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Background

The Code of Practice was launched in October 2003. It is for all organisations that provide domestic energy efficiency advice that is specific to individuals and their circumstances, and aims to improve energy efficiency and affordable warmth.

The Code of Practice was created by the Energy Advice Providers Group of the Energy Efficiency Partnership for Homes. The Partnership is a network of around 400 organisations working together to promote energy efficiency and combat fuel poverty (see www.eeph.org.uk for more information about the Partnership). 

The Code of Practice is managed by the Energy Saving Trust. 

About the Code

For Organisations That Give Advice

The Code of Practice consists of a set of core standards – the “Heart” of the Code – plus five additional sections which apply to the different ways that advice is provided. 

The Code contains standards related to:

· The quality of advice and information provided – including establishing and meeting customers’ needs, impartiality, transparency and confidentiality.

· Training and development – covering the skills, knowledge and abilities of advisers

· Customer access – including the provision of equal access to advice and signposting and referrals to other organisations

· Quality assurance and service improvements – covering complaint handling, recording requirements, feedback and quality procedures

Any organisation that gives advice and signs up to the Code will be expected to meet the standards in the Heart of the Code and one or more of the additional sections.

The additional sections of the Code cover:

· Energy efficiency advice at the point of sale – for organisations such as retailers and manufacturers who give advice while selling specific products

· Advice at the installation of energy efficiency measures – for installers and managing agents
· Face to face advice, not in the home – this is suitable for organisations who give advice on their own premises or at exhibitions, trade shows and presentations

· Advice provided in all non-face to face situations – for companies providing telephone, written and electronic advice

· Energy efficiency advice in the home – for organisations that carry out home visits to give energy efficiency advice
For Organisations That ‘Specify’ Advice

Some organisations do not directly give advice, but are responsible for specifying it – for example, a local authority may contract out its advice service and set standards for how that advice should be provided. Specifiers can sign up for a separate part of the Code; this is a simple declaration stating that the organisation has read and supports the Code of Practice and will encourage advice contractors to sign up to it wherever possible. 

Who Is Involved?

Around 70 organisations have signed up and are working to the standards in the Code of Practice. Signatories include:

· Energy Efficiency Advice Centres

- Local authorities

· Energy efficiency scheme managers

- Energy suppliers
· Installers




- Retailers

· Energy consultants



- Trade associations
The following comments are from organisations that comply with the Code and indicate the value of signing up:

 “As the Code is a recognised high standard of practice, it legitimises what the energy efficiency industry is doing and could be beneficial when bidding for future work.”

“The Code of Practice gives us credibility amongst our partners, and our customers.”

“The Code of Practice endorses what we were already trying to do but now consistent and accurate advice comes with a national guarantee.”

“The Code acted as an audit for energy efficiency activity [and]… provided a benchmark which can be used to measure improvement in future years.”

Future Development

There are plans to update the Code of Practice on a regular basis so that it provides a challenging standard for advice providers to attain. This helps to ensure that householders will receive advice which is accurate, current and relevant to their circumstances. 

The Energy Saving Trust runs the Energy Saving Recommended scheme which provides accreditation and the use of a logo to suppliers of energy efficient products. The logo informs the consumer that the product is better in energy efficiency terms than others on the market.  The Trust would like to extend accreditation and the use of the logo to cover advice provided under the Code of Practice. 
Further Information

You can find out more information about the Code of Practice from the Helpline on 0870 066 7620 or at www.goodenergyadvice.org.uk.
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