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Customer recruitment

Project planning
* Monthly Project Review Board Meetings;

* At least weekly calls to review progress;

* Establishment of offices in Southampton:
For local coordination of fieldwork;

[¢]

[¢]

To facilitate the logistic elements of the project (delivery of monitoring devices
and associated equipment);

[e]

On the ground supervision and support for the field team;

[e]

Responsiveness to unexpected requirements (e.g. support for vulnerable
householders).

* Project-specific training for the field teams, including H&S
considerations;

 Collaborative approach to the development of recruitment
materials;

* Full pilot.
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Customer recruitment
Sampling

* SAVE trial households were selected for recruitment using stratified

random address selection method and no households were
excluded from the random sampling process with the exception of:
o Known student or multi-occupancy (shared) housing which were excluded from

this longitudinal study on the basis of transience (high turnover) and associated
difficulty in obtaining appropriate informed consent over time;

",
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o Blocks of flats with primary (whole building) and secondary (specific dwelling)
doors due to difficulties of access to randomly selected addresses (flats).

* Following stratification by Index of Multiple Deprivation 2010 (IMD
2010) and Rural Urban Classification 2011 (RUC 2011), 1,108 COAs
were randomly selected, proportionate to the number of
households accounted for in each stratum.

* In each of the selected COAs a random sample of up to 50
addresses was then randomly selected to give an initial sample of
50,440 households.
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Customer recruitment ot

* This map plots the locations of recruits across the Solent | = -
region. Pl <
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Customer recruitment

Maximising response rates

Additional contact to
attempt conversion

Opt-out No further
contact
made

Introductory letter
including contact details
for queries/opt-ins

Opt-out No contact Opt-in

Face-to-face visit

Opt-in Opt-out No contact Opt-in
after 5 visits

Additional contact to
attempt conversion

Opt-out No further Opt-in
contact
made

e All efforts taken to maximise
participation;

* Multiple attempts to contact selected
households;

e Opportunity provided at every stage to
opt out of participation;

* Flexible approach to working with
householders to accommodate their
needs/requirements.

Highly experienced

and skilled field team
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Customer recruitment

Challenges — the original monitoring equipment ‘ ;_? |

* 21 steps to install the devices — taking up to an hour; Broadband 1.

* Additional 9 steps to install smart monitoring plugs;

* Followed by an in-house survey of approximately 25 minutes.

¥

* Necessitated a switch to CATI/CAW!I data collection to avoid over- SIM Card

burdening respondents at the initial installation visit:

o Required scripting the survey for CATI and CAWI;
o Less efficient process and less complete survey data.
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Customer recruitment

Challenges — the original monitoring equipment

* 4,068 initial monitors were installed;
* Issues with pairing of gateways;

* |ssues with continuity of data received by UoS;

* [ssues with smart plugs over heating/affecting appliances (most commonly

kettles).
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Customer recruitment

Overcoming the original monitoring equipment challenge

* Necessitated the sourcing of an alternative supplier for the monitoring equipment:

o Required re-recruitment of existing participants with new equipment where possible:
* Initial letter sent detailing kit replacement required

* Kit sent along with self-install instructions, option for assistance was also provided
* 2,370 (58%) transferred from Maingate to Navetas
* 1,034 self installs
* 1,336 replaced by BMG field team
o A further 1,525 new installs were completed with the Navetas kit
o 3,895 Navetas kits installed in total.

* Necessitated the recall of all smart plugs:

o Required additional CATI, CAWI and CAPI resource;
o Potential reputational risk;

o Resulted in the removal of the smart plug element from the study.
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Customer recruitment

Ongoing engagement — newsletters

* The project team maintained
engagement with participants through
annual newsletters containing:

o Why the project is so important

o Electricity use and how the participant is
helping

° |Insights from electricity data collected

Southampton ——~ bmg
SAVE

A BIG thank you!

ewsletter Summer 201

Firathy, wo woukd She 10 1hank vou Tor yosr contiuing participataon & the SAVE resssnh peigeet
Your data Is hokdng us 20 provade vk atio saw Holghts (Mo Bow, 808 whnn, we win enagy » our
Bomas. By tabing paet wou aeo directly hedpdng 1o make the UK & mors enmeegy oMount place 1o Ive

Why s the SAVE project important?

AL 0CHETY Wi Peed 1O TInd new wirgs L0 Betier manage our overall sne gy consumplion We s
reed to try to shift electrichty coroumption from svening ‘peak’ panods whee the setwark can
Bocome overtoaded, especially In winter. To help 00 1het the SAVE project Is camying out growsd
Beoaking resmmech on how and when heusshelds v slecincity in the Soent mgon

This resasech is 80 Innovaties that our carky resdts see alraady feoding directly In %0 UK Govermean
Plare Tor o smarter, more #*ficent slactricity network

Your electricity use

Ab Yow My already know, much like yoursel?, sach
Rouseholil parscipating in thiy research has » Loop
Energy Sonser MU whibch collects Intormation on youwr
Beussbeld's sty connrmeson

This dota bs critical 1o the progect, so ploase keap it
Wit hed on and connectod, thank you. ©

You can view the energy tats we are collecting
through the Loop wobste of usieg the Loop app on
Your smariphons < senrch for ‘Loap Eosrgy in
Apple App Store or Google Play

1 pon think your Bt s not working propedy, o Tave any conceens about &, please call the Loog
Support Teae on 014 185361 {local eme) of emad to cortactus@your-loop com

Why you matter!

Tu be able to say something meaninghid shout the slactricry dats we are collecting we need the
4,000 hossaholds 1o reflect the population of the Solent region
This maans it s roally ssporiaet that you continue mm paet of the propect and provide our me st chens
with some Informeation about your housahold. This will let us arawer questions such as

o Which binds of households use mont electricity and when !

®  What activities Is it used for?

® How 0cas wio dhange ower thine?
By ashing questions abow your howsehold, we can find out if diffetent honnehokds use seetgy in
@iferent ways, and at different times

INIVERSITY OF SAVE

Southampton

—— ——

For scample, this chant ilheatrates the défferunt electricey
cemard profiles for households where the person
responding & working (e line) and retewd (red, dashec
fine). Withows this kind of information about your
Pousebold, which & aeonymised and hald socuraly by the

Unlversity of Southampton, we cannot make seree of the : = & ® = * *
Loop Energy Saver data, i : 8 £ % %
Vo oof day

SAVE data is already providing new insights

The data colected by the SAVE'
Sunday evening peosk —p RICJOCT Over tha J015/17 wieter is
abeady being put to good wee
For exampie, analysis ty the
E Unrperyety of Southamgtan b
- bed 2 f
- \ peak in housebold alecricity
demand on Sundsy eveniegs This
finding goes against the widely ek
c aampticn that housshold peak
J ‘ demand ccours dunng the workeg
J - ! wook and hat already besn Groussoed
A In mesings with the srergy
reguiator, Dfgem
) Sk findngs e very vahushbe 10
. electritity network planners, whose
\.- Jith it i 10 Erre the powser System
Ot In the Mot satsinabie
: ALl L rellable ang cost-effective maneer

-—— ————— for consumens

e Y 3

What next?

AL WO oo ss with the groject, your support is orncal Please halp s 1o continue making an impact
by partipating & owr surveys You will same £5 of Love 2shop vouchers for every update survey you
compline. Those sunveys ani admisistaned by our project paetedr, BIG Risaarch o If you ae
cortacied by them, we would reslly appreciate it if you could spare the teve 10 complete the survey
Anematively, It you are contacted, you can ask BAMG 10 send you a link 10 complete the survey
oeline
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e Attrition rates are lower than we anticipated

Cu Sto m e r rec ru it m e nt prior to implementation (c.5% cf. expected 15%);

* But the extent of communicating devices is more

Attrition levels in line with this estimate.
5500 —Total Installs
>000 r —5% Annual Attrition
/
4500 G
E — = 15% Annual Attrition
4000 \j — —
= Current Participation Rate Installs that have
3500 \\ communicated and not withdrawn
W\’\/\ —_— = Comms in last 24hrs (Current) comms in last 24
3000 ~— /\\v;’_\\v//: hrs
2500 = Commes in last 400 hours comms in last 400 hrs
2000 : : : : : : : : : : : : : : : : : : : : : : Comms in last 720 hours comms in last 720 hrs
S X &S DN PR SCSERDE DS DS LRSS
2> < @’b ?9 @’b \0 ) > (,)@ @) éo QQ/ N < @’b ?9 o > N > (_)@ &) H H oL
N KT N (s NANNOES - AN SIS SO AL S NS S RN PO SN SN N 270 new installations and 796 kit fixes
O A A A I A A A A A N A MM S A SHE A

completed to bring comms back up

- Re-engagement and Newsletter Re-engagement and new installations —— .
\ _//f — Ak:A;‘V;&i—A——»_?v‘
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Customer recruitment

Scale of work l :
\ L a
@ installations in total since the beginning of the project é |
@ kit fixes completed 6& 1 3 5
LED bulbs
@ full recruitment surveys installed in

—
l seholds

@ update surveys

s time use diaries

@ closeout surveys
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Customer recruitment
Customer stories

* A wide and varied selection of participants are taking part in SAVE. Here are just a few stories:

o During installations over Halloween, an interviewer approached one house with massive pumpkins carved out
the front drive and garden, our interviewer was a suspected trick or treater and when he explained the reason
for his call he was welcomed into the home, residents were happy to participate and they shared recipes for

pumpkin curries over the installation process;

o One property visited was like a mini, free-range domestic animal zoo — fortunately our interviewer did
not have any phobia or allergies and so was able to successfully complete the installation;
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