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Presentation of ASSIST Project
1.1 ASSIST overview and introduction
ASSIST is a 36-months European ‘market activation and policy orientation’ project to tackle fuel poverty
and support vulnerable consumers. It intends to actively engage consumers in the energy market and
positively change behaviour in relation to energy consumption and to influence design of policy at all
levels to tackle fuel poverty issues.
Based on the conclusion of the Energy Citizens’ Forum and of the European Vulnerable Consumers
Working Group, the project intends to combine activities addressing both energy and social dimensions
as fuel poverty is not only an energy issue nor can it be tackled in isolation of the bigger issue of
poverty. More specifically, ASSIST strategic objectives are to contribute to:
tackle energy poverty;
reduce the main barriers of the energy market faced by vulnerable consumers;
support vulnerable consumers to be more efficient with their domestic energy consumption
(electricity and gas).
To fulfil its goals, the project foresees diversified and correlated research, networking and in-field
actions, consistent with the relevant national and European scenarios. Among them, ASSIST intends
to create a network of innovative professional figures supporting vulnerable consumers in their
domestic energy consumption: “Home Energy Advisors (HEAs)”.
This document is part of Work package 4: Energy Advisor Network and presents the work and
activities done on creation of the ICT platform created for the network.

1.2 Document overview and relation to other work
packages
The present document includes the individual deliverable D4.2, which is very closely linked with
previous deliverable D4.1 Network guideline, the following D4.3 ICT Manual and D4.4 HEA Network
Monitoring Mechanism for Saved Energy and Increased Comfort Level. To maintain the opportunity to
consistently link their contents, it is however also possible to follow the line of thoughts in a consistent
flow as is presented in a special document containing all four deliverables in one. This document will
be separately uploaded.
The work package is also in close relation with the work in most other WP’s. WP4 is in this respect
both a monitoring system and a platform which is proposed to sustain the activities of the HEA’s and
the established network also after the ASSIST project has ended.
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Defining the features of the ICT tool for the
network
2.1 Assessing the existing tools of advisors already
working in project countries
In order to create a dynamic environment between - and following the training of - the HEA’s, a network
between the trained HEA’s is being established – the idea being, that while all HEA’s will have the
same working objective (support vulnerable consumers / fuel poor) they might be working in different
contexts (such as energy consumers’ associations helpdesk, social department of municipalities,
financial helpdesks to assist consumers in tax payments and relative tax reductions, etc.) – as is
described in D3.1 HEA Qualification Schema. Still though, it seemed necessary to create an
environment in which they could work together and exchange ideas and knowledge.
In this respect it has been important to implement a networking process to favour the exchange of their
different working (and personal) experiences with vulnerable consumers. Hence, all country partners
were asked to provide information on tools that the already existing advisors in different countries use.
The questionnaire is shown below:

Picture 1 Questionnaire of existing tools used
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Answers to the questionnaire were analysed to create an overview of the different ways of working in
the different countries and which tools were being used.
Ways/Tools used to
interacting with energy consumers included Phone, E-mail, Physical mail or fax, Face to face
on home visits, Event stands/Information booth, Websites, Online tools/portals to log into, MS
Excel, MS Access, Oracle databases and CRM
reporting included Kamp C and assigned Microsoft word template
Information search/Price comparison included Price comparison websites and web portals
with information on special bonus criteria per region
activity monitoring included automatic tracking of webpage activity and Eclipse
Networking included Social media (e.g. facebook) and webpage
Specialists they cooperate with
Government officials such as National Regulatory Authority
Social actors such as family assistants, psychologists, educators, career counsellors and
health groups
Energy sector actors such as other energy related organisations
Other functionalities considered important for ICT tools:
Tools to be supported by tablet
Automatically generate reports
To import customer data/store directly in a database
To also contain information about the grants per country/region (or even better, automatically
show which grants might apply to each customer based on the stored information)
Mark priority customers
Integrated agenda for managing appointments
This initial analysis underlined the fact, that there is no obvious tool or methodology already
established, which can be used as the starting point for a common collaboration platform. Also, the
working styles and reporting was very different from country to country and many countries did not
have an established measure of reporting tools to help them analyse their results. Hence it was decided
that the ICT tools should be easy to use tool for all HEAs, which could support their work. The idea was
in this respect not to replace existing tools, but to offer additional value for the HEAs especially in
relation to knowledge sharing and networking activities.
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2.2 Functional requirements for the platform
The basic requirements were thought to be, knowledge sharing both between the advisors and from
the advisors to the vulnerable, networking with in the country partners and also internationally.
Continuous learning was also thought to be important for the advisors and the ICT platform would
need to facilitate this.
In order to create an environment that would facilitate the advisors´ working and offer additional
value to existing tools used the functionality requirements were discussed in a workshop with the
project partners at the second project meeting. Variety of functionalities were considered and
discussed. The following functionalities were considered:
The platform must allow users to login and logout.
The platform must allow people (that work on energy poverty) to register/create profiles.
The platform could allow people to connect with others.
The platform could receive and fulfill user requests for resetting the password.
The user profiles should include the following information: Name, Company/Organisation,
Speciality, Country, Email address, Additional contact details (optional)
The user profiles could include a profile picture per user.
The platform must support the upload of the following file types from the connected users:
Documents: .pdf, Videos: .avi, .mp4, Pictures: .jpg, jpeg, .gif, .png, Short questionnaires that
can be answered online
The platform should support sources connected with external websites: Display youtube videos,
Add links
The platform must include an integrated mailing system.
The mailing system must allow sending documents/files directly through the platform.
The platform could include an integrated calling system.
The platform must have a monitoring system with capability to automatically collect user actions:
Logins, Pageviews, Files opened, Video views, Files sent via mailing system, Messages sent,
Replies to support requests, Phone calls made by users
The platform must allow manual additions to the monitoring system (to add activities performed
outside the platform): Phone calls made by users, Home visits, Helpdesk activity, Emails sent
with external mailing tools
The platform must have integrated analytics to automatically calculate statistics on monitored
activity (in a similar manner as google analytics)
The user must be allowed to manually store customer data by filling in a (user friendly) form,
including: (more information to be added about collected data) Personal details: Full name,
Address, Phone number, Email; Demographic data: Age, Household size, Number of people in
the household, Annual household income; Energy related data: Average annual consumption
level, Current supplier, Current electricity contract, Use of electricity for heating
The user that stored each customer, must be able to edit the inserted information.
The platform must contain information about the criteria for social bonuses/tariffs per
country/region
The platform should automatically show which social bonuses/tariffs can be applied to each
customer based on the stored information (more information needed about the criteria)
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The platform should mark priority customers based on specific criteria (more information
needed about the criteria)
The platform must be connected with a database (where monitored or manually added
information will be stored)
The platform must automatically generate reports that will include any statistics the user selects.
The automatically generated reports should be editable (i.e. for text additions, comments, etc.)
The platform must provide a user interface in all the project country languages: English, Finnish,
Spanish, Polish, Italian, Dutch (Flemish)
The administrator could receive notifications when new material is uploaded in any
language/page.
The platform must support and organise material in different languages (documents, videos)
The platform could allow private group discussions.
The platform could include a discussion forum.
The platform should have integrated a calendar for managing personal tasks/appointments
The platform should include links between the files and people that are more specialised in
each subject (including most specialised consortium member for each subject).
The platform could allow the user to select which features want to add in his main screen
(depending on the needs/interests of each user/company/country).
The platform must include a public accessible webpage with basic information helpful to fuelpoor people, according to their country: Contact information of people that can help them (may
be anonomized, only email), Supporting schemes, Tips for lower electricity bills, Informative
material.
The platform must have a (user friendly) search-navigation system which will support: Search
based on key-words and language, sorting on files based on upload alphabetical order, sorting
on files based on upload datetime
The platform could be used by desktop, tablet and mobile phone screens.
The following functionalities must be available during the tablet app: Filling in the form with
customer information, Information about social bonuses/tariffs
The platform must have an anonymised version of the fuel-poor customer data available for all
specialists of the same country
However, it was concluded that functionalities have different significance for different country partners.
After functional requirements were listed at the work shop, a follow up questionnaire was sent to each
partner to map the importance of each feature. The selection of the ICT tool was based on the
importance of the features as shown in Table 1 below.
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Selection of the ICT tool
In order to fulfil the basic requirements of knowledge sharing both between the advisors and from the
advisors to the vulnerable, networking with in the country partners and also internationally a tool
originally suggested at the proposal stage could have been considered. However, during the
discussions, the requirement for the environment to would facilitate the advisors working and offer
additional value to existing tools used such as continues learning tools such as google groups or
LinkedIN groups were thought to be too simple.
From the requirement of continues learning, three ICT platforms were thought to be suitable: Sakai,
Moodle and Ilias. After functional requirements were listed at the work shop, a follow up questionnaire
was sent to each partner to map the importance of each feature. Based on the result and average
importance was calculated. Then the functionalities of each platform option and how they meet the
requirements listed were considered. Requirements, their importance and functionalities of each
platform are presented below:
Table 1 Platform Functional Requirements and their importance

#
1

Platform Functional Requirements
The platform must allow users to login and
logout.

3

The platform must allow people (that work on
energy poverty) to register/create profiles.
The platform could allow people to connect
with others.

4

The platform could receive and fulfil user
requests for resetting the password.

2

5

6
7

The user profiles should include the following
information:
Name
Company/Organisation
Speciality
Country
Email address
Additional contact details (optional)
The user profiles could include a profile
picture per user.
The platform must support the upload of the
following file types from the connected users:
Documents: .pdf
Videos: .avi, .mp4
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Pictures: .jpg, jpeg, .gif, .png
Short questionnaires that can be answered
online
The platform should support sources
connected with external websites:
Display YouTube videos
Add links

Sakai

Moodle

ILIAS

X

X

X

X

X

X

X

X (Facebook plugin)

NA

X

X

X

Importance

10
10
9
10

X (administrator can
add and edit fields
required for creating
profile)
X

X

X

10
9
10
9
10
5

X
X
X
X

X

X

X
X

X

X

X

X

X

X (not sure about
the types supported)

X (not sure about
the types supported)

X

X (not sure about
the types supported)

x (not sure about the
types supported)

x (not sure
about the
types
supported)

X

X

X

X

X

X

X

X

5

9
5

5
5

4
7
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9
10
11

12

The platform must include an integrated
mailing system.
The mailing system must allow sending
documents/files directly through the platform.
The platform could include an integrated
calling system.
The platform must have a monitoring system
with capability to automatically collect user
actions:
Logins
Pageviews
Files opened
Video views

X
X (allows sharing
files through a
dropbox-like tool)
X (web conference
using an Adobe
Connect server)

14

15

16

17

18

X (quickmail plug-in)

NA

7
7

NA

5

X

X

X

X

X

13

X

X

Files sent via mailing system

Messages sent
Replies to support requests
Phone calls made by users
The platform must allow manual additions to
the monitoring system (to add activities
performed outside the platform):
Phone calls made by users
Home visits
Helpdesk activity
Emails sent with external mailing tools
The platform must have integrated analytics
to automatically calculate statistics on
monitored activity (in a similar manner as
google analytics)
The user must be allowed to manually store
customer data by filling in a (user friendly)
form, including: (more information to be
added about collected data)
Personal details: Full name, Address, Phone
number, Email
Demographic data: Age, Household size,
Number of people in the household, Annual
household income
Energy related data: Average annual
consumption level, Current supplier, Current
electricity contract, Use of electricity for
heating

X

10
8
8
8

X
X

X (moodle learning
analytics
or Google Analytics
Plugin for Moodle)
X (moodle learning
analytics
or Google Analytics
Plugin for Moodle)

10

10
7
7

X (trough surveys)

10
10
10
10
10
X
(statistic reports
regarding user visits,
tool activity, and
resource activity)

X ( Google Analytics
Plugin for Moodle)

10

9

8

10

The user that stored each customer, must be
able to edit the inserted information.
The platform must contain information about
the criteria for social bonuses/tariffs per
country/region
The platform should automatically show
which social bonuses/tariffs can be applied to
each customer based on the stored
information (more information needed about
the criteria)

10

3

3
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19

20

21

22
23

24

25
26
27

28

29

30

31
32

The platform should mark priority customers
based on specific criteria (more information
needed about the criteria)

The platform must be connected with a
database (where monitored or manually
added information will be stored)

The platform must automatically generate
reports that will include any statistics the user
selects.
The automatically generated reports should
be editable (i.e. for text additions, comments,
etc.)
The platform must provide a user interface in
all the project country languages:
English
Finnish
Spanish
Polish
Italian
Dutch (Flemish)
The administrator could receive notifications
when new material is uploaded in any
language/page.
The platform must support and organise
material in different languages (documents,
videos)
The platform could allow private group
discussions.
The platform could include a discussion
forum.
The platform should have integrated a
calendar for managing personal
tasks/appointments
The platform should include links between
the files and people that are more
specialised in each subject. (including most
specialised consortium member for each
subject)
The platform could allow the user to select
which features want to add in his main
screen. (depending on the needs/interests of
each user/company/country)
The platform must include a public
accessible webpage with basic information
helpful to fuel-poor people, according to their
country
The platform must have a (user friendly)
search-navigation system which will support
Search based on key-words and language
Sorting on files based on upload alphabetical
order
Sorting on files based on upload datetime

3
X
(https://confluence.s
akaiproject.org/displ
ay/DOC/Sakai+11+d
atabase+support)

X
(recommended:
MySQL/PostgreSQL
also supported:
Oracle/MSSQ/SQLit
e)

X
(with limited options:
https://longsight.scre
enstepslive.com/s/s
akai_help/m/59830/l/
610451-how-do-icreate-and-run-areport)

X
(Report plugin:
https://moodle.org/pl
ugins/report_custom
sql)

X
(mySQL)

10

8

10

X

X

X

10
9
9
9
9

X
X

X

X

X

X

X

X

X

X (Dutch)

X

X
X
(Nederlands)

9

X

7
X

X

X

7
X

X

X

X

X

X

X

X

X

9
9

2

5
X

X

4
X

10
X

8
6
4

X
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33
34

35

The platform could be used by desktop,
tablet and mobile phone screens.
The following functionalities must be
available during the tablet app:
Filling in the form with customer information
Information about social bonuses/tariffs
The platform must have an anonymised
version of the fuel-poor customer data
available for all specialists of the same
country

X

X
(mobile app
available)

X

10

4
4

9

After consideration, Moodle was thought to match most requirements. Moodle had also been chosen
as the best platform to facilitate the training the of the advisors. Thus, to avoid two separate systems
Moodle was selected as the tool for the network also. For the features Moodle could not meet,
alternative suggestions were considered:
The platform must include a public accessible webpage with basic information helpful to fuelpoor people, according to their country
An open access webpage could be created for the vulnerable to receive basic information in national
language and the Moodle platform could be linked to that site. Through the Moodle platform the
vulnerable would get access to more extensive and personalised advice.

The automatically generated reports should be editable (i.e. for text additions, comments, etc.)
The automatically generated statistical reports are downloadable and can then be edited in
e.g. excel file.
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Moodle environment
4.1 Building the environment
In order to create platform which could sustain the activities of the HEA’s and the established network
also after the ASSIST project has ended the platform needed to be able to incorporate a variety of
features described in above sections.
Moodle platform had a lot of the functionalities but several features such as Facebook and quickmail
plug-in were incorporated to the network area to improve the usability even further. The features can
be divided in to three categories: Internal networking tools to facilitate the networking between the
advisors, External communication tools to facilitate the communication of the advisors with the
vulnerable consumers and Monitoring tools to facilitate the monitoring of the results of actions done
by the advisors to help the vulnerable and for the project partners to be able to gather information
on the platform use.
The following features can be found on the platform:

Internal network
communication
tools

External network
communication
tools

Monitoring
mechanisms

Facebook

Survey Form

Email (Quickmail)

Moodle Statiscs

Facebook
Notification & messages
Email
Announcements
Forum
Q&A
Calendar

After building the platform structure the network area was duplicated for each country network and
the content was adjusted to national language to enable a working area for the national Advisor
networks. In earlier discussions regarding the international network of advisors some countries had
expressed their concern that language skills of the national advisors might be a problem as the
European network working language would be English. In the end this was not considered to
constitute a justification for not building the European network and providing the added value to the
HEAs speaking English. Thus, an international network area was created to complement the national
networking areas.
The features and their use will be further elaborated in the following ICT Manual and HEA Network
Monitoring Mechanism for Saved Energy and Increased Comfort Level -reports.
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4.2 Finalized platform
The platform can be accessed at: https://assist2020.eu/

Picture 3 Access page

Picture 2 Sections of the network area
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Picture 4 Resources of the platform
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