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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 (HEA’s)”.  
This document presents the initial work and activities so far in creating a comprehensive and 
effective HEA network of skilled professionals in Europe. 

1.2  “WP4 - Home Energy Advisor (HEA) Network” 

The ASSIST work-package 4 (WP 4) aims at: 

Setting the basis for the network of “Home Energy Advisors” or HEA’s which will comprehend 
all the trained HEA’s (within WP4 but also in other HEA training activities carried out outside 
the project activated by the communication and dissemination activities). The HEA networks 
will guarantee to all consumers the fairness and non-commercial / tertiary activity of the 
trained HEA and have a two-fold objective: 

to represent a virtual place where trained HEA’s may share their working experience 
as well as be constantly updated through continuous training and 

to represent a first contact point for vulnerable consumers / fuel poor to ask and 
receive support on their domestic energy efficiency issues and / or social-economical 
issues. 

The work package will carry out the tasks to build the European / National HEA networks and 
to ensure and follow its regular work in supporting vulnerable consumers / energy poor, in 
order to: 

Address at least 30.000 vulnerable consumers / fuel poor (5.000 in each of the 6 
countries involved) through specific mailshots and also the regular communication 
channels (social networks, newsletters, etc.) to inform them on the network, its aim 
as well as useful and practical information on energy efficient behaviours. 

Provide assistance and support to vulnerable consumers / fuel poor on domestic 
energy efficient to 12.000 vulnerable consumers (2.000 in each country) and assisting 
them in reducing their energy consumption of 2%. 
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1.3 Document overview and structure 

The present document includes the individual deliverables D4.1, which is very closely linked with 
D4.2, D4.3 and D4.4, but can be read and seen individually, as separate deliverables. 

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. 

This document contains in chapter 2 the D4.1 HEA Network Guidelines – a document in English 
describing the European network and of the national HEA networks: Their organisational structure, 
communication flow, HEA roles and responsibilities within the network and associated reporting 
mechanism. 

As indicated there is a close relation between the WP4 and 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. 

The above figure shows the relation between WP 4 and the training work packages and WP 5 and 
the activities for sustained activities and support on a political level in WP7. Hence, in the deliverables 
of WP4, there will often be a link to activities in other work packages and not all activities associated 
with the development of the inter-European network will be explored in detail here, as a lot of the 
content is described in other deliverables, related to other work packages. 
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Common denominators among pilot HEA’s 

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, initially the 
participating partners were asked to identify their different working styles and tools in order to find 
common denominators between them. 
All pilot partners were asked to answer a questionnaire with questions as is shown below: 

After the distribution of the questionnaire, the answers were analysed to create an overview of the 
different ways of working in the different countries and which tools were being used: 

List of tools that are now used to interact with energy consumers 

Phone 

E-mail
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Home visits 

Physical mail or fax 

Consumers can register via online platform, filling in the form and attaching the required 
documents 

Event stands/Information booth 

Webpage with useful material information storage 

E-lyse (Eandis): something like energy portal where customers can upload energy usage
data on regular basis and then track their usage

Supernova: online tool in which the ‘energy scanners’ document the result of their energy 
scan, reports about findings and saving tips automatically created for customers. 

Microsoft Excel  

Microsoft Access 

Web Station for big projects 

POMOST: quantitative work results analysis and reports generation 

Oracle 12c database 

ORACLE CRM on Demand software to record and answer to received customer complains 

Reporting 

Kamp C 

Microsoft word (specific template) 

Information search/Price comparison 

Price comparison website (e.g. Vreg.be) 

Web portal with information on special bonus criteria per region (e.g. SGAte web portal) 

Activity monitoring 

Eclips (not recommended) 

Automatic tracking of webpage activity 

Networking tools 

Social media (e.g. facebook) 

Webpage 

Specialists they cooperate with 

family assistants 

psychologists 

educators 

career counsellors 

interdisciplinary specialists 

National Regulatory Authority 
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health groups 

other energy related organisations 

Additional ICT Tool Attributes 

IMPORTANT: To be supported by tablet – it is one of the main tools they use 

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 thus gave a result, which 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 the conclusion was, that it was needed to develop an easy to use tool for all HEA’s, which 
could support their work – also on existing platforms. The idea was in this respect not to replace 
existing tools, but to offer additional value for the HEA’s especially in relation to knowledge sharing 
and networking activities. 

Establishing KPI’s as a common target among 

HEA’s 

An important step in engaging and encouraging the existing HEA’s to work together and share 
findings and best practices from their very different starting points was to establish a common set of 
targets between them. This would help the HEA’s to see through their national differences and better 
understand, where they could work together. Thus, a set of KPI’s – or Key Performance Indicators 
were established across all the participating ASSIST HEA pilot countries. The KPI’s and the recurring 
monitoring mechanism will be elaborated in more detail in ASSIST “D4.4 HEA Network Monitoring 
Mechanism for Saved Energy and Increased Comfort Level” or chapter 5 of the compiled 
deliverables. 

Thus in this document the KPI’s are primarily used to show, how such a measure can be used to 
align activities among a number of parties, with different working profiles and tools. 
The KPI’s were determined as partly related to the goals set out in the ASSIST proposal, and partly 
related to the work commonly associated with the work of the HEA’s across the different countries 
as it was researched from the questionnaire described above.  

Firstly the different KPI’s were categorized into four overlaying areas as shown below: 



 HEA network Guidelines 

11 

Secondly the individually developed KPI’s were then associated with each layer of the four areas 
identified as shown below and compiled into a monitoring dashboard.  

3.1 KPI definitions 

The KPI’s were communicated and discussed on a separate workshop in Warsaw on May 7th 2018 
in relation to the plenary meeting, held at the same location. This work finalized the definitions of the 
KPI’s and constituted their role as part of the HEA framework.The KPI Dashboard will be transferred 
to the chosen ICT platform, to serve as a common monitoring system of the agreed targets accesible 
for all consortium partners. 

National HEA tasks

Common HEA tasks

Dissemination KPI’s

Project KPI’s
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The KPI dashboard takes into account the different activities of the HEAs and the relative target for 
each activity and relative objective (as reported in the scheme): 

The following diagram reports the ASSIST HEA flow diagram per country: 

HEA 
informs

5.000 consumers 

1 HEA to 'n' 
consumers in a 
general manner

Increased level of 
comfort

HEA 
supports

2.000 consumers

1 HEA to 1 consumer 
in a personalised but 
general information

Energy saving 2% / 
increased level of 

comfort

HEA 
action

750 consumers

1 HEA to 1 consumer 
with personalised and 
customised solutions

Energy saving 7% / 
increased level of 

comfort
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The below table shows the agreed KPI’s, how it will be measured, the goal, data responsibilities and 
collection methodology: 

KPI 
description 

KPI Measure KPI goals Data 
Respon
sible 

Data Collection 

Project KPI’s 

Addressed at 
least 30.000 
vulnerable 
consumers 

Count on addressed individuals 
either by mail, phone or home 
visits - facebook likes, youtube 
clicks, download of materials from 
website. To be registered 
separately. 

ASSIST 
forecast to 
reach at 
least 30,000 
customers 

Pilot 
owners 

Spreadsheet 
every month 
from partners on 
gdrive / Moodle / 
Portal / 
facebook / 
mailing 
programs 

GDPR 
regulations to 
be observed 
closely. 
Registrations 
only to be 
accepted with 
User Consent. 

Reduced 
consumption 
by 7% for 750 
customers 
per country 

Action monitoring tools to be 
defined in each country. For 
example: 
Number of people living in the 
household, geographical, square 
meters ….. 

Consumptio
n levels 
meeting 
minimum 
comfort 
levels with at 
least 7% less 
than 
avarage 
consumption 
(national 
level 
comparison) 

Pilot 
owners 

Reporting in 
spreadsheet 
from each pilot 
owner 

Reduced 
consumption 
by 2% for 
2000 
consumers 
per country 

Network monitoring tools: 

- database of consumers

addressed through the support

activity which should include list

of names  + email addresses on

voluntary basis.

- ex-ante and ex-post

questionnaires to a control group,

approximately 5% of the

consumers addressed through

support activities: ex-ante

questionnaire on the advice

received to be filled in at the first

Soft actions 
with 
aggregated 
estimated 
energy 
savings  - 
validated 
through 
control group 
(5%?) 
Each country 
responsible 
to collect 
data from 
HEAs 

Pilot 
owners 

partners keep 
lists of 
consumers and 
what has been 
done google / 
moodle 
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meeting by all consumers 

addressed and then ex-post of 

volunteers on the advice 

implemented (5% of the sample 

who have left the contact details) 

- standardised kit to be

distributed to consumers

Number of 
European 
workshops 
held (2) 

Manual Count ASSIST 
forecasts 
two 
workshops 

ECOSE
RVEIS 

Internal 
reporting 
systems using: 
Dropbox / 
website / google 
monitoring table 

Disseminati
on KPI’s 

Developed a 
HEA 
communicati
on strategy 
per country 

Manual count of 6 national 
communication plans 

ECOSE
RVEIS 

Dropbox / 
website / google 
monitoring table 

Number of 
speeches 
given 

Manual count of 6 national 
communication plans 

ECOSE
RVEIS 

Dropbox / 
website / google 
monitoring table 

Translated 
information 
available in all 
6 languages 

Manual count of 6 national 
communication plans  

All 
languages 
available 

ECOSE
RVEIS 

Dropbox / 
website / google 
monitoring table 

Website 
available in all 
6 languages 

Manual count of 6 national 
communication plans 
(ECOSERVEIS) 

All 
languages 
available 

ECOSE
RVEIS 

Dropbox / 
website / google 
monitoring table 

Number of 
articles 
submitted 

Manual count of 6 national 
communication plans 
(ECOSERVEIS) 

ECOSE
RVEIS 

Dropbox / 
website / google 
monitoring table 

Common 
HEA KPI’s 
Number of 
vulnerable 
consumers 
addressed by 
the HEA 
through the 
action (750 
per country) 

Count of signed forms from 
vulnerable / energy poor 
consumers addressed through the 
ASSIST action + declaration by 
the HEA-reporting on actions and 
customers reached by each pilot.? 

Reporting on 
actions and 
customers 
reached by 
each pilot. 
ASSIST 
forecast to 
assist 750 
vulnerable 
consumers 

Pilot 
owners 
through 
HEA’s 

Separate report 
from pilot 
owners with 
action 
description at 
actualization on 
customer’s 
addressed in 
the listed 
catagories 

Listed 
category: 
Number of 
home visits 

soft advice and action Included in 
above action 

Pilot 
owners 
through 
HEA’s 

Included in 
above action 
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Listed 
category: face 
to face (direct) 

soft advice and action Included in 
above action 

Pilot 
owners 
through 
HEA’s 

Included in 
above action 

Listed 
category: 
Number of 
calls 

soft advice and action Included in 
above action 

Pilot 
owners 
through 
HEA’s 

Included in 
above action 

Listed 
category: 
Number of 
sent material 

soft advice and action Included in 
above action 

Pilot 
owners 
through 
HEA’s 

Included in 
above action 

Listed 
category: 
Number of 
request for 
financial 
measures 

soft advice and action Included in 
above action 

Pilot 
owners 
through 
HEA’s 

Included in 
above action 

National 
HEA KPI’s 

Trained at 
least 381 HEA 
(75 per 
country, 
except UK 
with 6) 

Moodle accounts created for 

each course participant in each 

country – automatic count 

Successful passing final exam of 
training course. 

Moodle 
assessment 
form - 
automatic 
Traditional 
assessment 
/ exam - 
manual 
count 

1 partner 
per 
country 

Moodle 

Organization 
of national 
HEA 
conferences 

Manual count national 
conferences 

2 partner 
per 
country 

Dropbox / 
website / google 
monitoring table 

Number of 
addressed 
policies (2 
statements) 

Manual count of statements ASSIST 
foresees to 
favour the 
uptake of 
energy 
poverty on 
national 
political 
agendas 

Country 
project 
partners 

VCSC meetings 
and other 
national 
ASSIST events 
to promote 
dialogue 

Number of 
key 
stakeholders 
reached (20 
per country) 

Manual count of key influencers/ 
addressed / engaged within the 
project activities 

Event 
registration 
forms and 
participants 
list / Contact 
lists / mailing 
lists / VCSC 
members list 
/ contact 
database 

1 partner 
per 
country 

Reports / 
minutes / etc. 
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Establishing a National Network 

The first step in the creation of the network, was to identify and engage potential HEA’s on 
a national level as described in D5.2 ASSIST Action Plan, which is a confidential 
document in each language detailing the national action. Hence, for the cause of this 
document a short summary of the individual, national actions taken is included here. 

4.1 Engagement actions – Finland 

4.1.1 Short description of national strategies to engage advisors 
In Finland, the approach of engaging stakeholders has been multisectoral. It has aimed at engaging 
all relevant bodies from both the energy sector, the social sector over public authorities to policy 
makers. 

Among those who has been contacted are the Ministry of Employment and Economy and the Energy 
Regulators, including also the National Energy Agency; Motiva, which delivers consumer advise on 
energy efficiency. 

Moreover consumer organisations such as the Consumer union of Finland , the Association for the 
Elderly Welfare, the Finnish Tenants, The Home Owners Association was contacted. They alle give 
some kind of advice on energy issues to consumers. 

The Advisor training and network was discussed with all of the above mentioned parties and all 
expressed interest in sending advisors for the training.  To enable the HEA training course design 
and determining the HEA profile in Finland, the relevant stakeholders have since been engaged in 
bilateral meetings to discuss which aspects of the training course are most relevant to complement 
their advisor’s existing knowledge and what they think are the most important cross sectoral links 
that the project should focus on. The training course and Advisor network will also be advertised 
trough these stakeholders. 

Also NGO’s and public social actors were engaged in planning the education of HEA advisors - 
among them the Ministry of Social affairs and health, National Institute for Health and Welfare, The 
Social Insurance Institution of Finland, SOSTE Finnish Federation for Social Affairs and Health and 
Antipoverty Network Finland EAPN_FIN.  

Furthermore a stakeholder event was organized where cross sectoral participants exchanged views 
on the project, the current situation regarding energy poverty in Finland and what can be done in the 
future.  

4.1.2 Value propositions/incentives to engage national advisors. 

Two factors have been found to engage participation on the HEA training course: 

Participation in the free HEA training course 

The cross sectoral network of advisors and continued knowledge sharing even after the 
training course. 
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4.1.3 Characteristics of advisor teams 

The Characteristics of the advisors in Finland differs largely as the advisors come from different 
sectors.  

A large portion of the future advisors have higher education, but the field differs from engineering to 
social studies. As customers who could be categorized as vulnerable will also be trained the 
background is very diverse. 

4.1.4 Eventual value from participating in a European Network – and barriers 

The language might be a problem for some of the future advisors e.g. the vulnerable to be trained. 
Another obstacle might be the differing situations between countries (Finland is in quite different 
situation to many central European country) but this should not hinder the building of the European 
network: several stakeholder have expressed interest in sharing experiences internationally.  

4.2 Engagement actions – Poland 

4.2.1 Short description of national strategies to engage advisors 

To become a HEA you need to complete the training conducted by the Polish National Energy 
Conservation Agency and the Consumer Federation. The training is aimed at diverse groups of: 

Professional energy advisers,  

Employees of social assistance centres (OPS), 
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Consumer advisers, consumer ombudsmen and vulnerable consumers. 

The scope of the training courses will vary depending on the competences of the participants, the 
group they are originated and their initial skills. 
All HEAs, regardless of the professional group they belong to, will create a HEA network supported 
by networking tools. Each member of the HEA network will provide knowledge and skills gained 
during training and work with consumers, sensitive another people, who later will be able to train 
further advisers, expanding the group of people who can provide support in the field of energy 
poverty, and thus the effectiveness of training. The networking platform with the access of all 
members of the HEA network, will exchange experiences that are particularly beneficial and 
important due to the diversity of professional groups involved in helping and advising various types 
of consumers. The HEA network will help in achieving the goals and carrying out activities planned 
within the ASSIST project. 

4.2.2 Value propositions/incentives to engage national advisors 
The training program, based on theme modules, will allow to create the HEA network with the 
maximum use of knowledge and skills of groups of advisors. Not only they have contact with 
consumers at risk of energy poverty, but also have so far acted in various areas that complement 
each other. 
Individual groups of advisors have been and will be experts in their fields (e.g. in the field of consumer 
assistance in the pursuit of claims from companies operating in the energy market). In other areas 
they will function as a first aid institution: diagnose the problem, provide the consumer with specific 
information on where to apply get professional support and help. This will allow to effectively use the 
competences of individual groups, do not duplicate work, and the consumer will be able to get help 
from a professional who also has the appropriate support tools (e.g. can represent the consumer in 
a dispute with the entrepreneur or prepare the documentation necessary to obtain the targeted 
allowance). 
It should be emphasized that all groups to which training is addressed as part of their standard 
activities support consumers, therefore activities in the field of energy poverty will be part of their 
daily duties. Some of HEA's knowledge, skills and competences coincide with those already 
possessed by the training participants, which is why during the courses they will be extended to less 
recognized areas (e.g. energy poverty). The HEA profiles of each group contain the skills and 
knowledge already possessed and those acquired during the training. 

4.2.3 Characteristics of advisor teams 

Network members who have knowledge of energy consulting. 
Training modules will support the network of advisors created as part of the Project " Ogólnopolski 
system wsparcia doradczego dla sektora publicznego, mieszkaniowego oraz przedsiębiorstw w 
zakresie efektywności energetycznej oraz OZE" (Polish system of advisory support for the public 
sector, housing and enterprises in the field of energy efficiency and renewable energy"). Advisors 
will gain additional knowledge about good practices for areas of consumers at risk of energy poverty 
by extending their competences through participation in training and exchange of knowledge and 
experience in this field. Thanks to this, they will be able to better fulfil their role, which coincides with 
the general HEA profile. In addition, thanks to the cooperation with local energy sector at the 
municipal level, which is part of the activity of Advisors operating under the project implemented by 
The National Fund of Environmental Protection and Water Management. It will be possible to 
constantly expand the network of people with knowledge in the field of energy poverty, which will 
feedback further benefits even after the project and develop the HEA network . The training of this 
group will take into account the professional nature of advisers and will extend their knowledge in 
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the field of energy poverty, consumer rights and the specificity of vulnerable consumers as well as 
ways of communicating with them. 

Network members who have knowledge in the field of social assistance 

The second group of HEA training will be the support of employees of social facilities working in the 
region of the capital city of Warsaw who have direct contact with a group of vulnerable customers, 
including those who are most at risk of energy poverty. Training for this group will help social workers 
to analyse consumer behaviour in the consumption of energy and provide basic advice in this area. 
The training of this group will be particularly important before the upcoming next heating season. 
Afterwards social workers can help the group of vulnerable consumers in a particularly demanding 
period in the best way. Emphasis in the training in this group will be focused on the basic effective 
methods of supporting vulnerable consumers not only in terms of effective energy use, but also 
additional support that will help protect consumers from falling into energy poverty, e.g. by avoiding 
unfair practices of energy sellers. 

Network members who have knowledge of consumer regulations 

The consumer advisors working in the field branches of the Consumer Federation and municipal 
consumer ombudsmen will be the third pillar of the HEA network. Both groups have direct, everyday 
contact with consumers, including people at risk of energy poverty. It is a group with specialist 
knowledge in the field of consumer regulations. They provide advice on the whole area of consumer 
regulations, including, of course, issues related to the energy market. In order to be part of the HEA 
network, they will be able to use training modules in the field of energy use. 

4.2.4 Eventual value from participating in a European Network – and barriers 

Values 

Broadening knowledge and skills beyond daily duties 

Collecting contact with different groups of advisors 

Common representation of HEA interest 

Exchange of good practices 

Barriers 

Language 

Costs of European level coordination 

Actual obligations and memberships of HEA’s and their origin organisations 

Diversity of energy poverty across EU. 

4.3 Engagement actions – UK 

4.3.1 Short description of national strategies to engage advisors 

As there is a requirement to train only 6 HEAs in the UK, the training will be offered to participants 
who have already registered an interest in becoming a volunteer with the partner organisation CCP. 



HEA network Guidelines 

20 

Due to the small number, the selection procedure will be managed by SWEA ensuring that: 

The applicant meets the entry requirements of our partner organisation CCP 

The applicant passes the interview process 

The applicant shows the motivation and desire to be able to offer advice and support for 
vulnerable consumers with regards to energy poverty and energy efficiency advice 

4.3.2 Value propositions/incentives to engage national advisors 

It is not anticipated that a large promotional campaign is required in order to attract and recruit HEAs 
in the UK. The requirement to recruit only 6 volunteer HEAs in the UK means that the situation is 
very different from that in partner countries. 

SWEA’s partner organisation CCP already has circa 200 volunteers who work with them on a regular 
basis and some of these can be contacted directly to access the ASSIST HEA training on energy 
advice. SWEA and CCP will use their websites and social media profiles to champion the work of 
the HEAs in terms of their achievements; individually, collectively and in terms of the help and 
support that will have been provided to the vulnerable consumers. 

4.3.3 Characteristics of advisor teams 

There will not be any academic qualifications required to become a HEA. The underpinning idea is 
that the HEA courses should be open to all (from the unskilled consumer to the energy auditor or 
social operator) and that according to the background of the participants they will undertake only the 
modules that complement their knowledge, competencies and skills (therefore social operators need 
not undertake the module on social issues). 

In the UK there is a requirement to train 6 HEAs. If the opportunity arises it will be interesting to see 
if participants can be identified who have been vulnerable consumers themselves. The added value 
of this ‘peer-to-peer’ support and advice will be monitored during the project. 

4.3.4 Eventual value from participating in a European Network – and barriers 

There are already professional roles in the UK that provide energy advice and support to vulnerable 
consumers. The value of the HEA in the UK will be in the widening of the support available with 
regards to energy advice, and the raising of awareness around energy poverty in general. There are 
not the resources in the UK to have as many professional energy advisors as are required, so the 
HEAs will help to increase the distribution of information and support. 

For the HEA, an informal learning certificate will be provided at the successful completion of the 
training. 
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4.4 Engagement actions – Belgium 

4.4.1 Short description of national strategies to engage advisors 

HEA’s are found in the Energy and the social Sector. 

To engage HEA’s we an announcement was sent via VVSG (association for cities and municipalities) 
to all municipalities. Interested municipalities were then visited to provide further explanations of the 
ASSIST project. 

In Belgium, the role of energy advisors already exists and certainly extra frameworking is needed to 
clarify the difference between the two roles and the differences in approach and targets. As the 
energy advisor receive a fee for their work, it is an extra sensitive subject. 

In addition, organizations who work around the theme ‘energy and poverty’ were also approached. 
After contacts via umbrella organizations (eg community development, De Schakel ...), they will also 
be visited to provide further explanations. A third group will be visited via Eandis's closest network. 

An e-mail account is created, so all interested candidates can preregister to the course. Once 
enough candidates are reacehd in a region, a course will be organized in one of the Eandis locations. 

4.4.2 Value propositions/incentives to engage national advisors 

Four areas of value are recognized: 

Insurance for all volunteers. 

Training of 4 days. 

Regional knowledge sharing between social houses, the HEA’s and vulnerable customers 

The satisfaction from helping people in (energy)poverty to improve their circumstances and 
problems. 

4.4.3 Characteristics of advisor teams 

As we are recruiting in the social and the energy sector, the idea is to have in each region a mix of 
the two profiles, so they can share their knowledge. 

4.4.4 Eventual value from participating in a European Network – and barriers 

Language is a barrier and knowledge of ICT is not evident, especially for older people. 

Time, from the feedback we have received from organizations that already work with volunteers, it 
is very difficult to ask them for extra effort outside the reserved time for their engagement. Even 
looking at an email is already very difficult. 
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Perhaps one or a few HEA’s who would be the intermediary between the Belgium HEA network and 
the European network, would be the right approach. National and European network should be on 
the same platform, to decrease barriers. 

4.5 Engagement actions – Italy 

4.5.1 Short description of national strategies to engage advisors 

In Italy a multisectorial stakeholders engagement approach has been implemented since the start of 
the project in order to engage stakeholders working in different sectors and working and collaborate 
from the beginning of the project. Building on the results of the “SMART-UP” project (an H2020 
carried out by AISFOR), “Energia su Misura” (a national initiative of RSE) and the experience of 
“Sportello del consumatore” managed by Acquirente Unico, energy poverty is a multisectorial 
phenomenon which involves stakeholders from different working contexts. 

As energy poverty is not only an energy issue, nor only a poverty issue but directly involves other 
sectors such as health, welfare, financial, consumerism, but also education, food and dietary, etc. it 
was decided to engage on ASSIST stakeholders and key actors from different sectors. 

During the qualitative interview in WP2, the Italian team contacted stakeholders coming mainly from 
the energy sector (DSOs, Authority, Research centers, Ministry of economic development) and the 
social sector (EAPN node, social department of municipalities, social departments of universities, 
social operator associations, charities, Ministry of Labour and Social Policies), consumerism 
(consumer associations, sportello del consumatore, energy donating foundation). 
To define the profile of the HEA (WP3), the Italian team conducted interviews with actors related 
also to the training, academic sector. 

To deepen the existing tools to support consumers, several interviews were also carried out at the 
beginning of WP4 with the most active stakeholders dealing with consumers. 
In WP5 two think tank events were organised further enlarging the group of stakeholders addressed 
including also market actors (such as Leroy merlin) with a strong CSR policy, high schools (having 
to design a “working” project for the last year students - “Alternanza Scuola Lavoro”), environmental 
associations, etc. 

Further from October 2017 to May 2018, AISFOR was involved in the initiative “Tackle Fuel Poverty” 
of ASHOKA in collaboration with Schneider Foundation which served to define the multisectorial 
approach of ASSIST and identify the sectors / stakeholders involved (directly or indirectly) in energy 
poverty. 

Value propositions/incentives to engage national advisors 

The following incentives has been recognized during the course of finding and training HEA’s: 

HEA training: free training course with a modular structure to empower and increase 
competencies on energy poverty related issues and deliver a more integrated set of energy 
poverty targeting services 

HEA as first contact point for energy poor consumers able to deliver first hand answers to all 
the problems / questions faced by consumers in energy poverty (not paid bill, energy 
detachment, request financial social or energy support, mold in the house, change of old / 
unefficient appliances, etc.). 
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HEA National network: 

o Continuous training and updates: through the network platform informative and
supporting resources

o Networking tools to exchange information / experience with other HEAs from other
working contexts

o Action implementation and monitoring tools

o Action impact analysis results

o Communication and awareness building tools addressing energy poor consumers

HEA INCREASED KNOWLEDGE, SKILLS AND 
COMPETENCIES ON: 

TRAINING FOLLOW-UP ADDED 
VALUE 

Municipality 
operator 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)
- Energy consumption / saving issues

and on energy actors*
- Social issues and system*
- Communication and interpersonal skills

Increase services to target and 
enlarge target: integrate and 
complement the services delivered 
to CITIZENS with an energy 
helpdesk or a more specific energy 
poverty helpdesk acting as 
institutional first contact point on 
energy poverty to deliver enhanced 
advice and guidance on domestic 
energy management and answer 
all energy poverty related 
questions / problems 

Government 
office for tax 
assistance 
and 
information 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)
- Energy consumption / saving issues

and on energy actors*
- Social issues and system*
- Energy poverty impact on health

Increase services to target: 
integrate and complement service 
offered to CITIZENS on tax with 
services to request financial 
support by energy poor (usually for 
the financial requests tax 
declaration is needed) 

Social 
worker 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)
- Energy consumption / saving issues

and on energy actors

Increase services to target: 
Integrate and complement the 
already delivered to POOR / IN NEED 
support / assistance activities with 
enhanced advice and guidance on 
efficient energy management 
(vulnerable / poor) and answer all 
energy poverty related questions / 
problems 

Health 
sector 
operator 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)
- Energy consumption / saving issues

and on energy actors
- Relation and costs of energy poverty on

health system

Increase services to target: 
integrate support services 
delivered to PEOPLE with health 
problems (especially if at home 
with energy special needs) with 
enhanced advice and guidance on 
efficient energy management and 
answer all energy poverty related 
questions / problems 

Consumer 
association 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)

Increase services to target: 
integrate the services delivered to 
CONSUMERS with an energy poverty 
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helpdesk 
operator 

- Energy consumption / saving issues
and on energy actors *

- Social issues and system*

helpdesk to deliver enhanced 
advice and guidance on domestic 
energy management and answer 
all energy poverty related 
questions / problems 

Social 
housing 
operator / 
cooperative 
member  

- Energy poverty phenomena*
- Energy poverty impact (health, 

education, diet, etc.) *
- Energy consumption / saving issues

and on energy actors *
- Social issues and system*

Increase services to target: 
integrate the services delivered to 
CONSUMERS with an energy poverty 
helpdesk to deliver enhanced 
advice and guidance on domestic 
energy management and answer 
all energy poverty related 
questions / problems  

Retailers / 
distributors 
/ producers / 
prosumers / 
cooperative
s 

- Energy poverty phenomena*
- Energy poverty impact (health, 

education, diet, etc.) *
- Energy consumption / saving issues

and on energy actors *
- Social issues and system*
- Communication and interpersonal skills

Increase services to target and 
enlarge target: integrate and 
complement the services delivered 
to CLIENTS / MEMBERS with an 
energy poverty helpdesk to deliver 
enhanced advice and guidance on 
domestic energy management and 
answer all energy poverty related 
questions / problems. Launch a 
specific contract / membership / 
etc. for the CLIENTS / MEMBERS 

Energy 
contact 
center 
operator 
(customer 
care 
services) 

- Energy poverty impact (health, 
education, diet, etc.) *

- Social issues and system*
- Communication and interpersonal skills

Increase services to target and 
enlarge target: integrate and 
complement the services delivered 
by helpdesks or customer care 
services to CLIENTS to deliver 
enhanced advice and guidance on 
domestic energy management and 
answer all energy poverty related 
questions / problems 

Banks / 
ESCOs 
operator 

- Energy poverty phenomena
- Energy poverty impact (health, 

education, diet, etc.)
- Energy consumption / saving issues

and on energy actors
- Social issues and system
- Communication and interpersonal skills

Increase services to target and 
enlarge target: integrate and 
complement the services to 
CLIENTS in energy poverty with 
specific loans to implement small 
energy efficient measures 

delivered by helpdesks or 
customer care services to CLIENTS 
to deliver enhanced advice and 
guidance on domestic energy 
management and answer all 
energy poverty related questions / 
problems 

SMART 
homes 
market 
actors 

Increase services to target and 
enlarge target: integrate and 
complement the services to 
CLIENTS in energy poverty with 
energy heldesks in the shops to 
deliver enhanced advice and 
guidance on domestic energy 
management and in the choice of 



HEA network Guidelines 

25 

all type of energy consuming tools 
/ appliances / etc. Launch, within 
their CSR policies, initiatives to 
support energy poor CLIENTS  

Unemploye
d / 
vulnerable 
consumer 

Increase social activities: provide 
effective "peer" support. Increase 
job market opportunities: increase 
its employability for many 
differentiated occupational 
contexts 

4.5.2 Characteristics of advisor teams 

In Italy, the approach has been, that the advisor teams should come from as broad a range of people 
and skill sets as possible; The wider the better. 
One of the added value of the HEA and relative network is the fact that they come from different 
working contexts and tackle energy poverty from different angles and with different support 
mechanisms and tools. In order to maximise the ASSIST integrated approach, it is important to 
engage HEAs coming from all different working contexts. 

4.5.3 Value from participating in a European Network – and barriers 

As the National HEA network represents an opportunity for HEA’s to keep the training and updating 
on National issues related to energy poverty and also to increase their knowledge on the phenomena 
thanks to the exchange and networking with other HEAs coming from different working contexts, in 
the same way the European HEA network may represent an opportunity for: 

Training and updating at European level 

Exchange information and experience and networking at European level and learn from those 
countries which have already implemented energy poverty definitions and specific tools and 
mechanisms to tackle energy poverty 

Enforce the political work of the project to increase political awareness and actions to tackle 
energy poverty 

The language may be a problem for some HEAs (the European network working language would be 
English) but this should not constitute a justification for not building the European network and 
providing the added value to the HEA’s speaking English. Instead this problem should be solved by 
may be selecting some of the HEA’s to become European specialists, who can then also serve as a 
way to communicate and distribute the knowledge on a broader level. 
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4.6 Engagement actions – Spain 

4.6.1 Short description of national strategies to engage advisors 

In Spain the focus is on two specific profiles: Home Care Services Professionals and Suppliers’ Front 
Office Professionals. 

The Home care services professionals was approached through their employers in order to optimize 
the recruitment and ensure the action as part of their work; as both final beneficiaries and HEAs are 
ensured at the same time (each home care service professional works normally with 5-7 social 
service users). 

Both municipalities and supramunicipal entities were contacted and finally Barcelona municipality 
and Maresme area were selected, as they have two different approaches. 

In the case of Barcelona municipality, the Home care services are externalized to 3 companies so 
ASSIST project was offered to all 3. These companies publicized to their employees with the deploy 
and possibility of implementing it during working hours. Then, companies made the final selection 
identifying those professionals with IT abilities, interest in the project and sensitiveness for energy 
poverty. 

The EU network was thought of giving value for the employers (municipalities, regions and 
companies) but not for the HEAs themselves who don’t speak English and work at a very local level. 

For the suppliers’ front office professionals, the electrical companies will be approached in order to 
offer them the ASSIST training for their employees. Most of the companies to be approached will be 
electric cooperatives, which already have a special sensibility with their vulnerable consumers. It is 
expected that around 10 electric cooperatives and an average of 1 to 3 employees per company will 
attend the training courses, usually the employees working at the front office. 

The HEAs of this specific profile, already have technical knowledge about the energy sector and will 
be trained in order to be able to identify potential vulnerable users and assist them properly. These 
HEAs will assist the vulnerable end users at their working place and will monitor 10 to 15 users each. 

4.6.2 Value propositions/incentives to engage national advisors. 
Include the ASSIST pilot programme during HEAs working hours so in part, they are being paid for 
improving their users’ energy bills and raise awareness on energy savings. 

4.6.3 Characteristics of advisor teams 

Home Care service professionals (80%): 

Background and education: primary education mainly with experience looking after people with 
socioeconomic problems. 
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Concerning home care services professionals, the interest from participating in a EU network comes 
from the employers (municipalities and externalized companies) but not really from the HEA 
themselves. They don’t speak English and they don’t see any positive aspect from the network at 
EU level. They like the idea of the national network because of the level and the similarities of 
professional profiles but due to their limitations (language mainly) they don’t see an opportunity to 
share with HEAs from other countries and profiles. 

Establishing an inter-European Network 

5.1 Conclusions from establishing the national networks 

From looking at the strategies and feedback found from preparing and establishing the national 
networks as described above several things are important to recognize when trying to establish also 
a pan-European network of HEA advisors: 

Most HEA’s are found in a cross sectoral mix between energy and social authorities, already 
established energy advisors and to some extent among potentially vulnerable consumers. 
The latter being the least heavy populated and hardest to find. 

The most value to engage in the work is the free training course and the opportunity to 
discuss with other national stakeholders, who are interested in solving or discussing the issue 
of Energy Poverty. 

Language is a key barrier to engage with other nationalities for knowledge sharing. In some 
countries there is a direct resistance to establish an inter-European Network, if the national 
language is not upheld as the way to communicate. 
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Most countries have scarce resources and prioritises field work over reporting, education and 
knowledge sharing which are seen as nice to have in comparison with the actual help given 
to vulnerable consumers. 

Acknowledging the above conclusions and barriers is of utmost importance, even though it at a first 
glance can seem obstructive to the cause of establishing a pan-European Network – not the least 
because, one of the main goals of the ASSIST project is to create an inter-European network among 
the HEA’s in each individual country. 

Hence, after the initial engagement activities on national level a work shop was held as part of the 
third ASSIST plenary meeting in Warsaw on May 7-8th 2018. 
Prior to the meeting several high-level topics were identified as to be tackled and discussed in the 
work shop. The topics were all related to different parts of the organization and orchestration of the 
network: 

Organisation 

A separate organisational unit for the ASSIST EU Unit 

One responsible party from the existing organisations 

Always the same 

Year by year change 

Other 

No responsible party but only a confederation of parties with no formal association 

Chairman – formal organization 

Spokesperson(s) 

Subgroups/chairs 

Policies 

Activities 

Communication 

Member database 

Formal structure (organizational diagram) 

Development of the Articles of Association 

General assembly and other meetings 

Administration 

Costs 

Website 

Contact person 

Member database 

Membership fee 

Communication 

Branding 

Logo 
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News letter 

Communication plan 

Focus areas 

ICT tool 

Ownership 

Development 

Costs 

Support 

Updates 

EU policies 

The role of the inter-European organization (WP7) 

Strategy development 

Reporting 

Expenses and annual reporting 

Monitoring of activities 

KPI development after the project ends 

Activities 

Activities to be carried out on National level 

Activities to be carried out on European level 

Responsibilities 

The conclusions from the work shop is together with the KPI definitions and the analysis of the 
national working practices and tool the foundation for the recommendation in the summarizing 
chapter as to how a European network could be established. 

Foundations for a European Network of HEA’s 

6.1 Organisation 

When it comes to organizing the European Network the conclusion has to reflect the fact, that there 
are substantial barriers to overcome – both in relation to language, time and resources within the 
national HEA organizations.  

Hence it is decided to start the European Network by setting up a specific European Network part of 
the collaboration and training platform, but that no formal structure of the European Network will be 
set up yet. 
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Thus the organization must come from selecting a few European Coordinators in each country 
facilitating Europe wide knowledge sharing and having a special status. 

The incentive for taking this role could be: 

Receive special training as a European ASSISTant 

Receive a special diploma 

Be invited to Stakeholder events 

Officially be recognized as European Energy Advisor 

It should be recognized, that three levels of advisors are foreseen in the project, namely: 

 The European level, where some national selected HEA’s can exchange interesting
information to other countries or can translate and do the dissemination of interesting
information to the national network

 The national level:  that can be in the regional language of each country and it will help to
establish an exchange of information and experiences between the HEA’s on national level

 The individual HEA level: where the HEA can do the administration and follow-up of the
vulnerable customers assigned to him or herself

6.2 Administration 

There is no specific administration available for the European Network. It will be facilitated by the 
ASSIST project and the piloting countries as so far as the project is running. All efforts will be met, 
to ensure that the work and Networking activities can continue also after the end of the project, but 
it is also recognized, that with no funding available, it is based on volunteers to continue the work. 

It is an important observation, that the current situation, where the economy to facilitate the work of 
the HEA’s in most countries is based on charity funding or volunteers makes the work among the 
HEA group sensitive to extra work loads and administrative tasks, which most of the people find less 
important compared to the work in the field, directly with the fuel poor customers. 

Hence it is concluded, that to make the European Network a success – and to make the HEA’s 
realize the value of contributing to knowledge sharing and pan-European activities, the activities will: 

Have to be established in a pace, which allows everybody to follow 

Mainly be ran by a few selected people – at least as a start 

Have to prove it’s worth over the course of the project’s lifetime  
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6.3 Communication 

Communication is an important factor to ensure the engagement of the European Network. It is 
recommended to develop both a specific diploma, training program and titles for the European HEA 
stakeholders. 

Their role in the Network will have to be discussed as part of the creation of the group, as it is based 
on volunteering and interest. 

The ASSIST logo could be developed into a European version to be used by the European advisors: 

It would help promote the work for those willing to take on the extra task of serving as European 
coordinators and also ensure, that the knowledge about the Network is distributed. 

6.4 ICT tool 

The ICT tool is owned by the ASSIST project consortium, but as part of the exploitation work, it could 
be transferred to one of the HEA organization (or more) after the conclusion of the project. 

The training tool and coordination tool is the open source knowledge sharing and educational 
platform “Moodle”. The task of selecting and developing this tool is further explained in the 
deliverables D4.2 and D4.3, which explains the methodology and set-up of the online training 
platform. 

In relation to the establishment of a European Network the Moodle platform should have a separate 
room for European activities and knowledge sharing. 

6.5 EU policies 

In relation to developing recommendation for new EU policies several issues have already been 
observed during the preparation phase of setting up the European Network. Most importantly as 
previously mentioned, the work on solving Energy Poverty is highly political and has very different 
priorities in the European countries. It is also seen throughout the participating countries, that tackling 
energy poverty is primarily seen as part of either charity work or as part of specific energy or social 
welfare attributes, which in many instances do not acknowledge Energy Poverty per se, but rather 
as part of other issues, being it other social problems or high energy prices. 

European 

ASSISTant 
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Hence, the contributions from the participating HEA European Network stakeholders is highly 
welcomed, to form recommendations for future policies, which can strengthen EU membership 
state’s focus on solving Energy Poverty and helping vulnerable consumers to improve the living 
comfort via a more efficient use of energy. 

6.6 Reporting 

It is not foreseen, that the European Network in the first instance will be able to deliver much reporting 
on their own behalf. The two prioritized areas, where ASSIST will ensure to get contributions are: 

EU policy recommendations based on first hand experience and field work 

Knowledge sharing for the national HEA teams, based on the knowledge repository on the 
educational platform Moodle 

6.7 Activities 

The European Network of HEA’s will primarily be based on a few active European ASSISTant’s who 
can ensure knowledges sharing and engagement on a national level. 

To engage these person some specific activities should be carried out as part of the project, even 
though these actions were not foreseen in the proposal stages of the project: 

The European ASSISTant’s should receive a special training course about the potential of 
European collaboration 

A special (online) Work Shop should be held, where the European ASSISTant’s can 
contribute on policy recommendations 

The European ASSISTant’s should be invited to participate in conferences if the budget in 
the project can support it 

It would be beneficial to seek to arrange a F2F meeting for the European ASSISTant’s as 
part of the conclusion of the project, if the necessary funding is available 

The European ASSISTant’s will have their own room on the collaboration platform Moodle 

The European ASSISTant’s will have the right to promote themselves as European advisors 
in the area of energy poverty, when they have taken the special course (which is only 
available in English) 
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