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Executive summary 

Background and objectives 

• GfK NOP carried out survey of households which had had a Green Deal Assessment between January 

and the end of March 2013 in order to find out more about the experience and what households have 

done and plan to do since having the assessment. Findings from that survey were published in June  

Green Deal assessments research website https://www.gov.uk/government/publications/green-deal-

assessment-survey-summary-report  

• This a follow-up survey of those respondents who agreed to be re-contacted from the original survey.   

• It was commissioned in order to find out more about customers’ experiences and what, if anything, has 

changed since the initial interview. 

 

Methodology and sampling 
• In total, 319 respondents (out of the original 506 respondents) agreed to take part in further research 

and provided a valid telephone number. These respondents were all sent an advance letter introducing 

the study and explaining the reasons for re-contacting them. 

• Telephone fieldwork was conducted between 19th November and 1st December 2013. The sample was 

fully worked by a small team of experienced interviewers who made 8+ calls to households in order to 

secure a final outcome. 

• A total of 190 interviews was completed, giving an overall response rate of 60%.   
 

Important note on findings 

• Because the objective of this research was to see if intentions turned into actions and to gather further 

evidence on the customer experience, the study did not aim to be representative of the whole 

assessment population.  

• The findings should therefore be treated as indicative and factual, but should not be overstated (for 

example extrapolating over the 9k assessments between launch and the end of March 2013).  

• Small base sizes limit opportunities for sub-group analysis, and caution should be exercised in how 

results are used.   
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Executive summary 
Action and intentions 
 

• A comparison of post assessment actions and intentions: Since the initial interview  

(in May) and this follow up (December) there has been an increase in the proportion of sampled households 

which have had an energy saving home improvement installed. Over a quarter of households interviewed 

that had received a Green Deal Advice Report at the time of the initial interview had installed their first 

recommended energy saving improvement since May. These findings are not intended to be representative 

of the overall population, indicate that some households are acting on their original intentions.  

 

 

 

 

 

 
 

 
 

• Changes in intentions:  Amongst  those asked about their intentions and actions at both the initial and follow 

up interviews: 

• Intentions turned into actions for most measures  

• The vast majority of the measures that were said to be in the process of installation at the initial interview had 

been claimed to have been installed by the time of the follow up.   

• Most of the measures that households said they were going to be definitely/probably installed at the initial 

interview have stayed in the same category. Some (just over a quarter) went on to be installed, though 

installation intentions were lower for others. 

• Of the measures that households said to be might or might not be installed, then the majority are now not 

intended to be installed  

• In the main, intentions have not changed for the measures that were not intended to be installed  

 

16% 

11% 

4% 

15% 

24% 

35% 

5% 

15% 

51% 

24% 

Follow up
(December)

Initial (May)

Definitely/probably won't Might/might not Definitely/probably will In the process Have installed something

* It should be noted that the figure of 24% of households  having  had something installed is different to the initial Wave 1 research (where it was 31%). 

The difference can be explained by this being a follow up survey of an initial sample. This research was not intended to be representative of the overall 

assessment population between January and the end of March (unlike wave 1 of the research) which can explain the difference.   

Base (both points in time): All respondents which had received their GDAR and were re-contacted (114).  
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Executive summary 

 

Motivations for installing 
• Motivations for paying for improvements. All households (including those that had not received a Green 

Deal Advice Report at the time of the initial survey) that had installed  a measure since the initial interview 

were asked why they chose to install (where multiple options could be chosen).  Broadly two-fifths said 

the  main motivations were:  

• because the it was paid for by someone else 

• they wanted a warmer and more comfortable home 

• they wanted to save money on energy bills 

• One in ten said that they had made improvements for environmental reasons.     
 

 
Installation experience 
• Installation experience.  All households that had installed something were asked some questions about their 

installation experience. Four-fifths of those who had had a recommended measure installed by an organisation 

(not installed by themselves) were satisfied with their experience of the installation, satisfied with the quality of 

the measure installed and  satisfied with the quality of the installer’s work. However 20% of households stated 

that they had an issue or problem with the installation. Nearly nine in ten said that they would recommend 

having the measure installed to friends or family, though fewer (seven in ten) said that they would recommend 

individual installers.   

  

Reasons for not installing 
• Reasons for not installing: Those who had not yet installed were asked why they had not installed:  

• Those that had not changed their intentions said they had ‘not had enough time to think about it’, where 

‘waiting to carry out work’ and ‘needed time to save up’  

• Those that had reported lower intentions cited ‘hassle/disruption’, ‘cost’, ‘won’t stay here long enough’ 

and ‘cannot access finance’ as the main reasons 
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BACKGROUND AND OBJECTIVES 

BACKGROUND AND OBJECTIVES 

SLIDE 
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The Green Deal was officially launched on 28th 

January 2013 with the aim of helping households 

to make energy saving home improvements to 

their properties. The scheme enables households 

to make energy saving improvements to their 

home without having to pay all the costs up front. 

The Green Deal process comprises a number of 

steps, each of which is outlined in Figure 1. 

 

 

 

 

 

 

 
 
 

In order to understand how well the process was 

working for customers GfK NOP was 

commissioned by DECC to undertake an initial 

survey about the Green Deal Assessment 

customer experience in April 2013. 

Findings from that survey can be found at Green 

Deal assessments research website 

https://www.gov.uk/government/publications/green

-deal-assessment-survey-summary-report  

As part of the Green Deal evaluation GfK NOP 

was commissioned to conduct a follow-up survey 

of customers with two key objectives: 

1. To provide evidence on: 

• Whether intentions turn into action and if not, 

why not? 

• Installation experience amongst those who 

have taken action 

 

2. To test the methodology and approach for 

larger scale follow up research to be 

undertaken as part of other Green Deal 

evaluation projects. 

Background to the research 

Figure 1: The Green Deal Process1 

1. Source: Link to website with Green Deal customer journey diagram 

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/47978/1010-green-deal-summary-proposals.pdf  
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Survey Method 

Target population 

This follow up sample comprised of 319 

households which took part in Wave 1 research, 

who also agreed to be re-contacted after the 

initial interview in April-June 2013, had not 

moved address and gave eligible contact 

details. These households had had a Green 

Deal Assessment between January and the end 

of March 2013  

Data Collection 

All sampled addresses were sent an advance 

letter before being contacted to take part in a 

follow-up telephone interview.  

Interviewing was conducted by experienced 

members of GfK NOP’s Telephone Interviewing 

Service (TIS), all of whom were briefed by GfK 

NOP researchers. 

Respondents were offered a £5 conditional 

incentive for taking part. 

In total, 190 households took part in the 

research (60% response rate) 

Fieldwork took place between 19th November 

and 1st December 2013 (approximately 7 

months after the initial interview) and 

approximately 9-10 months after the Green Deal 

assessment. 

Sample 

In total, 319 leads were available for this survey.  

The sample was fully worked by a small team of 

experienced interviewers, who made at least 8 

calls to every households (unless interview 

achieved during that time) over a 2 week period 

in order to achieve a final outcome. 

Reporting conventions 

This report provides summary headlines and 

highlights statistically significant differences 

between the follow-up and the initial survey. 

This report uses the following conventions: 

• All differences commented upon are 

statistically significant at the 95% confidence 

level. 

• Because the same people have been 

recontacted, differences between the two 

points in time were tested using a paired 

test. 

• Significant differences are indicated by 

arrows (      ) within charts.  

• All base sizes quoted in the report are 

unweighted. 
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Important note on the findings  

Findings not aimed to be representative 
• Unlike the assessments research Wave 1, this research was not intended to be representative of the 9.2k 

assessments between (launch in) January and the end of March.    

 

• The objective of this research was to see if intentions turned into actions and to gather further evidence and 

insights on the installation experience.  

 

• Only households that had received their Green Deal Advice Report been asked about their actions and 

intentions in the initial (Wave 1) survey. Of the 506 households that took part in Wave 1 of the research, 285 

had received their advice report and 194 of these gave permission to be re-contacted. Therefore the number 

of households to follow up actions and intentions with is lower than may have been expected.  

 

• Because of this findings should be treated as indicative and should not be overstated.  

 

• The small base sizes limit opportunities for sub-group analysis, and caution should be exercised in how 

these results are used. The finding should not be extrapolated over the whole assessment population.  They 

should instead be used to provide insight on whether intentions are turning into actions, as well as gathering 

evidence on other aspects such as the installation experience.  

 

• These findings add value over and above the assessments research as they allow us to follow up on 

households and see if intentions have turned into actions.  
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CHANGES IN INTENTIONS AND ACTIONS 

SINCE INITIAL INTERVIEW  
(AMONGST THOSE WHO HAD RECEIVED THEIR GREEN DEAL 

ADVICE REPORT AT WAVE 1)  

CHANGES IN INTENTIONS AND 

ACTIONS SINCE INITIAL 

INTERVIEW 



12 Post assessment actions and intentions then and now: Since 

the initial interview there has been an increase in the proportion of households 

which have had an energy saving home improvement installed. This shows that 

intentions to install their first* recommended measure have turned into actions 

for over a quarter (27%) of households taking part in the research. 

• It should be noted that the figure of 24% of those that had installed something is different to the initial wave 1 research 

(where it was 31%). This can be explained by this being a follow up survey of an initial sample .  

• The reduction in the proportion saying they are in the process (5% at follow up, compared with 15% at initial interview) 

suggests that these respondents have had work completed that was previously in the process of being done. There has 

also been a reduction in the proportion saying they might/might not make improvements (4% at follow up, compared with 

15% at initial interview). There has, however, been an increase in the proportion saying they definitely/probably won’t 

install  (16% at follow up, compared with 11% at initial interview) 

 Significant differences between waves are indicated by arrows (          ) . Base (both points in time): All respondents who received their Green 

Deal Advice Report and were re-contacted (112).  

* Some households that had installed  a measure at wave one and installed a second measure by the time of the follow up. However the chart 

just shows households that had installed their first measure since May.  

16% 

11% 

4% 

15% 

24% 

35% 

5% 

15% 

51% 

24% 

Follow up
(November/
December)

Initial
(April/May)

Definitely/probably won't Might/might not Definitely/probably will In the process Have installed something

• Only those who had received their Green Deal Advice Report at the initial interview were followed up and asked 

about their intentions, as only these households were asked about actions and intentions in the initial survey.  

The chart below compares intentions amongst  this group (that is those asked about intentions at both interviews)   

• The chart shows the furthest point that customers had reached at the time of each interview. It is possible that customers 

are at different stages for two or more measures. For example if a consumer had installed one energy saving 

improvement and was in the process of installing another they are only shown under ‘Had something installed’. 
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• More intention to install means that the household’s intentions have changed for that particular measure. For 

example ‘probably intend to install’ changed to ‘in the process’, or ‘probably will not install’ to ‘might or might 

not’. Less intention to install means a change in intentions in the other direction, for example ‘might/might 

not install’ to ‘probably will not install’ .   

Intentions turning into actions: Measures  
50 of 408 recommended measures had been installed since the initial 

survey.   Solid wall insulation, new boilers, loft insulation and heating 

controls were most commonly installed since the initial interview. 

 

Base: All respondents who had received their Green Deal Advice Report in the initial interview (weighted bases shown on table).  Some of the 
numbers in the chart do not add up due to weighted figures and rounding up/down.   
* Not all measures shown: only measures of core interest or recommended to 30 or more respondents shown. The other 109 measures (draft 
proofing, double/triple glazing and renewable heat (Microgeneration) technologies had very low bases numbers of were of little interest. 

Movement 

Measure  
(brackets show the number of times 

each measure was recommended) 

Installed by 

initial 

interview  

Has been 

installed since 

initial interview 

Intentions 

stayed the 

same 

More intention to 

install than at time 

of initial interview 

Less intention to 

install than at 

time of initial 

interview 

All measures (408)* 38 50 135 69 117 

Solid wall insulation (69) 10 14 14 7 24 

Solar photovoltaic (52) 1 3 26 11 10 

Floor insulation (50) 1 - 25 4 19 

New boiler (47) 8 10 9 8 11 

Solar thermal (33) - - 20 6 7 

Loft insulation (30) 5 8 9 5 3 

Cavity wall insulation (18) 2 - 3 3 9 

• The table below shows the current status of the recommendations that were made to households that 

received their Green Deal Advice Report at the initial interview.  

• Because of low base sizes, the table shows raw figures and not percentages. 



14 Intentions turning into action Almost all recommended measures 

which were in the process of installation at the initial interview have been 

installed. For the measures intended to be installed most have stayed the 

same, but some went on to be installed and other intentions lowered.  

Base (both points in time): All  measures recommended to respondents who received their Green Deal Advice Report and were re-contacted (weighted 

bases shown).  Notes: Findings should be treated with caution due to small base sizes, so raw figures are shown rather than percentages. 

Findings are based upon all measures that were recommended as part of the Green Deal Advice Report.  

At the initial interview, 97 measures would “definitely/ probably” be installed 

40 measures will still 

definitely/probably be 

installed 

32 measures are less likely to be 

installed (18 might/might not  and 14  

definitely/ probably won’t  be installed) 

25 measures have progressed to 

installation or are in the process of 

installing 

At the initial interview, 28 measures were “in the process of being installed” 

24 measures have 

progressed to installation 

2 measures definitely/ 

probably will  be installed 

1 measure might/might not be installed and  1 

measure definitely/ probably will  not be installed 

• The vast majority measures that were in the process of being installed at wave 1 had been installed by the 

time of the follow up.  

• Most of the measures that were intended to be installed at the time of wave 1 are still intended to be installed. 

Some of the measures have actually been installed, though a greater number had lesser intentions at the 

time of the follow up.   



15 Intentions turning into action: Of the recommended measures 

which respondents said ‘might or might not’ be installed, many are now 

less likely to be installed. For those that were previously ‘probably or 

definitely’ not to be installed, there has been little change in intentions.  

At the initial interview, 81 measures “might or might not” be installed 

15 measures will 

definitely/probably be 

installed 

19 measures still 

might/might not be 

installed 

5 measures have 

progressed to installation / 

are in process of installing 

42 measures are less likely to 

be installed (definitely/ probably 

won’t be installed) 

At the initial interview, 163 measures “probably/definitely” would not be installed 

8 measures  have 

progressed to installation 

11 measures definitely/ 

probably will  be 

installed 

12 measures 

might/might not be 

installed 

132 measures  still definitely/ 

probably won’t be installed 

• The vast majority measures that were not intended to be installed at the time of wave 1 still had the same 

intentions by the time of the follow up. However a small number reported greater intentions to install, and 

there were some actual claimed installations.  

• Most of the measures that were might or might not be installed at the time of wave 1 had lesser intentions at 

the time of the follow up. Some intentions stayed the same, whilst a slightly smaller proportion had greater 

installations and a small number had been installed.   

Base (both points in time): All  measures recommended to respondents who received their Green Deal Advice Report and were re-contacted (weighted 

bases shown).  Notes: Findings should be treated with caution due to small base sizes, so raw figures are shown rather than percentages. 

Findings are based upon all measures that were recommended as part of the Green Deal Advice Report.  
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Reasons why intentions  have not  changed or lowered : 
Those who had not changed their intentions said it was because they 

‘had not had enough time to think’ about it or ‘needed to carry out other 

work on their property’. Households that had lowered their intentions 

cited ‘hassle/disruption’ and ‘cost of improvements’ as the main reasons.     

Reasons mentioned by those who have not 

changed their intentions  

(19 respondents) 

• Not had enough time to think about it (4 

mentions) 

• Need to carry out other work to my property 

first (4 mentions) 

• Need to save up to have this done(3 

mentions) 

• 3 respondents mentioned issues related to 

Green Deal/ECO finance (1 had been 

turned down, 1 was awaiting a decision, 1 

was waiting for more information) 

 

 

Reasons mentioned by those who reported 

lower intentions than at the initial interview  

(39 respondents) 

• Hassle/disruption of making changes (8 

mentions) 

• Cost of improvements is too high (8 

mentions) 

• Won’t stay here long enough (6 mentions) 

• Cannot access the finance (6 mentions) 

• Structural considerations (5 mentions) 

• Already done enough (4 mentions) 

 

 

 

 

 
Other responses given by 2 respondents or fewer 

 

Amongst those who had not changed their intentions, many gave responses which suggested that they 

may go on to do the work (e.g. saying they need more time to consider, or to do other work first).   
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THE INSTALLATION EXPERIENCE 

INSTALLATION EXPERIENCE 
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Motivations for installing measures: Amongst those who had 

had measures installed since the initial interview, the fact that it was paid 

for by someone else, wanting a more comfortable home and saving 

money on energy bills were the main reasons given for why they had 

installed.  

Reasons for having energy saving home improvements installed 

14% 

37% 

38% 

41% 

To reduce energy use for environmental reasons

To save money on energy bills

Wanted a warmer/more comfortable home

It was free/paid for by someone else

 

• The main motivation for having measures installed was that was it was free/paid for by someone else (41%) 

• Wanting a warmer or more comfortable home (38%) and saving money on energy bills (37%) were also 

commonly mentioned.  

• Environmental considerations were stated as the reason for installation by 14%. 

 

 

Base: All respondents who have installed a recommended key measure since the initial interview (72) – Question not asked at initial interview.  Responses 

mentioned by 10% or more shown in chart 
  

• All households that had installed something since the initial survey (in May) were asked about their 

motivations for having measures installed and their installation experience.  

• In previous waves of the assessments research households were asked about their assessment experience, 

but this is the first time that findings on motivations and the installation experience have been presented.  
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24% 

15% 

14% 

12% 

6% 

11% 

% satisfied with different elements of the installation process 

71% 

83% 

83% 

84% 

87% 

85% 

How clean and tidy the property was left after the
installation

The professionalism of the installer(s)

The quality of the installer's work

How long you had to wait to have the measure
installed

The quality of the measure installed

Your experience of the installation overall

The installation process : Those who have had measures installed 

since the initial interview were generally satisfied with the installation.  

77% said they had not had issues or problems since the installation, 

though 20% said they had had an issue or problem. 

Satisfied Dissatisfied 

% who were contacted to check on the quality of the installation and whether 

they were happy with it  

2% 

59% 

3% 

9% 

30% 

Don't know

No contact at all

Received a letter asking if you are happy

Telephone call

Visit/someone has inspected the work

% who have had issues or problems with the 

measure since it was installed 

Yes, 20% 

No, 77% 

Don't know, 3% 

Base: All respondents who have had a measure installed by an organisation (not self-installed) since  initial interview (70) 
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Recommendations to friends and family: 88% would 

recommend have a measure installed to their friends/family.  Fewer said 

they would recommend individual installers, with 68% saying they would 

recommend them. 

68% 

88% 

9% 

5% 

21% 

6% 

Would you recommend the installer who did the
work? (amongst all who had had a measure
installed by a company (not self-installed))

Would you recommend having a measure
installed? (amongst all who had installed a key

measure)

Would recommend Might or might not Would not recommend

Base:   All who have installed a recommended key measure since initial interview (72) 

All respondents who have had a measure installed by an organisation (not self-installed) since  initial interview (70) 

  

 


