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Explore Experiment:
make & measure

Business blueprintUnderstand:
customer & context

First live launch of full 
proposition

The discovery journey
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Content for SMEs: Review
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Higher perceived technical 
or financial risk than other 
competing investments

Lack of 
information

Hidden costs - 
Overestimating cost-saving 
potential by ignoring overhead 
and management costs

Limited access 
to capital

Bounded rationality - 
Individuals fail to make 
rational choices 
(time/attention)

Biases status quo, 
loss aversion

Uncertainty about 
permission and 
responsibilityPotential savings are 

not great enough

Economic

Complex 
decision chains

Divergent interests

Organisational

Lack of interest

Inertia

Behavioural

Competencies

Lack of skills
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What prevents SMEs from saving energy?
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Ethics Fulfilment GrowthMoney People

What motivates people who run and work for SMEs? 
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Example behaviours:

- Using existing resources as efficiently as possible.
- Asking staff to use existing materials, rather than 
buy new ones.
- Training staff to fill skips carefully so they are used 
at full capacity.

- Actively searching for the best deals.
- Changing insurance providers regularly.
- Playing raw goods suppliers against each other.
- Switching between fuel cards on a weekly basis.
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Motivation: Money



Big thinking brought to life

Example behaviours:

- Taking measures to look like a bigger company.
- Giving the company a brand name and logo.
- Pursuing accreditations and publishing the badges 
on the business website.

- Amalgamating with another company. 
- Planning for the future.

- Renting a bigger workspace than necessary and 
sub-letting the additional space while recruiting 
more staff,
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Example behaviours:

- Continuing to learn.
- Enrolling in an HR course.
- Using YouTube to learn new skills, like 
photography.

- Giving back to the community.
- Sponsoring local events.

- Filling other roles.
- Holding a directorship with the Chamber of 
Commerce.
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Example behaviours:

- Ensuring employee satisfaction.
- Creating apprenticeships.
- Paying for staff to take courses. 
- Organising events and socials.
- Reimbursing expenses as quickly as possible.

- Ensuring customer satisfaction.
- Tasting food products and altering recipes.
- Hiring nutritionists to guarantee quality.
- Investing in a new ventilation system because 
customers complain about the temperature.

- Building relationships with suppliers. 
- Choosing small suppliers over corporates.
- Visiting the farms that supply produce.

- Networking.
- Attending monthly breakfasts with other local
businesses.
- Connecting with entrepreneurs on social media.
- Receiving mentorship.
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Example behaviours:

- Prioritising sustainability over price.
- Buying more expensive biodegradable products.
- Upgrading equipment to more efficient models.

- Shortening the supply chain.
- Buying locally produced goods to reduce 
transport.

- Trying to change the behaviour of others.
- Pressuring office management for recycling bins.
- Asking consultants to stop using taxis.
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Primary Motivation: Money

Business Needs

As an SME owner, I need to...

- Reduce controllable costs so that I can 
deal with uncontrollable rising costs.

- Increase profit so that I can provide for 
my family.

- Research the best deals so that I’m not 
taken advantage of.

Energy Needs

As a user of some EE service, I need to...

- Easily understand what can be done 
without large investment, so that I know 
what’s relevant in my rented property.

- Learn about the financial benefits of 
making a change.

- Quickly see information on grants so that 
I can see the true cost of the change.
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Content & Channels



Big thinking brought to life

BEIS | 

Business Needs

As an SME owner, I need to...

- Make decisions based on the company 
mission, so that I don’t forget the big 
picture.

- Minimise my business’s impact on the 
planet, so that I am consistent in my 
personal and work values.

- Market my efforts, so that I attract 
like-minded customers.

Energy Needs

As a user of some EE service, I need to...

- Understand where I am able to make the 
greatest positive change, so that I can 
prioritise the things within my power.

- Share my experience, so that I can 
convince my peers to improve their 
energy behaviours as well. 

- Find content that is both informative and 
inspiring, so that I can rally action.

Content & Channels

Primary Motivation: Ethics



Business Needs

As an SME manager, I need to…

- Continue learning so that I don’t feel 
stale or bored.

- Share what I learn so that I have an 
outlet to talk about my passions.

- Be recognised for my hard work so that I 
feel a sense of validation and 
achievement.

Energy Needs

As a user of some EE service, I need to...

- Be able to set and work toward goals so 
that I feel a sense of progress.

- Look at content that is engaging so that I 
don’t lose interest.

- Have something to show for effort, so 
that I improve my credentials. 
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Business Needs

As an SME owner, I need to...

- Make my brand look bigger so that I can 
compete with bigger companies.

- Get a workspace that’s future-ready so 
that we won’t quickly outgrow it.

- Better manage seasonal demand so that I 
can predict turnover.

Energy Needs

As a user of some EE service, I need to...

- Market my efforts, so that I can unlock 
new opportunities.

- Ensure that any new space I move into is 
compliant now and in the near future.

- Understand the payback period of any 
changes, so that I only undertake changes 
that will remain relevant.
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Business Needs

As an SME owner/manager, I need to…

- Be a good employer so that my staff are 
happy and keep working with me.

- Ensure the quality of what we do so that 
our customers are satisfied.

- Build relationships with small suppliers, 
so that we support people like us.

Energy Needs

As a user of some EE service, I need to...

- Undertake changes that will excite -- not 
stress -- my staff, so that change endures.

- Connect with other people who are part 
of the service, so that I can learn from their 
experiences.

- Make changes that please my customers, 
so that we build stronger relationships.
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Energy efficiency 
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For most SMEs, it’s business as usual
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Energy efficiency 
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Our goal is to move people from habit to engagement
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These are our “moments of truth”
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HABIT-FORMING TARGETEDENGAGING

Design Principles for SME users: Content Strategy
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SELF-MARKETING COLLABORATIVECREDIBLE
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Design Principles for SME users: Content Strategy
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Design Principles for the BEIS Service Manager
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CONTROLLABLE LEANMAINTAINABLE



Why should content be engaging?

How?

Desk research

User research
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Engaging
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Why?

How?

Desk research

User research
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Habit-Forming
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Why?

How?

Desk research

User research
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Targeted
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Why?

How?

Desk research

User research
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Credible 

BEIS |



Big thinking brought to life

Self-Marketing

BEIS |

Why?

How?

Desk research

User research



Why?

How?

Desk research

User research
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Collaborative 
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Why?

How?

Desk research

User research
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Controllable 

BEIS |

Why?

How?

Desk research
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Lean
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Why?

How?

Desk research

User research
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User Needs: Primary
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User Needs: Secondary

BEIS |



Big thinking brought to life

User Needs: Secondary
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Assisted 
Digital
Support 
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1. Understand user needs

2. Do ongoing user research

3. Have a multidisciplinary team

1.
2.
3.
4. Use agile methods

5. Iterate and improve frequently

6. Evaluate tools and systems

Continued.

Big thinking brought to life

Observance of GDS Standards
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1. Understand user needs
2. Do ongoing user research
3. Have a multidisciplinary team
4. Use agile methods
5. Iterate and improve frequently
6. Evaluate tools and systems
7. Understand security and privacy issues

8. Make all new source code open

9. Use open standards and common platforms

10. Test the end-to-end service

11. Make a plan for being offline

12. Make sure users succeed first time

13. Make the user experience consistent with GOV.UK

14. Encourage everyone to use the digital service

15. Collect performance data

16. Identify performance indicators

17. Report performance data on the Performance Platform

18. Test with the minister
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Observance of GDS Standards
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AUTOMAGIC 

ACTION PLAN 

SPEED  

MENTORING

THE ENERGY 

NETWORK 

ENERGY LEADERSHIP 

PROGRAMME

Some ideas to start with 
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SME LIKE ME 

SCHEME

VISUALISE THIRD PARTY 

PARTNERSHIPS

BEIS BUSINESS ADVICE

Some ideas to start with 
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Assumptions to Test:

Desirability
○

Feasibility
○

Viability
○
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Automagic Action Plan



Assumptions to Test:

Desirability
○

Feasibility
○

○

Viability
○
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Speed Mentoring



Assumptions to Test:

Desirability
○

○

Feasibility
○

Viability
○
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The Energy Network



Assumptions to Test:

Desirability
○

Feasibility
○

Viability
○
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Energy Leadership Programme 



Assumptions to Test:

Desirability
○

Feasibility
○
○

Viability
○
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SME Like Me Scheme



Assumptions to Test:

Desirability
○

Feasibility
○

Viability
○
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Visualise



Assumptions to Test:

Desirability
○

Feasibility
○

Viability
○

○
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Third Party Partnerships



Assumptions to Test:

Desirability
○

Feasibility
○

Viability
○

○
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Explore Experiment:
make & measure

Business blueprintUnderstand:
customer & context

First live launch of full 
proposition

The alpha journey
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Using an iterative approach
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Build
Create the smallest possible thing 

to test your riskiest assumption.

Measure
Run your test, measuring 
results along the way.

Learn
Analyse the results and apply what 

you’ve learned to the next iteration.
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Desirability
Does this fulfil a 

genuine user need?

Viability
Does this result in the necessary behaviour 
change?

Feasibility
Can this be built and run within 

business constraints?

To validate product/service
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Why use experiments?

Big thinking brought to life

BEIS |



Big thinking brought to life

GDS guidelines
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In the alpha phase you need to:

○ build prototypes of your service
○ test your prototypes with users
○ demonstrate that the service you want to build is technically 

possible

You should use your experience building prototypes in the alpha to:

○ find the problems with the design of your service and decide how 
you’ll solve them

○ make some estimates about how much your service will cost
○ identify the biggest risks for the beta stage, as early as possible

By the end of alpha you should know:

○ whether to move your service into the beta phase
○ what you need to build in beta if you are moving into beta



Kick off

Rapid Start Event

Experiment
Sprint 1

 Co-creation
event

On-going SME interviews, co-creation and desk research.

Solution Design and
Technical Roadmap

Unpacking the 
Discovery 
ideas

Planning for
Beta phase

Customer 
closeness

Indicative plan for Alpha phase
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Testing the 
concept(s)

Experiment
Sprint 2

Experiment
Sprint 3

Experiment
Sprint 4

Experiment
Sprint 5

 Co-creation
event
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There is a wealth of content on energy efficiency and consumption, 
and most of it is easily accessible. However, there is a built-in 
assumption that people are looking for this kind of content; without 
searching for information, the target market simply won’t read these 
articles and reports. 

Assuming the content is found, much of it is not right for our 
audience. The reports, for example, are far too long for a time-poor 
SME manager. We also found that much of the content out there is a 
few years old, giving the impression that the information is outdated. 

The majority of content focuses on funding or cost savings, despite 
research that shows that companies are as likely to make free 
changes as they are to make costly ones. On the other hand, 
behaviour change content offers tips that are unlikely to be used, in 
part because the effect would be so small. For example, E.ON 
encourages employers to start a “tea rota” so that the kettle isn’t 
used for individual drinks.

Good content, according to our research, is short, relevant, 
shareable, and -- for many SMEs -- equal parts inspiring and practical. 
This kind of content comes from trusted sources like TED, trade 
magazines, and health and safety organisations. Our research 
participants reported searching for, finding, and sharing content on a 
variety of habit-forming platforms like Facebook, Twitter, LinkedIn. 

Above all, research participants discussed content related to their 
business motivations. None of our research participants said that 
they had searched for and been unable to find information on energy 
consumption and efficiency-- those who had looked had found, but 
most did not look at all.
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Content for SMEs: General Review
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DECC SME guide to energy 
efficiency
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