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1 Executive Summary
1.1 Introduction
The New South Wales Office of Environment and Heritage (OEH) launched the Energy
Efficiency for Small Business Program (EESBP) in February 2009. The program offers a
subsidised energy assessment and tailored energy action plan, financial assistance and
facilitation support to help install energy saving improvements. In July 2010, Phase 2 of
the program was launched with improvements to encourage further action by businesses:


A reduction in assessment fees



Amending the rebate with the option to pay 50% of the upfront cost of
implementation



Assessors paid to provide up to 4 hours free coordination support for businesses



A new panel of assessors.

The purpose of the program is to help overcome barriers to action known to affect small
businesses.

Research in Australia and internationally12 has highlighted that small

businesses face significant barriers in addressing their energy use, such as awareness, lack
of capital, time and competing priorities.
To May 30 2012, 16,500 businesses have participated in the EESBP, including more than
6,500 who have received support since October 2010 (Phase 2). This represents 6.3% of
the small businesses in New South Wales (with 1-19 employees)3.
An evaluation of Phase 1 of the program was conducted in October-November 2010
involving a quantitative telephone survey of 230 participating businesses. This evaluation
focuses on Phase 2 of the program building on the previous study in order to:


Evaluate the program outcomes to date



Describe how the program has evolved over time and the learning and achievements
from these changes to identify ways to improve delivery and inform future directions.

The evaluation of Phase 2 was conducted in May-June 2012 and consisted of quantitative
telephone interviews with 300 businesses that had registered for support with the program
since October 20104 and qualitative in depth interviews with 20 stakeholders.

1

Databuild (2010) Energy efficiency for small business program evaluation Phase 1, for the NSW Office of

Environment and Heritage.
2

Databuild/AEA Technology (2010) Unconstrained sector research. For the UK Department of Energy and Climate

Change.
3

Australian Bureau of Statistics (2010/11 data) publication 8165 – counts of Australian businesses by industry class,

by employment size ranges June 2007- June 2011.
4

During this period facilitation support was also given to companies that had registered and been assessed prior to

October 2010 to help them take further action. These companies and the benefits of that follow up support were not
included within this study.

3

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012

1.2 Key findings
Audience profile and targeting:

Within the EESBP customer base, some sectors are

statistically over-represented in the program such as restaurants and cafes whereas others
are under-represented.

This is largely due to the door-knocking techniques used by

delivery teams to get customers to sign up.
Participant satisfaction:

Participant satisfaction with the program services overall

remains high. 78% of the businesses were ‘satisfied’ or ‘very satisfied’ with the assessor
and 80% with the recommendations.
Motivations for action: Cost saving remains by far the principal motivation for
participation in the program with 90% of businesses motivated to participate for this
reason. They are also the main motivation for implementation of all types of measures.
In addition, 16% of businesses mentioned the environmental benefits of participation.
11% identified the rebate as a reason for participation, a significant increase from 2% in
Phase 1 reflecting the increased efforts to promote its availability.
Barriers to action: There have been a number of significant shifts in reported ‘barriers to
implementation’ of rebate eligible actions. Compared to Phase 1 of the program, fewer
recommendations were considered too expensive (36% compared to 45%) and there has
been a decrease in recommendations deemed to have too long a payback (4% compared
to 13%). This could reflect the greater take up of the rebate. There has also been a
significant fall in the information (11% compared to 37%) and time (5% compared to
19%) barriers for rebate eligible recommendations.
However, there has been a significant increase (41% compared to 19%) in
recommendations that were not implemented because they were “not considered
appropriate”.
Implementation of EESBP recommendations: In Phase two, overall, 93% of
businesses engaged have at least partially implemented one or more recommendations.
Furthermore, 62% of businesses have at least partially implemented one or more
rebatable actions and almost half (47%) have implemented worthwhile low cost
recommendations. Both of these are an increase compared to Phase 1. 84% of
businesses have also taken no cost/low cost actions in Phase 2. Of recommendations
currently not implemented, program participants have intentions to implement 61% of
these.
The conversion rate for recommendations made (i.e. recommendations being acted on)
stands at 57% for this evaluation phase5. Furthermore, the conversion rate for rebate
eligible measures is 40%, representing a significant increase on Phase 1 (23%), shown in
Figure 1.

5

An increase from 54% in Phase 1.
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Figure 1: EESBP Phase 2 recommendation conversion rates6
Recommendation type

Conversion rate

Rebate eligible

40% (23%)

Worthwhile low cost

50% (40%)

Low/no cost

63% (60%)

Overall

57% (54%)

However, while there are increases in action being found, there are still a proportion of
businesses receiving rebate eligible (38%) and worthwhile low cost recommendations
(50%) that have not yet acted on them.
Rebate uptake: Take up of rebates has increased significantly since the start of Phase 2.
28% of businesses registered since the start of Phase 2 have applied for a rebate. Data
provided by OEH shows that during Phase 2, follow up facilitation support to businesses
registered in Phase 17 has delivered more than an additional 1,000 rebate applications
during Phase 2. Overall, this brings the conversion rate during Phase 2 at the end of
September 2012 to 40%. Achieving this has been a key focus of program efforts since the
previous evaluation in order to help overcome barriers to action.
In addition to this improvement, the research found that a further 22% of businesses had
implemented a rebate eligible recommendation without a rebate payment. Whilst there is
limited evidence for why action was taken without a rebate (this was not a specific focus of
the research), the reasons given by respondents included that the cost of the measure is
not perceived to warrant a rebate. Others were not aware of the rebate or that the
measure was eligible for financial support. Some did not have enough time to apply, felt
they needed more information, or that the process was too complicated.
Attribution of recommendations:

The overall level of attribution8 of rebate eligible

recommendations is very high; 91% were either fully or partially attributed to the
program.

In addition, 64% of implemented rebate eligible measures were fully attributed

to the program.
Figure 2: EESBP Phase 2 attribution of recommendations actioned9

6

7

Recommendation type

% Fully attributed

% partially

Total

Rebate eligible

64%

attributed

attribution

27%

91%

Worthwhile low cost
Low/no cost

49%

38%

87%

24%

54%

78%

Percentages in brackets are the results for Phase 1 from the evaluation undertaken in 2010.
Businesses registered to the Program prior to October 2010 were not included within the current evaluation. The

follow up support provided to them during Phase 2 was also outside of the scope of this study.
8

Attribution is the assessment of the extent to which actions were taken as a result of the EESBP program. See

section 8.5 for details on the specific evaluation approach taken.
9

Percentages in brackets are the results for Phase 1 from the evaluation undertaken in 2010.
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1.3 Conclusions
Audience profile: Over the life of the program to date, various marketing approaches
have been tried and tested, and the door knocking approach has proven operationally to
be the most successful in terms of sign up. The average savings achieved through this
approach have been comparable with that achieved across the rest of the programme.
Satisfaction:

Program satisfaction continues to be high across all aspects of the

program, which is positive for the program teams delivering the program.
Motivations for action: Cost continues to be the principle motivation, which shows the
program’s focus on overcoming these barriers is appropriate. The increasing proportion of
participation specifically due to the rebates supports this finding, although this finding is
likely to be exacerbated by the increased focus on rebate support (e.g. targets for
assessors), driven by the program.
Barriers to action:

The changes shown indicate that assessors are improving their

abilities to convince customers of the need for action through the support they are
providing10.
The significant increase in lack of action due to recommendations not being considered
‘appropriate’ has been discussed at length with OEH. During Phase 2, the assessors were
encouraged to cover all the potential opportunities available for action within their
assessments. This was part of a data gathering exercise, to help inform OEH of where the
opportunities lie for energy efficiency within the sector. As a result, because these were
included within the reports and the evaluation (which led to a higher number of
recommendations per report), it has increased the number of recommendations not
considered for action within the reports.
Implementation of EESBP recommendations: The research shows positive progress
has been made in encouraging and supporting businesses to implement recommendations,
overall and particularly on rebatable actions, which the program has focussed specifically
on improving since the last evaluation.
The rates of action are leading to significant, verified energy savings. A measurement and
verification study conducted by Energetics Ltd11 used energy billing data (up to 3 years
before rebate/retrofit and 1 year after) to identify changes in energy use among 501
participating businesses. At the site level, the report cited measured savings around the
9% average12. OEH provided information also points to large financial and energy saving
opportunities being found in participating businesses. In some cases this is as high as 30%
- 50% as shown by case studies developed by OEH.

10

Which is supported by the actual increases in rebatable actions.

11

Energetics Ltd (2012) Measurement and verification of energy savings within the Energy Efficiency for Small

Business Program, undertaken for NSW OEH.
12

For any given site the savings range is ±100%.
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The changes to the administration of the rebate, increased promotion of the rebate by
assessors and greater support provided to companies in the application and installation
process by assessors are likely to have contributed to the increase in action in Phase 2.
Whilst action taken on rebatable recommendations has improved, there is still some room
for improvement. As shown, there are many barriers to action in small businesses, and
therefore reasons why actions which could be taken are not. The most common reasons
cited include cost and where they did not feel the recommendations were appropriate –
either due to practical or other reasons. There is also a tacit limit set by the program as
one or two rebatable actions can easily swallow up the Government support available ($5k
per business).
Rebate uptake: There has been a very positive improvement in uptake of rebates, which
is encouraging as it shows that recipients are more willing to take these more intensive
actions with the support provided by the program.
Considering those who took action without the rebates, there appears to be a split
amongst customers, between those who need the rebate to take action and those who can
take action without it. Further research would be required to explore the reasons for this.
However, it does appear positive as it indicates that those who need the rebate take it,
and those who do not don’t therefore limiting potential for deadweight.
Capital cost remains a barrier to further action on 36%of rebate eligible recommendations.
Most of the businesses giving this response were aware of the rebate therefore for some
businesses even the financial support available has not addressed this barrier.
Attribution of recommendations: Program support (assessments, facilitation and
rebates) continues to be essential to providing businesses with the necessary knowledge
and tools to take action, as 91% of implemented rebate eligible actions are at least
partially attributed to the program.

1.4 Key Recommendations
Audience targeting: Whilst opportunities for energy savings in the sectors with high
representation in the customer base remain, the program should continue to target them.
However, should this diminish in future, OEH should reconsider alternative marketing
approaches to target other sectors, which are less accessible through this route.
Motivations for action: As cost remains the principle motivator for action, this should
remain the principle focus for the program as assistance here will continue to meet this
need. The need is likely to get stronger as energy bills will be subject to significant rises in
future and this could be a useful tactic for assessors to use to encourage take up and
action.
Overcoming barriers: The program has been more successful in encouraging action, in
particular rebatable measures in Phase 2. However, there has been an increase in the
number of recommendations given per assessment. This has proportionally led to a
greater number of recommendations not being acted on because the business considered

7
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them not appropriate for their business at that time13. It is encouraging that the key
recommendations (e.g. rebatable actions) in the reports are being tailored to the business
but it seems that some clarity may be lost due to the sheer number of recommendations
being included in reports.
It is encouraging to see prioritisation of recommendations within reports, but there may be
more scope for OEH to consider how to get participating businesses to focus on actions
which will bring them the most benefit when they do act. This could include:


Limiting the number of recommendations and specifically highlighting the key ones
which should be focussed on. These should be prioritised according to payback,
cost and eligibility for support, and business likelihood to take action (e.g. some
recommendations even with an excellent payback will not be considered for action
for other reasons)



Moving other recommendations to another section of the reports – e.g. those
which are more generic

Rebate uptake: As described above, considerable improvements have been made in
encouraging businesses to take up rebatable actions. Linked to barriers, it would be
informative for OEH to conduct a review of the types of actions being taken and their
respective energy savings. Some recommendations, which may not have the best
payback or lowest cost may be more likely to be acted on for other reasons (e.g. replacing
refrigeration in a shop can improve customer experience as well as energy efficiency),
which will lead to improved savings overall.
It would also be useful for OEH to conduct further research with businesses to better
understand why some took rebatable actions without taking up the subsidy. This would
help OEH inform their approach to rebates. Further research in this area would explore:
-

For those who took up the rebate – why they took it up

-

For those who were not aware, what opportunities there were to improve awareness
during program delivery

-

For those who chose not to take up support, why they didn’t.

Encouraging action in the longer term: There are many actions, which are not taken
in the short term following an assessment, but which businesses say they are planning for
the future (e.g. when capital becomes available or when equipment needs replacing).
However, there is a risk that with little or no further engagement after delivery of the
report, these recommendations could be lost.
In order to inform how best to capitalise on the opportunity provided by having the data
on these recommendations, OEH could consider:


Undertaking a longitudinal study in future evaluations to investigate what
recommended actions are being taken in the longer term since receiving an
assessment, and which are not (especially recommendations which were planned)



Considering if there is a need to amend the pricing structure to give more flexibility
to assessors and encourage them to provide more tailored advice and follow up
support

13

As all recommendations made were included within the surveys (we took a random sample of all recommendations

made within the surveys).
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Working with the assessors to understand what conditions would help them follow
up with participating businesses to encourage action in the longer term without the
need for further direct Government support.

9
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Introduction
1.5 Background
In June 2008, the NSW Government announced an Energy Efficiency Strategy targeting
business, households, and trades and professionals. A key component of this strategy is
to support small and medium sized businesses by providing financial assistance to
implement energy efficiency recommendations that save energy and costs, and reduce
carbon pollution.
The EESBP was launched in February 2009 and is available to businesses that use
electricity up to approximately $20,000 a year (or up to 160MWh) or have up to about 10
fulltime employees.
The program offers:


A subsidised energy assessment and tailored energy action plan with energy and
cost saving recommendations



Financial assistance for up to half the cost of implementing energy saving
recommendations with greater than a 2 year payback period up to a maximum of :
o

$2,000 financial assistance for businesses that use up to $5,000 on
electricity per annum. This is considered a “small business” for the
purposes of the program
OR

o

$5,000 financial assistance for businesses that use between $5,000 and
$20,000 on electricity per annum. This is considered a “medium sized
business” for the purposes of the program.

o

The 50% subsidised payment may be paid up front directly to the supplier
or in arrears to the participating business.



Co-ordination assistance by a consultant to install energy saving improvements, at
no cost to the business (up to four hours).

1.6 Development of the program
The program was launched in February 2009 following some initial research into design
and short pilot in late 2008.

To the end of May 2012, more than 16,500 businesses had

taken part in the program.
The program is managed by a team in OEH and delivered by a panel of around 30
contracted assessors. Assessors attended a briefing session to familiarise them with the
program. A set of Guidelines for Assessors has been issued and covered in the briefing
session.

These cover recruitment and engagement of businesses, how to conduct the

assessment and provide the action plan, supporting businesses to action and invoicing.
From the end of 2009, an online registration service has been available for businesses.
There has been some centralised marketing by OEH however most recruitment is by the
assessors themselves.

Businesses contacting the service directly are reallocated to

assessors.
10
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The assessors conduct a short site visit (recommended up to 3 hours) to review and
understand the business, collect data on energy use and identify suitable replacement
technologies and other actions.
Assessors may be paid for additional research time on approval by OEH and on the
condition the findings are shared with other assessors.

All data is then entered into an

assessment tool to produce an action plan of recommended actions with energy and cost
savings. This tool was initially developed in excel but replaced with an access database
and tool in early 2010. The action plan is then provided to the business.
Preliminary research conducted in late 2009 found that whilst businesses were satisfied
with their assessment and action plans they were not implementing all the action plan
recommendations.

This was due to a number of reasons, including limited time,

knowledge and resources. In response to these findings, enhancements were made to the
EESBP in July 2010 to encourage further uptake in particular:


Assessment fees reduced to 25% of the total assessment cost



Amendment of the subsidised payment with the option for the business to pay
50% of the upfront cost



Introduction of up to 4 hours free coordination support to help businesses
implement energy efficiency recommendations and gain access to trades people



Payment to assessors for their facilitation time



Assessors required to reach a 50% conversion rate of assessments to retrofits
funded by rebates before further businesses are allocated. This has subsequently
been increased to 65%



A new panel of assessors appointed in August 2010.

The service as it was delivered prior to August 2010 is known as Phase 1. The EESBP with
these enhancements is referred to as Phase 2.
An evaluation of Phase 1 of the program was conducted in October-November 2010
involving a quantitative telephone survey of 230 businesses who had participated in the
program. Additional changes following this evaluation were:


Improved communication to businesses to encourage them to access facilitation
support and remind them of the option to pay 50% of upfront costs



Improving the appropriateness of recommendations by refining the assessment
tool and requesting assessors spend more time tailoring recommendations to the
business



Refinements to the action plan to encourage action



Streamlining facilitation forms to refine the process for assessors.

In January 2011 a panel of auditors was contracted to provide quality assurance following
a pilot. The objectives of the auditing process are:


Review the quality and accuracy of energy assessment and appropriateness of
recommendations



Verify retrofits have taken place



Evaluate service quality provided by each of the assessor companies on the Panel



Provide feedback directly to assessors on the findings to address any errors or
issues and improve overall quality of their service
11
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Identify opportunities to improve the program.

The audit includes both desktop and on site reviews. OEH monitors the auditing process to
ensure auditors’ recommendations are addressed. OEH also provides performance
management reports for assessors. A risk assessment was also conducted in early 2010.

1.7 Program outcomes to date
As at the 30 of May 2012 the program had delivered 16, 500 assessments to NSW
businesses. The savings calculated by the program are in the vicinity of $10.1M in bill
savings, 44,100MWh and 46,746 e-CO2t.
These results are supported by independent measurement and verification (M &V) of small
business energy savings conducted by Energetics for OEH in mid-201214. It analysed the
energy use of 501 businesses to compare their energy use before and after an EESBP
energy efficiency retrofit. The evaluation revealed the average energy saving compared to
business as usual was 9.3% per business. A further 13 businesses were evaluated for
demand savings achieving an average saving of 11.8% for 12 month aggregated, 19% for
peak and 10.6% for Ratchet demand.

1.8 Review of the program
Like all NSW Climate Change Fund programs and policies, EESBP is currently subject to
review by the NSW Treasury.

In response, OEH sought independent evidence to

demonstrate:


The achievements of the program



The extent to which they are attributable to the program



Cost effectiveness of the program - OEH will use the outputs from this review to
calculate carbon and energy savings, which can provide a measure of cost
effectiveness.

OEH require independent feedback to understand how the program can be improved and if
there are different ways to support small and medium sized businesses more effectively.

1.9 Objectives of this review
The objectives of this review/evaluation are to:


Evaluate the program outcomes to date

and the program’s effectiveness in

contributing to Energy Efficiency Strategy (EES) outcomes


Describe how the program has evolved over time, the changes that were made to
improve the program, and the learning and achievements from these changes to
identify ways to improve delivery and inform future directions



Analyse and collate data from this research and existing reports that will contribute to
the overall evaluation of the EES due to report (interim) in June 2012.

14

Energetics Ltd (2012) Measurement and verification of energy savings within the Energy Efficiency for Small

Business Program, undertaken for NSW OEH.
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OEH also wishes to develop the assessment of the attribution of the program to improve
understanding of the actions taken by businesses as a direct result of their interaction with
the program
The evaluation should ascertain energy efficiency actions taken but OEH will themselves
calculate the resultant energy and carbon savings.
The two key elements of this research are:


Quantitative telephone interviews with 300 businesses that have received support
from the program since October 2010 therefore covering Phase 2 of the program



Qualitative telephone interviews with 20 stakeholders to inform a review of how
the program has been delivered.

1.10 Quantitative survey methodology

1.10.1 Sample and interviewing
OEH provided a database of businesses registered to the program and a database of
businesses that applied for a rebate. On the basis of analysis of the database the following
sample structure was achieved as shown below:
Figure 3: Sample structure

Energy assessments only

Number in database

Number to be interviewed

4,647

194

Rebate

1,792

107

Total

6,439

301

Fieldwork was conducted between 23 May and 1 June 2012. A sample of 873 businesses
were contacted and asked to participate:


607 of these contacts were selected at random from the list of businesses who had
received their assessments but had not received a rebate



266 of these contacts were selected at random from the list of businesses who had
received their assessments and had received a rebate.

In total, 301 quantitative telephone interviews were conducted with businesses who had
participated in the program.
In most cases the respondent was the person named as the contact in the database of
recipients sent by OEH. Where this person was no longer with the business or unavailable
during data collection, we attempted to interview someone in the business who was
involved with the assessment and who would be able to provide feedback on the process.
In 91% of interviewed businesses, the named contact was still present.
The average interview length was 20 minutes, and interviews ranged in length from 10
minutes to 35 minutes, depending on the number of recommendations the business
received and the extent to which the respondent was willing to elaborate on open
questions.

13
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A breakdown of the call outcomes at the end of data collection are shown below:
Figure 4: Data collection call outcomes

Call Outcome

Number of contacts
resulting is this outcome

Percentage of total
contacts with this
outcome

Completed interview

301

34%

Contact unusable

142

16%

Nobody in the business was

52

aware of the program
Respondent unable to conduct

18

the interview in English
Business has not received

8

action plan yet
The contact number didn’t

49

work

6%
2%
1%
6%

Business no longer trading

15

2%

Other outcomes

430

49%

Respondent did not want to
participate or did not want to /

92

was unable to complete an
interview once started

11%

Respondent unable to be
interviewed until after data
collection period
No answer / Busy signal /
Voicemail

209
115

24%
13%

Duplicate records

14

2%

TOTAL

873

100%

1.10.2 Data collection
A full questionnaire script is given in Section 10. The key areas the questionnaire covered
are:


Where businesses heard about the service



Businesses’ motivations for using the service



Businesses’ satisfaction with the program



Satisfaction with the assessor and action plan



Extent to which businesses have implemented energy efficiency recommendations
identified within their action plans



Extent to which those actions are attributed to the program



Motivation and barriers to action where action has not been taken



Experience of the rebate process and barriers to take up of the rebate



Extent of take up of additional co-ordination support and the added value of that
support.
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1.10.3 Weighting
As data was collected through a survey of a sample of recipients of the program it was
subject to the following limitations:
a.

The research did not cover every recommendation given to each respondent

b.

The research did not cover every business receiving an assessment.

Weighting the data allows the findings from our sample to be extrapolated to the wider
population. This is done by applying an individual weight to the data in each interview. If
all individual weights on each interview are used, the findings should equate to the same
effect as if all the population15 had been interviewed.
Two different weighting factors were calculated:


Where data specifically relating to recommendations was analysed a
Recommendation weight was applied



Where data related to the service rather than the Business weight was applied.

Each section of the report includes a statement of whether Business weight or
Recommendations weight is being used to produce the findings. Section 12 presents a
full description of the calculation of these weighting factors.
1.10.4 Context and results
It should be noted that the respondents interviewed during this research were registered
to the Program and received their assessments between October 2010 and April 2012.
Any results expressed will therefore relate to assessments in this period only, and will not
be representative of the program as a whole. It does not include the results of any
facilitation support provided during Phase 2 to businesses receiving their assessment
during Phase 1, prior to October 2010. Comparisons are provided to the results of Phase 1
where appropriate.
With a sample size of 301 and a population of 5,886 (see detail above) we can calculate
that the 95% confidence interval around the results of the survey will be at most ±6
percentage points. For example, if 50% of survey respondents strongly agreed that their
assessor was helpful, we can say that if the research were to be repeated, we would
expect that on 95% of occasions the result would lie between 44% and 56%.

1.11 Qualitative stakeholder interviews
A series of qualitative in depth interviews were conducted with stakeholders in key profile
groups who have participated in the program.
This part of the study builds on the research plan and evaluation framework to:

15



Describe the story of how the program has evolved over time



Provide an assessment of the quality of delivery of the program



Identify the key changes to the program which have helped to achieve outcomes

All businesses that had received support though the program between March and September 2010.
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Identify new learnings for program delivery to inform future evolution of the
program



Identify any additional outcomes/benefits of the program



Provide an understanding of the external coherence of the program including the
relationship to other programs within the EES.

Topic guides for each stakeholder group are presented in Section 11. These contain a set
of core questions that were asked of all respondents but the researcher was free to explore
issues and ideas as they arose in the course of the conversation.
The interviews were conducted between 23 May 2012 and 1 June 2012. Figure 5 shows
the number of interviews conducted with each stakeholder group.
Figure 5: Stakeholder interviews conducted
Stakeholder group

Number of interviews conducted
Telephone

Auditors

4

Assessors

4

Face to face

Total
4

OEH

3

7

6

6

Councils

2

2

Suppliers

2

2

Total

12

9

16
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2 Profile16
The following chart provides an overview of the interviewed sample by business sector17:
Figure 6: Sector split of the interviewed sample (n=301, N=5886)18

Compared to Phase 1, the share of take up amongst most sectors has only changed
slightly although the retail trade has fallen from 33% to 24% and manufacturing
decreased from 9% to 3%.
Comparing the sample to the overall spread of businesses in NSW, we find that
professional, scientific and technical services are likely to be under-represented19.
Businesses operating as accommodation, cafes or restaurants are significantly overrepresented as around 7% of the NSW small business population as a whole falls into this
category and 28% of businesses using the service are in this category.

The average

16

Business weighting used to produce this section

17

This is based on the sector reported by the business in the survey interview. The sector recorded in the database

was checked with the business during the interview.
18

‘n’ means sample and ‘N’ means population

19

Australian Bureau of Statistics, 8165.0 - Counts of Australian Businesses, including Entries and Exits , Jun 2007 to

Jun 2011. This is not a completely direct comparison as these statistics have a different size categorisation to the
EESBP categorisation (e.g. <20 employees as opposed to OEH which uses 10).
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savings achieved through this approach have been comparable with that achieved across
the rest of the programme.
The construction sector is significantly under-represented, as around 17% of all small
businesses in NSW (with 19 or less employees) were in the construction sector as of 201011. However, this would not be expected to be a key sector to target for small businesses
given they would generally be operating off site. They would however have knowledge of
businesses changing or improving their properties and be potential advocates for the
service.
The chart below shows the split by size of businesses according to the information supplied
by OEH in the databases:
Figure 7: Business size split of the interviewed sample (n=301)

Companies with between 2-9 employees are still the main group in the program however
the share has fallen from 70% in Phase 1 to 58% in Phase 2 with an increase in take up in
smaller and larger businesses. There are no businesses with more than 50 employees.
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3 Motivations for participation20
All respondents who recalled either the action plan and/or assessment were asked what
key benefit they had hoped to gain from participating in the program. The responses were
as follows:
Figure 8: Expectations of participating in the program (Multiple response21,
n=301, N=5,886)

100%
90%

90%

81%

80%
70%
60%
50%
40%
30%

22%
16%

20%

11%
10%

11%

8%

2%

0%

Energy cost savings

Environmental
benefits
Phase 2

Rebates

Other

Phase 1

The predominant aim amongst participants remains obtaining cost reductions on energy
bills. This was of principal importance for almost all participants, whilst 16% of businesses
mentioned the environmental benefits of participation and 11% identified the financial
benefits of the rebates.

The rebate motivation has increased markedly since Phase 1

pointing to a significant increase in the awareness of the rebates. Comments included:


“We hoped to reduce the energy costs; we are a large organisation22 that requires
a lot of lighting and has a lot of machines that use electricity. In order to stay
competitive and for the business to operate successfully, we had to reduce our
energy costs. The rebate was also important for us too, and we knew we had to
follow through with the program in order to receive the rebates.”



“I hoped to find a way forward that could help my business to save money on
energy and to also increase business profitability by reducing expense/ energy
bills”

20

Business weighting used to produce this section – see section 1.10.3

21

Respondents were able to give more than one answer if appropriate therefore this adds up to more

than 100%
22

5 employees
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“We are a non profit organisation so reducing the energy bills was important. It's a
very big building and it's quite old too so the bills are quite costly.”



“We wanted to get a breakdown on where we were using energy in the business
and how much we were using. From that we wanted to see if we could reduce our
energy to make the business more efficient; the main driver for that was cost.”



“We were looking for information on how we were operating and what we could
change to be more environmentally friendly. This might lead to savings too but
that wasn't the priority.”

‘Other’ responses varied but consisted mainly of businesses that did not have a clear idea
of what they were hoping for. Interest in a free service and some spare time were again
mentioned by a minority of businesses.
Where ‘Other’ responses did correspond to a particular goal, these included:


Specific technical information on particular measures: “We needed better lighting.
The quality of the lights was very important to us as we are a cake decorating
business and the colour of the lighting is important.”



Upgrading existing equipment: “To replace old units with new units such as the air
conditioning and freezer units.”

20
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4 Rebate eligible actions23
Key metrics


40% of rebate eligible recommendations have been at least partially implemented



91% of implemented rebate eligible recommendations at least partially attributed to
the program



62% of businesses at least partially implementing one or more rebate eligible
recommendation



40% of businesses supported during Phase 2 have applied for a rebate, comprising
28% registered in Phase 2 and 12% that were assessed during Phase 1 but received
facilitation support in Phase 2.



78% of businesses are satisfied with the rebate process

4.1 Overall action
The chart below shows the extent to which rebate eligible recommendations have been
implemented by program participants:
Figure 9: Extent to which rebate eligible recommendations have been
implemented (n=764, N=25,153)

40%

Phase 2

29%

0%
Fully implemented

20%

11%

59%

40%

60%

Partially implemented

80%

100%

Not implemented

As the chart shows, in Phase 2 40% of rebate eligible recommendations had been
implemented; 29% fully and 11% partially. This is a statistically significant improvement
up from 24% in Phase 1.

23

Rebate eligible recommendation weighting used to produce this section. See Section 1.10.3
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Figure 10 below shows that just under two thirds of businesses (62%) have at least partly
implemented rebate eligible recommendations.

This is a statistically significant increase

from Phase 1 (40%). Notably 50% of businesses have fully implemented a rebate eligible
recommendation in line with the requirement introduced for assessors from September
2010 to convert 50% of assessments to retrofit of funded by a rebate.
Figure 10: Extent to which businesses have implemented rebate
recommendations (n=29924, N=5849)

62%

Phase 2

50%

0%

20%
Fully Implemented

24

12%

40%

38%

60%

Partially Implemented

80%

100%

Not Implemented

One respondent did not have a rebate eligible recommendation although it is expected

that all businesses receive rebate eligible recommendations.
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Figure 11 below illustrates that most businesses implementing a rebate eligible
recommendation have implemented one recommendation. 21% have taken multiple
actions on rebate eligible recommendations even though businesses received on average 4
rebate eligible recommendations during Phase 2. There are a number of reasons for this,
but a clear one is the $5,000 limit on rebate support. This could be taken up by one or
two actions, therefore reducing the incentive to implement further actions beyond that.
Figure 11: Number of rebate eligible recommendations implemented by
businesses receiving this type of recommendation (n=29925, N=5849)26

% businesses recieving rebate eligible
recommendations

90%

82%

80%
70%
60%
50%
50%
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10%
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None
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3 or more
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Implementation of rebate eligible recommendations is lower than implementation levels of
the other two recommendation types. This is to be expected as the measures are more
complex and costly.
Larger businesses were more likely to have implemented rebate eligible recommendations:
62% of businesses with more than 10 employees had implemented at least one rebate
eligible recommendation compared to 50% of businesses with 0 or 1 employee. However,
the difference is not statistically significant.
The numbers of businesses in each sector in the sample is too small to compare
conversion rates between sectors. However, to provide an indication, the conversion rates
for the accommodation, cafes and restaurants, culture and recreation, and finance and
insurance sectors are a lot higher than in other sectors.

25

One respondent did not have a rebate eligible recommendation although it is expected that all

businesses receive rebate eligible recommendations.
26

Respondents were only asked about a maximum of three rebate eligible recommendations as part

of the sampling process. In some cases they may have received recommendations on a higher
number of recommendations and implemented more than three of these.
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It was expected that those paying for their energy assessment would be more likely to
take action.

Payment for the service was thought to be an indicator of increased

commitment to action.

Nevertheless, those that paid for their energy assessment have

not implemented significantly more rebate eligible recommendations than those that did
not.
Of rebate eligible recommendations that were partially implemented, respondents intend
to fully implement 85% at some point in the future. Reasons for not fully implementing
measures were similar to the reasons shown below for not implementing measures at all –
for 43% of recommendations expense was cited as a reason and in 20% of cases a lack of
time was cited.

4.2 Types of rebate eligible recommendations implemented
The table below shows the percentage of rebate eligible recommendations of each type
that have been fully implemented. This table relates only to those recommendations
followed up in the telephone survey.
Refrigeration has the best conversion rate with more than half of recommendations fully
implemented and has increased since the last evaluation (54% in Phase 2 compared to
44% in Phase 1). Lighting is by far the most common recommendation made, accounting
for almost two thirds (62%) of all recommendations in the survey sample. Although about
a third of lighting recommendations were fully implemented (36% in Phase 2 compared to
20% in Phase 1) it accounts for almost two thirds (60%) of all recommendations not fully
implemented.
Figure 12: Implementation of each type of rebate eligible recommendation
Number of recommendations
Type

% recommendations
fully implemented

Fully

Not fully

implemented

implemented

475

170

305

36%

Refrigeration

74

40

34

54%

Air Conditioning

73

19

54

26%

Insulation

62

18

44

29%

Heating

46

10

36

22%

6

0

6

0%

35

8

27

23%

Lighting

Voltage Reduction

Given

Unit
Other

24

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012

4.3 Reasons for implementation
Where rebate eligible recommendations had been fully or partially implemented,
respondents were asked what their motivations for implementing these recommendations
were. The responses are summarised below:
Figure 13: Motivations for implementing rebate eligible recommendations
(n=334, N=10,285), multiple response.

80%

72%

70%
60%
50%
% of implemented
40%
recommendations

30%

28%

20%

10%

10%

7%

6%

11%
5%

4%

0%

Like the motivations for participating in the program, savings on energy costs remain the
predominant motivation for implementing rebate eligible recommendations. The results
also show that there are other non financial motivators that provide an opportunity for
engagement with businesses such as the need to replace or upgrade equipment or
maintain product/equipment quality.
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4.4 Barriers to implementation
Where respondents had not implemented a rebate eligible action and had no plans to in
the future, they were asked the reasons for this:
Figure 14: Extent of different barriers to implementation of rebate eligible
recommendations (n=186, N=5,994), multiple response.
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time/ other
priorities

Experienced
problems

Payback time
was too long

Phase 1

The extent of different barriers to the take up of rebate eligible recommendations has
changed compared to Phase 1. Fewer recommendations were considered too expensive
(36% compared to 45%) and there has been a decrease in recommendations deemed to
have too long a payback (4% compared to 13%). This could reflect the greater take up of
the rebate (see section 4.7). There has also been a significant fall in the information (11%
compared to 37%) and time (5% compared to 19%) barriers, suggesting that the
information provided during the assessment and in the Action Plan and the support
provided through the increased uptake of facilitation support is overcoming these barriers.
Of those respondents that said the measures recommended were too expensive, the
majority (92%) were aware of the rebate available to them. For some the measure
remains too expensive despite the availability of the rebate. For others their reasons for
not taking up the rebate included a lack of time or a lack of information about the rebate
process. For a few, there appears to be an element of confusion around the rebate
process.

They claim they have not taken up the rebate because they have not

implemented any rebate eligible recommendations. This indicates that they don’t know
the recommendations made to them are rebate eligible, although the availability of the
rebate opportunity is prominent in the Action Plan that every business receives.
Significantly more recommendations were considered by the business to be inappropriate
(41% compared to 19%) and in fact this is now the biggest barrier to take up of rebate
eligible recommendations.
26
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The reasons recommendations were deemed inappropriate by businesses vary. Some
recommendations were not felt to be adequately tailored to the operational needs of the
business or reflecting the equipment in place and could have been improved. Some
comments from businesses reflect a change in circumstances during the time elapsed
between the assessment and report being issued.


Not appropriate for the business

-

“I don't know what this means, it wasn't explained and has no relation to my
business”



It would affect operations

-

“We just have the one 38W light and I don't think that we can get much smaller
and still have the light we need. We need it quite bright in the salon”

-

“The problem is chickens congregate over light which makes the floor wet, we
need an even spread of light and these lights are quite direct and only shine in one
place”



Equipment is not old enough to justify replacement

-

“It is a new supermarket a lot of them are already new and the locking
mechanisms would be good but we'll wait till the refrigerator seals need replacing.”

-

“When he assessed the business, we had just installed new lighting throughout the
store. They were all new and to change them would have been too expensive and
a waste of the new products”



Recommendations applied to areas of the business that the participant’s business
had no control over

-

“We are in a shopping centre and the heating is controlled by the centre not us so
I can't do this”

-

“That kind of thing is really part of landlord's duty and I don't think he'd be
interested in doing it”

4.5 Intention to fully implement
Of all recommendations currently not implemented, program participants have intentions
to implement 60% of these. Of these:


41% are being considered but no decision has been reached



31% have been decided upon but no plans have been put in place



28% have definite plans in place for implementation.

4.6 Attribution
The extent to which actions are attributed to the program has been developed for the
evaluation of Phase 2 of the program.

27

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012
Attribution was firstly assessed in line with the approach adopted in the evaluation of
Phase 1 of the program. For each fully or partially implemented recommendation,
respondents were asked whether or not the program:
1. Gave the idea for the action
2. Reminded the respondent to take action they had already been considering
3. Gave them the confidence to take the action
4. Provided the skills and understanding necessary to implement the action
5. Provided support or information to assist with the action.


Wherever options 1 or 4 were selected, the action was fully attributed to the
program. If the program had not provided the idea or imbued the business with
sufficient expertise, it is very unlikely that the action would have been taken place
anyway.



Where only options 2, 3, and/or 5 were selected, the action was partially attributed
to the program. Whilst these types of assistance were helpful, it could be
reasonably argued that action would still have been possible without them.



Where none of the five options were selected, the action was not attributed.

The chart below breaks down the implemented recommendations by the extent to which
the implementation was attributed to the program:
Figure 15: Extent to which implemented rebate eligible actions were attributed to
assistance provided by the program using attribution methodology in previous
evaluation (n=334, N=10,285)

91%

Phase 2

64%

0%

20%
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27%

40%
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80%

9%

100%
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The chart shows that attribution of implemented rebate eligible measures to the program
remains very high; 91% of implementations were at least partly attributed compared to
95% in Phase 1. The strength of the attribution has decreased between the two phases.
In Phase 2, 64% of implemented rebate eligible measures were fully attributed compared
to 83% in Phase 1. This is due to a fall in the proportion of recommendations where the
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program has given the business the idea for action or provided support or information to
assist the action and therefore been rated as fully attributed.
Conversely there has been an increase in the influence of the program in prompting or
reminding businesses to take action they had already considered where the program is
rated as only partially attributed. It is not clear from the data what the cause of this
change is. It could reflect a growing awareness of energy efficiency action and
technologies amongst businesses. However, this was not assessed within the evaluation.
Attribution has also been calculated separately using additional questions for the
evaluation of Phase 2.
1. Would you have implemented the action anyway without the assessment and
recommendations from the program
- Yes
- No
2.

[If yes] Has the program made a difference to when you took action – in what
way and how much?
-

No difference

-

Taken action sooner

-

Taken action later

-

Don’t know

3. [If yes] Has the program made a difference to the size of the energy efficiency
improvement you have made – in what way and how much?
-

Done more

-

Made no difference

-

Done less

-

Don’t know

Where respondents said that they would not have taken action without the assessment
and recommendations from the program, the action was fully attributed to the program.
Where respondents said that they would have taken action, but that they were able to do
more or take action quicker as a result of using the program, the action was partially
attributed to the program. Where neither of these was the case, the action was not
attributed to the program.

29

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012

The chart below shows the results using this new approach.
Figure 16: Extent to which implemented rebate eligible actions were attributed
to assistance provided by the program using new attribution methodology
(n=334, N=10,285)
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Results are broadly similar when comparing the two attribution methodologies with 85% of
actions at least partly attributed. The strength of attribution is also similar, however the
new methodology shows a slightly smaller proportion of actions ‘fully attributed’. This
could be due to respondent’s interpretation of the different attribution statements used. ‘I
would not have taken action without the program’ (the statement of attribution used in the
new methodology) is likely to be seen as a stronger statement of the influence of the
program by respondents than ‘The program gave me the idea for the action’ (used in the
original methodology).
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4.7 Take up of the rebate
Take up of rebates has increased significantly since the start of Phase 2. Data provided by
OEH presented in Figure 17 below shows the significant increase in monthly rebate
applications following the start of Phase 2.
Figure 17: Monthly rebate applications across program direction (figures
provided by OEH)
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28% of businesses assessed in Phase 2 have applied for a rebate. The data provided by
OEH shows that during Phase 2 more than 1,000 further rebates have been applied for by
businesses that were assessed during Phase 127 and have since received facilitation
supporting during Phase 2. Overall, this brings the conversion rate for businesses during
Phase 2 at the end of September 2012 to 40%.
Respondents who had implemented rebate eligible actions were asked what it was that
encouraged them to do this. This was done with an unprompted question followed by a
prompted list of unselected options. They were then asked what the most important
motivation was from a list of all those mentioned. The charts below show the results of
these questions.

27

Businesses registered to the Program prior to October 2010 were not included within the current evaluation. The

follow up support provided to them during Phase 2 was also outside of the scope of this study.
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Figure 18: Unprompted and prompted responses for what encouraged
respondents to implement the rebate eligible actions (n=194, N=3609)

Figure 19: Most important motivator for respondents to implement the rebate
eligible actions (n=194, N=3609)

The results reinforce the importance of cost savings as the predominant motivator for
action. However, whilst three quarters said that the rebate was a factor in taking action,
only 26% described it as the most important factor, so there are other elements of
importance to the business.
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70% of those that participated in the program in order to obtain a rebate have yet to apply
for it. In contrast to Phase 1, those motivated to participate by cost savings were no more
likely to have applied for the rebate than those motivated by environmental concerns. This
may reflect the more proactive promotion of the rebate by assessors across all businesses
in Phase 2.
In addition to the improvement in take up of the rebate, a further 22% of businesses
assessed in Phase 2 had implemented a rebate eligible recommendation without a rebate
payment. The reasons they had not applied for a rebate are shown in Figure 20 below.
Whilst there is limited evidence for why action was taken without a rebate, the reasons
given by respondents included that the cost of the measure is not perceived to warrant a
rebate. Others were not aware of the rebate or that the measure was eligible for financial
support. Some did not have enough time to apply, felt they needed more information, or
that the process was too complicated.
Figure 20: Reasons for not applying for the rebate for those who had fully
implemented at least one rebate eligible action (n=162, N=1,504)

This finding is interesting as it shows there is a split in approach to the rebate with half of
businesses using it and half not. This would be worthy of further research to help better
understand what circumstances result in businesses applying for the rebate and what
prevents it (suggested in the recommendations).
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4.8 Satisfaction with the rebate process
Businesses that had applied for rebate or subsidy were asked how easy or difficult they
had found the process:
Figure 21: Perceptions of the ease of applying for the rebate (n=107, N= 1,622)
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78% of respondents found the rebate process was either very easy or easy. Comments
included:


“It was very simple, there was very little paperwork, and it was very quick and
easy. I sent an email then I got the cheque, cashed the cheque and it was sorted.”



“The assessor helped us - he was there every step of the way. We could ring him
when we had problems and questions. It was all done very quickly“



“All I had to do was fill out a few documents and I got a cheque back in the mail I didn’t have to constantly phone them to check where it was.”



“It was simple; there were only a few forms so there was not a lot of paper work
to fill out.”



“I found it easy as the assessor came back to me and helped me fill in the rebate
forms.”

Where applicants had found the process difficult, comments referred to both the quantity
and the time taken processing the application material but also in some instances issues
with the assessor:


“The issue was the level of complexity of the report, we had to provide a lot of
documents, and I also had to re-submit forms on several occasions.”



“It was very time consuming; the assessor never got in contact with me, and
when we did have contact it was arduous because it involved many changes and
repeatedly filling out forms.”
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5 Worthwhile low cost actions28
Key metrics


50% of worthwhile low cost recommendations have been at least partially
implemented



87% of worthwhile low cost recommendations at least partially attributed to the
program



47% of businesses receiving worthwhile low cost recommendations at least partially
implemented one or more of these

5.1 Overall action
The chart below shows the extent to which worthwhile low cost recommendations have
been implemented by program participants.
Figure 22: Extent to which worthwhile low cost recommendations have been
implemented (n=147, N=5,459)
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Figure 22 shows that 50% of worthwhile low cost recommendations have been
implemented in Phase 2.

This compares with 40% in Phase 1.

The overall increase is

largely due to an increase in partly implemented recommendations (13% in Phase 2
compared with 2% in Phase 1).

28
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50% of businesses in Phase 2 received worthwhile low cost recommendations29. Figure 23
below shows that of these 47% of businesses at least partially implemented worthwhile
low cost recommendations. This is a statistically significant increase from Phase 1 (37%).
It is not possible to discern any trends in conversion rates between sectors.
Figure 23: Extent to which businesses receiving worthwhile low cost
recommendations have implemented at least one recommendation (n=147
N=2922)
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Businesses on average received 1 worthwhile low cost recommendation.
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5.2 Reasons for implementation
Where any worthwhile low cost recommendation had been fully or partially implemented,
respondents were asked why they had implemented this. The responses are summarised
below:
Figure 24: Reasons for implementation of worthwhile low cost recommendations
(n=70, N=2,738)
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The chart demonstrates that financial considerations are again predominant, as for rebate
eligible measure reflecting their potential return on investment. Comments included:


“We have changed all the light bulb's to save money.”



“it is cheap, quick to do and saves money”



“It makes a lot of sense, it is simple to do and easy. I have turned 6 fridges off
for 12-14 hours per night, so I am saving on running costs overnight.”

‘Other’ motivations included improvement of shop aesthetics:
“Also in terms of appearance we wanted to use the LEDs because they are more appealing
and look sharper.”
Respondents who paid for their assessments were less likely to have mentioned an
ongoing equipment upgrade as a reason (13% compared to 42% of those who did not pay
for the assessment).
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5.3 Barriers to implementation
Where at least one worthwhile low cost recommendation had not been implemented,
respondents were asked why this was. The responses are summarised below:
Figure 25: Barriers to implementing worthwhile low cost recommendations
(n=77, N=2,721)
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recommendations remains the business view that the recommendations were considered
inappropriate. This has increased slightly in Phase 2 to 59% compared with 51% in Phase
1.

Capital cost was cited more often than in Phase 1 as a barrier (28% compared to

17%). The fall in not enough time/other priorities reflects the increased uptake of
facilitation support.
The reasons worthwhile low cost recommendations were deemed inappropriate are similar
to those for rebate eligible recommendations but also included some where a technological
fix was deemed to add little value to how the business is currently using equipment. For
example, recommending installing lighting timers when the business was already switching
off lighting when not in use. Reasons included:


Not reflecting current business practice or use of equipment

-

“I don't see the purpose of it. We switch it on when we come in and switch it off
when we leave”

-

“We only use the water to wash dishes, so it's not worth running it with a timer. So
we just turned it off. We just manually turn it off when it's not needed.”



It would affect operations

-

“It is not appropriate as products kept in the freezer have to be kept at a
consistent temperature.”
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Recommendations applied to areas of the business that the participant had no
control over

-

“We have no control over the hot water system as we share the building. There are
multiple tenants and the system isn't located within our reach.”



Implementation of another recommendation

-

“It isn't needed any more, because the fridge won't be needed once the cool room
is running. Everything will be transferred into the cool room.”

5.4 Intentions to fully implement
Where recommendations had not been implemented at all, 51% of respondents intended
to implement these in future. This was often due to two reasons; firstly the business needs
more time to implement/source installers to implement the recommendation, secondly the
business needs to find the additional costs to implement the recommendations.
In a few instances they are waiting for current equipment to stop working or new
equipment to become cheaper before replacing it:


“We need the finances to do this, even though it is a small cost we are short on
budget, I would imagine we will do this in the next 12 months.”



“I hope to have them implemented in the near future; it depends on when we can
get the professionals in to implement this particular recommendation. This
depends if the price for the lights are cut as they are currently expensive.”



“When the lights need replacing we will look into this but it is currently not
needed.”

In terms of the stage of planning for worthwhile low cost recommendations that were
intended to be implemented in future:


34% are being considered but no decision has been reached



40% have been decided upon but no plans have been put in place



26% have definite plans in place for implementation.

5.5 Attribution
Attribution for worthwhile low cost measures was established in a similar way as for rebate
eligible measures and has also been developed for the evaluation of Phase 2 of the
program.
Attribution was firstly assessed in line with the approach adopted in the evaluation of
Phase 1 of the program. For each fully or partially implemented recommendation,
respondents were asked whether or not the program:
1. Gave the idea for the action
2. Reminded or prompted the respondent to take action they had already been
considering
3. Neither.


Wherever option 1 was selected the action was fully attributed to the program.



Where option 2 was selected the action was partially attributed to the program.



Where option 3 was selected the action was not attributed.
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Attribution has also been calculated separately using additional questions asked to
respondents for the evaluation of Phase 2.
1. Would you have implemented the action anyway without the assessment and
recommendations from the program?
- Yes
- No
2.

[If yes] Has the program made a difference to when you took action – in what
way and how much?
-

No difference

-

Taken action sooner

-

Taken action later

-

Don’t know

3. [If yes] Has the program made a difference to the size of the energy efficiency
improvement you have made – in what way and how much?
-

Done more

-

Made no difference

-

Done less

-

Don’t know

Where respondents said that they would not have taken action without the assessment
and recommendations from the program, the action was fully attributed to the program.
Where respondents said that they would have taken action, but that they were able to do
more or take action quicker as a result of using the program, the action was partially
attributed to the program. Where neither of these was the case, the action was not
attributed to the program.
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The chart below breaks down the implemented recommendations by the extent to which
the implementation was attributed to the program using the original method of attribution.
Figure 26: Extent to which implemented worthwhile low cost actions were
attributed to assistance provided by the program using existing attribution
methodology (n=70, N=2,738)
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Fig
ure 26 shows that 87% of worthwhile low cost implementations were at least partially
attributed to the program i.e. gave them the idea or reminded them of something they
should be doing (85% in Phase 1). 49% fully attributed implementation to the program in
Phase 2. Compared to no/low cost implementations, participants were more likely to feel
that the program had given them the idea to take action rather than simply reminding
them of something they knew they should be doing anyway.
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Figure 27 below shows the results using the new attribution methodology. In the case of
worthwhile low cost recommendations, a higher proportion of measures were rated as fully
attributed using the new attribution methodology (64% compared with 49%), although the
proportion of measures not attributed to the program remains fairly constant.
Figure 27:
attributed
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The difference between the two relates to recommendations where the program was rated
as reminding or prompting the business to take action under the existing attribution
methodology (and therefore rated as partially attributed). However, upon further
investigation the business felt that the action would not have been taken without the
program (and therefore fully attributed under the new attribution methodology). This
indicates that for worthwhile low cost recommendations the program plays a more
significant role in encouraging actions already considered by businesses than previously
thought. These actions were largely lighting and controls.
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6 No cost / low cost actions30
Key metrics


63% of no cost/ low cost recommendations have been at least partially implemented



78% of no cost/ low cost recommendations at least partially attributed to the program



84% of businesses at least partially implemented one or more no cost/ low cost
recommendation

6.1 Overall action
The chart below shows the extent to which no/low cost recommendations have been
implemented by participants of the program.
Figure 28: Extent to which low / no cost recommendations have been
implemented (n=1199, N=68,127)
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The chart shows that 63% of no/low cost recommendations have been implemented at
least partially in Phase 2 (compared with 60% in Phase 1).
Partial implementation of measures included installing energy efficient bulbs in some parts
of the building, only turning off some electrical equipment at the end of the working day,
or only remembering to practice a behaviour some of the time.

30

Low cost recommendation weighting was used to produce sections 8.1 and 8.4. Business weighting

was used to produce sections 8.2 and 8.3 (since these questions were only asked once per business,
not for each recommendation)
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Almost all businesses (99%) received no/low cost recommendations. Figure 29 below
shows that a high proportion of businesses have acted on these recommendations
although this has fallen in Phase 2. In Phase 2, 84% of businesses implemented at least
one no/low cost recommendation (a slight decrease compared to 93% in Phase 1).
Figure 29: Extent to which businesses have implemented low cost no cost
recommendations (n=298 N=5827)
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61% of businesses are implementing up to 3 no/low cost recommendations.
implementing more than three no/low cost recommendations.

Few are

This compares to the

average of 7.6 recommendations no/low cost recommendations made within each report.
The numbers of businesses in each sector in the sample is too small to compare
conversion rates between sectors.

However, qualitatively the conversion rates for the

property and business services, retail, transport and storage appear to have a slightly
higher conversion rate.
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6.2 Reasons for implementation
Where at least one no/low cost recommendation had been fully or partially implemented,
respondents were asked why they had implemented these. The responses (of which
respondents could mention more than one) are summarised below:
Figure 30: Reasons for implementation of low / no cost recommendations
(Weighted by respondent, n=250, N=4,894)
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The chart demonstrates that again financial considerations were by far the most prominent
for these ‘quick win’ measures. The pattern of drivers for action is similar to Phase 1
except for a drop in the importance of environmental performance. Only 9% stated this
was a reason for low/no cost action in Phase 2 compared with 26% in Phase 1.
For many businesses, the measures were very easy to implement and came with attached
business benefits such as improving staff / customer conditions.
Some businesses mentioned they were already trying to do some of the recommended
actions before the energy assessment. Where this was the case, it was usually restricted to
the recommendations which involved small behavioural changes.
Motivations to act included:



“Simply because these are manual ways of saving energy and cutting costs.”
“As I only wash up once a week that is the only reason I use the hot water so if I
turn the tank off it saves me money.”



“These measures were easy to implement, we did it to save money on energy and
we did it to maintain the longevity of the compressors”



“It was common sense, we can fit more product in the freezer's after defrosting,
and it save's electricity.”

Of the no/low cost actions that were not implemented, 43% are planned to be
implemented in future:
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46% are being considered but no decision has been reached



38% have been decided upon but no plans have been put in place



16% have definite plans in place for implementation.

6.3 Barriers to implementation
Where at least one no/low cost recommendation had not been implemented, respondents
were asked why this was. The responses are summarised below:
Figure 31: Barriers to implementing low / no cost recommendations (Weighted
by respondent, n=138, N=2,706)
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‘Not considered appropriate’ was the most commonly cited reason for nonimplementation, at 78%. Respondents cited a lack of time or other priorities less
frequently than in the previous evaluation (3% compared to 14% in previous evaluation).
Where no/low cost recommendations were considered inappropriate, the reasons given
included:


Acting upon the recommendation could compromise a more important priority
(22% of recommendations considered inappropriate)
-

“I can't change the air pressure on the compressor as I need it at that level for
my business.”



“It would be unfair on the guest if we controlled the air conditioner”

Equipment not used enough to make it worthwhile (22% of recommendations
considered inappropriate)



-

“The hot water system is turned off and we only use the AC when needed”

-

“We only use two litres of hot water a day.”

They were not in a position to act upon the recommended measure (17% of
recommendations considered inappropriate)
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-

“We are at the base of a block of units so it wouldn't be practical and the whole
building would need to be assessed for this one”



“Changing the hot water system is up to the landlord not to us.”

The report was recommending they act upon equipment they don’t have (12% of
recommendations considered inappropriate)
-

“We got rid of the fridge completely so obviously can't do anything with that.”

-

“There is no need for us to implement this action as we do not have a water
system in the building.”



Recommending

turning

off

equipment

that

is

in

constant

use

(9%

of

recommendations considered inappropriate)



-

“We cannot turn the power systems off as we are constantly using them”

-

“We are open 24 hours and everything is being used constantly.”

Equipment that does not need replacing yet (8% of recommendations considered
inappropriate)
-

“It is new, so it does not need to be changed yet.”

6.4 Intentions to fully implement
Where participants had partially implemented any no/low cost recommendations, they
were asked whether they intended to fully implement the action(s). 66% (up from 45% in
Phase 1) said that they did, though due to the nature of some of the recommendations,
this often depended upon maximising adherence to a behaviour rather than being able to
complete a set installation. It is questionable how much further action there will be on
these no/low cost recommendations without further prompting or support.
Of the 34% who did not intend to fully implement, this was usually because they felt that
full implementation would not be appropriate and was impractical to the business:



“Not appropriate as customers need to come in through the door”
“Would result in loss of productivity. Have partly implemented it, through further
staff education”



“Can't run a motel with everything off all the time.”

Where recommendations had not been implemented at all, 41% of respondents (35% in
Phase 1) intended to implement. This is perhaps unsurprising as the barriers to
implementation were often that the recommendation was felt to be inappropriate – this is
not likely to change with time or changes in economic circumstance. Statements justifying
the decision not to implement again reiterated that some recommendations were
inappropriate.
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Where there was an intention to implement, this was usually where time or gaining
information had been a barrier:


“I need to prioritise things firstly but I have a lot of things on at the moment. I
will be looking into this. It is also down to organising people to come into make
these changes”



“[We would only implement recommendation to switch computers off] if it does not
affect our working situation. We need the computers to be on most of the time as
we use them a lot.”

In terms of the stage of planning for no/low cost recommendations that were intended to
be implemented in future:


46% are being considered but no decision has been reached



38% have been decided upon but no plans have been put in place



16% have definite plans in place for implementation.

6.5 Attribution
Attribution for no/low cost actions was assessed in the following way in line with the
existing methodology applied in the evaluation of Phase 1. For each fully or partially
implemented no/low cost recommendation, respondents were asked whether or not the
program:
1. Gave the idea for the action
2. Reminded or prompted the respondent to take action they had already been
considering
3. Neither.


Wherever option 1 was selected the action was fully attributed to the program.



Where option 2 was selected the action was partially attributed to the program.



Where option 3 was selected the action was not attributed.
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The chart below breaks down the implemented recommendations by the extent to which
the implementation was attributed to the program:
Figure 32: Extent to which implemented low / no cost actions were attributed to
assistance provided by the program (n=708 N=43,092)

78%

Phase 2

24%

0%

54%

20%
Fully attributed

40%

22%

60%

Partially attributed

80%

100%

Not attributed

78% of no/low cost implementations were at least partially attributed to the program i.e.
the program gave them the idea or reminded them to do something they were already
considering.

This is a significant increase compared with Phase 1 largely due to an

increase in the proportion of measures partially attributed to the program (54% in Phase 2
compared to 22% in Phase 2). In the context of the type of recommendations being made
(i.e. in some cases, fairly straightforward behavioural measures), this increase is very
encouraging.
Although respondents were not asked for reasons for lack of attribution, it is very likely
that some of the no/low cost recommendations were being acted upon by respondents
already.
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7 Satisfaction31
Key metrics


78% of all businesses were satisfied or very satisfied with the assessor



80% of all businesses were satisfied or very satisfied with the recommendations made
by the assessor

Participant satisfaction was explored for the assessor and the action plan
recommendations. In the previous evaluation, satisfaction was assessed in a different
way. This looked at satisfaction with each of a number of aspects including whether the
assessor was helpful and informative, and whether the assessment took too long and was
thorough. Results were high with 90% or more of businesses satisfied with each area.
However, it is not possible to make a direct comparison between the figures from the two
evaluations.
The charts below show the overall satisfaction with the assessor and with the
recommendations given in the action plan in Phase 2:
Figure 33: Satisfaction with the assessor (n=301, N=5886)
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Figure 34: Satisfaction with the recommendations made by the assessor in the
action plan (n=301, N=5886)
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Overall satisfaction with each of these areas was similar. 78% of respondents were at
least satisfied with the assessor and 80% were at least satisfied with the recommendations
made by the assessor.
Reasons for satisfaction with the recommendations included:


There was a range of recommendations

-

“They were good ideas, so they recommended things that I had not considered
before (LED lights) and things I had thought about but didn't know how much it
would save (switching off the hot water tank).”

-

“As we had various recommendations which we could do immediately, ones which
wouldn’t cause too much disruption to the shop and ones which we could think
about in the long term.”

-

“I was very satisfied because they gave me some good ideas. They gave good
options on what to do like free, easy options and other ones that would cost
money. We were given a good range of things to do.”



Implemented recommendations had saved them money on their energy bill

-

“We have had a 50% reduction in our energy bills and we wouldn't have taken out
any of the changes if he had not recommended them.”

-

“It worked out well, I'm very happy with how much our energy bills have dropped
thanks to the actions that were recommended.”



The recommendations were tailored to their business

-

“They were very good. They quite tailored to our specific needs and they gave us
quite a lot of advice on what we could do to increase our sustainability.”

-

“They were practicable and applicable to my cafe/business and tailored to my
requirements.”

51

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012
Satisfied comments relating to the assessor included:


Providing detailed explanation of recommendations and benefits
“He did a good job and explained in detail what I should and can do to save
money for the business and he also advised how the changes would be beneficial
for the environment.”
“The assessor explained things in detail, spent time talking to us and telling us the
benefits of making certain changes.”
“The information they gave me was good, they quantified what was using the most
electricity, and what we could do to reduce it.”
“The assessor was friendly and she gave me a lot of suggestions. The suggestion
she gave also helped us to save a lot of money which I was very happy with.”
“The assessor was fantastic. He sat with me and showed me everything that I
needed to know and do, and gave me lots of ideas and suggestions.”



Giving businesses confidence to act
“He gave us some great ideas we indicated that we wanted to install some LED
lighting in the warehouse and shop and he was able to tell us about his
experiences with it and gave us the confidence to install it.”

Respondents have similar reasons for dissatisfaction with both the assessor and
recommendations:


Poor customer service/lack of follow up

-

“He only spent about 5 minutes here and then left without really looking at
everything. Then I got an assessment in the mail but there was no sort of follow
up - so I thought what do I do with this now?”

-

“The guy was bit abrupt. He kept saying that everything was time constrained and
that we had to make a decision now or we wouldn't be able to get a rebate. Small
businesses need time to assess things like that that are going to cost a lot of
money.”


-

Inappropriate recommendations
“The things that she told me I already knew. It was not tailored for our needs or
business”

-

“They weren't tailored for us and they only really talked to us about the lights
when I specifically told them I wanted information about the heating and cooling of
the shop because I think that wastes a lot of energy.”



Lack of knowledge

-

“They had to get an assessor out three times because they didn't know what they
were doing; they submitted the wrong bulb type as a recommendation.”

52

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012

8 Conclusions and Discussion
This section summarises the key findings from the survey of businesses and brings these
together with the findings from the qualitative in-depth interviews with stakeholders.

8.1 Audience profile
Over the life of the program to date, various marketing approaches have been tried and
tested, and the door knocking approach has proven operationally to be the most successful
in terms of sign up.

The average savings achieved through this approach have been

comparable with that achieved across the rest of the programme.

8.2 Satisfaction and service quality
Program satisfaction continues to be high across all aspects of the program, which is
positive for the teams delivering the program.
The findings reflect the conclusions from the external auditor reports32:


Overall quality of assessments/retrofits is high



Majority of businesses are happy with their assessments and found them useful



Provision of the 4 hours facilitation time for Assessors has led to improvement in the
timeliness and quality of follow up communication with businesses



Program is creating behaviour change in the majority of businesses through increased
awareness and the implementation of both no/low cost measures



Retrofits are being implemented according to Program standards and businesses are
happy with the services provided by Assessors



Assessors find audit feedback to be beneficial for building their knowledge and skills
capacity.

Stakeholder interviews highlighted that the engagement of external auditors was a key
transition point in monitoring the performance of assessors in terms of verifying the
appropriateness of technologies, the recommendations in the action plans and the quality
of products and their installation. The auditor reports identified the following opportunities
for improvement:


Be more rigorous in entering energy data and identifying energy saving opportunities
to ensure recommendations are both accurate and useful for the business



Improve the timeliness and quality of follow up communication (in particular providing
Action Plans) with businesses.

In response, the auditors provide each assessor company (on the current panel) with their
individual audit reports and highlight any errors, unidentified opportunities etc. to be
addressed. This is aimed at improving not only service quality but also building the
capacity of Assessors. The EESBP team monitors this process to ensure any auditor’s
recommendations are addressed.

32

EESBP Summary of findings from external auditing. April 2011
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The improved selection process for the recruitment of the new assessor panel in July 2010
has also contributed to the improvement of the program. The additional requirements on
assessors and improved standards and rigour of the selection process have improved the
quality of assessors’ knowledge and experience compared to Phase 1.
“This was a more rigorous process in terms of screening, tender processes and
standards expected by OEH’ Assessor
Stakeholders identified awareness of energy savings, effective communication, business
engagement and skills based training as areas of improvement but also as significant ongoing needs.
Issues remain however with inappropriate recommendations that are not adequately
tailored to the needs of the business (explored in section 4.4).

8.3 Motivations for action
Cost continues to be the principle motivation, which shows the program’s focus on
overcoming these barriers is appropriate. The increasing proportion of participation
specifically due to the rebates supports this finding, although this finding is likely to be
exacerbated by the increased focus on rebate support (e.g. targets for assessors), driven
by the program.
This reflects the perception of most stakeholders that the program addresses a real need
for small businesses that lack the financial capital, time, knowledge or resources to invest
in energy saving action despite a real interest in doing so. The stakeholder interviews also
highlighted that cost will become a more important consideration in future due to the
significant increases in energy costs coming in the future.
Other motivators such as a need to upgrade existing equipment and improve staff and
customer conditions have provided the program with opportunities to capitalise on other
business drivers and offer an energy efficient solution. It is also an opportunity to identify
other opportunities for improvement in the business.

8.4 Reducing barriers to action

8.4.1 Proportion of businesses engaged taking action
In Phase 2, overall, 93% of businesses have at least partially implemented one or more
recommendation of any type in both Phases of the program. Furthermore, 62% of
businesses have at least partially implemented one or more rebatable actions and almost
half (47%) have implemented worthwhile low cost recommendations. Both of these are an
increase compared to Phase 1.
However, while there are increases in action being found, there are still a proportion of
businesses receiving rebate eligible (38%) and worthwhile low cost recommendations
(50%) that have not yet acted on them.
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8.4.2 Conversion to action of recommendations
There has been a statistically significant increase in the rate of conversion of
recommendations overall, increasing from 54% in Phase 1 to 57% in Phase 2.
The take up of rebate eligible recommendations has increased from 23% to 40%.
Implementation of worthwhile low cost recommendations has also increased from 40%
now up to 50%. Both of these are statistically significant increases. Take up of no/low
cost recommendations has not increased significantly at 63%.
The increases in conversion to action indicate that assessors are improving their approach,
specifically helping to overcome cost and time barriers to action. However, during Phase
2, the assessors were encouraged to cover all the potential opportunities available for
action within their assessments. This was part of a data gathering exercise, to help inform
OEH of where the opportunities lie for energy efficiency within the sector.

As a result,

because these were included within the reports and the evaluation (which led to a higher
number of recommendations per report), it has increased the number of recommendations
not considered for action within the reports. This has led to a significant increase in lack of
action due to recommendations not being considered ‘appropriate’. As a result of this, and
reductions in cost and time barriers, ‘inappropriate’ recommendations are now the main
barrier to implementation.

Figure 35 below shows that although, on average, the number of recommendations
appears reasonable there are still businesses receiving action plans with what could be
considered by the business as too many recommendations. 90 businesses received more
than 20 no/low cost recommendations in their action plan and 35 businesses received
more than 10 rebate eligible recommendations.
Figure 35: Analysis of the number of recommendations per business in the
sample of businesses extracted for the survey 33.
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Rebate eligible

4.0

21

Worthwhile low cost

0.8

11

Low/no cost

7.6

36

The in-depth interviews with auditors suggested that in some cases a long list may prevent
actions from being taken as the sheer number can mask the important ones that would be
most helpful for the business to act on from those which are less important.
Furthermore, where recommendations are made which do not adequately reflect business
needs, this can lead businesses to reject action taken, even where there are others where
the recommendation is tailored and would lead to significant benefits.

33

Records for 3000 businesses were extracted from the OEH database.
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Notwithstanding the above, nearly all stakeholders believed that the improved quality of
engagement with businesses through paid facilitation time had provided more time for
assessors to re-focus on the appropriateness of recommendations.

8.4.3 Take up of the rebate
Take up of rebates has increased significantly since the start of Phase 2. 28% of
businesses registered since the start of Phase 2 have applied for a rebate. Data provided
by OEH shows that during Phase 2, follow up facilitation support to businesses registered
in Phase 134 has delivered more than an additional 1,000 rebate applications during Phase
2.
There is scope to improve the communication of the rebate as a proportion of businesses
were not aware that they could apply for a rebate and others misunderstood the eligibility
criteria. Others were unsure how to go about doing so or what was required.
The changes to the rebate and increased promotion of the rebate by assessors are likely to
have contributed to the increase in action in Phase 2. The rebate was changed for Phase 2
to enable businesses to receive payment of up to 50% of upfront costs, and assessors
have been encouraged to promote and support the take up of rebates with a resultant
increase in take up over that period.
The extent to which lack of capital is a barrier to action has also decreased in Phase 2.
The rebate is rarely in itself the initial motivation for taking action but the offer of a rebate
has been important in supporting and enabling action for some businesses.
Notwithstanding the above, there is evidence that suggests the rebate (at its current level)
is not necessary for all businesses to take action but that providing finance for up front
capital investment is still needed for some.

There appears to be a split amongst

customers, between those who need the rebate and those who seem not to. The research
found that a further 22% of businesses registered in Phase 2 had implemented a rebate
eligible recommendation without a rebate payment.

This is interesting as it shows that

OEH are not supporting actions which would have been taken anyway (known as
deadweight), although this requires further research to understand better.
On the other hand, the cost of action and a lack of capital remains a barrier for about a
third of rebate eligible recommendations not implemented and more than a quarter of
worthwhile low cost recommendations not implemented. Most of these were aware of the
rebate therefore for some businesses even the financial support available has not
addressed this barrier. This was a view also expressed by the auditors, in particular for
rebate eligible recommendations with significant costs.

8.5 Attribution
Attribution levels remain high, showing the program remains an effective means to:
34

Businesses registered to the Program prior to October 2010 were not included within the current evaluation. The

follow up support provided to them during Phase 2 was also outside of the scope of this study.
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-

demonstrate to businesses the extent of their energy costs and potential savings

-

encourage businesses to take energy efficiency seriously as a cost that is worth
focusing upon and driving down

-

encourage

a

large

proportion

of

energy

efficiency

recommendations

to

be

implemented
-

demonstrate often simple and cost effective methods of reducing energy use.

The pattern of implementation and attribution is set out in the table below. The level of
attribution, and therefore the strength of the influence of the program on action, is highest
for rebate eligible actions although this type of recommendation has the lowest level of
conversion to action:
Figure 36: Summary of implementation and attribution levels by
recommendation category for Phase 2

Low / no cost

Implementation level

Attribution level

(percentage at least

(percentage at least

partially implemented)

partially attributed)35

Highest (63%)

Lowest (78%)

Worthwhile low cost

Middle (50%)

Middle (87%)

Rebate eligible

Lowest (40%)

Highest (91%)

This is to be expected given the nature of these actions. Low cost measures are easier to
implement, often seen as common sense and the cost barrier is far lower. For rebate
eligible recommendations, businesses do not have the technical knowledge of energy
efficiency improvements and often need information and support on signposting to
suppliers/installers, support on how to implement the measures etc.

35

Using original attribution methodology
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9 Recommendations
9.1 Audience targeting
Whilst opportunities for energy savings in the sectors with high representation in the
customer base remain, the program should continue to target them. However, should this
diminish in future, OEH should reconsider alternative marketing approaches to target other
sectors, which are less accessible through this route.

9.2 Motivations for action
As cost remains the principle motivator for action, this should remain the principle focus
for the program as assistance here will continue to meet this need. The need is likely to
get stronger as energy bills will be subject to significant rises in future and this could be a
useful tactic for assessors to use to encourage take up and action.

9.3 Overcoming barriers
The program has been more successful in encouraging action, in particular rebatable
measures in Phase 2. However, there has been an increase in the number of
recommendations given per assessment. This has proportionally led to a greater number
of recommendations not being acted on because the business considered them not
appropriate for their business at that time36. It is encouraging that the key
recommendations (e.g. rebatable actions) in the reports are being tailored to the business
but it seems that some clarity may be lost due to the sheer number of recommendations
being included in reports.
It is encouraging to see prioritisation of recommendations within reports, but there may be
more scope for OEH to consider how to get participating businesses to focus on actions
which will bring them the most benefit when they do act. This could include:


Limiting the number of recommendations and specifically highlighting the key ones
which should be focussed on. These should be prioritised according to payback,
cost and eligibility for support, and business likelihood to take action (e.g. some
recommendations even with an excellent payback will not be considered for action
for other reasons).



Moving other recommendations to another section of the reports – e.g. those
which are more generic.

9.4 Rebate uptake
As described above, considerable improvements have been made in encouraging
businesses to take up rebatable actions. Linked to barriers, it would be informative for

36

As all recommendations made were included within the surveys (we took a random sample of all recommendations

made within the surveys).
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OEH to conduct a review of the types of actions being taken and their respective energy
savings. Some recommendations, which may not have the best payback or lowest cost
can be more likely to be acted on for other reasons (e.g. replacing refrigeration in a shop
can improve customer experience as well as energy efficiency), which will lead to improved
savings overall.
It would also be useful for OEH to conduct further research with businesses to better
understand why some took rebatable actions without taking up the subsidy. This would
help OEH inform their approach to rebates. Further research in this area would explore
-

For those who took up the rebate – why they took it up

-

For those who were not aware, what opportunities there were to improve awareness
during program delivery

For those who chose not to take up support, why they did not.

9.5 Encouraging action in the longer term
There are many actions, which are not taken in the short term following an assessment,
but which businesses say they are planning for the future (e.g. when capital becomes
available or when equipment needs replacing). However, there is a risk that with little or
no further engagement after delivery of the report, these recommendations could be lost.
In order to inform how best to capitalise on the opportunity provided by having the data
on these recommendations, OEH could consider:


Undertaking a longitudinal study in future evaluations to investigate what
recommended actions are being taken in the longer term since receiving an
assessment, and which are not (especially recommendations which were planned).



Considering if there is a need to amend the pricing structure to give more flexibility
to assessors and encourage them to provide more tailored advice and follow up
support.



Working with the assessors to understand what conditions would help them follow
up with participating businesses to encourage action in the longer term without the
need for further direct Government support.
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10 Appendix: Full quantitative questionnaire
10.1 Introduction
Good morning / afternoon, my name is ... and I’m calling on behalf of the New South
Wales Office of Environment and Heritage about the Energy Efficiency for Small Business
Program. We are following up on the energy assessment of your business and action plan
you received from <Assessor> around <Date>. We are conducting an evaluation of the
service and would like to see how useful you found the assessment and support. Is now a
convenient time to talk?
[If required]
-

The conversation will last about 15-20 minutes

-

The information will be used to inform the provision of energy
efficiency advice to businesses like yours in the future

-

Your details have been provided to us by the Office of Environment and
Heritage. for the purposes of this project only

[If agree to participate]
We’d like to be able to share your views with the Office of Environment and Heritage.
However, if you would like to keep your name confidential we can do that. Which would
you prefer?
-

Non-confidential

-

Confidential

10.2 Background
1. Do you recall the energy assessment that your business received on <Date>
carried out by <Assessor>. According to our records you were sent an action
plan after the visit?
-

Yes, recall the assessment and action plan

-

Recall assessment only [Researcher to prompt with recommendations
from action plan]

-

Recall action plan only

-

Recall neither [Researcher to prompt with recommendations or seek
another contact within the business]

2. Can I confirm your business is <business sector>
-

Yes

-

No

3. [If No to Q2. Or if not in the database] What does your business do? [Take
open end and categorise]
-

Agriculture, forestry, fishing and hunting

-

Mining
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-

Manufacturing

-

Construction

-

Wholesale trade

-

Retail trade

-

Accommodation, cafes and restaurants

-

Transport and storage

-

Communication services

-

Finance and insurance

-

Property and business services

-

Government administration and defence

-

Education

-

Health and community services

-

Cultural and recreational services

-

Personal and other services

4. What did you hope to obtain from the Energy Efficiency for Small Business
Program? [take open end and categorise all that apply]
- Energy cost savings
- Environmental benefits
- Rebates
- Other
5.

*Did you pay a fee for the energy assessment?
Yes
No
Don’t know

10.3 Satisfaction with assessor
6. Overall, how satisfied would you say you were with the assessor? [record
verbatim for why – will be categorised after fieldwork]
a.

Very satisfied

b.

Satisfied

c.

Neither

d.

Dissatisfied

e.

Very dissatisfied

7. You mentioned you were satisfied/dissatisfied with the assessor, why is that?
[take open end – will be categorised after fieldwork]
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10.4 Implementation status of each recommendation in the action
plan

10.4.1 Actions eligible for rebate: Recommendations

8. I have a record of actions that were recommended in the
action plan. I would like you to tell me to what extent you
have implemented each action:
37
Fully
Partly
Not
No
implemented implemented implemented recommenda
tion
Actions Eligible for Rebate (more than 2 year Payback)
<REC 1>
•
•
•
•
<REC 2>
•
•
•
•
<REC 3>
•
•
•
•
[For recommendations implemented or part-implemented]
9. Why did you choose to implement this action? [Take open end and categorise]
-

Easy to do

-

Subsidised payment or rebate (i.e. 50% of the cost up to $2,000 or
$5,000) – if eligible for a rebate

-

Potential cost/energy savings

-

It was part of equipment replacement/ upgrade

-

Become more environmentally friendly

-

Improving customer conditions

-

Improving staff conditions

-

Other, please specify

10. Would you say that the Energy Efficiency for Small Business Program
[researcher to select all that apply]:
-

Gave you ideas for the action

-

Reminded / prompted you to take an action you had considered

-

Gave you the confidence to implement the action

-

Provided the skills and understanding to implement the action

-

Provided you with the support or information to assist with the action

11. Would you have implemented the action without the assessment and
recommendations from the program (Yes or no)
- Yes
- No
12. [If yes] Has the program made a difference to when you took action – in what
way and how much? [take open end and categorise]:
- No difference
- Taken action sooner [probe for how much sooner]

37

This option was completed by researchers if there was not a relevant recommendation
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- Taken action later [probe for how much later]
- Don’t know
13. [If yes] Has the program made a difference to the size of the energy efficiency
improvement you have made – in what way and how much? [take open end
and categorise]:
-

Done more [probe for how much more]

-

Made no difference

-

Done less [probe for how much less]

-

Don’t know

[For recommendations part-implemented]
14. What has stopped you from fully implementing this action? [Take open end
and categorise]
-

Not enough time/ other priorities - what is the time needed for?

-

Too expensive / capital cost

-

Not considered appropriate – why?

-

Experienced problems

-

Payback time was too long

-

Lack of information on how to implement

-

Other, please specify

15. Do you intend to fully implement this action in the future? [Take open end and
categorise]
-

Yes - when/what does it depend on?

-

No- why not?

[For recommendations not implemented]
16. Do you intend to implement this action in the future?
-

Yes- when/ what does it depend on? [take open end] So, which of the
following best describes your plans thus far [read out and categorise]?

-

You are considering taking action but not yet made a
decision

-

You have made a decision but have no definite plans yet
You have made definite plans to take action

No - why not [take open end and categorise]?

-

Not enough time/ other priorities - what is the time needed
for?

-

Too expensive / capital cost
Not considered appropriate – why?
Experienced problems
Payback time was too long
Lack of information on how to implement
Other, please specify
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10.4.2 Worthwhile / low cost: Recommendations
17. The action plan also included a number of recommendations
for low cost actions that your business could take. I would
like you to tell me to what extent you have implemented each
of these actions:
Fully
Partly
Not
No
implemented implemented implemented recommenda
tion
Worthwhile Low Cost Recommendations
<REC 1>
•
•
•
•
[With regards to all recommendations implemented or part-implemented]
18. Why did you choose to implement these actions? [Take open end and
categorise]
-

Easy to do

-

Potential cost/energy savings

-

It was part of equipment replacement/ upgrade

-

Become more environmentally friendly

-

Improving customer conditions

-

Improving staff conditions

-

Other, please specify

[For each recommendation implemented or part-implemented]
19. Would you say that the Energy Efficiency for Small Business Program [select
one option]
-

Gave you the ideas for the action

-

Reminded / prompted you to take an action you had considered

-

Neither

20. Would you have implemented the action without the assessment and
recommendations from the program (Yes or no)
- Yes
- No
21. [If yes] Has the program made a difference to when you took action – in what
way and how? [take open end and categorise]:
- No difference
- Taken action sooner [probe for how much sooner]
- Taken action later [probe for how much later]
- Don’t know
22. [If yes] Has the program made a difference to the size of the energy efficiency
improvement you have made – in what way and how? [take open end and
categorise]:
- Done more [probe for how much more]
- Made no difference
- Done less [probe for how much less]
- Don’t know
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[With regards to all recommendations part-implemented]
23. What has stopped you from implementing these actions in full? [Take open end
and categorise]
-

Not enough time/ other priorities - what is the time needed for?

-

Too expensive / capital cost

-

Not considered appropriate – why?

-

Experienced problems

-

Payback time was too long

-

Other, please specify

24. Do you intend to fully implement these actions in the future? [Take open end
and categorise]
-

Yes - when/what does it depend on?

-

No- why not?

[With regards to all recommendations not implemented]
25. Do you intend to implement this action in the future?
-

Yes- when/ what does it depend on? [take open end] So, which of the
following best describes your plans thus far [read out and categorise]?

-

You are considering taking action but not yet made a
decision

-

You have made a decision but have no definite plans yet
You have made definite plans to take action

No - why not [take open end and categorise]?

-

Not enough time/ other priorities - what is the time needed
for?

-

Too expensive / capital cost
Not considered appropriate – why?
Experienced problems
Payback time was too long
Lack of information on how to implement
Other, please specify
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10.4.3 Low / no cost: Recommendations

26. The action plan also included a number of recommendations
for no cost actions that your business could take. I would like
you to tell me to what extent you have implemented each of
these actions:
38
Fully
Partly
Not
No
implemented implemented implemented recommenda
tion
No/ Low Cost Recommendations
•
•
•
•
•
•
•
•

<REC 1>
<REC 2>

[With regards to all recommendations implemented or part-implemented]
27. Why did you choose to implement these actions? [Take open end and
categorise]
-

Easy to do

-

Potential cost/energy savings

-

It was part of equipment replacement/ upgrade

-

Maintaining product/equipment quality

-

Become more environmentally friendly

-

Improving customer conditions

-

Improving staff conditions

-

Other, please specify

28. Would you say that the Energy Efficiency for Small Business
Program [select one option]

<REC...>
<REC...>

Gave you ideas
for the action
•
•

Prompted you to
take action
•
•

Neither
•
•

[For each recommendation implemented or part-implemented]
29. Would you have implemented the action without the assessment and
recommendations from the program (Yes or no)
- Yes
- No
30. [If yes] Has the program made a difference to when you took action – in what
way and how? [take open end and categorise]:
- No difference
- Taken action sooner [for technical improvements - probe for how
much sooner]

38

This option will be completed by researchers if there is not a relevant recommendation
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- Taken action later [probe for how much later – for technical
improvements]
- Taken action more frequently [behavioural changes]
- Don’t know
31. [If yes] Has the program made a difference to the size of the energy efficiency
improvement you have made – in what way and how? [take open end and
categorise]:
- Done more [probe for how much more]
- Made no difference
- Done less [probe for how much less]
- Don’t know
[With regards to all recommendations part-implemented]
32. What has stopped you from implementing these actions in full? [Take open end
and categorise]
-

Not enough time/ other priorities - what is the time needed for?

-

Too expensive / capital cost

-

Not considered appropriate – why?

-

Experienced problems

-

Payback time was too long

-

Other, please specify

33. Do you intend to fully implement these actions in the future? [Take open end
and categorise]
-

Yes - when/what does it depend on?

-

No- why not?

[With regards to all recommendations not implemented]
34. Do you intend to implement this action in the future?
-

Yes- when/ what does it depend on? [take open end] So, which of the
following best describes your plans thus far [read out and categorise]?

-

You are considering taking action but not yet made a
decision

-

You have made a decision but have no definite plans yet
You have made definite plans to take action

No - why not [take open end and categorise]?

-

Not enough time/ other priorities - what is the time needed
for?

-

Too expensive / capital cost
Not considered appropriate – why?
Experienced problems
Payback time was too long
Lack of information on how to implement
Other, please specify
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10.5 Other action

35. Have you taken any other actions to improve your energy efficiency since the
assessment?
-

Yes – what? [record each action separately]

-

No

10.6 Satisfaction with action plan
36. Overall, how satisfied would you say you were with the recommendations
made by the assessor in the action plan? [record verbatim for why]
a.

Very satisfied

b.

Satisfied

c.

Neither

d.

Dissatisfied

e.

Very dissatisfied

37. You mentioned you were satisfied/dissatisfied with the recommendations, why
is that? [take open end – will be categorised after fieldwork]

10.7 Rebate and support questions
[For those applying for rebates – from database]
38. Our records show that you applied for a rebate from the program to help with
the cost of implementing an energy efficiency improvement. How easy or
difficult did you find the rebate process
-

Very Easy

-

Easy

-

Neither easy nor difficult

-

Difficult

-

Very difficult

39. So what did you find easy/difficult about the process? [Take open end and
categorise after fieldwork]
40. Have you heard about the support available where you can receive up to four
hours free support to coordinate the installation of energy efficient
technologies and equipment? This includes obtaining quotes, managing the
installation and completing paperwork to apply for the rebate.
-

Yes – aware and taken up

-

Yes – aware and not taken up – why not taken up?

-

No – not aware

41. What did you find most useful about this additional support? [Take open end
and categorise after fieldwork]
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42. How satisfied would you say you were with this additional support?
-

Very satisfied – why?

-

Satisfied – why?

-

Neither satisfied nor dissatisfied

-

Dissatisfied – why?

43. [For those not taking up support] Do you think this additional support would be
useful?
-

Yes – why? [Researcher to offer information telephone number at
close of interview]

-

No – why not?

44. What was it that encouraged you to implement the actions eligible for rebate?
[Take open end and categorise]
-

Assessor support

-

Subsidised payment/rebate

-

Long term cost savings for business

-

Improved environmental performance

-

Other, please specify?

-

None

45. Did any of the following encourage you to implement the actions eligible for
rebate? [Prompt – with options not selected in Qu.44]
-

Assessor support

-

Subsidised payment/rebate

-

Long term cost savings for business

-

Improved environmental performance

-

Other

-

None

46. Which of the following was the most important? [Prompt with options
mentioned in Qu.44 and Qu.45 if more than one option mentioned]
-

Assessor support

-

Subsidised payment/rebate

-

Long term cost savings for business

-

Improved environmental performance

[Where respondent has not applied for a rebate – not in rebate database]
47. You have not applied for a rebate to help with the cost of implementing energy
efficiency improvements, why is this? [Take open end; responses will be
categorised after fieldwork]
48. Have you heard about the support available where you can receive up to four
hours free support to coordinate the installation of energy efficient
technologies and equipment? This includes obtaining quotes, managing the
installation and completing paperwork to apply for the rebate.
-

Yes – aware and taken up

-

Yes – aware and not taken up – why not?
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-

No – not aware

49. [If taken up the support] What did you find most useful about this additional
support? [Take open end and categorise after fieldwork]
50. How satisfied would you say you were with this additional support?
-

Very satisfied – why?

-

Satisfied – why?

-

Neither satisfied nor dissatisfied

-

Dissatisfied – why?

-

Very Dissatisfied – why?

51. Do you think this additional support would be useful?
-

Yes – why? [Researcher to offer information telephone number at
close of interview]

-

No – why not?

10.8 Close
52. Many thanks for your help today; do you have any other comments on what
we have discussed today?
-

Yes, take open end.

-

No

53. Earlier you mentioned that if you had assistance to coordinate the installation
of actions e.g. obtaining quotes, managing the installation and completion
paperwork to apply for subsidies payments this would assist you. Can I pass
your details onto OEH for them to get in touch with you about this?
a.

Yes

b.

No

54. Myself or someone from my research team may need to call you back to verify
your answers or ask anything I may have missed during this call, is this ok?
-

Yes

-

No

55. Finally, would you like to take Databuild's website or phone number or the
Market Research Society free-phone number just in case you wanted to check
something about the company or the work we are doing?
-

Website – www.data-build.co.uk

-

Phone number (UK) – 0044 121 687 1144

-

MRS Free-phone (UK) – 0044 500 396 999

-

Telephone number to learn more about Phase 2 support [To be offered
if respondent said they thought Phase 2 support would be useful]

-

None
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11 Qualitative stakeholder interview topic guides
This was a qualitative research exercise, and therefore the topic guides are made up of
suggested key questions to guide the conversation. All of the key questions were covered
with each of the main contacts, although we might not have asked all of the suggested
supporting questions to each respondent, and may not have followed the order specified.
This format maximises the insight gained from stakeholders.

11.1 OEH staff
1. Recruitment
Contact information:


Respondent details:
i.

Name of main contact

ii.

Job title

iii.

Organisation name

iv.

Telephone number

INTRODUCTION: Hello my name is X and I am calling from Databuild on behalf of the New
South Wales Office of Environment and Heritage. Can I speak to the [named respondent]
please?


If yes, continue



If no, when would be a better time to call back?

We are currently conducting an evaluation of the Energy Efficiency for Small Business
Program for the New South Wales Office of Environment and Heritage. The Business
Partnerships Section suggested that it would be useful to find out your views of the
service?
Do you have some time to speak to us about this now?
Possible outcomes:


Yes – Continue



No - make an appointment for a convenient time



No – who would be a good person to talk to? (Take details of name and number
and telephone alternative contact)

Great, thank you.
Let the respondent know the conversation will last no longer than an hour.
If needed:


Databuild is an independent market research consultancy; we have been
commissioned to do this work on behalf of the Office of Environment and Heritage.



The information will be used to inform the development of the program and
support for small businesses on energy efficiency.
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Your details have been provided to us by the Office of Environment and Heritage
Business Partnerships Section.

We are happy to treat all your comments as being completely confidential. However, if you
are happy for your comments to be made attributable to the Office of Environment and
Heritage then that would be useful. Once we have finished the conversation, I will check
what you would prefer to do.
To help me remember what we have discussed I would like to record the interview. Is that
okay?
2.

What is your role and involvement with the Energy Efficiency for Small Business
Program
a.

When did you first get involved with the program?

b.

What are your responsibilities?

c.

What do you understand are the main aims and objectives of the program?

3. How is the program delivered?
a.

Could you tell me how the program works, what are the different activities that
it involves and who is responsible for delivery of each one?

b.

Who does the business have contact with at each point? How is the service
branded?

a.

How is the program marketed to businesses? What messages have worked well
in attracting businesses?

c.

How do businesses sign up?

d.

How are the energy assessment and action plans delivered and managed?

e.

How is follow up support promoted to businesses, what does it involve and
how is it delivered?

f.

How does the rebate operate – what is available, how is it promoted, how do
businesses apply, how are payments made, how is that process managed, who
is responsible?

g.

How is the quality of the service managed? How does that differ for the
individual assessors level as opposed to program level? Eg dealing with
individual assessors contracts or looking at program wide assessors training
needs.

h.

How are assessors paid and performance managed?

4. How has the program developed since it started?
a.

What have been the main changes in the program and what were they
expected to achieve? When were they implemented?

b.

What were the reasons for these changes?

c.

How have these changes been implemented and how has performance then
been monitored and managed?

d.

How effective have these changes been in improving the program delivery and
outcomes [Probe for each stage – take up, site assessment and report, follow
up support, take up of rebates and conversion to action]?

5. What issues and challenges remain and how could the service be improved?
a.

What can the program team do?
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b.

Are there factors outside the control of the program that present barriers or
opportunities for the program?

6. What other benefits and additional outcomes has the program delivered outside of
energy and carbon savings?
[Probe for jobs, skills, knowledge, other – amongst businesses receiving support,
assessors, other stakeholders]
a.

What are these and is there any evidence for these?

7. How effectively does the program support the overall aims of the Energy Efficiency
Strategy?
a.

Does the program overlap with other programs under the Energy Efficiency
Strategy – does it support them or are there conflicts?

b.

Could small businesses be supported more effectively in a different way?

8. Close
Can I confirm whether you would like your responses to remain confidential or if you are
happy for us to share them with the Office of Environment and Heritage?
Would you like to take our number at Databuild (+44 121 687 1141) or the MRS freephone
number (0500 39 69 99) to check the work we are doing?
Thank respondent for their time

11.2 Assessors
1. Recruitment
Contact information:


Respondent details:
i.

Name of main contact

ii.

Job title

iii.

Organisation name

iv.

Telephone number

INTRODUCTION: Hello my name is X and I am calling from Databuild on behalf of the New
South Wales Office of Environment and Heritage. Can I speak to the [named respondent]
please?


If yes, continue



If no, when would be a better time to call back?

We are currently conducting an evaluation of the Energy Efficiency for Small Business
Program for the New South Wales Office of Environment and Heritage. The Business
Partnerships Section suggested that it would be useful to find out your views of the
service?
Do you have some time to speak to us about this now?
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Possible outcomes:


Yes –Continue



No - make an appointment for a convenient time



No – who would be a good person to talk to? (Take details of name and number
and telephone alternative contact)

Great, thank you.
Let the respondent know the conversation will last no longer than an hour.
If needed:


Databuild is an independent market research consultancy; we have been
commissioned to do this work on behalf of the Office of Environment and Heritage.



The information will be used to inform the development of the program and
support for small businesses on energy efficiency.



Your details have been provided to us by the Office of Environment and Heritage
Business Partnerships Section.

We are happy to treat all your comments as being completely confidential. However, if you
are happy for your comments to be made attributable to the Office of Environment and
Heritage then that would be useful. Once we have finished the conversation, I will check
what you would prefer to do.
To help me remember what we have discussed I would like to record the interview. Is that
okay?
2. When and how did you become involved with the Energy Efficiency for Small Business
Program
a.

When did you first get involved with the program?

b.

Had you been involved in this type of work before being involved in the
program?

c.

What else does your business do?

d.

How did you first hear about the program?

e.

How did you get involved?

f.

What was the recruitment process?

g.

Was there any training or guidance, what did it involve?

h.

How many businesses do you support each month – energy assessments,
follow up support, rebate applications?

i.

Has your business grown since you first became involved in the program? Is
this because of the program or other work?

3. What do you do exactly as an assessor?
a.

Are you involved in recruitment of businesses, how is this done? What
messages work well, what attracts businesses to the program, what stops
them signing up?

b.

What is the process for signing up businesses and arranging the site visit?
Does this work well?

74

NSW OEH EESBP Evaluation – Phase II
Final report
November 2012
c.

How is the energy assessment conducted, how long does it take, what do you
look at, do you look at any billing information, how much time is required from
the business? Are there any problems with the booking process or the way you
are required to conduct the site visit?

d.

How are the action plans and recommendations compiled and provided to the
business? Is there any support for the business to ensure they understand the
action plan? What do you think of the process for compiling the action plan and
the format/layout?

e.

How is the follow up support promoted to businesses, what does it involve and
how is it delivered? Do many businesses take up the support? How does this
help the business, what do they value, what is less useful? Is there anything
else you could do that would help but cannot currently help with? Why do
some not take it up?

f.

How are you involved in the rebates – what is available, how is it promoted,
how do businesses apply, how are payments made, how is that process
managed? Do many businesses take up the rebate? Why do some businesses
not take up the rebate? What do you think of the application process? What
do you think of the payment arrangements? Could anything be improved?

g.

How is the quality of your work monitored? What do you think of the process?
Has it helped you deliver an effective service and get more businesses to take
action?

h.

How are you paid? What targets are you set? What do you think of this? Could
it be improved?

4. How has the program developed since you started?
a.

What have been the main changes in the program?

b.

What were the reasons for these changes?

c.

How have these been communicated to you?

d.

How have they been put in place, has there been any training, guidance or
support?

e.

How effective have these changes been in improving the program delivery and
outcomes [Probe for each stage – take up, site assessment and report, follow
up support, take up of rebates and conversion to action]?

f.

How has this been monitored and performance managed?

5. What issues and challenges remain and how could the service be improved?
a.

What can the program team do?

b.

Are there factors outside the control of the program that present barriers or
opportunities for the program?

c.

Could small businesses be supported more effectively in a different way?

9. Close
Can I confirm whether you would like your responses to remain confidential or if you are
happy for us to share them with the Office of Environment and Heritage?
Would you like to take our number at Databuild (+44 121 687 1141) or the MRS freephone
number (0500 39 69 99) to check the work we are doing?
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Thank respondent for their time

11.3 External auditors
1. Recruitment
Contact information:


Respondent details:
i.

Name of main contact

ii.

Job title

iii.

Organisation name

iv.

Telephone number

INTRODUCTION: Hello my name is X and I am calling from Databuild on behalf of the New
South Wales Office of Environment and Heritage. Can I speak to the [named respondent]
please?


If yes, continue



If no, when would be a better time to call back?

We are currently conducting an evaluation of the Energy Efficiency for Small Business
Program for the New South Wales Office of Environment and Heritage. The Business
Partnerships Section suggested that it would be useful to find out your views of the
service?
Do you have some time to speak to us about this now?
Possible outcomes:


Yes – Continue



No - make an appointment for a convenient time



No – who would be a good person to talk to? (Take details of name and number
and telephone alternative contact)

Great, thank you.
Let the respondent know the conversation will last about 30 minutes.
If needed:


Databuild is an independent market research consultancy; we have been
commissioned to do this work on behalf of the Office of Environment and Heritage.



The information will be used to inform the development of the program and
support for small businesses on energy efficiency.



Your details have been provided to us by the Office of Environment and Heritage
Business Partnerships Section.

We are happy to treat all your comments as being completely confidential. However, if you
are happy for your comments to be made attributable to the Office of Environment and
Heritage then that would be useful. Once we have finished the conversation, I will check
what you would prefer to do.
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To help me remember what we have discussed I would like to record the interview. Is that
okay?
2. What is your role and involvement with the Energy Efficiency for Small Business
Program
a.

When did you first get involved with the program?

b.

What are your responsibilities?

3. What is involved in monitoring and validation of the program?
a.

How were the quality standards for the program developed – by whom, what
was the process and what were they based on?

b.

How many businesses are audited and what does this involve?

c.

How are the quality of action plans and recommendations checked?

d.

Is there any auditing of the follow up support and rebate processes? How do
these operate?

e.

How are the findings reported back to the program team?

f.

What is the process for deciding on and implementing any corrective action?

g.

How are the findings communicated to assessors?

4. What have been the main issues with quality and how have these been dealt with?
a.

What were they?

b.

How were they identified?

c.

How was corrective action decided on and what was done and when?

d.

How has implementation been monitored and has it been effective?

5. What issues and challenges remain and how could the service be improved?
a.

What can the program team do?

b.

Are there factors outside the control of the program that present barriers or
opportunities for the program?

c.

Could small businesses be supported more effectively in a different way?

6. Close
Can I confirm whether you would like your responses to remain confidential or if you are
happy for us to share them with the Office of Environment and Heritage?
Would you like to take our number at Databuild (+44 121 687 1141) or the MRS freephone
number (0500 39 69 99) to check the work we are doing?
Thank respondent for their time

11.4 Other stakeholders
Includes other Government staff and Local Councils
1. Recruitment
Contact information:
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Respondent details:
i.

Name of main contact

ii.

Job title

iii.

Organisation name

iv.

Telephone number

INTRODUCTION: Hello my name is X and I am calling from Databuild on behalf of the New
South Wales Office of Environment and Heritage. Can I speak to the [named respondent]
please?


If yes, continue



If no, when would be a better time to call back?

We are currently conducting an evaluation of the Energy Efficiency for Small Business
Program for the New South Wales Office of Environment and Heritage. The Business
Partnerships Section suggested that it would be useful to find out your views of the
service?
Do you have some time to speak to us about this now?
Possible outcomes:


Yes – Continue



No - make an appointment for a convenient time



No – who would be a good person to talk to? (Take details of name and number
and telephone alternative contact)

Great, thank you.
Let the respondent know the conversation will last about 30 minutes.
If needed:


Databuild is an independent market research consultancy; we have been
commissioned to do this work on behalf of the Office of Environment and Heritage.



The information will be used to inform the development of the program and
support for small businesses on energy efficiency.



Your details have been provided to us by the Office of Environment and Heritage
Business Partnerships Section.

We are happy to treat all your comments as being completely confidential. However, if you
are happy for your comments to be made attributable to the Office of Environment and
Heritage then that would be useful. Once we have finished the conversation, I will check
what you would prefer to do.
To help me remember what we have discussed I would like to record the interview. Is that
okay?
2.

What is your role and your involvement with the Energy Efficiency for Small Business
Program
a.

What are your responsibilities?
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b.

What has been your involvement with the program?

c.

When did you first get involved with the program or become aware of it?

d.

What do you understand are the main aims and objectives of the program?

e.

What is the importance of the program to your program?

3. What benefits has the program delivered?
a.

What have been the benefits for your own organisation?

b.

Are you aware of any other additional benefits and outcomes [Probe for jobs,
skills, knowledge, other – amongst businesses receiving support, assessors,
other stakeholders] - what are these and is there any evidence for them?

4. What do you think of any changes that have been made to the program since it
started?
a.

What have been the main changes in the program that you are aware of?

b.

How effective have these changes been in improving the program delivery and
outcomes from your perspective [Probe for each stage – take up, site
assessment and report, follow up support, take up of rebates and conversion
to action]?

5. What issues and challenges remain and how could the service be improved?
a.

What can the program team do?

b.

Are there factors outside the control of the program that present barriers or
opportunities for the program?

6. How effectively does the program support the overall aims of the Energy Efficiency
Strategy?
a.

Does the program overlap with other programs under the Energy Efficiency
Strategy such as the Energy Savers Program or Sustainability Advantage –
does it support them or are there conflicts?

b.

Could small businesses be supported more effectively in a different way?

7. Close
Can I confirm whether you would like your responses to remain confidential or if you are
happy for us to share them with the Office of Environment and Heritage?
Would you like to take our number at Databuild (+44 121 687 1141) or the MRS freephone
number (0500 39 69 99) to check the work we are doing?
Thank respondent for their time
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12 Calculating weighting factors
As data was collected through a survey of a sample of recipients of the program it was
subject to the following limitations:
a.

The research did not cover every recommendation given to each respondent

b.

The research did not cover every business receiving an assessment

Weighting the data allows the findings from our sample to be extrapolated to the wider
population. This is done by applying an individual weight to the data in each interview; if
all individual weights on each interview are used, the findings should equate to the same
effect as if all the population39 had been interviewed.
a. Calculating weight 1
Respondents were not asked about all recommendations given the large number of
recommendations included with the action plans.

This decision was taken for practical

reasons to ensure a reasonable interview length that would keep the respondent engaged
to minimise bias from drop outs and ensure good quality data was collected.
Based on an analysis of the number of recommendations for businesses in the sample it
was decided to ask respondents about an average of half of any type of recommendation.
As such respondents were asked about a maximum of:


3 rebate eligible recommendations



1worthwhile low cost recommendation



5 low/no cost recommendations.

The first weighting factor therefore adjusted the findings on the extent to which
recommendations had been implemented to take account of all the recommendations
given to those business interviewed e.g. if we asked a business about 5 low cost / no cost
recommendations and they had in fact received 15 such recommendations, the extent to
which they had implemented those 5 recommendations was extrapolated to the 15 they
had received.
This was done for each recommendation type, therefore each respondent ended up with a
weight for each recommendation type. Where all of the respondent’s recommendations
had been covered within the interview, the weight on that type of recommendation was 1.
Where some of the recommendations provided to a respondent had not been covered in
the interview, the weight was calculated as follows:
the number of recommendations of that type given to the business
the number of recommendations of that type explored in the interview

Separate weights are created for each of the recommendation types for each respondent,
so there is a Weight1a (for rebate eligible measures), Weight1b (for worthwhile low cost
measures) and Weight1c (for low / no cost measures).
39

All businesses that had received support though the program between March and September 2010.
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b. Calculating weight 2
Once the correct number of recommendations is accounted for through Weight1a/b/c, the
interviewed sample was weighted to the total number of business assessment recipients.
The sample was drawn from 6,439 program participants receiving an audit between
October 2010 and April 2012.
Of the 6,439 businesses recorded as receiving an assessment between October 2010 and
April 2012, 873 businesses were contacted as part of the evaluation, of which 301 were
interviewed. Yet of the 873, 75 (9%) could not be interviewed because they had not yet
received their action plan, they did not recall the assessment, or the business had ceased
to operate. When applied to the 6439 October 2010 - April 2012, program assessment
recipients, this ratio implies that 553 would not have been possible to interview, leaving a
population figure of 5,886.
However, the 301 interviews cannot be simply weighted by dividing 5886 by 301 as the
interview sample was drawn on the basis of whether the business had received a rebate or
not. Overall, 1,792 October 2010 - April 2012 participants had received a rebate, whilst
4,647 had not.

Applying the 9% reduction above to these figures means that the

populations are 1,638 and 4,248 respectively.
Within the interviewed sample, 107 respondents had received a rebate, whilst 194 had
not. Therefore two separate weightings (Weight2a or Weight2b) were produced:
2a.
2b.

c.

For businesses that have received a rebate = 1638 / 107
For businesses that have not received a rebate = 4248 / 194

Application of the weights

Different weighting was applied depending upon the data being analysed.
Where data specifically relating to recommendations was analysed, the weighting used
was:
The weight relevant to the recommendation type (i.e. Weight1a, Weight1b, or Weight1c)
X
The weight relevant to their rebate status (i.e. Weight2a or Weight2b)

This is referred to as Recommendation weight in the report.
Where data related to the service rather than the recommendations – e.g. recall,
satisfaction, follow up support – only Weight2a or Weight2b were used. This is referred to
as Business weight in the report.
Each section of the report includes a statement of whether Business weight or
Recommendations weight is being used to produce the findings.
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