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INTRODUCTION 

This 3rdactivity report is fully dedicated to present the process and the results reached by the 

accompaniment phase (through e-mail and phone calls) after two years from the beginning of the project.  

While in the two previous activity reports (available on http://www.stepbystep2020.eu/downloads/) we 

mostly focused the attention on the process and results of the “mobilisation” phase (via door-to-door 

registrations), it is now time to fully understand one of the main project’s activities. On-going since October 

2015, the accompaniment aims at encouraging households to adopt new attitudes and take commitments 

related to energy savings.  

In the next pages, you will find information about the different tools that are part of the coaching process as 

well as the numbers of households, the rate of participation, the efficiency of the applied strategy in order to 

have a quite comprehensive picture of the different and complementary steps in place and related results.  

Only for Warsaw, few final information about the completion of the mobilisation is included as the city has 

ended the process in September 2016.   

THE PERSONALISED COACHING: 

I) THE RATIONALE.   

The idea behind the personalised coaching is to suggest to households actions allowing energy-saving at 

home and mostly instilling a new approach and attitudes towards the concept of energy-saving as whole. 

The actions suggested are not standardised but are selected according to the households’ socio-

demographic profile, motivation, lifestyles and so on.  

Therefore, the path is personalised and the actions are gradually proposed: from easy action (i.e. turning off 

lights) to more difficult ones (i.e. turning down the heating of 1°), and at a final stage also investment 

decisions will be proposed.  

The coaching is managed through a multifaceted web-based system (www.gd6d.eu) and the households are 

contacted every six week, on average, through  e-mails, phone calls (by trained phone advisors) and also 

direct interactions through the online platform are on.  

This regular accompaniment allows not only to constantly support the households but also to target the 

behavioural strategy according to the type of responses and feedbacks from the households, by tailoring 

messages and new proposals, accordingly.   

Moreover, a section of the platform “Ask to your neighbours” - recently introduced - is dedicated to 

interactions among households in view of creating a sense of community participation and a shared 

engagement towards the different challenges proposed.  

Finally, thanks to the European dimension of the project, the actions and challenges proposed are constantly 

adapted to the different territorial contexts. This process generates an enormous added value as far as the 

transferability is concerned, because it allows the test of the project with different featured population.  

  

http://www.stepbystep2020.eu/downloads/
http://www.gd6d.eu/


II) THE PROCESS. 

As already mentioned, the personalised coaching is based on the joint use of two tools: phone calls and e-

mails. This integrated approach allows offering a continuous support to the engaged households and to 

regular monitor if the applied strategy is fully working or modifications are needed.  

a) The phone coaching: how it works? 

Here below you can see the image of the interface of the ‘gd6d platform’ used by the team of the phone 

advisors appointed by the four partners’ city.1 

 
 
The platform provides the list of households to be called, ensuring the regular turnover of people to be 

contacted with an average interval of 6 weeks. In order to avoid an overload of contacts and information, the 

list of people to be called considers also the rate of e-mail response. It means that the people that usually 

answer to the e-mail are less contacted by phone calls as for them the coaching via e-mail fully works.  

The average duration of the call is 3-4 minutes. It was longer at the beginning of the phone accompaniment 

as more time was dedicated to explain the project and the reason of the call. The answers of the respondent 

(i.e. energy-saving actions undertaken, new commitments, reasons for refusal, possible questions, etc.) are 

registered in the platform, allowing the system to adapt the coaching strategy, accordingly. 

Moreover, in case of unavailability at the time of the call, the respondent can agree the date and time of the 

call with the phone advisor.  

A regular monitoring of the phone advisors is done in order to ensure that the quantitative and qualitative 

criteria of the phone coaching are met.  

b) The e-mail coaching: how it works? 

As for the phone calling, an e-mail is sent to all the households that provided the e-mail, with the same 

interval of 6 weeks. The e-mail contains a tip, a feedback on the action that the household had chosen to try 

6 weeks before and an overview of the participation at city level. 

                                                           
1
 For the City of Cefalù, CESIE is in charge of.  



 

Both for the e-mails and phone calls, the fundamental inspiring principle of the coaching strategy is that the 

proposed actions should fit with the profile and lifestyles of the respondent, and in case of not commitment 

from the households is the suggested action to be changed, by proposing something more close to the 

respondent current attitude and behaviour in order to design a gradual path.  

 

III) THE NUMBERS.  

54.252: this “impressive” number is the total number of calls made  from the phone advisors in the 4 

countries from the beginning of the phone accompaniment till the 28th February 2017.  

19.180: instead this the effective number of people supported through phone calls in the same period. 

We consider important to share these two numbers in order to give the dimension of the phone coaching 

and also the effort needed to ensure that the envisaged quantitative and qualitative standards are met. In 

fact, as the numbers shown, there is a shift of about the 35% between the total number of attempts and the 

effective number of people supported.   

Of course, the results are different from country to country and a permanent process of adaptation of the 

content of the actions/messages delivered with households is put in place.   

However, it is worth of note the affiliation process of households: call by call a trusted process is being 

established between the phone advisor and the persons, further supported by the e-mails received in the 

meanwhile.  

Important are also the numbers of the e-mail: from the start of the campaigns till the 28th February 2017, 

17,165 emails had been sent to the households. 31% of these emails are opened. Only 9% responded 

directly. This data confirms that the emails are important to keep people aware about the project and its 

initiatives but the phone calls are the fundamental tool to engage the participants. 

A final remark is needed about the phone coaching in Ghent: its delivering is facing important obstacles due 

to local cultural features. In fact, due to a particular and difficult situation in the selected neighbourhood, the 

majority of households refused to give the phone number and therefore the phone coaching  is not viable in 

this context.  

Therefore, the situation in Ghent is subject to a specific investigation. This experience will strongly support 

the adaptation of the coaching strategy in function of local contest (door-to-door contact for creating a new 

dynamics, enhancement of the involvement of local stakeholders to give visibility to the campaign, 

communicate on themes that are more linked with their expectations...) .    
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WHICH ACTIONS HOUSEHOLDS HAVE CHOSEN? 

The results of the coaching phase are different also in terms of actions selected as clearly different are the contexts in which the project is delivered. Therefore, 

also these results are analysed in view of orienting the planned complementary means to support households in changing behaviours in relation to energy 

consumption. 

Here an overview of the three top actions chosen in the partner’s countries: 
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Decreasing water consumption
in the kitchen (i.e. for washing…

Buying a LED lamp

Installing a tap aerator

Warsaw 
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temperature
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Closing windows before night
to keep the house warmer

Cefalù 
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THE WINTER COLLECTIVE CHALLENGES 

The analysis of these results is important also to steer the actions proposed in the COLLECTIVE 

CHALLENGES. Those are implemented periodically to support a sense of shared participation and 

commitment at community level by fixing a goal to be achieved through the joint engagement of 

households.    

Collective challenges are a way of maintaining the motivation of residents because they make individual and 

group efforts visible.  They provide an opportunity to address one of the most significant obstacles to 

behavioural change, which is the perception that people around us are not making and are not prepared to 

make what we consider to be a reasonable effort. 

A “winter challenge”, lasting one month, has been held in Warsaw, L’Alcúdia and Cefalù. The collective 

action to be suggested to households consists in achieving all together an energy-saving target over 1 

month.  It was expressed in “kWh”. To achieve this objective, residents received 7 suggestions of actions 

related to the heating (use a hot water bottle when going to bed and turn off or turn down heating at night, 

leave the oven door open after cooking, buy/install blackout curtains, etc.). The majority of the proposed 

actions involves a loss of perceived comfort or requires a little financial investment and so were rather 

difficult. 

The table below sums up the results in the 3 cities: 

 Warsaw Cefalù L’Alcudia 

Objective of 
energy-savings 

Displayed objective 8,6 MWh 8,6 MWh 8,6 MWh 

Participation Households receiving the 
proposition to take part at 
the challenge (clicked email 
or successful phone call) 

2273 households 
– 73% 

610 households 
– 42% 

 778 households 
- 55% 

Rate of 
acceptation* 

Households  accepting to 
participate when they had 
the proposition 

465 participants  - 
20% 

288 participants  
- 47% 

381 participants 
- 49% 

Promises of 
energy-savings 

Sum of equivalent energy-
savings related to every 
chosen action 

54,7 MWh 42,1 MWh  27,2 MWh  

Rate of success Households giving a 
positive feedback for the 
implementation of at least 
1 action of the challenge 

50% 95% 77% 

Implementation 
of energy savings 

Sum of equivalent energy-
savings related to every 
succeeded action 

27,9 MWh 38,9  MWh 22,2 MWh 

 *Some households already do systematically the most of proposed actions and so are counted in “not 

participating” 

The results show a lower involvement than the summer challenge (that has foreseen easy-to-do actions). 

The acceptance rate was 69% on average, but the participants of this winter challenge were ready to carry 

out difficult actions with a high impact on energy consumption. The promises of energy were so greatly 

higher than the stated objective, confirm the relevance of the designed strategy of coaching: to involve 

progressively the most motivated participants to carry out more and more difficult and impactful actions. 
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THE CONCLUSION OF THE DOOR-TO-DOOR CAMPAIGN IN WARSAW 

The municipality of Warsaw has started the door-to-door campaign in March 2016 (please, cf. the activity 

report n° 2 to understand the reasons of). The mobilisation has successfully ended in September 2016 with a 

number of registered households higher than planned.  

3113 is the number of registered households (+1.000 of the planned objective). This impressive result 

confirms the importance and the effectiveness of the measures and modifications applied to the original 

strategy in order to better fit with the features of the local context.  

Here below the definitive picture of the involved households 

AGE RANGE 

 

*The 5% of interviewees has less than 25 years old 

*The 16% of the interviewees has between 25 and 35 

years old 

*The 18% of the interviewees has between 35 and 45 

years old 

*The 9% of the interviewees has between 45 and 55 

years old 

*The 26% of the interviewees has between 55 and 65 

years old 

*The 22% of the interviewees has more than 65 years 

old 

*The 4% did not reply 

 

 

 

*The 15% of households is composed of 1 person 

*The 38% of households is composed of 2 persons 

*The 23% of households is composed of 3 persons 

*The 15% of households is composed of 4 persons 

*The 3% of households is composed of 5 persons 

*The 2% of households is composed of 6 and 6+ 

persons 

* The 4% did not reply 

 

 

 

Thanks to the great results achieved in Warsaw the total number of registered households is higher than the 

fixed goal, which was 6.300 households. 
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FINAL REMARKS 

 

The “STEP BY STEP” project is entering in the last phase. During this last period, the main activity will be the 

collection and the comparison of energy data of involved households in order to quantify the savings 

reached (or not). 

 

Different are the strategies currently in place to gather all this information. In the next and final activity 

report a full description of these collection mechanisms and methods for analysis will be included in order to 

give a comprehensive overview of the whole process and achieved results in terms of energy savings. 
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