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1.  Home Energy Advisor profile 

1.1 A first identikit  

An initial HEA identikit has been drawn up as a starting point for the HEA profile and 

training course definition activity, to define a first frame and “guide” for the analysis of the 

national contexts and for the interviews with selected stakeholders. 

ASSIST proposes the development and evaluation of an innovative professional profile, 

the Home Energy Advisor (HEA) who may work within energy, social and institutional 

organizations as well as for private energy market actors such as energy companies.  

The starting identikit defines the HEA as an advisor that has direct contacts with the target 

group (vulnerable consumers) to provide energy efficiency support to vulnerable 

consumers and more specifically to energy poor consumers. The HEA delivers 

information, support and advice to them in an easy, comprehensive and practical manner 

to improve their energy consumption behaviours and also facilitate access for them to 

supporting financial measures/incentives.  

Although there will be differences in each 

working context, there are three main roles and 

activities of the HEA:  

 energy consumption behaviour analysis; 

 energy behaviour support and check-up;  

 advice and communication to 

consumers. 

The identification of these first “macro-activities 

clusters” has guided the definition of the profile 

and the consequent (desk and in-field) research 

frame and guidelines. Activities (and sub-

activities) identified within these three main clusters have then been correlated with 

competences requirements. 

  

1.2 HEA professional profile  

The activities carried out within the ASSIST project have enabled the modification, 

specification and detailing of this first identikit and to “translate” it in terms of specific roles, 

activities and competences related to the diverse working contexts. The HEA Qualification 

Schema describes the job and competences characteristics: 
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 Profile in terms of:  

 HEA roles and working contexts;  

 HEA activities and sub-activities; 

 HEA knowledge, skills and 

competences; 

 Training program: learning 

outcomes and modules defined 

according to the competences 

required for the activities to be 

undertaken in the diverse HEA 

working contexts and roles.  

It is important to underline that the qualification schema reported in this document 

is the general common frame which will then be adapted and customized by the 

partners according to their national contexts as well as the ASSIST strategy to be 

implemented in the country for the HEA training, network and action. 

1.2.1 HEA Occupations and working contexts 

The HEA qualification schema describes the HEA occupation, as defined within the 

European frame of ESCO: “an occupation is a grouping of jobs involving similar tasks and 

which require a similar “skills set”. Occupations should not be confused with jobs or job 

titles. While a job is bound to a specific work context and executed by one person, 

occupations group jobs by common characteristics”.  

In all countries, desk and in field research have confirmed that the introduction of HEA 

profiles can contribute to tackle energy poverty and the main barriers of the energy market 

faced by vulnerable consumers. This is “considered true” by stakeholders especially if the 

HEA is considered as a “supporting / facilitating / mediating role”, taking also into account 

the quite high barrier represented by lack of trust and cultural approach. These points have 

emerged with different weights among partner countries consistently with the approach 

and “maturity” on energy poverty.  

In all ASSIST countries, within the relative regional and national qualification frames there 

are not professional profiles similar to the HEA, with two exceptions: Belgium (within the 

Flander qualification frame, the Energiedecree) and UK (many different HEA similar 

profiles exist and are defined and detailed also in terms of EQF levels and working 

contexts).  However, in all partners countries, piloting projects focusing similar profiles 

have been carried out and have been analysed within ASSIST to leverage on lessons 

learnt and to: 

 Better draft the profile in terms of “occupation” ranges/potentials and of expected 

impact/contribution; 

 Analyse and evaluate existing (learning, working, and so on) resources. 
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The analysis of piloting projects has confirmed the HEA potential role as mediator or 

facilitator, working within a multi-professional team. Moreover, the potential of the 

HEA within a wider building requalification effort, supporting the building manager (within 

both the energy auditing and the “relational” roles) has emerged. HEA is not a “unique” 

professional profile and, consequently, it cannot be directly integrated within 

regional/national qualification framework.  

The national research projects (and the compared one) have also strongly confirmed that:  

 HEA role should be intended as “occupation” (in the ESCO terms as reported)  

 HEA cannot represent an “autonomous” professional profile but a supporting role 

within both consumer care and social services and other working contexts;  

 HEA role can be played by some already existing professional profiles (social 

assistant or civil servants or consumer association advisor).  

As anticipated, HEA can play different and 

“integrating” potential occupations within 

diverse working contexts. The three main 

contexts identified by the project (energy, social, 

institutional) have been confirmed by actors 

involved who have further detailed them as follow:  

1. Energy sector, with reference to 

representative organizations, authorities, 

energy agencies, energy services companies, 

energy consultancies and energy utilities. A 

“sub-sector” in fact can be represented by the 

same market actors - utilities, DSOs and energy 

companies in general, which could be interested on a “Corporate Social 

Responsibility” perspective and/or to improve their services to consumers by 

employing an HEA and/or training their employees employed within the network of 

customer care. More specifically, HEA specific occupations within the “energy sector” 

have been indicated as: contact centres; energy agencies; individual professionals 

(engineers/other energy-related technical professions). 

2. Social sector with reference to much diversified contexts and organisations such as: 

third sector, social departments and services, consumer associations, social 

organisations and charities (Red Cross, caritas, etc.), housing associations. The most 

relevant HEA specific occupations within the “social sector” have been indicated as: 

social services; consumers associations; third sector; social housing and users (where 

HEA is peer acting with peers). 

3. Institutions with reference to local/regional social services, health services, 

environmental education, as well as energy authority and energy institutional agency. 

Two main HEA “institutional” contexts have emerged as more relevant: Public energy 
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agencies, contact centres, services… related to energy policies/incentives; 

Municipalities’ Technical Offices. 

For all the occupations and working contexts: 

 difficulties in reaching the target of vulnerable consumers. For “social-related” 

working contexts it is more suitable to reach them but it’s more difficult to develop 

proper technical skills to fully inform and support them. This in turn makes the peer 

to peer dimension very challenging. The social housing context is potentially the 

most suitable; 

 need of keeping a straight differentiation between supporting energy saving vs 

energy efficiency. HEA can support awareness, competences development and 

users engagement / empowerment with reference to the energy saving behaviours 

while for supporting energy efficiency more complex technical skills, belonging to 

other (existing) energy advising professionals are needed as well as more “deeper” 

(and more costly and complex) actions on the overall building.  

These last considerations confirm the opportunity of considering HEA as working within 

and enlarged professional teams, to consider the HEA working context as “enlarged”, 

where HEA cooperate or support other professionals (i.e., the building manager or the 

energy contact centres and so on). 

1.2.2 HEA Activities and Competences 

The main HEA activities have been clustered into three main areas:  

 energy behaviour analysis; 

 energy saving check-up and support; 

 communication and advice to consumers. 

The three activities areas have been confirmed in all national research (with reference to 

both desk and in-field activities) which have also detailed the relevant sub-activities and 

relevant skills and competence. A comprehensive view of all the evidences collected by 

the national report in terms of HEA’s activities (and sub-activities) and competences 

(knowledge, skills and competences) for each of the three main HEA action areas is 

reported in the table below.  

The HEA competence has been articulated in terms of modular system correlated to the 

activities in order to evaluate a common schema and the national diversity. The 

articulation and weight of the sub-activities vary according to the diverse contexts 

of action (energy vs. social vs. institutional) and among partners countries. The 

modular approach employed in identifying and describing the HEA activities and sub-

activities as well as related competences required, represents the conceptual and 

operative frame for the definition then of the HEA training, networking and in-field action 

processes.  
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Activities Knowledge, skills and competences  
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 Identify the eventual vulnerability and its main 
drivers/dimensions 

 Customise the information to the target 

 Gather information (questionnaires, interviews, 
observation, data review, …) 

 Identify energy consumption points in a household 
/family unit 

 Analyse the house and electrical appliances 

 Collect supply contracts - interpret domestic fuel 
cost 

 Analyse consumption history and 
ordinary/extraordinary maintenance interventions 

 Analyse habits and special needs (e.g. 
Biotechnology) 

Technical knowledge on sector with special reference to: 

 energy system and market 

 retail system 

 home energy uses 

 energy bills and tariffs structures 

 services available in the market 

 renewable energy solutions, costs and funding (basics) 

Technical knowledge on social system with special reference to: 

 social system structure and services 

 vulnerability dimensions and features 

 fuel poverty (causes/effects and policies/actions) 

 Ability to analyse the context in which operate 

 Ability to observe, measure, analyse and synthesis 

 Ability to adapt to situations 

 Communication & relational skills and competences  
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 Measure the energy use and energy efficiency of a 
household 

 Identify efficiency/appropriate use systems 

 Realise a "simplified energy check-up” 

 Deliver interesting contacts and list of resources 

 Implement energy saving package/tools to 
monitor/optimise energy 

 Analyse energy bills and payment options 

 Energy saving behaviours support, such us: 
“behavioural tips” on how to lower the energy 
consumption 

 Compare and switching tariffs and/or giving advice 
on energy contracts 

 Identify economic incentive mechanisms + 
submission requests 

 Ability to classify and highlight the relevant uses of energy 

 Energy consumption analysis skills 

 Ability to carry on the simplified energy check-up 

 Ability to calculate energy savings and efficiency 
improvements 

 Competences related to a “functional analysis” for the 
consumer typology  

 Competences related to the formulation of opportunities to 
improve energy efficiency 

 Knowledge and skills related to the identification and access to 
funding opportunities (incentives, bonuses, ….) 
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   Advise on general energy information and on 

specific questions 

  Advise on appropriate use of systems 

  Inform on ways of paying for gas and electricity  

  Communicate energy saving tips and behaviours 

  Prepare personalised reports and/or “Family 
Energy Guidelines” 

  Promote Peer to peer interaction 

  Support the creation of Purchase Groups 

  Organize meetings/workshops 

  Realize guides/brochures 

  Prepare informative materials, presentations or 
other communication tools 

  Evaluate effective interaction among stakeholders 

 Communication skills and competences (Oral, Listening and 
Written) 

 Communication with technical and non-technical personnel 

 Event planning and organization 

 Knowledge of purchasing groups 

 Empathy 

 Easily approachable personality 

 Social intelligence 

 Communication skills and competences (also written, phone, 
ICT mediated).  

 Writing skills (presentations, …)  

 Relational skills (empathy, effective communication, ….) 

 Competences related to the proposition of opportunities to 
improve energy efficiency 
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2. “Home Energy Advisor” Training 
All HEA relevant working contexts and roles call for the need of defining, delivering and 

constantly updating effective training programs. Starting from the HEA requirements, a 

modular ASSIST program has been built that enables to guarantee:  

 a common EU based professional and training frame (also with reference to 

competences recognition, ECVETs, professional mobility and so on); 

 a national customization according to the HEA: background/entry level 

(unemployed, vulnerable consumer, social operator, help desk operator, and so on); 

working contexts (social services, help desks, social housing and so on). 

In each country 75 HEAs will be trained (except in UK where 6 HEA will be trained) 

and the mix of the participants of the training course, future HEA figures, will vary from 

country to country, in terms of typology of targets involved (in terms of entry level and 

potential occupational context) and relative numbers. 

Within the national training guidelines (D3.2) the specific mix of targets involved as well as 

the relative training programs will be described, comprehensive of the methodological (i.e. 

distance vs in presence per unit/module) and operative (i.e. target engagement actions) 

choices. Although there will be target differences between countries of the training strategy 

related to the type of the HEA, it is important to underline that in each country also 

vulnerable consumers will undertake the ASSIST training for the HEA in order to activate 

“peer to peer” support action methodologies. As the vulnerable consumers who will 

undertake the HEA training may be unemployed professionals, social housing 

householders, volunteers and so on, their entry level and training needs will differ largely. 

Therefore, considering the different “typologies” of vulnerable consumers involved in the 

diverse countries (and within the same country) the ASSIST training for the vulnerable 

consumers has been defined according to the 

overall country strategy defined. 

Starting from the analysis of HEA’s roles, 

activities and competences clustered in the 

three main areas (analysis, check-up, and 

communication), a modular system of learning 

outcomes and training modules is defined  

Consistently with the three activities, three 

main competences areas are required to the 

HEA: technical, social, relational. Knowledge and skills are required on energy 

“technicalities” (including all the competences required from the HEA advising role and in 

field action) the on social system (including the vulnerability issues). The weights of the 

technical, social and relational dimensions within the course has been very challenging 

due to the different perspectives of the various stakeholders involved. Additionally, training 

needs on behavioural aspects on energy consumption and strong relational competences 

are needed for all. In all contexts the need of delivering dedicated training is stressed as 
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crucial point, with special reference to the development of proper “relational”, 

communication, emphatic competences when dealing with consumers and vulnerable 

consumers. The need of emphasizing the relational dimension has been highlighted, 

with different focus together with the relevance of the technical dimensions (both in terms 

of technical advising role and of required technical competences).  

Further a special focus on the need to balance the three HEA dimensions (technical - 

social - relational) needs to be taken into account when analysing the role of HEA within 

contact centres (of energy companies or agencies; of consumers associations; of public 

institutions such as the ones of National Energy Authorities). In these cases, the technical 

and relational skills of HEA must be highly developed to carry out phone and written 

communication.  

Last but not least, training in the following areas may also be crucial especially if the 

trained HEA will be working in specific sectors: health and safety; safeguarding; data 

protection and confidentiality and data systems linked to the programme; company policies 

and procedure.  

The choice of including and how these topics in the ASSIST HEA course will be detailed in 

the single national training guidelines (within the general ASSIST training course hours 

have not been allocated for these topics). Finally, HEA training program foresee a 

common “ASSIST HEA - Introductive module” to present to all the trainees (whatever 

their background and knowledge and skills): 

 ASSIST model based on the figure of the HEA; 

 ASSIST training program and training platform; 

 ASSIST supporting resources such as: Project factsheet, communication to consumer 

(domestic energy related informative resources targeting consumers);  

 ASSIST action (resources to be used in delivering advice to vulnerable consumers) and 

HEA Networking (resources on the functioning of the network and its advantages). 

A modular system of learning outcomes and training modules has been defined and the 

following table represents the general structure of ASSIST HEA training course which will 

be adapted to each national context and detailed in the National Training Strategy 

guidelines (D3.2) according to: specific HEA working contexts (social services vs help 

desks vs social housing and so on); entry profile (unemployed, vulnerable consumer, 

social operator, help desk operator, and so on). As a general HEA training frame, the 

following table reports: 

 Learning outcomes related to the knowledge, skills and competences requirements;  

 Modules / contents of each learning outcome and, for each a timeframe duration 

range. Considering the average of the duration timeframe of each module, the overall 

ASSIST HEA training program will last 36 hours (plus 4 hours of the introductive 

module). In each country, according to the specific features of target (competences 

entry level) and contexts (sectoral and occupational), the module length will be defined. 



D3.1 HEA QUALIFICATION SCHEMA_executiv summary HEA_UK 
 

 

  11 

Activities Knowledge, skills and competences  Learning Outcomes/ 
Modules/Contents 

Hours 

ASSIST HEA Introductive 
Module 

Illustrate the ASSIST model based on the figure of the HEA; 

Present the ASSIST training program and training platform; 

Present ASSIST supporting resources 

4 

(2-4) 
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Identify the eventual vulnerability 
and its main drivers/dimensions 

Customise the information to the 
target 

Gather information (questionnaires, 
interviews, observation, data 
review, …) 

Identify energy consumption points 
in a household /family unit 

Analyse the house and electrical 
appliances 

Collect supply contracts and energy 
transfer & interpret domestic fuel 
cost 

Analyse consumption history and 
ordinary/extraordinary maintenance 
interventions 

Analyse habits and special needs 
(e.g. Biotechnology) 

Technical knowledge on energy sector with 
special reference to: 

 energy system and market 

 retail system 

 home energy uses 

 energy bills and tariffs structures 

 services available in the market 

Basic Knowledge on Energy Sector 

The energy sector (basic knowledge on the 
sector structure; focus on the retail system and 
on the main actors involved, including the 
authorities and consumers help desks; services 
available in the market) 

Legislation and regulations (general framework 
of relevant: legislation on energy supply; 
regulation on energy trading and energy policies, 
including EU and national policies; energy bills 
and tariffs structures) 

Energy consumption and Energy saving (basic 
knowledge on energy consumption statistics and 
paths; introduction to energy indicators and 
energy efficiency indicators) 

Home energy uses (Lighting, gas….) systems, 
household appliances and devices 

6-12 

Technical knowledge on social system with 
special reference to: 

 social system structure and services 

 vulnerability dimensions and features 

 specific regulation to protect vulnerable 
consumers  

 fuel poverty (causes/effects and 
policies/actions) 

Basic Knowledge on Social System and 
Vulnerability 

The Social System (basic knowledge on: social 
system structure and actors; third sector and 
social services; general framework of relevant 
legislation and regulation) 

“Consumers” system (association, services, 
regulation) 

Social Programs, Policies and Actions (basic 
knowledge on existing programs, policies and 
interventions, main actors and procedures 
related to the services access (including a first 
overview of incentives, funding and supporting 

6-12 
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services for social system targets)  

Vulnerability and Energy Poverty (main 
framework on vulnerability and its features both 
at EU and National levels with a focus on energy 
poverty, including main statistics of the 
phenomenon, targets included, vulnerability 
relevant dimensions; health and social results of 
vulnerability) 

National/Local existing measures, protocols, …  
to protect vulnerable consumers (specific 
regulations) 

 

Ability to analyse the context in which operate 

Ability to observe, measure, analyse and 
synthesis 

Ability to adapt to situations 

Communication/relational skills and 
competences  

Transversal (cognitive and behavioural) 

 

See “Communication and advise to consumers” 
competences and learning outcomes area 
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Measure the energy use and 
energy efficiency of a household 

Identify efficiency/appropriate use 
systems 

Realise a "simplified energy check-
up” 

Deliver interesting contacts and list 
of resources 

Implement energy saving 
package/tools to monitor/optimise 
energy 

Analyse energy bills and payment 
options 

Compare tariffs and switching 
mechanisms and tariffs and/or 
giving advice on energy contracts 

Identify economic support/incentive 
mechanisms + submission of 
financing requests 

Ability to classify and highlight the relevant uses 
of energy 

Ability to carry on the simplified energy check-
up that, in turn, call for energy consumption 
analysis skills 

Ability to calculate energy savings and 
efficiency improvements 

Competences related to a “functional analysis” 
for the consumer typology 

Competences related to the formulation of 
opportunities to improve energy efficiency 

Knowledge of purchasing groups 

Knowledge and skills related to the 
identification and access to funding 
opportunities (incentives, bonuses, ….); 

 

Specific Action(s) related knowledge skills 
and competences 

Refreshing communication and action 
resources 

 

Energy Behaviour Check-up 

Energy consumption habits 

Domestic energy consumption 

Introduction to domestic energy check-up 

How to develop a simplified check-up 

First level monitoring activities and tools 

 

Energy Behaviours Support 

Energy behaviours and tips 

Contracts - Energy bills Analysis 

Supporting Energy “Funding” 

Incentives, Bonus and access procedures 

Best Practices and Incentives Database 

 

Additional specialised contents 

14-30 
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Zero cost interventions 

Purchasing groups 

Renewable energies for vulnerable consumers 

 

Specific Action(s) related training/protocols 
of action(s) 

Relational skills and emphatic competences Transversal (cognitive and behavioural) 

See “Communication and advise to 
consumers” competences and learning 
outcomes area 
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 Advise on general energy 
information and on specific 
questions 

Advise on appropriate use of 
systems 

Inform on ways of paying for gas 
and electricity  

Energy saving behaviours support, 
such us “behavioural tips” on how to 
lower the energy consumption; 
personalised reports; “Family 
Energy Guidelines” 

Promote Peer to peer interaction 

Support the creation of Purchase 
Groups 

Organize meetings/workshops 

Realize guides/brochures 

Prepare informative materials, 
presentations or other 
communication tools 

Valorise effective interaction among 
stakeholders 

(Oral, Listening and Written) Communication 
skills and competences 

Communication with technical and non-
technical personnel 

Event planning and organization skills 

Empathy 

Easily approachable personality 

Social intelligence 

Relational skills (empathy, effective 
communication,….) 

Competences related to the proposition of 
opportunities to improve energy efficiency 

Communication and relational competences 

Communication skills and competences (also 
written, phone, ICT mediated).  

Relational competences (from self-awareness 
and management to  problem solving and not 
verbal communication) 

Social intelligence and emphatic competences 

Oral, Written and “distance” communication 
skills 

Promoting and organizing meetings and events 

10-20 

KSC requirements from activities related to the 
previous two activity areas: 

Ability to analyse the context in which operate 

Ability to observe, measure, analyse and 
synthesis 

Ability to adapt to situations 

Communication skills and competences (also 
written, phone, ICT mediated) 

Relational skills and emphatic competences 
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