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Exec summary

The main findings from the 12-week Alpha project examining opportunities to engage
SMEs with energy efficiency through a digital tool

Project context

Engaging SMEs with energy efficiency
is a strategic policy goal for BEIS as
the Clean Growth Strategy commits
Government to develop a package of
measures to support businesses to
improve their energy productivity by
at least 20% by 2030. 99% of
businesses are SMEs, making them a
key focus for the success of this policy

Following a Discovery project that was
completed in November 2017, BEIS

engaged external suppliers (Inzenka
and Softwire) to undertake an Alpha
project, starting in May 2018

The aim of this project was to design,
prototype and test 3 digital tools that
would engage SMEs with energy
efficiency. If one of these prototypes
proved effective, BEIS was seeking to
take it through to Beta for further
scaling and development
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Deliverable summary

Based on user testing, two potential routes have been identified for BEIS to engage SMEs with energy efficiency:

The first route is to take a step back from a digital tool strategy and develop a benchmark data set for the financial benefits of
energy efficiency measures. Throughout the project a consistent theme was that SMEs engage with energy efficiency when it
can save them money, but there was a lack of benchmark data available to build financial cases for SMEs in a scalable manner.
We believe there is a significant opportunity for government to develop these data sets and use them to build financial cases
that begin to engage SMEs to take action on energy efficiency

On Slides 25 - 28, this presentation contains initial cost estimates for developing the data sets, immediate next steps if this
route is chosen by BEIS and long-term options for leveraging these data sets for the greatest effect

The second route is for BEIS to undertake a Private Beta / 3 month test period for the ‘Zapp’ application. This test period could
be led internally by BEIS staff, with limited technical support from a third party supplier. Zapp is a system tray application,
designed to nudge office workers to change their behaviours in regards to energy efficiency. The primary value of this tool is
seen as changing the narrative around energy efficiency in the workplace, and building a channel for further future
engagement

The section ‘Zapp Private-Beta deep-dive’ contains a detailed project plan for this route, including cost estimates, KPls,
activities and resource required, as well as a high-level plan for a Public Beta. All necessary materials, including on-boarding
documents, tool links and code have also been shared

Beyond the tool recommendations this project also confirmed and built upon many of the insights from the Discovery project.
Primarily that SME engagement with energy efficiency is extremely low in the market, and there are many structural issues
that limited their incentives to engage. For example, many SMEs rent their properties and energy costs make up a very low
proportion of their total cost base. These two factors are very large disincentives to invest. Additionally, time rather than
money is the crucial barrier to action. To drive action on energy efficiency, tools must present a business case to SMEs that
accounts for the opportunity cost of their time, not just a positive financial case

Softwire & INZENKA



Strategic context

Government policy aims, strategy and Discovery phase work

o Summary

e, + The Clean Growth Strategy commits Government to develop a package of measures
,,,,,,, i SME density across to support businesse§ Fo improve their energy productivity by qt Iegst 20% by 2030.
- Improving energy efficiency has an important role to play in delivering affordable,
the UK .
sustainable and secure energy for the UK

Eusinces ey + 99.9% of the UK’s businesses are SMEs. BEIS research indicates that SMEs could save
. i, £0.5b a year, if they were more energy efficient, but insufficient action is being taken.
601070 + The Government has committed to explore how they can improve the provision of
DE information and advice on energy efficiency to Small and Medium Enterprises (SMEs)
L] o= » An external agency, Fluxx, completed the Discovery phase in November 2017. Their

report highlighted that:

« There is sufficient information available on energy efficiency
« SMEs have very low awareness of energy efficiency

» Government needs to trigger SMEs to take action

~
. XJ : « Fluxx identified an opportunity for an engagement strategy based around digital
;},,, tools. They created user personas, with an overarching target journey map and initial
proposals for tool prototypes to move forward into an Alpha phase

Source: AllMap data, 2016
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https://www.allmapdata.com/sme-map-britain-reveals-northsouth-split/

Alpha objectives and deliverables

The 12-week Alpha was designed to prototype, test, iterate and prioritise 3 tools

GL: [cTo)TAVI ¢ Service Manual Guidance

Agreed project deliverables

Agile delivery User-validated tools built in partnership with your future users:
» Aclear vision for 3 separate tools following an initial prioritisation exercise
How the alpha phase works * 3 coherent concepts validated with multiple prototypes that test different
aspects of the tools

Alpha is the development phase that comes after Discovery. + Detailed research and analysis of user needs and user stories, including

In the Alpha phase you need to: initial view on assisted digital model

» Build prototypes of your service

*  Testyour prototypes with users Plans for the future / de-risking:

. Demgnstrate that the service you want to build is technically . Detailed plan for the Beta phase (if applicable) including a
possible recommendation on whether or not to progress

You should use your experience building prototypes in the Alpha * Technical feasibility assessed

to: * Detailed risks understood incl. plan for mitigation

+ Find the problems with the design of your service and decide how « Third party systems / data sources for integration understood
you'll solve them

» Make some estimates about how much your service will cost Value-added outcomes:

* Identify the biggest risks for the beta stage, as early as possible (beyond scope)

* Input into SME engagement strategy

* Industry bodies engaged

+ Shared experience and techniques from a strongly collaborative agile way
of working

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

Source: Gov.uk
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The vision
As defined by the team for a final tool launched pubilicly, beyond the scope of Alpha

A tool that...

Enables SMEs to to the
ambition that business improve their energy efficiency by

Achieved through a world-leading service
which excites, inspires and supports SMEs to
that increase their energy efficiency and
make it a

BEIS | SME Energy Efficiency Softwire é INZENKA



Alpha approach on a page

We followed the GDS guidelines for Alpha, engaging more than 60 users to test our
prototypes

INCEPTION

ITERATION CONCLUSION

Synthesising user testing, determining
recommendations for next steps

Bring the team together, set some goals for the
project, evaluate Discovery work and identify risks

Prioritise tools, build prototypes, test them with SMEs, learn, change prototypes and test again

Weeks 1- 2 3 DS1

DS2 DS3 DS4 DS5 DS6 DS7 DS8 DS9

Week 12

Orientation: Deep-dive into Fluxx work, stakeholder
interviews, additional desk research, initial SME and expert
engagement, quantitative segmentation

Ideation: Vision definition, deconstruction of
Discovery ideas,, ideation workshops and
prioritisation for iteration phase

Tool 1: Show Me The Money

Service design, prototyping and user testing

Tool 2: Compliance Tracker

Service design, prototyping and user
testing

Tool 3: Zapp

Service design, prototyping and user testing

Research: Benchmark Data

Engagement with commercial providers and local
authorities

Write-up
Findings, recommendations, final deliverable and
prepare Zapp for handover to BEIS

Softwire & INZENKA
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We have engaged a range of SMEs and experts

Our findings are based on in-depth engagements with over 60 SME owners / employees,
policy experts from across England and a cross-section of BEIS stakeholders

67

SME owners,
employees and
commercial landlords

BEIS | SME Energy Efficiency

14

Local authorities,
external policy and
energy experts

34

Central
government
stakeholders
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Our findings
Throughout the project we used the user interviews and research to refine and update
the initial Discovery work, as well as gain deeper insights on the tools and their impact

/
5

Tool
feedback

Q

Additional
insights

Softwire & INZENKA
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Our findings
Throughout the project we used the user interviews and research to refine and update
the initial Discovery work, as well as gain deeper insights on the tools and their impact

Tool
feedback

Q

Additional
insights
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Digital tools must support a wider policy strategy

12

User and expert interviews have reinforced that many market incentives are
fundamentally misaligned, it is clear that a digital tool alone will not be able to address all

of these issues
STRUCTURAL

Tenant vs. landlord accountability

High % of SMEs lease their properties, especially in
the office sector (55%'). Therefore, bill payers don’t
have an incentive to invest in the building and
building owners don’t have incentive to reduce bills

Shortening leases

Official data shows commercial lease terms have
fallen from an average of ~25 years in 1980 to ~7
years in 20172. Our engagements with commercial
landlords have suggested they may continue to fall
to an average of 5 year leases. This exacerbates the
problem of asking SMEs to invest directly in
improving the building

NOTE: There is however, the beginning of a shift to
serviced properties that may realign some market
incentives as landlords will pay energy bills. This
increases the opportunity to target landlords as a
conduit to increase energy efficiency

ORGANISATIONAL

(@] FINANCIAL

Energy costs are not significant

For most SMEs energy costs are a small % of their
cost base, ranging from 1-5% (based on interview
responses). Therefore, there is a limited incentive to
focus on making savings here as it has a limited
impact on their bottom line

SMEs are incredibly time poor

This was cited by all SMEs we spoke to. They have
very limited resources and have to spend their time
as effectively as possible to drive business success -
due to the limited potential size of savings, it is not
feasible to have a dedicated individual working on
energy efficiency, but the shared responsibility
SMEs demand quick ROI creates accountability issues within businesses
All SMEs engaged expected payback periods

between 0 - 2 years, some went as high as 5, but

generally there is low demand for long-term

investment

Energy spending and use are opaque

Actual spending is not transparent to SMEs, it is
difficult for SMEs to know if they are spending more
than they should and what the causes of this ae.
Until smart meters are installed and data is widely
available, it will be challenging to meaningfully
benchmark businesses

To have a significant impact, other policies that fundamentally realign market incentives should also be pursued

Sources: 'BEES data set, 217; 2PIA Property Data Report,, 2017

BEIS | SME Energy Efficiency
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Government can increase trust in the market

Trust in the commercial energy market is low, testing has suggested users would value
government as a trusted source of unbiased information

Summary

The enerqgy broker a

problem @ g

Please note, this is based on
anecdotal evidence from
discussions with local

Government could act as a trusted
information source. The majority of users
we interviewed saw government as a

credible source of reliable information As part of their service,
Energy brokers contact

authorities and policy SMEs to sell them btrol::'Sk OfFELi?]ppi:]trunitiss
An additional problem was highlighted by researchers. Before commercial energy 0 Make savings throug
y energy efficiency measures
conclusions are drawn, further contracts

external policy researchers spoke of
‘cowboy’ energy brokers in the commercial
energy market

investigation is required

These operators damage trust and create

uncertainty among SMEs by selling work 7
based on unrealistic savings potential that - H AMNAA
is then never delivered -l ‘,\3

Trust is broken in the market . .
The savings promised

“1 generally like government
information sources, they are
- trustworthy

BEIS | SME Energy Efficiency

as SMEs share stories with
others, leading to scepticism
about energy saving measures

by the broker are not
delivered

SMEs accept the contracts
and implement efficiency
measures

Softwire & INZENKA



We initially identified 5 target segments for change

12

We segmented the market based on publicly available energy usage and abatement data,
throughout the project we further refined our segmentation based on user testing

Why segment?

1. Create a manageable scope for Alpha

The Alpha scope was extremely broad as
there are millions of SMEs and dozens of
segments. There was a risk that we would
fail to focus early on and not reach any
clear outcomes

2. Ensure we were focussed on the areas
where we could have the biggest impact

With limited resources it was essential we
prioritised segments that would give us
the greatest ROI, which meant targeting
SMEs with the highest abatement
potential

3. Ensure we built tools based on detailed
understanding of specific user needs

We knew that user needs would vary by
segment, so we needed to build tool for
clearly defined personas to maximise
effectiveness

BEIS | SME Energy Efficiency

Eﬂ Industrial: Factories and workshops

Micro, small and medium

ﬂ Offices: Clerical and professional

Small

____________________________________________________________________________________

o*
o2
44 73,
22
Lo
5 €
o 5
(S-]

11 Retail: Consumer goods, beauty salons etc. |
Micro

These 5 segments account for a combined 52% of SME energy consumption

*See slide 66 for rationale to descope in Retail Alpha. For detail on segmentation method, please see Appendix
A

Softwire & INZENKA



SME engagementis driven by money and regulation

Based on our research, we have prioritised money as an incentive and identified regulation
as an additional incentive for engagement

Discovery output

. Mone

Incentives / y

motivations ..

for SMEs to

engage with -

energy

efficiency e’
money in the

account
Fulfilment Growth

I want to be as good | want to
at my job as possible focus my
effort on
expanding
my business

Source: Discovery final deliverable, Fluxx 2017

Ethics

| want to create a
business | can
be proud of

People

I want to do
right by my
employees and
customers

BEIS | SME Energy Efficiency

REGULATION

STRENGTH

The updates to MEES combined with the
fine structure provided a very clear
incentive for commercial landlords

SMEs were also interestedin
understanding their landlord’s obligations
to them, and using this to put pressure on
them for change

Landlords did have concerns about their
ability to deliver increases to energy
efficiency for existing leases without
removing tenants from the property for a
period

Note: other than supporting compliance/
enforcement a digital tool cannot effect
this incentive

Cost savings provided a clear motivation
for SMEs, although other research has
shown that this alone will not lead to
implementation of energy efficiency
measures

All SMEs, regardless of sector, cited
desired payback periods of between 0
and 2 years. They were interested in
grants, but the ability to fund
improvements wasn’t generally a
concern

The main driver appeared to be the
absolute size of the cost saving vs. the
‘hassle’ of achieving it

ETHICS /SOCIAL

This proved to have limited weight with
the SMEs we spoke to, across all sectors.
Although, there was notably more
resistance from landlords

The narrative of ‘waste reduction’
however, had traction with the majority
of SMEs

Ethical / social incentives are becoming
more powerful as awareness of
environmental impact grows. While they
are not the priority for SMEs, they can
interwoven with other incentives and
this may have impact

Softwire & INZENKA



SME actionis driven by the wider business case

16

All SMEs we spoke to are very time poor, they make decisions based on how they can best
apply their limited time and resources to driving the success of their business

IFa can be made, SMEs
will engage with the energy efficiency......

“Environmental impact is imporant, but it’s a
‘nice to have’ compared to cost savings

“Business is tough right now, I'm focused on
saving money and getting customers”

- “Being energy efficient is all well and good, but at
the end of the day, it's all about the bottom line”

Source: Alpha user testing, June/July 2018

BEIS | SME Energy Efficiency

A full business case is complex
and people default to what they have knowledge of

Even when a positive financial case for change can be made, this must be
weighed against other factors, for example:

Risk and cost of disruption to the business, e.g.:
+ Down tooling while significant changes are made
* Uncertainty about actually delivering promised cost reductions

Opportunity cost of action, e.g.:

* The time spent on researching and implementing energy efficiency measures,
plus the cost of the investment, could be better spent on other BAU activities
such as marketing, sales, repairs, production, hiring etc.

Many SMEs are incentivised to stay with BAU activities, because energy
efficiency investments have to compete with the business cases for other
investments that they have greater experience with and knowledge of -
faced with this decision, many SMEs revert to what they know most
about

Softwire & INZENKA



° ° 15
Our findings
Throughout the project we used the user interviews and research to refine and update the
initial Discovery work, as well as gain deeper insights on the tools and their impact

5

Tool
feedback

Q

Additional
insights
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We prioritised 3 ideas for development and testing

The tools were prioritised based on initial user testing, expert interviews and impact analysis

Tested well initially, strong incentive for action and strong abatement

Summary 1. Show me the money potential (dependent on SME payback expectations)

We created a list of 8 ideas for

tools / propositions to engage 2. Compliance tracker
SMEs with energy efficiency

Tested well initially, strong incentive for action and supports
government policy - but smaller target segment (17% of property)

Tested ok initially, low barriers to adoption, different set of target
users - but low abatement potential as focussed on behavioural
change

Each took a different strategic 3. Zapp
approach and targeted different
segments of the SME market

Hasn't tested well initially, but has traction with internal stakeholders,

4. Competitive energy precedent for success in Australia (NABERS)

To focus our efforts in Alpha, we
prioritised three tools

Tested relatively poorly with users, potentially a small segment - but

5. Energy pack good incentive based on a trigger point

For each priority tool, we
created prototypes and carried
out deeper user testing to

. . . Tested poorly with users and feels more relevant to local authorities
iterate and pivot the ideas eetl)

6. Green community and their initiatives

Throughout testing we further
prioritised and refined our tools,
their features and their target
segments

Tested poorly with users, internally seen as potentially very complex

7. Green chain as requires the support of big businesses

Tested poorly with users, incentive seen as weaker for action -

8. Energy advocate danger of creating ‘trouble maker app’

Note: For detail on all ideas, please see Appendix A

BEIS | SME Energy Efficiency Softwire 6 INZENKA



Zapp and Show Me the Money tested well

19

Zapp tested well and should be explored further, while Show Me The Money was well
received but had to be deprioritised in the short-term due to a lack of financial data

Tool 1. Show Me the Money 2. Compliance Tracker
Z ~

Incentive(s) @ P ) @ @

Target I /‘} ﬁ

segment

Summary An online tool that SMEs enter their An online tool that landlords enter their A system tray application designed to
address into an receive their EPC address into and find out if their property nudge employees to make behavioural
recommendations, cost and impact is compliant with current MEES regulation. changes. Including, HVAC notifications
estimates, with links to local tradesmen They are also shown recommendations on based on temperature and a reminder to
who can help them implement the how to increase their rating turn everything off at the end of the day,
measures while auto-hibernating their computer

Result O]

Deprioritised: (see slide 20)

Lack of sufficient financial data currently
available, If financial data is developed,
this should be re-explored in an
additional Alpha

BEIS | SME Energy Efficiency

Descoped: (see slide 21)

The tool added insufficient value to a
landlord’s existing journey to
compliance, as many of them have
existing surveyors / contractors to help
them with compliance

Note: For detail on each prioritised tool, please see Appendix

B

Recommended: (see slide 22)

for an extended test period, to ensure
the tool provides sufficient value to
businesses over time - reflecting the
context in which the tool will be used
(i.e. long-term, daily use)

Softwire & INZENKA



Tool 1: Show Me The Money

18

This tool tested well with users, but is deprioritised until financial data is made available

Deprioritised

Opportunities to save at 13 Mandela Street
User testing

Based on an EPC assessment on your building from 18/01/2012

® 11X industra m—

Plant Managers and owners csment,especially if changes have been made to the property since this inspection.

Typical savings
Indicative cost per year Repays costin

rescent tubes on falure  £850-£1.400  £730 12 years

14x experts

- From local authorities
and policy research @

eplace tungsten GLS lamps with CFLs: Payback period £1100-£1500 670 12 years
dependent on hous of use.

Find a local provider

Testing summary

[ ) “Having an indicative cost is essential for me to even bother clicking on the

@ rextstep”

. “Based on this information, I'd look at measures with a 1 - 2 year payback
- period, then call a supplier to get a more detailed quote!”

Show Me The Money was limited by the available financial data,. When we
used stub / dummy data however, the tool tested very positively with users
who were interested in contacting local tradesmen for quotes. If financial
data can be sourced, further testing should be carried out to test the end to
end journey and develop additional features

BEIS | SME Energy Efficiency

Total impact assessment: Limited

Actions driven
User testing showed SMEs would be primarily driven to undertake EPC
recommended measures with O - 2 year paybacks, these are:

* Updating lightbulbs (e.g. T8 to T5)

» Solar control measures (e.g. reflective coatings for windows)

* High frequency electrical ballasts

« Installation of more efficient water heaters

* Investigation of chiller systems to identify improvements

Number of users

We have modelled scenarios based on benchmark data and assumptions for
user retention throughout the end to end journey. The primary
determinants of success are the breadth of outreach, the number of
companies presented with a suitable financial case and the implementation
rate

Tool Show Me The Money

Number of Campaigns 2
Outreach and user journey scenarios H M L
Campaign acquisition 2,962 273 3
Word of mouth acquisition 289 12 (0]
Total users who implement measures 3,250 285 3
Users as % of Total Addressable Market 4% 0.4% 0%

NOTE: For detailed impact assessment please see slide 71

Softwire & INZENKA



Tool 2: Compliance Tracker

19

This tool tested poorly with users and was descoped in Design Sprint 3

. Ways to improve at Unit 310, Highgate Studios
User testing

Inspection date: 10/10/2014 .

7x property

Commercial landlords

A This property is not compliant!

Testing summary

® “When | get notified of regulatory change the first | do is go straight to my
I energy assessor, he tells me what to do and how to do it”

. “We have experts who keep us up to date on these changes, | then go straight
- to my contractors for advice”

Compliance Tracker tested poorly with users who reported it did not add
sufficient value to their existing compliance processes. Commercial landlords
were primarily focussed on getting compliant quickly and cheaply. Even when
we used stub data to provide cost estimates, the tool just created an
unnecessary additional step between them and getting accurate quotes from
the assessors / conveyancers

BEIS | SME Energy Efficiency

Total impact assessment:

Actions driven

User testing showed that landlords would seek to make the
cheapest, fastest adjustments to their building that would enable
them to be compliant with regulation

Although, some landlords saw value in doing higher impact measures

if:

* It protected them from future regulatory increases

* Could be done alongside other measures that were being done and
therefore reduce total cost / disruption to an existing lease

Because the tool was unable to provide value within their journey, we
are not confident that it would have driven any net new actions as
users would either have done them anyway or dropped out of the tool
journey

Number of users
Compliance Tracker was aimed at commercial properties below an E
grade EPC. These make up ~17% of the commercial building stock

As with other tools, the number of users would have been highly
dependent on the effectiveness of outreach

Softwire & INZENKA



Tool 3: Zapp

20

This tool tested well with users, and is recommended for a Private Beta

Recommended

User testing

o 8X office
- managers

. 32X office
- employees

® 14X experts

- From local authorities and
policy research

Testing summary

- “It’s simple, that's the selling point. | now turn off my computer everyday”

“The aircon notification is very useful, it makes me get up out of my seat and
- adjust it in the morning - | never used to do that*

Zapp has tested very well with a small set of users. They have consistently
allowed that app to hibernate their computers, when previously this did not
happen. In addition, the Office Manager has reported that the notifications
push her to make adjustment to HVAC based on temperature - an action
she previously did not do

BEIS | SME Energy Efficiency

Total impact assessment: Low to medium

Actions driven
Zapp is focused on driving three actions in an office environment

» Switching off lights at the end of the day

* Hibernating computers at the end of the day

* Encouraging users to adjust HVAC systems and turn them off at the
end of the day

Number of users

We have modelled scenarios based on benchmark data and assumptions for
user retention throughout the end to end journey. The primary determinants
of success are the breadth of outreach, the positioning of the tool to users
and the ease of deployment/installation

Tool Zapp

Number of Campaigns 2
Outreach and user journey scenarios H M L
Campaign acquisition 40,956 | 3,811 44
Word of mouth acquisition 3,993 165 o]
Total users who implement measures 44,949 | 3,976 45
Users as % of Total Addressable Market 15% 1% 0%

NOTE: For detailed impact assessment please see slide (*X*)

Softwire & INZENKA



There is a trade-off between impact and feasibility

The feasibility of Tools 1and 2 is limited, Zapp is feasible, but will have a lower impact per
userin the short-term, as it drives smaller behaviour change

Current
feasibility

Feasible, lower per user* impact

Is relatively simple to build and
deploy, with very few barriers to
adoption by the target segment.
Total impact is low in the short-
term, as it currently only drives
behavioural changes

Not feasible, medium per user* impac

Lack of financial data makes this tool
unfeasible, if this data were available
impact is limited to streamlining
regulatory compliance - not
necessarily net new impacts

Not feasible, medium per user*
impact

Lack of financial data makes this tool
unfeasible, if this was available
impact is limited to measures with a
~0 - 2 year payback

BEIS | SME Energy Efficiency

4

Tool 3
Zapp

Tool 2

Compliance Tracker

N

Tool1
Show Me the Money

___________________________________

*Per user impact removes the total
addressable market and refers to impact of
the tool on energy efficiency if a single user
accessed the tool and it worked effectively
for their use case. Actual impacts are
different as they must account for total user
bases and user drop throughout the journey

21

Can’t play here due to inability of a
digital tool to change fundamental
structural incentives of the market.

e.g.:

Accountability - landlord vs. tenant
incentives

Absolute savings potential
Investment horizons of SMEs and
expense of measures

[
»

Impact on energy efficiency

Softwire & INZENKA
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The challenge

In Discovery, it was identified that engagement with energy efficiency is very low among
SMEs

Our Aims

BEIS | Energy Efficiency Discovery

Takeaways To build and test digital tools that drive SME engagement with
energy efficiency, delivering:
» A clear vision for 3 separate tools following an initial

The bm“rnj:_r 'rw_le .u_w’\ 19 _L|’ _ﬂt“j\- h 4rF Excu c_. Maost prlorltlsatlon exercise
SME owners and managers are simply not thinking

about energy efficiency.

For most SMEs, the potential cost savings are not * 3 coherent concepts validated with multlple prototypes that
enough to trigger action. test different aspects of the tools
There is no shortage of useful content, but few

businesses are motivated to seek it out.

+ Detailed research and analysis of user needs and user
stories, including initial view on assisted digital model

A one-stop content hub is unlikely to be the solution.

Source: Discovery final deliverable, Fluxx 2017

BEIS | SME Energy Efficiency Softwire 6 INZENKA
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Segmentation method

We combined publicly available data on energy use and abatement potential to score segments

Data used

Abatement poten tial industrial Medium 10240 17% 7% n710 21950 1
Data was initially only available at sector Rotail _ Micro 8470 14% 31% 9430 17900 2
) . industrial Small 4390 7% 39% 1710 16100 3

level - so we couldn’t use this as the only offices Small 4570 8% 7% 10550 15120 4
Segmentation measure as it Wasn,t Industrial Micro 3000 5% 52% 1710 14710 5
. . Offices Medium 3030 5% 57% 10550 13580 6
precise en°u9h to SMEs by Size offices Micro 2530 4% 61% 10550 13080 7
Retail small 2710 5% 65% 9430 12140 8

E ti Retail Medium 1130 2% 67% 9430 10560 9
nergy copsump an . Hospitality Micro 4020 7% 74% 4300 8320 10
We used this at a business-size level, Storage Medium 2680 5% 79% 5120 7800 n
combined with abatement potential, to Hospltalty Small 3330 6% 84% 4300 7630 2
generate a score and ranking indicative Of a [Community, Art & Leisure Medium 2360 4% 88% 5090 7450 13
q s 3 Hospitality Medium 2870 5% 93% 4300 7170 14
business’ total abatement potential b= T 5 o =550 =550 5
Health Small 0% 93% 7080 7080 15

Health Micro 0% 93% 7080 7080 15

Note: Education, Emergency and Military sectors were out of scope as public services Storage Small 1600 3% 96% 5120 6720 8
ICommunity, Art & Leisure Micro 1290 2% 98% 5090 6380 19
Storage Micro 800 1% 99% 5120 5920 20

[Community, Art & Leisure Small 470 1% 100% 5090 5560 21

BEIS | SME Energy Efficiency

Combined consumption and abatement scorings

Energy Cumulative %
Consumption of SME
by SME's onsumption energy

(GWh/year) consumption

Total Annual

Sector lenergy savings
(GWh)

Business size: Micro = 0-9 employees; Small = 10-49 employees; Medium = 50-249 employees
Source: BEES data set, 2017
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Research: SME wider business needs

Through further market research and SME engagement, we built on the wider business
needs identified in Discovery

Generate sales

leads

Identify new
markets

Improve the

conversion of leads

to sales

Do more

online

Manage Suppliers

and Cashflow

Understand our

surroundings

Find the things

we need

Sell more and
different
products

Managing my
business' online
reputation

Find good
service & support

Understand
customers needs

Getting a loan

Generate
new leads

Design and test

Conduct Sales

Understand

Finding the best
deal/price for IT,

Make the most
of social
networks

. Choose suppliers competitors and telecoms,
new products Promotions . X Jeps
their offerings utilities & real
estate
. Make the most Avoid late Understand the L
Make my site £ ial K Finding good
easy to use of socia payments and market and people
networks bad debts trends

Source: Desk research and prior Inzenka engagements with SMEs

BEIS | SME Energy Efficiency
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Different incentives for SME action

We identified existing pressures on SMEs that we could link to energy efficiency and therefore
incentivise SMEs to engage with the topic

4 ar®% ®
-~ ‘o’ a
a—— EMPLOYEE
REGULATORY CONSUMER

o N ' / 9

SOCIAL \ E / COMPETITIVE
O - — oL

SUPPLY
FINANCIAL CHAIN
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How it could work

S h ow m e th e m o n ey + Outreach highlights the potential for financial savings from EE measures

- . . » User accesses the site and uses Problem Diagnoser to understand their current
Helps decision makers identify measures they state of play
can take, by analysing and presenting a tailored » Action Identifier asks filters their options according to categories (e.g. “Low

. . . investment”, “See what your peers do”, “Make the biggest impact”)
business case for taklng action * Once they select an option they upload their bill through a QR code scanner

and Calculator visualises their investment, payback period and savings over
time
+ specifically for them based on desired savings, investment and payback period
+ If they don't like what they see, they are nudged to consider other options like
downloading the RemindS ME app onto the employees phones and computers
ﬁ m /P) » If they want to continue, Finance Finder helps them identify the best way to
pay and provides them clear advice on next steps to take

Target sector(s)

Stakeholders and need Primary tools
Decision maker “/ want to keep control of my energy costs,
so that | can maximise my cash flow and fund my growth” *  Problem Diagnoser

- Action Identifier
» Calculator

Pressures / incentives for action

Financial pressure on the business owner to save money and
plan for the future Roadmap tools

Social pressure on all actors to do their bit to reduce energy « RemindS ME

consumption *  Finance Finder
* PeerConnect




How it could work

Za p p + Outreach highlights the value of doing the little things

* Users sign up the service and download the app or install browser plug-in

A plug-in that nudges employees to make small «  App users receive time and location based reminders integrated into their
behavioural changes, by giving them timely PL‘OH:S eX'Sht'ng ﬂfnCt";na'jty . dwriting thei ind
reminders for action * They have the option of using generic pre-sets and writing their own reminders

* The application is gamified to driver continue engagement
» Sharing functionality built in, e.g. “Not last in the office today? Send X a
message to remind them to turn out the lights” - new users are then prompted

to sign up
Ta rget sector(s) » Users are nudged to use Action identifier add-on - to highlight the best, more
p impactful EE measures for them if they want to make more of a change

Primary tools

Stakeholders and need . Reminds ME app

Business owner “7/ want to keep control of my energy costs, * RemindS ME browser plug-in
but limit my investment, so that | can maximise my cash

flow and fund my growth” Roadmap tools

Employee "I want to do my bit to help the environment, but . e
| always forget to do things” * Action Identifier

Pressures / incentives for action
Financial pressure on the business owner to save money and
plan for the future

Social pressure on all actors to do their bit to reduce energy
consumption

Effort incentive for business owners, as requires no/little
investment or effort from them




How it could work

o
Co m pl Ia n ce tra C ke r + Outreach highlights the coming regulation and pushes people to the tool for

- support
Helps building owners get to EPC E and beyond, +  User enters their building address and sees their EPC rating with two options: 1)

by highlighting the best efficiency measures for You are below, find out how to improve; 2) your above, get ahead of the next

. . regulations and find out how you can make simple changes
them to take and supporting them to getit done * Answers some questions to identify measures already taken

» Action identifier uses BEES data to determine next best steps, connecting to
the calculator so users can filter by time, cost and payback periods

» Users selects an action and is connected to peers for advice, as well as clear
roadmap and next steps to get it done

* User receives reminders of how they can get ahead and keep progressing along

ﬁ m h their EE journey

Stakeholders and need Primary tools

Building owner “/ have to meet my PRS obligations, but |
don’t know where to start and | keep delaying action” * MyEPC finder

*  Problem diagnose
+ Action identifier

« Calculator

Target sector(s)

Pressures / incentives for action
Regulatory pressure on the building owner to meet the PRS
2023 standards for EPC ratings or face significant fines Roadmap tools

(>£150k)
*  Finance Finder

* PeerConnect




We prioritised 3 ideas for development and testing

The tools were prioritised based on initial user testing, expert interviews and impact analysis

Summary

To focus our efforts in Alpha, we
prioritised three tools. This was
done through a working session
with senior stakeholders, using
initial user testing and the BEES
data set to guide our decisions

For each priority tool, we
created prototypes and carried
out deeper user testing to
iterate and pivot the ideas

Throughout testing we further
prioritised and refined our tools,
their features and their target
segments

Note: For detail on all ideas, please see
Appendix A

BEIS | SME Energy Efficiency

1. Show me the money

2. Compliance tracker

3. Zapp

4. Competitive energy

5. Energy pack

6. Green community

7. Green chain

8. Energy advocate

Tested well initially, strong incentive for action and strong abatement
potential (dependent on SME payback expectations)

Tested well initially, strong incentive for action and supports
government policy - but smaller target segment (17% of property)

Tested ok initially, low barriers to adoption, different set of target
users - but low abatement potential as focussed on behavioural
change

Hasn't tested well initially, but has traction with internal stakeholders,
precedent for success in Australia (NABERS)

Tested relatively poorly with users, potentially a small segment - but
good incentive based on a trigger point

Tested poorly with users and feels more relevant to local authorities
and their initiatives

Tested poorly with users, internally seen as potentially very complex
as requires the support of big businesses

Tested poorly with users, incentive seen as weaker for action -
danger of creating ‘trouble maker app’

Softwire & INZENKA



Design sprints summary

The three priority tools were prototyped, tested and iterated throughout the design sprints

DS1

Prioritisation of
propositions
through wider

DS2

Initial testing of
known calculator
functionality with

DS3

Additional testing
of calculator
journey based on

DS4

Testing core
concept and
mock-ups of Zapp

DS5

Testing the
calculator journey
using known data

Testing w/local
authorities

Data discovery

Data discovery

— sprint, to ensure

as much testing
as possible for

Zapp

For outcomes of the sprints please see the Tool Deep-Dives (Appendix B) or the Summary Findings section

BEIS | SME Energy Efficiency

Softwire & INZENKA

research, expert commercial ‘Augmented EPC with Office sources, plus high
interviews, user landlords and data’ and feedback Managers fidelity service
testing and industrials from DS2 testing finder feature
stakeholder working
sessions
DS6 DS7 DS8 pss i
We ramped up !
Zapp dev effort and Zapp live test Zapp live test Continued the .tgam 2] an
release to test Inzenka and Softwire Inzenka, Softwire and 3+ deployment and additional design !
party deployment . 1
computers testing of Zapp !

65
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NOTE: Descoping micro retail from Alpha
Based on additional data, initial testing and tool design, micro retail was deprioritised as a
target segment for initial SME engagement with energy efficiency

m Retail: Consumer goods, beauty salons etc.

Micro

User research Segment size
Not engaged with topic at all There is a longtail of firms, with retail micro
accounting

This would put huge pressure
Interested in making savings (even <£300), but on the efficacy of outreach - targeting
require a 1year payback period hundreds of thousands of firms to make small
Not interested in competitive benchmarking, changes

RemindS ME, Green Badge o .
Lease incentives

Abatement potential >50% are in leased buildings, reducing
All measures: 22% of target segments’ potential IBETERTES 09 (e (& SIEIE] GrEngEs
3 year payback period: 12% of target segments’ potential

BEIS | SME Energy Efficiency Softwire 6 INZENKA
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Contents

Overview and strategic context
Summary findings and next steps

Zapp Private Beta deep-dive

Appendix A: Summary of Alpha approach
- Appendix B: Tool deep-dives

Appendix C: Team, stakeholders and participants

Softwire & INZENKA
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Show Me the Money

Tool 1

BEIS | SME Energy Efficiency Softwire 6 INZENKA



Updated Proposition

Show me the money

Encourage building fabric improvements by
illustrating the savings achievable by following
building EPC recommendations.

Primary target sector: Industrial
(Small and Medium)

These businesses are most likely to own their premises.
Stakeholders and need

Decision maker “/ want to keep control of my energy costs,
so that | can maximise my cash flow and fund my growth”

Pressures / incentives for action
The primary incentive is financial pressure on the business
owner to save money and plan for the future

69

Principle

Building EPC recommendations for are available through an API, for
assessments made since 2008. The recommendations listed would result
in a substantial reduction in energy usage. By clearly illustrating the
savings potential in the cost of that energy, we can use the SMEs’
financial incentive to drive action

How it could work
« Outreach highlights the potential for financial savings from EE
measures

+ User accesses the site and brings up their premises’ EPC to understand
their current state of play as well as potential actions for improvement

+ Measures are grouped by payback time and ordered by cost, so users
can clearly see value and make prioritization decisions

* For each measure, the tool provides a call to action in the form of links
to local providers of the relevant service
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Impact assessment: Actions driven

Testing showed that behaviours are mainly limited to those with paybacks of <2 years,
however the tool may be able to nudge users towards other actions in the long-term

Actions driven

User testing showed us SMEs would be primarily driven to
undertake EPC recommended measures with O - 2 year
paybacks, these are:

Updating lightbulbs (e.g. T8 to T5)

Solar control measures (e.g. reflective coatings for windows)
High frequency electrical ballasts

Installation of more efficient water heaters

Investigation of chiller systems to identify improvements

Exact data for the impact of these measures is not available,
but some can be calculated relatively simply, for example:

“I'm immediately drawn to anything

with less than 2 years to payback,

that’s a no brainer for us” Savings per bulb from switching T8 to T5, based on 9 hour day:
3.8 kWh saved per light bulb, per month

@ £0.14 per kWh = 53p saved per lightbulb, per month

NOTE: numbers may not sum, as rounded for simplicity

Lightbulb savings calculations:
Current Cost per Month = (Current wattage / 1,000) x usage in hours p/day x cost p/kWh x 30 days
New Cost per Month = (New wattage / 1,000) x usage in hours p/day x cost p/kWh x 30 days

BEIS | SME Energy Efficiency Softwire O INZENKA
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Impact assessment: Campaign user acquisition

The potential impact of Show Me the Money is primarily driven by factors outside of the
scope of the tool, i.e. breadth of outreach and implementation rate

Number of users by journey stage
Based on 1x email campaigns (1 less than summary on slide 20)

Target segment: Industrials |:| Assumption
Total addressable market: 80,715 .| Benchmark
Source: Business Population Estimates, gov.uk, 2017 - OUtpUt

________________________________________________ e

1 ! \
i) ) Click through rate’ )E Quotes sought i) Implementation rate?

1
1
|
Breadth of outreach : % of people who have % of people who open : % of users who are ! % of people who, with a quote :
achieved, % of market 1 received an email that the email and click : incentivised to get a : and a positive financial case, |
who recejve .email : open the email through to the tool URL | quote for the work, : actually implement the :
communications i i :’Iafzerﬁquot:e tool : measures recommended i
1
| EL | [ 7% [ eosse | | 4% | 25083 | | sox | o872 | [ sox | 493 | | sox |
1 ! : 1
1 ! 1
UL [ so% | 40358 |1 | 26% | 1054 | | 9% | 2067 | [ 33% | eso | [ 20% |[EECIIN
1 I 1
1 ! \ 1
| 25% [ 20079 |1 [ wxm [ 2906 | [ s% | e | i ww | e | [ 0% |[[EN
[ ! . 1

NOTE: Numbers may not sum based on rounding used in the model. This model does not account for decay in the efficacy of email campaigns

Sources: 'Smart Insights, 2018; 2DECC, 2014

BEIS | SME Energy Efficiency O INZENKA


https://www.gov.uk/government/statistics/business-population-estimates-2017
https://www.smartinsights.com/email-marketing/email-communications-strategy/statistics-sources-for-email-marketing/
https://www.gov.uk/government/publications/research-to-assess-the-barriers-and-drivers-to-energy-efficiency-in-small-and-medium-sized-enterprises

Impact assessment: Word of mouth user acquisition

The potential impact of Show Me the Money is primarily driven by factors outside of the
scope of the digital tool, e.g. open and click through rates for email campaigns

Number of users by journey stage
Based on 1x email campaigns (1 less than summary on slide 20)

Target segment: Industrials |:| Assumption
Total addressable market: 87,007 .| Benchmark
Source: Business Population Estimates, gov.uk, 2017 - OUtPUt

) Advocacy rate' ) Additional users'

From those successfully % of people who choose % of advocates who
converted from email to actively spread word

successfully convert
campaigns of the tool another SME to a user

DN [ sow | mo | [ 7ox
—R ARl
I

% o | | 7%

NOTE: Numbers may not sum based on rounding used in the model. This model does not account for decay in the efficacy of email campaigns
Source: 'Harvard Business Review, 2007

BEIS | SME Energy Efficiency

Softwire & INZENKA


https://www.gov.uk/government/statistics/business-population-estimates-2017
https://hbr.org/2007/10/how-valuable-is-word-of-mouth
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User journeys and design
Finding the property

Energy Advice Service Energy Advice Service

See how you could save money on your energy bills
See how you could save money on your energy bills
Pastcode

Enter your postcode below to recieve your recommendations NW5 1TL

Postcode
Search

o
=
o
T
]
=
=3
[}
“

Courtyard 1, Highgate Studios Courtyard 2, Highgate Studios Unit 110, Highgate Studios Unit 305 (Cafe), Highgate Studios

Unit 311, 53-79 Highgate Road ] Unit 320, Highgate Studios [l Unit 330, Highgate Studios

The user enters their postcode and selects their address from UNIT 400, Highgate Studios, 53-79 Highgate Road [| Unit 420, 53-79 Highgate Road ] Unit 421, 53-79 Highgate Road
the list of properties.

Unit 310, Highgate Studios

Unit 430, Highgate Studios [l UNIT 441-442, Highgate Studios, 53-79 Highgate Road | Unit 501, Highgate Studios

Currently this list only shows properties with EPCs registered Unit 502, Highgate Studios | Unit 511, Highgate Studios || Unit 520, Highgate Studios
in the APL. If this tool were to be developed further, it would

need an alternative journey where the user’s EPC is not S ST SO OGRS R
registered - likely to recommend getting an EPC assessment, TG M SIS Unit 701, Highgate Stucios
and assisting with the start of that process.

Unit 531, Highgate Studios

Unit 603 Highgate Studios, 53-79 Highgate Road [l Unit 604, Highgate Studios

Unit 700, Highgate Studios Unit 702, Highgate Studios

Unit 710, Highgate Studios Unit 800, Highgate Studios Unit 801, Highgate Studios Unit 802, Highgate Studios

Another route would be a series of questions and answers to
try and discern the users’ current energy usage and state of
their building, mapping this against possible basic
recommendations

Unit 900, Highgate Studios

BEIS | SME Energy Efficiency Softwire 6 INZENKA
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User journeys and design

Discovering recommendations

Date of assessment so Opportunities to save at Unit 110, Highgate Studios

X Cost, savings and payback
users can gauge its ™~~~ time indicating the relative
accuracy

value of each measure

Based on an EPC assessment on your building from 21/01/2011

Save your business money and reduce waste by acting on your energy efficiency recommendations listed below.

cal savings
Recommended measures Indicative cost  per year Repays cost in
Consider replacing T8 lamps with retrofit TS conversion kit. ~ £1,000 - £1,800 £330 1-2 years Frilole e
List of recommendations,
with more detail available N i
. In some spaces, the solar gain limit in criterion 3 of ADL2A £500 - £300 £470 1-2 years Enakioeal )
provider
on a click-through where 2010 exceeded, which might cause overheating, Consider
solar control measures such as the application of reflective
needed . he 2op
<coating or shading devices to windows.
Leam more...
. Button to take action, i.e. find
Replace tungsten GLS lamps with CFLs: Payback period £1,100 - £1,500 £870 1-2 years Find a local provider
_ .
dependent on hours of use. a provider to carry out the
recommendation
Introduce HF (high frequency) ballasts for fluorescent £1,000- £1,800 £330 1-2 years Pl g
tubes: Reduced number of fittings required.
Leam more...
Add time control to heating system. £400 - £600 £110 Find a local provider
Leam more...
Add optimum start/stop to the heating system. £260 - £560 £60 7+ years Find a local provider
Leam more...
Some walls have uninsulated cavities - introduce cavity wall ~ £9,500 - £14000  £1,600 7+ years W

BEIS | SME Energy Efficiency Softwire 6 INZENKA



User journeys and design
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Related functionality on the recommendations page

Opportunities to save at Unit 110, Highgate Studios

Based on an EPC assessment on your building from 21/01/2011

Save your business money and reduce waste by acting on your energy efficiency recommendations listed below.

[5] This certificate is 7 years old.

You may want to consider reassessment, especially if changes have been made to the property since this inspection.

Find an EPC assessor. [

Recommended measures

Consider replacing T8 lamps with retrofit T5 conversion kit

Leam more.

In some spaces, the solar gain limit in criterion 3 of ADL2A

Learn more.

Consider installing renewable energy sources such as PV
and solar water heating

Lean more.

Indicative cost

£1,000 - £1,800

£500 - £900

Typical savings

per year Repays cost in
£930 1-2 years
£470 1-2 years

If the EPC is over 5 years old, the user is alerted that it may be out of
date and they should consider reassessment. This links to a register
of EPC assessors.

Find a local provider

Find a local provider

The results can be downloaded as a PDF, to provide a permanent
record for the user and to support discussion with other parties (e.g.

¥ Download as PDF

BEIS | SME Energy Efficiency

landlords).
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User journeys and design

Taking action - finding a provider

Find a Local Provider

Here's an accredited list of providers in your local area, they'll help you get accurate cost information and estimate the impact changes any

changes you make will have on your monthly bills!

Your recommendation

Consider replacing T8 lamps with retrofit TS conversion kit.

Company

Greenoke Energy Ltd

City Energy Network Ltd
GEN4U Lid

Solarwise Renewables Limited
Local Energy Limited

InstaGroup Limited

BEIS | SME Energy Efficiency

Website

www.greenoke.co.uk/index.php

www.cityenergy.org.uk

gendu.co.uk/

www.solarwise-rl.co.uk

www.localenergy.org.uk

www.instagroup-homes.co.uk

Phone Number

01722 438 838

02920 499183

0800 035 5902

0292 088 5887

01616 153762

0800 093 1306

41

The user’s postcode is used to search a
database of providers appropriate to the
measure in question - similar to the Green
Deal Orb functionality. Websites and phone
numbers are provided to make comparison
and contact as easy as possible.

This ends the user’s journey on the tool. The
next steps are with the providers, to actually
implement the measures - which is outside
the tool’'s scope.

Softwire & INZENKA
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Research & Design History

Different versions we tested

We tested with various different combinations of data.

+ Cost and saving metrics from BEES data: Not specific enough to be valuable.
+ CO2impact, currently available from API: Not valuable.

The two key pieces of data to users were specific cost (not currently available) and payback time (currently available via
the API). Without these, users did not know how to assess recommendations for value.

We also tested without a specific follow-on action.

Overwhelmingly, users’ expectation and desire was to be helped to contact an installer.

BEIS | SME Energy Efficiency Softwire 0 INZENKA



Compliance Tracker

Tool 2

BEIS | SME Energy Efficiency Softwire 6 INZENKA



Updated Proposition

Compliance Tracker

Assist with MEES compliance by surfacing EPC
recommendations.

Target Sector: Commercial Landlords

A e

Regulations directly affect landlords

Stakeholders and need
Building owner “/ have to meet my PRS obligations, but |
don’t know where to start and | keep delaying action”

Pressures / incentives for action

Regulatory pressure on the building owner to meet the PRS
2023 standards for EPC ratings or face significant fines
(>£150k)

80

Principle

Landlords must bring properties up to EPC E or higher according to new
MEES legislation - and currently 17% of rented commercial buildings fall
below this target. We know the regulatory incentive to act is strong. We
can obtain details of a property’s EPC rating and recommendations for
improvement from the registry API. By showing this to landlords, we can
help promote action to save energy in these buildings, and potentially
encourage action even on compliant buildings.

How it could work

» Outreach highlights the necessity to comply with regulations

* User accesses the site and brings up their premises’ EPC to understand
their current state of play as well as potential actions for improvement

* Measures are ordered by cost and impact, so users can clearly see
value and make prioritization decisions

*  For each measure, the tool provides a call to action in the form of links
to local providers of the relevant service




45

Impact assessment

We have not carried out a full impact assessment for Compliance Tracker, as testing
showed it did not add value to users’ routes to compliance with new MEES regulation

Actions driven

User testing showed that landlords would seek to make the
cheapest, fastest adjustments to their building that would
enable them to be compliant

Although, some landlords saw value in doing higher

impact measures if:

» It protected them from future regulatory increases

» Could be done alongside other measures that were
being done and therefore reduce total cost / disruption

“I'm going to do the minimum to get to an existing lease

compliant and get tenants back into Because the tool was unable to provide value within their

the property journey, we are not confident that it would have driven
any net new actions as users would either have done
them anyway or dropped out of the tool journey

NOTE: MEES / PRS regulation targets all commercial properties that are leased and below an
E grade EPC, this amounts to 17% of the commercial building stock

BEIS | SME Energy Efficiency Softwire O INZENKA
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User journeys and design
Finding the property

Minimum Energy Efficiency Standards Minimum Energy Efficiency Standards

Regulatory standards have increased for the EPC rating of leased properties. Enter your postcode below to: Regulatory standards have increased for the EPC rating of leased properties. Enter your posicode below to
e see if you are compliant e see if you are compliant
e get recommendations to increase your EPC rating ® get recommendations to increase your EPC rating
e find local service providers to estimate costs and install recommended energy efficiency measures * findlocal service providers to estimate costs and install recommended energy efficiency measures
Postcade Postcode
NW5 1TL

o
=
Q
el
0]
=
=
]
73

The landlord enters the property’s postcode and selects its Courtyard 1, Highgate Studios | Courtyard 2, Highgate Studios | Unit 110, Highgate Studios | Urit 205 (Cafe), Highgate Studios
address from the list.

Unit 310, Highgate Studios Unit 311, 53-79 Highgate Road Unit 320, Highgate Studios Unit 230, Highgate Studios

Currently this list only shows properties with EPCs registered Urit 420, 53-79 Highgate Road
in the APL. If this tool were to be developed further, it would
need an alternative journey Where the user’s EPC is not Unit 430, Highgate Studios UNIT 441-442, Highgate Studios, 53-79 Highgate Road

Unit 531, Highgate Studios

Unit 611, 53-79 Highgate Road Unit 612, Highgate Studios

Unit 701, Highgate Studios

registered - likely to recommend getting an EPC assessment, e U
and assisting with the start of that process.

Unit 603 Highgate Studios, 53-79 Highgate Road Unit 604, Highgate Studios

Unit 613, Highgate Studios Unit 700, Highgate Studios Unit 702, Highgate Studios

Unit 710, Highgate Studios Unit 800, Highgate Studios Unit 801, Highgate Studios Unit 802, Highgate Studios

Unit 900, Highgate Studios

BEIS | SME Energy Efficiency Softwire 6 INZENKA



User journeys and design

Discovering recommendations

Alert that the property is
not compliant and action
must be taken

List of recommendations,
with more detail available
on a click-through where
needed

BEIS | SME Energy Efficiency
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Ways to improve at Unit 330, Highgate Studios

Inspection date: 30/04/2017

/A This property is not compliant!

It looks like your building is not compliant with the new MEES regulation. Check the below recommendations for ways you can get compliant and avoid

the fines.

Recommended measures

Consider replacing T8 lamps with retrofit T5 conversion kit.

Learn more...

In some spaces, the solar gain limit in criterion 3 of ADL2A
2010 is exceeded, which might cause overheating. Consider
solar control measures such as the application of reflective
coating or shading devices to windows.

Learmn more...

Replace tungsten GLS lamps with CFLs: Payback period
dependent on hours of use.

Learmn more...

Introduce HF (high frequency) ballasts for fluorescent

Clear display of EPC rating

Cost and EPC impact

indicating the relative value
/V of each measure

Indicative cost Impact on EPC rating

£1,000 - £1,800 D % HicH Find a local provider
£500 - £900 E 1 mEDIUM Find a local provider

Button to take action, i.e.
find a provider to carry out

£1,100 - £1,500 .
the recommendation

. *ow Find a local provider —

£1,000 - £1,800

. " .
. T ow Find a local provider

Softwire & INZENKA
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User journeys and design

Related functionality on the recommendations page

Ways to improve at Unit 110, Highgate Studios

Inspection date: 21/01/2011 E

Stay ahead of regulation by acting on your EPC recommendations.

e et If the EPC is over 5 years old, the user is alerted that it may
O T A ST ST el Chen e e b e e propeny e i pepecen be out of date and they should consider reassessment. This
R links to a register of EPC assessors.

Recommended measures Indicative cost Impact on EPC rating

Consider replacing T8 lamps with retrofit TS conversion kit. ~ £1,000 - £1,800 ©) 1 vicn e
1 MEDIUM Find a local provider

]

In some spaces, the solar gain limit in criterion 3 of ADL2A £500 - £900
2010 is exceeded, which might cause overheating. Consider

solar control measures such as the application of reflective

coating or shading devices to windows.

Learn more.

Replace tungsten GLS lamps with CFLs: Payback period £1,100 - £1,500
dependent on hours of use.

Learn more.

1 Low Find a local provider

1 ow Find a local provider

Introduce HF (high frequency) ballasts for fluorescent £1,000 - £1,800

Consider installing renewable energy sources such as PV E) * ow Ao e

and solar water heating

The results can be downloaded as a PDF, to provide a

— — permanent record for the user and to support discussion
with other parties (e.g. tenants).

Softwire & INZENKA
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User journeys and design

Taking action - finding a provider

Find a Local Provider

Here’s an accredited list of providers in your local area who can help you
get accurate cost information and estimate the impact any changes you

make will have on your EPC rating

Company contact details

—

W N

BEIS | SME Energy Efficiency
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The property’s postcode is used to
search a database of providers
appropriate to the measure in question -
similar to the Green Deal Orb
functionality. Websites and phone
numbers are provided to make
comparison and contact as easy as
possible.

This ends the user’s journey on the tool.
The next steps are with the providers, to
actually implement the measures -
which is outside the tool’s scope.
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Research & Design History

Different versions we tested

We tested with various different combinations of data.

+ Cost and saving metrics from BEES data: Not specific enough to be valuable.

+ CO2impact, currently available from API: Not valuable.

+ Payback period, currently available from API: Not valuable - only useful to tenants.
* Savings per year, not currently available: Not valuable - only useful to tenants.

The two key pieces of data for landlords were specific cost and EPC impact, neither of which are currently available.
Without these, users did not know how to assess recommendations for value.

We investigated the “find a local provider functionality.

Some landlords did not require this feature, as they have trusted contractors already covering most jobs. However,
some did not, and even some of those that did have trusted contractors found value in comparison with other
providers.

BEIS | SME Energy Efficiency Softwire 6 INZENKA



51

Zapp

Tool 3
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Updated Proposition

ZappP (FKA RemindS ME)

Encourage behavioural change through well-
timed and well-targeted reminders.

Primary target sector: Offices
(Small and Medium)

Predictable energy environments, computer-based work

Stakeholders and need
Business owner “/ want to avoid paying for energy we're not
really using - it's a waste”

Employee “/ want to help avoid wastage, but | always forget”

Pressures / incentives for action
Financial pressure on the business owner to save money by
avoiding wastage

Social pressure on all actors to avoid wasting energy and to
“do their bit” to help the environment

88

Principle

Behavioural change (e.g. switching off devices when not in use; setting
HVAC controls appropriately; closing windows) has a lower impact on

energy usage than other measures, but is much less costly to implement.

By encouraging behavioural change in workspaces, we can make a

smaller change more easily - and therefore potentially more widespread.

This also acts to raise awareness of energy usage, providing impetus for
cultural change, and can be used as a delivery mechanism for higher-
impact notifications/nudges in the future

How it could work

* Outreach highlights the prevalence of wastage and the ease of
avoiding it

+ Office Manager arranges install of Zapp throughout office

+ Users receive reminders and take small, straightforward actions to
reduce energy wastage

+ Business owners and managers can see savings visualized in a
dashboard and are encouraged to continue - or take further action




Impact assessment: Actions driven

Testing showed that Zapp is driving behavioural change, but these changes revolve around
small adjustments, rather than large structural shifts

“l now adjust the air conditioning
every morning, | didn’t used to do
that”

BEIS | SME Energy Efficiency
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Zapp is focussed on driving three behavioural changes in the
office environment:

Switching off lights at the end of the day

Hibernating computers at the end of the day
Encouraging users to adjust HVAC systems and turn them off at the
end of the day

Precise impact depends on the current status quo in each
user’s office, however impact can be benchmarked. In the case

of switching off lights:

On all the time

On all the time

On for 6 hours a
day

On for 6 hours a
day

Lightbulb type

Typical power -
700 lumens (W)

Energy use per
year (kWh)

Cost per year (£)

Energy use per
year (kWh)

Cost per year (£)

Incandescent

60

526.0

£84.15

131.5

£21.04

Halogen

45

394.5

£63.12

98.6

£15.78

CFL

15

131.5

£21.04

32.9

£5.26

LED

12

105.2

£16.83

26.3

£4.21

Source: Centre for Sustainable Energy, 2015
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Impact assessment: Campaign user acquisition

54

The potential impact of Zapp is primarily driven by factors outside of the scope of the tool,
i.e. breadth of outreach and click through rate

Number of users by journey stage
Based on 1x email campaigns (1 less than summary on slide 20)

Target segment: Offices

Total addressable market: 297,660

Source: Business Population Estimates, gov.uk, 2017

________________________________________________

! 1
1 Click th h rate! '
"~ ouesen DY openroe— PY Cickrouan e )3

|:| Assumption
I:] Benchmark
- Output

Deployment rate ) Retention rate

Breadth of outreach : % of people who have % of people who open i % of potential users who % of users who keep the
achieve, % of market who ! received an email that the email and click | download and deploy the application installed across their
receive email : open the email through to the tool URL I application at their machines after an initial trial
communications : : company period
1
I 1
75% | 223,245 \ | 42% | 92870 | | 39% | 36405 | || 75% | 27304 | | 75% |PLL
1
1
50% \ 148,830 \ | 26% | 39201 | | 9% | 7622 | | sox | 3zen | | sox |[NEELETH
1
' 1
25% | 74415 |0 | 4% | 076 | | 3% | 354 | | 25% | ss | | 25% |[PRIH
1

NOTE: Numbers may not sum based on rounding used in the model. This model does not account for decay in the efficacy of email campaigns

Sources: 'Smart Insights, 2018; 2DECC, 2014
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https://www.gov.uk/government/statistics/business-population-estimates-2017
https://www.smartinsights.com/email-marketing/email-communications-strategy/statistics-sources-for-email-marketing/
https://www.gov.uk/government/publications/research-to-assess-the-barriers-and-drivers-to-energy-efficiency-in-small-and-medium-sized-enterprises

Impact assessment: Word of mouth user acquisition

The potential impact of Zapp is primarily driven by factors outside of the scope of the tool
i.e. breadth of outreach and click through rate

Number of users by journey stage
Based on 1x email campaigns (1 less than summary on slide 20)

Target segment: Industrials |:| Assumption
Total addressable market: 87,007 .| Benchmark
Source: Business Population Estimates, gov.uk, 2017 - OUtPUt

) Advocacy rate' ) Additional users'

From those successfully % of people who choose % of advocates who
converted from email to actively spread word

successfully convert
campaigns of the tool another SME to a user

% 02 | [ 2%
 isos I
S

1,997

% 4 || 7%

NOTE: Numbers may not sum based on rounding used in the model. This model does not account for decay in the efficacy of email campaigns
Source: 'Harvard Business Review, 2007

BEIS | SME Energy Efficiency
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https://www.gov.uk/government/statistics/business-population-estimates-2017
https://hbr.org/2007/10/how-valuable-is-word-of-mouth

56

User journeys and design

Installation

[ram X\ : The user downloads the application

&« C | @ Secure | https://www.beis-zapp.com b g

and installs to their PC. Installation
is a one-click process once the
application is downloaded. Once
installed, the application runs in the
Windows system tray, and wiill
update automatically.

Welcome to Zapp, the tool that helps your office save money on energy! Just click the link below to install the beta version.
Download the app here.

If you have any questions, or need support to install, please get in contact by emailing callum.callinan@inzenka.com.

Currently the application is Windows-only as
this covers the majority of office computers.
A future phase could consider the value of a

Mac equivalent.

& INZENKA Softwire
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User journeys and design

First use

Zapp Hub - o X

Welcome to Zapp - [} X

Welcome to Zapp!

Hibernating overnight

Avoid waste by letting your computer hibernate overnight. You won't lose your place, as it'll wake
up in the morning exactly where you left off.

This app helps you avoid wasting energy in the workplace. Hibernate my machine overnight
It'll hibernate your machine when you're done working for the day, so it doesn't use energy overnight. What time should | hibernate your machine each day? 18 |15 v
(Hibernation keeps your work open so you won't lose your place when it wakes up the next morning.) e.9. 15 minutes after you normally leave work. You'll be able to snooze this if you're not quite ready to leave then,

or cancel it altogether if you do need to leave it on overnight.
It'll also remind the last people in the building to switch off lights, machines and heating when they
leave, and it'll prompt volunteers to adjust the heating to make sure it's running efficiently given the
outside temperature.

Next scheduled hibernation: Today at 18:15

Heating and Air Conditioning

Let's get started by setting up your preferences. If you want to help more, opt in to heating notifications, which will remind you to keep the heating

working efficiently.

m Volunteer to monitor heating controls O

The user sees a welcome screen explaining the purpose and functionality of the application. They are then
taken to the “hub” where they can adjust settings if necessary.

BEIS | SME Energy Efficiency Softwire 6 INZENKA
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User journeys and design

Heating / air conditioning notifications

Check the air conditioning X

% Check the heating X

It's cold today (12°C)! Please set the heating
to a sensible temperature and close the

Check the air conditioning
It's going to be 18°C today. Please consider
whether you need the heating or air
conditioning. Can you open windows
instead?

It's going to be hot today (up to 27°C)!
Please set the air conditioning to a sensible
windows.

temperature and close the windows.

Done! Done! Donel!

Users can opt in to heating and air conditioning notifications. If they do, they’'ll receive a notification when
they first log on for the day, suggesting appropriate action based on the expected temperature that day.

This is opt-in functionality because it is not useful or practical to have all staff acting to adjust the heating /
cooling systems (and if notifications were sent to all staff they would likely be ignored). The intent is that only
the office manager and perhaps a small group of volunteers would opt in to this (and this was borne out by
user testing).

BEIS | SME Energy Efficiency Softwire 6 INZENKA
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User journeys and design

Last-to-leave reminders

. . When there are only three users remaining logged on to their
@ Staying a bit later? PCs, they are reminded to switch off lights and heating / air-

Don't forget to switch off the lights and conditioning when they leave.

heating / air conditioning if you're the last
one out tonight!

OK

This is targeted to the last three users to avoid becoming irritating by notifying everyone. Ideally we’'d target
the last person to leave, as they left, rather than just notifying the last three as soon as they are the only ones
remaining - but this is not feasible with a desktop application as once the last user is getting up to leave, they
will not be watching their PC screen. In the future a companion application and/or text alerts could be used
to provide notifications after leaving the computer.

User testing revealed the need to be able to customise this message appropriately for the specific office
environment - e.g. it shouldn’t include lighting if the lighting is already motion-sensitive and does not need
switching off manually. This has not been implemented in this phase but is on the roadmap for public beta.
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User journeys and design N
PC Hibernation

@ Finishing up? X Finishing up? X

You've scheduled your computer to hibernate

You've scheduled your computer to hibernate
within the next 15 minutes

within the next 15 minutes

Surel! Snooze Not tonight < 15 mins

30 mins 1 hour

At the end of the working day, the application will hibernate users’ PCs. This can be done automatically with

no action from the user. Hibernation preserves the current state of the machine (so the user does not lose
work) while still requiring no ongoing power.

Users can configure their default hibernation time in the “Hub”, but they also receive a 15-minute warning

before hibernation. At this point they can accept, snooze for a variable amount of time, or cancel tonight’s
hibernation.

BEIS | SME Energy Efficiency Softwire 6 INZENKA



User journeys and design
PC Hibernation

About To Hibernate

Your computer will hibernate in 26 seconds
or you can choose to snooze for an hour.

Snooze Not tonight

BEIS | SME Energy Efficiency
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When hibernation is about to be triggered, users
receive a more obvious notification
with a thirty-second countdown, to avoid surprising

them. Again they can snooze or cancel tonight’s
hibernation.
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User journeys and design

Configuration and more info

from the system tray, users

see the hub page.

Hibernating overnight

. . Hibernate my machine overnight
Here they can configure their _ , ,
. R . What time should | hibernate your machine each day? 18 V15 v
default hibernation time (or .15 minses fer o normaly v wrk. Youl bl s s f e e ey e,

or cancel it altogether if you do need to leave it on overnight.

opt out of hibernation
altogether) and optin to
heating / air conditioning Heating and Air Conditioning

notifications. Volunteer to monitor heating controls o

Next scheduled hibernation: Today at 18:15

They can also view the FAQs,
which provide short
explanations for some of the
basic questions about the
application.
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Research & Design History

More building required here, therefore fewer test cycles

Concept testing interviews were promising

« Office Managers were interested in a simple app to help manage energy.
» Generally agreed that non-invasive reminders were best.

Positive trial feedback - app has made a difference

+ Users are letting it hibernate their computers - some even switch off proactively.
+ Office Manager is checking the heating regularly where she didn’t before.

+ Users are pleased it’s having an impact.

Key hypotheses confirmed

* Low barrier to entry means no hard proof of benefit needed - “it’s definitely helping” is enough.

+ Low user impact means no frustration and users are happy to keep it installed.
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User Survey

Results from 21 users

Usefulness

Intrusiveness

10 15
3(38.1%) 12 (57.1%)
8 7 (33.3%)
10
6 5(23.8%)
4
5 3(14.3%) 3(14.3%)
2 (9.5%)
‘ " . | . 1(4.8%) )
0 (?%J 0 (t‘]%J 0 ((‘)%) 0 ((‘)%) 0 (t‘]%J 0 (t‘]%J 0 (tl)%l 0 (l‘)%l 0 (t‘)%) 0((‘)%3 0 ((l)%l
[] []
1 2 3 4 5 6 7 8 10 1 2 3 4 5 6 7 8 9 . X
Useless Extremely useful Every single one Not intrusive
annoyed me atall
Noticeability Timing
2z es 2
125 10
10.0 -3
75 6
5(23.8%)
50 4
25 209.5%) 2 1(4.8%) 1(4.8%) 1(4.8%)
0(0%) 0(0%)  0(0%) 0(0%) 0(0%) 0 (t‘)%) (1] (?%) 0 (?%) 0 (?%J * 0 ((‘)%J
| I I I | 0
oo 1 2 3 4 5 6 7 8 9 1 2 3 4 5 ] 7 8 9 10
What Couldn’t miss them Poor
notifications?

BEIS | SME Energy Efficiency

Perfectly timed

Softwire

64

& INZENKA



65

User Survey

Results from 21 users

Qualitative Feedback

Have you seen any changes in behaviour in the office around energy

? - .
use: Overall very positive. Users were impressed by the tool and
12 responses believed it was having an impact.

®v Users believed computers were running faster due to

es .

® Mo regular shutdowns allowing updates to be regularly
installed. We don’t expect hibernation to trigger updates
so this is unexpected - it could be investigated further but
we don’t believe it’s a priority.

One or two low-priority bugs were uncovered, but nothing
that would jeopardise further trials.
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