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1. Background

Energy poverty can be defined as a condition wherein a household is unable to access
energy services at the home up to socially- and materially-necessitated levels. Energy
poverty has attracted a significant amount of public attention, scientific research and
state policy in the UK and Ireland, but outside those two countries the energy poverty
debates and policies are in very early stages. It is possible to conclude that energy
poverty is due to the high energy prices, the low households’ incomes, the inefficient
buildings and appliances, the specific household energy needs and the lack of
systematic governmental approach and strategies for tackling the problem. It is believed
that between 50 and 125 million of EU’s citizens (about 10 — 25%) are estimated to be
energy poor. The situation is even more severe in the Eastern European Member
States, where 30 % or even more of the households are struggling with energy poverty.
It mostly affects low-income households — retired people, unemployed or poorly paid,
and people dependent on social benefits.

The European projects ACHIEVE and EC-LINC helped over 3000 low income
households across Europe to reduce their energy and water bills. This was done through
household visits, which in their first step analyzed the situation in the households.

The project REACH aims to contribute to energy poverty’s abatement at practical and
structural level and to empower energy poor households (vulnerable consumers) to take
actions to save energy and change their habits, and to establish fuel poverty as an issue
that demands structural solutions, tailor-made policies and measures at local, national
and EU level.

2. Description of task

Due to the differences in levels of knowledge and experience among the project partners
and the other participating organizations on the topic of implementing a household visit,
engaging schools, students and social centers and training energy advisers, special
training workshop was scheduled to be held at REACH's kick off meeting. This was
done in order to ensure that project partners and participating organizations have the
same level of knowledge and skills for energy advising and to build their capacity to
deliver training at national level The training session is also a platform for discussions
among participants and everyone could contribute with ideas, share concerns, provide
suggestions for developing solutions and get inspired to implement visits to energy poor
households in their area.
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3. Training of partners

The training workshop took place during the project’'s kick-off meeting in Ljubljana on
25.04.2014. It consisted of presentations and practical household visits, delivered by
experts from the two partners who were involved in Achieve project —- FOCUS and EAP.
The training workshop included the following training modules:

» Introduction to the household visits for saving energy and water;
» Communication with low income households,

» Program tools, devices and equipment for households;

» Working with schools and social centers.

Introduction to the household visits for saving enerqgy and water:

e Introduction to the project

e Objectives of project REACH

e Features of a good energy adviser

e Content of the training of advisers

e Sample of 1 week training agenda

e Special Focus on training

e Steps for implementation of the visits
e Addressing the household

e Telephone call to set up the appointment
e First visit to the household

e Data entry into the excel tool

e Second visit to the household

Communication with low income households:

e Communication training

e Content of communication training

e Forms of communication

e Code of ethical principles in social care
e General behavior and language

e Behavior in the household

Program tools, devices and equipment for households:

e Equipment for energy advisers
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e Energy and water saving devices
e Data collection sheet

e Excel tool

e Report for households

Working with schools and social centers:

e Schools — which ones to target

e Schools — who to speak to

e Schools — unique selling points

e Schools — keep in mind

e Schools — experiences

e Social centers— which ones to target
e Social centers — unique selling points
e Social centers — keep in mind

e Social centers — experiences

At the end of the day practical household visits were implemented and covered all
aspects explained during the training.

4. Outputs of the training

The training workshop, organized within the framework of project REACH, prepared
project partners to implement the projects’ objectives. It covered all needs in order to
build participants™ capacity, level of knowledge and skills for energy advising and
organizational aspects on the implementation of household visits to reduce energy and
water use in low income households.

The first module of the workshop provided information about the REACH project and
included training on the implementing a household visit, consisting of information for
implementation of the first and second visits, data entry into the tool, and a sample
content for energy advisers’ training.
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During the second training module on tools, devices and equipment for households,
partners learned about how should the energy adviser be equipped, the most commonly
used energy and water saving devices in ACHIEVE project, the features of the data
collection sheet, the Excel tool and the structure of the final report.

Ha}wsérohe
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The third training module focused on communication with low income households,
where partners received training how to behave in different situations, how to respect
households’ privacy and autonomy and how energy advisers should behave in the
homes of the visited households.

The next training module related to working with schools and social centers, as key
factor for project success, shared previous successful experience from the ACHIEVE
project. It included an active exercises part in which subgroups of 3-4 people had to
brainstorm at least 3 arguments for attracting schools and persuading social actors to
get involved in the project. After the brainstorming all participants shared their results,
followed by group discussions.

At the end of the day two practical household visits were implement where participants
divided into two groups and took part in the auditing process in the households which
summarized most aspects of the training workshop and provided a practical example of
what a household visit looks like.
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Evaluation of the training workshop was also performed after the partners were
familiarized with the evaluation framework. The principles of the framework were
explained and then partners were provided with a template that they could fill in. The
evaluation of the training was helpful for the experts who delivered the training to assess
the overall satisfaction of participants, as well as to receive feedback if the participants
felt motivated by the training to take similar actions and to set up a project on their own.
The evaluation showed that participants are motivated by the training to take similar
actions It also showed that participants feel confident about their knowledge and know
how to set up a similar project. The overall satisfaction level had a score of very
satisfied. Some participants commented they found the training workshop very
interesting and useful and would like to implement similar project in Serbia, too.

5. Lessons learned

The consortium training proved to be a useful way for bringing familiarizing partners
about organizing and implementing household visits, energy auditing and empowering
households to reduce their energy and water usage.

The partners were introduced to issues related to energy poverty, household visits and
low-cost energy saving devices and measures. Highly positive experiences were the two
practical household visits where participants split into groups and participated in the
demonstrational household visits. Participants gathered experience on how to behave
during the implementation of the visit, what type of questions they should ask, how to
read and check the energy and water bills, how to measure the consumption of the
appliances, how to gather data via the data collection sheet and how to check the
windows and doors for heat losses.

Moreover, partners’ knowledge was further expanded by the presentation of ways to
work with schools and social centers. This also engaged them in active exercises in
which they had to write at least 3 arguments to use when attracting schools and
involving social actors. The active exercises ended with group discussion.

In addition, the training workshop helped other participating organizations to develop
innovative ideas for supporting energy poor households and for identifying stakeholders.
In this way, the training workshop created awareness among them and introduced ideas
how to implement such service in their regions.

To sum up, the training workshop proved to be a successful tool to motivate
organizations to start thinking of or to even take actions directed at energy poverty. The
training increased participants’ awareness on the issues and helped them develop new
innovative ideas, get first-hand experience, work in groups and discuss solutions. The
training was overall very positively evaluated with the practical household visit and the
motivation for implementation of similar service receiving particularly good feedback.
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The goals of the training workshop were achieved and project partners gained vital
experience and ideas to implement REACH project in their area.
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ANNEX | - TRAINING AGENDA

Training for implementing practical solutions to fuel poverty

25 April 2014, Ljubljana.
Hotal Park, Tabor 9, 1000 Ljubljana

European projects ACHIEVE and EC-LINC halpad over 3000 low incoms housshiolds acmoss Burope o
raduce their anergy and water bils. This was done theough housshold visits, which in the firgt step
anaiyzed tha situation in the household (use of encegy and veisr, I':hﬂ:l:fnmrl:nsdl‘u.&d‘ddd.r_]
and in tha second sap provided milor-made suggestons and pracical devices for reducing use of enangy
and wasar. This training, organized within tha framework of project REACH, will provide insight into how o
organize and implemsant housshold visits to reduce anergy and watar usa in low incoms housshaids.

Training agenda
5.00 910 Wolcoma and introduction to the program
Lidija Fwiic, Foous Association fior Sustainchla Development

510-1000 Introduction to the household visits for saving energy and weder
Tomislay Thaler, Foous Assooafon for Sustinable Developmant

10,00 — 11.00 Fmg'n'n WWHMdiﬂ:
Tomisdlay Thaler, Foous As for Sustzinable Dovelopmant

N00-130 Coffea brazk

1.30-1200 Commurnication with low incoms houssholds
Tomislay Thalec, Foous Assodason for Sustminable Developmant

1200 -13.00 Working with schools and social centors
Wasil Zatew, Energy Agency Plawdiv

1300 -1400 Lunch bveak
1400 - 16.00 PracScal training: visit in a flat (in 2 - 2 groups)

1600 -17.00 Using the program tool and wrap up

oo @0 iy

e

Thix wvant & crpanzsd I s farewors of projecs REACH (I EENAS) The
- nsi reananbilty brfe coniest of iy svent o wth S seson § Soa nod
Co-landed by e inlelligent Enengy Eurge reAaly of i P . dthas tha FACRIE rer

Frogriarimé of the Eurcpsan Linisn f Fursans Commincn or iy e e of
oI o PRSP 127 o A || ot Sacamaarky
...... — ~plnicni 2 the Ewrcpsan Uslon. Medther e CASWE ror e Coropsan
_ Fugpwrse of e Bugues Ures are reazonbie o aTy e dai rey e e of e informeion conmines theren

Page |10

Co-funded by the Intelligent Energy Europe
Programme of the European Union




Annex Il - INTRODUCTION TO THE HOUSEHOLD VISITS FOR SAVING

ENERGY AND WATER TRAINING

Introduction to the household visits for saving
energy and water

Tomislav Tkalec
Focus, association for sustainable development

25 April 2014

e by e g ey s
- e -
==

Introduction

* Project REACH — |IEE project (March 2014 — March
2017)

+ 4 partners: DOOR (Croatia), EAP (Bulgaria), Focus
(Slovenia), MACEF (Macedonia)

* Project REACH is based on projet ACHIEVE

« ACHIEVE was implemented in 5 countries (France,
Germany, UK, Bulgaria and Slovenia)

* Video about energy advising in low-income
households (authors: GERES, Marseille)

[ [— e

Objectives of project REACH

* To reduce energy use in households by averagely 10 %
and cutting their CO2 emissions by 200 kglyear on
average — through visits of energy advisers

+ Results from ACHIEVE for Slovenia:
|| meanscom |

electrieiny ocuiciny (WAT) 2740 kW [117%) BO.DET KA
ety savings T T E

dectkeity CO2 15LECOZhY 28,580 COZ kg
et weter ) AT (L21%) 2268 e
weter savings T [

beeal aneigy heat severgy (KA 5540 KWh (BiW)  A08.234 kiNh
et snergy savings mEE asie

hest energy (COF) 1641 COZkg 51,266 COZ kg
ol savings 10887 € 2

0.7 GOk kg 50457 COZ kg
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Features of a good energy adviser

+ Good communication skills

= Joy for working with people

« Good organizing skills

= Motivation for working with people and visiting them

* Interested in energy efficiency measures and in helping pesople
who need it

» Some technical background about electricity and heafing
* Manual technical skills

* Basic mathematical knowledge

« Basic computer knowledge (Excel)

o ey g by et
- Srgpaes o Lacoan s 413
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Objectives of project REACH

+ To reduce energy use in households by averagely 10 %
and cutting their CO2 emissions by 200 kgfyear on
average — through visits of energy advisers

+ Results from ACHIEVE for Slovenia:
| meanscore |

shectsilty eleculey (MA)  ITAD MWK [ILTH)  BO0ST kWh
slectselny savings EET Tate
kst watst () 175 [12.0%) 288 e
weter sanings E T neuze
et enigy ar
heat eneigy savings ETT e
hest energy [COF) 1681 CO2kg 1,288 CO2 kg
Rt saings wasTe 20
cozfkg) AT COZRY 50467 CO2 kg

ity e g by Bont
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Content for the training of advisers

313

= Energy context and stakes
Detecting fuel poverty situations

Stand-by Losszes

Household Appliances

« The concept of thermal and heat * Water

loss * Heating and Ventilation
* Introduction to Electric Energy + Climate Protection and Final
« Introduction to Water and Heat Examination

Energy .

Retumn of Examinations, Feedback
and Conclusion

Procedure and Data Documentation

« Evaluation of savings and * Communication training
Installation of Saving Devices + Safety instructions
= Lighting * Excel tool training

Based on: Caritas Frankfurt (2012): Curricuium for Specialised Training — Saving Enargy and Water

ity e g by Bont
Fragreres o Bcpasn s
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Special focus on training

» Focus on simple and efficient ways of reducing energy and water
consumption

Understanding effects of saving measures
Understanding invoices and bills for electricity, heating and water
How to implement a visit in a household

Identifying improper energy use and giving specific individual
advices

It is desirable that advisers implement a training visit in their home

First visits should be implemented under the supervision of a
mentor, until advisers are capable of doing it themselves

B
 [—

T3

Features of a good energy adviser

Good communication skills

Joy for working with people

Good organizing skills

Motivation for working with people and visiting them

Interested in energy efficiency measures and in helping people
who need it

Some technical background about electricity and heafing
Manual technical skills

Basic mathematical knowledge

Basic computer knowledge (Excel)

ity e g by Bont
Fragreres o Bcpasn s
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Sample of 1-week training agenda

A | Concagt of sl povedty Comeimicution  Exassilist
Bk

Bnake
Apgharces ||

Lighting

Lights farangamant of the wisit

Mazsus First wst Commumication  Discussion of e resulls
Lunch Lunch Lunch Lumch

iy of dain Report
umpton Sty o Second
Memures. oref costs vt
Eraka T

‘it of houmsehold: grouws |
Whork on compes: grous Il
Brkn

‘it of houmsehold: grouws 11
‘whork on compkes: o |

Evshumion  Commumic ation
T

Exercizes: inits of
Exercises: Buctricity housesolds

Exmcizss: Henting and
Wter Commumication

ity e g by Bont
Fragreres o Bcpasn s

Steps for implementation of the visits

613

+ 1. Addressing the households

» 2. Telephone call to set the appointment with
the household

« 3. First visit to the household

« 4_Data entry into the excel tool
» 5. Second visit to the household
+ (6. Evaluation)

B
T —

813

Addressing the households

+ Various ways of addressing the households

« Cooperation with organizations and institutions that work
with low income households (Caritas, Red cross, Social
Work Centres,..) - they can promote the service or collect
applications from households

+ Households can apply for the service by themselves: via
tlephone, mail, e-mail

+ Addressing the households through media, leaflets
« Energy advisers actively promoting the service
+ "Word of mouth’

i mtrd oy B et By e
Fragrarves ol e Eciata Lsr,

013

Telephone call to set the appointment

= Appointment for the visit is set over the telephone. Call includes guestions on
few relevant data:
- Name
- Address (with instruction on how to get there)
- Number of persons in household
- Size of the dwelling and number of rooms
- Isitahouse or a flat

* From this data the adviser can approximately calculate ime needed for the
first wisit

* Household is asked to have invoices and bills for energy and water at the
first visit of adviser

= They are told to assess their time of use of various electrical equipment, light
bulbs, water flowing from taps....

Cnmtrd o et By s
Fragrarves o B s Liar,

10013
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First visit to the household Data entry into the excel tool

« Explaining the entire procedure of the visit in the beginning + Software tool was created in Excel program by Caritas
+ All data must be written in the data collection sheet Frankfurt
= Member of household and adviser both sign a Clause on the protection of -

+ All data from the data collection sheet has to be

perzonal data -
= Adviser follows the procedure as is written in the data collection sheet and ca!efully entered into the excel tool

starts with basic questions « Apart from that, adviser has to enter saving devices

+ Checking invoices and bills for electricity, heating and water (CFLS tap aerators, ) he has selected for the

+ Analysing consumption of electricity and water (electric appliances measured H e . i
with single appliance electricity monitor, water flow metered; households has household and additional notes and a.dUICE,‘S, if there are
to assess time of use for it) any

+ Checking windows, doors and radiators, if there are any problems (dratf,..) » The excel tool autamatically calculates sa\;ings and

* Date and hour for second visit is set generates report for the household and for evaluation

P i B 1113 P i Eaa i 1213

Second visit to the household

+ |deally. second visit should be carried cut as soon as possible after the first visit

* Adviser brings a printed report and the rezults of the analysis of consumption for
electricity and water, primted saving advices and other leaflets, and saving
devices

= Adviser has to present and explain the results, give specific saving advices and
install zaving devices

= Household is presented with additional advices on how to further reduce their
consumption, where they can get co-financing for energy efficiency measures
and additional informations

+ Houszehold is informed about possible evaluation of the visit (via telephone
survey)

= Inthe end of the visit household confims devices were installed (or handed
ower) with a sign on a confirmation note

atmtr by o b ey B
Frugres ol Gt 13113
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annex lll - communicaation with low income households training

Communication with low income households

Tomislav Tkalec
Focus, association for sustainable development

25. Apnil 2014

D dmted b o et B B T
v 4 s L

Communication training

* Clear and successful communication is an
important factor for professional success

* Objectives of the communication training:
- Participants will:

« Become familliar with the communication techniques

+ Be prepared for the situation of giving advice in the
households

+ Be able to listen carefully
« Be able to speak convincingly

. —

Content of communication training

= Information conceming the d factors for

experience, cultural differences,...)
= Principles of communication: perception, internal scripting, seif esteem
* Which levels of communication are there?
* What takes place during communication (senderreceiver)?
= What influence does body language have?
= What styles of communication are there?
» Four aspects of one message

» How do conflicts arise, how does one resolve these, and which types of
conflicts are there?

= Household advisory situation

ot b o et By B
v 4 i L )

Forms of communication

* There are three forms of communication:

- Werbal: refers io all elements of speech (words, letiers, sentences and
numbers)

- Para-inguistic: refers to manner in which we speak (intonation,
speaking rate, pauses, laughing, singing)

- Non-verbal: body language (posture, gesture and facial expressions)
and external atiributes (clothes)

» The effects of the messages we communicate is compromised of
- 55 % body language
- 38 % verbal capabilities
= T % choice of words

e ]
[y AR
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Code of ethical principles in social care General behaviour and language

« Respect of human dignity and uniqueness = Friendly behaviour
« Energy advisers must: » Patience in answering questions
- Protect dignity, privacy, autonomy and individuality of = Appropriate choice of words

households/clients
= Complete sentences

Respect their culture and values
- Strive to use understandable language and level of + Communication in "advisory capacity
communication » Explaining and demonstrating

Protect their confidental data and talk respectfully
about them in their absence

"
-N

Behaviour in the household 1/2 Behaviour in the households 2/2
Adviser should: Adviser should:
» Be aware that fie is in somegne else’s home, therefore itis necessary to beflave » In the infroduction establish a comfortable atmosphere with
appropriately pleasant chatting

» Maximum two persons/advisers - _ . - .
« “Forms™ of greeting and departing » When starting with the 'advising’, explain procedures

+ Have a friendly and open approach * Request customer's approval when entering other rooms

* Proceed in the way 2= he would want to be reated « When doing measurments, explain what is going on

= Introduce himse#f with full name and surname - - N

+ Ofer his — handshake should be firm and hard, as in this way we =xpress pasitve « In the end of the first visit, notify the customer of the next visit
inzntions + When installing saving devices, explain its function and how it is

« Keep an eye contact— when meeting ather people our eyes are speaking used and request approval for installation

+ Ritual of gresting includes 2 smile + When finishing "advising’, explain further procedure

- Enter the dweling and be seated only when invited X X .
« Can accept an offered drink, sxcept alcohol * Leave contanct informations, so the customer can call if needed

vt oy b B B bt by e By B
Fraraee e gt 8 Fraparvss S Bt 8
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ANNEX IV - program tools, devices and equipment for households

training

_ > REACH Equipment for energy advisers
r a8 £Energy u and ang 5)
Program tools, devices and equipment for + REACH bag + Calculator
households + Data collection sheet « Scissors
* Single appliance energy monitor « Power strip
Tomislav Tkalec . i i - 2
Focus, associatig'nmf; s:»sta;\able development e L Pliers
* Thermometer (, hygrometer) « Meter
« Tool for changing the tap aerator .« Pen
* Flashlight « Map of the area
+ Screwdriver * First help pack
» Radiator key
- Cotamted by e Mgt Snenpy Boree :—. ;u.".?;:m&w!n- 216
REACH Energy and water saving devices REACH Data collection sheet

« ltis reasonable to follow guidelines described in the
document:
Matrix of devices potentially and actually used in Achieve
— Pros and cons

Gatomtad by o Phoigunt Epagy Bumere
Fragarres o 2 Euciuss L 306

[ —

Pt

" e

- ettt Sy e
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REACH Excel tool

REACH Report for households

ksonia Saving chock - slecteity, heasing, matir
s CED

L, sy 1 i
ammmes [
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ANNEX V - working with schools and social centers

Agenda

® Working with schools:

= Contact

= Unigue sdling points

=~ Things to keep in mind

- Expeviences from ACHEVE

»  working with social cemters:
-Contact

- Unigue sdlling points

Wzl Flatew - Things b keep in mind

- Experiences from ACHIEVE

Working with schools and social centers

Enerzy Agency of Plovdiv

rwrvws o o Eamcomas Ui

Codmapd by g Enqagy Bomre
O~ - - [ —

Schools - which ones to target? Schonls - which ones to target?

*  wvocational schools

®  sodial sciences/humanities

®  sohaods that have practical work in thesir currioulum
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REACH Schools - who to speak to?

REACH Schiools - unique selling poinis

®  sssistant(s) to the principle

*  Relevant teachers

=]

Schools - Unique selling points

REACH

REACH Schools - Keep in mind

Hielp with the education of students

®  additional teaching materials

*  Enriched educational expericncs

- Doing things diferenthy

* Fractical work and realHife experience
- Recognition

L3

Imvobsement in EU-project {7)

We are working with studens!

Ape + legal implications

* Most likely to be mastly 18 year-old males
Getting their attention during training sessions

Time for supervision

REACH Soclal centers - Keep in mind

REACH Social centers - Experiences

Theey are uniderfunded

*  They are understaffed

ezl with various situations

Probably urdamiliar with energy poverty

Helping people is their job

Co-funded by the Intelligent Energy Europe
Programme of the European Union

® |rivabee them carky on in the project
Try to make the coperation official
Try to participate in some of their activities /£ events
Exchange information about their members / target groups
Imvite them at events

®  ive them recognition and publicty
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REACH

Vasi! Hatey
izl @egerove dirke
EHER UIAHA ENERGY
AEHLIANSA AGENCY OF
NACBAMB PLOVDIV

s seveiapeny |

Codmied by e Pisliceet Snpagy Dae
Fragarim of e Cacomn Usan
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ANNEX VI LIST OF PARTICIPANTS

Name and surname

Training for implementing practical solutions to fuel poverty
25 April 2014, Hotel Park, Tabor 9, Ljubljana
List of participants

Organization

Ana Rankovié¢ Fraktal ana-fractal@seechangenet.org
Avni Sfishta GlZ Kosovo avni.sfishta@giz.de

Benjamin Struss GIZ BA benjamin.struss@giz.de

Bojan Kalimanov MACEF b.kalimanov@momee.org.mk
Bojan Vogringi¢ LEA Pomurje bojan@lea-pomurje.si

Petar Kisyov

Denis Zigko Center for Ecology and Energy denis.zisko@ekologija.ba
Igor Kalaba Center for Environment igor.kalaba@czzs.org
Ivana Rogulj DOOR ivana.rogulj@door.hr
JoZe Simon Meri¢njak LEA Pomurje joze@lea-pomurje.si
Lidija Zivgi¢ Focus lidija@focus.si
EAP petar@greensynergycluster.eu

Sanja Filipovi¢

Ekonomski institut

Sanja.Filipovic@ecinst.org.rs

Sanja Rasovic

YIHR

sanjasanjab5@gmail.com

Slavica Robi¢

DOOR

slavica.robic@door.hr

Signature
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® reACH

Sonja Zuber

Analytica

sristeska@analyticamk.org

Tomislav Tkalec

Focus

tomi@focus.si




Partners

Focus - Association for Sustainable Development, Slovenia

www.focus.si

Socienty for sustainable energy development, Croatia

www.door.hr

EHEPTUMAHA ENERGY Energy agency of Plovdiv, Bulgaria
ATEHLNS AGENCY OF
NAOCBAMB PLOVDIV

WWW.eap-save.eu

@ saveraseny]

(Ma Macedonian Centre for Energy Efficiency, Macedonia
E www.macef.org.mk

MACEF

Macesunian Center for Eneryy Efficency
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