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Introduction 
 
Business & Employment Skills Training Ltd (BEST) is currently celebrating its 20th year as a limited 
company and 25th year as an organisation. The organisation was started by Howard Marshall who 
remains as its Managing Director. 
 
BEST’s origins were in the community where it pioneered energy efficiency as an integral part of targeted 
community programmes. The company has been involved in every government-sponsored energy 
efficiency/fuel poverty programme in Scotland since their introduction in1990. It also contracts with local 
authorities and utility companies to deliver the various energy efficiency programmes that they offer. 
 
The organisation was an early member of Energy Action Scotland (EAS) and actively supports its mission 
to end fuel poverty.  BEST providing a senior officer to act as an EAS Board Member from 1988 to 1995 
and continues to actively support the charity’s work. Consequently, BEST’s motivation for being involved 
in the Warm Deal and Central Heating programmes has an altruistic dimension to add to its commercial 
imperative to remain as a viable provider of employment opportunities. 
 
Service Provision 
 
BEST provides Energy Savings Advice, Cavity Wall Insulation, Loft, Pipe and Tank Insulation, and 
Draught Proofing under the Warm Deal and Central Heating programmes. It does not provide any heating 
or plumbing services and the comments contained hereunder refer only to the insulation measures that 
are included in these schemes. 
 
The Central Heating Programme (CHP) – Phase 1 
 
The CHP was introduced in November 2001 with Eaga Partnerships Ltd acting as the Managing Agent. It 
was intended to improve the energy efficiency of the homes of the over-60s who did not have central 
heating or whose heating system was irreparably broken or where the heating system heated only a part 
of the dwelling. This was done by installing an energy efficient central heating system and insulation 
measures. There was a separate grant for the over-80s where at least one of the household occupants 
was 80 or over and where the heating system only partially heated the property or where the system was 
deemed to be old and inefficient. It also funded the installation of an energy efficient central heating 
system and insulation measures. 
 
The programme was entirely new to Scotland and it would be fair to say that it suffered from a catalogue 
of initial problems. It was a much more complex scheme than the ones that had gone before demanding 
far greater customer interface and involved a significant increase in stakeholder participation. It would be 
fair to say that Eaga’s capacity to manage the programme in conjunction with the Warm Deal was sorely 
tested to the detriment of the contractors who were involved. It took some time and several management 
changes before an acceptable standard of efficiency was achieved. However, Eaga’s expertise lay in the 
management of insulation programmes and, from an insulation installer’s perspective; the insulation side 
of the programme was far better managed than the heating side. Insulation installers also played a much 
bigger part in the CHP programme at that time, undertaking the initial survey; determining eligibility and 
offering stage one energy advice before installation and stage two energy advice post-installation. 
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This was by far the most logical model based on the body of expertise that the insulation industry has 
established (Over 62,000 installers in the UK are trained and accredited to deliver quality assured energy 
efficiency advice). Also, legislation required the heating contractor to undertake a detailed pre-installation 
survey in any event. 
 

One of the key elements of the CHP programme at that time was that insulation was a compulsory part of 
the package. The rationale being that, providing central heating without adequate insulation and energy 
advice was likely to exacerbate fuel poverty rather than reduce it. There was a problem with a small 
minority of customers who refused insulation after they had received central heating. However, 
notwithstanding these refusals, around 90% of CHP jobs contained insulation work. 
 

Towards the end of Eaga’s contract, Communities Scotland arbitrarily significantly curtailed the energy 
efficiency advice element of the CHP programme. This was condemned by the insulation industry and 
those organisations committed to energy efficiency and the eradication of fuel poverty.  
 

The Central Heating Programme – Phase 2 
 

When Scottish Gas (SG) was awarded the CHP contract in October 2006, contractors experienced a 
feeling of déjà vu, as many of the problems that they experienced when Eaga was first appointed 
resurfaced. As I understood it at the time, part of the problem was that there was no contractual 
requirement for Eaga to hand over any of the systems and databases of the previous scheme to SG and, 
consequently, although the programme was five years old and therefore mature, SG was, de facto, 
starting from a blank sheet of paper. This was exacerbated by the fact that very few of the Eaga senior 
personnel transferred to SG under the Transfer of Undertakings (Protection of Employment) Regulations 
(TUPE). 
 

Whereas Eaga’s expertise was in the management of insulation programmes, SG’s expertise obviously 
lay in the management of central heating programmes and, from an insulation installer’s point of view, the 
insulation side of the programmes suffered accordingly. SG’s systems were not geared to insulation, their 
personnel knew nothing about insulation and political pressure was exerted on the number of central 
heating installs. Consequently, insulation took a back seat for a significant period of the new contract. 
 

Under the terms of the new contract, as I understand it, the provision of energy efficiency advice had 
been downgraded even further to a degree whereby there was no requirement for stage one energy 
advice and the post-installation advice was largely confined to the operation of the heating system. 
Consequently, the initial survey that was previously undertaken by an insulation professional was now to 
be undertaken by a heating professional whose knowledge and understanding of complex insulation 
requirements was, at best, rudimentary. The standard of insulation surveys suffered as a result, resulting 
in additional costs and frustration for insulation contractors. 
 

Another change to the contract, as I understand it, was the introduction of a pricing “cap” limiting the cost 
of an installation to a total of circa £3,500.  There is anecdotal evidence to suggest that insulation work 
has not been completed after the installation of central heating on the grounds of insufficient funding 
being available. 
 

One of the immediate effects of this change was a massive drop in the amount of insulation work 
undertaken on the CHP scheme from circa 90% under Eaga to circa 30% under SG (This figure is 
anecdotal and was quoted by SG at a meeting in March 2007. By November 2007 the figure that SG 
quoted was circa 40%, but no official figures have been released to installers). SG, through Communities 
Scotland, advanced structural changes to the scheme to account for this difference and there may well be 
some validity in this argument. However, any effect of structural changes would be incremental and 
cannot account for a 300% decrease in volume virtually overnight. The insulation industry in Scotland is 
concerned that a significant amount of insulation work was missed in the early stages of the SG contract 
period. 
 

Eaga had appointed contractors previously through competitive tendering and SG gave an initial 
undertaking to continue to contract with those organisations that had won contracts with Eaga. However, 
they made it very difficult for most contractors by imposing a pricing regime that was not appropriate for 
the programme and had been imported from a completely different scheme in other parts of the UK. 
Installers met with SG repeatedly to convince them of the inadequacy of the CHP pricing structure, but 
have consistently failed to have the pricing reviewed. (See comments below on Warm Deal pricing). This 
has resulted in some installers withdrawing from the scheme while others, such as BEST, continue to 
undertake CHP installations on a “swings and roundabouts” basis, carefully managing surpluses and 
losses to try and ensure an overall break-even position. 
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SG has indicated to the National Insulation Association and to EAS that they have reviewed the CHP 
pricing structure and an announcement on a revised pricing model is imminent. However, installers 
believe that a significant number of insulation jobs have not been completed as a direct result of the 
inequitable pricing structure. 
 

The Warm Deal – 1999 to 2006 
 

The Warm Deal (WD) insulation programme was introduced in July 1999 for households that were in 
receipt of one or more state benefits and who qualified for a grant of up to £500 for a package of 
insulation measures. A smaller grant of up to £125 was available for pensioner households not on benefit. 
(There was a separate element of WD delivered through local authorities and housing associations that 
has been ignored for the purposes of this paper). 
 

The WD and the similar schemes that preceded it were very successful, delivering many thousands of 
insulation jobs per annum and removing significant numbers of people from fuel poverty. One of the 
reasons for this success was that the insulation industry was given the responsibility for delivering the 
programme, which it did by managing its own marketing and promotional activity. However, when the 
CHP was introduced it had a significant effect on the WD programme. Arbitrary percentages that had 
been introduced to restrict work in the public housing sector in favour of the private sector were 
increased. This presented installers with a significant challenge, but before they could respond to that 
challenge properly, they were precluded from self-generating WD work and had to rely on receiving leads 
from the Managing Agent, which it was not geared-up to provide. By the time that the Managing Agent 
had responded to this new marketing responsibility, all promotion of the WD scheme was halted as a 
response to the under-estimated demand for the CHP scheme. Despite these impediments, in the period 
2004 – 2006, circa 15,000 WD jobs were completed per annum. 
 

The Warm Deal – 2006 to present 
 

Installers were alarmed and disappointed when, despite the success of Warm Deal over many years, the 
budget for the programme available to them was cut by some 66%.  A very large proportion of the WD 
budget was given to local authorities in a rather confusing and significant reversal of the policy that had 
seen the amount of funding that installers could spend on local authority housing stock consistently 
reduced year on year. Although it has been argued that the local authorities have in essence been 
delivering WD, their activities have been less well targeted and their contribution to reducing fuel poverty 
that much more questionable.   
 

When SG took over of the contract I think that it would be fair to say that they had a significant learning 
curve before they fully understood how the scheme worked and how it articulated with the CHP.  SG 
inherited from Eaga a significant database of supposed qualified Warm Deal applicants that they 
distributed to installers to survey and complete.  The quality of these leads was extremely poor and the 
conversion of leads into jobs unacceptably low and this placed quite a financial burden on the installers 
who were involved.  This exacerbated the problems that installers were experiencing with the imposed 
pricing structure and representations to Communities Scotland officials led to an undertaking from SG to 
review their pricing model so that it more accurately reflected the requirements of the programmes.  I was 
one of a group of installers who met with SG on an open-book basis to establish a consensus on a pricing 
model that was adopted in April 2006.  However, SG refused to extend the new pricing model to the CHP 
programme for reasons that were not adequately explained to installers. 
 

The Warm Deal Grant remains at £500 despite year-on-year material price increases of up to 20% and 
rising inflation.  It is becoming increasingly difficult, particularly in rural areas, to undertake more than one 
measure within the grant maximum no matter what the requirements of that particular dwelling may be.  
Installers have been required to leave many houses with unfulfilled insulation requirements. 
 

The introduction of the CHP programme created an anomaly that is best illustrated through the example 
of two neighbours.  In the first house live an elderly couple on a fixed income who either just fall short of 
the threshold to claim benefits, or are too proud to claim them.  They are experiencing great difficulty in 
meeting rising fuel costs and  they have a central heating system that works adequately because it has 
been well maintained, but they require £1000 worth of insulation work to bring their home up to an 
acceptable standard.  In order for them to have this work completed and perhaps prevent them from 
slipping into fuel poverty would cost them £875, which they cannot afford.  Conversely, the family that live 
next door in a house with the same insulation requirements consists of a couple with two adult children all 
of whom are in full-time employment.  Their central heating system has not been properly maintained and 
has now broken down and is beyond repair.  However, the householder is 60 years of age and therefore 
qualifies for a new central heating system, together with all the insulation work totalling £3500. 
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As installers we find it impossible to explain or defend this inequitable and iniquitous situation that we feel 
is very damaging to the reputation of the Scottish Government.  Whilst we appreciate that the inclusion of 
the over 70s in the CERT programme from 1 April 2008 (see comments below) will go some way to 
address this problem, it is likely that only cavity wall insulation work would be undertaken. 
 
Carbon Emissions Reduction Target (CERT) 
 
Utility companies have been providing insulation programmes for some time under various initiatives such 
as the Standards of Performance (SOP) , Energy Efficiency Commitment (EEC) and from 2008 - 2011 
under CERT.  Most insulation installers have access to this funding, but that has not always been the 
case, particularly during the past year when EEC funding was considerably reduced.  During Eaga's 
tenure as the Managing Agent installers were prohibited from incorporating EEC funding with Warm Deal 
on the threat of expulsion from the programme.  However, SG has been more pragmatic and has allowed 
installers to use EEC and in future CERT funding to maximise the benefits to the householder.  This 
means in practice that CERT funding would be used for cavity insulation and Warm Deal for the 
remaining measures.  It is unlikely that CERT funding will be available for loft insulation top-ups.  I believe 
that the Managing Agent should be encouraged and empowered to supplement the Warm Deal 
programme with CERT funding from wherever it can be sourced. 
 
Conclusion 
 
I believe that the Scottish Government should be justifiably proud of its efforts to reduce fuel poverty and 
carbon emissions.  Both the Central Heating and Warm Deal programmes go a long way towards 
achieving the targets that have been set in these very important areas.  However, by their very nature 
they are both complex programmes with separate, but complementary objectives.  I believe that the 
Scottish Government, its Managing Agent and Installers can work in partnership to improve these 
programmes by taking cognisance of the comments above and specifically addressing the following 
concerns: 
 

Dual pricing - the prices offered to installers on both programmes should be realistic and equitable to 
ensure that customer's needs are not compromised because of their location or size of dwelling. 
 

W D Credibility - the warm deal is an important programme in its own right and was not superseded by 
the CHP.  Its original funding levels should be restored and the programme marketed appropriately. 
 

Grant Maxima (CHP) - there should be no circumstances where central heating is installed with 
insufficient insulation on the grounds of cost. 
 

Grant Maxima (WD) - similarly, it is counterproductive to leave insulation measures undone on the 
grounds of cost. 
 

Eligibility - the eligibility discrepancy between CHP and WD should be removed. 
 

Energy Advice - with a growing consensus on the future importance of energy advice, it is incongruous 
to down-grade it in the CHP. 
 

Reduction of insulation work - the very major difference between Eaga and SG’s rate of insulation work 
should be examined and a very large sample of completed CHP jobs surveyed to ensure that all possible 
insulation measures have been completed.  If incomplete jobs are identified, then all previous CHP jobs 
without insulation works must be re-surveyed. 
 

CERT - the opportunity to coordinate CERT and WD funding to maximize customer benefit should be 
recognised and the Managing Agent given a specific remit to manage this process to facilitate a whole-
house approach to insulation measures. 
 
 
 
 


