UK.  
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Some of the problems that households faced may have been partly alleviated by 

enhanced communication and complaints processes. It is important to note that 

complaint policies and procedures were in place from the start, but this evaluation 

cannot comment on how effectively these were adhered to throughout the works, nor 

on the detail of these policies. That said, some householders indicated that they 

wanted more communication or felt that their complaints could have been dealt with 

more effectively.  

Recommendations for future projects 

The feedback from tenants in this evaluation suggests that, in future, project 

communications should be as regular as possible and focus on: 

 The benefits of the measures; 

 The work schedule and when workmen will be on-site; 

 Progress and delays; 

 The reasons for any problems that arise, and strategies to alleviate the impact 

on tenants; 

 Contact details for complaints / concerns. 

 
Feedback also suggests that in order to overcome tenant concerns and complaints, 

the focus of any contractor undertaking similar works should be on minimising the 

impact on tenants of mess, damage and inconvenience.  The appropriate routes for 

formal complaints should be promoted as much as possible to tenants and effective 

remedial activity undertaken as soon as possible. 

 

The interviews also show that tenants use their heating in different ways and may not 

always use it in the most effective way, for example, keeping it on all the time. This 

suggests that there is a need for some energy advice such as how to use heating 

controls. Installing energy efficiency measures may provide an ideal time to provide 

such advice and it would also ensure that tenants realise the maximum benefits 

possible from the installed measures. Liaison with Home Energy Scotland9 might 

help facilitate this. 

  

                                                
9
 Previously known as the Energy Saving Scotland advice centre (ESSac) 
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Appendix A: Survey Questions 

 
The survey was set up in Survey Monkey (an online survey software). A 
downloadable version of this survey was printed and distributed to households. The 
questions below are those within the survey, although the format and design of the 
survey was different. 
 

Name and contact details 
1. Please provide your name and contact details: 

Tenant name  

Address  

Town  

Contact 
number 

 

Email  
 
2. How many people live in your home? 

Adults  

Children 
(under 18) 

 
 

  

Your views 
3. BEFORE the work was carried out, what was your opinion of: 

 
      

The external 
appearance of your 
house 

 
Excellent 

 
Good 

 
Okay 

 
Poor 

 
Very 
poor 

 
Don't 
know 

The appearance of the 
area where you live 

 
Excellent 

 
Good 

 
Okay 

 
Poor 

 
Very 
poor 

 
Don't 
know 

 
4. Now that the work has been completed, what is your opinion of: 

 
      

The external 
appearance of your 
house Excellent 

 
Good 

 
Okay 

 
Poor 

 
Very 
poor 

 
Don't 
know 

The appearance of the 
area where you live 

 
Excellent Good 

Okay  
Poor 

 
Very 
poor 

 
Don't 
know 

 
5. How would you rate the quality of the work carried out? 

Excellent 
Good Okay Poor Very 

poor 
Don't 

know 
 
6. How likely would you be to recommend these works to a friend, neighbour 

http://www.surveymonkey.net/MySurvey_EditPage.aspx?sm=zh5tZ1s4bNwIjtoL3BLkZiA119J6Mybhd8k9IgoKN3Zgw7dZX%2bzRUM0%2bco7wWEFj&TB_iframe=true&height=450&width=650
http://www.surveymonkey.net/MySurvey_EditPage.aspx?sm=zh5tZ1s4bNwIjtoL3BLkZiA119J6Mybhd8k9IgoKN3YYZEEuGMABAL9GT4MM9Hqk&TB_iframe=true&height=450&width=650
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or family member? 

Very likely Likely Unlikely Very 
unlikely 

Don't know 

Why is this the case?

  

 
Benefits of the insulation 
 
7. BEFORE the work was carried out, did you think your energy bills were: 

Very 
high 

High Neither 
high or low 

Low Very low Don't 
know 

 
8. Have your heating bills changed since the work was carried out? 

Gone 
down a lot 

Gone 
down a bit 

No 
change 

Gone 
up a little 

Gone 
up a lot 

Don't 
know 

Too 
early to tell 

 
9. BEFORE the work was carried out, did you think your home was: 

Very 
difficult to 
keep warm 

Difficult 
to keep 
warm 

Neither 
difficult or 
easy to keep 
warm 

Easy to 
keep warm 

Very 
easy to keep 
warm 

Don't 
know 

 
10. Since the work was carried out, has there been any change to how warm 
and comfortable your home feels? 

Much 
more 
comfortable 

More 
comfortable 

No 
change 

More 
uncomfortable 

Much 
more 
uncomfortable 

Don't 
know 

Too 
early to 
tell 

 
11. If there has been a noticeable change in your energy bills and/or comfort 
in your home since the work was carried out, please tell us what the difference 
is: 

 
 
 
 
 
 
12. Would you be willing to take part in a one-to-one discussion with our 
research team to explore in more detail the difference that the installation of 

http://www.surveymonkey.net/MySurvey_EditPage.aspx?sm=zh5tZ1s4bNwIjtoL3BLkZiA119J6Mybhd8k9IgoKN3bx5eYEQYdLMxckI%2b4znop0&TB_iframe=true&height=450&width=650
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wall insulation has made to you and your home? 

Yes 

No 
 

 
   

Further comments 
13. Do you have any other comments on the energy efficiency work carried 
out on your home? For example, the quality of the work, if you require help 
using your heating controls or for the depth of your loft insulation to be 
checked, etc.  

 
 
Thank you for taking the time to complete this survey. Your valuable feedback 
will help us decide whether we carry out similar work on other Melville 
properties.  
 

Data Protection Statement 
How we use your information 
 
Melville Housing Association will only use any personal information we have 
about you to help meet your housing needs and to deliver and improve our 
housing-related services. 
 
We treat personal data as confidential. We may give information to other 
organisations, such as, but not limited to, your local council, government 
departments and utility companies, and we may also get information about 
you from these same types of organisations. We will only pass on, or request, 
personal information as the law allows. 
 
Changeworks, an environmental charity, will be working with Melville HA on 
this project. This survey will be passed to Changeworks for analysis. 
Changeworks will treat all data confidentially and anonymously, and will not 
pass it onto any third parties.  
 
For more information, including a copy of Melville's full Data Protection policy, 
or to access the information we hold about you, contact Melville Housing’s 
Communications Officer or visit www.melville.org.uk. 
 
 

http://www.surveymonkey.net/MySurvey_EditPage.aspx?sm=zh5tZ1s4bNwIjtoL3BLkZiA119J6Mybhd8k9IgoKN3bDvZj7c3HIXbsA6Br48d55&TB_iframe=true&height=450&width=650
http://www.surveymonkey.net/MySurvey_EditPage.aspx?sm=zh5tZ1s4bNwIjtoL3BLkZiA119J6Mybhd8k9IgoKN3aP1WRysC8nEEEZOu7szMo3&TB_iframe=true&height=450&width=650
http://www.melville.org.uk/
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Appendix B: Interview Questions 

 

Introduction 

 Interviewer introduces themselves to interviewee 

 Introduction to topic and purpose of interview 

 Explanation/ reassurance of confidentiality and anonymity 

 Explanation of rules of engagement; not a test, no right or wrong answers 

 

Background  

 How many years have you lived in this property? 

 Confirm number of people that live in the property  

o Adults or children? 

 Which measures have you had installed? 

o EWI 

o Boiler 

o Draught-proofing (DP) 

 Is the installation of the insulation on your property now complete? 

o If so, when was it finished? 

 

Initial feelings on the measures 

1) What did you think when Melville HA first told you about the plan to get solid wall 

insulation/boiler/DP installed on your home? 

 Did you think it was a good idea? 

 Why did you think this? 

 Had you heard about these measures before, and if so did you know 

much about it? 

 Was there any other energy efficiency measures you wanted in your 

home instead? 

 Was there anything you were concerned about? 

 

Overall perspective about the measures 

2) What is your overall feeling about the measures now that they have been 

installed?  

 Why?  

 If your opinion of the measures has changed from your initial reaction, 

why is this? 

 Do others in your household feel the same? 

 

Impact of the measures 

3) (Look at survey answer) Before the measures were installed, did you think your 

home was easy or hard to keep warm? 

 (Ask to expand answer) 

 Were there any rooms/areas in your home that were particularly cold? 
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4) Since the measures were installed, have you noticed any difference to how warm 

your house feels? 

 E.g. does it feel warmer  

 E.g. does it warm up faster or retain heat more? 

 

5) Since the measures were installed, have you made any changes to how you 

control your heating, such as: 

 turning your thermostat down 

 having the heating on for fewer hours per day 

 

6) Do you understand how to use your heating controls?  

 Can you explain to me how you control your heating? 

 

7) (Look at survey answer) Before the measures were installed, did you think your 

energy bills were low or high? 

 Why? 

 How much of a concern were they to you? 

 

8) Since the measures were installed, have you noticed any change in your fuel 

bills? 

 E.g. have they reduced / increased? 

 If so, how much do you think you are saving?  

 How much difference does this make to you – for example, when it comes 

to budgeting? 

 (Ask tenant for energy bills or to sign mandate form, so we can assess 

energy bill savings).  

 

9) Do you think the external wall insulation has improved the external appearance of 

your property? 

 Why? 

 What did you think of the appearance before? 

 Do you think the neighbourhood / area around your home looks better 

now that the external wall insulation has been installed? 

 

10) Do you think there are any other benefits of having the measures installed that 

we have not discussed? 

 

11) Overall, how much benefit do you think you have got from the measures? 

 If you knew friends or family in similar properties, would you recommend 

that they got these measures installed? 

 Have you got more or less benefit than you expected? 

 

Installation process 

12) Regarding the installation of the measures, how satisfied have you been with the 

quality of the work? 

 Why is this the case? 
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 What could have been done better? 

 

13) Did the installation go as planned? 

 If not, why not? 

 What could have been done differently? 

 

14) Do you feel that you were given enough information about the installation? 

 What else would you have liked to know? 

 Would you have preferred to receive information in a different format? E.g. 

letter, newsletter, etc.  

 

15) What could: 

 Melville Housing Association 

 The installers (Carillion) 

Have done to make the installation better for you, or what would you recommend 

they do in future for other similar jobs? 

 
Other comments 

16) Do you have any other comments about the energy efficiency measures? 

 

Case study 

17) Ask householder if they are happy to be a case study – if so, their details will be 

passed to Melville who will contact them for a photo and write a short blurb about 

their experience. Alternatively, they could be an anonymous case study. 

 

Thank you. 

 

 

 

 


