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To facilitate a dense installation of heat pumps in a particular 
place with an offer that is widely accessible and without 
causing network issues…

In an area where half of the targeted households are on a low income...

Where there is no guarantee of bill savings…

25% of homes connected to a particular part of the network  = dozens of heat pumps…

From a standing start in 2 years...

In the teeth of a cost-of-living crisis...

And widespread misinformation…

With an innovative, expensive and highly disruptive product...



A Place Based Approach…know your 
neighbourhood

Rose Hill and Iffley

• Working with approx. 600 of the 3000 
households in Rose Hill

• Mostly built in 20’s and 30’s – reasonable 
fabric standards

• Lots of social housing in southern area
• Long established stable community
• Low Carbon Living Group embedded (RHILC)
• Low income and highly ethnically diverse in 

southern part

Mix of attributes…barriers and opportunities 



A tale of two substations





Understanding the community: 
Technical, Digital, Social, Financial factors at postcode level 

Mapping indices of technical, economic, social and digital capability in Rose Hill, Oxford. Spatial analysis of Smart and Fair Neighbourhood in Oxfordshire. Report to Project LEO 2022. Gupta et al



Over 60% respondents satisfied 
with existing gas boilers.  

Over 75% of respondents 
concerned about the cost 
of heating their home.  

70% are concerned about the 
environmental impact of their 
heating system

Conclusion: the Heat pump will need to deliver same or better levels of heating service 
as existing gas boiler, and some additional benefit if they are to be taken up.

Understanding the community: surveys, focus groups, 
interviews



Building the value proposition…..



The offer…

• Heat pumps are the SINGLE most effective thing 
you can do to dramatically reduce your carbon 
emissions.

• MORE hours of heat in your home for LESS cost.

But why get a heat pump through Clean Heat Streets?

• Heavily discounted heat pumps.
• Friendly, trusted installation process.
• Free support in your transition from a gas boiler to a 

heat pump.
• Free heat loss survey worth £400.
• 50% off your heating bills with our British Gas deal.



Engagement: trust and credibility is everything

• We have worked hard to build a trusted brand.
• The main engagement officer is employed by the City Council 
• We work intensively with a local energy group, “Rose Hill and Iffley Low 

Carbon”.
• We run regular open days with houses that have installed heat pumps 

so that neighbours can experience heat pumps themselves.



Engagement: workshops and outreach to 

community groups, local suppliers and installers

• Sensitivity to local cultural practices – e.g. flat bread 
making – needs a gas flame…or does it?

• Using local carpenters for building sheds and 
making good

• Using local printers to produce the flyers
• Local gas boiler installers trained in heat pump 

installation



Engagement: personalised support for residents
• Minimum of 3 visits across the journey. 
• Liaise with installers and residents to help maximise resident input – radiator 

negotiations!
• Offer advice on behaviour changes to get the best out of the heat pump. 
• Support with questions/concerns.
• Peer to peer support – residents with heat pumps group



Heat pumps and equity
A tale of a hundred residents

Differences of: 
• income and house size 
• house ownership (owned / rented)
• types of insulation, radiator, pipework
• working patterns
• first language and cultural background
• age 
• levels of education
• experience of heat pumps

What questions are they asking? 
What might be the answers?

One-year anniversary of Clean Heat Streets, 
15 June 2024, Rose Hill Community Centre



Questions of cost: Make them affordable!

Obstacles Possible solutions

Expense of 
installation

(Govt. policy) Subsidise heat pumps so 
they are cheaper than gas boilers.
(City Council) Provide free installation 
for council tenants.

Expense of 
maintenance

(Installer) Provide affordable 
maintenance contracts.

Expense of 
electricity

(Govt. policy) Subsidise the cost of 
electricity relative to gas.
(CHS) Promote providers with flexible 
tariffs. Explain how to use them.



Questions Possible solutions

What IS a heat 
pump?!

(CHS and heat pump champions) 
Hold frequent information events and 
open days to show working HPs.
(RHILC) Run stalls at community 
events. Include children.

Loss of space (CHS) Provide options (loft / shed / 
new cupboards)

Fear of noise (CHS) Demonstrate at open days

Horror stories (CHS) Explain what is and isn’t 
normal. Act quickly on complaints. 

Fear of change: Show and tell



Problems Possible solutions

Householders 
spooked by all the 
pipes!

(CHS & City Council 
officer) Provide advice 
before, during and after 
installation.

Inexperienced 
contractors 

(Govt. policy) Run well-
paid training programmes.

Contractors travel 
a long way

(Installer) Train up local 
plumbers and electricians.

Complicated 
control panel 

(Manufacturers) Simplify 
user  interface.

Complicated technology

Takes too long to 
replace a boiler

(Manufacturers) Speed up 
installation process.



House use and house type: Be honest!

Differences Possible solutions

Room use (CHS) Be honest about suitable homes, e.g. 
explain they’re best for fully occupied homes.

Change of behaviour (CHS) Explain importance of constant temperature 
in the home.

Types of insulation (Householder) The more insulation, the less you 
have to change

Types of radiator (CHS) Enlarge or add new radiators

Types of pipework (CHS) Replace microbore pipes. Be ready to say 
heat pumps aren’t suitable if this is unaffordable.



Equity isn’t just about money!

Differences Possible solutions

Culture (CHS) Make it easy for people to get off 
gas when they move to a HP.

First language (CHS, Manufacturer) Provide 
instructions in common languages.

Age (CHS) Train residents to use the 
technology again and again - and again!

Education (CHS, Manufacturer) Simplify language 
in manuals and provide clear visuals for 
those with reading difficulties.

Experience (Householders) Make a self-help group 
of HP owners after the project finishes.



Conclusions – 1   
So, how are we doing?

• Place based approaches really work..
• 100 plus expressions of interest with a 

20% conversion rate
• 20 installs complete
• Around 20 more in the pipeline..
• 6 Heat Pump champions
• But huge disparity between high income 

and low income area



Conclusions and next steps - 2

Central govt policy

 Continue to subsidise installation. Subsidise maintenance 
contracts too? 

 Heat pumps as a public health measure for homes in fuel 
poverty? HP plus fabric measures…. 

 Reduce the spark gap –NESTA recommend a ratio of 2.5 
electricity to gas

 Ramp up training of heat pump engineers.

Manufacturers

 Smart control and monitoring should come as standard

 Simplify control panels.

 Simplify and translate language in manuals.

Energy companies and DNOs

 Offer flexible, comprehensible tariffs.

 Increase capacity on the network.



Conclusions and next steps - 3 

Planners and local authorities

• Need to be at the heart of a place based approach

• Clarify and simplify planning rules for HPs

Installers

 Speed up process of installation.

 Give affordable maintenance terms.

 Train apprentices.

Clean Heat Streets 2 and beyond

 Be honest. No hard sell. Give time for word to spread. 

 Start hyper local with an active group.

 Run regular info days and open homes and piggy-back on community events.

 Give support before, during and after, especially for those who might struggle.

 Think out of the box for engagement purposes – theatre!! 
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