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STEP BY STEP: state of the art  

The STEP BY STEP project has reached the half-way point: L’Alcúdia, Cefalù, Ghent and Warsaw are at full 

speed supporting registered households to keep on their new energy-saving and environmental-friendly 

attitude by providing a set of complementary actions. 

 

The ACTIVITY REPORT N.1, published in March 2016, is available on the STEP BY STEP website. In this first report 

the project, its objectives and methodology are introduced and an overview of the first results is provided. In 

this second activity report, updates and new activities are included1. In particular, this document will provide 

information on the implementation of the project’s activities in each local context.  

The specific features of the population and the cities involved increasingly proved to be a key factor for the 

efficient implementation of the project.  

In the following pages, you will also see that despite a common framework, there are differences in activities 

in each cities and you will see how the project’s strategy (both related to the field implementation and 

phone coaching) is adapted accordingly. 

Thus, one of the key concepts of the STEP BY STEP project – to customise the communication and types of 

activities according to households needs, avoiding massive campaigns and not-targeted communication – is 

registering additional evidences during the implementation, gathering interesting results to be studied in 

depth. 

______________________________________________________________________________

                                                           
1
 All the data contained in this report are collected through gd6d.eu platform and checked by E3D-environnement. 

The information therein contained is updated on the 30
th

 of June 2016. 
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CEFALÙ (ITALY) 

DOOR-TO-DOOR CAMPAIGN  

In May 2016, the door-to-door campaign in Cefalù came to an end.  

1442 households have been registered in the project, reaching 82% of the anticipated target. It is a very 

promising result, especially considering that about 80% of the targeted population has accepted to receive 

phone coaching in order to profit from tips and advices on energy-savings and environmental-friendly 

actions.  

As far as the profile of the registered households is concerned, the final results confirm the same trend 

highlighted in the first activity report (Cf. pp. 7-8) with a prevalence of +65 years old participating citizens 

and with 2 persons per household as most representative value. This profile is similar to the profile observed 

among the residents of the neighbourhood. This demonstrates that the method is adapted to any kind of 

population without distinction of age or gender as there was no class overrepresented among the 

participants.  

The two graphs below show the detailed distribution per age (of the interviewee) and the number of persons 

per household. 
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RESULTS OF THE PERSONALISED COACHING 

The phone coaching (together with the e-mail sent via the gd6d platform) is the main tool foreseen in the 

project to encourage and support the households to try new actions and/or to improve the performance of 

the ones already carried out.  

At regular intervals (about every six weeks), a phone advisor calls the registered people to ask them feedback 

on successful actions, to remind them about actions that they had accepted but not carried out yet, and to 

suggest them new tips (to save energy, water, etc.).  

Below, an overview is given of the results achieved in the second monitored interval (March - June 2016) 

and, much more interesting, of the results of the whole period so far (November 2015 – June 2016). 

 

March - June 2016 

· 83% of the approached households have accepted to carry out one action at the time of registration; 

· 42% of the registered households have replied to at least one question in the last 2 months (by 

phone/e-mail/platform); 

· 88% of the registered households have successfully carried out one of the proposed actions; 

· 72% of the registered households have replied to at least one question by phone.  

 

November 2015 – June 2016 

· 73% of the approached households have accepted to carry out one action at the time of registration; 

· 42% of the registered households have replied to at least one question in the last 2 months (by 

phone/e-mail/platform); 

· 86% of the registered households have successfully carried out one of the proposed actions;  

· 74% of the registered households have replied to at least one question by phone. 



6  

 

 

As shown in the above graph, the trend of the second period confirms the results of the first period. These 

results are significantly positive as illustrated  by the percentage of success of implementation of the 

proposed actions. 

ACTIONS THAT HOUSEHOLDS ALREADY PERFORM   

Below, the most performed actions are listed. The list includes also actions that has been asked during the 

phone coaching phase, providing a more complete overview of what is more or less common among 

participating households. 

 

Once again, these results are in line with the provisional results released in February 2016. “Buying local 

products” is confirmed as the most spread action followed by “Turning off the oven/burners before the end 

of the cooking”.  
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We can see that these actions reach significant percentages, so they are well spread among citizens. 

Therefore, we can conclude that an important attention towards energy-saving and environmental-friendly 

behaviours is already present at local level.     

 

ACTIONS THAT HOUSEHOLDS DECIDED TO PERFORM 

The graph shows the four most popular actions that households have decided to try. 

The list includes additional actions that were not suggested during the first period. This modification is due to 

feedback we got during the initial months concerning the actions fitting the needs of households as much as 

possible. Some of the actions seem very popular, which confirms that energy-saving and environment is 

important for households in the selected areas. 

 

THE COLLECTIVE CHALLENGE 

The STEP BY STEP project includes a series of activities to keep participants’ motivation up and to 

complement the standard, even if personalised, coaching process. One of these is the COLLECTIVE CHALLENGE.  

The collective challenge is a way to promote a sense of community by introducing a common goal: saving 

energy and taking care of the environment. It is important to transmit the message that the citizen is not 

acting alone but is part of a community which is united in its commitment to the case.  

The project will test different ways to propose and organise the collective challenges (complemented in 

some cases with celebration events) and different challenges will be organised during the project lifetime.  
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In Cefalù, the collective challenge started in July 2016. Differently from AER (Cf. pag.10), it was not combined 

with a celebration event. It worked as follows: a letter, explaining the collective challenge, has been 

distributed door-to-door. 

 

 

Posters have been stick in the local shops and the digital version has been published on the dedicated social 

network page (Facebook page STEP BY STEP Cefalù).  

THE FIXED GOAL WAS TO SAVE 8.000 KWH. 

After the distribution of the letter, the phone advisors called during 3 weeks the targeted households 

proposing some specific sustainable consumption actions.  

Each action was linked to a number of kWh saved and, 1 kWh saved = 1 point gained. 

 

The results 

11.768 KWH HAVE BEEN SAVED IN 3 WEEKS! 

Therefore, the final result – higher than the fixed objective - attests a good interest and commitment from 

Cefalù’s households to the project.  

Households have been informed via e-mail, phone calls and social networks about this great success. 

 

CONCLUSION FOR CEFALÙ 

As illustrated, the progress of the project in Cefalù is positive, especially as far as the response rate to the 

phone and e-mail coaching is concerned. 
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During the phone calls the inhabitants often shared their positive experience within the project with the 

advisor. This is very motivating and makes us aim at higher goals. 

However, the reason for the lower-than-foreseen number of door-to-door registrations remains to be 

analysed. Different factors (such as cultural aspects, communication, local dynamics, etc.) are under 

investigation to understand the constraints that have limited the full achievement of the planned result. 

Finally, we have to report the full satisfaction of the Municipality of Cefalù about the project impact. On the 

15th of April 2016, the Mayor of Cefalù granted an INTERVIEW commenting the first results.  



10  

 

L’ALCÚDIA (SPAIN) 

DOOR-TO-DOOR CAMPAIGN  

The door-to-door campaign in L’Alcúdia, managed by Agència Energètica de la Ribera (AER), has been 

completed in December 2015. The full picture of registration (age range, number of people per households, 

characteristics of the selected areas) is included in the first activity report (Cf. pp. 12-13).  

 

THE RESULTS OF PERSONALISED COACHING 

As for Cefalù, the results related to the specific period covered by this report with the ones registered from 

the beginning of the coaching are compared below. 

March - June 2016 

· 52% of the registered households have replied to at least one question within 2 months (by 

phone/e-mail/platform); 

· 82% of the registered households have successfully carried out one of the proposed actions;  

· 96% of the registered households have replied to at least one question by phone. 

 

November 2015 – June 2016 

· 52% of the registered households have replied to at least one question within 2 months (by 

phone/mail/platform); 

· 94% of the registered households have successfully carried out one of the proposed actions;  

· 98% of the registered households have replied to at least one question by phone  
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As shown in the above graph, almost all respondents have replied to at least one question by phone. And, 

even more significant, it is shown that 94% of the households have successfully completed one of the 

proposed actions. This demonstrates a very strong commitment from the citizens of L’Alcúdia to improve 

their performance and attitude towards energy-saving and environmental behaviour.  

As far as the last indicator is concerned, 52% of the participants are contacted regularly by phone or email. 

This means that households are continuously in touch with phone advisors or replying via tailored emails. 

Also this result is very encouraging. 

THE COLLECTIVE CHALLENGE 

L’ALcudia has been the first city to organise the collective challenge and, differently from Cefalù, it was 

combined with a celebration event.  

During three weeks, from 16th May to 13th June 2016, the phone advisors called the targeted households 

proposing some specific sustainable consumption actions. Each action was linked to  a number of kWh saved 

and 1 kWh saved = 1 point gained. THE GOAL WAS TO SAVE ALL TOGETHER 13.000 KWH which corresponds to a 

journey by car from L’Alcúdia to Sydney. 

Moreover, on the 4th of June 2016 – the World Environment Day – a CELEBRATION EVENT has been organised to 

communicate and share the first results of the collective challenge.  

Different activities took place during the day, involving also children from primary schools. You can watch the 

video of the event here: https://www.youtube.com/watch?v=dPjEQ1zq-jg   

Results 

71% of the contacted households agreed to participate in the collective challenge and to apply, on average 

two energy saving actions.  

5190 kWh HAVE BEEN SAVED IN 3 WEEKS! 
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These results are very encouraging. First, a large number of households took part in the collective challenge. 

It means that this project enables the local authority to easily contact and mobilize by phone or email a large 

part of its population.  

Secondly, people were very interested in carrying out the suggested actions. They found that it was a simple 

and concrete way to save some energy at home. They also understood that many other households of their 

neighbourhood were as well involved in the collective challenge, which worked motivating. 

Thirdly, even if the announced goal was not completely achieved in three weeks, the most important result 

was the demonstration of the motivation of households to save energy and reduce their electricity bills. 

 

CONCLUSION FOR L’ALCÚDIA 

The STEP BY STEP project is fully on track in L’Alcúdia and the results are more than satisfactory. No 

particular constraints have been registered and the interest and commitment of households to project’s 

topics and activities is really significant. In the next months, the first actual data in terms of energy savings 

should be available. This further step will clearly represent a crucial component to confirm the positive 

impact provoked by the project.  
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GHENT (BELGIUM) 

DOOR-TO-DOOR CAMPAIGN 

744 households have been registered in the City of Ghent. This is 71% of the objective.  

The city of Ghent stopped the door to door interviews in December 2015 after having done more door-to-

door visits and attempts than forecasted. A total of more than 5.000 attempts have been done (an attempt 

is a knocking/ringing on a door) with more than 1.800 households. The rate of refusal and the rate of people 

not giving their phone numbers were significant. 

The city of Ghent warned early that they encountered some difficulties: high number of people not speaking 

the language (which makes the personal contact very difficult) and people facing very high poverty. 

Measures were taken to tackle these difficulties: a Turkish-speaking advisor was hired and the training of the 

advisors was adapted.  

When it became evident that, despite these measures, the city of Ghent struggled to meet the objective, 

two specialists of E3D-Environnement went there to undertake a “Territorial Diagnosis”. Conclusions of this 

diagnosis were that the neighbourhood chosen by the partners presented social and cultural features and 

difficulties which prevented from fully attaining the objectives. Not all of these conditions were foreseeable 

at the beginning of the project. It was however known that this neighbourhood may present difficulties but 

the envisaged counter measures had been considered sufficient at the initial stage. 

The reason to pick this neighbourhood, despite its challenging features, was the presence of smart meters. 

The smart meters should allow for detailed analysis of energy consumption which should be very important 

for evaluating the impact of the project. .  

However, considering the situation, the 875 REGISTERED HOUSEHOLD WAS CONSIDERED A SUCCESS by the city of 

Ghent as they never had an opportunity to have such interactions with that many people and of that quality 

in this neighbourhood. 

THE RESULTS OF THE PERSONALISED COACHING 

As said, the different languages spoken in the targeted area - as people with different nationalities are living 

there – have represented one of the main issues to face.  Different calling lists have been drafted 

(specifically, a Dutch-speaking list and a Turkish-speaking and other non-native speaking people list), and a 

Turkish speaking advisor has been hired. These actions have represented an important first step to improve 

the awareness campaign standards. 
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The collection of the phone numbers during the door-to-door registration was another issue to face. Many 

people were not feeling concerned enough by the operation, so they did not give their phone number for 

the coaching. 

The distribution of the energy-saving kit (done door-to-door) gave the opportunity to ask again the phone 

numbers. In some cases, people reacted in a very positive way (as citizens “recognized” the advisor and their  

trust has grown); in other cases, people confirmed their initial refusal. 

In the data below the leap ahead of the households who successfully carried out one of the action is very 

well illustrated (from 22% to 65%). In detail: 

March - June 2016 

· 7% of the registered  households has replied to at least one question in the last 2 months (by 

phone/e-mail/platform); 

· 65% of the registered households has successfully carried out one of the proposed actions;  

· 76% of the registered households has replied to at least one question by phone. 

 

November 2015 – June 2016 

· 7% of the registered households has replied to at least one question in the last 2 months (by 

phone/e-mail/platform); 

· 22% of the registered households has successfully carried out one of the proposed actions;  

· 70% of the registered households has replied to at least one question by phone.  
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CONCLUSION FOR GHENT 

The situation in Ghent is evolving. Different issues have been solved while others are blocked. 

Rigorous phone coaching will now be crucial to achieve the objectives of reduction of electricity 

consumption for the participants. 285 participants have given their phone number, showing that they are 

interested in the project and that they are willing to change their behaviour in order to reduce their energy 

consumption. 

The organisation of the COLLECTIVE CHALLENGE will be a significant test to check the level of satisfaction and 

participation of households to the project.  Different ways to implement this activity are analysed. 
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WARSAW (POLAND) 

DOOR-TO-DOOR CAMPAIGN 

 

In March 2016, the door-to-door campaign started in Warsaw. The postponement of the start of the activity 

was necessary to adapt the registration procedure taking into account local aspects (norms, opinions, habits 

of the inhabitants). To maximise chances of success, the project manager asked for help from E3D experts to 

choose neighbourhoods where the design of experiment could work without changing the approach. An 

expert came on the field to analyse the neighbourhood selected by the municipality.   

Finally, the municipality of Warsaw selected the neighbourhood of Poludnie Praga, Golcaw. It is a residential 

neighbourhood with collective apartment buildings, of 7 or 8 levels, and with 100 to 200 dwellings. It is 

located 15-20 minutes from the historical center. The expert analysed this neighbourhood in terms of 

sociology of inhabitants, social fabric and neighbourhood life - to check if some meeting places existed and if 

there was a climate of trust. It appeared that it feel good to live in this neighbourhood, even if there are not 

a lot of meeting places, such as restaurants. But there are all the services needed: shops, parks, schools.  An 

important aspect has been pointed out: the refusal rate to questionnaires in Poland is usually rather high, 

and indeed, in this neighbourhood, the expert noticed a lot of barriers. The residences are usually closed, 

and therefore the people seem rather suspicious about external “intrusion”. The president of the housing 

association was met.The objective was to have a referent that has the confidence of the inhabitants to raise 

the acceptance rate.  

2100 is the expected number of households to be registered.  At the end of June 2016, 1166 households 

(55%) accepted to participate to the project. The door-to-door interviews are still on-going and the 

registration is planned to be concluded on the 30th of September 2016. 

 

The refusal rate (21%) was rather high on the first stages of the door-to-door phase. The partners made an 

important analysis of the problem, helped by an E3D expert on the field, and feedback from other cities. 

Local stakeholders were involved to analyse the initial door-to-door approach in order to improve it. The 

project manager and advisors were interviewed to have their feedback about the door-to-door procedure 

and the reactions of the inhabitants to the questionnaire. After having analysed the initial situation and the 

refusal rate, several adaptations to the door-to-door procedure were suggested. This helped the project 

manager to improve the work of the subcontractor. Some improvements and/or modifications have been 

implemented in  the procedure. After sending a new letter to all targeted households, the advisors went 

back to see the inhabitants that refused the interview (calling them before going). 

Another key improvement was to amend the statement that every owner should sign in order to get the 

data from smart meters. This was one of the main reasons for the lack of trust among inhabitants of the 
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selected neighbourhood of Warsaw, as people initially thought that it was a new contract as there were 

many cases of fraud of contracts in the city. 

The updated data will be available in the next activity report. However, we can already attest the positive 

impact that these operational changes have generated in the acceptance rate of participating to the project.  

The partners have decided that E3D will carry out semi-structured interviews with 10 to 12 inhabitants of 

Warsaw during the next quarter and will be present on the field to deploy the new features which will be 

provided to the participants. 

 

CHARACTERISTICS OF HOUSEHOLDS  

The population is mixed, including both people settled there since 30 years or new-coming residents. 

The graphs below show a prevalent participation of older adults, within the age range ‘55-65’.  More than 

50% of the respondents are aged + 45 with a minor representation of younger generations. There is an 

almost equal representation for families with or without children as 38% of respondents is member of a 

household composed by 2 persons and 34% is part of a larger family consisting of 3-4 members.   
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At the time of writing, about 50% of the envisaged sample of households has been registered. The final data 

will be available in the next activity report. 

ACTIONS THAT HOUSEHOLDS ALREADY PERFORM & ACTIONS THAT HOUSEHOLDS DECIDED TO START IMPLEMENTING 

As already seen for the other cities, during the door-to-door interviews, a list of actions is proposed to the 

interviewee to understand which ones are already part of his/her habits. After that, different actions are 

proposed in order to commit the households to new actions for energy-saving and, in general, 

environmental attention.  

The graph with blue lines shows the results of the actions already performed by the households. The results 

till now attest a prevalence of simple actions as “buying fresh fruit and vegetables – 0 km” (positive habit to 

reduce environmental impact linked to transport of goods).  

 

The graph with green lines report the percentages of commitment for new actions of the registered 

households. It means that the action(s) accepted by the interviewee is something new (not practiced, yet) in 

his/her family. It is interesting to note that a very simple actions, as “Washing the hands with cold water” 

don’t seem common among the target population as it is the most selected commitment from households.    
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CONCLUSION IN WARSAW 

The city of Warsaw faced different constraints before the full implementation of the project.  This caused an 

delay in the Warsaw process. However, the project is now being fully implemented in Warsaw and the 

expectations for the completion of the mobilisation are positive.  

 

CONCLUSIVE REMARKS 

In all cities the project is considerably making progress and dedicated coaching processes are now fully in 

place. More than 4.800 participants have been answering by e-mail or by phone, taking new actions and 

giving feedback on their choices. 

The finalisation of the door-to-door campaign in Warsaw will be one of the main goals in the next months as 

it will allow completing the database of registered households, having the final picture of the participants’ 

profile. 

Moreover, the collection of the energy data is underway (through direct reading of meters – in L’Alcúdia and 

Cefalù, or agreement with the relevant energy provider – in Ghent and Warsaw). First results are expected in 

Autumn 2016. 

All the updates will be included in the next activity report, which will be released in six months.  

In the meantime, we invite you to regularly check the project’s website to stay up to date: 

www.stepbystep2020.eu.   
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