	Minutes from Warmfront Strategy Meeting –

31 January 2007 @ 11:00 a.m.

Leicester Energy Agency


	Present:
Paul Maplethorpe 
(PM)
UK HECA - Chair East Pennine
Saran Jarvie 

(SJ)
NEA

Lesley Hall

(LH)
NEA

David Colbourne
(DC)
UK HECA

Andy Stephenson
(AS)
UK HECA

Denise Marsdon
(DM)
UK HECA – Chair East Midlands

Peter Daley 

(PD)
Eaga Warmfront

Neil Morton

(NM)
UK HECA – Vice Chair West Midlands

Alan Jones

(AJ)
FEEAC

Alison McCafferty
(AM)
UK HECA – Vice Chair East Midlands

Colin Anderson

(CA)
UK HECA – Chair South West

Tim Barwood

(TB)
FEEAC

Alison Weber

(AW)
UK HECA – Secretariat East Pennine

Adrian Hull 

(AH)
Eaga Warmfront


	Apologies:


 Oliver Myers (OM) Chair UK HECA


	Welcome and Apologies

	OM had passed on his apologies due to illness and requested another chair be sought from the group. PM agreed to chair the meeting. PM welcomed the group and provided a brief background to the meeting purpose, he then requested attendees introduce themselves.  AH was delayed so the order in which the agenda was delivered was changed, but the order of the minutes is as per the agenda. 


	Issues Raise by LA Officers and EAGA’s response
	


	1
	 Value for money - Warm Front installations and excesses 

· Number of jobs exceeding grant maxima has led to concerns over value for money, with claims that WF jobs exceed local scheme costs – what checks and balances are there to achieve value for money?
· How much have WF costs increased in the last 1 - 2 years?
· What are the reasons for the increase in costs?
· Can EAGA provide an update on plans/ timescale for introducing a scheme for dealing with excess payments?
· What will happen to clients that have dropped out because they could not pay the excess amount?
· There are case studies of clients who are advised by installers not to seek assistance with excesses because ‘it would only delay things’. What is EAGA’s response to this?
	Action

	1.1
1.2
	AH provided an overview of the installers tendering process. Information provided by installers in this process dictated national costs. The costs provided were very high and Eaga cut these to the current maxima level. There were two pricing levels, one from 1 June and the new one from 1 August. Eaga has put in a proposal to revert back to the old system as it’s easier than the new one. There are two controls, the first is White Young Green audit and the second is the materials costs. Eaga doesn’t have control over this as it’s determined by Defra. There is a system in place internally where grants exceeding the maximum are pulled out and challenged. 

Grants exceeding the maxima are now 13%, which could be related to the maxima increase. Reasons given for grants being exceeded are: 3% for oil installation where the level is at £4k and needs to be nearer £5k - this is being reviewed – and is the same for renewables. 3% are because of gas connections and 41% are 2nd time applicants. 
	


	1.3
1.4

1.5

1.6
	AMc had experienced problems with excessive labour charges that push costs over the grant maxima. Eaga and Defra are carrying out their own reviews with trend analysis of costs. Further conclusions can be drawn from the WYG report, soon to be submitted. 

CA reiterated problems of excessive amounts being charged for boiler replacement (£3k). AH is aware of the issues in the South West and is looking into it. In the tendering process labour costs in the SW were the highest in the county, this could be related to the lack of local installers and installers from neighbouring counties increased costs to cover travel to SW.

DC enquired if there is a size limitation on companies as there is a lack of small local installers. There isn’t but AH suggested that the length and complexity of the tender document may have put off smaller companies.  

NM asked if there is an obligation to replace a full system if it is old, requiring further work down the line and is it not better to replace the whole thing in the first place rather than keep returning to fix problems using up the grant. Also clients are not told exactly what work is required, and the implications involved. Other members of the group had also experienced problems like this and said that communication was key and installers need to be better at communicating with clients.  AH will take this back to Defra but mentioned that there are two new documents that may be useful in these circumstances. Firstly, Operational Instructions is being reviewed by Eaga, rather than Defra, and will be tested out on installers and stakeholders. AH asked if anyone present at the meeting wanted to be involved in this process and attend the stakeholders meeting to forward their details to him. The second document is the Clients Guide to Warmfront. This will use sample groups of stakeholders, client groups (to check ease of understanding) and installers (for communication). AH also believes that customer communication is key at all levels whether it be installers or technical inspectors. Trend and route analysis is being carried out to improve customer satisfaction.
	


	2
	Value for money -£300 rebate
· There are reports that installers have revised initial quotes once they’re informed about the £300 rebate. What is EAGA’s view on this?
	Action

	2.1
2.2

2.3


	Of the £300 rebate £50 is an administration fee which installers are charged by Eaga. This was set by the Treasury; the scheme is governed by Defra and run by Eaga. Eaga put together a proposal of implementation which was accepted by Defra. 

It was questioned whether installers are passing on costs and including it in quotes. This can not be proved so PD advised that as with any job that clients get more than one quote to get best value. Eaga provides installers with a list of work in their area that is generated at random. 

AJ asked if the boiler had to be broken before a claim could be made and how this is decided. AH said that it was at the discretion of the installer as there are many factors to consider. TB gave an example of some research that was carried out where the methodology used a percentage rating to gage whether a boiler should be replaced. New information packs about the rebate will shortly be sent out by Eaga to all HECA officers. 

Details about the rebate for customers, LA officers and installers can be found at: http://www.eagagroup.com/grants/heating_rebate.html


	


	3
	Issues arising from introduction of regional pricing
· There are claims that some installers are deprioritising work in certain areas because they can get a better price ‘over the border’. What is EAGA’s view on this?

· Has a move to regional grant maxima been considered?
	Action

	
	Regional pricing was covered in section 1.5

	


	4
	Why is grant-funded work chargeable at 5% VAT whilst excesses are charged at 17.5% VAT? What scope is there to change this?
	Action

	4.1
4.2
	5% VAT for Energy Efficiency is a Customs & Excise stipulation. The stipulation dictates that where measures are funded by a grant organisation 5% VAT applies, but for consumers the rate is 17.5%. There is a booklet called VAT and Energy Efficiency Grant which explains all aspects of the law. VAT at 5% is a European requirement and therefore not easy to amend. 

SJ has come across examples where prices have been increased when VAT is at 5%. AH responded by saying that Eaga is not involved in payment process between clients and installers, but he should be made aware of any installers that are doing this as they will be challenged. He will also reiterate VAT procedures to installers. NM agreed that installers need clarification that the VAT rate is 5%, but installers should also make their accountants aware of the regulations so that end of year figures are correct.  
	


	5
	Difficulties experienced by private landlords willing to pay excesses – issues to do with billing details.
	Action

	5.1
	Installers must present the bill and give details of installers to reaffirm position.
	


	6
	Information provided by EAGA on Warm Front excesses
· The information on excess letters is often very vague. Can letters include a breakdown of proposed measures and costs?

	Action

	
	This was covered in discussion under point 1.


	


	7
	Priority/urgent cases

· There have been mixed messages about EAGA’s procdure for dealing with priority/urgent cases. What is the official policy, are there ever exceptions to this and if so, on what grounds?
	Action

	7.1
7.2
	AH iterated that Warmfront is not a breakdown service and shouldn’t be used as one. Eaga does however fast track a small percentage of customers as it wouldn’t be ethical to ignore some cases, in such circumstances Eaga go beyond their contractual obligations. These types of cases are dealt with manually and are limited; this is because not all cases can be needs accessed. For example, an 85 year old’s heating has broken down (rather than never installed) in the middle of winter. 

AJ enquired as to the provision of temporary heating. AH said Eaga has in the past provided Argos vouchers for heaters at their own cost, but this is not actual procedure. They are however looking into buying temporary heaters in bulk but they would need to be managed by a different organisation, such as a charity like Help the Aged. Because of the expense and carbon emissions Eaga don’t suggest using electric/oil heaters for long periods and would therefore implement set guidelines. CA said that there is a scheme in Plymouth where 25 oil fired heaters (for safety reasons) are rented out to Warmfront customers. AH is willing to put up capital for a limited number of heaters but needs partners to implement a scheme. DC suggested the use of the HECA Network Newsletter as a source to find case studies/partners. 
	


	8
	Warmfront client introduction pack from surveyors
· There are reports that information on measures to be installed and there siting is patchy/not provided. What assurances can EAGA give on this?
	Action

	8.1
8.2
	The Client Guide to Warmfront and the Installers Operational Instructions discussed in section 1 will help to alleviate this problem. PD reiterated that his team can be used to feed back issues and can also come out to visit on specific cases. 
LH asked if client’s installations were fit for purpose - e.g. boilers for OAP’s that are easily accessible rather than in an outhouse in the garden – and if there are any procedures on this? 

There are practical and costs implications on installations but common sense should be used in such circumstances, LH to provide PD with details on this case.  
	LH


	8.3
8.4

8.5
	CA felt that the attitude of some installers was ‘none of your business’, there were also mention of comments such as ‘you’re not paying for it so it doesn’t matter’ and therefore ‘nothing needs explaining’. AH asked if there are any cases like this they should be reported to him or PD.  
Domestic installations are different from building sites so standards of respect for clients - and their homes - and communication levels should be increased. A customer satisfaction survey is being implemented from January and it is hoped will have an impact on installers and the points system currently used. The stakeholders guide mentioned previously will include correct procedures - and common sense examples - for installations e.g. making sure radiators are put in the most convenient place for clients rather than the easiest/cheapest (or expensive) position.  

Eaga are also trying innovative ways of developing relationships with installers and has arranged for IDEAL mobile vans to travel the country, a charity football match and the possible introduction of awards. AH asked for feedback on good and bad installers. This was met with some hesitance as LA officers are usually only notified of bad installers. AH asked if anyone had any further suggestions to forward them on.  
	All


	9
	Length of completions
· There are still concerns over length of completion. What are the current average, best and worst completion times by measure/region?
· What sanctions are there for installers who exceed timelines?
	Action

	9.1
9.2


	PD responded that there is a big difference is waiting times between private rented and owner occupied, but all have improved since last year. The figures quoted below include survey days: 

The average time for survey (days): 10 South, 7.4 North, 8.8 East and 9.9 West. Less than 21 days: 91% South, 94% North, 93% East and 89% West. 

Heating:

Owner occupier 93 (max 396) – East, 80 – West, 96 – S. East, 94 - South

Private rented 137 – East, 124 – West, 162 – S. East, 146 – South

LPG: Owner occupied 84; Private rented 146

Oil: Owner occupied 141; Private rented 151

Electric Storage: Owner occupied 91; Private rented 135

New oil complete: Owner occupied 169; Private rented 207

Installation Average:

Owner occupied 38 (East), 33 (North), 50 (South East), 33 (South West)

Private rented 65 (East), 60 (North), 85 (South East), 69 (South West)

PM raised an issue where he had experienced the wrong boiler being delivered which consequently made the waiting time revert back to day one of the process. PD couldn’t comment on this case, but said it could have been an administration mistake. NM said he didn’t understand the timelines, using priority cases as an example, and requested that the timelines need to be clearer. Why does a WF job take 4 months whereas LA work takes 4 weeks? PD responded by saying that Eaga is working on improvements and anticipated that the introduction of a new computerised ordering and supplies administration procedure would improve times as paper/fax ordering has been replaced. This is hoped will eliminate errors in the future. The number of assessments has also increased to 27,000 a month, more than doubling. Eaga has become more effective but such an increase in numbers has prevented timelines decreasing as quickly as desired. There are also plans to improve the technical assessment procedure to improve times.
	

	9.3
9.4

9.5

9.6

9.7
	SJ enquired as to whether works could be sub contracted out by installers. She had found that this was happening and in some cases affecting standards. Eaga were aware of sub contracting and it is allowed but only if installers advise the contracts department and seek approval. 5% of insulation jobs and 100% of heating installations are inspected who ever has carried out the work. If there are faults the contracted installer would have to put right at their own expense. 

PM has found examples where installers are quoting for boiler installations in areas of a house where it is not necessary which would require additional piping and consequently increase costs and in some cases over the grant maxima. AH said that additional piping work could not be charged back and shouldn’t affect costs, but requested that examples of when grant maxima is exceeded substantially for materials they should be passed on to materials supply department at Eaga. PD suggested that an impartial technical inspection by one of Eaga’s technical inspectors who are not affiliated to any installer be used in such cases. He will look into the feasibility of this.  It was enquired whether work can be taken off an installer if bad practice has been identified. This is not currently employed unless there are serious problems e.g. health and safety. 
AS asked whether Eaga independently inspected installations to check for false work, such as the claim for removal of a water tank when it’s left in, and if any installers had been removed from the list for poor performance. Only 1 or 2 companies had been removed but this was due to quality not timelines. There is a points system in place where installers gain points for QA, customer satisfaction etc and the more points they have the more work is issued to them.
PD did say that there have been problems with timelines when new gas pipes are needed as quotes for installations are only valid for 28 days and if the pipe work has not been installed in this time a new quote is required. Eaga has employed more installers to install gas pipes to try and alleviate waiting time. 

AH and PD asked that the group provide them with case study examples and installer details if there are any problems. PD suggested that to resolve the timelines issue they could take away big jobs from installers until timelines improve.
	PD


	10
	Decent homes/HHSRS hazards
Is EAGA doing anything about reporting on decent homes/HHSRS hazards? Where there is a significant hazard and/or landlords refuse permission for a grant, does/can EAGA inform the local environmental health team?
	Action

	10.1
10.2

10.3
	Details of landlords who don’t comply will be given the local authorities. The planned process is a letter set out with 28 days to reply, if this is ignored a second letter will be sent with 14 days response time. Failure to respond to the second letter and landlords details will be passed on to relevant LA’s. This will be done via a fortnightly bulletin and will contain details such as name, address, landlords details etc. There is still currently 800 letters waiting to be sent out. DC requested that LA’s need to know if landlords have said no or have just not responded. Those that haven’t responded may be because the letter has not been received. PD agreed that this could be implemented in the next round of letters. 
NM asked for clarification on the legislation requirements of Decent Homes: Does Eaga provide information and LA’s carry out inspection? PD responded by saying that Eaga provide LA’s with a worksheet of works to be carried out. PM followed this with a question about how to deal with landlords who insist on using their own contractors. PD said that WF contractors must be used in order to receive the grant as they have been approved by Eaga.  

Eaga has a list of LA officers to send the information to but asked whether HA could send an up-to-date contacts list. Due to data protection the list is not given out but HA can check their list and advise of any errors. 
	HA


	11
	Request for a framework for EEAC staff to carry out WF surveys whilst they are conducting an Energy Advice Home Visit
· This is a proposal from the network of EEAC’s who believe there are obvious benefits to this in terms of customer service, plus a potential large increase in referrals to EAGA for WF
	Action

	11.1
	AH will take this proposal to Mick Redpath for his consideration. PD said that there were contracts with EEAC but this proved expensive. AJ said that EEAC’s have changed since then and are in a better position now to carry out surveys. 
	


	
	Any Other Business
	Action

	
	Update from Eaga

1. Introduction of Alternative Technologies into Warmfront

2. Client Stakeholder Guide

3. Revision of Annex A

Details about alternative technologies in Warmfront can be found on Eaga’s website. There is a management board who decide which applications should be awarded. To date there have been 9 applicants.
NM asked if boilers on the approved materials list for WF installations were compatible with solar water heating. Currently they are not, but AH thanked him for bringing it to their attention and will raise this with Defra. 
The Client Stakeholder Guide and Annex A had at various stages already been discussed and weren’t therefore elaborated on. 
Further communication/collaboration

· Discussion on how to improve communication between Eaga, UK HECA, FEEAC, NEA and other stakeholders

· Discussion on how UK HECA, NEA and other representative bodied can work with Eaga and Defra to help overcome delivery and policy issues
It was agreed that the meeting was useful but to hold meetings quarterly would be too often. A date for six months time was set: Monday 9 July. AH said Eaga would happily host the next meeting in Newcastle. As it is expensive to travel members asked for a more central location. Eaga has offices all over the UK which would be able to accommodate a meeting. A venue will be arranged nearer the time. 

It was suggested, however, that an interim meeting be held to discuss specific WF cases. These can be held quarterly regionally. The first will be in the North and organised by DC and PD. WF representatives are present at NEA regional fuel poverty meetings.

A list of contacts at Eaga WF was requested as it was sometimes difficult to speak with the right person. PD to forward contacts list to HA for dissemination.    



	PD/
HA


	Meeting Dates

	· Monday 9 July – Venue tbc
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