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Training and development 
The challenges of commercialisation and diversification

INTRODUCTION  
 
 

The Green Housing Forum is 
a platform for social housing 
professionals to learn, share ideas 
and experiences, network and 
discover good practice around 
sustainability.

Theme
Focusing on the theme of Rural Fuel Poverty, this Green Housing 
Forum event addressed energy efficiency targets for homes and 
discussed how to increase the take-up of the Domestic Renewable 
Heat Incentive (RHI) amongst social landlords. 

Keynote speakers from the Department of Energy and Climate 
Change (DECC), Dumfries and Galloway Housing Partnership, 
Town & Country Housing Group and Daikin UK led the forum, 
sharing their varied experiences and expertise on additional topics 
including: funding, the installation, barriers and maintenance 
of renewable technologies, and educating tenants to change 
behaviours and get the best out of energy saving measures.

Speaker and facillitator profiles

Richard Pickford
Divisional Sales Manager, Daikin UK 

Richard joined Daikin UK in 2014 following six years at Ice Energy Technologies as Head of Social Housing. Richard is committed to 
providing renewable heating solutions for social housing providers, and keen to share his knowledge about the various cost-efficient 
options that exist within the sector, to help reduce the impact of fuel poverty on residents.

Mike Trant
Asset Management and Policy Manager, Dumfries and Galloway Housing Partnership 

Mike has more than 35 years’ experience in managing, maintaining and improving social housing. He has championed affordable warmth 
and the inclusion of energy measures within tenants’ homes for the last 20 years. Mike is passionate about social landlords benefiting from 
the Domestic RHI. 

Steve Roberts
Former Head of Market Intelligence, Department of Energy and Climate Change (DECC) 

Steve’s role involved shaping and monitoring the success of the Domestic Renewable Heat Incentive policy in terms of its impact on the 
markets. He helps DECC to maintain a better understanding of the renewable heat sector, providing regular input into the development 
and delivery of the policy.

Paul White 
Former Design and Quality Manager, Town & Country Housing Group 

Paul has more than 25 years’ experience in sustainable housing and renewable energy. Crowned Green Social Housing Champion of the 
Year at the 2014 Sustainable Housing Awards, Paul regularly shares his knowledge about green technologies with social landlords and 
contractors. He is passionate about helping tenants to maximise the use of renewable technologies.

Chris Poulton
Director of Asset Management and Development, Stafford and Rural Homes (SARH) 

Chris joined Stafford and Rural Homes in 2012 having worked at director level in two nationally recognised social housing organisations. He 
takes a key role in the strategic development of SARH - ranked 10th in the Sunday Times Best Not-for-Profit Companies to Work For 2015.
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RICHARD PICKFORD  
Divisional Sales Manager, Daikin UK 
 
 

Daikin UK is a leading supplier 
of cooling, heating, ventilation 
and refrigeration solutions for 
commercial, residential and 
industrial applications.  

Air source heat pumps –  
selecting the right products
Air source heat pumps can help housing associations 
revolutionise their stock, improving energy efficiency, lowering 
fuel bills, helping to alleviate fuel poverty, reducing carbon 
emissions and future proofing homes. 

They offer a viable and affordable way to deliver consistent 
levels of heat throughout a property – which will be welcome 
news to tenants currently using systems which are expensive to 
run such as storage heaters. 

In the UK, domestic heating applications can be defined in two 
categories – new-build and renovation. Daikin UK offers a range 
of air-to-water heat pumps suited to either, including:

•  Low temperature heat pumps (split and monobloc) suited  
to new-build properties or renovation schemes were radiators 
are being replaced

•  High temperate heat pumps for oil replacement systems 
where radiators are difficult to replace 

•  Hybrid systems which combine a gas boiler and a  
low temperature heat pump and which are ideal for gas  
boiler replacement.

@GreenHForum 
www.daikin.co.uk/greenhousingforum
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Choosing the right system? 
Choosing the right solution is vital to ensure landlords and 
tenants get the maximum benefit out of their heat pumps.

As a manufacturer, we support our customers with:

• Design and selection advice 

•  Consultation with tenants to explain the  
changes that are being made

• Offering links to local Green Deal assessors 

• Guidance on RHI funding applications

• Providing bespoke installer and tenant training

RICHARD PICKFORD  
Divisional Sales Manager, Daikin UK 
 
 

Heat pump installation? 
Air source heat pumps can be fitted in many kinds of properties – 
and are particularly suited for off-gas applications. As well as the 
system itself, it is important that the landlord considers the housing 
stock it is going to be installed in.
 
The higher the insulation levels and build quality, the more efficient 
the heat pump system will be. Some of the key factors which come 
into play are:

•  The size and type of the building and the materials from which it is built 

• The location of the property

• Its thermal efficiency 

• The number of people which live in the property

• Other sources of heat (like a stove or open fire) 

Before installing the systems, landlords need to step back and think 
about what they can do to the fabric of the home to get the best 
levels of efficiency and carbon savings. 

Daikin can assist housing providers with the design and selection 
of the correct heat pump by offering a room-by-room heat loss 
calculator to meet the requirements of MCS. Armed with the 
correct heat load information, the Daikin selection software can take 
all of these factors into account, and help to assess which systems 
heat pumps will work best in homes and provide the greatest 
running cost savings.
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Typical 2-3 bed, 1970s, mid terraced house  
(loft insulation, filled cavity walls) 

Heating and hot water demand of approximately 8,000 kWh  
per year

This example shows the impact of a lower design flow 
temperature on the running cost of a heat pump. It also 
highlights that heat pumps operating at lower temperatures are 
substantially cheaper to run in comparison to an oil boiler or 
direct electric system.

RICHARD PICKFORD  
Divisional Sales Manager, Daikin UK 
 
 

Offering the right training 
Having the right systems in the right homes is crucial, but this 
needs to be supported by people who have had the correct 
training to install the heat pumps and to ensure that they are 
maintained to run as efficiently as possible. 

Heat pump installers must be MCS (Microgeneration 
Certification Scheme) accredited to comply with industry  
design standards and regulations. 

This is currently the only way to ensure that systems are eligible  
for the domestic RHI.

In addition, installers and manufacturers should liaise closely 
during the training, design and installation stages to share a wider 
knowledge, for example, heat pumps should be fitted where they 
are accessible for servicing.

Lastly, training does not just rest with installers. It is vitally 
important that social landlords and tenants are educated to 
operate the systems correctly -  this will help to ensure heat 
pump technology is delivers to its full potential.

Sponsored By Hosted by
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Performance shown for Daikin Altherma ERLQ004CAV3 AWHP  
at maximum operating frequency, according to EN 14511.

It’s important to understand that the efficiency of a heat pump  
is affected by the design flow temperature of the heating system 
and by the temperature outside. As you can see from the diagram, 
radiators sized to provide the correct heat output with a flow 
temperature of 45°C will be more efficient than those sized at 50°C. 
The diagram also shows that the efficiency of the system is affected 
by outdoor temperature. The Daikin Altherma selection software will 
take these operational conditions into account when it estimates the 
seasonal efficiency of the heat pump and estimated running cost. 

Comparison of running costs  
for different heat sources

Electricity price for heat pump: 14.05 p/kWh 

 
Electricity price for direct electric heating: 10.00 p/kWh 
(Source: www.energysavingtrust.org.uk/content/our-calculations 

- updated February 2015 
 
Oil price: 6.902 p/kWh 

(Source: http://www.boilerjuice.com/heating-oil-prices/  
price from Apr 2013) 

Space heating demand from DECC dRHI calculator 
(https://renewable-heat-calculator.service.gov.uk) 

Daikin Altherma AWHP @ 45°C flow: SPF 3.0  
(from MCS Heat Emitter Guide) 

Daikin Altherma AWHP @ 50°C flow: SPF 2.7  
(from MCS Heat Emitter Guide) 

Oil boiler: efficiency 90% 

Direct electric heating: efficiency 100% 



MIKE TRANT  
Asset Management and Policy Manager, 
Dumfries and Galloway Housing Partnership 

Rural housing in Scotland  
Dumfries and Galloway is the third largest geographical area 
in Scotland with an economy focused on forestry, tourism and 
farming. One thing in common with these industries is low 
wages. As a result, Dumfries and Galloway has the highest levels 
of fuel poverty on mainland Scotland. 

Living in social housing is very common in Scotland. With a 
stock of 10,500 properties DGHP is large in comparison to the 
other social landlords, who on average have less than 2,000 
homes each. 

Over the last ten years, DGHP has been installing new 
bathrooms, kitchens, front doors, smoke detectors and efficient 
heating systems in our homes to meet Scottish Housing Quality 
Standards. We have found in some instances the standards have 
been set too high – particularly around energy efficiency. 

However, as a social landlord, we believe in ensuring small 
energy measures are also put in place in addition to the larger 
ones - such as fitting a new boiler – and investing in providing 
our tenants with energy saving advice. We procure in bulk as 
much as we can to reduce costs for our organisation.

Tackling rural fuel poverty  
With our homes being situated in rural areas, they are very remote, 
and there are often less than 3,000 homes per town. It is very 
difficult to get Wi-Fi or public transport and people can travel 
30-40 miles to reach the nearest shop - all of this travelling is very 
expensive and has a huge impact on people with low incomes. 

As a landlord, we have applied for funding for renewable 
incentives and also entered the Renewable Heat Premium 
Payments competition – securing £170,000 to refurbish 17 
homes with initiatives including biomass, ground source and  
air source technologies. 

We have also installed solar PV and solar thermal panels - but 
through our experiences we have learnt that installing air source 
heat pumps is the most affordable option to heat the homes of 
our customers. 

So, we rolled out an air source heat pump programme, coordinated 
road shows for our tenants (and community members who wanted 
to find out more) and enlisted the support of hundreds of tenant 
champions who had felt the benefit of new installations – saving 
more money and gaining warmer properties.

Our stock is 84 percent gas and 16 percent off the main grid, and 
we now have nearly 1200 renewable systems installed in our 1600 
rural off-gas grid homes.
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MIKE TRANT  
Asset Management and Policy Manager, 
Dumfries and Galloway Housing Partnership 

Getting tenants involved 
We’ve learnt that tenants get the most of our energy saving 
installations when they are consulted and understand how the 
technology works, and how to get the best out of it – we have 
one tenant champion who is 83 years old and advises people in 
her village how to use the heating systems. 

Lessons learnt 
We have learnt that affordable warmth can come as part of a 
compromise – and this largely comes down to a trade-off with 
space, but many people don’t mind if they know their homes will 
be warmer in the long run. 

We also discovered that if a property is less than 100 metres away 
from a road, planning permission is required to install air source 
hear pumps at a cost of £120 each – this soon adds up. AWHP fall 
under Permitted Development Rules in England and Wales, and 
there are different requirements in each devolved administration.

On a separate note, we have found that perseverance can pay off 
- we have lobbied influential stakeholders and shared concerns 
about Green Deal Assessments needing to be undertaken prior 
to applying for RHI funding. Our views were listened to and the 
legislation was changed, making it no longer necessary for Green 
Deal Assessments to be carried out as a prerequisite for Social 
Housing Providers. 

Achieving value for money
As a social landlord operating in rural areas, we are committing 
to making our homes warmer for our tenants and keeping our 
tenants engaged along the way.  

Thanks to the Renewable Heat Premium Payment scheme,  
we now estimate that the costs of installing new air source heat 
pumps in one of our rural homes is similar to a gas installation 
with a new supply pipe.  

This significant cost reduction has overcome a large barrier, 
and has made the installation of air source heat pumps more 
accessible for housing associations. 

Sponsored By Hosted by
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STEVE ROBERTS  
Former Head of Market Intelligence,  
Department of Energy and Climate Change (DECC) 

The Department of Energy  
and Climate Change (DECC) is a 
ministerial department that works 
to make sure the UK has secure, 
clean, affordable energy supplies 
and promote international action to 
mitigate climate change.

Air source heat pumps– selecting 
the right products?
Heat is the biggest reason we use energy in the UK, followed by 
transport. In fact, electricity – including renewables such as solar 
PV and wind farms - only accounts for a small part of our overall 
energy use at 13%.   

The UK has signed up to deliver 15% of all our energy from 
renewable sources by 2020, reducing carbon emissions – that 
is our policy and it was decided at EU level in order to start to 
tackle climate change. It is also the reason why we are trying to 
decarbonise electricity with schemes like FITs and Contracts for 
Difference, and heat with the RHI. 

In fact, two or three years ago the amount of renewable energy 
applied to heating was virtually unmeasurable in the UK – 
leaving a huge challenge if we are going to make a significant 
contribution towards our 15% renewable energy target. All of 
the above is just the beginning – including a big target for 2050 
to reduce 80% of our carbon emissions – meaning building 
emissions may need to be zero. To achieve that scenario, fossil 
fuels must be removed from heating and we would need to have 
eradicated gas boilers by 2050, and also decarbonise a lot of the 
industrial heat.

The Climate Change Committee, an independent body that 
advises Government, estimates that by 2027 there should be 
4 million heat pumps installed in domestic properties – which 
alongside decarbonising industrial heat is a tough challenge and 
steps must be taken to address this. 

Revised private rented sector regulations mean domestic and 
non-domestic properties will need to meet B and E EPC ratings 
and possibly install renewable heat – helping to meet targets. 
Further to this, the latest 2015 Government Fuel Poverty Strategy 
outlines new aspirations to get all fuel-poor homes to achieve at 
least Band E by 2020, and Band C by 2030.
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STEVE ROBERTS  
Former Head of Market Intelligence,  
Department of Energy and Climate Change (DECC) 

Renewable Heat Incentive - 
current take-up from social 
landlords and available funding
Since its launch in April 2014, the Domestic RHI has seen over 
25,000 accreditations for a wide range usage of technologies and 
is performing well. The non-domestic renewable heating sector 
has been dominated by biomass boilers with relatively few heat 
pumps – which in turn has reduced the small biomass tariff - and 
there is also a lot of bio-methane from anaerobic digestion in the 
non-domestic scheme. 

We are now seeing some social housing projects coming through 
the scheme with a number of providers looking at starting off new 
projects – but we do need more providers to get on board.  

The non-domestic RHI can work really well if you have communal 
or district schemes – we have seen use of the RHI to put new wet 
systems into blocks with communal heat pumps or communal 
biomass systems, and even combined with ECO funding.

 

Supported funding for RHI
Lombard - the leasing arm of RBS - are now offering funding for 
social landlords to roll out RHI based projects to help accelerate the 
delivery of programmes.  

Post-election 2015, it remains to be seen how the future RHI may 
be funded and taken forward, as the current budget only runs until 
March 2016. We have generated some fantastic renewable heat 
energy results, but those targets are not going away and still need 
to be reached. DECC recognises that we are still in the early stages 
of driving the take-up and usage of renewable heat forward.

Sponsored By Hosted by
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PAUL WHITE  
Former Design and Quality Manager,  
Town & Country Housing Group 

Town & Country Housing Group is a 
medium-sized housing association in 
Kent, owning 9000 homes with 500 
off-gas properties. 

Committed to investing  
in solar energy 
Our first investment in solar PV panels was completed in March 
2012, after treating 132 houses and 4 blocks of flats to £1.1million 
of works.

Post installation, we spent time ensuring tenants understood 
how to get the best out of their solar PV technology and our end 
result saw electricity bills typically reducing between 30%-50%. It 
was of course a bonus this was achieved before the Feed in Tariff 
degression was implemented in March 2012.

However, despite the tariff degression, Town & Country Housing 
Group has continued to invest in the installation of solar PV - this 
is because system costs have fallen enough to make them still 
viable, and also because we have an environmental and fuel 
poverty commitment to raise Standard Assessment Procedure 
(SAP) energy efficiency scores significantly.
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PAUL WHITE  
Former Design and Quality Manager,  
Town & Country Housing Group 

Measurement
Since 2012 we have tracked residents’ solar PV usage via an online 
monitoring platform.

Through using the platform, we have been able to identify high 
energy users and support customers to change their usage 
behaviours, in addition to remotely capturing solar PV generation 
meter readings. These readings inform the Feed-in Tariff payments 
we claim on a quarterly basis from our energy company partner. 

Our monitoring system also alerts us to any faults that may occur 
with our installed technology – enabling us to rectify issues quickly, 
and before losing too much money from the Feed-in Tariff.

 
Tenant engagement 
We communicate with our tenants using a variety of tactics,  
and believe that tenant engagement and understanding is key 
to the successful use of renewable technologies.

For example, to engage with residents who had solar thermal 
panels and air source heat pumps installed between 2012  
and 2014, we:

•  Produced our own user-friendly renewable technology 
maintenance manuals and advice guides to educate tenants

•  Spoke to residents about their experiences and issued 
questionnaires to gather feedback about the success  
of installations

•  Increased communications with tenants living in off gas  
grid rural areas 

•  Set up an online portal known as the ‘project hub’ which shared 
top energy saving advice and video links

Learning from our experiences, we have gained the following useful 
tips to help keep tenants engaged:  

•  Avoid raising expectations about the reduction in energy 
prices until the selected technologies are embedded and fully 
operational

•  Residents should be advised that lifestyle choices will impact  
on energy output e.g. having a new baby in a household will 
affect energy usage 

•  After installing new technology, it’s useful to train members of 
staff who can offer a help-desk support if required. It is also 
important to carry out third party checks on externally sourced 
maintenance contractors and installers to check they are 
delivering on their promises.

Renewable energy installations 
At Town & Country Housing Group we have embraced trialling 
and installing a variety of renewable energy measures which 
have included:

•   Solar thermal panels

This has been popular with customers and we have specifically 
targeted properties where roof sizes are too small for solar PV 
panel systems. 

Upon the installation of solar thermal technology, we have found 
that residents do lose some airing cupboard space due to the 
increased size of hot water tanks. However, as another option we 
can consider installing an intermediate solar tank in to the loft which 
will feed existing hot water cylinders. 

• Ground source heat pumps

Economy of scale is critical for this technology, and in our 
experience it has been difficult to find locations for these heat 
pumps to be delivered in large enough clusters, to make the extra 
cost of drilling viable.

• Air source heat pumps 

We have fitted 26 of these (mainly monobloc) through the 
Renewable Heat Premium Payment and RHI funding, and found 
heat pumps work more efficiently linked to showers rather than 
baths – saving both water and fuel bills. 
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Belmans Court 

Daikin Altherma pumps up the 
heat at Belmans Court 

 
CASE STUDY | DOMESTIC | 2014 

Residents of the Belmans Court sheltered housing 
scheme at Dovercourt, Essex, can look forward to 
cheaper, warmer and greener homes following a 
switch from electric storage heaters to Daikin 
Altherma low temperature heat pumps. 
 
In a 10-week installation programme, Colchester-
based Daikin installers Blue Flame Services fitted 45 
heat pump systems and 150 radiators in the two 
storey development on Deane’s Close. 
 
Blue Flame project manager James Mealing says the 
new system is 300% more efficient than the storage 
heaters, putting residents on their way to a forecast 
reduction of more than 50% in energy costs.  
 
Built in 1989, Belmans Court consists of two 
buildings housing 42 flats, a two-bedroom two-
storey unit and communal facilities including a 
lounge, laundry room and guest room.  
 
After 25 years’ service, the storage heaters fitted 
throughout had become expensive to run because 
they had to operate for up to 14 hours each day to 
keep people comfortably warm. By modern 
standards, they were inefficient and outdated.  
 

Tenants’ hot water was heated separately, by 
immersion heaters. 
 
Deciding it was time to seek a more affordable and 
environment-friendly heating and hot water 
solution, Tendring District Council, which operates 
Belmans Court, teamed up with nationwide heating 
specialists ICE Energy to secure government 
funding. Belmans Court became one of the last 
projects to receive the Renewable Heat Premium 
Payment (RHPP), which was superseded by the 
Renewable Heat Incentive (RHI) scheme in April 
2014. 
 
James Mealing says Daikin Altherma low 
temperature split systems were specified for 
performance, reliability and ease of installation. Two 
16kW units serve the communal areas and a 6kW 
system operates in the two-storey unit.  Each of the 
flats has a 4kW unit. All the systems are highly 
efficient, with the 4kW units having a Coefficient of 
Performance of 5.04 (tested in accordance to 
EN14511 at  ambient air 7oC, water temperature 
35oC).   
 
 
 

°
°
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The Belmans Court systems are configured to 
provide  a  water temperature of 48oC to the 
radiators, providing a good balance between 
comfort and economy.  
 
The installation required careful planning to meet a 
tight overall deadline and to minimise 
inconvenience to the tenants. 
 
The 39 outdoor units for the main building were 
craned on to the roof in just five hours. They are 
positioned on a walkway between the pitched roofs 
of the east and west sides of the building. Each unit 
is mounted on a noise and vibration-damping 
platform. 
 
Starting at one end, teams of Blue Flame engineers 
worked their way through pairs of ground and first 
floor flats. Refrigerant pipes for the ground floor 
flats are concealed in trunking inside the airing 
cupboards of the first floor flats. Wall-hung 
Hydroboxes, which connect to the heating system 
feeding radiators and the DHW tank, are also 
housed in the airing cupboards. 
 
At the same time, Blue Flame’s electricians replaced 
consumer units in most of the flats, to bring them 
up to current standards. Power sockets were 
installed on the roof to assist with the installation 
process and future maintenance and servicing of the 
heat pumps. 
 
Before work started on the project, representatives 
from Blue Flame, Tendring, ICE and Daikin met with 
residents to discuss the project and explain the new 
heating system. For many of the tenants, heat 
pumps were a mystery, so the project’s success 
depended in part on dispelling the myths of the new 
technology and demonstrating to tenants just how 
easy and efficient the new systems are to use 
 
Tendring’s liaison officer for the project, Jennie 
Beales, says: “For many residents this is a 
completely new system, so they had many 
questions. The engineers were really 
accommodating in explaining the system.”
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Education and behaviour change

Training and development 
The challenges of commercialisation and diversification

ROUNDTABLE ONE  
FACILITATED BY PAUL WHITE  
Design and Quality Manager, Town & Country Housing Group 

Q1: How can social landlords  
help customers to get the  
best of out of installed energy  
efficiency measures? 

Firstly, everyone agreed that customers engage in a variety of 
different ways and so implementing a multi-media and direct 
communication approach to educate and communicate with 
tenants is really beneficial.

Group experience found that customers have preferred to learn by 
engaging with digital content in the form of advice and information 
- via DVD, YouTube videos or mobile apps. 

Another suggestion is to include key information in tenant 
newsletters and have a set of reminders or a step by step guide on 
adhesive stickers that can be placed on or next to the energy saving 
measures. These materials are designed to remind customers about 
how best to use their device. 

Finally, it was agreed that customers should be invited to attend 
inductions and see demonstrations of how to get the best of 
their energy efficient measures – but this should be timed when 
residents are in a position to listen. For example: trying to engage 
with tenants when they are moving into a new property will not be 
effective as they have other priorities.

Q2: How can social landlords 
ensure customers maintain learnt 
behaviours so they can continue 
to receive the benefits of energy 
efficiency measures?
Group discussion highlighted that it is important to give customers 
frequent opportunities to feedback about their experiences and 
how they are managing their systems – this not only maintains an 
open dialogue with customers, but also enables social landlords to 
see if customers have adapted to their learnt behaviours to get the 
best of out their energy efficient methods. 

Another great example is to recruit several community champions 
who are confident in using newly installed energy efficient measures 
and feel comfortable showing other customers how to use this 
technology. We felt this approach provides a positive influence  
over other residents and also breaks down barriers in situations 
when residents would not want to ask for help. 

Lastly, we agreed that annual maintenance checks and an added 
refresher training session with residents was an additional option,  
or setting up remote software diagnostics with a third party –  
such a system would flag up if renewable technology was being 
used incorrectly and provides an opportunity for social landlords  
to engage with customers. 
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ROUNDTABLE ONE  
FACILITATED BY PAUL WHITE  
Design and Quality Manager, Town & Country Housing Group 

ROUNDTABLE TWO  
FACILITATED BY NANCY JONSSON  
Commercial Director - Domestic Heating and Renewables, Daikin UK 

Funding

Q1: What problems arise from 
engaging with third party funding 
models and what solutions can be 
implemented to combat this? 

Firstly, we discussed that problems may arise when using third party 
finance models – particularly because of the influence that lenders 
have on property value. 

Our table agreed that finance models could work better if we could 
have say 18% of funds declared clean and matchable against any 
Government funding. In addition we need to be able to have a 
pre-packaged and pre-agreed process for applications within the 
procurement consultation documents, including for instance OJ-
EU. It would be useful if we could simply state only the number of 
properties and the programme details to gain board approval.

In summary, this approach may empower housing associations to 
respond more quickly to the typically short term windows for new 
funding streams - and also gives us a chance to open doors to 
hold consultations with the banks, and governing bodies including 
the National Housing Federation and Homes and Communities 
Agency. If we could achieve this, it may support manufacturers to 
design a finance model that works for social housing and recognises 
the value that suppliers can offer in market development. 
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Supplier understanding and training

ROUNDTABLE THREE  
FACILITATED BY SIMON THOMPSON  
Head of Development, Stafford and Rural Homes 

Q1: In your experience do  
suppliers understand the social 
housing market, and how do they 
need to change?

The social housing sector presents a wide range of stable 
opportunities for suppliers to do business and we have been 
discussing that many businesses are actually now modelling 
themselves around the sector. 

On the other hand, we have considered new entrants into 
the social housing market and sometimes feel that they fail to 
understand the complexities and key drivers behind the business 
models of housing associations. In these situations, suppliers 
must outline new opportunities so that social landlords fully 
understand the services being offered, the contributions these 
services can make, how they can be procured and importantly 
what customer care is offered at the end of the process? 

We had a good example of one housing association that has 
worked with a contractor on a new-build development – now the 
development work has been completed a project manager will 
remain on site on behalf of the contractor for a further four weeks. 
This approach ensures the contractor is still on hand to deal with 
any arising problems in the initial stages of the new handover. This 
aftercare service was built into the price at the tender stage. 

Additionally, we have discussed it could be beneficial for social 
landlords and suppliers to adopt a partnership approach to working, 
which would also provide an opportunity to discuss funding and 
how housing associations can tap into this. Another idea we had – 
in terms of development or installation work - was for suppliers to 
team up with social landlords to create a mobile showroom prior to 
projects commencing. 

Finally, we have debated the issue of warranties provided by 
suppliers and feel they could do more to understand what a good 
warranty looks like to a housing supplier. It would also be interesting 
to explore linking warranties to properties. 
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Supplier understanding and training

Q2: Are there difficulties  
finding qualified renewable 
energy installers and maintenance 
engineers in your area? How 
important is locality to your  
decision making? 

The issue of a lack of educational courses was addressed initially 
at college level which heavily impacts on a reduced talent pool of 
people working in this market as a career choice. We suspect the 
decline of courses has been a reaction to a lack of jobs in this area 
– but we feel that demand is definitely on the rise and educational 
institutions need to reflect this in their offering, in addition to 
running multi-skilled courses so people can see a full installation 
process from start to finish – not just one element of it. 

Another challenge is that a lot of available training is brand led, and 
so engineers can only fix specific brands. 

To achieve the above, the education sector and industry 
companies should consider a joined up approach to address firstly 
what types of renewable energy and maintenance courses are 
needed, what do these look like and how should they be delivered. 

In terms of locality and its importance to decision making, we 
agreed that this is a key driver for the sector as it’s advantageous 
- although, sometimes this can be limited or the impact can be 
limited by constraints by OJ-EU.

Finally, we concluded that rather than supplier locality, the greatest 
priority for social landlords is the locality of installers – having 
people on hand when we need them to solve problems. A greater 
number of installers at a local level could also create more jobs and 
apprenticeship opportunities - training future generations in the 
area of energy installation.
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Future planning

ROUNDTABLE FOUR  
FACILITATED BY RICHARD PICKFORD 
Divisional sales manager, Daikin UK 

Q1: How is the domestic heat 
market changing and what are the 
ongoing priorities for the market?

Interestingly, the issue of funding again cropped up in our 
conversation – with discussion highlighting that the social  
housing sector needs to take this forward, also questioning  
how the market might adapt. 

We all agreed that as a sector we want to use more energy 
efficient systems and more renewables, but being able to do 
this boils down to how this is paid for, planned for and what 
programme is devised – not to forget the issue of training  
and having installers in the locality. 

It is essential that a full programme of works is arranged from  
the first selection of a renewable product through to its 
maintenance over future years.

Q2: How will you be prioritising 
sustainability over the coming  
1-2 years and why is this?

In terms of identifying ongoing priorities for the market 
surrounding sustainability, it was agreed that working in 
partnerships is absolutely key. Discussion highlighted that it would 
be really worthwhile for manufacturers, housing associations, 
installers and maintenance contractors to work together on longer 
term programmes, and it was felt that doing this would result in 
increasing all parties understanding of what’s going on in the 
market, and how we can improve on what we are doing now. 
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Barriers to the deployment of renewable heat

ROUNDTABLE FIVE  
FACILITATED BY MIKE TRANT 
Asset Management and Policy Manager, Dumfries and Galloway Housing Partnership 

Q1:  What are the main barriers to 
social landlords adopting renewable 
heat solutions and how can these 
barriers be overcome?

Barriers to adopting renewable heat solutions were mostly 
identified to be down to a lack of time and resources. We all 
agreed it is common for time and resource to fall under the 
responsibility of one person and needs to move up our agendas 
in terms of priority. 

We felt another barrier was created by social landlords needing to 
take the plunge to assess existing stock to see what condition it is in, 
and where to begin in regards to adopting renewable heat solutions. 

As previously highlighted, there is a lot of concern about the 
available maintenance support post-installation and if housing 
associations have access to the right support and resources.

Q2: Is heat pump performance a 
concern for social landlords? 
 

There was a general consensus that providing more affordable 
heating is a sector priority, but everyone agreed that heat pump 
performance is not a major concern for housing associations. 

Instead, the purpose of monitoring heat pump performance is 
to distinguish and measure the success or failures of different 
manufacturers’ products, and value for money, to determine  
what the better investment is going forward.
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ABOUT DAIKIN UK 

DAIKIN AIRCONDITIONING UK 
LTD (DAIKIN UK) IS A LEADING 
SUPPLIER OF COOLING, 
HEATING, VENTILATION AND 
REFRIGERATION SOLUTIONS  
FOR COMMERCIAL, RESIDENTIAL 
AND INDUSTRIAL APPLICATIONS. 
ITS PRODUCT PORTFOLIO 
COMPRISES A WIDE RANGE 
OF HIGHLY ENERGY EFFICIENT 
CLIMATE CONTROL SYSTEMS. 
 
For the domestic sector, Daikin Altherma HT and LT Split and 
Monobloc air-to-water heat pump systems are available. Air-to-
water heat pumps absorb heat from the air and convert it, via a 
condenser, into central heating and hot water systems.

A wholly owned subsidiary of Daikin Europe NV, Daikin UK has 
an excellent record of concern for environmental issues and 
applies it to all areas of the business, in many cases pre-empting 
international and national environmental legislation.

FIND OUT MORE AT WWW.DAIKIN.CO.UK
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