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Introduction

This has been our 13th full year of trading and 487 customers benefited from our services.
This brings the total number of vulnerable residents that have now benefited from HEET’s
services to 5,569.
Our original aim of making Waltham Forest homes more energy efficient remains at the
core of what we do. HEET’s work this year has enabled households to save, on average:
•
•

£440 each year on their fuel bills, and
1.6 tonnes from their household carbon emissions

HEET has a much broader objective now though, which is to tackle the well-documented
links between ill-health and inadequate housing. Excess cold is a major cause of housingrelated ill-health, but inadequate security, damp and mould, fire, carbon monoxide,
overcrowding and other factors all contribute. Over the past 10 years HEET has slowly
expanded the services we provide to tackle many of these problems. This focus on
reducing the impact of poor housing on the health of vulnerable residents is now central to
HEET’s mission. This work would be impossible without the key support we receive from:
•

•

•

Referral agencies – a fantastic network of frontline health, care and crime prevention
workers in the statutory, community and voluntary sector who identify residents that
are at risk and make referrals to HEET.
Partner organisations – such as Age UK, Victim Support, LBWF Housing Standards,
London Warm Zones and Papworth Trust with whom we work to put a package of
measures/actions together to make the homes of vulnerable residents safer, warmer
and healthier places to live.
Funders – without whom HEET would not exist. In particular we would like to thank
the Big Lottery Fund, London Borough of Waltham Forest, SafetyNet and London Fire
Brigade for their on-going support.

As energy prices increase and public services are cut, the economic circumstances of
residents become harder and the demand for HEET’s services is ever increasing - but
funding these services gets harder each year. As we reach the end of what has now been
a period of six years of Big Lottery funding, our biggest challenge is to find replacement
funding. Over the next year we will experiment with new ways of raising funds from
donations, charging able to pay customers, charging housing providers and developing our
training work.
Tom Ruxton (June 2013)
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Session Workers
Afshan Iqbal
Tahir Sheikh
Sarah Tobias
Robert Clark
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Chris Bateson

Aims
The HEET project aims to:
1. Enable Waltham Forest residents, and in particular those facing
social exclusion, to save money on their fuel bills.
2. Improve the health, comfort & safety of residents who live in cold
damp homes.
3. Reduce carbon emissions from Waltham Forest homes.
4. Reduce overall levels of residential burglary and in particular repeat
burglaries.
5. Enable local people to access training & job opportunities being
created in the construction & energy efficiency sector.
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HEET
SERVICES

ADVICE &
INFORMATION

OUTREACH TO HEALTH &
CARE WORKERS
• Training in how housing

impacts on health.
• Enable health/care workers

to make referrals

ENERGY/CLIMATE CHANGE
ROADSHOWS
• Energy/Security Advice
• Referrals (Warm Front,

Warm Zones, HEET etc).
• Carbon literacy & pledges
• Signposting

ENABLING
WORKS

ENERGY EFFICIENCY
• Loft clearances
• Door/Window repairs
• Advocacy & support for

Warm Front/Warm Zone
customers
• Other minor repairs

SURVEYING
• Agree package of works
• Customised energy &

security advice

HEATING

ENERGY
EFFICIENCY
WORKS

Loft Insulation (inc. top-ups)
Draught proofing
Radiator panels
Cavity Wall Insulation (subcontracted)
• Hot water cylinder jackets
• Water saving measures
•
•
•
•

• Reports and advocacy for

DOOR SECURITY

• Emergency loan of electric

heaters

• Mortice/sash/ratchet /rim

• Non ‘gas-safe’ repairs (reset

timer, replace fuse, etc)
• Heating controls
• Fit CO alarm

•
•
•
•

SECURITY
• Door & window repairs
• Fence repairs
• PIR light repairs

SECURITY
WORKS

SUBCONTRACTED WORK
£400 contribution towards cost:
• Boiler repair/ system clean
• Gas fire service/repair
• New boiler/heater/fire

tenants in rented
accommodation.

locks
Change lock cylinders
DV100 viewer & mini
intercom
London/Birmingham bars
Hinge bolts, letterbox visor

WINDOW SECURITY
• Window locks
• Window restrictors
• Sneak alarms

BENEFIT CLAIMANTS ONLY

•
•
•
•

SUBCONTRACTED WORK
£400 contribution towards
costs:
Roof repairs
Electrical repairs
Plumbing repairs
Asbestos removal etc

•
•
•
•
•

DAMP & MOULD REMOVAL
Damp diagnosis & advice
Sempatap insulation
Biodec mould removal
Ventilation works
Roof/gutter/pipe repairs

•
•
•
•

GARDEN SECURITY
Fit trellis
Fit PIR light
Gate/garage/shed locks
Anti-climb paint

FIRE SAFETY
WORKS

HOME FIRE SAFETY VISITS
• Fire safety advice
• Fit smoke alarms with long-

life battery
• Fit anti-arson letterboxes

TRAINING
Proposal in place to
set up accredited
training courses

ENERGY ADVICE
• Energy awareness (C&G

6281) – run by NEA
• Work experience at
roadshows and session
work.

ENERGY EFFICIENCY
INSTALLATION – WORK
EXPERIENCE
• Loft insulation
• Draught proofing
• Radiator panels

SECURITY WORK – WORK
EXPERIENCE
• Door security
• Window security
• Garden security

DRAUGHT BUSTING
WORKSHOPS
Workshops in community
spaces to enable residents to
draught proof their own homes.
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Section 1 — Advice & Information
1.1

Outreach to Health and Social Care workers

Outreach to health & social care workers is key to identifying those who most need
HEET’s services. Lottery funding has enabled us to train 313 local health & social care
workers, across all sectors, to identify housing issues that impact on the health of their
clients and to make referrals to HEET. 42 new workers from LBWF Social Services
Enablement & Empowerment, Access & Assessment and Community Independence
Teams were added to this list this year. HEET’s services are now an essential and wellintegrated element of preventative care for vulnerable people in our borough. The wide
impact on individuals and organisations of even fairly minor works is well illustrated by this
unsolicited thank you letter received from a health professional.
Dear Heet project
I have been meaning to write and say thank you for your involvement with two of my cases.
Ms Smith’s* bedroom was 9 degrees when she was admitted to hospital after a fall. The
London ambulance said they took her to hospital because her house was so cold and she
was at risk of hypothermia. An OT access visit took place and they said it was too cold for
Ms Smith to go home. She consented to support & HEET visited and discovered there
was no socket in the bedroom and therefore no heating. You arranged for an electrician to
go round that day and put a socket in the bedroom, supplied 2 convector heaters, draught
proofed doors and windows, and fitted curtains to keep the heat in. Ms Smith was able to
be discharged home later that day and she has had a warm home since. The support from
HEET enabled us to facilitate a safe discharge for Ms Smith. It also meant that Social
Services were not liable for charges under the delayed discharge act. Mrs Smith (awaiting
court of protection) has no available money, no family and I honestly did not know how I
would resolve the heating, lack of socket issue. Therefore I am incredibly grateful to
HEET’s flexible, pro-active, practical, problem-solving approach.
Secondly, I would like to thank you for your support with another case. Mrs Jones*, who is
98, living alone and has dementia, no family contact, would not allow carers in and yet
needed the care. Mrs Jones did not have any spare keys for the key-safe (& was paranoid
about keys and therefore there was zero co-operation from her). HEET liaised with
neighbourhood police and changed a lock and put the key in the key-safe. This has
resolved the daily access problem. Mrs Jones now has carers and meals on wheels daily. I
no longer have the daily calls (& safeguarding alerts) each day saying “the carer can’t get
in/Mrs Jones won’t let them in!” I don’t know how else I would have solved it and so your
input is invaluable.
Very many thanks
Caroline Danos (Whipps Cross Hospital Social Work Team)
*Clients’ names have been changed to protect their identity

5

1.1.1 Referrals to HEET
HEET carried out work for 487 households during the year. Of these, 377 were referred to
us by trained healthcare or crime prevention workers - which suggests that most people
trained have made at least one referral to HEET for a healthier home.
Referral Sources

No. of Households
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1.1.2 What health and social care workers say about HEET
HEET carried out a survey to find out what health and social care workers think of the
service HEET provides. Asked if they had noticed a health improvement for their clients
following a referral, 35% said yes for most referrals, 36% said yes for some referrals and
29% they didn’t know.
Comments from Health/Care Referrers
I’ve noticed a health improvement following most referrals (especially around
properties with damp). Parents are more informed regarding dealing with this concern.
In some cases HEET’s support has helped families move or get private landlords to do
repairs that have been outstanding for some time (Children’s Centre Outreach
Worker)
I have made numerous referrals over the years to HEET all of which have always had
a positive impact on our Residents. (Social Worker – Adult Social Care)
Very useful and responsive team when referred to. (Occupational Therapist,
Intercare)
HEET have enabled service users to continue living in the community longer and
minimised risks to ensure peoples safety. (Social Worker – Adult Social Care)
HEET have been an absolute godsend for a number of our clients based in Waltham
Forest over the years. They have been flexible as much as possible in helping clients
with disrepair/thermal comfort needs to their properties. The advice they have given,
especially in dealing with damp, has been invaluable to many of my clients and has
6
had an impact on improving health and people’s
outlook on lives. Most importantly the
feedback from clients has generally always been how fantastic they are. (DABD)

1.2

Roadshows

HEET provides general advice to residents on issues of climate change, energy efficiency,
home security and housing related ill-health through a series of advice sessions in public
spaces. This year we held 26 events and advised 947 residents.
Venue

No.
advised
28/04/12 – Walthamstow market stall
72
12/05/12 - Walthamstow market stall
81
26/05/12 - Walthamstow market stall
52
30/06/12 – Hornbeam summer festival
4
21/07/12 – Priory Court fun day
45
10/08/12 – Leytonstone Tesco
32
11/08/12 – Priory Court Give or Take
26
09/09/12 - Mela, Leyton
201
24/09/12 - Leyton Health Care clinic
34
01/10/12 - Flu Clinic, Leyton
34
06/10/12 - Flu Clinic, The Firs (E17)
150
09/10/12 Heart Launch (EpiCentre)
6
10/10/12 - Flu Clinic, Ecclesbourne (E4)
38
Totals
26 events

Venue

No.
advised
13/10/12 - Flu Clinic, The Grove (E17)
9
18/10/12 - Leyton Children’s Centre
6
24/10/12 - Carer’s Association event (E4)
10
01/11/12 - Heart event – Low Hall CC
4
03/11/12 - Give or Take, Aldriche Way
11
10/11/12 - Heart event – Low Hall CC
15
13/11/12 - Age UK Warm Homes (E4)
25
15/11/12 - Age UK Warm Homes (Leyton)
5
24/11/12 – Finance Event, Mission Grove
12
23/01/13 – Age UK, Wood Street
23
03/02/13 – Give or Take, Quakers E17
17
26/02/13 – Townswomen’s Guild E11
23
26/03/13 – Age UK, Peterhouse
16
947 people advised

Roadshows have several functions:
•
Identifying customers for HEET – some events, like the flu clinics at health centres,
are a good way to identify people who may not be receiving home visits from health or
care workers but nevertheless are vulnerable. 74 households attending Roadshow
events went on to receive a service from HEET.
•
Signposting - Participants complete a short questionnaire about their home at the
Roadshows. From their answers we are able to provide advice, and signposting to
appropriate services, on issues of energy efficiency, renewables and security.
•
Climate Change Awareness Raising & Carbon Literacy – using quizzes, pedalpowered generators and carbon pledging, Roadshows aim to help residents
understand how their carbon footprint is made up and how they can best reduce it. A
total of 429 residents made specific pledges which, if carried through, would save
176.4 tonnes of carbon each year.
•
Campaigns – roadshows provide a platform to promote specific campaigns such as
the Big London Energy Switch which promotes collective switching as a way to get
energy companies to provide a better deal for residents on their fuel bills. 315
residents signed an expression of interest in this campaign as a result of HEET’s
activities.

Using HEET’s pedal generator, people can
7
experience how much easier
it is to power a lowenergy light bulb compared to a conventional one.

1.3

Surveying, Energy Advice & Advocacy

507 Waltham Forest homes were surveyed by HEET in 2012/13 and provided with advice
and guidance on saving energy and keeping safe at home. Advice is tailored to the needs
of the customer but includes:

1.3.1 Energy Saving Advice which includes advice on effective use of heating
controls, understanding tariffs, payment methods and budgeting for fuel. 445
households were helped to create an energy reduction plan. The estimated
financial and carbon saved from following this advice are shown in the table at 2.2.2
below.
1.3.2 Referrals to other agencies for energy efficiency services. 64 referrals were
made to other agencies following a survey by HEET.
Scheme

No.
referrals

Warm Front

4

Heating/ boiler

£14,000

£150

Total
potential
fuel bill
savings
£600

Warm Zone

23

Heating/ boiler

£80,500

£150

£3,450

Climate
Energy
Saving Energy

2

Heating/ boiler

£7,000

£150

£300

8

Cavity Wall
Insulation
UPVC draught
proofing
Energy
efficiency
enabling
works
Warmth Pack

£2,400

£100

£800

2,250

£20

£300

£5,500

£0

£0

£100
£111,750

£0

£0
£5,450

Circle 33
Housing
Home
Improvement
Agency

15

Age UK
Total

1
64

11

Works

Total
potential
grant value

Average
fuel bill
savings

Average
CO2
saving
1.5
tonnes
1.5
tonnes
1.5
tonnes
0.8
tonnes
0.1 tonne

Total
potential
CO2
savings
6 tonnes
34.5
tonnes
3 tonnes
6.4 tonnes
1.5 tonnes

0

0

£0

£0
51.4
tonnes

1.3.3 Big London Energy Switch. This scheme helps residents get a better deal on their
gas and electricity bills by getting large numbers of people to switch supplier together thus
encouraging energy companies to offer their lowest prices. 138 HEET customers signed
an expression of interest in this scheme. Unfortunately the energy company offers were
not particularly good, so only a few customers completed the switch.
1.3.4 Condensation & damp. A large percentage of HEET customers suffer from
problems of damp which in turn can have an impact on health. In the majority of these
cases condensation is the cause of the damp. Sometimes there are structural problems,
such as inadequate ventilation or overcrowding (see 1.3.6 advocacy case study below),
which require remedial action, but often advice, combined with improved insulation, is
enough to improve or eradicate the problem.
1.3.5 Security & Fire Safety Advice which includes advice on keeping safe, and
avoiding becoming a victim of burglary or bogus callers. Fire safety advice follows a model
developed by the Fire Brigade and includes fire prevention, maintenance of smoke alarms
and escaping from fire.
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1.3.6 Advocacy Support which usually involves writing a technical report on the
condition of the home, and the impact this can have on the tenants’ health, for use by the
customer and health workers to advocate for repairs or re-housing. 40 households were
assisted in this way this year.
Advocacy Case Study
Eva is 41 and lives in a one-bedroom flat in Chingford owned by a Registered Social
Landlord. Eva has three boys aged 3–8 years. All three children have persistent coughs
and chest infections and the youngest suffers from asthma as well. The Outreach Worker
at her local Children’s Centre had picked up on the fact that housing might be contributing
to the ill-health of Eva’s children and made a referral to HEET.
We made a home visit and found that on entering the flat there was a smell of damp.
There were several areas of black mould on the bedroom and bathroom walls and ceilings.

Black mould on bathroom ceiling
Black mould & damp to side of bed
The flat, however, was generally in good condition with adequate heating and no signs of
water penetration from outside. It was fairly clear that the problem was one of
condensation associated with the over-occupancy of the flat, exacerbated by the fact that
Eva was trying to clean off the mould with soapy water – adding more moisture to the flat.
Conclusion:
We provided Eva with advice on how to reduce condensation and how to ventilate without
losing all her warmth. This provided some respite but the main issue was overcrowding.
HEET wrote a report identifying the problems and causes, and linking these to the health
problems experienced by her children. We sent this report to Eva, the Outreach Worker,
the landlord and Eva’s GP. Eva had already applied for re-housing but had been turned
down. We suggested that she try again presenting our report and a letter of support from
her GP to strengthen her case. Three months later we phoned Eva to see how she was
and discovered she had been re-housed.

“I felt like I was being ignored - your report made the landlord stand up and listen. Now I have a
nice flat and my children are healthy.” Eva
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Section 2 – Installation Work
2.1

Enabling Works

HEET has pioneered the concept of providing enabling works for those households where
the basic state of repair of their home is so inadequate that energy efficiency or security
measures cannot be fitted without remedial works. Big Lottery and DECC Fuel Poverty
funding have been used for this work. If our own installers are unable to carry out the work
we have a budget of £400 per customer that we can spend on subcontractors.
2.1.1 A total of 250 households received enabling measures from HEET that opened up
access to energy efficiency and/or security works. Some households received more than
one type of enabling measure. The type of work completed included:
Enable loft insulation
Loft clearance
Create new loft hatch
Fit loft hatch panel
Carry out repairs to loft hatch
Roof Repairs
Safety Works
Fit carbon monoxide alarm
Arrange gas safety check
Electrical repairs

Enable draught proofing or
security work
Replace sash cords
Supply & fit new window
Replace louver window
Re-glaze window
Repair window frame
Replace sliding or hinged
casement
Ease and adjust door
Supply & fit new door
Ease and adjust window

Damp, condensation & mould
prevention
Repairs to gutters/down-pipes
Seal gap with mastic
Treat mould growth
Fit extractor fan
Create roof ventilation
Paint & make good door or
window
Repair leaking pipe
Investigate cause of damp
Supply convector heater

2.1.2 Enabling Work Case Study
Mr Ryan* lives with his wife and three young children in a mid-terrace house in St. John’s
Road, Walthamstow. The family were referred to HEET by the Health Visitor from their
Children’s Centre because two of the children suffer from asthma. The asthma had got
much worse since moving into their current home and the health visitor thought this might
be linked to black mould present in the house.
We found that black mould was only present on ceilings at the back of the house. An
inspection of the loft space showed that the main loft had been fully insulated but that the
back loft had no insulation. Condensation was forming on the underside of the uninsulated ceilings which had in turn resulted in black mould growth. The back loft was
difficult to access but of more concern was a chimney breast that had been removed
without being properly supported. The company installing loft insulation in the main loft had
clearly decided that it was too dangerous to enter the back loft as this might disturb the
chimney that was only supported by the ceiling joists. Using DECC Fuel Poverty funding,
HEET paid for a roofer to fit gallows brackets to properly support the chimney. This
enabled our own installer to then go in and insulate the back loft and to treat the black
mould on the ceilings. We also replaced the ill-fitting loft hatch cover with an insulated one
and fitted a room thermostat so that the family has better control of their heating. Finally
we helped the family apply for the Warm Homes Discount which entitled them to £130 off
their electricity bill.
Since the work was carried out, the black mould has not returned and Mr Ryan reports that
his children’s asthma is less severe. Mr Ryan also says that his house feels much warmer.
* Names in all case studies have been changed to preserve anonymity.
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2.2

Energy Efficiency & Heating Works

HEET’s energy efficiency package is targeted at two groups:
1. Those whose health is, or is likely to be, at risk due to cold and damp living conditions.
2. Fuel poor households that are excluded from statutory schemes.
This work was funded through the Big Lottery, DECC Fuel Poverty Fund, Waltham Forest
Commissioning and the DoH Warm Homes Healthy People Fund.

2.2.1 Energy Efficiency Works Completed
340 households benefited from HEET’s energy efficiency service in 2012/13. Rising fuel
costs means that fuel poverty is increasing but it gets harder each year to find homes that
have not already had low cost energy efficiency measures fitted. The demand now is
mainly for boiler repairs and new boilers. External wall insulation now provides the main
opportunity to remove households from fuel poverty but this typically costs £7,000 per
home. Our main challenge for 2013/14 will be to find funding for this type of insulation.

Energy Saving Works Undertaken By HEET
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2.2.2 Financial & Environmental Impact of Improvements
The table below shows the carbon and financial savings resulting from HEET’s energy
efficiency and advice work. The savings from installations are calculated using a SAP
rating of each individual home, assuming the house is kept adequately warm. These
figures are fairly accurate. Savings from advice are calculated using Energy Saving Trust
figures. We believe that these probably exaggerate savings because assumptions are
made about the house, occupancy and the nature of people’s behaviour change.

Energy Efficiency Works
Advice
Total

CO2 Savings (tonnes)
Year Total
Household
average
414.67
0.83
341.88
0.77
756.55
1.6
11

Financial Savings (£)
Year Total
Household
average
£74,561
£149
£129,523
£291
£204,084
£440

2.2.3

Energy Efficiency Case Study

Mr Fox is 66 and claims Pension Credit and Disability Living Allowance. He contacted Age
UK Waltham Forest having seen a ‘Warm Homes Healthy People’ campaign poster in his
local library. Mr Fox spends as much time as he can in the library because his flat (top
floor in a 1900 terraced house owned by Ascham Homes) is very cold and hard to heat.
The wiring in Mr Fox’s flat is very old and his storage heaters have not worked for several
years. A gas fire was his only heating source. Whilst he has double glazing, the loft was
un-insulated because there were a large number of items belonging to another tenant left
in the loft. Hot water is provided by an electric immersion. This works most of the time but
is intermittent because of the wiring. The hot water cylinder had no insulation.
The traditional definition of fuel poverty is where a household spends 10 per cent or more
of their disposable income on maintaining adequate warmth. In theory Mr Fox is not fuel
poor. His income is about £177 per week but he spends £10 per week on fuel (using a
card meter). He is therefore only spending 5.65% of his income on fuel. This is because he
is seriously under-heating his home. Modelling his flat using a SAP rating tool suggests
that to keep his flat adequately warm he would need to spend approximately £1,650 per
year. This would involve spending 17.93% of his income on fuel.
As Mr Fox’s flat had a SAP rating of 14 points (the borough average is 55) we accepted
him as fuel poor. With the permission of Ascham Homes, we cleared his loft and installed
270mm of insulation, draught-proofed and insulated the loft hatch, and insulated the cold
water tanks and hot water cylinder. Equally importantly, we have advocated on behalf of
Mr Fox with his landlord. His flat has now received a total rewire, which means his storage
heaters and immersion heater are now working again. Mr Fox is also on the waiting list to
have gas central heating fitted. The work already carried out has raised the SAP rating of
Mr Fox’s home from 14 points to 29. Fuel bills have, in theory, been reduced from £1,650
per year to £1,450 (a £200 saving each year) and carbon emissions have been reduced by
5.62 tonnes. If Ascham Homes fit central heating this will be provided by a condensing
boiler. This would raise the SAP rating to 69 points and reduce carbon emissions to 2.9
tonnes, saving 9.09 tonnes from the theoretical starting point. Fuel bills will be down to
£650 per year – a theoretical saving of £1,000.
The advice that we were able to give Mr Fox with regards to saving energy was fairly
minimal as, through necessity, he had become an expert at reducing his fuel bills. We did
advise him to switch from a pre-payment meter to paying by direct debit. This, in theory,
could save him about £60 per year. Mr Fox, however, likes the fact that pre-payment
forces him to budget carefully.
Mr. Fox - Financial & environmental impact of work
Sap
Sap Potential CO2
Potential saving
before after saving per year
per year (£)
Loft insulation, draught proofing,
hot water cylinder jacket, re14
29
5.63 tonnes
£200
wiring (making storage heaters &
hot water cylinder usable)
Works

Energy saving measures above
plus gas central heating

14

69

Advice – switch payment method
to direct debit payment

9.09

£1000

£60
12

2.3

Security & Fire Safety Work

Funded by SafetyNet and the London Fire Brigade, the fitting of security and fire safety
measures is a logical adjunct to HEET’s energy efficiency work in that it helps to make
homes safer and healthier places to live.

2.3.1 Measures fitted
Security measures fitted by HEET are designed to make it harder for an intruder to enter a
property by force or artifice. Home fire safety visits provide a way to identify fire hazards,
give fire safety advice and to fit good quality long-life smoke alarms. 261 households
benefited from security measures in 2012/13 and 118 received a Home Fire Safety
Visit. Most received more than one measure and many received enabling and energy
efficiency works.
No. of Security Measures
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2.3.2 Case Study 1
89-year-old Mrs Jacobs* of Forest Drive East, Leytonstone was referred to HEET by the
Police. The fence at the end of her garden had fallen down allowing a group of men
access to an old caravan parked there. Mrs Jacobs tolerated the group living there until
they broke into the house and started stealing from her. The Police evicted the group from
her property but Mrs Jacobs was left feeling very scared as a result of this experience. Mrs
Jacob’s property was vulnerable to intruders at many points but the priority was to get the
back garden fence replaced. Unfortunately this job was too big for HEET but we worked
with Mrs Jacobs, who was able to pay for this work, to find a suitable contractor and
supervised the fence replacement. A number of doors and windows at the back of the
property had inadequate locks which we replaced or added secondary locks. The back
door was particularly flimsy so we reinforced this with an insulated ply board and
strengthened the frame with a Birmingham bar. As a security and an energy efficiency
measure we fitted secondary glazing to the single-glazed downstairs windows. Finally we
fitted smoke alarms to replace the old ones that had had the batteries removed.
“I really didn’t know if I could carry on living in my own home after the burglary. I felt so anxious I
couldn’t sleep. It feels safer since the locks and other works have been carried out. It will be
much harder for someone to break in now and I know people are looking out for me.”
* Names in all case studies have been changed to preserve anonymity
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Section 3 – Training & Work Experience
It has always been an aim of HEET to use the delivery of our services as an opportunity to
provide training to local unemployed people. The closing down of the Future Jobs scheme
has meant that HEET has had to re-think our training provision.
Short-term - we have provided on-site training and supervised work experience for
unemployed people placed with us by partner organisations such as LCRN (London
Community Resource Network) through their REalise programme, and Forest Recycling
Project and Voluntary Action Waltham Forest through their volunteer placement schemes.
Placements have been for 2-3 days per week for a period of 8 weeks to 6 months
depending on the requirements of the trainee. Six people (Joana, Arron, Paul, Emmanuel,
Jermaine and Arnold) have benefited from training this year and have gained experience
in fitting energy efficiency, security and fire safety products.
Long-term – HEET is working with the Community Energy Lab, based at the Selby Centre
in Haringey, to develop a training centre where we can instruct local people in the fitting of
energy efficiency measures. HEET have provided The Selby Centre with funding to
construct a training facility as they have the physical space that we lack. The facility is
under construction at the moment and is being made from two shipping containers with a
roof. From this site we will jointly provide training in loft insulation, draught proofing and
lock fitting for unemployed residents in Waltham Forest & Haringey. The courses will lead
to an OCN Level 1 accreditation and trainees will get additional work experience delivering
services to fuel poor and vulnerable residents in the two boroughs.

3.1

Draught-busting Workshops

These are workshops where local residents learn about the basics of making their homes
more energy efficient and gain practical experience in fitting draught proofing and radiator
panels. Working with Transition Walthamstow and Leytonstone, HEET has delivered four
workshops this year attended by a total of 42 people. One event took place in a resident’s
home, two at the Mill Community Centre and one at the Hornbeam Centre.
Draught-busting Workshop at The Mill Community Centre
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Section 4 – Customer Satisfaction & Evaluation
All customers that have received a service from HEET during the year are sent a
questionnaire to help us assess levels of satisfaction with the services that we provide and
an estimation of the impact of our work.

4.1

Customer satisfaction

Levels of satisfaction appear to be very high. 99% were satisfied or very satisfied with the
overall service provided by HEET. It is our practice to contact anyone who says that they
are dissatisfied. The one dis-satisfied customer was unhappy with the work of a subcontractor that had fitted external wall insulation. An independent assessor confirmed that
the insulation had been applied correctly but that the finish was not good. We are now
working with the customer to try to get the finish improved.

4.2

Impact of energy efficiency works

84% of customers say that they have felt warmer in their home since HEET carried out
work. 18% said that they use less energy to keep the same level of warmth.

4.3

Impact of security works

93% of households for whom we fitted target-hardening measures said they felt safer in
their home as a result of the work that we carried out for them.

4.4

Health impact of energy efficiency works:

HEET asks customers to rate their current ‘physical and mental well-being’ before works
are carried out and again 12 months later in order to gauge the impact of our work on their
well being. Customers rate their health from five options (5 - Excellent, 4 - Very Good, 3 Good, 2 - Fair, 1 - Poor or 0 - Very Poor). We found that on average people scored
themselves 0.73 points higher 12 months after the work than before. This is a 14.6%
health improvement or a change from, for example, a health rating of ‘fair’ to ‘good’. Given
that the majority of HEET’s customers are elderly, one might expect an average health
deterioration over 12 months, so we are pleased to have found a health improvement.

4.5

Customer comments

I am very grateful for everything that HEET has done for me. It has made a big difference this winter and I can
now sit on my settee under the window without a draught on my neck (Castle Avenue E4 – aged 86)
There was no disruption and all the work was tidy and neat. The contractors were all polite and took a great deal
of care. (Lyne Crescent E17 – aged 90)
The help and advice provided has given me great peace of mind (Elmfield Road – aged 81)
I have followed all the instructions and advice given on saving energy and it is making a big difference (Ashville Rd
E11 – aged 74)
I was pleased with the follow up service. You are not just left to get on with it (Sansom Road – aged 62)
I found it a great boost to my confidence to learn of, and take advantage of, the help offered by HEET. The
reassuring advice and ideas suggested by your surveyor were most welcome. I cannot over-value the expert work of
your installer … I would hate to hear of your unique services having to be curtailed. ‘More power to your elbow.’
(Blackhorse Lane E17 – aged 86)
I must say that the security work has made me feel a lot safer. The young man who did the work was 100%. Couldn’t
have been any nicer and caring (Forest Road E11 – aged 88)
I found the service outstanding from beginning to end thanks to the people involved. I happily noted that expertise,
organisation, punctuality, politeness and courtesy came as standard (Leucha Road E17 – aged 45)
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Section 5 – Customer Group & Equal Opportunities
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Section 6 – Finances
HEET Income

Donations, sales & other,
£3,302

Fire Services, £3,200

LBWF - Collective Switch
commission, £5,501
LBWF - Voluntary Sector
Commission, £4,500

Lottery - Supporting
Change/Impact, £59,467

DECC - Fuel Poverty
Fund, £47,264

Lottery - Reaching
communities, £20,922

LBWF - Climate Change
& Fuel Poverty, £52,000

LBWF - SafetyNet,
£20,000

Age UK - Warm Homes
Healthy People, £15,053

British Gas - CERT,
£7,091
Transition Fund, £10,762

HEET Expenditure
Office Renewals, £2,110
Insurances, £5,907

Sundry, £3,196
Training, £7,244

Travel & Transport, £6,977

Audit fee, £1,830

Volunteer Costs, £490
Motor Vehicles, £3,951

Print, Post & Staionery,
£3,098

Computer equipment, £447
Rent, £4,680

Telephone, Fax, Internet,
£1,041

Materials, £32,264
Subcontractors, £24,949

Salaries & NI, £140,246

Summary
Income
Expenditure
Balance

£249,062
£238,430
£ 10,632

Accumulated Funds (as at 31st March 2013)
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£125,322
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