	Minutes from Warmfront Strategy Meeting –

Monday 29 January 2008 @ 10:30 a.m.

NVCO, London


	Attendance:

	Paul Maplethorpe




Chair & Rotherham MBC

Kathy Alcock





South East HECA Chair

Lorraine Donaldson




NEA

Steve Adelizzi





HEON, Eastern Representative

Harry Fitch 





West Midlands Representative

Alan Jones





FEEAC

Peter Daley





Eaga

Mathew Sheen





Energy Solutions 

Rachel Jones 





West Midlands Chair

David Colbourne




Sefton Council

Shane Conway





Northampton Borough Council 


	Apologies:

	Helen Atkins





UK HECA Secretariat

Adrian Hull





Eaga

Ros Baptiste





Energy Solutions

Denise Marsdon




East Midlands Chair


	Welcome and Introductions

	PM welcomed the group and conveyed the above apologies. 


	Previous Minutes

	Minutes were signed off as a true record


	1. Operational manual, Clients guide to WF and £300 rebate information packs – are these in circulation?

	These were circulated to the group, PD will see if its possible to have copies circulated to all. 

Post meeting note – PD provided website links to relevant document:- 

What to expect guide to customers:

http://www.eaga.com/downloads/pdf/customer_guides14_09_07.pdf 

Stakeholder guide:

http://www.eaga.com/downloads/pdf/stakeholder_guide2.pdf 

Information for companies re: £300 rebate scheme:

http://www.eaga.com/downloads/scheme_description_for_heating_companies_v2_1.doc
How to apply for the £300 rebate scheme: 

http://www.eaga.com/government_contracts/heating_rebate.html


	2. Lease of temporary heating measures to WF clients – update

	Temporary heating is provided to customers if there is no heating, but only after the W/F surveyor has been – normally this will take 24h. Normally two electric fan heaters are provided. The heaters will not be recalled once the heating has been installed.  It was asked if energy advice was given with regards to there use and cost.  PD was unable to answer this.  It was asked if it was possible for a list of clients that had received heaters.  PD would enquire.  

Post meeting note - PD requested information but it is difficult to get a full list as they are distributed by various departments. Customer response, one point of distribution has issued them to 107 clients. However Warmsure and the contact centre also distribute these heaters.


	3. White Young Green report findings?

	Eaga believe that the White Young and Green report is generally positive and asked for it to be published but are still awaiting approval from DEFRA. UK HECA will pursue DEFRA as to when this may be released as the report has been with DEFRA for 6 months now?  The group felt is disappointing that DEFRA had failed to release this after such a long time. 
PM – Action


	4. New website and communication channels - update

	The web site is up and running comments where positive  sam.robinson@eaga.com


	5. Landlord contact details and amendment to letter re: excess payments

	The letter says “nothing to pay” as wording could not be found to mach the fact that WF can not say an excess is required.  

The group had discussion around landlords refusing work if it was suggested that they have something to pay.  Concern still exists that grants can be exceeded and this can cause problems PD suggested the group could have a look at the letter and come up with suggested wording PD to circulate letter via PM. 







PD/PM – Action


	6. NEA Conference workshop: update

	Point 10.2 of the July 2007 minutes: LD was not aware of this as see was not sure about the work shop at the NEA conference however this years NEA conference work shop will be taking please soon and she will make inquires about this then to have it this year. 
LD – Action


	7. Clearer guidelines for installers on full system replacements

	PD says it’s down to the (installer) engineer on the day as to whether the boiler or the whole system is changed, but the client has the final say. However, the group stated that the boiler can some times cost more than the full system to install. 

Other pointers include: 

· Serviceable Radiators & pipes should not be removed 

· Installer guarantees system for 1 month 

The group feels that there needs to be clear guidance on who customers complain to when it goes wrong, as we seem to be picking up complaints because customer compliant procedures are unclear.

605 Complaints with a 91% satisfaction 

Individual complaints received by local authorities should be sent to the Network officer. 

Post meeting note - PD has provided feedback survey and other related documents that map installers performance, copies of which are attached.  Also provided, below, is an outline of Eaga’s position on full, repaired and replacement systems:  

Leaks on existing pipe work

Boiler replacement – and a simple pipe leak occurs – then simple answer is that any issue goes back to installer within first 30 days. Thereafter it’s WarmSure (breakdown service) to attend until the end of the 2-year period of cover. 

Note that WarmSure’s remit is to restore functionality, not to improve upon the original installation, so relaying pipes etc is outside their remit. If it is a simple pipe leak – they can fix that. If they have to replace a radiator – they can do that too. Access may be a problem – if the pipework was pre-existing and is part of the fabric of the building ie embedded into walls, behind units, under flooring then there may be a difficulty. I’ve attached one of the scenarios we have given to the installers on this specific point – it may help.

In some cases – if the leak is complicated and can’t be easily fixed – [either within 30 by Installer or afterwards in WarmSure’s term] then we may have to re-access any remaining maxima for funding if a whole new pipe run for example is required.

	In order to answer any exact scenario we’d need to know answers to the following variables

· Pre-existing pipes or part of the grant work?

· Location of leak – ie accessibility?

· Remaining maxima?

In short we can and do fix pipe leaks, but the person who posed your question was probably thinking about a long term permanent solution, so the answer is probably insufficient. Looking at the Q&A will help though.

Literature – customer awareness – we give them a “welcome pack” which tells them their system is covered, they have access to the line and that they get ASV’s. We don’t put specific scenarios into the pack such as leaking pipes. 

Example 1:

Q - It’s a Replacement Boiler only installed 10 days ago and one of the existing pipes has started to leak. The pre-existing pipework is inaccessible as it runs behind Kitchen units, then behind a supporting wall, then under floorboards, then under laminate flooring and finally under a professionally fitted very expensive carpet.  So, I can’t get to the pipe or the leak. What happens now?

A - As per the attendance guidelines above, you are required to attend as it is within 30 days. If the pipework is inaccessible, you are required to make safe by draining the system down and preventing any further water damage.  Where the above situations apply, you should warn customers that any attempts you make could cause damage to the property [load bearing wall, professionally laid laminate flooring or carpets, expensive kitchen units in the way] but that you will make safe by disconnecting the supply stopping further damage. Ask the householder to get their own contractor to:

· lift carpets 

· remove laminate flooring 

· remove kitchen units 

· chase into walls 

· replace / make good any of the above after the engineer has resolved the leak. 

The customer should contact the installer when the above is done and you are then required to repair and reconnect the supply. The customer should then contact their own contractor to make good. The same rules apply for WarmSure.

Example 2: 

Q - What are the scheme and attendance rules relating to Radiator leaks?

A- The rules we have on Radiator Leaks occurring shortly after installation completion are as follows:

Full system – in Year 1, installer attends and resolves. In Yr2, the cover accommodates.

Repaired system – within 3 days – Installer attends, drains down thereby stopping leak. He reports back to Installer Management. If there is any remaining grant, they may deploy as a scheme measure [first hour gas repair]. After 3 days to end of cover period: the cover accommodates, replacing a radiator if necessary.

Replacement Boiler: within 30 days – Installer attends, drains down thereby stopping leak. If the leak is on a radiator they have fitted, they are expected to resolve. If it is not on a radiator that he has fitted, he reports back to Installer Management who will advise accordingly. After 30 days: the cover accommodates.

To make good the damage caused as a consequence of a leak, the customer will normally be advised to consult the documentation they hold in relation to household building & contents cover - and make the claim there.

DEFRA have put in place a mechanical breakdown cover but it is not something that will pay for consequential loss. Household insurance policies will normally accommodate this loss 

WarmSure [& Installers] will affect a repair to the breakdown - but that's their remit.

Example 3:

Q - Removal of redundant materials

A - Our tech spec states the following where new systems are installed:

	5.10   Redundant Materials

Redundant material should be removed from the premises and disposed of, as part of the heating system installation, unless there removal will cause damage to the property.  For example, if a cold water tank will not fit through the loft hatch, it should be left in place, but fully disconnected and drained. 

Where an existing hot water storage cylinder and associated pipework is being made redundant by these works, they will be disconnected and removed, where possible.  If an immersion heater has been removed, the connecting cable must be disconnected and cut back to a safe position.  It must then be isolated, by removal of the circuit fuse or breaker.

Where obsolete material or equipment is being removed, particular care is required regarding ownership.

Multipoint Water Heaters etc, should be returned to the client, unless they specifically require the removal and disposal of the item.  In this case a signature should be obtained, confirming this authority and this should be left with the client for inspection purposes.

Our tech spec states the following where replacement boilers are installed.

7.3.4     Cold Water and F&E Tanks

All existing cold water storage and heating system “feed & expansion” tanks, located in the client’s property (usually the loft space), will be assessed for condition.  Where the tank or any valves, floats, pipework or other associated equipment are in need of repair or replacement, this will be included in the work schedule.
Cases where either one, or both tanks are being made redundant, as part of this work, the following will also be completed:

a) Pipework isolated and removed.

b) Tank/s fully drained of water.

c) Tank/s removed and disposed of, if circumstances will allow (i.e. Loft hatch large enough for removal etc).

7.4.5     Removal of Redundant Material
All material which is to be made redundant by these works, will be removed from site and disposed of safely.  This may include but is not restricted to:
a) Old boilers or water heaters.

b) Redundant radiators and pipework.

c) Obsolete water cylinders and tanks (see also sections 7.3.1 & 7.3.4).

d) Old pumps, programmers, valves etc.

Where redundant material or equipment is being removed, particular care is required regarding ownership.

Multipoint Water Heaters or other pieces of hardware, being made obsolete by the work, should be returned to the client, unless they specifically require the removal and disposal of these units.

In this case a signature must be obtained, confirming this authority.  A copy of this confirmation will be retained by the Installer and a copy left with the client for later inspection by an eaga plc Inspector


	8. Legal position of back boiler and fire place removal?

	This seems to be different in each area, some boilers are removed some capped off. 

Post meeting note - 

Back Boilers

a) If a solid fuel back boiler is being replaced with an alternative boiler for heating and is no longer being used to provide any of the space or water heating the back boiler has to be removed.

b) There is no obligation to remove gas back boilers units if:

· The whole unit, back boiler and fire front, can be removed if the client wishes.

· The back boiler can be disconnected, both gas and water, and left in situ if the gas fire on the front can be operated safely on its own in accordance with the manufacturer’s instructions. 

· The whole unit, back boiler and fire front, can be disconnected, both gas and water, and left in situ if the client wishes


	9. Inclusion of existing loft insulation thicknesses on data sheets

	Annual report sheets do not show this could it be added.  It emerged in the discussion that reports had to be recalculated for 05 o6 as the G/J data given was wrong.


	10. Provide BEC to social housing?

	No . 12,000 checks have been done in 2007.  PD to send figures. 
Action: PD


	11. Certificate invalidation for additional works under WF

	This point was around standard pricing for works that are not covered by the grant i.e. extra radiators as it was felt that installers could be overcharging and if clients did not pay then the system warranties become effected and lines of responsibility become blurred.  Eaga does provide guidance on standard costs but obviously cannot provide guidance for all eventualities.


	12. Spending review funding – allocation of additional funds? Top ups? Split funding (insulation, heating and enabling measures e.g. scaffolding)

	Still waiting for information as the grant is a statute it would require to be put before the house there are two windows of opportunity April and October. There is still no clear direction on which way DEFRA and Government will go and this is a year since we where told that it was imminent.  


	13. Age over 70 Rule

	All over 70s will be referred to CERT for insulation and normal rules apply for heating. WF can still do a BHC on the CERT before it goes to CERT.


	14. Length of completions/timescales

	PD to send numbers. Post meeting note – See attached document ‘KPIs Monthly Report’


. 

	15. Cost of installations and LA top ups:

	Given the information supplied which shows grant maximum being exceeded beyond South Yorkshires ability to sustain top ups funding, a discussion ensued about the actual excess grant max. 

Post meeting note – Table to show grant excesses: 


	
	Count
	Max Grant Excess
	Min Grant Excess
	Total Grant Excess
	Average Grant Excess

	Open
	15798
	 £                  15,972.43 
	 £                          2.57 
	 £            12,445,635.13 
	 £                      787.80 

	Paid
	83549
	 £                  11,520.33 
	 £                             -   
	 £            39,380,030.40 
	 £                      471.34 

	Cancelled
	5090
	 £                  12,737.48 
	 £                             -   
	 £             4,293,358.37 
	 £                      843.49 

	
	
	
	
	
	

	TOTAL
	104437
	 £                  15,972.43 
	 £                             -   
	 £            56,119,023.90 
	 £                      537.35 

	

	Households Assisted as at
	24/01/2008
	590,388
	

	As Proportion Of Assisted Households
	17.7%
	


	16. Case studies

	A number of case studies where submitted and each one was looked at with solutions discussed.


	17. Update from EAGA

	New technology rollout 

So far 11 systems combining solar water heating and storage heating have been fitted and another phase of installs is being planned with NEA and Defra.

Solar update information: a limited number have been fitted/are being fitted under Defra pilot


	18. Any Other Business

	Stake holder enquire licence complaints line poor response.

No priority service but what about homes with a category one hazed? PD - Action


	Date of next meeting 

	June, venue and date tbc
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