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About ISEES

“ISEES — Improving the Social Dialogue for Energy E  fficient Social Housing” is a project
funded under the “Intelligent Energy for Europe Programme” sponsored by the European
Commission. It runs from January 2006 until December 2007 and aims to increase the rate of
energy related refurbishment of social housing by applying innovative approaches of a social
dialogue, and merging technical solutions with socio-economic tools.

The dialogue is targeted at involving all stakeholders — tenants/owners of dwellings, housing
associations, municipalities and energy service providers — into the refurbishment process,
develop efficient and feasible models of user participation and implement exemplary
participation processes in a renovation project.

Model buildings have been identified in the 5 participating countries, namely Bulgaria, Czech
Republic, Lithuania, Slovak Republic and the United Kingdom. During the heating season
2006/07, energy behaviour of tenants has been continuously measured. Using this measured
data the participants in the ach country have attempted to advocate the development of a
model refurbishment process, with respect to the engagement and inclusion of all stakeholders
in the process, in the hope that the refurbishment will provide additional value to all than would
have otherwise been the case.

The results of pilot social dialogue activities are report in this report alongside conclusions
drawn from the activities undertaken.

The scope of social dialogue

ISEES considered the social dialogue in respect of the following activities associated to social
housing:

«  Maximising the benefits of the building refurbishment

« Improvement of communal district heating services

+ Reduction of in the householder energy use (and improvement of thermal comfort
conditions) through modifying “user behaviour”



Fisees

1 Review Social Dialogue theory
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The earlier reported “Country specific guidelines for a social dialogue” discusses the nature of
social dialogue in the context of building refurbishment, improvement of communal district
heating services and reduction of householder energy use through modifying “user behaviour”.
In a social dialogue in this context can be summarised as follows:

1.1 Social Dialogue stakeholders

The following groups are relevant stakeholders for a social dialogue.

+ Occupants (tenants/owners)

To start a social dialogue the willingness of the residents to engage in such a process is
essential. Usually at least a part of the residents shows interest in the topics. The issues of the
social dialogue have to match the needs and information level of the residents to be
successful. Usually the most difficult part is to find the space and time that all potentially
interested residents can be involved. However, it has to be respected, if residents refuse to
participate.

+ Housing associations / housing companies

Housing associations or housing management companies are often the main actors to start a
social dialogue. Thus, their readiness to involve residents is important. In case of a
refurbishment usually the property management and the technical apartment (responsible for
planning and execution of construction work) are involved.

« Local authorities

Depending on the respective regulatory framework conditions local authorities will be involved
in different stages of the refurbishment process and should be included in the social dialogue
activities. In case of refurbishment of municipality owned buildings the competent agency can
also be the main actor of a social dialogue.

« District heating companies

District heating companies may play a major role in a refurbishment process, in case of
reconstruction of heating system and should be included in the social dialogue. Besides
refurbishment activities, district heating companies are well advised to start a social dialogue
with residents to improve their customer relationship (e.g. service offering, customer
information), at least in some of the participating countries.

e Sponsoring institutions

The financial means are a major issue regarding refurbishment and often depends on available
subsidies and sponsoring. Thus it might make sense to include sponsoring institutions early in
the process.

« Building enterprises
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In case of a refurbishment building enterprises play a crucial role during the social dialogue.
With the beginning of the construction phase the social dialogue is not finished. Residents
often communicate directly with the building enterprises during the implementation phase.
Important is that the building enterprise has a professional attitude and takes requests
seriously.

Experience of Social Dialogue in ISEES

* Surroundings

In case of a refurbishment, the surroundings have to be considered as well, as disturbances
for the neighbouring residents have to be minimised. To inform them about the on-going
process might be useful to ensure a smooth implementation.

1.2 Different levels of cooperation

There is no ,ideal” participation process. It is not necessary to involve occupants in all phases
of a dialogue or participation process, but it is possible to offer methods for participation for all
phases and levels. Elements and methods for a dialogue are often overlapping and can be
used for different purpose. These elements and methods must be in accordance with the
occupants, the ,style” of the care-takers, the building and the components of the participation
process. The challenge for the person in charge of a social dialogue process it to select the
appropriate methods.

Basic guidelines for a social dialogue are:

The residents must be able to gain all relevant information.

All residents, who are interested, must be able to participate in the process.

At the beginning it has to be decided how to deal with the results of the social dialogue.
The residents have to be taken seriously in expressing their needs and proposals.

A social dialogue must not be misused to manipulate or to enforce respective interests.

Cooperation can start at different levels and can be differentiated according to the levels of
information, consultation, co-design and co-decision. A comprehensive social dialogue can
compromise all four levels. Information about the refurbishment is the basis for all further
collaboration activities.

1.2.1 Information

Information is the basis for each form of participation. It is a one way-communication (e.g.
housing association informs residents). Information can be provided about planned
procedures, realised votes, opinions, facts etc. This kind of communication limits the
possibilities of feedback, but it is possible for residents to ask for more information.
Examples are:

e Personal letters

e Circular letters

« Invitations

» Protocols of resident meetings
« Notice in staircases
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* Internal journals

« Information brochures

« E-mails

« Information on websites
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1.2.2 Consultation

Consultation is a two-way-communication and assumes direct contact between e.g. residents
and representatives of housing association, district heating company, and municipality. Here, a
dialogue between the involved persons takes place.

Examples are:

» Personal conversation

» Surveys (personal, written, by phone)
+ Interviews

» Information meeting

* Inspection

»  Excursion

1.2.3 Co-design

Co-design means active participation of occupants. They have the possibility to deal with
certain questions concerning the process and if suitable develop concrete ideas and solutions.
In this scenario occupants are viewed as experts for their flats. Open remains the question, in
which way results and expectations of the co-design process are considered in the concrete
planning.

A disadvantage of this method is that residents who are less committed are segregated, as
usually a manageable and stable group of persons are established for co-designing.

Examples are:

e Small groups

* Round tables

*  Workshops

* Focus groups

« Future conference

1.24 Co-decision

Co-decision means that occupants take responsibility and bring in their competences and
experiences. On the one hand, surveys or votes (e.g. to fulfil legal rules) are important, on the
other hand there is the possibility to decide between alternatives. Collective co-decision
compromises issues regarding the whole building, whereas individual co-decision focus on
changes in the own flat (e.g. change of windows).

Examples are:

+  Surveys
+ Voting
« Assignment of services
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1.3 Potential Social Dialogue Actions
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There are a wide range of the possible social dialogue actions that could be pursued. The
following list represents most of the key opportunities for the types of projects considered
within the ISEES project, i.e. building refurbishment, advising on domestic energy consumption
and improving district heating services.

Information Dissemination (one-way)
+ Information leaflet

« Energy saving tip of the month

« Newspaper / Broadcast media

« Energy exhibition display

Two-way communication / participation / co-decision

« Series of workshops

« Contact by internet

« Surveys (questionnaires, personal interviews, phone interviews)

« Focus group with residents

«  Competition for ideas

« Introducing the issue of refurbishment during owner meetings

« Establish an advisory board with owners

»  Checklist for residents

» Inspection of the building

* Residents workshop

»  Workshop with municipality, property management, district heating company
* Moderated tenants meetings

« Consultation surgeries with district heating / property management
- Energy saving team

- Training sessions on user behaviour

« Rental of energy measuring tools

These are described in further detail in Appendix 1, which also briefly identifies the relative
advantages and disadvantages of each. The selection of social dialogue actions will occur as
part of a communication / participation strategy. It is anticipated any process would included a
series of actions which are determined by a) the objectives of the overall process, b) the stage
of communication / participation reached, c¢) the resource constraints that exist (money,
people, time), and, d) the specific nature of the existing (or future) relationships between the
parties/stakeholders and the communication sensitivities between them.

2 Social Dialogue Actions undertaken under ISEES project

Within each of the member states with demonstration / “model” buildings involved in the ISEES
project (BG, LT, UK, SK, CZ) a series of core social dialogue actions were undertaken in
response to delivering the main objectives of the project:

- identifying and monitoring model buildings,
« reviewing the status quo with key stakeholders (building owners/housing associations,
tenants, district heating operators and municipalities), and,
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- reviewing challenges and opportunities for stakeholders if they were to engage in social
dialogue.
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In addition, each member state partners undertook to carry out a series of pilot social
dialogue actions designed to support the process of resolving the principal objectives
identified for each “model building” (such as reducing domestic energy demand, refurbishment
of accommodation or improving district heating systems). The nature of the challenges and
opportunities identified, the nature of stakeholders involved and the nature of the constraints
that existed was very different in each case and required a variety of responses.

Table 2.1 summarises the key social dialogue actions undertaken in each member state.
) Cz BG SK UK

Core SD actions

1 Issue ISEES information leaflet
2 Tenant attitude surveys
3 Issue user manuals to tenants
4 Discussion sessions with tenants and tenant groups
5 Review meetings with DH operators / Housing Association / Municipalities
6 Distribution of SD guides to district heating operators and Housing Associations
Pilot SD Actions
1 | Information Information Information Information No further SD
Sharing event for Sharing event sharing event sharing event actions possible*
professional tenants, DH (tenants, DH (tenants, DH
Stakeholders operator and operator and operator and
housing billing company) building owner)
association
2 | 1st Information Conference Conference 2nd Information
Sharing event for presentation — presentation — sharing event
tenants / housing professional Energy Forum (tenants, DH
association audience (utilities | 2007 operator and
and DH building owner)
operators)
3 | 2nd Information Information Workshop on
Sharing event for | sharing event — refurbishment of
tenants / housing tenants, HA and multi-family
association municipality dwellings

Table 2.1 Key social dialogue actions undertaken by member state partner

(*Note) In the UK it was not possible to complete meaningful SD pilot actions since during the
course of the ISEES project, the owners of the model buildings (municipality) and the Housing
Management company developed a plan for major refurbishment which would resolve the key
challenges identified in the building by tenants and other stakeholders. By way the biggest
challenge for the building (and the associated energy consumption / thermal comfort) was the
very poor thermal standard of the building fabric — the lack of wall insulation very poor single
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pane glazing with ineffective window frames. In addition, the owners have an established
approach to tenant engagement, which is considered 'good practice’ and therefore did not
require additional facilitation from the ISEES partners.

Experience of Social Dialogue in ISEES

Further detail of each of the pilot actions undertaken is included in Appendix 2. This gives a
description of the actions and discusses their impact/benefit.

3 Conclusions drawn from Social Dialogue Actions undertaken

As can be seen from the records of the social dialogue actions undertaken, the ISEES project
has dealt with a wide range of parameters when implementing social dialogue in the context of
improving energy services. There is great variety across member states with respect to the
how energy is provided, the arrangements for housing management and cultural attitudes to
energy use (and energy efficiency). There are even very basic differences in the
understanding of the fundamental terms used, such as “social housing“ which refers to
managed housing for lower income tenants in the UK, and as mixed-tenure, high-density
accommodation in the other members states within the project. In addition, the model building
and the associated pilot actions are designed for different purposes. They are either tackling
tenant energy consumption through user behaviour, building refurbishment or improving district
heating services.

This large number of parameters makes it difficult to draw out specific conclusions regarding
the impact of social dialogue and how to design better social dialogue processes. However,
there are a number of concrete lessons that can be taken for the ISEES project:

3.1 Social dialogue needs tenant motivation and organisation

Social dialogue is often informal, sporadic and unorganised. However, for it to be successful,
i.e. to achieve the original aims, it needs to be both planned and effectively resourced (time,
people and money).

The actors in the dialogue process need to be motivated to effectively take part since it
requires information to be shared between the parties, and, as we move towards co-design the
parties need to be prepared to negotiate and compromise. In many cases in the ISEES pilot
actions it is clear that parties involved were not significantly motivated to part of the process.
Key reasons identified for this were:

Tenants

+ Limited specific interest in energy as a single issue. Whilst tenants are partially interested
in 'energy’ it is not a major household concern, or rather there are many other more
important concerns. Also energy is associated to a number of other primary issues such as
concerns over thermal comfort, reliability of heating systems and better living environment,
making it difficult to bring a specific focus on reducing energy consumption.

« Common perceptions that tenants are unable to significantly influence DH companies or
building owners/Housing Associations
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Housing Associations / Building Owners / DH companies

« Housing Associations may not exist (Bulgaria) or have no authority to influence energy
related issues

+ Concerns over commercial confidentiality, which may lead to attempts to avoid meaningful
dialogue to avoid quarries over financial issues

- Existing business models / investment constraints limiting the opportunity to meet the
requests of tenants even though this may provide better service (better services may have
capital and overhead implications)

3.2 Social dialogue needs to be developed that is appropriately for the purpose and
stakeholders

Wherever social dialogue is being considered it is important to develop a clear set of
objectives, to consider the needs of the various stakeholders and the constraints to dialogue.
As the ISEES project clearly demonstrates that are a significant range of parameters to
consider. This means that it is impossible to have a few generic social dialogue responses.
The social dialogue process needs to be specifically designed to each situation and then a
flexible approach needs to be taken to ensure the process adapts to the outcomes of each
stage.

The process of design and implementation should take the following steps:

- Review objectives (expected outcomes and timescales)

+ Gain understanding of parties and their motivation for dialogue and the constraints they
may impose, e.g. a DH company may not wish tenants to be involved in co-decision on
their investment plans

+ Review constraints (time, money, people)

+ Develop programme of SD actions

« Initiate process

* Review outcomes

+ Refine SD process

3.3 Depth of Social Dialogue significantly influences the perception of risk

The depth of the Social Dialogue process will significantly influence how the stakeholders will
feel about the process. Most stakeholders will happily accept simple information about a
process or project, but as we move from basic information provision, through the information-
consultation-co-design-co-decision continuum, then stakeholders will perceive greater risk in
the process and will be more cautious about taking part.

The risk to stakeholders does rise as participants agree to increase their co-dependency but
often the perception of this risk will be greater than reality, particularly where participants have
limited experience of co-dependency, as was typically the case in the scenarios considered
under ISEES. This lack of experience is an important factor and often will require an
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experienced third party to facilitate the consultation process — this may be a
communications/advocacy organisation or an expert partner (as is in the case of the ISEES
project partners).

Experience of Social Dialogue in ISEES

In addition, it is common for partners not to balance the risk posed with the potential rewards
available. For the tenants the reward is generally intuitive: the expectation would be that they
would reduce energy costs, have improved energy services and/or a better living environment.
For the DH Company, building owner or municipality rewards are less obvious, but may
include:

+ A greater understand of issues associated to the their service and improvements that could
be made

« Improved customer satisfaction

* Increase in customer base.

- Better investment decisions (building refurbishment)

- Greater support from tenants for other initiatives and increased participation leading to
better relations overall

Taking a coherent view of the risks and rewards and considering the long-term impact of
effective social dialogue would suggest that it would add value to all participants.

3.4 There are significant constraints to SD

In addition to the motivational and risk perception constraints discussed above, it was clear in
all member states, that there are significant practical constraints to effective social dialogue.
Principal of these is the availability of time, which in itself is linked to the motivation of
participants. Essentially, social dialogue is not seen as a normal activity when considering the
refurbishment of buildings, reducing domestic energy consumption (except through one-way
communications and improving district heating). As such it presents an extra burden: to
complete a questionnaire, to meet with tenants, to create information leaflets, to organise
workshops, and so on.

This is exacerbated with the need for financial resources to support social dialogue actions.
Whilst costs are generally not high, some resources are required, which generally means that
tenants, on their own, are unlikely to organise social dialogue actions, and that input from
other stakeholders is necessary.

3.5 Social dialogue needs to be accountable and transparent

For social dialogue to be effective it is important that it is organised such that the partners are
accountable for the process and for the outcomes that may occur. This requires the process to
be transparent. One of the constraints for the ISEES project was that project partners
attempted to establish pilot social dialogue actions to influence tenant behaviour, to facilitate
the improvement of building standards and the improvement of district heating services. By
definition the ISEES partners were not responsible for the model buildings, the services
provided nor the welfare of tenants and this lack of accountability made it difficult to establish

10
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legitimate social dialogue processes. This leads to the conclusion that outside parties can
only effectively facilitate and support the social dialogue process. It ostensibly needs to be
“owned” by key stakeholders in the process or it fail.

Experience of Social Dialogue in ISEES

3.6  User behaviour can be influenced by good information exchange

The ISEES project has shown that it is possible to influence tenants’ behaviour with respect to
the energy consumption through direct two-way social dialogue. During ISEES tenants or
representatives of tenants were interviewed, where given advice on how to reduce energy
consumption (through user manuals and other means) and actual consumption was monitored.
This lead to a good understanding by ISEES partners of how tenants use energy, what was
good practice, what was bad and enter into a useful dialogue with tenants. Whilst it has not
been impossible within the ISEES project timescales to evaluate energy savings achieved it is
anticipated that these will be significant as many tenants reported that they would change their
behaviour.

11
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APPENDIX A — POTENTIAL SOCIAL DIALOGUE ACTIONS

Information dissemination (one way)

Method Description Participants Advantages Disadvantages
Information | A simple form of communication to provide simple Property - Low cost - May not be
leaflet information and referral to other sources / project management/dist | - Significant reach | reach many
contacts rict heating - No feedback
company provide possible
for residents
Energy Simple, practical and positive information distributed Property - Keeps in touch - Information may
saving tip through existing media route. For the property management/dist | regularly with not be noticed
of the management or the district heating company this could rict heating residents - No feedback or
month be a method of keeping regularly in touch and could help | company provide | - Unobtrusive guestions are
build a positive image. for residents method of possible
Recommendations could be general and varied in line communication
with season (e.g. turn down thermostats in the summer) - Low effort to
or based on specific issues, e.g. ventilated for short produce
periods only. - positive
Could be e-mail, published on an information board in a communication
communal area, included in bills and / or other typical
communication.
Newspaper | Opportunity to make a general feature of energy related Municipality, - significant reach | - costly?
/ Broadcast | issues: e.g. ,How to save money in the home’, Housing - promotes overall | - time-consuming
media comparison of one flat to another, plans for energy Association project - difficult to
efficiency improvements. organise
- limited feedback
Energy The aim would be to inform users about energy and Housing - Attracts attention | - can be
exhibition energy saving. Although it is dependant on whether such | Association/ - Involves users expensive
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display

an exhibition exists and can be rented. Often NGOs
which work with schools have appropriate material.

residents

- Positive image
for housing

- prone to damage
- impact reduced

The display could be placed in the entrance hall together association over time
with an information point where a representative of the - limited feedback
housing association is available to issue advice and
discuss relevant issues with residents.
Two-way consultation methods
Method Description Participants Advantages Disadvantages
Series of A starting point for a social dialogue between energy Residents and - Face-to-face - Not all residents
workshops | providers and residents could be a workshop/meeting to district heating contact would be mcIude(_j.

_ o _ : - Generation of new - strong personalities
discuss possibilities for improvement and to gather key companies ideas can dominate
issues from the residents’ perspective. These issues - Immediate
should be discussed in follow-up meetings, where feedback pos_sible_
improvements should be presented. - fosters relationships

and helps build trust
Contactby | |ncreasingly an important channel local information and | All parties and - Independent - Only residents with
internet communication. Utilities, housing association and residents - Cost-effective mter_n_et access can
L i i , - reasonable reach participate

municipalities have the chance to install an interactive

forum on their websites to discuss future services with

their customers. However, limited access to the internet

by some residents may mean that the information is

needs to be provided in alternative formats.
Surveys | |deas for innovative services can be collected via All parties and - Possibility to reach | - Preparation is time-
(questionnair surveys or in personal or phone interviews. residents many residents consuming
es, personal e i _ - Structured - High human-
interviews, Guidelines for questions: instrument resource allocation
phone - short and comprehensible - Good data basis - Expert knowledge
interviews) - no double negation - closed will lead to to develop and

- provide suitable categories of answers
- avoid controversial concepts

- avoid multidimensional questions

- avoid indirect questions

more open views

evaluate
guestionnaires is
required

13
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- avoid leading questions

F(_)EUS group | A focus group offers the opportunity to discuss issues in | Residents, - %mall group makes | - Gopd(;areparation is
wit - - . - a discussion more require
: more detail. Usually six to twelve persons participate in a ropert . L
residents y P P P property fruitful - Moderation is
focus group. The focus group should be moderated by a management, - Provides good necessary
person designated by the group. The different district heating possibilities for - Only the opinion of
perspectives of residents regarding the services of company reflection selected residents is
energy service providers can be focused and discussed - Facilitation helps to | considered
in a short meeting lasting no more than 2 hours. The avoid domination by
e i 9 .g ) ) ' ) strong personalities
participants interact during the discussion process, which
makes it possible to gain new perspectives and ideas.
Result of a focus group is a pattern of opinions.
Competition | The aim of the competition would be to involve users Residents, energy | - Attracts attention - [deas might be
for ideas utility company and | - Positive image creative, but not

more actively in the project. They are asked to develop
ideas as to how energy can be saved for the whole
building or for single apartments. This may lead to
unorthodox solutions and ideas. Ideas gained by this
method maybe more readily accepted by the residents
than those provided by third party, external contributors.

The entry forms could also include some set questions
around appropriate energy behaviour before giving the
opportunity for entrants to write down their own ideas.

The energy saving ideas would be evaluated separately
and can be implemented in the monthly energy tip.

Those who participated in the second part might also be
interested to join an energy saving team.

housing association

building for energy
utility/housing
association

- Involves users

useful

- Cost-intensive

- Often low level of
participation

14
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Introducing The aim would be to inform and discuss general issues of | Owners and - Residents can - Good

:Zfeulrsbsigﬁn?;n the building. Such meetings are handled differently in property be reached preparation

t during various buildings. Sometimes they take place on a managers directly necessary

owner regular and formal basis, sometimes only a group of - Good opportunity | (structure,

meetings residents meet in an informal way. If possible, existing for communication | content, venue,
meetings should be used to introduce the topic of and exchange of time)
refurbishment/social dialogue. Otherwise such a meeting ideas - Big gathering
can be introduced by or in cooperation with the property - Feedback is makes discussion
management. Good preparation is essential for a possible difficult
successful meeting. It may be necessary to moderate the - Single opinions
discussion, depending on the number of participants. sometimes

dominate

Establishan | To start a refurbishment process the owners have to Owners and - Residents can - Time-consuming

gg\alllr?jo\:\)/lith agree on the proposed measures. Not all owners will be property be reached — Requires

OWNers interested in the issue or have the relevant know-how to managers. directly organisation
make decisions. Therefore it makes sense to establish an - Good opportunity | - Single opinions
advisory board with selected residents who represent for communication | can dominate
different interests and groups. This advisory board also and exchange of - Legitimacy of
represents the interest of the remaining residents ideas self-appointed
towards the property management. Their task should be - Feedback is representatives?
to develop ideas for refurbishment. possible

Checklistfor | To involve further residents, the advisory board could Residents, - Residents - Advisory board

residents distribute check lists in the building to collect ideas and residents become experts may need training

requests.

advisory board

on their building
- Results are
collected on the
spot

- Cheap to carry
out

to handle
checklists

- Support is
required

- Results may not
be valid

Inspection of
the building

An inspection of the building with people responsible for
the refurbishment and interested residents can be useful

Residents,
property

- Direct contact
with residents

- Time consuming

15
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to learn about the desires and needs of the residents.

managers

- Two-way
discussions allows
for clarity

16
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Residents The aim of a workshop would be to allow people to meet | Representatives |- Makes creative - Residents with
workshop and try to find creative solutions for problems. of municipalities, | solutions possible | creative potential
Representatives of municipalities, district heating district heating - Weak points of are favoured
companies and the property management should be companies, the current - External
invited. A neutral moderator may help to establish the property situation can be moderation is
necessary creative and communicative atmosphere. S/he | management, highlighted necessary
should ensure discussions are short and realistic and residents - Different - Results might
that critical participants do not inhibit creative and perspectives are not be easy to
unorthodox contributions of others. The workshop should considered implement
involve no more than 15 people, and should last a
maximum of half a day. It should consist of three phases:
criticism, imagination and realisation. The day should
enable participants to develop scenarios and discuss
their potential for implementation.
WOFkShOD To introduce the issue of social dialogue during a Representatives | - Involvement of - Good
V;]Ilat;icipality refurbishment process a workshop with representatives of municipality, all relevant preparation
property " | of the municipality, the property management and district | property stakeholders required
management | heating companies (if feasible) should be organised to management, - Direct feedback - External
, district present the results of SD analysis specific energy issues | district heating moderator is
heating and discuss their perspectives and expectations of a company needed
company social dialogue. Such a workshop gives the opportunity
to convince the relevant stakeholders of the benefits of a
social dialogue.
Moderated Once the decision for a refurbishment is taken, a meeting | Residents of - Direct contact - Good
ig:g;sgs with tenants and a moderator is required. During this rented properties | with residents preparation is
meeting the residents are informed about the - Good instrument | required
refurbishment programme and have the opportunity to for communication | (structure,
ask questions and discuss issues. and exchange contents, venue,
- Direct feedback time)
- Big gathering
impedes
discussion

17
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- Single opinions
sometimes

dominate
Consultation | Residents’ dissatisfaction with the property management | District heating - Direct and - Fixed dates are
\?vlijtrr??jrilsetfict and district heating can often be due to difficulties with companies, regular contact necessary
heating / getting in touch with the person in charge. Regular, fixed | property with residents - Only some
property consultation hours (e.g. once per quarter) could help to management and | - Contact person residents may use
management | improve communications. residents/owners | on site this service
Energy Any people particularly interested in the topic of energy Residents, - Residents - May be difficult
saving team saving could be invited to form an “energy saving task property become experts to hold up interest
force” within the respective building. Together with the managers, on the topic
property management or a consultant from an energy energy - Ongoing contact
agency they develop new ideas for energy saving in the consultant between property
building and communicate the ideas to the other management and
residents and implement them. Regular, informal residents
meetings of this team help to keep the topic on the - Participation of
agenda. residents may
help build their
confidence in the
property
managers
Train_ing An easy way of reaching residents is to make use of - Residents can - Not all residents
322?'%5 on existing meetings. The issue of user behaviour could be be reached can be reached
behaviour put on the agenda of already existing resident meetings. directly
During the meetings, different options how to improve - Feedback is
user behaviour can be discussed and demonstrated. possible
Rental of For any apartments not involved in the refurbishment, - Easy to
energy some feedback on energy consumption might be implement for the

18
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measuring
tools

interesting. The housing association could provide
measurement tools which can be attached to electrical
equipment for the tenants. The households could be
informed via a mail out about this service and what

benefits it may give them. Help and advice for use of the

measuring tool may be required.

housing
association

- Positive image
for housing
association

19
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APPENDIX B — PILOT SOCIAL DIALOGUE ACTIONS UNDERTAK EN

dialogue pilot action record

Country:

Location:

Lithmania

= recordlocafiontor social dalogues
Lithmandan District Heating Association (LIHA)

Why?

+ Inform onuser behaviour in medel tuilding with individual
regulation in old house

+ Informn on tenants motivation to start refior bishroent

+ Inform on rencvation possibilities with the wiew to reasared
consurpion

» Encourage DH compandes to promote user behavicour

+ Encourage DH comapandes to promote eneargy efficlency measures
in apartents and residential honzes

+ Forum for debate

Filot Acton nane:

Lithuandian District Heating Assooia Hon, District heating comparies,
Housing &ssodiations, Consumers rights protecioninstitutions,
Murndcipalities

rTnat

+ Informational presentation — a big one on single topde - at
monthly fourn of DH compandies, tnernbers of LDHA as well as
invited guests, like housing associations, consurners rights
protection instititions on the topics: “How we can save on
heating throngh regulation and rational bahariow” and “How we
canirnprove energy efficiency of our houze using state support
schemes”

»  Additional information through handouts of presentationz and
info brochures for DH compandes

+ Moecosts, as LDHA arranges such raondhly forums itself

+ Matare of the dialogues a) presentation of expert information to
DH companies, b)listening and recording energy supplier’s
opindon for presenhing later to tenants, o) opportanity for
suppliers (DHs/Has) to be involved tenantissues.

Meovernber, zoom

20

ATapated benetis? | Feed back for involved parfies
MsHs Toresean?

Hight be too formmal and with low dismission

WIll It beé Fep e ated? T irferested 1T Gt her 10 pdos as oTly 0.5 RO PEeSETRatoTL 1S posstle

Review of action:

WE TR RO L T O TR A0 TR

Summary of the event
Fereral seminar onrenovationisres with LET presert st on
measipemerts, which gives insight on sonial didlogne and possitleideas
coroer ring promotion of bl dings renuorati oo
There was intevest inthe remilts of meanwemerts, which show =i grdficand
need for insulat ongfrenoration of the bl ding,

Benetys of actvon
Information for District Heating A ssocd ation, which are weyr st onghy
Promoting renowation of vesiderdi al taldings and implem entation of
erer g efficiency measres inside nildings.

Will it be repeated?
A

Addrional notes?

Evidence for event
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Experience of Social Dialogue in ISEES

LITHUANIA

OcClal dialogue pilot acon recoxd
Country: Lithmarnia
Location: = recard [ocafonior socal dualogoes

Fusuinas, Caté "Silaingy Fardema”

Why?

= record the pnopose for the social daloge:=

Help tenants enerey savings
Encourage user behaviour
Enconrage energy efficienar measures

Inform on renovation possibilities
Forumn for debate

Filot A Ction nanwe:

= record the argardsations 7 groaps whohuare some role or indence intle
dialogie planmed:
Tenants, Honsing A szociation

Inforrnation sharing event

= Eeontd What The attiom will be — 4t mag ba A SNghs ATHOT,0F 4 PYO%ess (3

series of amtions) Specificalbr vecord 2w will be iroolved, b the nanwe

of the event, e.g what sort of dlalogue are youencon aging and how ave you

planming to influernce thisin terms of the arangements for the events and

the rimrd g of the evert, cvwhat the actions of the ey groups irerolwed will

be? ,d)what resomces willbe prepared, el inwhat erprivomomerd the action

iz planmed to happerns-

¢ Information evening for possibly bgger group of tenants — with =
topics: “How we can save on heating through regulation and
rational bahaviour”and “How we canimprove energy efficiency
of our house using state support schemes"

¢ Additional infeernation through handots of presentations and
User Manual

* Costs for snacks and refteshmoents

+  IMature of the dialogue: a) presentation of expert informnation to
tenants, b) listening and recording tenant concerns, ¢
opportinity for suppliers (Hs/HAs) to respond to tenant isses.

Oetober, zoo7
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xpectations of achon:

Antuop ated benetrs? Feedback bor involved parties

Tshsforesean? Low attendance — thereis spring serninar experience

Wil It be repeated? K requested

Review of actdon:
AT R OONIE L TRON O THE AL 110

SumInary of the event
/ artion

Wery femr tevarits atterided the mestivg, fast 2 people fom mode] il and
some others T i the miciviby as the ererd ame poblic. The derect wme maby
in the results of measremerts, homerer terarde came to the concheim tha
Tegalation i eweryroom is rot a good idea for Lithoadan apartmert < woith wertical
heat supply epstem.

Fenefrts of arton

Some dormationfor terards wme prorided, thogh ear iterect

Will it be repeated?
K requested

Addibonal notes?

Evidervee Tor e vent
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LITHUANIA

oclal dialogue pilot acbhon record
Counbry: Lithmiania
Location: = recordlocaimmior socal daloges
HModel building
Why? - verord The pnirpoze for The social dalogue:=
+ Help tenants energy savings
+ Encourage user behaviour
+ Encourage energy efficiency meamres
+ Inform on renovation possibilities
Who? = verordThe orgardsations gy oaps whohare some role or irfleerce mite

Filot A ction name:

dialogue planmeds-
Tenants, Honsing & zzociabion

Information shari

= penotdwhat the actorwrll be — if may be 3 sngle ACHOm OF & Process (a

zeries of artions) Specificalby record a0 who will bedirerolred, b) the nanme

of the evernt, e g what sort of dialogie are youercor agngand how are o

planming toirflueros thisin terms of the arangemernts for the events and

the rimmd i of the event, ciwhat the artions of the key groups itorolwed will

et Apwhat rezomoes willbe prepared, &) inwhat ererivonmerds fhe ation

iz planmed to happe -

+ Dissemnination of surnmarized project data for tenants in printed
version with “Fuidelines for Social Dialogue™

+ HMature of the dialogue - presentation of expertinfornation to
tenants

Decern ber, zoog

22

Xpectations of acrton:

Antiop ated benetrts? Feedback tor tenants withideas for harther steps
Hashs foreseen? Pos=ibilify to thyow away data withouat reading

Will itbe repeated? I more relevant data wrillbe prodaced oo required fom tenarts

Review of action:

ST B OGN LTS O T AL T

Summary of the event

[ action
Hardoats for terards wrere dicceminated among all tenaits ofmode] nailding,. The
colomredbrockoms wme axpplied to a1l post hooes .

Fenelxts of acbon

Will it be repeated?
Addionalnotes?

Evidence 1or event




CZECH REPUBLIC

Experience of Social Dialogue in ISEES

Country:

Location:

001 I'eCord

Czech Republic

= recordlocaionior socal dalnges

Festawrant Jalfs, Petrobradska 3115, Kladno

Why?

= recordthe pirpose for The socal dalogoe:=

Help tenants energy savings

Encourage user behawior

Freliminary results of measurernent in model flats

Strategies of DH company and housing ranagernent cornpany
Are there any problerms with house managerent and for heat
supplr?

+ Forum for debate

< renordthe or gard sations § gy oups who have some role o indoernce inthe
dialogie planTed-

Tenants, Murndcipality, housing managerent company, DH

COIMR DAty

Information sharing ]

< pecord what the attioriwell Be — 1t may be a snEle aThom or & TFo0ess (a

series of actions) Specificalby record a0 who will be i resolved, b the nanme

of the event, e g what sort of dalcgue are youencow aging and o are yow

planring todrdloence thisin terms of the arangements for the everts and

the yurrd rg of the ewent, ciwhat the actions of the ke gronaps iverolved will

bt drwhat resomees will be prepared, &) inwhat eTorivonom erd fhe aotion

izplanmed to happerc-

+ Information evening for srnall group of tenants — with the therne
of “Possibilities of Energy Saving in Households"

* Rentofroomin arestaurant

»  MNature of the dialogue: a) dissernination of expert information to
tenants, b) listening and recording tenant concerns, c)
opportunity for decision makers f suppliers (DH=/Has) to
respond to tenant issaes

When?

16 Tanuary, zoog

Antiap ated benetris?

Faskhs loreseen?

Fossibility to leatm more about possibdlibies of energy saving and to
share their ideas and complaints with responsible decision rmakers,
Feedback for IH company and housing managernent cor pany

Low attendanoce

Mwill ithe repeated?

Sunmary of the event
[ action

Eenetits of action

Wil itbe repeated?

Addibonal notes?

Evidence for event

TMaybe after the completion of Taeasurernent, The probatdlity of
higher attendanceis weryr low.

TR CENT LTS O TR AT
|

» Invitations with questionnaires and information leaflets were
distrituted to all households, Also invitation posters were post on
enfrance door and elevators’doors. We offered free drink: to
anyone corung with flled in questionnaire

+ Despite this the attendance was very low (6 tenants, director of
DH comapany, director of Housing raanagernent corapany and =
people from CF

DesMr}rlow rmmber of participarts (8] 1t was a good start of
social dialogue, because a divector of house managing company and
DH company came and presernted the strategy of both companies in
relation to energy saving and other rrestmert m houses. People tock
the® opportanity, asked many questions and we had a very finitfial
discussion. We also presented prelimmary resalts of the project and
eNnergy saving opportanities. The meeting took shout 1,3 hour and
took place ina neaby restanrart.

The {wrst divect result of the mestmg s that housing management
company will distribate the project leaflets to all nmnicipal howses.

Maybe after the completion of Taeasurernent. The probability of
higher attendanceis wey low.

Frotos, bill for perpmetd of the room revd, filled @oquesiemaires
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"0 FeCord
Country: | 'Czech Republic
Location: | = Tecor dIGC At oniTor SosAl (L aldEiEs

| Hradec Kralove, District Heating Days zoog

Why? = record the pirpose for the

Al dalnpues

| Diszemination of preliminary project results
+ Getting other DH compandes or mundcipalities involved and
interested in the process of social dialogue

Who? = record the oy gard safions [ gr oups who have some yale or indluerce in tTe
i alogue 7l
D'H ¢ otnpatdes, ntilities, nurdeipalities

be ,dy
izplang

PRI s e
+ FPrezentation at the conference (zo rinutes)

When? =6 Aprl, zoog

Anticrp ated benetits? | Increase of publicitr of the project
Dizsemination of project results

Faskstoreseen? | Tlo risk boreseen
Will it be repeated?
Hao
u

24

Review of artion: |
FEL B CORNIEL LIS 450 LLIE. % KLia
]

Summiary of the event |

/ action
Precevtation of the fdfoomation aboat project and preimivery project rearts
Ahont 50 Peopl: particpated

‘Fenetrts of achon

Walstberepeateds  HD

“Addional notes? | HO

| Evidence for event

Precertation I awwr




Experience of Social Dialogue in ISEES

CZECH REPUBLIC

01 eCord

Czech Republic ]

Location: | < recordlecafionior socal daloghes
ISEESmnodel tuildings, Fladno

Why? = recordthe panpose for the social dalogues

e Disserpination of the project results and energy saving recommendation, user
manual, Manual v DH companies, dismuzsion aboat further project

Who? = record e crgardsations Fgroaps who e some role o indhuence intle dialogne
planred:
Individual rneetings with rolunteers
Director of SEF (Housing roan agernent cornpary )
Director of TEFO (DH Cornpany |
FProfessional comrnittes for marketing and Public Relations — &ssociation for
Diztrict Heatling

What? < penotd what the ot oncwrll e — 1f moar be a s ngle ATHOn oF 4 TFO0RES (4 Series of arhions L
specifically vemord a) who will be irorolved, b the nahme of the evernt, &g what sort of
dialogue are yom encom sginE and how ave won planmdng todifluenee thiz interms of the
arrangemerds for the everds and the rnrdng of the eren, corwhat the astions of the ey
grops irvolved willbet , d)what resorces willbe prepared, e1in what eterivonamert the
actioniz plarmed to happers

= Individual rneetings with rolunteers

»  Meeting with Mr. Funzat, divector of SBF (Housing raanagern ent
cOrnpany)

»  Meeting with Mr. Samek, director of TEFO (DH Company)

When? Frofessional coramittee for marketing and Public Relations
15.22007 | - Association for District Healing
9.1107 | meeting with tenants

21.11.07 | Meeting with director of TEPO (D'H Company)
Meeting with director of SBF (Housing Management
A AZ207 | Company)

Anbapated | Gethingintormoation for sopply side analwsis

benefits? Feedback for invalved parties, recomruendation for energy saving measures
reconstuction of the ruodel uildings
Obtaining information about ackivities planned by roandeipality

m=ks Lack ot interest ot tenants, unwillingness ot DH corapandes to participatein
foreseen? analysis

Wil It be Wesz

repeated?
Review of
AT RO M L TTOM O TR AL TN
1

Sunimary

of the

event / D'H compariies wrere terested i ddormation sl project reaalte, bt ave ruot willing to prowide oy

actHon Irformation that is (sidersd. tn be atnskess cemet. Fmalbymae got some questiomaires fom
them.
Tervmts wrere oftery soprised withthe resaks of meanmemerd becase ther realized fthat their flat<
are heated to higher temperabore thar theey expected. They arre itsrested i recommetdation for
ey sarr iy, bt there Ams 3 SO presamrs on m e ipatity manage merit for wrrudomr Teplacemet .
Tiiric ipalicy managem exit | Lord Mapor was dformed by M. Bimer, divector of SBEF a Comcil
Member and M. Sameli., Director of TEP O atd Conturil member jams wery dterested i project
resuhte and Teer hlwonal, The wiched to distobate the marnal to all fhe houschole i Eladio aca
part ofTealimtiom Territorial BFhergy Coruwept actirities . Theyheld a press corderence om 9 Ty,
2005 o presert the mmdcipal actritie i thic field | precs releace ic I sz

Benehits of T

artion

Drizoxsion abort the revoration ofthe bailde, neme b the wisndowe replacemert wrillbe sdject of
mmicipal odget dienxeion. We ca cay that prmject Tesutte motirated fhe ciby managemend aleo to
firther fimdrmic iz, Curreritbrthe horsg management comparey started vegetion rth moromesd
preserration office abonat the possibitities of Teplace merit of wooder windoar fmmes by plastic ores .
The costs ofTeplacemerit will be caloalated and dunald be negotized i the famenmod: of 2003
tadzet prepamation. Mimddpality & looking for posshiliies offimdmicing ad sobeidies for the state
tadza ad ETTfimds.

Will it bhe ez, mre wonld 1ike to orgardze a mesting with Eladno city conmdl members i Feboaary 2003 that
repeated? | should be forused oneretay saring atd poject reslts presertation ad disonssion bt farther
Tecoretmatine ofthe model bailde,

Addiional | HO
notes?

Evidenoe I
for event

Beport it Caech, press release
Article hreporter of Distrid Heating Assocition




Experience of Social Dialogue in ISEES

BULGARIA

Social dialogue pilot action record The presentations covered the following topics:
* Results of the ISEES project — how your behaviour influences your heat
Country: Bulgaria energy bills;
Location: * How to save energy keeping the same comfort;
ISEES model buildings, Mladost +  What represent the figures in your heat energy bill;
The presentations were followed by a discussion. The main concerns of the
Why? tenants regarding the heat energy consuptions were:
* Presentation of the results of the project +  What is the real percentage of “common heat consumption” (losses from
* Give tenants advices for improving behaviour pipes, heating of staircase and common permises, etc.)
» Give tenants advices regarding energy efficient lighting and appliances «  Could be the metering of heat energy more accurate?
+ Discussion on the billing and the costs of district heating + Isit possible to install heating sub-station in each building for a more
_ accurate metering (curently the 3 buildings are connected to one sub-
Who? Tenants, Sofia DH company, DH billing company station where the whole heat energy is metered)?

Pilot Action Evelina Stoykova from Sofia Epergy Centre and Valentin Tsenov from
i Techem answered to the questions.

name: . . . . . . ..

What? Materials on energy saving in dwellings were distributed to participants.
The event finished at 19.30.

Benefits of For the tenants :

action A better understanding of the influence of user behaviour on heat energy
consumption.
Better understanding of bills for heat energy
For the heat energy suppliers:
Better understanding of the problems that arise in big multi-family dwelling

+ Information evening for small group of tenants — with the theme of “your
behaviour and your energy consumption”

» Send invitation with questionnaire.

* Nature of the dialogue: a) dissemination of expert information to tenants,
b) listening and recording tenant concerns, ¢) opportunity for DH
company and DH billing company to respond to tenant issues.

* Alocal cafeteria

buildings
When? After the heating season — April-May :'Zi)]i;tt(l;;" Probably no.
Additional  There is a big suspicion between users and supplyers of heat energy because

notes? of the inaccurate billing, the lack of information and inefficient regulations (it
is difficult to prove theft of heat energy from people that reconnect radiators
without advertisement, it is difficult to calculate the real percentage of
“common heat consumption” as it depends on too much factors- how many

Anticipated  Better understanding of the influence of user behaviour on energy
benefits? consumption

Better understanding of heat energy bills

Better understanding of tenants concerns

Risks Low attendance radiators are disconnected, insulation of pipes, general condition of the
foreseen? Difficult contact with Sofia DH company heating system, etc.)

Will it be It depends on the interest of tenants and the willingness of Sofia DH Evidence for

repeated? company and DH billing companies event

Review of

action:

Summary of The event was organised on 18 May 2007.

the. event / Invitations, questionnaires and Info Letters were mailed to the 72
action apartments of the 3 selected buildings. DH and billing companies were

contacted through e-mails.

The event was organised in a small pizzeria close to the model buildings from
18.00. 11 tenants attended the event.

There were three presentations. Two of them from Sofia Energy Centre and
one from Techem.

Attached : presentations and invitation letter.
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Experience of Social Dialogue in ISEES

BULGARIA

Social dialogue pilot action record The Forum was attended by 350 participants, including 50 experts from other
countries (Austria, Czech Republic, Italy, Germany, Poland, and Russia). The
Country: Bulgaria participants are from all spheres of the energy sector, as well as from the main
institutions.
Location: “ : ; ; L ; ;
Varna, house of scientists “Jolio-Curie” The paper Impr:)vmg the Social ‘Dlalogue for EneEj;xmen_t S?C|al Housing
— ISEES project” was presented in the frame otlire session “Energy
‘Why? < record the purpose for the social dialogue> Efficiency” that was held on 15 June 2007.
. . i . The presentation was followed by a discussion on the results of the project,
‘ gresentatmn of t}fle r eSLﬁt?, olfdthefprOJect and provoke ailscussflgp . mainly on the results of measurements. In the discussion took part
het‘:’.een experts from all fields of energy sector on problems of district representatives from district heating companies and professionals from the
eating energy sector that are also users of heat energy supplied by district heating.
- — The following main topics were discussed:
Who? * Universities, & P
* Ministries and state agencies; * Metering of heat energy consumption: currently the heat
* Electrical transmission and distribution companies; consumption is metered through heat meter fixed at the inlet pipe of the

« District heating companies;
« Energy agencies;

« Local authorities and representatives from munlitips; h £ th . § he heati
«  Gas distribution company: measurement, as the temperature of the outgoing water from the heating

« Private companies. system of the building is not measured. Following this it is possible to

heating system after the substation and heat cost allocators fixed on
radiators. Experts expressed doubts regarding the accuracy of this

report a higher consumption than the real one. They suggested that to a

Pilot Action  Information sharing event

second heat meter fixed on the outgoing pipe of the substation would give a

name:

‘What? more accurate measurement.
Presentation of the results of ISEES project (single action) in the frame of the e - L
biggest annual energy forum in Bulgla)ri;. (sing ) » Billing system: currently the billing of heat consumption is based on the
data from the heat meter and the heat cost allocators. The total heat energy
When? 13-16 June 2007 consumption metered from the heat meter is divided in proportion to the
o o data from the heat cost allocators. 15% of the whole heat energy
Expectations of action: L. B . .
Anticipated Possible solutions for improvement of the quality of DH supply and technical consumption is calculated for the “heating installation” — heat emanated by
ll’g“lfsﬁtS? 5011i(ti0fn‘5 for more accurate metering of the heat energy consumption the vertical pipes that are passing through the flats. These 15% reflect
fms.eseen? Lack of interest approximately the real heat energy consumption of the common pipes
Will it be No when all radiators are used. Problems occur when there are disconnected
repeated?

radiators. More are the disconnected radiators; more is the heat exchange

Review of between heated and non-heated flats. There are cases when the energy
action:

consumption of a radiator, in a building with more than 25% of

Summary
of the event The Energy Forum is an international annual event organised by: disconnected users, is higher than its total capacity. Experts stressed on the
/ action * The scientifical-technical union of power engineierBulgaria; importance of the elaboration of a new methodology for calculation of heat

¢ The Ministry of Economy and Energy;

* The Energy Efficiency Agency;

* Natsionalna Elektricheska Kompania EAD (the Natiofdectric . . . . . . . .
Company); there are incoming pipes, in other outgoing pipes — their temperature is

 The Federation of scientifical-technical uniongingaria; quite different).

* The Technical University of Sofia.

consumption. This methodology should take into account the number of
disconnected radiators, the place and length of vertical pipes (in some flats

* User behaviour: different aspects of the user behaviour were discussed:

27 * Reasons for disconnection: the main reason for disconnection from
the district heating system is the low income of people. Families



BULGARIA

fisees

Experience of Social Dialogue in ISEES

Benefits of
action

Will it be
repeated?

Additional
notes?

Evidence
for event

of retraitees and other vulnerable groups cannot afford the price of heat
energy supplied by district heating. Another reason for disconnection is
the billing system. People are not aware for what they give money. In
buildings with high rate of disconnected radiators or empty flats, users of
district heating pay very high bills, even when they try to make some
savings (reducing temperature in rooms, turn off the radiators at night,
ete.).

Temperatures in permises: the results of the measurements in five
selected flats were very interesting for the audience. This aspect of the
heat energy consumption was not taken into account till now. Experts
agreed that a dialogue between experts from the building sector, district
heating and billing companies would be very useful. They suggested that
district heating companies should organise awareness rising peogrammes
for users.

< Indicate the benefits that were achieved, and identify whether the risks identified were
realised or how they were mitigated >

For supplyers of DH:

no.

Suggestions for technical improvement of metering of heat energy
consumption

Suggestions for improvement of regulations

Suggestions for better management

28




Experience of Social Dialogue in ISEES

BULGARIA

Social dialog ilot action record * Metering and billing of heat energy consumption
* Organisational problems towards building refurbishment — it is very

Country: Bulgaria difficult, nearly impossible, to get the approval of all owners of flats as

Location:  Sofia, meeting room No 1, hotel Rila required by the current legislation.

Why? Workshop on refurbishment of multi-family dwelling buildings. + Financial problems — in the same building live people with different
The aim of the event is to inform the target group on the possibilities for incomes, some owners cannot afford the price of the refurbishment and
energy saving at building refurbishment and at improvement of user the banks would not approve loan because of their low incomes.
behaviour. e User behaviour — tenants show big interest in the results of the project,

Who? + Tenants, es.pec1ally in the p(?SSlblllty. to reach substantial energy savings only

o . . with a change of their behaviour.
« District heating companies; Benefits of For tenants:
*  DH billing companies, action * Awareness raising on possibilities to implement energy saving measures in
* Energy agencies; . N their home;
* Local authorities and representatives from munlitipa; «  Awareness raising on current programs for refurbishment of multi-family

Experts from building sector. dwelling buildings.
Information sharing event

For DH companies:

Single event for tenants and experts from energy and building sector. *  Awareness rising on possibilities for improvement quality of services
‘When? 20 December 2007 For experts from building sector:
+ Information on the market for building refurbishment and technical
Anticipated Improve the dialogue on problems related to energy consumption and solutions
benefits? building refurbishment. Will it be no.
repeated?
Risks Experts from municipalities, DH companies and DH billing companies are

foreseen? available day-time. Tenants are available in the evening.
Lack of interest especially from DH companies and municipalities

‘Will it be No
repeated?
Review of
action:
Summary
of the event The workshop was organised by Sofia Energy Centre and the “Institute for
/ action Environmental Strategies”.
Invitations were sent by e-mail to municipalities, DH companies, DH billing
companies, building companies. Tenants were reached by phone or through
Info Letters.
The event was organised in hotel Rila, Sofia.
The agenda included 2 sessions. First session is devoted to user behaviour,
possibilities for improvement of DH and energy advice for tenants. The second
session is devoted to the organisation and financing of refurbishment of multi-
family dwelling buildings.
24 people attended the event.
« 10 tenants of flats;
« 1expert from DH billing company;
¢ 3 experts from municipalities;
« 3 experts from building sector; )
+ 6 experts from energy agencies. Presentations
The presentations were followed by a discussion on the following main topics: Invitation letter

29
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SLOVAKIA

Country: Slovakia Summary of the Social dialogue event — meeting in this form (directly at the model building)
event / action has shown quite high efficiency due to higher number of participants than
Location: Model Building — Bratislava, Halova 19 any other action considered. Planned with the housing management
’ company and them being involved in the event encouraged participants to be
Why? « Discuss the idea of heat consumption measurement in the type involved in the discussion and also led to a higher number of participants.
of panel building
* Promote the possibilities of saving thermal energy and thus . o . .
family budget Benefits of action Direct information transfer from DH company to the end users — decision
makers whether stay connected/disconnect from DH network. People
« Inform on user behaviour in model building with individual receiving information on actual EE measures on the supply side.
regulation in old house — introduction of digital, remote
monitoring of model building to tenants L . . . .
. . Positive information on possible cost saving related to the user behaviour
+ Inform on tenants motivation to start refurbishment (not only technical measures, which are rather costly are necessary to save
« Introduce DH provider and inform on energy efficiency actions family budget)
taken at the supply side
« Discussion o . . .
Will it be repeated? Upon request of the housing management company, in case of important
Who? Petrzalka Housing Cooperative — energy department, District decision making situation regarding measurement of consumption, heat
heating company, ISEES PM, Inhabitants of social houses in the source and refurbishment actions planned in specific building.
neighbourhood.
Additional notes?
Pilot Action name: Information sharing event
What? Evidence for event  Housing management company records.

* Informational presentation — distributed among participants in
printed version on ISEES measurement results. Presentation
was used as an “ice breaker” for the discussion afterwards.

e Secondly the short introduction about action on supply side
was given. Main topic of the DH presentation was “how much
heat and hot water cost us now and in 10 years time...”

e Unique action which brought people from DH company to the
very end users, which does not happen normally.

When? October, 2007

Expectations of action:

Anticipated benefits? Feedback for involved parties

Risks foreseen? Number of participants. The group of opinions may vary
dramatically effecting the final feeling of the whole action.

Will it be repeated? In line with housing management regular meetings with occupants
of social housing. A 15 minute start of the meeting can be
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Social dialogue pilot actio

Country: Slovakia
Location: Model Building — Banskéa Bystrica, Oremburska 3
Why? » Discuss the idea of heat consumption measurement in the type of panel
building
» Promote the possibilities of saving thermal energy and thus family budget
» Inform on user behaviour in model building with individual regulation in
old house — introduction of digital, remote monitoring of model building
to tenants
« Inform on tenants motivation to start refurbishment
» Introduce DH provider and inform on energy efficiency actions taken at
the supply side
» Discussion
Who? Realbyt — housing management company, District heating company STEFE

Pilot Action
name:

What?

SK, ISEES PM, Inhabitants of social houses in the neighbourhood o of
Oremburska street. 20 participants in total.

Information sharing event

» Informational presentation — distributed among participants in printed
version on ISEES measurement results. Presentation was used as an “ice
breaker” for the discussion afterwards.

* Secondly the short introduction about action on supply side was given.
Main topic of the DH presentation was “how much heat and hot water
cost us now and in 10 years time...”

* Unique action which brought people from DH company to the very end
users, which does not happen normally.

When?

November, 2007

Expectations of acti

Anticipated
benefits?

Risks
foreseen?

Feedback for involved parties, decreased number of complaints towards
housing management company regarding heating.

Number of participants. The group of opinions may vary dramatically
effecting the final feeling of the whole action. Too much information in a
short time is contraproductive.

Will it be Based on experience from Bratislava building, other actions of this type

repeated? may be repeated preferably in line with housing management regular
meetings with occupants of social housing. At the beginning the topic of
regular meeting can be dedicated to SD means, longer meeting time
causes less effect of the proposed actions, as well as decreasing number of
people involved in SD.

Positive experience from Banska Bystrica resulted in willingness of DH
provider to present idea of ISEES at a bigger event organised by STEFE
SK in next months

Review of ac

Summary of the Social dialogue event — meeting in this form (directly at the model building) has

event / action shown quite high efficiency in attendance. Higher number of participants than by
any other action considered was reached by official involvement of housing
management company and also other than ISEES related topics on the
programme. In cooperation with housing management company and taking part
at the occupant meeting with given schedule participants were also more
prepared for the discussion and also higher number of participants arrived.

Benefits of action ~ Barrier between DH provider Direct information transfer from DH company to
the end users — decision makers whether stay connected/disconnect from DH
network. People receiving information on actual EE measures on the supply side.

Positive information on possible cost saving related to the user behaviour (not
only technical measures, which are rather costly are necessary to save family
budget)

Dialogues among people who do not know each other very well started and may
continue in the future which is very important mainly when taking important
decisions in the house.

Will it be Up on request of the housing management company, in case of important
repeated? decision making situation regarding measurement of consumption, heat source
and refurbishment actions planned in specific building.

Additional notes?

Evidence for Housing management company records
event
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