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	Welcome and Introductions

	DC chaired the meeting and asked members to introduce themselves. HA to forward list of apologies. 


	1. Matters Arising from the Previous Minutes

	DC reminded the group that since the last meeting the Carbon Action Network (CAN) has been announced as the new identity of UK HECA Ltd. 
EC clarified a query about top up loft insulation from point 1 – There are two depths of insulation: 200mm and 270mm. Where a loft currently has <60mm CERT trading is used to top up to 270mm. Where there is >60 insulation is topped up to 200mm. 

There were no other matters arising and the minutes were signed off as a true record. 


	2. Update on demand of WF services and referrals

	Demand of referrals has now eased to normal levels. 
£100M has been spent covering 258,000 households. By the end of the year this will be 103,000 more than last year. Measures consist of 86,000 insulation measures and 101,000 heating measures. 12,000 waiting for assessments. There is a strong budget for next year.

RJ asked about council tax mail outs as it was stated at the last meeting that this was on hold and LAs are now concentrating on NI187 mail outs before council tax mail outs can take place.  SB responded by saying that April and May will see more activity and there will be a summer campaign gearing up for the busy period in winter.  LAs will be contacted regionally by the WF network teams. RJ asked what the mail out response levels were? Currently they are an average of between 3-5%, although it’s a targeted audience. This has remained steady for 3yrs, although there are regional differences. Co-branding with LAs works very well. 

EC provided an update on the installer tender: 
· A product review is taking place now and is expected to be completed in June. 
· There will be a fixed price for measures (across the country) for a year to reduce costs. 
· There is a £270M budget with projected installations of 105,000 heating measures and 75,000 insulation measures. 

· An Air Source Heat Pump (ASHP) pilot of 200 units being carried out. 

· A new revised operating structure will be in place with tighter regulations, which includes an audit process. A full audit trial of 5%. De minimis amount to be refunded to client (or LA grant) where parts not used. 
· Follow up and inspection of after 28 days a secondary inspection, installers failing will be fired for non-completed measures.  Again a full audit trail required from installers.

· Solar hot water pilot completes this year. 

RJ enquired how properties are chosen for the solar hot water pilot. EC said households with high water demand and are off gas mains. 


	3. The National Audit Office (NAO) Report on the Warm Front Scheme

	What are Eaga’s views on the NAO report findings? The report identified some recommendations. Will Eaga be investigating these and where appropriate, be implemented the recommendations?

Eaga support the report and its findings. The recommendations raise some good points to improve the scheme, for fuel poverty for example.  WF will need to work with LAs in some areas to implement some of the more difficult recommendations. 

The grant maxima amount has been submitted as is with the Minister who will make a decision. EC was not at liberty to say what the proposed amount was, but the Mirror (newspaper) ran a story and the amount quoted wasn’t far off. 

EC invited comments about the report. JH thought the report was good; however there are still problems with money, contractor’s prices and workmanship quality. Client issues are not actioned with contractors e.g. where elderly clients are concerned such as boilers in lofts where access is impossible.  HF reiterated this by saying that customer service needs to be improved and the link between WF – clients – LAs. He felt LAs are in the middle and doing the work of Eaga (WF).  
EC responded to comments by saying that previous measures (from the grant) raised costs. Excess amounts were previously a lot lower and current numbers of those over excess (7/10) reflect the number of referrals.  There is a new customer resolutions team, which should help with communication between LAs, WF and Clients. Additionally, the new harmonising price structure, e.g. the new tender process with one price for boiler replacement, of which 80% of installations must include standard parts within measures and 20% cover the rest, should decrease the number of excesses. The timetable for implementation is June. The group felt that this is encouraging for LAs.
EC asked that where individual cases exist where problems are not being sorted, should be sent to him for action. 

RB asked about the standard letter for excess payments. EC said a bespoke letter for each LA is not feasible, but will look at West London problems. RJ asked if a generic letter for each region could be used instead. EC said this could be used for large schemes only for easier management but VAT rates have to be included, which could cause confusion but has been raised with DECC. 


4. Issues Raised by Members
	4.1. Eaga’s Promotion of its Able to Pay scheme

	Mystery shoppers have identified that that non-qualifying customers are being encouraged to buy the £199 able to pay scheme for insulation measures?

EC - Eaga and Eaga WF are two separate contracts – CERT is a different scheme with different targets. There is confusion over the two names: eaga Heating and eaga Insulation. Eaga tried to differentiate the two schemes in the beginning with different names and was criticised for causing confusion so reverted back to what’s known now. It’s a case of damned if you do, damned if you don’t.  

Why are Eaga using WF to promote their own able to pay scheme rather than the EST freephone number? EC was unsure and will check to see if EST number is given or not. 



	4.2 Private Rented Sector - Landlords

	Where landlords refuse permission for insulation/heating measures, cases are passed to LA’s for action under HHSRS. But, not all contacts in LA’s are receiving details because of the new ‘Dashboard’ reports. 
The Dashboard system has caused confusion.  Dashboard reports are monthly and provide monthly and annual updates, but don’t include landlord details (figures only). 
Can Eaga provide figures of how many refusals have occurred/are occurring locally, regionally and nationally? 
Passwords were provided but were easier lost or not transferred to new employees, but the system does need tightening. RJ suggested using a central base – such as the CAN secretariat – to keep and update the passwords and a regional contact person – such as the CAN regional secretariat – to issue passwords via email. This was agreed by all and HA and SB to action. 
Landlord refusals are not part of the HECA report, but provided on a monthly basis per LA area. The procedure for non-respondents are: 
1. Letter sent twice

2. “Refusal” listed on database

3. Client and landlord details sent to LAs. 

LAs nominate the appropriate contact and advise WF. However, there are problems with multi-departmental responsibility and confusion over the correct contact and sharing data within councils. 
Everyone agreed to check who their listed contact is. It was agreed that a regional approach would again work better, with one nominated contact per region to hold contacts and update as appropriate.  SB to send HA national list for breakdown to the regional chairs. 
Confusion as arisen with enforcement teams about why are so many private rented properties are being refused heating system on the ground that landlords should provide heating if the system fails. 
This was covered at the previous meeting and remains unchanged. For previous meeting minutes see www.carbonactionnetwork.org.uk/minutes 


	4.3 Warm Front Contract

	Does the WF contract require Eaga to achieve energy saving or carbon reduction targets?

WF is a fuel poverty scheme targeted at energy efficiency savings (SAP) rather than CO2 savings – RD SAP (1-20 starting) of each property – available to LAs as part of the annual report. 
It was suggested to include an article in the CAN news magazine about the passwords, dashboard reports, and information available – from where and how to obtain them. 

Is there still a need to retain CFLs as pat of the grant, considering LA, ESTac’s and utilities offer them for free without taking an £8 admin fee?

Measures that are included in the scheme are decided by government. CFLs are available though many schemes.


	4.4 Pricing Structure – Post Re-tendering

	Given the recent re-tendering, can Eaga comment on the likely impact (increase or decrease) in prices through the scheme and when these prices are likely to come in to effect? 

Installer costs aren’t anticipated to increase. 

RJ asked for clarification on sub-contracting. EC – WF approve of sub-contacting although they must firstly be checked by WF. Liability is down to the main contractor, who is responsible for maintaining standards. The main contractor would be responsibly for failures. 

RJ asked what is in place to encourage and support SME contractors to tender. EC said that if a LA wanted to support local SMEs it would need to pay the £25k bond. However, a new bond system is being introduced where the bond cost is appropriate to the size of a company. It’s fixed for 5yrs, flexible and encourages sub-contracting to local SMEs. 
Update on the grant value (maxima) and when the new amount will come into force. Will existing clients - already up to old grant maxima limit of £2700 - be able to claim additional works up to the new amount? 
The new grant maxima is expected to be announced shortly for implantation in the new financial year. 
This was mentioned earlier in the meeting, but the retendering prices are capped at £2700, so there is no change. The amount is for new customers only; there will be no refund for customers who have previously gone over but can return to the scheme for additional measures if funds are available.  


	4.5 WF Customer Contribution Letter

	Following the consultation with LAs via CAN about the client contribution letter, some concerned were raised
The client contribution letter has been amended. As the survey of CAN officers was inconclusive as a recommendation for contact organisation couldn’t be agreed on (some LAs wanted direct contact while others wanted the EST number), the final generic letter will include both. 
The new letter also now contains a FAQ and ‘What I do now’ section, which also has a definition and breakdown of services. The group unanimously agreed this is much better and is more comprehensive. 
The call centre script is also updated regularly to incorporate changes and training is regular.  
Discussion turned to specific client cases. JH enquired about disposal of old boilers/systems and problems she’s encountered with like for like e.g. systems not being changed because it was a electric for gas system. JH to send case details to EC. 
HF asked for clarification for when clients paying contributions if installers can ask for up payment as it’s not the same for LA contribution. EC responded by saying that this is the correct procedure, unless private further work is agreed between the client and contractor at the same time. SB contributed by saying that ‘complete satisfaction’ processes are in place to reassure clients for paying up front, which include: 
· Client Survey

· Inspection

· Penalties to non-compliant installers

RJ reiterated that clients had expressed they felt pressure to find the money quickly or they would go to the back of the queue, which could prompt a change of mind. 

RB asked about shower heads and water pressure decreasing after measures. EC said that clients are provided with a ‘What to expect’ guide that must be read and signed by the client. LAs should report any cases to EC where signatures aren’t been requested and/or explaining potential problems/changes.

DC mentioned that (technical or cultural) language is also a barrier as some clients get confused over what is required and what’s been offered as an extra – at an additional cost. 

RJ had come across conflicting messages from technical advisors and installers with regards to laying loft insulation over exposed cabling in the loft being as it’s been cited as being a fire hazard. EC wasn’t sure and called his technical manager during lunch who advised that WF take the view that loft insulation must not be laid over cables because of the fire risk and before insulation measures commence cables must be re-directed.
After asking to clarify the loft insulation top up amounts (see point 1), JH raised an interesting question about LA top ups for whole house solution. If there is no funding left in CERT or WF and heating is completed under EF or cavity wall traded to CERT who does the loft insulation.  Her LAs will pay for top ups with 150mm or less, so there is an avenue to complete all measures for a whole house approach. It could be something to be included in the client contribution letter. 
EC agreed that WF could signpost loft tops to LAs who have funding to complete the loop and he will look at ways this could be implemented. He would need to know roughly how many councils could do this and would be willing to be involved. DC to raise at the CAN executive meeting. 


	5. Updates from Eaga

	Renewable Projects

The solar pilot is complete, report findings to be circulated.

ASHP pilot is running now. Park homes to be included in package of measures on the wish list submitted to government. There are a number of new measures available for park homes such as new external insulation products.

There is a grant available up to £1500 for off gas mains. Can include whole villages. Consultation out in January (end March).

CESP is not linked to WF as it’s a duplication of work/measures but still linked to CERT.

DC – is the £300 voucher for over 60’s still valid and will it be continued? It is still valid and there are no plans to increase the amount. 

HF – Are WF grants assessable for listed properties. They are, but only if within the remit and with LA consent. Client to work with LA to obtain approval. HF mentioned that Marches Energy Agency is carrying out a study on the feasibility of renewables on listed buildings. 


	6. Any Other Business

	HA to send details about the conference to SB. 


	Date of next meeting 

	September 2009 - Proposed date and venue to be circulated shortly. 
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