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EXECUTIVE SUMMARY 
INTRODUCTION 
Urbis has been commissioned by NSW Office of Environment and Heritage (OEH) to conduct an evaluation 
of the Energy Saver Program. The Energy Saver Program aims to help NSW businesses manage energy 
more efficiently and productively. 

EVALUATION AIMS AND OBJECTIVES 
The Energy Saver Program is a key component in delivering actions under the NSW Energy Efficiency 
Action Plan (EEAP). Businesses are a key target group for the EEAP, and as such, this work will evaluate 
the process and outcomes of the Energy Saver Program to inform both future program design and the 
ongoing evaluation of the EEAP. OEH has implemented programs aimed at improving energy efficiency in 
NSW businesses for many years, and program design has evolved over time. The period of focus for this 
evaluation is the timeframe of the EEAP; mid-2013 to 2017. 

Key evaluation domains are outlined below. 

Domain Key aim 

Partnerships The extent to which the Energy Saver Program contributed to growing and 

maturing markets for energy efficient goods and services in NSW. 

Effectiveness The extent to which the Energy Saver Program was effective in assisting 

NSW businesses to manage energy more productively. 

Efficiency The extent to which the activities were undertaken in the most efficient 

way to achieve program outcomes. 

Reach The extent to which the Energy Saver Program assisted businesses 

across the spectrum of priority sectors, industries and business size. 

Appropriateness The extent to which the Energy Saver Program was designed as the most 

appropriate way to assist businesses manage energy more productively. 

Process The extent to which the Energy Saver Program was well implemented and 

delivered (governance, management, contracting, timeframes). 
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KEY FINDINGS 
Program model successful in supporting achievement of outcomes 

The Energy Saver Program has successfully delivered a market-based approach to assisting targeted NSW 
businesses improve their awareness and prioritisation of energy management, as well as driven real action 
in realising improvements in energy efficiency and productivity – although it is impossible to fully quantify 
these improvements.  

A number of key program design features were critical to success. 

The financial incentives provided by the program (via free or heavily subsidised training, technical support 
and resources) were strongly attractive to targeted NSW businesses, as evidenced by the strong program 
take-up. The interface of the Program with the Energy Savings Scheme (ESS) was designed to create a 
further financial incentive for businesses to take action on energy management.  However, there were some 
barriers in implementation with regard to onerous data requirements, the perceived low value of Energy 
Savings Certificates (ESCs), and a reluctance among some businesses to have information related to the 
value of ESCs savings publicly available.  

To deliver the market-based model, the Program focused on building relationships with key influencers in the 
industry. The professional services panel mechanism was highly effective in delivering the program at scale, 
via partnerships with professional services providers to deliver services and undertake much of the business 
development on behalf of OEH. Partnerships with industry associations and peak bodies were very effective 
in tailoring the program to meet the needs of key target sectors, although in some cases the opportunities 
inherent in these partnerships were not fully realised.  

The Energy Saver Program model involved three areas of program activity. Training and post-training 
support, audits, technical support and measurement and verification (M&V); and, resources, events and 
media. These three areas of activity were successful in creating a program model that catered to the range 
of targeted NSW businesses; across the full spectrum target sectors, levels of existing knowledge and 
stages of readiness for action on energy management. 

Training and post-training support drove energy management awareness and 
action 

The blended learning approach of the training and post-training support elements of the program was highly 
successful in driving awareness and action on energy management among targeted NSW businesses. The 
provision of post-training support in particular supported businesses to take their learnings and apply them 
via the production of feasible business cases for action. These business cases proved an effective tool in 
advocating for action on energy management with senior decision-makers, with the majority of business 
cases developed leading to implementation.  

The partnership model adopted to develop and deliver training resulted in the production of very high-quality 
training that was reviewed as credible, independent and highly valuable and actionable by participants. The 
Energy Efficient Business (EEB) team were successful in meeting their targets with regard to training 
attendance and achieved a broad-cross section of sector attendance and role type within NSW businesses.  

The key barriers in relation to delivering this element of the program related to recruitment. There was a lack 
of clarity regarding where responsibility lay for recruitment among some partners, while others sought more 
support from OEH to drive recruitment.  

Audits, measurement and verification (M&V) and technical support provided a 
strong business case for energy management action 

The EEB team’s Sectors and Technologies team coordinated the delivery of energy audits, technical support 
and M&V projects to provide targeted NSW businesses with intelligence regarding energy management 
opportunities to advocate within their businesses for change. Stakeholders reported the Program was 
successful in delivering services to a broader range of NSW businesses compared to programs delivered 
prior to 2013. The outputs of these projects – technical reports or similar – were reportedly highly effective in 
demonstrating the potential energy efficiency and productivity gains to senior decision-makers, as well as 
demonstrating a commitment to energy management to external business stakeholders.  
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Overall, the quality of these technical services delivered by professional services providers was reportedly 
very high. In a small number of cases, there were concerns regarding the quality of providers and 
stakeholders noted an opportunity for the EEB team to increase the scope of their involvement in quality 
assurance. It should be noted the team did have quality assurance procedures in place, including conducting 
a quality assurance check on every report. 

The Energy Saver Program model was designed with the specific focus of developing the energy efficiency 
products and services market. There is strong evidence this pillar of the Program was successful in 
developing both the energy audits market and the M&V services market – by effectively setting a new 
industry standard for audits and increasing the capacity of the professional services market to deliver M&V 
projects, as well as by providing a financial incentive for this kind of work to be undertaken. 

The impact of resources, events and media hindered by a range of factors 

The Energy Saver Program invested heavily in the development of energy management resources including 
case studies, guides and other tools. While users of these resources reported they were of a high-quality and 
especially useful in the early stages of investigating a new technology or project type, the limited 
dissemination of these resources represents a missed opportunity. The website design, a mid-Program 
rebrand and a constraining internal communications function all served to undermine the impact these 
resources may have had on the NSW business sector.  

The Program outlined ambitious goals in relation to developing relationships with key journalists and target 
publications to promote the Program and energy management more broadly. Both a lack of investment in 
dedicated media resources within the EEB team and the internal OEH communications function proved 
significant barriers in achieving these outcomes.  

The events component of the Program was more successful. The annual Energy Productivity in Action 
(EPIA) event rated very highly by attendees and other stakeholders who reported it effectively promoted the 
full range of program offerings, positioned OEH well via securing a high-quality, highly-relevant international 
speaker and fostered the ongoing development of the community of energy management practice within the 
NSW business sector. Further, smaller events held to launch resources were also seen as effective in 
capacity-building and providing an opportunity to promote the Program.  

The future for the Energy Saver Program 

The next iteration of the EEB team’s program delivery is currently in the final stages of approval. The revised 
program design will maintain a focus on delivering training and technical support to a broad range of 
business sizes and sectors, although a mandatory energy management planning requirement is proposed 
for very large energy consumers. With this in mind, the following section of key recommendations focuses on 
implementation of the next stage of the program. 
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KEY RECOMMENDATIONS 
Area of 
Program 
Activity 

Recommendation 

Data management 

system 

At present, the Energy Saver Program’s databases are not of a sufficient standard 

to present strong and complete quantitative evidence for the achievement of 

program outcomes. There are gaps and data quality issues when seeking to verify 

qualitative evaluation evidence with program data. A focus for the EEB team 

should be addressing the lack of data infrastructure, both in terms of the clarity and 

completeness of data, the processes required to update data (many of which are 

manual and therefore prone to error or non-compliance) and the requirements of 

program participants to provide evidence of energy management outcomes.  

Professional 

services panel 

The professional services panel has been highly effective in delivering the Energy 

Saver Program at scale, delivering high-quality training and technical support to 

targeted NSW businesses. There is an opportunity to consider the optimum 

settings for the panel moving forward. These settings include the number of 

providers, the requirements for acceptance including whether different levels of 

panel membership might be appropriate according to skill-level and experience, 

and the onboarding processes for successful providers to make most efficient use 

of EEB resources.  

Partnership 

approach 

The partnership approach adopted by the EEB team has been critical to success 

for the Energy Saver Program. However some partnership opportunities remain 

unrealised. Drawing on the learnings from the recent OEH-wide Partnership 

Evaluation, the EEB team should establish their own guide (or collaborate with 

other OEH teams to ensure an aligned approach).  This guide could develop a 

coherent approach, sharing EEB's experience and expertise, and leveraging other 

team's expertise (e.g. Sustainability Advantage) for fully leveraging partnerships 

including the initial engagement approach, content and customisation of 

agreements and establishing a benchmark and measurement approach for 

ongoing ‘health-checks’ of partnerships.  

Authorising 

environment 

A small number of intended program outcomes related to program marketing and 

communications were not achieved due to internal barriers at OEH. Before 

confirming the program logic for the next iteration of the project, engagement with 

all OEH functions who influence the Program’s authorising environment should be 

undertaken to ensure the feasibility of intended outcomes. The development of a 

communications strategy for the Program would also assist in ensuring 

communications activities are prioritised and aligned to program outcomes. 

Internal capacity-

building  

The EEB team has developed very strong capabilities regarding some areas of 

program delivery, specifically implementing market-based mechanisms and 

developing and delivering blended approaches to training and follow-up support. 

There is an opportunity to share these learnings with relevant OEH teams to 

develop capacity in other program delivery areas.  
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INTRODUCTION 
Urbis has been commissioned by the NSW Office of Environment and Heritage (OEH) to conduct an 
evaluation of Energy Saver Program, delivered by the Energy Efficient Business (EEB) team.  

EVALUATION AIMS AND OBJECTIVES 
The Energy Saver Program is a key component in delivering actions under the NSW Energy Efficiency 
Action Plan (EEAP) and aims to help NSW businesses manage energy more efficiently and productively. 
Businesses are a key target group for the EEAP, and as such, this work will evaluate the process and 
outcomes of the Energy Saver Program to inform both future program design and the evaluation of the 
EEAP. OEH has implemented programs aimed at improving energy efficiency in NSW businesses for many 
years, and program design has evolved over time. The period of focus for this evaluation is the timeframe of 
the EEAP, July 2013 to June 2017. 

The key evaluation domains and aims are outlined below. 

THE ENERGY SAVER PROGRAM 
Table 1 – Evaluation domains 

Domain Key aim 

Partnerships The extent to which the Energy Saver Program contributed to growing and 

maturing markets for EE goods and services in NSW. 

Effectiveness The extent to which the Energy Saver Program was effective in assisting 

NSW businesses to manage energy more productively. 

Efficiency The extent to which the activities were undertaken in the most efficient 

way to achieve program outcomes. 

Reach The extent to which the Energy Saver Program assisted businesses 

across the spectrum of priority sectors, industries and business size. 

Appropriateness The extent to which the Energy Saver Program was designed as the most 

appropriate way to assist businesses manage energy more productively. 

Process The extent to which the Energy Saver Program was well implemented and 

delivered (governance, management, contracting, timeframes). 

EVALUATION METHODOLOGY 
The evaluation of the Energy Saver Program commenced in July 2017 and will be finalised in November 
2017. 

The Program includes three separate areas of activity. Delivery of audits, technical support and 
measurement and verification (M&V). Delivery of training and post-training support. The development and 
implementation of resources, events and media coverage to further meet the objectives of the Program. 
Given this breadth of activity, the program evaluation is complex, drawing on a range of qualitative and 
quantitative data sources. This includes: 

▪ Qualitative data collection through interviews with OEH staff, delivery partners, other partners and
stakeholders, program participants and non-participants.

▪ Quantitative data analysis including the review and profiling of program data and economic data.
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The evaluation activities undertaken for this report are outlined below. 

Table 2 – Evaluation activities undertaken for the Evaluation Report 

Activity Details 

Evaluation Plan A detailed Evaluation Plan to guide the project was produced, 

including a confirmed program logic, a high-level evaluation 

framework with evaluation questions and proposed data sources, a 

communications strategy for engaging stakeholders in the evaluation, 

a detailed data collection strategy and timing and deliverables. 

Detailed documentation and data 

review 

A review of all relevant program documentation and data available 

was undertaken to describe in detail how the Energy Saver Program 

has been delivered and to track its achievements where possible. 

Gap analysis Following the completion of the documentation and program data 

review, a gap analysis was undertaken to identify the outstanding 

data requirements to complete the evaluation, which shaped the 

subsequent stakeholder consultations. 

Stakeholder consultations A total of 43 stakeholder consultations were undertaken, including 11 

with internal OEH stakeholders, 8 with delivery partners (including 5 

with professional services providers and 3 with industry associations 

and peak bodies), 20 with targeted NSW businesses who 

participated in the Energy Saver Program, 3 targeted NSW 

businesses who did not participate in the Program and 1 professional 

services provider who did not undertake any projects. Discussion 

guides used during the interviews are provided at Appendix A. 

THIS DOCUMENT 
This report documents evaluation findings to inform ongoing design of the Energy Saver Program and to 
inform the evaluation of the EEAP. It therefore focuses on both process and outcomes learnings. 

The report is structured as follows: 

▪ Section 1 describes the policy context including the national policy landscape as well as the previous
programs Energy Saver is built upon.

▪ Section 2 describes the Energy Saver Program, including the various pillars of activity.

▪ Section 3 explores program establishment and operations.

▪ Section 4 outlines findings for the training and post-training support elements of the Program.

▪ Section 5 outlines findings for the audits, technical support and M&V elements of the Program.

▪ Section 6 outlines findings regarding the resources, events and media in place to support the Program.

▪ Section 7 summarises outcomes.

▪ Section 8 discusses conclusions and recommendations.
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LIMITATIONS 
This Evaluation Report reflects on the process and outcomes of the Energy Saver Program. It is based on 
available information and data. 

There have been three key challenges for the evaluation in relation to data quality and availability: 

▪ There are some gaps in the program data, specifically in relation to actual cost and energy savings.
These gaps are due primarily due to the program model and duration, where significant time-lags exist
between projecting and recording actual change, and/or participating businesses do not report their
results. There are significant challenges in trying to measure outcomes that emerge in the longer term,
beyond the evaluation timeline.

▪ There are some limitations in relation to identifying businesses engaged with multiple elements of
Energy Saver Program offer.  Whether a business had an audit and/or technical support and/or
measurement and verification may not be accurately reflected in the program data due to program data
infrastructure and processes. Audit was the primary focus of data collection and entry, while technical
support and measurement and verification may be under-represented if they also had an audit. For this
reason, some of the program data analysis in relation to audits, technical support and measurement and
verification has been presented as illustrative rather than a reflection of total outcomes.

▪ There has been a significant amount of evaluative work undertaken in recent months either by, or on
behalf of, OEH. For this reason, we experienced some fatigue among stakeholders and consequently, in
some areas, spoke to a smaller number of stakeholders than intended.
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1. POLICY CONTEXT 
This section provides an overview of the policy context, the evolution of the Energy Saver Program, and its 
implementation context. 

1.1. SHIFTING CARBON, CLIMATE AND ENERGY EFFICIENCY LANDSCAPE 
GLOBALLY 

The Energy Saver Program is fundamentally about energy efficiency and energy productivity however its 
actions are both directly and indirectly linked to greenhouse gas emission reduction and the uptake of 
renewable energy resources. Influences on carbon emissions reduction strategies globally, nationally and 
locally impact all energy users including businesses, as well as the energy goods and services market and 
other stakeholders including program partners.  

The 2015 annual United Nations Climate Change Conference (COP21) held in Paris negotiated a binding 
global agreement to limit global warming to less than 2°C compared to preindustrial levels and to achieve net 
zero (human related) greenhouse gas emissions by 2050. To achieve these goals, significant reductions in 
global greenhouse gas emissions over the next few decades would be necessary with the implication being 
that economies will consequently need to transition away from carbon intense fossil fuel technologies.1  

As a result of the commitment, attention in Australia has turned to further progressing climate change policy, 
increasing momentum in business, government and investor responses. Climate, and energy, policies aimed 
at reducing greenhouse gas emissions have proved they can result in significant reductions in energy use 
particularly by energy intensive industries and in uptake of energy efficiency technologies.2  

However, a recent study commissioned by OEH noted a conflict may arise between the NSW goal of 
lowering energy spend and the national and state goals of lowering greenhouse emissions in terms of 
targeting energy efficiency behaviours, motivators and in measuring outcomes.3  

▪ Improving energy efficiency does not necessarily translate into substantial reductions in lowering energy 
spend – this applies in a range of energy consumption settings including households and businesses. In 
some cases, efficiency savings are offset by behaviour changes. Rebound can be a significant factor 
that could lead to an overstatement of energy savings.4  

▪ Improving energy efficiency does not necessarily translate into a significant reduction in greenhouse gas 
emissions. If the energy is supplied from fossil fuels such as electricity from a coal-fired plant then 
improved energy efficiency will reduce emissions. However if the energy source is a low-carbon source 
such as gas or renewables, then improving efficiency will have little impact on emissions.5  

▪ Finally, emissions reduction does not necessarily translate into energy savings. As solar and battery 
technology improves and becomes increasingly cost effective more households and businesses may 
decide to leave the national grid. Customers still grid connected would find themselves paying higher 
prices to maintain the grid which in turn would see more households and businesses leaving the grid.6  

  

                                                      

1  ESRB Report, 2016. Too late, too sudden: Transition to a low-carbon economy and systemic risk - Report [WWW Document]. URL 
https://www.esrb.europa.eu/pub/pdf/asc/Reports_ASC_6_1602.pdf (accessed 1.11.17). 

2  Steinbuks, J., Neuhoff, K., 2014. Assessing energy price induced improvements in efficiency of capital in OECD manufacturing 
industries. J. Environ. Econ. Manag. 68, 340–356. doi:10.1016/j.jeem.2014.07.003 

3  Howard, L., Richards, R., 2017. Situational analysis report for the NSW Energy Efficiency Action Plan. Evidentiary Report, p6. 
4  Howard, L., Richards, R., 2017. Situational analysis report for the NSW Energy Efficiency Action Plan. Evidentiary Report, p6. 
5  Howard, L., Richards, R., 2017. Situational analysis report for the NSW Energy Efficiency Action Plan. Evidentiary Report, p6. 
6  Howard, L., Richards, R., 2017. Situational analysis report for the NSW Energy Efficiency Action Plan. Evidentiary Report, p6. 
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1.2. ENERGY EFFICIENCY IN AUSTRALIA  
The following outlines the recent policy context for energy efficiency in Australia and in NSW. 

National Energy Productivity Plan (NEPP) (2015) 

Developments in energy efficiency policy at a national level have included the formation of the Council of 
Australian Governments (COAG) Energy Council (2014), responsible for pursuing a strategic national 
agenda across the energy and resources sectors, including acting as a forum for collaboration on developing 
an integrated and coherent national energy policy.7 

Key objectives of the Council include to: improve energy productivity, reduce costs for household and 
business energy users, maintain competitiveness, grow Australia’s economy, reduce carbon emissions, and 
improve sustainability. 

In 2015, the Council released the National Energy Productivity Plan (NEPP) to guide Australia towards the 
committed Commonwealth target of a 40% improvement in energy productivity by 2030 (see below). The 
NEPP outlined goals and actions under two key areas; encouraging more productive consumer choices and 
promoting more productive energy services. 

Energy White Paper (2015) 

In 2015, the Australian Government Department of Industry and Science released an Energy White Paper. 
This was a policy framework which aimed to “deliver Australian energy products and services to households, 
businesses and international markets reliably and cost effectively”8. The White Paper set a target to improve 
Australia’s energy productivity by up to 40% between 2015 and 2030. The Paper incorporated three main 
themes: increasing competition to keep prices down, increasing energy productivity to promote growth and 
investing in Australia’s energy future. 

As reflected above, recent national efforts have focused largely on ‘energy productivity’ – which refers to the 
value gained from energy consumed. In an Australian context, this is measured by dividing national Gross 
Domestic Product by primary energy ($GDP/PJ).9  

The Independent Review into the Future Security of the National Electricity 
Market (2016-17) 

The Preliminary Report of the Independent Review into the Future Security of the National Electricity Market, 
chaired by the Chief Scientist Dr Alan Finkel AO, was delivered to the COAG Leaders’ Meeting in December 
2016, with a Final Report provided in June 2017. A wide-ranging public consultation process to inform the 
development of recommendations for the final blueprint was undertaken. It was agreed that Australia’s 
largest source of emissions, the electricity sector, has an important role in supporting improved energy 
efficiency. The report identified emissions reduction in the electricity sector as the key threat to overall 
system reliability.10 

  

                                                      

7  COAG Energy Council, About Us [online], http://www.scer.gov.au/about-us/, accessed 19 November 2015 
8  Australian Government Department of Industry and Science, Energy White Paper, 2015 
9  COAG Energy Council, COAG Energy Council Statement: National Energy Productivity Plan, 23 July 2015 
10  Independent Review into the Future Security of the National Electricity Market: Blueprint for the Future, Commonwealth of Australia 

2017 

http://www.scer.gov.au/about-us/
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1.3. ENERGY EFFICIENCY FOR BUSINESSES IN NSW 
NSW Energy Efficiency Action Plan (EEAP) (2013) 

The NSW Energy Efficiency Action Plan (EEAP) is a four-year strategic action plan to support the ongoing 
development of an energy efficiency product and services market. The Plan outlines actions under five 
themes: 

▪ strengthen the energy efficiency market – growing the energy efficiency products and services industry 

▪ energy efficient homes – making energy efficiency more accessible for households 

▪ energy efficient business – unlocking business productivity  

▪ energy efficient government – taking a leadership role in adopting energy efficient technology 

▪ state-wide delivery – giving communities across NSW access to initiatives. 

Specific to business, the EEAP commits NSW Government to unlocking business productivity by working 
with industry. Relevant actions include: 

▪ Action 15 – increase upfront Energy Savings Scheme (ESS) incentives and require savings to be 
verified. 

▪ Action 16 – streamline energy efficiency projects with ESS tools and business-case guides. 

▪ Action 17 – accelerate the uptake of energy efficiency in priority sectors and technologies.  

▪ Action 18 – offer hands-on training for site managers to help them apply best practice maintenance 
plans.  

▪ Action 19 – provide energy efficiency basics training and information resources to general business 
advisors. 

▪ Action 20 – standardise financial contracts for energy efficiency projects. 

▪ Action 21 – build a digital platform to enable businesses to share data on energy savings. 

The Interim Evaluation Report for the EEAP was delivered in September 2016, with the remaining evaluation 
underway. This evaluation of the Energy Saver Program is a critical element of EEAP evaluation, and will 
underpin this important work by providing process and outcomes evaluation findings relevant to Action 17, 
18, 19 and 21 above. See Section 7 for specific analysis of outcomes relevant to the EEAP. 

A Draft Plan to Save NSW Energy and Money (2016) 

The Draft Plan to Save NSW Energy and Money responds to the EEAP’s ambitious target to save 16,000 
GWh of energy a year by 2020. The Draft Plan outlines preferred options (i.e. actions) for households, 
businesses, government and industry. 

NSW Climate Change Policy Framework (2016) 

More recent strategic developments have evolved, including the NSW Climate Change Policy Framework in 
late 2016. The Framework defines the NSW Government’s role in reducing carbon emissions and adapting 
to the impacts of climate change to guide future policy development and implementation.  

The aim of the Framework is to “maximise the economic, social and environmental wellbeing of NSW in the 
context of a changing climate and current and emerging international and national policy settings and actions 
to address climate change.” It states two long term objectives: to achieve net-zero emissions by 2050, and, 
to create more resilience to a changing climate. 
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Climate Change Fund Draft Strategic Plan 2017-2022 (2016) 

In 2016 the Climate Change Fund produced a Draft Strategic Plan for 2017-2022. The Climate Change Fund 
was established in 2007 to provide funding for energy efficiency, renewable energy and climate change 
adaptation initiatives.  

The Draft Plan commits $1.4 billion in funding over five years to continue existing initiatives ($900 million) 
and contribute to new initiatives ($500 million). Future initiatives are outlined under three key focus areas: 

▪ accelerating advanced energy (up to $200 million) 

▪ national leadership in energy efficiency (up to $200 million) 

▪ preparing for a changing climate (up to $100 million). 

The Draft Plan sets the frame for future action plans to be developed in 2017 under each of the focus areas. 

1.4. THE ENERGY SAVER PROGRAM EVOLUTION 
Programs encouraging energy efficiency among businesses have been designed and implemented by OEH 
for many years, and the Energy Saver Program is being evaluated within this evolving context.  

Previous programs focused on assisting small and medium businesses to identify opportunities for energy 
efficiency on a one-to-one basis. In 2009 to 2013, the EEB team was delivering a program targeted small to 
medium business, applying an audit and implementation approach via the provision of support and funding. 

In line with the EEAP, the Energy Saver Program saw the focus shift to a one-to-many approach by 
disseminating information to influential target industries and sectors, while also maintaining one-to-one 
support for medium and larger businesses.  

One of the future business programs (currently in approval stages) is likely to have a greater focus on the 
largest energy consumers in the state, and is likely to have a mandatory planning aspect (requiring these 
businesses to develop a plan to identify opportunities to improve energy efficiency). The NSW Government 
savings target of 16,000 GWh of energy a year by 2020 across the state is a key policy driver of this new 
iteration of the program. 
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1.5. THE OEH PROGRAM DELIVERY CONTEXT 
The impact of the Energy Saver Program should also be viewed within the broader OEH program delivery 
context. Energy Saver has interfaces with several other programs aimed at delivering energy efficiency gains 
for business and other key sectors under the EEAP: 

▪ The Energy Savings Scheme (ESS) helps NSW businesses generate certificates for eligible projects via 
accredited certificate providers (ACPs) based on MWh and GJ savings. The cost of energy savings 
certificates (ESCs) are returned to the businesses who generate them. Electricity retailers, who are 
mandatory ESS participants, buy the ESCs to meet their own legislated targets, as required by law. 
ESCs are the 'currency' of the ESS, which is not a rebate scheme. 

▪ The Sustainable Government team support NSW Government agencies to implement the Government 
Resource Efficiency Policy (GREP). Some government representatives and individuals from the 
Sustainable Government Team have attended Energy Saver Program training. 

▪ The Sustainability Advantage team deliver a membership-based program helping medium to large NSW 
businesses with their broad sustainability agenda. They have collaborated with the EEB team to cross-
refer clients. 

▪ The National Australian Built Environment Rating System (NABERS) team coordinate NABERS 
activities, rate the environmental performance of buildings, and have collaborated with the EEB team to 
share stakeholders and develop blended learning approaches to training. 

▪ The six Regional Clean Energy Coordinators are responsible for coordinating activities and programs 
which come under Actions 28 and 29 of the EEAP (including the Energy Saver Program) in regional 
areas. 
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2. THE ENERGY SAVER PROGRAM 
This section outlines the current Energy Saver Program and key evaluation findings relating to the overall 
program model. 

2.1. PROGRAM RATIONALE 
OEH has found that 28% of the state’s energy use can be avoided through improving energy efficiency – 
with the potential for cost savings of up to $5.2 billion dollars.11 In addition to cost savings for businesses, 
additional benefits of improved energy efficiency include increased energy security, increased 
competitiveness, and the realisation of opportunities via energy costs avoided.  

Despite the clear potential of greater energy efficiency, there are some significant barriers. These include 
information gaps and asymmetry, lack of skills and time to identify and implement energy efficiency 
measures, high upfront costs and lack of funds to pay for energy efficiency upgrades, and a lack of 
meaningful and relevant data to develop business cases for energy efficiency initiatives.12 

Driving energy efficiency requires behaviour change at an individual, organisational and systemic level. 
Energy efficiency decisions, practices and product and service markets have seen important changes in 
Australia in recent times, and these are expected to continue evolving. Some of the key influential factors 
include Commonwealth and State Government policies, regulations, schemes and programs, as well as 
international policies, trends and events, media coverage, changes in technology, and, other longer-term 
trends. 

The Energy Saver Program has been designed to ensure targeted NSW businesses manage energy more 
productively and reduce their energy consumption. It also provides support via partnerships with business 
advisors including industry associations, to work to improve energy efficiency policies, programs and 
standards across Australia. 

An initial program logic was developed prior to program commencement, and was finalised in 2016 after a 
round of revisions. These revisions were made to ensure the logic articulated the program’s goals more 
clearly, was integrated with objectives for the households and government components of the EEAP, and 
aligned more closely with the broader goals of the EEAP. 

The final agreed program logic can be found overleaf. 

In addition, the Energy Saver Program is based on a set of key principles outlined below. 

Table 3 – The Energy Saver Program principles 

1 OEH works collaboratively with other government agencies 

2 OEH will be strategic in how they work and who they choose to work with 

3 The approach will be practical and incorporate the why and the how 

4 The approach will be tailored to the business of sectors’ unique situation 

5 Emissions reductions are kept in mind as the key outcome 

6 ‘Energy management’ (or energy supply and demand efficiencies) includes clean and 

renewable energy  

 

                                                      

11  NSW Office of Environment and Heritage, NSW Energy Efficiency Action Plan, 2013 
12  NSW Office of Environment and Heritage, NSW Energy Efficiency Action Plan, 2013 
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Figure 1 – Energy Saver Program logic 
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2.2. THE PROGRAM MODEL 
A key aim of the evaluation is to document exactly what was delivered, how and why, including examining 
iterations made to the program design and implementation over time. The infographic below describes the 
program model, outlining activities included in the Program and the partners working with the EEB team for 
each element. Please note the details in the infographic represent the intended design and the report will 
explore the extent to which the Program was delivered as intended. 

Figure 2 – Program model 
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2.3. PERSPECTIVES ON THE PROGRAM MODEL 
The evaluation explored the suitability of the program model with internal OEH stakeholders from within the 
EEB team, as well as a range of other program delivery, policy, and data and evaluation stakeholders from 
across the organisation. External stakeholders, including delivery partners, industry associations, peak 
bodies and program participants, were not able to reflect on program design given their experience with the 
Energy Saver Program tended to be confined to one or more areas of program activities, rather than having 
line-of-sight to the program design as a whole. 

Generally, internal stakeholders were highly supportive of the Energy Saver Program design, believing the 
model is appropriately designed to achieve its objectives. Several perceived strengths and a small number of 
risks in the program model are outlined below. 

Table 4 – Model strengths and risks 

Strengths 

Financial 

incentives  

The Energy Saver Program subsidises energy management services for NSW 

businesses. Free or heavily subsidised energy management training, energy audits, 

M&V of projects, post-training support and other technical services provide businesses 

with the intelligence to realise energy efficiency (and thereby cost-savings) for their 

business, further adding to the financial incentive available. While there is a balance to 

be struck as outlined by an internal OEH stakeholder, “[You have to] give enough 

money to attract them to the Program but not give them so much money that they have 

no skin in the game”, the current incentive-based model has proven highly attractive to 

targeted NSW businesses. 

In addition to the subsidised Energy Saver Program activities, the Program also 

interfaces with the ESS which can help NSW businesses generate certificates for 

eligible projects by ACPs based on the energy savings. The cost of ESCs are returned 

to the businesses who generate them – further driving the financial incentive to 

participate in the Energy Saver Program. 

Partnership 

approach 

The program design adopted a market-based one-to-many engagement approach (with 

support for NSW businesses on a one-to-one basis via partnerships). This was distinct 

from the direct OEH-to-single-business approach adopted in previous program models. 

In practice, this one-to-many approach was delivered via a series of partnerships with 

key influencers in the industry including industry associations, peak bodies and 

professional services providers. This partnership approach was a key strength of the 

model and has enabled a range of opportunities. 

The 12 partnerships with industry associations and peak bodies supported the 

development of highly tailored, meaningful and relevant resources including training 

materials, online resources, tools and guides, and events that have reportedly 

supported NSW businesses to act on energy management. 

Partnerships with professional services providers via the Professional Services Panel 

(PSP) have also supported program outcomes by effectively providing an incentive for 

third-party partners to undertake much of the program marketing and lead generation. 

Due to the incentives available via the Energy Saver Program, partners on the PSP 

communicated the opportunity to their existing and potential customer base, driving 

both the number and range of businesses engaging with the Program.  

The Program was also designed to develop relationships with media partners. While 

this element of the model was supported in theory, realisation of these partnerships has 

been challenging. These challenges are detailed in Section 6. 

The market-based approach was reportedly highly influential within OEH more broadly. 

Stakeholders reported the initial research conducted by EEB (detailed below) in support 

of a one-to-many design influenced the EEAP design and has provided broader 

learnings for OEH beyond the EEB team in relation to market-based mechanisms. 
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Strengths 

Targeting 

sectors and 

technologies 

The program model acknowledged a need to prioritise program resources and 

investment. A significant amount of research was conducted by the EEB team prior to 

program commencement, focusing on the most intensive industry sectors, to identify a 

profile of target sectors and technologies.  

This list of target sectors and technologies provided the EEB team with a tight focus in 

terms of forming partnerships with industry associations, peak bodies and appropriate 

delivery partners; as well as in the development of program materials including training 

materials, online resources, tools and guides, and events. 

Interactive 

program 

elements 

It is difficult to determine from program data the total number of program participants 

that engaged with more than one element of the Energy Saver Program. However, 

there is qualitative evidence that a design enabling several interactions with the 

Program over time has effectively supported businesses to act on energy management. 

One OEH internal stakeholder noted, “I think that was a conscious decision, to split 

those offerings out so people could use discrete bits of support that suited them.” 

This opportunity for several interactions over time acknowledges the operating context 

of target businesses, who may see energy efficiency increase and decrease in priority 

within their business due to competing issues or availability of resources to take action. 

For example, the post-training support offered to training participants provided 

opportunities for businesses to upskill, and then seek support to put that learning into 

practice. 

Strong model 

within policy 

constraints 

Stakeholders acknowledged the Energy Saver Program model was strong within a 

highly constrained policy environment. At the time of program development, direct 

action programs within the environment sector were reportedly less favourable than 

market-based approaches. The Energy Saver Program has reportedly been effective at 

responding to this shifting dynamic while also achieving a design capable of delivering 

strong outcomes. 

Risks 

Interface with 

the ESS 

While a key aim of the program design was to drive the ESS market through completion 

of M&V of projects, there is no mandatory requirement to proceed to the ESC stage. 

Some businesses and professional service providers did not perceive the financial pay-

off of ESCs worth the time involved (specifically related to data collection) to complete 

the process. For example, participating businesses noted “…in the grand scheme of 

things, it wasn’t worth much” and “it’s only worth it on big projects”. Given the value of 

ESCs has increased over time, this may suggest an information gap about the ESS and 

the current value of ESCs among some businesses. 

OEH stakeholders also reported a barrier to participation in the ESS among some 

businesses was based on a reluctance to have information related to the value of ESCs 

savings publicly available.  

Finally, there is a lack of reliable data about the degree of cross-over between Energy 

Saver Program participants and those also accessed the ESS, making it hard to 

ascertain whether Energy Saver helped businesses access incentives. 

No mandatory 

requirement for 

participants to 

report real 

savings 

Despite significant investment by the EEB team (two standalone research reports, and 

a dedicated Relationship Officer to collect data), the provision of data to evidence 

program outcomes presents a risk in the model. The Energy Saver Program delivers a 

range of energy management services to targeted NSW businesses, and data 

regarding projected savings is collected as part of these projects. However, reporting of 

outcomes is not mandatory, the required support (i.e. sub-metering) is not always 

available to support accurate data collection, and the time-lag between projection and 
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Strengths 

realisation of savings means the collection of savings data has been limited, 

undermining the ability to report improvements in energy productivity.  

2.4. SUMMARY AND IMPLICATIONS 
Summary 

The Energy Saver model, based on financial incentives for businesses, continues to be attractive to 

targeted NSW businesses. The strong program uptake indicates the financial incentives in place are 

effective in driving participation. 

The partnership approach, with professional services providers, industry associations, peak bodies and a 

small number of other key partners was successful in driving a market-based versus direct intervention 

approach. 

The program design, including training, post-training support, audits, M&V projects and other technical 

support, as well as the provision of resources and staging of events, has been effective at supporting a 

wide range of business sectors and a range of levels of energy management knowledge and practice. 

The Energy Saver Program is designed to drive uptake of the ESS. In practice, the extent to which this 

mechanism was successful is limited. 

The program model itself  (time-lags between projecting and realising energy management outcomes) 

and the manual nature of some data entry has created barriers to collecting outcomes data related to 

energy productivity gains. 

Implications for future implementation of programs 

There is an opportunity to share learnings with OEH more broadly related to market-based program 

design and implementation, given the success of the Energy Saver approach. 

The ESS / Energy Saver Program interface is not currently operating as designed. The perceived low 

value of ESCs, and a reluctance to have information publicly available around the value of ESCs savings 

are barriers to uptake. 

The data infrastructure and management system is currently a barrier to reporting outcomes, and 

improved systems for data entry and collation of data over time should be a priority for program 

managers moving forward. 
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3. PROGRAM ESTABLISHMENT AND IMPLEMENTATION 
The following section of the report outlines key features of the establishment and implementation of the 
Energy Saver Program. They include: 

▪ partnerships 

▪ marketing and communications 

▪ program management.  

Subsequent sections look more specifically at each element of program activity, before summarising findings 
against the evaluation framework.  

3.1. PARTNERSHIPS SUPPORTED MARKET-BASED APPROACH 
Given the market-based program design, partnerships were a strong feature of all areas of Energy Saver 
Program activity. The opportunities enabled by these partnerships will be explored in Sections 4 to 6, while 
this section will focus on the strategy applied to secure and develop program partnerships. 

3.1.1. Partnership participation 

A range of key program partnerships have been established and/or developed for the Program, which are 
outlined in Table 5 below. Overall, the securing of partnerships to support program implementation met or 
exceeded expectations among the program delivery team, both in terms of numbers and reach across target 
sectors. 

Table 5 – Categories of Energy Saver partnerships 

Professional 
service providers 

Industry 
associations and 
peak bodies 

Other partners Other OEH teams 

A list of the 101 

professional services 

providers can be 

accessed at the Action 

Matters for Business 

website 

Vinyl Council of 

Australia 

Printing Industry 

Association of Australia  

Refrigerated Warehouse 

and Transportation 

Association 

NSW Turf/Local Land 

Services 

Australian Institute of 

Air-conditioning, Heating 

and Ventilation (AIRAH) 

NSW Business 

Chamber 

Local Government NSW 

Australian Food and 

Grocery Council 

Irrigators Council 

Facilities Managers 

Association 

Energy Efficiency 

Council 

Clean Energy Finance 

Corporation 

Efficiency Valuation 

Organisation 

City of Sydney 

ARENA 

Clean Energy Council 

Markets and Finance 

Communications 

(central) 

Sustainability 

Advantage 

NABERS 

Sustainable 

Government  

Data and Evaluation 

Policy 

Regional Coordinators 
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3.1.2. Professional services providers  

A total of 101 professional service providers were approved to deliver services via the professional services 
panel (PSP). Internal stakeholders within the EEB team reflected that this number may have been too high, 
given the significant amount of time required to on-board partners. In reality, a small number of providers 
delivered the bulk of the technical support and training activities. This was reportedly due to these providers 
being those with established relationships with OEH. Given the range of partners on the panel (and the time 
invested in onboarding these partners), this deep relationship with a small number of partners did not reflect 
the program intention. However, the PSP did still result in OEH working with a wider range of targeted 
businesses. This will be explored further in section 4. 

We can’t do what we do without OEH and it’s fair to say they can’t do what they do without us. 
(Professional services provider) 

Internal EEB stakeholders noted the PSP tendering process was a significant commitment for providers. 
However, providers themselves saw only advantages associated with the process. As a successful tenderer 
to the PSP, providers reported they increased their position as credible and independent, given the OEH 
association. They consistently reported this reputational value outweighed the costs of the time taken to 
prepare and submit a panel application. 

Rather than just being a consultant trying to sell them something, we are on this panel of approved 
providers from OEH and there’s a bit of credibility that comes with that and the companies are much more 
willing to listen to us and engage us if they know we’ve been vetted by OEH. (Professional services 
provider) 

Being on the panel is a real strength. It meant you didn’t have to tender for every single piece of work and 
had the ability to bring a client to the Program. (Professional services provider) 

3.1.3. Industry associations, peak bodies and other partners 

Partnerships were secured with 12 industry associations and peak bodies, which exceeded the expectations 
of the EEB team. Based on the target sectors approach, the Plastics Council of Australia was identified as 
the only high priority industry association partnership not secured. Furthermore, a small number of 
partnerships were developed with other key influencers in the industry sector not focused on a specific 
sector, such as the Clean Energy Council. 

There were several factors identified by OEH and industry association/peak body partners that were critical 
to securing these partnerships, including shared strategic alignment (i.e. prioritisation of energy management 
awareness building and service delivery for their members), a flexible and adaptive management approach, 
and excellent relationship management skills within the EEB team. The small number of industry 
associations interviewed reported that the EEB team had been highly collaborative, flexible and 
accommodating in developing relationships, confirming a Memorandum of Understanding (MOU) and 
undertaking the agreed activities. The approach has been able to support partners at different levels in their 
knowledge of energy management and different stages in terms of encouraging action among members. The 
MOU process itself was reportedly relatively smooth, with a provisional MOU provided by the EEB team for 
comment and review by the partner organisation prior to finalisation. 

I think one of the strengths has been the commitment on both sides to continue what has sometimes 
been a difficult pilot project and the staff on OEH’s side has been exceptionally helpful. (Industry 
association / peak body) 

OEH is pretty good, pretty reasonable and pretty practical. They realise there is government bureaucracy 
to deal with and they try to make it as smooth as possible. (Professional services provider) 

Without too much hassle at all we were able to work [the MOU] through, and after two or three iterations 
we came to final version that was acceptable to all parties involved. (Industry association / peak body) 

The factors that hindered securing and developing partnerships were often out of the control of the program 
delivery team. For example, in the case of the Plastics Association, they had recently received a large 
Commonwealth Government grant related to energy efficiency resource production so the Energy Saver 
Program need had been partially met elsewhere. In other cases, internal prioritisation of energy efficiency 
based on staff capacity or capability, staff turnover, or geographical location posed a barrier. In these cases, 
the EEB team reflected that a decision to not pursue the relationship could be made earlier to avoid resource 
wastage. 
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They had had a lot of changeover in staff and they just didn’t have somebody there to actually do it or 
participate so the appetite wasn’t there. (Internal OEH stakeholder)  

What we learnt was not to keep going down that black hole if it’s not getting any results for 
anyone…actually letting them go was a good thing and maybe we should have done that earlier. (Internal 
OEH stakeholder)  

The process undertaken to secure these partnerships evolved as the Program was rolled out. Initially, OEH 
approached organisations based on the target sectors identified, setting out the opportunity for members to 
access subsidised energy management services and seeking agreement in an MOU for industry 
associations and peak bodies to promote the Energy Saver offer to their members. 

As the EEAP and the understanding of implementing market-based mechanisms evolved, a more 
collaborative approach to driving partnerships was adopted. The EEB team conducted workshops with 
senior leadership within industry associations and peak bodies to identify areas of mutual benefit in detail, to 
build sector-specific understanding, and deepen and secure these relationships. This approach was 
reportedly very effective, and in some cases resulted in benefits felt more widely within OEH than the EEB 
team. The increasingly collaborative approach to developing partnerships reportedly resulted in the 
increasing sophistication of MOUs, often covering multiple program delivery areas beyond the Energy Saver 
Program. For example, the MOU with AIRAH is with OEH rather than the EEB team delivering the Energy 
Saver Program. 

OEH were always on the front foot in terms of offering assistance, bringing information and raising 
awareness with me about what they have to offer. I would say they are the most proactive departmental 
staff I’ve come across. (Industry association / peak body) 

The method of establishing the MOU and the partnership changed to include a lot of workshopping with 
the association and members to determine the best approach for the partnership and I think that enabled 
a much clearer identification of mutual benefit and a better partnership. (Internal OEH stakeholder) 

3.1.4. Challenges of partnerships 

While the approach to securing and developing Energy Saver partnership was largely successful, some 
challenges remained, particularly in relation to partnerships with industry associations, peak bodies and 
other industry influencers. 

The EEB team and industry partners reported some misalignment of partnership expectations, resulting in 
partnerships remaining underdeveloped and energy management opportunities for targeted NSW 
businesses unrealised. There was an opportunity for the EEB team to better articulate objectives, 
responsibilities and intended outcomes of partnerships to develop them more deeply, as well as track 
partnership outcomes more effectively. 

There were really grand visions and it was sort of inspiring but a combination of lack of engagement from 
industry associations (which wasn’t entirely surprising because we weren’t giving them money)…[and] our 
internal resourcing requirements to build those relationships [they fell to] the bottom of the priority list. The 
number of MOUs that we had signed off was a key KPI, not how you are maintaining ongoing 
engagement. (OEH internal stakeholder) 

The main thing in terms of promoting the Energy Saver Program is just OEH occasionally contributing to 
our sustainability newsletter that we send out to members. (Industry association / peak body) 

A challenge for many partnership-based programs is the time and investment required to get partnerships 
established and functioning well – however, this was more significant for the EEB team than initially 
predicted. Successfully securing and developing partnerships often required the EEB team to develop 
complex, sector-specific understanding in relation to energy management, as well as navigate the complex 
stakeholder map between partners and targeted NSW businesses. For example, many peak bodies’ 
members are industry associations, who in turn represent businesses. 

I think one of the take-aways for us on the pilot was we had underestimated significantly how much time 
and commitment we as an organisation had to put in to make this a success. (Industry association / peak 
body) 
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Finally, the EEB team did not take a formal measurement approach to evaluating the strength and outcomes 
of partnerships as the Energy Saver Program was implemented. It was felt, greater investment in measuring 
partnership strength from program commencement could have assisted the EEB team focus their efforts on 
key partnerships thereby supporting program outcomes.  

3.2. PROGRAM MANAGEMENT VERY STRONG DESPITE TRANSITIONS 
The EEB team’s management of the Energy Saver Program was regarded as highly effective. This is a 
considerable achievement given the complexity of program activity, and the reasonably high turnover of staff 
during the life of the Program. 

3.2.1. Authorising environment 

Critical to the success of program delivery is an appropriate authorising environment. Based on stakeholder 
feedback there were little or no barriers in relation to the accountability and decision-making structures 
required for effective and efficient program implementation. 

For targeted NSW businesses, the authorising environment was often pre-established via the agreement 
between delivery partners and OEH via the PSP. This approved supplier relationship between delivery 
partners and OEH meant businesses themselves had minimal exposure to EEB decision-making processes. 
Several participating businesses commented that OEH was particularly good at only being involved where 
necessary, and not otherwise complicating the relationship (within the tri-party relationship of businesses, 
delivery partners and OEH).  

They [OEH] very much understood their role and didn’t get in the way, but also gave the right advice [to 
the delivery partner] on what needed to get done. (Participant) 

For delivery partners, both professional service providers and industry associations & peak bodies, the EEB 
team was reportedly appropriately authorised to develop partnerships, and to be flexible and responsive 
when agreed parameters shifted and changed over time. For example, one technical investigation expanded 
its number of participating businesses, and thereby the investment required from OEH, with relatively little 
delay in the approvals process. 

The key flaw in relation to the authorising environment was a lack of program funding to continue working 
with professional services providers for the full life of the Program. Specifically, a number of professional 
services providers reported the hold placed on delivering technical support, audits, and M&V services 
creates risk for their business. A number of providers rely heavily on the revenue stream associated with 
delivering services under the PSP, and the freeze on projects and uncertainty around the next iteration of the 
Program has been very frustrating for partners. 

Any business of our size or even bigger you need the continuity to have consistent programs that are 
ongoing and not stop-start. You go through phases where you are inundated with work – there are times 
when OEH is our dominant form of business, which makes it worse when OEH decides to stop stuff for 
six months. (Professional services provider) 

There’s been a bit of uncertainty lately. It was on hold for a while and then they said let’s go out and offer 
the Program to more organisations and then we did, and all of a sudden they ran over budget and we 
have to stop again. (Professional services provider) 

While ensuring consistent funding of programs is not always possible, feedback from delivery partners on the 
PSP indicate there is an opportunity to communicate the dynamic environment as early as possible and with 
as much context as possible to relevant partners. 
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3.2.2. Staffing structure 

The EEB team structure is outlined below. 

Figure 3 – Team structure 

 

Over the life of the Program, this structure underwent one key change with the Markets and Finance team 
shifting out of the EEB team. With this change in late 2014, responsibility for Actions 15, 16 and 20 of the 
EEAP also shifted out of EEB (although the ability to influence outcomes remained). 

Within the team, there has been consistency at the Senior Team Leader level, although significant change 
within the Sectors and Technologies team, the Training and Engagement team and supporting roles. In 
some cases, individuals have been in the same team for the life of the Program, although shifted between 
roles within the team. There has also been some shifting from Sectors and Technologies and Training and 
Engagement teams into overall EEB supporting roles. Much of this change came 18 months into program 
delivery as the EEAP was restructured. In addition to staffing changes, this 18-month review involved a 
review of the EEAP and Energy Saver program logics with some program redesign and implementation 
changes as a result. 

  



 

20 PROGRAM ESTABLISHMENT AND IMPLEMENTATION  
  

EVALUATION OF THE ENERGY SAVER PROGRAM 

 

Figure 4 – Staff turnover by role 

 

Internal stakeholders reported that staff turnover, and the review of the EEAP generally, were highly 
disruptive in terms of program implementation, especially around the period of late 2014 when the Markets 
and Finance team shifted out of the EEB team to better align with the relevant EEAP objectives. At this point, 
eight of the 16 roles changed personnel. Staffing changes resulted in lost knowledge, experience and 
momentum in key relationships, slowing down program implementation in some cases. Several internal 
stakeholders suggested a more structured approach to knowledge management, to mitigate the risk of staff 
turnover, is required. In addition, turnover reportedly placed pressure on the program delivery team to deliver 
at the cost of undertaking strategic planning for program expansion and development. 

From a knowledge management perspective, decisions have been made, changes have been made to 
the Program in a very unstructured form and that’s not been documented fantastically, which is difficult. 
(Internal OEH stakeholder) 

The Program struggled initially because it had a lot of money to get out the door so there was a lot of 
pressure on doing a high volume of audits. (Internal OEH stakeholder) 

Delivery partners, including professional service providers and industry associations & peak bodies, 
expressed strong support for the relationship management skills of the EEB team. A number of delivery 
partners commented on the high value that consistent relationships which the team had provided, indicating 
that despite the internal role turnover and transitions between roles at OEH, partners were largely shielded 
from the inconsistency in the EEB team. Only a small number of participants noted that the restructures had 
slowed progress in project development. 

We did have some initial contact with some people in OEH, but at time they were going through a 
restructure, which probably squashed a few things and we had to start again. (Participant)  
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3.2.3. Staffing capability 

Given the diversity of program activities across the Energy Saver Program, there is a wide diversity of staff 
expertise across the team. Internally, this was reported as both a strength and a weakness in 
implementation. While some stakeholders reported added value associated with involving individuals with 
diverse backgrounds to deliver the Program, others noted that the differing areas of experience and technical 
expertise created challenges in communicating effectively and efficiently across the team. Some internal 
stakeholders also expressed concerns that the variation in skills posed a risk to the consistent and rigorous 
technical review of outputs delivered to businesses by professional services providers, where some staff had 
highly technical knowledge and experience, where others did not. This variation in skill level was associated 
with quality assurance issues by some participating businesses.   

Overall, the technical expertise across the EEB received strong commendation from delivery partners and 
the level of expertise supported the development of partnerships. In many cases, additional sector specific 
knowledge acquisition required a high base level of technical expertise among the EEB team, which was a 
critical point of entry for effective outcomes. 

There is a massive intellectual base in that organisation that I suspect isn’t understood further up the 
management tree. Most people are quite capable engineers in their own right without really being 
engineers. They employ the right people. (Professional services provider) 

One of the best performing programs we’ve had. From an operational perspective, there’s a lot of lessons 
that we have been trying to incorporate from that Program. The EEB team has been a graduation 
program for a lot of really talented people moving into higher roles. (Internal OEH stakeholder) 

I am pleasantly surprised by the leanness and efficiency of the team and its ability to make a real 
difference at a relatively low cost. (Professional services provider) 

Almost all delivery partners reported their own level of organisational capacity and technical expertise was 
raised as a result of the Energy Saver Program. In particular, professional services providers who engaged 
with the Training and Engagement team in the latter part of program delivery (2015-17) to deliver training 
reportedly gained skills in delivering training via blended learning models, and those who developed 
resources, tools and guides in conjunction with the Sectors and Technologies team learned to communicate 
complex concepts more effectively with the EEB team’s assistance. 

The project officers we were working with were actually trainers and that was awesome so we learnt a lot 
from them. We got very good guidance and we clearly noticed on the OEH side that the resourcing to do 
training had improved. They weren’t just asking us to come up with training, they were actually working 
with consultants and guiding them to achieve a consistent, high-quality product. (Professional services 
provider) 

3.2.4. Data quality and management 

The Program data infrastructure was identified as a key weakness in program management. In reviewing 
program data for the evaluation, it was evident the Energy Saver Program databases lack a clear and 
coherent structure. The databases appear to be the result of several program iterations, with subsequent 
attempts made to customise the supporting data infrastructure. 

Internal stakeholders from both the EEB and broader OEH teams voiced significant frustration due to the 
lack of a clearly designed and implemented plan for a minimum dataset to track program outcomes, and 
accompanying administrative datasets. Specifically, data entry processes have created significant barriers in 
relation to tracking program outcomes as energy savings data is contained within individual PDF reports, 
requiring manual import to the database. There is significant opportunity to improve data quality and 
management, and specifically to utilise online platforms to facilitate automatic data uploads, to support better 
program management. 

There’s no unique identifier to isolate businesses who have participated in multiple interventions. (Internal 
OEH stakeholder) 

There’s a whole lot of data in Word form we’re not using because it’s not in the database. (Internal OEH 
stakeholder) 

I personally have concerns about some of the datasets, you assume consultants are doing due diligence, 
some of the calculations are wrong. (Internal OEH stakeholder) 
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Finally, some omissions in relation to collecting data for evaluative purposes were raised by internal OEH 
stakeholders. Specifically, data to measure the outcomes before and after training were noted as missing, as 
well as data related to measuring the strength and impact of program partnerships. 

3.3. SUMMARY AND IMPLICATIONS 
Summary 

The PSP was a highly effective mechanism in supporting the one-to-many approach of the Energy Saver 

Program. Providers reported the acceptance to the PSP provided them with credibility, and was an 

advantage in business development. 

The PSP included 101 professional services suppliers, although in practice a small number were regular 

providers. While a broad cross-section of the industry is important in creating change in the market with 

regard to sector coverage and the standard of services delivered, resources were wasted on-boarding so 

many suppliers without utilising them. 

Partnerships with industry associations and peak bodies helped drive program take-up, and assisted in 

developing and delivering highly relevant materials and services for targeted NSW businesses. The 

approach to partnership development evolved over time, and a highly collaborative approach was most 

successful in developing strong partnerships. In some cases, a lack of clearly articulated objectives and 

expectations resulted in underdeveloped partnerships and unrealised opportunities. 

The EEB team’s program management received strong praise from professional services providers, 

industry associations and peak bodies, and internal OEH colleagues. The team was described as having 

strong technical expertise, relationship management and adaptive management capabilities. While the 

EEB team themselves found the EEAP restructure in 2015 and a high level of staff turnover frustrating, 

program participants and partners were largely shielded from these impacts. 

The key weaknesses in program management were related to the knowledge management and data 

infrastructure, discussed at Section 2, as well as uncertainty in program funding that created uncertainty 

for partners. 

Implications for future implementation of programs 

While the PSP is a key strength of the Program, the optimum size and resourcing for set-up should be 

reconsidered. 

There is an opportunity to revisit existing MOUs and the template for new MOUs with industry 

associations and peak bodies to ensure they are adequately tailored to each partner, and clearly 

articulate the objectives and obligations of partnerships over time. 

Where technical skill variation in a team exists, some specific allocation of technical tasks to those with 

specific technical knowledge and experience may support quality assurance.   

As discussed at Section 2, knowledge management and data infrastructure should be a key focus for 

program managers going forward. 
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4. TRAINING AND POST-TRAINING SUPPORT 
This section investigates the model, implementation and outcomes of the training and post-training support 
activities within the Energy Saver Program. 

4.1. OVERVIEW OF ACTIVITIES 

Objective 

Improve knowledge among 
targeted NSW businesses to 
understand and act upon 
energy savings opportunities. 

Professional Services Panel 

The PSP was used to contract specialist technical consultants to 
assist in developing and delivering training and to undertake post-
training support. 

Training 

Energy Saver Program training courses were delivered in a variety of 
formats, including face-to-face workshops, online learning and a 
blended approach. Course fees were between $150 and $400 per 
person in Sydney, with a 50% discount in regional areas. 

The training offer was promoted via the Action Matters for Business 
website, via delivery partners (including professional services 
providers and industry associations/peak bodies), as well as via other 
Energy Saver Program events and media placements, and other 
OEH program delivery teams. 

Courses offered are outlined below, and the opportunity to customise 
training and deliver in-house was also provided. 

▪ Introduction to the Energy Savings Scheme 
▪ Voltage optimisation 
▪ Battery storage for business 
▪ Building the business case for energy efficiency projects 
▪ Introduction to energy management 
▪ Advanced energy management 
▪ Energy efficient lighting 
▪ Introduction to heating, ventilation and air-conditioning (HVAC) 
▪ Advanced HVAC 
▪ Commercial refrigeration 
▪ Cogeneration feasibility 
▪ Project impact assessment 
▪ Aged care (sector specific course) 
▪ Registered clubs (sector specific course) 

Post-training Support  

The Energy Saver Program also offered follow-up technical support 
to supplement training learnings, available within six months of 
completing training. This support provided one-on-one expert 
guidance to assist businesses implement the learnings of their 
training and realise energy efficiency opportunities for their 
organisation. The offer involved businesses applying for up to $3,000 
worth of support for only $300. Examples of post-training support 
included: developing an energy efficiency business case, assisting 
with reviewing and evaluating quotes, technical support to implement 
specific energy projects, or commissioning of installation. This 
support was delivered via professional services providers from the 
PSP, enabling OEH to seek competitive quotes to deliver the work. 

Target and Eligibility 

Training is designed to benefit 
all NSW businesses – from 
small business to large 
corporations – however was 
particularly targeted at priority 
sectors. 

Specific roles targeted 
included: business owners, 
sustainability and 
environmental staff, operations 
and facilities managers, 
finance officers and other 
members of senior 
management.  

Courses were also suitable for 
energy efficiency service 
providers, industry 
associations, business groups, 
local councils and not-for-profit 
organisations. 
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4.2. THE TRAINING AND POST-TRAINING SUPPORT MODEL  
The following explores key strengths and weaknesses of the training and post-training support model. 

Feature Issues Examples 

Strengths 

Blended 

learning 

A blended learning approach was adopted – 

both for delivering training courses (combining 

some elements of face-to-face and online 

learning), and the training and post-training 

support was also essentially a blended 

learning model.  

Significant early research was undertaken into 

adult learning styles, highlighting the value of 

blended learning approaches. The EEB team 

applied an adaptive management approach to 

developing course formats, trialling different 

approaches and learning from evaluation 

feedback.  

The training support offering was an 

attempt to lead to action of actually 

implementing a project based on 

what they had learnt. (Internal OEH 

stakeholder) 

We got some post-training support to 

look harder whether it was worth our 

while to develop the project because 

it’s such a big site it was going to 

take some resources. People needed 

to see it wasn’t just my word of what 

the potential was. (Participant) 

Being able to work with a specific 

energy expert at a subsidised rate 

afterwards certainly made the whole 

bundle very worthwhile. (Internal 

OEH stakeholder) 

Sector-specific 

approach  

The Energy Saver Program began with a 

technology and learning outcomes specific 

approach – targeting the NSW business sector 

generally, with two sector focused courses 

initially (customised courses for registered clubs 

and aged care providers).  When the EEAP was 

revisited in 2014, course content was further 

customised to target facility managers.   

In addition to customised course content, the 

training and post-training support also focused 

on sectors to drive energy efficiency based on 

energy intensity e.g. councils, manufacturers.  

The training offer was successful in engaging all 

targeted sectors, with delivery partners playing 

a critical role in promoting the offer to their 

clients/prospective clients/membership. 

We mapped training into formal 

education pathways for key roles in 

those sectors. (Internal OEH 

stakeholder) 

Expanded 

scope 

Professional services providers were 

appointed to the PSP based on their ability to 

service target sectors, and partnered with the 

EEB team to develop and deliver training. This 

partnership allowed the course content to 

broaden and cover a range of target sectors 

and technologies, while simultaneously 

delivering a depth of sector or technology-

specific content. 

We’ve really harnessed consultants 

as subject matter experts. (Internal 

OEH stakeholder) 
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Feature Issues Examples 

Strengths 

Incentive to 

drive high 

training 

performance 

The program model has created an incentive for 

professional services providers to develop and 

deliver high-quality training, as the training itself 

is a business development opportunity for them 

(either as a part of the Energy Saver Program 

via post-training support or other technical 

support, or via engagement outside of the 

Program). 

The trainer was very knowledgeable 

and very engaging, I certainly 

understood a lot more than I did 

before. (Participant) 

 

Independent 

and credible 

Participants reported that much of the training 

available to NSW businesses is associated with 

energy efficient technology or product sales, 

e.g. HVAC or lighting products. The Energy 

Saver Program via OEH was seen as credible 

given its independence from specific products. 

I think it’s helped weed out some of 

the dodgy lighting and light-emitting 

diode (LED) stuff that emerged. It’s 

helped businesses figure out what 

was good and what was not. 

(Professional services provider) 

Cross-referral 

opportunities 

The design of the Energy Saver Program 

provides opportunities for targeted NSW 

businesses to be referred to not only other 

Energy Saver Program pillars, but also other 

OEH programs. 

[Since the post-training support] I’ve 

been trying to convince the business 

to join up to Sustainability Advantage. 

(Participant) 

Networking 

opportunities  

The training reportedly provided opportunity for 

a number of audiences to build their 

professional networks. Training participants met 

other businesses facing similar challenges and 

shared learnings, professional service providers 

used the opportunity to develop new business 

and OEH utilised the opportunity to drive 

referrals to other pillars of activity within the 

Energy Saver Program and other OEH 

programs. 

[Since the post-training support] I’ve 

been trying to convince the business 

to join up to Sustainability Advantage, 

but they haven’t yet. (Participant) 

Post-training 

support 

eligibility  

The post-training support model applied criteria 

in assessing applications. All applications had to 

deliver an estimated energy saving of at least 

30MWh/year (across projects) and the eligible 

activities included: development of an energy 

efficiency business case, engineering design or 

preparation of technical specifications, a 

Request for Quote/Tender from suppliers and 

quote review, or commissioning of an 

installation. 

Applications were subject to a number of 

conditions, focused on ensuring the 

development of a feasible energy management 

plan and business case. This approach was 

designed to ensure outcomes of the support 

would lead to real energy efficiency gains. 

We’ve installed the lighting and we’re 

saving about 20% of the energy 

previously consumed. (Participant) 

 

  



 

26 TRAINING AND POST-TRAINING SUPPORT  
  

EVALUATION OF THE ENERGY SAVER PROGRAM 

 

Feature Issues Examples 

Weaknesses 

Lack of 

funding 

options 

Training and post-training support was designed 

to drive targeted NSW businesses towards 

implementing energy management projects. In 

particular, some post-training support 

participants felt the model should include 

options to assist with funding these projects – 

including grants and loans. 

The investment in lighting was $1 

million, and the business wasn’t 

going to spend that as capital 

expenditure. It would have been good 

at that point to be able to identify that 

there were other finance options 

available. (Participant) 
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4.3. IMPLEMENTATION OF TRAINING AND POST-TRAINING SUPPORT 
The following summarises the key strengths and limitations of the implementation of training and post-
training support activities. 

Feature Issues Examples 

Strengths 

High-quality 

content and 

delivery 

The Energy Saver Program aimed to develop a 

training offer viewed as ‘go to’ in the industry. 

The objective was realised, with the training 

consistently reviewed by participants as very 

high-quality, relevant and actionable. In 

particular, the Energy Efficient Lighting, HVAC 

and Building the Business Case (BTBC) 

courses were identified as particularly strong 

offers: 13 

▪ A majority of all 41 respondents who 

attended Energy Efficient Lighting course 

agreed the learning outcomes were useful. 

The ability to ‘Establish effectiveness of 

existing lighting and expectations of new 

system’ was deemed the most useful 

outcome, with almost three quarters (73%) 

of respondents selecting this as ‘Very useful’ 

or ‘Quite useful’. 

▪ Two thirds (66%) of the 62 Introduction to 

HVAC course attendees believed the 

learning outcome of ‘Prioritise HVAC 

optimisation, maintenance and replacement 

opportunities’ to be useful when it came to 

increasing energy efficiency in their 

organisations, while 17 of the 25 total 

attendees at the advanced HVAC course 

affirmed the usefulness of the learning 

outcome enabling them to ‘Recognise HVAC 

equipment and identify energy efficiency 

opportunities for different types of 

equipment’. 

▪ A majority of the 53 respondents who 

attended the BTBC course indicated the 

learning outcomes for the ‘Building a 

business case’ course were either ‘Very 

useful’ or ‘Quite useful’, with the exception of 

‘Select and engage an Accredited Certified 

Provider (ACP)’ and ‘Streamline and adapt 

project approval processes’. The top three 

outcomes in terms of perceived usefulness 

were – ‘Develop key messages or a pitch’, 

‘Understand your target audience’ and ‘Write 

and present a business case’. 

I think it’s viewed pretty highly in 

the industry. (Participant) 

We’ve gained value in raising our 

own capability via the training, and 

we’ve been able to customise it for 

our clients. (Internal OEH 

stakeholder) 

I’m probably a little bit more of a 

technical sort of person, but I still 

found that I got a fair bit out of it. 

(Participant) 

A total of 98% of training pre- and 

post-survey participants (n=46) 

either strongly agreed or agreed 

‘the trainers’ knowledge of the 

subject matter was excellent’ and 

95% either strongly agreed or 

agreed ‘the course content was 

relevant’.14 

                                                      

13 These results are drawn from the AMR report produced in 2017 ‘EEB Training Participant Follow-up’, pp 17-24. 
14  A small number of training pre and post surveys were provided to Urbis to evaluative purposes. It is advised these results be viewed 
 with caution given the sample of n=46. 
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Feature Issues Examples 

Training participants noted their relevant 

industry associations and representatives also 

provide very high-quality training, that in some 

cases has more specificity or relevance than the 

Energy Saver Program offering. 

Training also provided an opportunity to upskill 

OEH staff, with other program delivery teams 

attending and reporting the training was 

valuable. 

Effective in 

driving 

prioritisation of 

energy 

efficiency  

Training pre- and post-survey results (n=46 

respondents) indicate the effectiveness of the 

training, as well as the AMR research with 

training participants conducted in 2017.  

A total of 87% either strongly agreed or agreed 

they had improved their knowledge of energy 

efficiency as a result of the course. Before 

training, a total of 48% of survey respondents 

indicated they either strongly agreed or agreed 

they were ‘confident in identifying energy 

efficiency opportunities within their 

organisation’, compared to 80% following the 

training. And while 63% of survey participants 

indicated they were ‘confident in communicating 

the value of energy efficiency projects in their 

organisation’, this also increased to 80% 

following the course.15 

Furthermore, 69% of course attendees in follow-

up research indicated they had either completed 

or were in progress with energy management 

projects in the areas the training sought to 

address.  Another 11% indicated projects were 

not commenced yet although were likely to, and 

only 10% noted projects were unlikely to 

happen.16   

Definitely provided a strong 

evidence base for me to have 

conversations with decision-

makers. (Participant) 

 

  

                                                      

15  A small number of training pre and post surveys were provided to Urbis for evaluative purposes. It is advised these results be 
 viewed with caution given the sample of n=46. 
16  These results are drawn from the AMR report produced in 2017 ‘EEB Training Participant Follow-up’, p 25. 
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Feature Issues Examples 

Strengths 

EEB program 

staff skillset 

The EEB team recruited individuals with 

specific e-learning expertise (late in program 

development) to work with professional 

services providers from the PSP to effectively 

deliver the blended learning element of the 

Energy Saver Program training. This element 

of training – the format, and the value of 

blended learning – was consistently identified 

as a key strength by program participants 

involved in development in these later stages. 

Professional services providers and other 

teams within OEH reported their own capacity 

in developing and delivering training was 

raised by collaborating with the EEB team’s in-

house training team, specifically those with e-

learning expertise. 

The material we’d developed was 

really significantly improved because 

the Project Officers we were working 

with were actually trainers and the 

guidance we got from them was 

awesome and we learnt a lot. 

(Professional services provider) 

Both our training team and their 

training team were trying to go into 

online training more which is 

something that neither of us have 

done, so we shared a lot of 

information. (Internal OEH 

stakeholder) 

Adaptive 

management 

approach 

There was strong evidence for the application of 

an adaptive management approach to the 

training element of the Energy Saver Program. 

The initial research into adult learning styles 

assisted the EEB team to develop a suite of 

design options for trial – mainly focused on the 

balance of face-to-face and online learning, as 

well as different content strategies. These 

options were trialled, and evaluation data 

collated and analysed, to continuously improve 

the quality of the offer. 

I liked the format. It was two half 

days, rather than a full day, which I 

think actually is much better for that 

sort of technical, mathematical 

based training. (Participant) 

Referrals from 

OEH 

Driving training attendance was a challenge, 

however other OEH program delivery teams 

collaborated well with the EEB team to provide 

referrals to training. 

Our strong relationships with other 

teams were critical to drive 

recruitment. (Internal OEH 

stakeholder) 

Post-training 

support 

outcomes 

The post-training support selection process, and 

requirement to develop a feasible business case 

was effective in influencing decision-makers 

within targeted NSW businesses. The AMR 

research indicated among n=140 respondents, 

35% of projects had been confirmed to occur, 

with a further 32% in planning or still a potential 

for completion. Several post-training support 

participants reported real gains in energy 

efficiency and other positive impacts on their 

business. The AMR research revealed 72% 

either strongly or tended to agree the project 

resulted in a cost saving - among the n=12 who 

provided a dollar estimate, the mean was 

$27,260 per business – and 74% agreed it had 

resulted in an energy saving.   

That project has driven a number of 

other sites to put in LEDs as we’ve 

got good evidence of savings. We’ve 

got at least three other sites 

contemplating LEDs, including one 

in Victoria. It’s certainly opened the 

eyes of the business to what’s 

available. (Participant) 
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Feature Issues Examples 

Strengths 

Post-training 

support 

process 

Regular catch-ups between post-training 

support participants, professional services 

providers and OEH (as needed) worked well to 

maintain momentum following the training and 

advance towards a completed business case for 

improved energy management. 

OEH were really good at just getting 

out of the way when they weren’t 

needed. (Participant) 

Weaknesses 

Recruitment  Recruitment of training participants proved a 

time-consuming, ongoing challenge in 

program delivery. The EEB team reported they 

were hampered in promoting the opportunity 

by a slow centralised communications function 

at OEH, and more direct engagement to drive 

recruitment was required compared to initial 

expectations. 

The reliance on professional services 

providers to drive recruitment was also 

identified as a barrier. Unlike driving targeted 

NSW businesses to technical support 

opportunities, there was little to no financial 

incentive and a lack of marketing support to 

assist these providers drive training 

recruitment. 

They did try and push it on to the 

deliverers to do the recruitment which 

is fine, we should definitely be 

helping, but there’s no coherent 

marketing strategy from OEH. We’re 

not experts in marketing and there 

was a lack of clarity regarding 

responsibilities. (Professional 

services provider) 

One of the things we didn’t really 

crack was how to successfully recruit 

new audiences for training. OEH has 

its own reach into organisations, and 

towards the end of the Program 

those avenues got exhausted and we 

really struggled to find new 

audiences. (Internal OEH 

stakeholder) 

Narrow focus 

of post-

training 

support 

A small number of businesses who 

participated in the post-training support noted 

there was a missed opportunity for OEH to 

take a broader view of the business, versus a 

single site focus which was the basis of the 

post-training support. Potentially, this broader 

view could be built into the scoping process. 

We had a very limited scope in our 

heads and it would have been good 

in post-training support for that 

person to identify the areas where we 

might find improvement. (Participant) 

Data collection 

for evaluative 

purposes 

In general, data collection for adaptive and 

evaluative purposes was very strong in the 

training and post-training support area of the 

Energy Saver Program. However, one key 

omission was a plan to establish a baseline 

with regard to participating businesses 

knowledge prior to training, to assess gains 

effectively. 

What is the next steps, what’s the call 

to action they expect next, and how 

do we track that? There was some in 

the early days, but it dropped off and 

I thought that was a shame. (Internal 

OEH stakeholder) 
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4.4. REACH OF TRAINING AND POST-TRAINING SUPPORT  
Stakeholders from the EEB team reported the training and post-training support was successful in reaching a 
broad cross-section of NSW businesses, as well as the specific roles targeted within NSW businesses. The 
only role targeted that reportedly fell short of expectations was financial management. 

Our evolution of messaging to hit the key actors worked. The only weakness was probably the CFO / 
financial type roles. (Internal OEH stakeholder) 

Training related program data is incomplete regarding industry sectors, with 69% of attendees not being 
categorised according to industry sector.  Analysis of the n=669 attendees (31%) where industry sector was 
provided indicates some discrepancy between the stakeholder consultation and the program data, with a 
large majority of training attendees coming from local and other government bodies.  However, this data 
should be treated with caution given the significant majority of missing cases.   

Figure 5 – Industry sectors attending training 

 

Base n=669 (excluding n=1457 where no industry sector was recorded)   
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Figure 6 outlines the number of times each training course has been delivered, while Figure 7 indicates the 
total number of attendees. The most commonly delivered course was HVAC followed by Energy 
Management Basics, delivered nearly 31 and 29 times respectively. A table outlining the course codes is 
provided overleaf.   

Figure 6 – Training course 

 
Figure 7 – Attendees by course 
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Code Course Name 

HVAC Introduction to HVAC / Advanced HVAC 

EMB Energy Management Basics (became IEM after redevelopment) 

BTBC Building the Business Case for Energy Efficiency Projects 

LIGHT Energy Efficient Lighting 

PIAM&V Project Impact Assessment, Measurement & Verification 

BATT Battery Storage for Business 

CG-T Cogeneration – Technical 

CLUB Registered Clubs (sector specific course) 

CG-I Cogeneration – Introduction 

AC Energy Efficiency for the Aged Care Sector 

COMMREF Commercial Refrigeration 

IEM Introduction to Energy Management 

EE Lighting 

Suppliers 

Energy Efficient Lighting Suppliers 

AEM Advanced Energy Management 

EE for VET Energy Efficiency for the VET sector 

SPA State Property Authority (custom course) 
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Figure 8 below identifies the professional services partners engaged to deliver the training courses. A total of 
137 courses were delivered, and these data indicate five professional services partners were responsible for 
delivering nearly 60% of the training courses. 

Figure 8 – Top ten professional services providers 
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4.5. SUMMARY AND IMPLICATIONS 
Summary 

The training and post-training support model was highly successful in achieving program outcomes – the 

blended learning approach in partnership with professional services providers resulted in the delivery of 

highly quality training that was valued among targeted NSW businesses and resulted in a majority of 

projects that were the focus of training being actioned. 

The post-training support, also a form of blended learning, produced feasible case studies for energy 

management projects. This approach was effective in supporting decision-makers within targeted NSW 

businesses to take action on energy management. 

In some cases, post-training support participants were frustrated with the lack of financing options to fund 

identified energy management opportunities.  However, in a climate of limited finance options, this 

indicates a need to communicate this reality to participants, rather than an omission on the behalf of the 

EEB team.  

The EEB team’s skillset was rated particularly high in relation to training and post-training support. 

Professional services providers and OEH colleagues in other program delivery areas noted their own 

capabilities in developing and delivering training were raised by working with the EEB team, and it was 

clear an adaptive management approach to developing and delivering training was applied.  

Despite strong support for the training model, recruitment was a challenge over the life of the project and 

responsibilities for driving recruitment were often not clear to delivery partners. 

Implications for future implementation of programs 

The EEB team should consider the role for internal capacity-building across relevant OEH program teams 

regarding developing and delivering blended learning approaches. 

The roles and responsibilities for OEH and program partners regarding training recruitment should be 

better articulated, to avoid confusion and ensure appropriate resourcing.  

There is scope for the Energy Saver Program to more fully explore and discuss the readiness of a 

participating business to invest in energy management projects prior to approving them for post-training 

support, to avoid frustration given the lack of current financing options.  Despite applicants being required 

to confirm they have available funds before approval, some participants still expressed frustration at the 

lack of perceived assistance in identifying financing options.    
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5. AUDITS, TECHNICAL SUPPORT AND M&V 
This section investigates the model, implementation and outcomes of the audits, technical support, and M&V 
activities within the Energy Saver Program. 

5.1. OVERVIEW OF ACTIVITIES 

Objective 

Provide intelligence to targeted NSW businesses based on 
their operational data to identify energy management 
opportunities. 

Professional Services 
Panel 

The PSP was used to contract specialist 
technical consultants to undertake the 
following services. 

Audits 

Audits of businesses’ energy use to help 
identify opportunities for energy savings. 
Audits were assessed on value for 
money and OEH covered 50% of the 
audit cost (capped at $5K). 

Technical Support 

Technical advice to assist businesses 
implement a specific energy 
conservation measure. OEH provided 
matched funding capped at $8,000 for 
the cost of support. 

Measurement and 
Verification (M&V) 

Assessment of energy use before and 
after implementation of an energy 
project to identify savings. Connected 
businesses to the ESS by providing the 
data required to receive ESCs. OEH 
provided up to $15,000 per project for 
the cost of support and metering (if 
required). 

Target and Eligibility 

Audits 

Available to NSW businesses within one of EEB’s priority 
sectors, or focusing on projects within one of EEB’s priority 
technologies who consume at least $80,000 in energy per 
annum. 

The audit project agreement must be signed by a member 
of the business’ senior management team. 

Technical Support 

Available to NSW businesses within one of EEB’s priority 
sectors, or focusing on projects within one of EEB’s priority 
technologies who consume at least $80,000 in energy per 
annum. 

The audit project agreement must be signed by a member 
of the business’ senior management team and the 
application must provide details of the business case for a 
specific energy conservation measure, including available 
funds and a timeline for implementation. 

M&V 

Available to NSW businesses for energy efficiency projects 
which had not yet been implemented at the time of the 
application, were able to demonstrate energy savings 
according to the International Performance Measurement 
and Verification Protocol (IPMVP), and aligned with EEB’s 
priority sectors or technologies. 

M&V application must provide project background 
information, an intended M&V strategy, data collection 
details, a timeline and costs. 
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5.2. THE AUDITS, TECHNICAL SUPPORT AND M&V MODEL  
The following explores key strengths and weaknesses of the audits, technical support and M&V model. 

Feature Issues Examples 

Strengths 

Range of 

support 

available to 

meet different 

needs 

Section 2.3 reported the advantages of 

offering a range of different types of support 

(across program pillars) to meet the needs of 

businesses at different stages in energy 

management knowledge and capacity. This is 

also true within the audits, technical support 

and M&V stream, which offers three different 

forms of technical support. The model caters 

to businesses who need an audit to identify 

opportunities, technical support to progress 

those opportunities into projects, and M&V to 

assess the impact of projects and receive 

financial benefits via the ESS. This range of 

support increased the reach of the Program to 

a broader cross-section of targeted NSW 

businesses (almost half of projects were 

conducted with businesses in OEH’s key 

target sectors). 

The Program gave us a good 

overall picture of…where our 

highest energy use was. The 

contractor highlighted three major 

areas we should focus on to reduce 

our energy use. (Participant) 

Interface with 

the ESS 

provides an 

incentive to 

take part in 

the Program 

A key strength of the model is its interface with 

the ESS via offering businesses support with 

M&V. This was designed to provide an 

additional financial incentive to take part in the 

Program (on top of the potential for bill 

savings). However, as discussed in Section 2, 

this opportunity was not always realised. 

The connectivity of the ESS is really, 

really good…the audit, post-training 

support and M&V work together and 

help businesses access the ESS 

certificates. (Professional services 

provider) 

Partnerships 

approach 

facilitates 

program 

delivery and 

reach 

Partnering with professional services providers 

has been an effective and efficient way to 

facilitate program delivery and reach. Delivery 

partners have undertaken the bulk of business 

development, and have undertaken the 

technical work on behalf of OEH. This has 

meant an oversight role for OEH, freeing up 

the EEB team to focus on program 

management. Critical to the success of this 

approach has been the mutual benefits 

inherent within partnerships – OEH has 

benefitted from outsourcing program functions 

to partners, while professional services 

providers have benefitted from the revenue 

stream and strengthened relationships with 

targeted NSW businesses. 

Eighty or ninety percent of the 

projects we’ve done were brought to 

us by the panellists. (Internal OEH 

stakeholder) 

M&V funding helps us go to our client 

and let them know they can get 

a…project done under the ESS 

certificate program. (Professional 

services provider)  

Once [OEH] engaged the 

contractor…it was handed over… but 

OEH would call me from time to time 

and ask how we were going. 

(Participant) 
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Feature Issues Examples 

Strengths 

Outputs assist 

champions to 

advocate for 

change within 

their business  

The outputs provided by professional services 

providers and signed off by OEH (i.e. technical 

engineering reports relating to audits, technical 

support and M&V) have reportedly facilitated the 

work of energy efficiency champions within their 

businesses. Armed with robust evidence of 

saving opportunities, champions have been able 

to effectively advocate for action at a senior 

management level. 

I can leverage the approval 

received through the ESS to show 

[my business] that the government 

has given us money because they 

believe in the energy savings we’ve 

made. (Participant) 

Outputs 

assisted 

businesses to 

demonstrate 

their 

commitment to 

energy 

management 

The outputs have also given targeted NSW 

businesses an opportunity to demonstrate their 

commitment to energy management to external 

stakeholders. 

OEH provided us with a report that 

says how much we’ve saved…a 

really good report that we could 

feed into our annual report so 

people could see that we are trying 

to cover energy consumption. 

(Participant) 

Weaknesses 

Partner 

involvement in 

business 

development 

and program 

delivery 

creates 

reputational 

risk 

The approach to partnering with professional 

services providers to recruit participants, 

deliver technical services and provide day-to-

day customer service has been identified as a 

key operational strength of the program model. 

However, outsourcing this work has also 

created reputational risk. Despite the 

involvement in the project scoping meeting, 

some stakeholders felt more oversight from 

OEH was required throughout the project to 

provide greater quality assurance. A number 

of OEH staff were concerned that the 

involvement of professional services providers 

in business development created a potential 

conflict, as PSP members had ‘rights’ to take 

on the work of businesses they had recruited 

to the Program, even if they weren’t the most 

appropriate (i.e. skilled or specialised) to do so 

among all PSP members.  It is worth noting 

the program model deliberately gave first 

‘rights’ to the work brought by providers, 

however engagement was conditional upon 

their merit.   

[One contractor was] quite technically 

great…but [would] throw us under the 

bus during the scoping meetings as 

not being supportive enough. 

(Internal OEH stakeholder)  

At times, there were some question 

marks about whether they were the 

appropriate panellist…but we couldn’t 

exactly open it to tender because 

there had already been an 

investment by the panellist in 

business development. (Internal OEH 

stakeholder) 

We didn’t get anything from OEH 

[about] the process, no expectations, 

no communications upfront. We 

mainly dealt with the consultant. 

(Participant) 
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Weaknesses 

Lack of follow-

up support a 

barrier to 

action 

The program model didn’t include the 

provision of follow-up support for businesses 

to address implementation issues. This has 

reportedly been a barrier for some businesses 

to progress energy management initiatives 

following the receipt of technical outputs 

(especially where there are technical 

knowledge and skills gaps within an 

organisation). Some stakeholders suggested a 

way to overcome this barrier would be to offer 

a limited number of hours for follow-up 

support, via telephone, during which business 

stakeholders could ‘iron out’ any issues with a 

professional services provider or member of 

the EEB team. This option of ten hours 

additional support from professional services 

providers post-audit was offered for several 

years pre-EEAP, but was dropped due to a 

lack of take-up. It may be worth exploring with 

businesses exactly what they need from this 

follow-up service to support improved energy 

management.   

Going to the next step has been a 

little difficult for us. (Participant) 

Our businesses need a resource 

efficiency coach…a one-hour 

telephone call with someone 

specifically about their project… …a 

follow-up in one or two months’ time. 

(OEH internal stakeholder 

Lack of capital 

expenditure 

funding a 

barrier to 

action 

The program model fails to address the cost 

barriers associated with capital expenditure on 

energy efficiency opportunities identified in the 

outputs of audits and technical support. While 

these opportunities represent long-term 

savings on energy, the upfront cost barrier 

was significant for many businesses. While 

including M&V in the program model was 

designed to address this barrier by connecting 

businesses to the ESS, there were challenges 

associated with obtaining ESCs (discussed in 

Section 5.3). Participants requested the 

Program provide support via linking them to 

opportunities and/or providing advice on 

innovative funding models via the Markets and 

Finance team at OEH.  However, in reality 

there were no additional funding sources for 

energy efficiency during the life of the EEAP, 

meaning the Markets and Finance team were 

extremely limited in the advice they could 

offer.   

The Program was very useful for 

companies to identify savings 

opportunities, but it was hard to get 

them to implement. (Internal OEH 

stakeholder) 

There was some funding available 

but you didn’t get the money back 

until you actually finished the 

installation…the funding wasn’t there 

[at the start] to take it to the next 

point. (Participant)  

[The report] scared us to some 

extent…the five or six small 

[projects], their paybacks were 

between two and seven years, but 

the main one was 17 years. 

(Participant) 

Getting…the Markets and Finance 

team in the room who understand the 

finance sector and have created 

relationships [with the banks]…and 

have access to opportunities for long 

term financing at lower rates.” (OEH 

internal stakeholder) 

 

  



 

40 AUDITS, TECHNICAL SUPPORT AND M&V  
  

EVALUATION OF THE ENERGY SAVER PROGRAM 

 

5.3. IMPLEMENTATION OF AUDITS, TECHNICAL SUPPORT AND M&V 
The following summarises the key strengths and limitations of the implementation of audit, technical support 
and M&V activities. 

Feature Issues Examples 

Strengths 

High-quality 

service 

provision  

Participating businesses were generally very 

happy with the service and outputs provided to 

them via audits, technical support and M&V. 

They reported the professional services 

providers were highly experienced, 

knowledgeable and in most cases the ideal 

partner to deliver the services. 

The report we ended up with was 

terrific...well quantified and detailed. 

(Participant) 

The audit definitely gave us insights 

into energy saving opportunities. It 

was a very good audit…and my 

manager is now asking me what else 

we can do with OEH. (Participant) 

Development 

of the auditing 

industry 

The Program has led to development of the 

auditing industry. By providing a financial 

incentive for businesses to commission audits, 

OEH has created more opportunities for 

professional services providers in this space. In 

addition, the EEB team has directly contributed 

to the development of updated national auditing 

standards by participating in a technical working 

group and sharing learnings from the Program. 

Without government funding I don’t 

think sites would generally be paying 

for this service…so it’s kind of 

creating an auditing industry. 

(Internal OEH stakeholder) 

The auditing standards…came out of 

initial standards work the Energy 

Saver Program did…and now there is 

training provided…[the Program has] 

definitely led to more professionalism 

in the industry as a whole. (Internal 

OEH stakeholder)  
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Feature Issues Examples 

Strengths 

Development 

of an M&V 

market and 

knowledge of 

the ESS 

The Program has contributed to the 

development of an M&V market and knowledge 

of the ESS. Given this is a new market in 

Australia, the EEB team has helped upskill 

professional services providers to undertake 

M&V work as part of the Program – skills which 

they are reportedly able to use outside or 

beyond the Program with other business 

customers and/or in other jurisdictions. This has 

been via both formal training and informal on-

the-job mentoring. Further, by providing a 

financial incentive for businesses to commission 

M&V projects, OEH has created opportunities 

for professional services providers in this space.  

We are getting a lot more work 

because of the Efficiency Valuation 

Organisation training, more M&V 

work. (Professional services provider) 

Because it was a new market there 

was that learning and experience that 

had to be developed…government 

assistance helped cover the 

additional costs those [consultants] 

had to face…above business as 

usual. (Internal OEH staff) 

Anecdotally I’ve seen more 

[consultants] become better at M&V. 

(Internal OEH staff) 

A good outcome from the Program 

was definitely raising the market’s 

understanding of the ESS…we would 

have many consultations explaining 

what M&V was. (Internal OEH staff)  

Weaknesses 

Participant 

engagement  

A barrier to continued engagement in the 

Program has been the length of time required 

for audits and M&V to be completed varied 

greatly – from a few hours to many months, 

even up to a year or more.17 It has been 

challenging for the EEB team to spend time re-

engaging participants in order to get their input 

at critical points on longer projects (such as 

provision of data and sign off). 

Often the attention of that participant 

would fade away…and they would 

lose commitment to the project which 

required project officers to do a lot of 

chasing [to overcome] bottlenecks 

that required action from the 

participant. (Internal OEH 

stakeholder) 

Skill gaps  

 

The M&V offer was included in the Program to 

provide a link to the ESS. However, a barrier to 

the successful completion of M&V projects and 

eventual progression to the ESS has reportedly 

been data collection skills and capacity required 

within participating businesses. Some 

businesses decided not to go through with 

applying for ESCs because the requirements 

were too onerous (or were not encouraged to do 

so by professional services providers for the 

same reason). As a result, some professional 

services providers have also not acquired ACP 

status.  

Additional barriers relating to the ESS among 

some businesses included information gaps 

about the current value of ESCs and a 

reluctance to have information related to the 

value of ESCs savings publicly available. 

It was our first time being involved 

and it was a bit of a learning 

curve…the data requirement was 

onerous and rigorous; data collation 

was a challenge. (Participant)  

The challenge with that [the data 

collection required for ESCs] is not 

with OEH, it’s IPART that administers 

it, they’re the stumbling block. 

(Professional services provider) 

                                                      

17  Carter, R., Clarkson, R. Participant progress and transaction costs. Databuild, 2015, p 12. 
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Feature Issues Examples 

Weaknesses 

Variation in 

skills among 

professional 

services 

providers 

While businesses were generally satisfied with 

the quality of work undertaken by professional 

services providers, some OEH staff had 

concerns about the variation in technical skills 

among providers – both in terms of their varied 

specialisations, and their ability to carry out the 

work to an acceptable standard. A number of 

OEH staff suggested a strategy to manage the 

latter would be to make the PSP entry 

requirements more stringent and work with a 

smaller number of professional services 

providers. 

The expertise on the Panel and the 

quality of the panellists was highly 

variable [as was] the quality of work. 

(Internal OEH stakeholder) 

[There are] a number of generalist 

energy efficiency consultancies out 

there who can very easily and very 

well deliver training and…high level 

information, but when it comes to 

actually working out a technical 

problem onsite…[they] won’t really 

[be able to give] that specific 

detail…in a lot of instances…[we 

were] hand holding them because 

they just didn’t have the skills to 

deliver the service. (Internal OEH 

stakeholder) 

[We should] make the hurdles…a bit 

higher to make sure we don’t have 

such a large consultant pool and 

make sure panel [members]…really 

do have the skills. (Internal OEH 

stakeholder) 

Variation in 

skills within 

the EEB team 

While businesses were generally happy with 

the service provided by OEH, a number of 

stakeholders reported a variation in skills 

within the EEB team. There was a sense that 

some team members had greater capacity to 

review professional services providers’ outputs 

due to having a technical or engineering 

background, while others could only review 

from a more generalist perspective, with no 

capacity in the broader team to assist due to 

operational pressure. 

[I would have liked] a bit more 

technical know-how within OEH to 

make sure the consultant was doing 

what they were supposed to be 

doing. (Participant)  

They had limited scope to drill down 

into looking at other methods of how 

we do things…they had a lot of 

experience... but creativity is another 

thing. (Participant)  
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5.4. REACH OF AUDITS, TECHNICAL SUPPORT AND M&V 
Audits were the most common type of support provided, representing over 83% of all support (see Figure 9). 
Please note, these proportions are indicative only, given some gaps in the program data. 

Figure 9 – Type of support 

 

Base n=308 

The data indicates Energetics undertook the most technical consulting work on behalf of OEH (23 projects), 
followed by BCW Carbon and Energy (19 projects). While caution should be taken due to data gaps, these 
data indicate the tendency for the Energy Saver Program to work with a narrow selection of professional 
services providers. 

Figure 10 – Top ten professional services providers (audits, technical support and M&V) 

 

Base n=308 
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The data indicates just over half (55%) of all projects were undertaken in Sydney metropolitan areas, with 
the remainder (44%) undertaken in NSW regional areas. 

Figure 11 – Location of project 

 

Base n=308 

Nearly half of all projects were undertaken within sectors on OEH’s target list.  A quarter (25%) of all projects 
were undertaken with businesses in the Manufacturing sector, and over 1 in 10 projects (12%) were 
undertaken with businesses in Accommodation and Food Services and a further 8% with businesses in 
Agriculture, Forestry and Fishing. More than half (55%) of all projects were undertaken in sectors not on the 
list or not specified. Please note, those marked as ‘Not specified’ includes organisations where linkage to an 
Australian Business Number (ABN) for industry categorisation was not possible for various reasons (e.g. 
ABN was incorrectly recorded). As outlined above, caution should be taken when analysing this data due to 
gaps.  

 

Figure 12 – Industry sector 

 
Base n=308  

*represents industry sectors within the EEB team’s target list 
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5.5. ANTICIPATED AND ACTUAL COSTS AND SAVINGS OF AUDITS, 
TECHNICAL SUPPORT AND M&V 

Each project identified one or more energy management opportunities.  These opportunities ranged from 
very small projects, such as the installation of flow control valves / washers in facilities, to much larger 
investments such as the development of power generation or co-generation facilities. 

Figure 13 displays the wide range of anticipated dollar costs of identified opportunities. A total of 2129 
opportunities were identified across the projects, however there was no anticipated cost data for 452 of 
these.  Where anticipated cost was recorded (1677 opportunities), the total anticipate cost was 
$386,748,405. 

Half of all opportunities were anticipated to cost between $1,000 and $15,000 and 31% were costed at 
$5,000 or less. However, 36% were anticipated to cost between $15,001 and $200,000, and an additional 
14% were costed at over $200,000. There were 37 identified opportunities anticipated to cost over $1million, 
and four which were expected to cost over $10million. 

Please note, the data used for this analysis contained many missing values, and as such should be 
considered indicative of program results.  For instance, 21% of opportunities did not have a recorded 
anticipated cost. Cases where not data was recorded have been noted as missing and have been excluded 
from the analysis. This may affect the results provided, especially total costs and savings and energy 
savings. 

Figure 13 – Anticipated costs of opportunities  
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The 1677 opportunities that recorded anticipate cost data were classified based on the resource involved, 
namely electricity, fuel, gas, water, as well as opportunities that were general in nature or related to 
productivity generally. The costs of opportunities associated with these resources are profiled in Table 6 
below. There was a wide range in the anticipated costs of opportunities across all resources, indicating that 
there were a wide variety in the type of opportunity identified for each resource. The median anticipated 
costs associated with each resource varied, however given the wide range of costs association with each 
resource, it is not possible to compare median costs of each resource in a statistically reliable way. 

Table 6 – Anticipate costs by resource type  

Resource Number of 

opportunities 

Median 

anticipated 

cost 

Minimum 

anticipated 

cost 

Maximum 

anticipated 

cost 

Total 

anticipated 

costs 

Electricity 1,342 13,654 7 14,812,873 221,765,385 

Gas 287 33,140 98 85,000,000 161,926,474 

Water 22 73 2 7,200 18,487 

General 20 22,850 2,000 1,023,680 2,432,490 

Fuel 5 138,380 2,000 180,589 602,569 

Productivity 1 N/A N/A N/A 3,000 

As would be expected given the variation in the anticipated costs of the energy management opportunities 
identified, the anticipated cost savings expected were also highly varied, as seen overleaf. Around two thirds 
(62%) of opportunities were expected to generate $10,000 or less in savings, however, on the other end of 
the spectrum, 12% were expected to generate over $50,000 in savings. 

Across the 1915 opportunities that included anticipated cost savings data, a total of $92,247,871 was 
projected to be saved by businesses in NSW as a result of the energy management opportunities identified 
through the Energy Saver Program.   
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Figure 14 – Anticipated cost savings 

 

The median and range of expected dollar savings for each resource is seen below. The anticipated savings 
associated with each resource varied greatly, and comparison between resources is not possible for this 
reason. There is a large difference between the minimum, median and maximum anticipated savings for all 
resource types, indicating that a wide range of project types are being identified for each resource. 

Table 7 – Expected dollar savings by resource 

Resource Number of 

opportunities 

Median 

anticipated 

cost 

Minimum 

anticipated 

cost 

Maximum 

anticipated 

cost 

Total 

anticipated 

costs 

Electricity 1,470 5,331 5 6,211,316 45,939,961 

Gas 301 14,280 101 23,000,000 46,760,045 

Water 80 315 1 8,604 63,946 

General 52 2,650 100 200,000 1,150,609 

Fuel 11 19,577 2,088 77,579 329,430 

Productivity 1 N/A N/A N/A 3,881 
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Total anticipated savings: $94,247,871
(missing 214 cases)
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Of all the opportunities identified, 151 (7%) were completed at the time of reporting. Actual savings and costs 
data were available for some, but not all, of these opportunities. The actual costs and savings of these 
projects were shown to be very similar to the anticipated costs and savings, as seen in Figure 15 and Figure 
17.  

At the time of reporting, the actual costs of completed projects was $13,375,359 while the actual savings to 
date (acknowledging savings accumulate over time) was $3,429,332. 

Figure 15 – Actual and anticipated costs 

 

Figure 16 – Actual and anticipated savings 
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The comparison of actual costs and savings for completed projects overall is shown below. This figure 
indicates a strong degree of predictability of program costs and savings overall. Statistical testing of the 
degree of similarity was not possible, due to the wide variation in values. 

Figure 17 – Comparison of actual costs and savings  

 

The unit savings generated by opportunities varied greatly, as expected given the wide range of opportunity 
types being identified. The median, minimum and maximum anticipated unit savings for each resource type 
is shown in Table 8, and the actual unit savings are summarised in Table 9. Again, this data should be 
treated as indicative, given the missing cases. 

Most of the identified opportunities related to electricity or gas use, and most of the completed projects also 
related to these resources. Some of the identified projects had very high anticipated unit savings, however 
the actual unit savings from the completed opportunities were lower. This indicates that some of the very 
largest have not being undertaken/data recorded to date.  

Table 8 – Anticipated energy savings 

Resource Number of 

opportunities 

Median 

anticipated 

unit savings 

Minimum 

anticipated 

unit savings 

Maximum 

anticipated 

unit savings 

Total 

anticipated 

unit savings 

Unit 

Electricity 1,381 37 0.03 248,476 1,291,504 MWh 

Gas 306 1,290 0.0002 1,606,767 4,421,438 GJ 

Water 94 55 0.5 1,459 17,779 kL 

General 21 15,413 50 288,000 945,987 Unspecified 

Fuel 11 19 2 180 443 kL 
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Table 9 – Actual energy savings 

Resource Number of 

opportunities 

Median 

actual unit 

savings 

Minimum 

actual unit 

savings 

Maximum 

actual unit 

savings 

Total actual 

unit savings 

Unit 

Electricity 120 46 0.2 1,151 13,279 MWh 

Gas 17 1,204 9 15,403 62,740 GJ 

Fuel 1 N/A N/A N/A 56 kL 
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5.6. SUMMARY AND IMPLICATIONS 
Summary 

The audits, technical support and M&V model was successful in achieving program outcomes. The 

inclusion of a range of support avenues, and to a lesser extent the connection to the ESS, resulted in an 

offer that was attractive to NSW businesses when substantially subsidised, and assisted participating 

businesses to identify and advocate for energy management projects within their organisation. A missing 

element from the program model was the lack of follow-up support for businesses during implementation 

of projects. 

The partnerships approach was highly effective in facilitating program delivery, however there were some 

key challenges in terms of maintaining quality assurance over professional services providers’ work, and 

in managing reputational risks and conflicts of interest. 

While businesses were generally very satisfied with the level of service provision by both OEH and 

professional services providers, there were some concerns internally about the variation in skills among 

both EEB staff and professional services providers.  

The Program was found to have developed the auditing and M&V industries through the creation of 

opportunities for professional services providers in these spaces, through the EEB team providing 

informal mentoring to professional services providers, and through the team’s participation in a working 

group which recently revised the Australian Standards for auditing. 

Two particular challenges for M&V were keeping participants engaged throughout a lengthy assessment 

period and data collection skills and capacity gaps preventing some organisations from proceeding with 

the ESS. 

While there are gaps in the program data, across the energy management opportunities identified, a total 

of close to $95million in savings was anticipated, with nearly $3.5million in savings realised to date.  Just 

over $13million in investment has been made to date in funding improvements in energy management.  A 

very low number of opportunities in the database included the actual energy unit savings, making it 

difficult to report on energy productivity outcomes.   

Implications for future implementation of programs 

Gaps in the program data related to actual costs, actual energy and dollar savings make it difficult to 

summarise the impact of the program.  Consideration should be given to improving reporting processes 

and requirements, to allow the full scope of impact to be reported.   

There is an opportunity to revise PSP entry requirements to ensure they are more stringent, and to better 

understand and document the skill set of PSP members, to assist in allocating work among professional 

services providers. Quality assurance of outputs could also be improved by upskilling the EEB team in 

technical skills (where there are gaps) or in assigning review responsibilities to those team members with 

a more technical background. 

The potential conflict associated with the PSP could be lessened by OEH taking on a more active role in 

business development, including better realising opportunities associated with industry association and 

peak body partnerships. 

Consideration should be given to opportunities to provide follow-up implementation support for 

businesses, such as dedicated telephone consultation time with a professional services provider or a 

member of the EEB team. This may also assist in improving engagement during M&V projects. Dedicated 

consultation with business participants may be required to design this offer appropriately, given it has 

been offered previously. 

The EEB team should also explore leveraging the knowledge and connections of the OEH Markets and 

Finance team to assist businesses to connect with capital funding opportunities, if and when they become 

available. 
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6. RESOURCES, EVENTS AND MEDIA 
This section investigates the model, implementation and outcomes of resources, events and media related 
activities within the Energy Saver Program. 

6.1. OVERVIEW OF ACTIVITIES 

Objective 

Improve awareness of energy efficiency 
among targeted NSW businesses and 
build preparedness to investigate energy 
management opportunities. 

Professional Services Panel 

Professional services providers were contracted to produce 
many of the resources, and were invited to events run by 
the EEB team. They did not have a role in media. 

Resources 

A series of resources, tools and guides were published on 
the Action Matters for Business website for access and use 
by businesses. 

Events 

A number of events were organised by the EEB team to 
help raise the profile of the Program and launch specific 
resources. 

Media 

A number of media opportunities were pursued to build 
awareness of the Program and energy management more 
broadly. 

Target and Eligibility 

Resources, events and media were 
targeted broadly at all NSW businesses. 
There were no specific eligibility criteria. 
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6.2. THE RESOURCES, EVENTS AND MEDIA MODEL 
The following explores key strengths and weaknesses of the resources, events and media model. 

Feature Issues Examples 

Strengths 

Events 

developed the 

community of 

practice 

The inclusion of events in the program model 

has been an effective way of developing the 

community of practice around energy 

management. Large-scale events in particular, 

such as the annual Energy Productivity in 

Action (EPIA) conference, provided an avenue 

for dialogue between government and industry, 

networking and business development 

opportunities for professional services 

providers, and a forum for sharing information 

on new and relevant topics for all stakeholders. 

It was very worthwhile hearing 

other companies speaking 

about the improvements they 

had made for energy reduction, 

how they implemented their 

programs and what benefits 

they gained. (Participant) 

 

Events helped 

raise the profile 

of the Program 

Events have also provided an important avenue 

for promotion of the Program. Larger-scale 

events have reportedly provided important 

context setting around the many avenues of 

support offered under the Energy Saver 

Program, for stakeholders who may only have 

been aware of one type of support. Smaller-

scale events have been used effectively to 

launch and encourage take-up of a number of 

technical resources within specific industry 

sectors.  

I went to an event at Town Hall 

and then realised that there were 

other avenues OEH could help 

with like lighting. Up to that point, 

I was only aware of air 

conditioning and compressed air 

support. (Participant) 

 

Resources 

catered to 

multiple 

audiences to 

meet needs of 

businesses at 

different stages 

of energy 

management 

Just as the training courses were found to strike 

a good balance between basic and technical 

content to cater to a range of audiences, so 

were the resources on the website. For those 

with less knowledge and capacity around energy 

management, there were more basic case 

studies and sector guides available, while more 

complex technical tools and guides catered to 

those with more experience. 

I found out plenty of things I didn’t 

know about on the website. I 

used the lighting matrix to work 

out what sorts of lights to use. 

(Participant)  

 

Resources 

served multiple 

purposes, 

strengthening 

the return on 

investment 

In addition to publication on the website, several 

resources were used in the training courses. For 

example, the HVAC Optimisation Guide was 

used for the training, had industry ownership 

and was communicated widely.  

The sorts of resources we use 

from there are quite useful when 

you’re just starting to look at an 

issue, I often use them to get 

across initial information. 

(Participant) 

Partners 

benefitted from 

communications 

capacity-

building 

The partnerships approach involved 

professional services providers being contracted 

to develop a number of technical resources on 

OEH’s behalf. This approach has reportedly 

resulted in a positive unintended outcome of 

capacity-building for professional services 

providers around communicating complicated 

technical concepts to mainstream audiences. 

We’d write something for a guide 

and they’d come back and say 

‘you know that doesn’t make 

sense’…and I’d read it again and 

it’d make a tonne of sense to me, 

and they’d say ‘think about it from 

[the perspective of] someone 

who’s never studied anything in 

this area’. (Professional services 

provider) 
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6.3. IMPLEMENTATION OF RESOURCES, EVENTS AND MEDIA 
The following summarises the key strengths and limitations of the implementation of resources, events and 
media activities. 

Feature Issues Examples 

Strengths 

Most recent 

EPIA event 

well-organised 

The most recent EPIA event was considered to 

have been well organised, and an improvement 

on previous years. Ministerial speeches 

demonstrated support for the Program but were 

kept succinct to allow time for other 

presentations, and the inclusion of an 

international speaker reportedly provided 

attendees with new and engaging content to 

upskill the community of practice and stimulate 

discussion. 

We had an international speaker, we 

heard something we hadn’t heard 

before…it made a significant 

difference. (Internal OEH staff) 

It was very professionally run and 

really well attended. It recognised 

people who achieved across different 

sectors such as industry or building. 

(Industry association / peak body)  

The thing I like about those events is 

that it does get you to think about 

some larger projects, bigger picture 

stuff by bringing in perspectives and 

case studies. (Participant) 

Weaknesses 

Partnership 

approach 

created 

additional work 

for the EEB 

team in 

developing 

resources 

Allocating time to develop resources has been 

a key challenge for the EEB team over the life 

of the Program. In an attempt to free-up time 

for the team to focus on program 

management, professional services providers 

were contracted to develop a number of 

technical resources on behalf of OEH. An 

unexpected challenge with this partnership 

approach has been the time required. 

One would assume that the 

contractor…would have pretty good 

insight into what would work with a 

certain group of people considering 

that is who they work with on a day 

to day basis, but that hasn’t been the 

case and we’re having to do a lot of 

work on our end. (Internal OEH 

stakeholder) 

Website 

design  

The website is challenging for visitors to 

navigate, creating a barrier to attracting new 

businesses to the Program and in sharing 

EEB resources. Specific challenges include 

finding information on the level of support 

available, a lack of clear distinction between 

the Energy Saver Program and other 

programs (such as Sustainability Advantage 

and NABERS) and the recent rebranding to 

‘Action Matters for Business’ which is not 

easily identifiable as energy-savings-related 

content. 

For a long time it was quite difficult 

on the website to even find where 

our programs sat, it was convoluted 

and not intuitive at all...so they fixed 

that up a little bit…but even then, 

some of the content…it’s not quite 

clear unless somebody calls you 

up…I would always think of myself…I 

[would] want to know exactly how 

much money was available for me to 

access. (Internal OEH stakeholder) 
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Feature Issues Examples 

Weaknesses 

Lack of website 

cross-promotion 

a missed 

opportunity 

As discussed in Section 3, a missed 

opportunity has been leveraging some 

partnerships with industry associations and 

peak bodies to further promote the Program. 

This includes, specifically, the missed 

opportunity for cross-promotion of the OEH 

website via links on the websites of other 

organisations. 

For example: The Australian 

Institute of Refrigeration, Air 

Conditioning and Heating 

(AIRAH) has an MOU with OEH. 

The AIRAH website provides a link 

to the OEH home page on its 

‘Government’ page, but no 

information is provided to profile 

the Program.  

Lack of a media 

and 

communications 

strategy a 

missed 

opportunity 

The lack of a clear media and 

communications strategy for the EEB team, 

linking back to the intended outcomes of the 

Program, has meant communications 

activities have not been prioritised or planned 

as effectively as possible. In the context of a 

Program where there is a plethora of technical 

resources to promote on top of general 

program promotion, this represents a missed 

opportunity to communicate in a more 

strategic and streamlined way which meets 

Program objectives. 

Key objectives are really 

important…also selecting what 

resources we want to promote 

because we have so many…I think 

we get a bit lost…and it’s probably 

better…picking out key ones and 

going ‘what’s our communications 

strategy?’. (Internal OEH 

stakeholder) 

Resourcing 

constraints a 

barrier 

Although the EEB team has benefitted from 

having internal communications staff, 

resourcing constraints have meant rolling 

content creation and communication/ 

dissemination roles into a single resource, 

reducing communications capacity.  

When you create a movie…[you] 

work with Disney…because they 

have the distribution network, not 

because they make the best 

movies. It’s the same here. I think 

we need to find people that work in 

this space and can breach the 

market better than we can. 

(Internal OEH stakeholder) 

Centralised 

media function 

The centralised media function at OEH 

presented a significant barrier to effectively 

promoting the Program, especially via 

mainstream media. The EEB team was not 

able to communicate directly with media, the 

approval process at OEH was lengthy, and 

Public Affairs would only approve limited 

content. This risk averse culture reportedly 

stifled opportunities for dynamic, real-time 

communications about the Program. 

I think they thought that hiring a 

freelance journalist to write the story 

would be too risky…so basically 

their main way of promoting [The 

Program]…is through generic case 

studies [on the website]. (Internal 

OEH stakeholder) 

It’s high disruption…things are 

changing fast, so if we want to stay 

relevant we have to be more 

creative about getting our learnings 

out faster. (Internal OEH 

stakeholder) 

Ministerial 

turnover 

Over the lifetime of the Energy Saver 

Program there have been four changes of 

Minister. This has reportedly been a challenge 

for the provision of continued political support 

and public promotion of the Program via 

ministerial media releases, appearances at 

events, and other forms of exposure. 

We’ve had Ministers launch three of 

the guides, it’s well received, 

businesses like to hear from the top. 

But they can be hard to engage. 

(Internal OEH stakeholder) 
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6.4. REACH OF RESOURCES, EVENTS AND MEDIA  
Without benchmarks to compare to, or total numbers of participating businesses, it is difficult to interpret the 
data. The Energy Saver main page received 15,513 views between 2014 and 2017. The most visited sub-
pages were the Energy Saver training pages (where businesses sign up for training courses) (12,888 views), 
the Lighting pages (6,121 views) and the Funding for gas efficiency page (4,998) (se). The popularity of the 
Lighting pages is not surprising given the mainstream popularity of lighting upgrades. 

Figure 18 – Website page views 2014-17 

 
Base n=64,995 

The most popular resource has been the Lighting Guide, with over 1,200 downloads between 2014 and 
2017, followed by the HVAC Guide with 992 downloads during the same period (see Figure 19). While the 
Lighting Guide has been available for a longer period of time than other guides (it was produced in 2012 and 
updated in 2014), its popularity is likely to be associated with the normalisation of lighting upgrades in recent 
years, and the decision by OEH to stop providing technical support in this area – meaning more businesses 
would be looking to manage lighting internally with the aid of free online resources. 

Figure 19 – Resource downloads 2014-17 
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6.5. SUMMARY AND IMPLICATIONS 
Summary 

The events run by the EEB team were effective in developing a community of practice around energy 

management and in profiling and promoting the Program. Stakeholders were very satisfied with the most 

recent EPIA conference as a way to learn and share new content, and to connect with peers and clients.  

The resources available on the website were considered by stakeholders to be of a high-quality and 

were varied enough to cater to businesses at different stages of energy management. However, 

allocating time to develop the resources has been a key challenge for the EEB team. While involving 

professional services providers to produce the resources has contributed to communications capacity-

building within these organisations, it has not relieved pressure on the EEB team (as intended) due to 

the amount of support required to progress the resources. There was also a mismatch between the 

quality of resources and the level of sophistication in promoting and disseminating them. 

Program promotion in general faced a number of challenges. These included the lack of a media and 

communications strategy for the Program to drive the approach, limited internal (EEB) communications 

resources, a risk-averse centralised OEH communications function limiting the ability of the EEB team to 

communicate regularly and via mainstream channels, confusing website design, underdeveloped 

partnerships with industry associations and peak bodies meaning a lack of website cross-promotion, and 

a high changeover of Ministers. 

Implications for future implementation of programs 

Greater consideration should be given to media and communications via the development of a strategy 

for promotion of the Energy Saver Program. This strategy should align with and respond to intended 

outcomes for the Program, as outlined in the program logic. 

The EEB team should continue to facilitate events which profile and promote the Program, and should 

use the development of a strategy to decide how best to overcome the challenges outlined above. 

Consideration should be given to the continued value of developing lengthy and detailed resources, as 

opposed to shorter content. 
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7. SUMMARY OF PROGRAM OUTCOMES 
7.1. ENERGY SAVER PROGRAM OUTCOMES 
The following table is based on the Energy Saver Program Evaluation Framework. It considers evidence from the evaluation against relevant intended outcomes.  

Table 10 – Emerging evidence against key evaluation questions 

Logic statements Key evaluation questions Findings Domain/s 

Foundational activities 

Business Advisor and 

Future Directions 

research 

Was the research conducted? 

To what extent were the 

appropriate research questions 

included? 

To what extent did the research 

influence program design? 

Both the Business Advisor and Future Directions research was 

undertaken and heavily influenced program design and 

implementation. The Business Advisor research informed the 

development of the partnership approach with both professional 

services providers and industry associations & peak bodies, while 

the Future Directions research was critical in informing the targeted 

sectors. Both the partnership approach and identification of target 

sectors were assessed as key strengths of the Program. 

Appropriateness 

Process 

Professional Services 

Panel Management / 

LMS / Database 

Were these mechanisms 

established? 

How effective were they? 

What were the key enablers and 

barriers? 

The PSP and LMS were established and proved highly effective 

mechanisms in program delivery. Specifically, the PSP enabled 

partners to undertake the bulk of business development, bringing 

the majority of participants into the Program and delivering services. 

Furthermore, the PSP was effective in developing relationships 

given the significant revenue opportunities for partners on the PSP. 

There is some evidence these relationships were deepened with 

existing partners only, excluding the majority of providers.  

A series of program databases to support program implementation 

were developed. These databases were primarily focused on 

program delivery, with a lack of focus on tracking of outcomes. 

There has been a lack of dedicated data infrastructure design to 

ensure consistency and robust collection of process and outcomes 

data.  

Partnerships 

Appropriateness 

Process 

 



 

 
EVALUATION OF THE ENERGY SAVER PROGRAM 

 
SUMMARY OF PROGRAM OUTCOMES 59 

 

  

Logic statements Key evaluation questions Findings Domain/s 

Influence activities 

EEB commissions 

technical training materials 

and makes them available 

(Blended Learning) 

Have technical training materials 

been commissioned and made 

available? 

Who accessed the materials? 

Were the materials effective?  

What were the key enablers and 

barriers? 

Technical training materials were developed in partnership with 

professional services providers to a very high-quality and provided to 

training participants. A total of 87% of training post-survey 

participants either strongly agreed or agreed training materials were 

useful (n=46). Furthermore, the materials were effective in 

supporting the learning outcomes of improving energy efficiency 

knowledge and confidence to undertake energy management 

projects.  

Process 

Reach 

EEB organises engineers 

to provide technical 

support to specific 

businesses (including 

energy audits and post-

training support) 

To what extent did engineers 

provide technical support to 

businesses? 

Who accessed the support? 

Was the support effective?  

What were the key enablers and 

barriers? 

• Professional services providers were engaged to deliver audits, 

technical support (including post-training support) and M&V to 

targeted NSW businesses. The amount of technical support provided 

exhausted the program budget.  

• In terms of those who accessed support, data provided suggests 

55% were located in Sydney, while 45% were in regional or rural 

areas. One quarter of those accessing audits, M&V and technical 

support were in the manufacturing sector (a key target sector), with 

12% from public administration and safety, and a further 12% from 

the accommodation and food services sector (also a key target 

sector).  

Technical support was effective in facilitating the work of those 

advocating for energy efficiency within businesses, thanks to 

evidence contained in outputs. 

Partnerships 

Process 

Reach 
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Logic statements Key evaluation questions • Findings Domain/s 

Influence activities 

EEB commissions and 

distributes information 

resources (tools, case 

studies & technology 

guides) 

Were information resources 

commissioned and distributed? 

Who accessed the resources? 

Were the resources effective?  

What were the key enablers and 

barriers? 

• Information resources were developed in collaboration with delivery 

partners, including the development of guides, case studies and 

other tools.  

• Among those who access these resources, they were reviewed as 

high-quality and were diverse enough to cater to a range of targeted 

businesses.  

• There were significant challenges associated with promoting the 

resources available. These are detailed at Section 6. 

• Allocating time to develop resources was also identified as a key 

challenge among the EEB team.  

Process 

Reach 

EEB collects verified 

savings data from 

participating businesses 

To what extent was the data 

collected? 

To what extent was the data 

accessible, useable and 

informative? 

What were the key enablers and 

barriers? 

How did data collection impact the 

M&V services market and the ESS? 

• The collection and aggregation of verified savings data from 

participating businesses has been challenging. While data on all 

audits, M&V and technical support projects was collected. The 

extent to which this data was verified is limited. 

• The barriers include the time-lag between committing to a project, 

undertaking a project and receiving evidence of savings, the lack of 

mandatory requirement to report savings and skills gaps and 

capacity among businesses in collecting and reporting data. 

• While the Energy Saver Program has helped develop the M&V 

market, these barriers associated with data collection have 

reportedly hindered uptake of the ESS. 

Process 

OEH understands the 

needs and opportunities 

for the specific targeted 

industry association 

To what extent did OEH understand 

the needs and opportunities for the 

specific targeted industry 

associations? 

To what extent did this influence 

program materials and design? 

The EEB team evolved their approach to engaging with industry 

associations as the Program progressed. A shift towards a more 

collaborative approach, engaging senior leadership to fully explore 

areas of mutual benefit supported strong partnership outcomes and 

influenced program design.  

Partnerships 

Process 
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Logic statements Key evaluation questions Findings Domain/s 

Influence activities 

EEB holds events  

(such as EPIA) in 

conjunction with industry 

Were events successfully held in 

conjunction with industry? 

What were the enablers and 

barriers? 

Some Energy Saver Program events were either co-delivered with 

industry or featured industry partners, and in general events were 

reviewed as high-quality by attendees. However, there was further 

opportunity to work closely to deliver more events in partnership 

with industry. 

Time constraints and a lack of clarity around partnership 

expectations contributed to this unrealised opportunity.  

Partnerships 

Process 

EEB team promote EE 

and its offering through 

editorial PR 

To what extent was EE promoted 

through editorial PR? 

What were the enablers and 

barriers? 

Editorial PR coverage felt short of expectations. This was due 

mainly to the constraints outlined at Section 6. Some coverage in 

trade-specific publications was achieved, as was a small number of 

mainstream TV spots.  

Partnerships 

Process 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

Agreements with IAs & 

peak bodies align course 

content with industry 

needs, and IAs & peak 

bodies facilitate delivery 

on behalf of OEH 

To what extent was course content 

aligned with industry needs? 

To what extent did agreements with 

IAs and peak bodies facilitate 

delivery on behalf of OEH? 

What were the enablers and 

barriers? 

There is evidence that partnerships with industry associations and 

peak bodies heavily influenced the development of training course 

content, based on consultations with partners and based on 

participant review of content. Overall 85% of training post-survey 

respondents (n=46) either strongly agreed or agreed that course 

content was relevant. 

Partnerships with industry associations and peak bodies were 

successful in facilitating delivery, that is in communicating the 

offering to their members. However, recruitment was a key 

challenge highlighted by the program team, and there was scope to 

clarify expectations regarding recruitment with delivery partners.  

Partnerships 

Appropriateness 

Process 

Appropriate people from 

NSW businesses attend 

courses that include 

energy management 

What was the profile of attendees 

from NSW businesses at courses? 

What were the enablers and 

barriers to accessing the right 

people? 

The EEB team reported training met expectations with regard to 

reaching a broad cross-section of sectors and roles, with the 

exception of some finance roles.  

While training attendance and reach was successful, this was 

highlighted by the program team as an ongoing challenge, with an 

opportunity to improve clarity regarding the roles and 

responsibilities for recruitment among partners.  

Appropriateness 

Process 

NSW businesses access 

OEH resources and 

services 

What was the take up and use of 

OEH resources and services? 

What were the enablers and 

barriers? 

Challenges regarding promotion of resources are outlined above, 

and it is difficult to assess the strength of take-up of resources 

among NSW businesses in the absence of baseline data.  The top 

three most popular resources included the Lighting Guide, HVAC 

Guide and the Lighting Factsheet. This was also reflected in the 

website traffic, with the lighting and HVAC pages among the most 

visited.  

Efficiency 

Reach 

Process 

NSW businesses see that 

others in their industry are 

taking action and OEH 

showcases good practice 

What was the take up of OEH case 

studies? 

To what extent did these case 

studies influence business 

decision-making? 

Participating businesses reported case studies were a useful 

approach in demonstrating energy management opportunities. In 

particular, the presentation of case studies at training and events 

was reported as very useful. As outlined at section 6.2, there were a 

number of barriers in accessing materials online and this is reflected 

in the case study website page views.  

Partnerships 

Process 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

Targeted business 

advisors are aware of 

energy efficiency 

technologies and trends 

To what extent are business 

advisors aware of EE technology 

and trends? 

To what extent does awareness 

influence decision-making? 

Professional services providers did not report specifically that 

resources raised their awareness of energy efficiency technology 

and trend. However, the overall relationship and engagement with 

the Energy Saver Program, including development of materials and 

training, service delivery and overall relationship building, was 

highly successful in improving awareness and influencing decision-

making among these providers.  The evaluation did not focus on 

business advisors beyond professional services providers.  

Partnerships 

Reach 

Process 

Delivery of M&V projects 

supports uptake of 

PIAM&V accreditations by 

energy consultants 

To what extent did M&V support 

uptake of PIAM&V accreditations? 

What were the enablers and 

barriers? 

The Energy Saver Program has contributed significantly to the M&V 

market and knowledge of the ESS among professional services 

providers and participants. Among professional services providers 

the M&V training has reportedly expanded the scope of services 

offered, and the take-up of M&V projects is evidence of the creation 

of this market.  

For some professional services providers, the data requirements 

associated with M&V projects remain a barrier, preventing them 

acquiring ACP status.  

Partnerships 

Efficiency 

Process 

EEB and IAs work in a 

partnership, supported by 

MOU 

Were MOUs with IAs established? 

What were the enablers and 

barriers? 

The EEB team successfully secured 12 MOUs with industry 

associations and peak bodies. The process to agreement was 

reportedly relatively smooth, although the underdeveloped nature of 

some of these partnerships indicates there is scope to better 

articulate the objectives, responsibilities and expectations of 

partnerships in more detail.  

Partnerships 

Reach 

IAs attend events and see 

the benefits of EE for their 

industry / members 

What was the IA attendee profile at 

events? 

To what extent did events influence 

decision-making? 

There are no event attendee records to confirm the overall reach of 

events to industry association partners. However, the industry 

associations consulted reported events to be useful for members.  

Partnerships 

Reach 

Process 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

The Minister for the 

Environment is more 

engaged & is a guest 

speaker at events 

How many events did the Minister 

speak at? 

How many relevant press releases 

did the Minister publish? 

Over the life of the Program, there were four changes of Minister, 

which was a challenge for consistent promotion and support of the 

Program at this level. The Minister did speak at the most recent 

EPIA which was reportedly well received by attendees. 

There are no records of the number of relevant press releases 

published by the Minister.  

Partnerships 

Process 

Journalists from target 

publications pick up the 

editorials and use them 

How many articles by journalists 

from target publications referencing 

OEH editorials have been 

published? 

As outlined above, the extent of editorial coverage was limited, and 

as such the mainstream media coverage was also very limited.  

Partnerships 

Process 

Our courses/modules are 

more mainstream and 

business professionals 

see them as valuable 

Are courses/modules considered 

the ‘go to’ in the industry? 

Do business professionals see 

courses/modules as valuable? 

Targeted NSW businesses rated the Energy Saver Program’s 

training content very highly, noting the training was engaging, 

relevant and useful in informing energy efficiency project planning. 

Participating businesses noted the training is considered particularly 

credible given the government sponsor and independence from 

products or services.  

The training is considered a ‘go-to’ in the industry, in addition to 

specific industry sources including those targeted at engineering 

and construction firms and the health and aged care sector.  

Effectiveness 

Appropriateness 

NSW businesses 

understand energy 

savings opportunities for 

their organisation 

To what extent did targeted NSW 

businesses gain a better 

understanding of energy savings 

opportunities for their organisation 

as a result of the Program? 

What were the enablers and 

barriers? 

Technical support was highly effective in driving an improved 

understanding of energy savings opportunities within participating 

business organisations. The opportunity to undertake post-training 

support allowed businesses to take new knowledge gained via the 

training and apply it to their own business with the guidance and 

assistance of experts. Businesses who received technical support in 

the form of audits, M&V projects or other technical support reported 

the professional services providers were knowledgeable and 

effective in raising their awareness and confidence regarding 

energy efficiency within their organisations. 

Effectiveness 

Appropriateness 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

NSW businesses are 

confident in their 

expertise/knowledge and 

motivated to take action 

on EE 

To what extent did targeted NSW 

businesses become more confident 

in their expertise/knowledge as a 

result of the Program? 

What were the enablers and 

barriers? 

Training post-survey respondents (n=46) reported their confidence 

regarding identifying energy efficiency opportunities and in relation 

to communicating these opportunities increased as a result of 

training, and post-training support participants echoed this. 

The greatest leaps in confidence among targeted NSW businesses 

occurred when businesses secured the evidence base for real or 

projected savings in the form of a business case or other report.  

Critically, this evidence base provided a strong platform for 

engaging with senior decision-makers.  

Effectiveness 

Appropriateness 

Targeted business 

advisors promote the 

energy efficiency value 

proposition (including 

proactively disseminate 

energy advice) and 

facilitate the 

implementation of energy 

projects 

In what ways did the Program 

encourage business advisors to 

promote the energy efficiency value 

proposition and facilitate the 

implementation of energy projects? 

What were the enablers and 

barriers? 

The financial incentive associated with program participation for 

both targeted NSW businesses and professional services providers 

(in the form of revenue) drove business advisors to promote the 

Energy Saver Program. Reportedly, between 80% and 90% of the 

Program’s services were channelled through these providers.  

Effectiveness 

Appropriateness 

Targeted business 

advisors work with 

targeted NSW industries 

to further promote energy 

management and improve 

IAs understanding of best 

practice management 

In what ways did the Program 

encourage targeted business 

advisors to work with targeted NSW 

industries to further promote energy 

management? 

What are the enablers and 

barriers? 

There is some evidence of collaborations between industry 

associations and professional services providers in developing 

training and other materials – mediated by the EEB team – although 

there is limited evidence of industry association partners and 

professional services providers working together directly. There is 

also no evidence this lack of direct collaboration hindered program 

outcomes. It is possible facilitating direct collaboration may have 

been more efficient, although this has not been explored in depth. 

Effectiveness 

Appropriateness 

Reach 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

IAs communicate the 

benefits of energy 

management to their 

members, prioritise 

energy management as a 

key issue for action, and 

convince members to 

take action on energy 

management 

To what extent did IAs 

communicate the benefits of energy 

management to their members as a 

result of the Program? 

In what ways did IAs adopt 

appropriate approaches and 

activities to promote EE in their 

industry as a result of the Program? 

What were the enablers and 

barriers? 

The extent to which industry associations communicated the 

benefits of energy efficiency to their members and encouraged 

prioritisation of the issue ranged across the 12 partnerships. While 

some partners reported a very close collaboration in developing 

training and other materials to drive action and secure commitment 

from members to participate in energy efficiency projects, other 

partnerships were more shallow, for example including information 

in their member newsletter.  

Effectiveness 

Appropriateness 

The Minister promotes EE 

and target publications 

cover events 

Did the Minister promote EE as a 

result of the Program? 

Did target publications cover the 

Program’s events? 

What was the reach of these 

communications? 

What were the enablers and 

barriers? 

See above. Effectiveness 

Appropriateness 

Journalists and targeted 

media are writing articles 

on EE for business 

Did journalists and targeted media 

write articles on EE for business as 

a result of the Program? 

What was the reach of these 

communications? 

What were the enablers and 

barriers? 

See above. Effectiveness 

Appropriateness 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

More media coverage in 

target publications of 

energy and its importance 

to business 

To what extent did the Program 

promote more media coverage in 

target publications of energy and its 

importance to business? 

What were the enablers and 

barriers? 

See above. Effectiveness 

Appropriateness 

Businesses are more 

aware of energy efficiency 

To what extent did the Program 

increase awareness of energy 

efficiency among businesses?  

To what extent did increased 

awareness drive behaviours? 

What were the enablers and 

barriers? 

The evidence clearly indicates businesses who have participated in 

the Energy Saver Program are more aware of energy efficiency. 

However, due to the limitations of the program database and the 

availability of data profiling SMEs in NSW, it is impossible to 

determine the number of participating businesses, or the proportion 

of the NSW business sector who have participated.  

Effectiveness 

Appropriateness 

Businesses investigate 

ways to improve their 

energy efficiency 

In what ways did the Program 

encourage businesses to 

investigate ways to improve their 

energy efficiency? 

What were the enablers and 

barriers? 

There is strong evidence the program design encourages 

businesses who have raised their awareness either via training, 

events or resources are motivated to investigate applying these 

learnings within their organisation. Due to program data limitations, 

the interactive effect of the various areas of program activity cannot 

be identified or measured.  

The program design itself also strongly encourages investigation 

through its audits, M&V, technical and post-training support offers. 

Effectiveness 

Appropriateness 
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Logic statements Key evaluation questions Findings Domain/s 

Immediate outcomes 

Targeted NSW 

businesses take action on 

EE management 

In what ways did the Program 

encourage targeted NSW 

businesses to take action on EE 

management? 

What were the enablers and 

barriers? 

To what extent were the three 

pillars the most appropriate 

intervention to encourage targeted 

NSW businesses to take action on 

energy efficiency management and 

did they have a compounding or 

interactive effect? 

The majority of participants consulted who had received technical 

support in the form of audits, M&V other support had progressed 

from investigation of energy efficiency opportunities to taking action 

on these opportunities. The evidence base in the form of audits, 

business cases and other support provided these businesses with 

the confidence to proceed with action. The minority who did not 

progress were stalled due to the upfront capital expenditure 

requirements. 

A total of 69% of training course attendees in follow-up research 

indicated they had either completed or were in progress with energy 

management projects in the areas the training sought to address.  

Another 11% indicated projects were not commenced yet although 

were likely to, and only 10% noted projects were unlikely to 

happen.18 

The three areas of program activity were the most appropriate 

mechanism to drive intended outcomes within the policy constraints 

at the time of program design. Some stakeholders note the potential 

for regulation to drive the same outcomes for efficiency.  

There is scope to further supplement the existing program design 

with follow-up implementation support (such as dedicated telephone 

consultation time), and assisting businesses to connect with 

financing opportunities for capital works if and when available. 

Effectiveness 

Appropriateness 

 

  

                                                      

18 These results are drawn from the AMR report produced in 2017 ‘EEB Training Participant Follow-up’, p 25. 
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Logic statements Key evaluation questions Findings Domain/s 

Longer term outcomes 

Targeted NSW 

businesses manage 

energy more productively 

Has energy productivity increased 

among targeted NSW businesses? 

Based on consultation with participating businesses, all who 

progressed to taking action on energy efficiency had either seen 

gains or felt confident they would see gains in energy productivity (if 

still implementing projects or collating consumption/billing data). 

However, program data limitations mean it is impossible to fully 

quantify these productivity gains.  

Effectiveness 

Targeted NSW 

businesses reduce their 

energy consumption 

Has energy consumption 

decreased among targeted NSW 

businesses?  

To what extent did the program 

partnerships influence this 

outcome? 

As above, the program data limitations have meant it is impossible 

to fully quantify the energy consumption reductions attributed to 

the program. The EEAP Cost Benefit Analysis will assist to further 

inform this outcome. 

Program partnerships were critical in driving take-up of the Energy 

Saver Program, implementation of energy efficiency projects and 

associated consumption reductions. 

 

Effectiveness 

Partnerships 

Business advisors 

(including industry 

associations) work to 

improve energy efficiency 

policy, programs and 

standards in NSW (and 

across Australia) 

To what extent did the Program 

encourage business advisors 

(including IAs) to work to improve 

EE policy, programs and 

standards in NSW (and across 

Australia)? 

What were the enablers and 

barriers? 

Delivery partners, including industry associations, did work to 

improve energy efficiency programs and standards in NSW. This 

is evidenced by the significant collaboration on training, materials 

and events, as well as the setting of a new industry standard for 

auditing. There is also some evidence of this impact extending 

into other jurisdictions via the national footprint of some delivery 

partners.  

To date, there is no evidence of delivery partners taking up a 

policy improvement or advocacy role based on their engagement 

in the Energy Saver Program.  

Partnerships 
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7.2. EEAP OUTCOMES 
The following table is based on the EEAP outcomes the Energy Saver Program is designed to deliver against – considering evidence from the evaluation against 
these goals. Fully  

Table 11 – Evidence against key EEAP outcomes 

EEAP action Findings 

Action 17 – Accelerate 

the uptake of energy 

efficiency in priority 

sectors and 

technologies  

Based on the outcomes above, there is strong evidence the Energy Saver Program has accelerated the uptake of energy 

efficiency investigation and action via projects in priority sectors and technologies. While it is impossible to fully quantify the 

energy productivity gains and consumption reduction associated with this acceleration, the majority of participants consulted that 

had progressed to taking action had either attained evidence of savings or were confident they would realise savings (if still 

implementing) and there was a strong degree of predictability between anticipated and actual costs and savings where data was 

recorded.  

Action 18 – Offer hands-

on training for site 

managers to help them 

apply best practice 

maintenance plans   

& 

Action 19 – Provide 

energy efficiency basics 

training and information 

resources to general 

business advisors 

 

Since the EEAP was drafted, Action 18 has expanded from ‘site managers’ to include a broader range of roles within the business 

sector. From the program data, it is difficult to identify the attendance among targeted businesses compared to general business 

advisors.   

A total of 137 courses were delivered, to 1,855 participants across the life of the program.  Courses were consistently rated as 

very high quality and actionable among attendees. A small number of pre- and post-training surveys  (n=46) indicated a total of 

87% of training participants who responded either strongly agreed or agreed they had improved their knowledge of energy 

efficiency as a result of the course. Before training, a total of 48% of survey respondents indicated they either strongly agreed or 

agreed they were ‘confident in identifying energy efficiency opportunities within their organisation’, compared to 80% following the 

training. 63% of survey participants indicated they were ‘confident in communicating the value of energy efficiency projects in their 

organisation’, this also increased to 80% following the course.  

In follow up research, the evaluation of the training offer conducted by AMR in 2017 revealed 69% of course attendees indicated 

they had either completed or were in progress with energy management projects in the areas the training sought to address.  

Another 11% indicated projects were not commenced yet although were likely to, and only 10% noted projects were unlikely to 

happen.  

Action 21 – Build a 

digital platform to 

enable businesses to 

share data on energy 

savings 

The Action Matters for Business website was developed to offer a wide range of tools, guides and case studies to targeted NSW 

businesses. Businesses who accessed these resources reported them as useful and relevant. However, there was scope for 

significant improvement to the website design for ease of use and access, external promotion of the website and its resources. 
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8. CONCLUSIONS AND RECOMMENDATIONS 
This section presents an overview of key recommendations for the EEB team to enhance and inform the 
delivery of the revised program beyond 2017. 

8.1. RECOMMENDATIONS FOR FUTURE IMPLEMENTATION OF PROGRAMS 
The next iteration of energy efficiency programs for NSW businesses is currently in the final stages of 
approval. The revised program design will maintain a focus on delivering training and technical support to a 
broad range of business sizes and sectors, although it may also incorporate energy management planning 
support for very large energy consumers. With this in mind, the following section of key recommendations 
focuses this next stage of program implementation.  

KEY RECOMMENDATIONS 
Area of 
Program 
Activity 

Recommendation 

Data 

management 

system 

At present, the Energy Saver Program’s databases are not of a sufficient standard to 

present strong and complete quantitative evidence for the achievement of program 

outcomes. There are gaps and data quality issues when seeking to verify qualitative 

evaluation evidence with program data. A focus for the EEB team should be addressing the 

lack of data infrastructure, both in terms of the clarity and completeness of data, the 

processes required to update data (many of which are manual and therefore prone to error 

or non-compliance) and the requirements of program participants to provide evidence of 

energy management outcomes.  

Professional 

services 

panel 

The professional services panel has been highly effective in delivering the Energy Saver 

Program at scale, delivering high-quality training and technical support to targeted NSW 

businesses. There is an opportunity to consider the optimum settings for the panel moving 

forward. These settings include the number of providers, the requirements for acceptance, 

including whether different levels of panel membership might be appropriate according to 

skill-level and experience, and the on-boarding processes for successful providers to make 

most efficient use of EEB resources.  

Partnership 

approach 

The partnership approach adopted by the EEB team has been critical to success for the 

Energy Saver Program. However some partnership opportunities remain unrealised. 

Drawing on the learnings from the recent OEH-wide Partnership Evaluation, the EEB team 

should establish their own guide (or collaborate with other OEH teams to ensure an aligned 

approach). This guide could develop a coherent approach, sharing EEB's experience and 

expertise, and leveraging other team's expertise (e.g. Sustainability Advantage) for fully 

leveraging partnerships including the initial engagement approach, content and 

customisation of agreements and establishing a benchmark and measurement approach for 

ongoing ‘health-checks’ of partnerships.  

Authorising 

environment  

A small number of intended program outcomes related to program marketing and 

communications were not achieved due to internal barriers at OEH. Before confirming the 

program logic for the next iteration of the project, engagement with all OEH functions who 

influence the Program’s authorising environment should be undertaken to ensure the 

feasibility of intended outcomes. The development of a communications strategy for the 

Program would also assist in ensuring communications activities are prioritised and aligned 

to program outcomes. 

Internal 

capacity-

building  

The EEB team has developed very strong capabilities regarding some areas of program 

delivery, specifically implementing market-based mechanisms and developing and delivering 

blended approaches to training and follow-up support. There is an opportunity to share these 

learnings with relevant OEH to develop capacity in other program delivery areas.  
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DISCLAIMER 
This report is dated 30 November 2017 and incorporates information and events up to that date only and 
excludes any information arising, or event occurring, after that date which may affect the validity of Urbis Pty 
Ltd’s (Urbis) opinion in this report.  Urbis prepared this report on the instructions, and for the benefit only, of 
NSW Office of Environment and Heritage (Instructing Party) for the purpose of Evaluation (Purpose) and not 
for any other purpose or use. To the extent permitted by applicable law, Urbis expressly disclaims all liability, 
whether direct or indirect, to the Instructing Party which relies or purports to rely on this report for any purpose 
other than the Purpose, and to any other person which relies or purports to rely on this report for any purpose 
whatsoever (including the Purpose). 

In preparing this report, Urbis was required to make judgements which may be affected by unforeseen future 
events, the likelihood and effects of which are not capable of precise assessment. 

All surveys, forecasts, projections and recommendations contained in or associated with this report are made 
in good faith and on the basis of information supplied to Urbis at the date of this report, and upon which Urbis 
relied. Achievement of the projections and budgets set out in this report will depend, among other things, on 
the actions of others over which Urbis has no control. 

In preparing this report, Urbis may rely on or refer to documents in a language other than English, which Urbis 
may arrange to be translated. Urbis is not responsible for the accuracy or completeness of such translations 
and disclaims any liability for any statement or opinion made in this report being inaccurate or incomplete 
arising from such translations. 

Whilst Urbis has made all reasonable inquiries it believes necessary in preparing this report, it is not 
responsible for determining the completeness or accuracy of information provided to it. Urbis (including its 
officers and personnel) is not liable for any errors or omissions, including in information provided by the 
Instructing Party or another person or upon which Urbis relies, provided that such errors or omissions are not 
made by Urbis recklessly or in bad faith. 

This report has been prepared with due care and diligence by Urbis and the statements and opinions given by 
Urbis in this report are given in good faith and in the reasonable belief that they are correct and not misleading, 
subject to the limitations above. 
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EVALUATION OF THE ENERGY EFFICIENT BUSINESS (EEB) PROGRAM 

DISCUSSION GUIDE – OEH INTERNAL STAKEHOLDERS 
 

Introduction 

Urbis has been commissioned by the NSW Office of Environment and Heritage (OEH) to undertake an 
independent evaluation of the Energy Saver Program.  

As part of the evaluation we are undertaking around 40 interviews with a range of internal OEH 
stakeholders, program participants, program partners and non-participants. The purpose of the 
interviews is to understand your perspectives on the Program, including what has been achieved to 
date, and what have been the barriers and enablers to success. Your feedback will inform future 
Program design, as well as the broader evaluation of the EEAP being undertaken internally. 

This interview will take around 45 minutes [60 minutes for group interviews]. The consultations are 
confidential. Nothing you say will be attributed to you in reporting unless we ask for your express 
permission.  

Do you have any questions before we start? 

Can I confirm that you consent to be recorded? 

[IMPORTANT: press record and ask stakeholder to state name, organisation and confirmation 
of consent] 

Questions – Overall 

1. To start, what is your role at OEH and what has been your involvement with the Energy Saver 
Program? 
 

2. A range of activities were undertaken in the development and establishment of the Program – 
including the conduct of research, establishment of the Professional Services Panel, the LMS, the 
database and development of a range of training and information resources. To what extent have 
these activities influenced program design and implementation?  
 

3. We understand the Energy Saver Program design has changed somewhat over time, with the 
most recent changes made when the EEAP was developed in mid-2013. The focus of our 
evaluation is only on the current program (i.e. since the time of the EEAP). Reflecting on the 
program as it is currently, what do you see as its key strengths and limitations? 

Questions – Training 

To start off we’d like to talk about the training pillar of the Program… 

4. Can you tell me about the different delivery models that were adopted? 
 

5. Did training attendance meet your expectations in terms of: 
a. Numbers? 
b. Range of businesses? 
c. Right people within each business? 

 
6. What were the critical success factors and challenges to driving attendance and engagement? 
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7. To what extent did partnerships with industry associations and peak bodies impact: 
a. Training delivery (i.e. tailoring content to industry needs)? 
b. Training attendance (i.e. increasing attendance numbers through promotion among 

members or delivery of training on behalf of OEH)? 

Questions – Technical Support 

Now focusing on the technical support pillar… 

Energy audits and post-training support 

8. How effective was the EE Professional Services Panel at: 
a. Recruiting participants? 
b. Delivering services? 
c. Developing working relationships? 
d. Disseminating key messages? 

 
9. What was the process for organising engineers to provide audits/post-training support/M&V? What 

kind of support was provided?  
 

10. What were the key barriers and enablers to establishing and developing relationships using the 
panel? Can you think of an alternative mechanism that may have been more effective? 

Measurement and verification 

11. What was the process for collecting verified savings data from participating businesses? How 
easy or hard was this to achieve for all program participants?   
 

12. To what extent was the data accessible, useable and informative? 
 

13. Did data collection support uptake of Project Impact Assessment M&V accreditations for the ESS? 
What were the barriers and enablers to uptake? What evidence do you have for this? 

 
14. Did data collection bring about any changes to the M&V services market more broadly? What 

evidence do you have for this? 

Resources on website 

15. Can you tell me about the kinds of resources available on the website?  

Prompt for: 
a. E-bulletins 
b. Case studies 
c. Industry/sector toolkits 
d. Industry/sector checklists 
e. M&V Operational Guide  
f. PIAM&V Tool Guide 

 
16. How easy or hard has it been to develop these materials? (Prompt for: making them user friendly) 

 
17. How easy or hard has it been to distribute the materials? 

Questions – Partnerships with IAs and Peak Bodies 

And now focusing on the Partnerships pillar… 

18. What was the process for establishing MOUs with industry associations and peak bodies? 
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19. Were your expectations met in terms of: 

a. Numbers? 
b. Range of industry associations and peak bodies that have signed?  
 

20. What were the enablers and barriers to signing MOUs with the intended number and range of 
partners? 
 

21. How has OEH attempted to understand the needs and opportunities for each industry association 
or peak body? How easy or hard has this been? Has it been successful?   

Questions – Events and Media 

And finally, in terms of events and media… 

22. What kinds of events were organised and how often were they run? What kinds of media 
coverage were achieved (press releases/editorial)? 
 

23. Were your expectations met in terms of: 
a. Numbers of events/editorials? 
b. Numbers of attendees? 
c. Range of attendees? 

 
24. Were events held in partnership with industry associations and peak bodies? What were the 

success factors and challenges to this partnership approach? 
 

25. To what extent did partnerships with journalists/publications drive media coverage? What were the 
success factors and challenges to this approach? 
 

26. To what extent did the Minister support these events? What impact did this have?   
 

27. How has the Program influenced media coverage of energy and its importance to business more 
broadly? 

Questions – Wrap-up 

And just a few final questions… 

28. To what extent are each of the three pillars (training, technical support, partnerships and events 
and media) the most appropriate way to encourage action on energy management? What are the 
alternatives and how might they have delivered different outcomes?   
 

29. What (if at all) has been the compounding or interactive effect of all the Program’s pillars on 
achieving outcomes? For example, are businesses engaged with one pillar more likely to engage 
with another? Or does a relationship with a Professional Services Provider from the panel 
strengthen the impact of attending training or accessing materials? 
 

30. To what extent has the partnership approach influenced EE policy, programs and standards? 
 

31. Is there anything you would do differently next time in terms of program design and 
implementation? 
 

32. Are there any other comments that you would like to make that are relevant to the evaluation? 

Thanks and close. 
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EVALUATION OF THE ENERGY EFFICIENT BUSINESS (EEB) PROGRAM 

DISCUSSION GUIDE – PROGRAM PARTNERS 
 

Introduction 

Urbis has been commissioned by the NSW Office of Environment and Heritage (OEH) to undertake an 
independent evaluation of the Energy Saver Program. [Partners may also know it as ‘Action Matters 
for Business’ or may reference the ‘Energy Efficient Business’ Team at OEH]. 

As part of the evaluation we are undertaking around 40 interviews with a range of stakeholders, 
including organisations who have partnered with OEH to deliver the Program. The purpose of the 
interviews is to understand your perspectives on the Program, so that OEH can improve its programs 
and service in future. 

This interview will take around 45 minutes [60 minutes for group interviews]. The consultations are 
confidential. Nothing you say will be attributed to you or your organisation in reporting unless we ask 
for your express permission.  

Do you have any questions before we start? 

Can I confirm that you consent to be recorded? 

[IMPORTANT: press record and ask stakeholder to state name, organisation and confirmation 
of consent] 

Questions – Overall 

1. To start, what is your role at [insert name of organisation]? 
 

2. What involvement have you had with the Energy Saver Program? [important to establish whether 
the stakeholder is an IA/peak body or a delivery partner] 
 

3. What is your overall impression of the Program? What are its strengths and weaknesses? 

Questions – Industry Associations and Peak Bodies ONLY 

4. To partner with OEH on this Program you signed an MOU. Can you tell me about this process? 
Were there any challenges? 
 

5. How effective was OEH at understanding your needs and the needs of your members? 

Training 

6. Were you involved in developing training in partnership with OEH? 
 
If yes, can you tell me about:  

a. What topics were covered?  
b. How relevant were these topics for your industry and members? 
c. What was the consultation process like? 
d. How could this collaborative process be improved? 

 
7. What (if anything) would you have done differently? 
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Events 

8. Did you partner with OEH to run any events?  
 
If yes: 

a. What kind of events? 
b. How easy or hard was it to run the events? 
c. What (if anything) would you have done differently? 
 

If no: 
d. Did you attend any events? 
e. How relevant were the events to you? How could they be improved?  

Promotion of the Program 

9. What (if any) opportunities have you had to promote the Energy Saver Program within your 
networks? 
 

10. Were there any challenges in promoting the Program? What would have made it easier? 

Questions – Delivery Partners ONLY 

11. To partner with OEH on this Program you applied to be on a Technical Services Panel. Can you 
tell me about the process you went through to get on the Panel? Were there any challenges? 
 

12. What engagement did you have with OEH throughout the process? 

Measurement and verification 

13. Did you provide measurement and verification services to businesses? 

If yes, can you tell me: 
a. What did the data collection process involve? 
b. How easy or hard was it dealing with businesses and OEH? What could have made the 

process easier? 
c. How has this changed the services you offer to the market (if at all?) 

Energy audits and post-training support 

14. Did you provide auditing/post training support services to businesses?  

If yes, can you tell me: 
a. What kinds of projects did you provide advice on?  
b. How easy or hard was it dealing with businesses and OEH? What could have made the 

process easier? 

Training 

15. Were you involved in delivering training in partnership with OEH? 
 
If yes, can you tell me about:  

a. What topics were covered?  
b. What was the delivery model (in person, online)? 
c. What were the training materials like? 
d. Did attendance meet your expectations? 

 
16. How easy or hard was it to deliver the training?  
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17. What (if anything) would you have done differently? 

Events 

18. Have you attended any events run by OEH? 
 

19. If yes, how relevant were the events to you? How could they be improved? 

Promotion of the Program 

20. What (if any) opportunities have you had to promote the Energy Saver Program within your 
networks? 
 

21. Were there any challenges in promoting the Program? What would have made it easier? 

Questions – Wrap-up 

And just a few final questions… 

22. What are some of the challenges you and your organisation have experienced in working with 
OEH and businesses? 
 

23. How (if at all) has the Program: 
a. [IAs and Peak Bodies ONLY] …influenced your understanding of energy efficiency 

opportunities within your industry sector?  
b. [Delivery Partners ONLY] …influenced your knowledge and expertise in energy 

efficiency? 
 

24. How (if at all) has the Program influenced your industry?  
 
Prompt for:  

a. greater understanding of energy management among businesses 
b. greater uptake of energy projects 
c. greater demand for technical services 

 
25. If you could design a program to help businesses manage energy more efficiently, how would you 

do things differently to the Energy Saver Program?  
 

26. Are there any other comments that you would like to make that are relevant to the evaluation? 

Thanks and close. 
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EVALUATION OF THE ENERGY EFFICIENT BUSINESS (EEB) PROGRAM 

DISCUSSION GUIDE – PROGRAM PARTICIPANTS 
 

Introduction 

Urbis has been commissioned by the NSW Office of Environment and Heritage (OEH) to undertake an 
independent evaluation of the Energy Saver Program. [Participants may also know it as ‘Action 
Matters for Business’]. 

As part of the evaluation we are undertaking around 40 interviews with a range of stakeholders, 
including people such as yourself who have taken part in the Program. The purpose of the interviews 
is to understand your perspectives on the Program, so that OEH can improve its programs and service 
in future. 

This interview will take around 45 minutes [60 minutes for group interviews]. The consultations are 
confidential. Nothing you say will be attributed to you or your organisation in reporting unless we ask 
for your express permission.  

Do you have any questions before we start? 

Can I confirm that you consent to be recorded? 

[IMPORTANT: press record and ask stakeholder to state name, organisation and confirmation 
of consent] 

Questions – Overall 

1. To start, what is your role at [insert name of organisation]? 
 

2. What involvement have you had with the Energy Saver Program? [important to establish which 
pillars of the Program the stakeholder has taken part in] 

 
3. How did you find out about the Program? [Prompt for: via OEH, IAs/peak bodies or a service 

provider] 
 

4. What is your overall impression of the Program? What are its strengths and weaknesses? 

Questions – Training 

5. Can you tell me about the training you attended?  
 
Prompt for: 

a. Topics covered 
b. Delivery model (in person, online) 
c. Quality of materials and trainers 

 
6. How relevant was the training to you? Did it meet your needs? Was there anything missing? 

 
7. How does the OEH training compare to other training available? [Prompt: is it the ‘go to’?] 

 
8. Has the training: 

a. Increased your understanding of energy savings opportunities? 
b. Increased your confidence to act on those energy savings opportunities? 
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9. How (if at all) has the training influenced decision making within your business?  

Questions – Energy audits and post-training support 

10. Can you tell me about the post-training support you received/energy audit that was undertaken? 

Prompt for: 
a. Types of projects you received support for 
b. Experience dealing with service provider  
c. Experience dealing with OEH case manager 

 
11. How relevant was the support provided? Was there anything missing? 

 
12. Has the post training support/audit: 

a. Increased your understanding of energy savings opportunities? 
b. Increased your confidence to act on those energy savings opportunities? 

 
13. How (if at all) did the post-training support/energy audit influenced decision making within your 

business? 

Questions – Measurement and verification 

14. Can you tell me about the process for providing measurement and verification data to OEH? 
 

15.  How easy or hard was it? What could have made the process easier? 
 

16. Has the M&V data collection process: 
a. Increased your understanding of energy savings opportunities? 
b. Increased your confidence to act on those energy savings opportunities? 
 

17. What was the value of verifying the energy savings of your project to your organisation? 
 

18. How (if at all) has the M&V process influenced decision making within your business? 
 

19. Have you taken part in the ESS (via Project Impact Assessment M&V accreditation or through 
certificates being created for your project)? If no, why not? 

Questions – Resources on website  

20. Have you accessed any technical resources on the OEH website?  

Prompt for: 
a. E-bulletins 
b. Case studies 
c. Industry/sector/technology toolkits 
d. Industry/sector/technology checklists 
e. M&V Operational Guide  
f. PIAM&V Tool Guide 

 
21. How useful were the resources? How could they be improved? 

 
22. How easy or hard were they to access? 

 
23. How do OEH resources compare to other resources available?  

 
Prompt for:  
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a. Do you see them as credible?  
b. Are they considered the ‘go to’ in the industry?  
c. Was the independence of the resources from product sales of importance to you? 
 

24. Have the resources: 
a. Increased your understanding of energy savings opportunities? 
b. Increased your confidence to act on those energy savings opportunities? 

 
25. How (if at all) have the resources influenced decision making within your business? 

Questions – Events 

26. Have you attended any events run by OEH? 
 

27. If yes, which ones? How relevant were the events to you? How could they be improved? 
 

28. Have the events: 
a. Increased your understanding of energy savings opportunities? 
b. Increased your confidence to act on those energy savings opportunities? 

[in the case of attendance at multiple events, clarify whether there is varying satisfaction with/ 
usefulness among events] 

29. And, how (if at all) have the events influenced decision making within your business? 

Questions – Wrap-up 

And just a few final questions… 

30. What are some of the challenges you and your organisation have experienced in trying to manage 
energy more efficiently?  
 

31. Have you seen any energy efficiency outcomes since taking part in the Program? [Prompt for: 
decrease consumption or increased productivity] 
 

32. If you could design a program to help businesses manage energy more efficiently, how would you 
do things differently to the Energy Saver Program?  
 

33. Are there any other comments that you would like to make that are relevant to the evaluation? 

Thanks and close. 
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EVALUATION OF THE ENERGY EFFICIENT BUSINESS (EEB) PROGRAM 

DISCUSSION GUIDE – NON-PARTICIPANTS 

Introduction 

Urbis has been commissioned by the NSW Office of Environment and Heritage (OEH) to undertake an 
independent evaluation of the Energy Saver Program. [Also known as ‘Action Matters for Business’, or 
you may know the team delivering the Program as ‘Energy Efficient Business’]. 

As part of the evaluation we are undertaking around 40 interviews with a range of stakeholders, 
including businesses/panel members who decided not to take part in the Program. We are interested 
to hear your perspectives on the Program, so OEH can improve their programs and service in future. 

This interview will take around 45 minutes [60 minutes for group interviews]. The consultations are 
confidential. Nothing you say will be attributed to you in reporting unless we ask for your express 
permission.  

Do you have any questions before we start? 

Can I confirm that you consent to be recorded? 

[IMPORTANT: press record and ask stakeholder to state name, organisation and confirmation 
of consent] 

Questions – Overall 

1. To start, can you give me an overview of your role at [insert organisation]?

2. What is your understanding of the key aims and objectives of the Energy Saver Program?

3. Depending on your familiarity with the Program, are you able to reflect on the key strengths and
limitations of the Program?

4. How does the Program compare with other forms of support available to businesses (both
government and non-government support)?

Questions – Non-participating Businesses ONLY 

5. Can you tell me how you found out about the Energy Saver Program? What engagement did you
have with OEH? [Prompt: OEH prepared a proposal for an audit but it was never taken up – see
Master Stakeholder List for further details]

6. How well were the benefits of participating communicated to you? How could this have been
improved?

7. What were some of the barriers to your organisation participating?

8. What could have been done differently to support your participation?

Questions – Non-participating Panel Members ONLY 

9. Can you tell me about the process you went through to get on to the Panel? Were there any
challenges?
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10. What engagement did you have with OEH throughout the process?

11. What where the key barriers for your organisation to move from being on the panel, to being an
active panel member delivering program services? [Prompt for: working with Government, not
knowing what the Program was about]

12. Is there a different model (other than a Panel) that would work better for you in terms of delivering
Government services?

Questions – Wrap-up 

13. Are there any other comments that you would like to make that are relevant to the evaluation?

Thanks and close. 
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