




















anaging an effective billing
process is a critical activity for
every utility company. Guaranteed
despatch and timely delivery are para-
mount, but there is also the need to man-
age environmental issues and data security.

One water provider has found a state-
of-the-art billing solution that is not only
improving performance in all these areas,
but also saving money and transforming
the way bills are viewed. They are no longer
financial statements, but also a means of
effectively communicating with customers
in a way they appreciate.

Recognising the need to improve cus-
tomer communications, in 2008 Southern
Water sought a new partner to supply a
printing and mailing solution for bills and
other critical customer communications.

Following rigorous investigation it
appointed Stralfors UK, to provide a com-
plete solution encompassing design, sta-
tionery, printing, mailing and archiving.

"We needed a printing supplier that is
able to fulfil all our printing needs in terms
of bills, letters and plastic payment cards
totalling about six million items a year," said
Liz Barnard, Printing and Mailing Manager
at Southern Water.

"Because of the variety and size of our
customer base, we issue invoices daily and
need a system that's extremely reliable."

One of the biggest service improve-
ments is an ability to collate a number of
documents into the same envelope,
enabling customers to receive all infor-
mation relating to their account at the
same time.

As well as improving the whole cus-
tomer experience, this has cut the number
of envelopes sent to customers by 7 per
cent, reducing postage costs dramatically.

Phil  Luckett, Account Director at
Stralfors, said: At the same time as creating
each paper bill we send a digital copy to
Southern Water's Customer Contact Centre."

These are stored in an electronic
archive, enabling it to deal with any bill-
related queries from customers over the
phone or by email more effectively.

"This solution is a major enabler to sup-
port our aim of ‘first time customer resolu-
tion'," said Liz. "Our Contact Centre agents
can view a copy of all bills and correspon-
dences that have been sent to the customer
and if necessary, they can quickly print a
copy and send it by post again."
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For this leading UK
supermarket, it's not just
about getting food on the
shelves. It's about reducing
their carbon footprint too.

With our help, this household standard. That’s what
name has become the first we call food for thought.
major retailer in the UK to

roll out smart metering. So, Years of expert water

not only have they reduced management. You can’t
their water consumption as run a successful business
well as their carbon footprint, without it.

they’ve also set a new industry

Surprise yourself at

www.business-stream.co.uk/tales
or call us on 0845 602 8855
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business stream Making water work for you
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NEARLY half of businesses in the CRC Energy Efficiency Scheme believe
Government advice on the new legislation is inadequate and are also
unclear on how to forecast their carbon emissions and purchase
carbon allowances - two of the scheme's principal actions - potentially
exposing themselves to financial penalties.

These are among the findings of npower's annual survey tracking
business opinion on energy use and carbon emissions.

The Carbon Reduction Commitment Energy Efficiency Scheme (CRC)
went live on April 1 and affects many of the UK's leading retailers,
banks, service businesses and large public sector organisations, who
will need to purchase allowances to cover their CO2 emissions. The
higher their emissions, the greater the number of allowances required.

The study reveals that 44 per cent of participants believe the level of
guidance on the CRC has not been adequate, while 49 per cent said they
do not understand what's required of them to buy carbon allowances,
and 44 per cent are also unclear on forecasting their CO2 emissions.

This could potentially leave participants faced with unexpected
costs further down the line as a result of miscalculation. Allowances are
initially fixed at £12 per tonne of C02, but businesses that buy too few
allowances could need to top-up their purchases under the scheme's
'safety valve' mechanism or on the open market, at a higher price.

npower's research also casts doubt on whether participants will
take action to reduce emissions under the CRC - nearly half (44 per
cent) have no plans to take advantage of the scheme's early action
incentives, which reward participants for being the first to adopt
measures to improve energy efficiency, such as installing smart meters.

The finding is indicative of a general lack of business support for
Government targets to reduce CO2 emissions and a waning belief in the
commercial benefits of a small carbon footprint. The study reveals the
majority of businesses (79 per cent) think the UK's legally-binding target
to reduce CO2 emissions by 80 per cent by 2050 is unrealistic, while
only a quarter thinks there are business benefits for reducing emissions.

In the wake of the economic downturn, 93 per cent of
respondents also said they were currently more concerned with
reducing costs than carbon.

Despite the downbeat opinion on carbon reduction, 69 per cent of
businesses said they are likely to increase energy efficiency initiatives
in the year ahead and while this was primarily for cost benefit, the
same measures would also lead to lower emissions.

David Titterton of npower Energy Services, said: "As we come out
of recession it's no surprise that businesses are relegating emission
reduction in favour of managing costs, but it's important that they do
not ignore the importance of reducing carbon in the long term. With
the CRC there is now a direct link between participating organisations'
carbon emissions and their bottom lines and businesses that fail to
deliver carbon reductions in the future will face financial and
reputational consequences.

"Our index suggests the Government needs to do more to
communicate the benefits and opportunities of the CRC and give
businesses the certainty they need to take action to improve energy
efficiency. We're working with businesses to reduce energy
consumption and make the most of the CRC, but at the moment there
is clearly confusion around the scheme and, when coupled with the
pressures of a recovering economy, it's leading to frustration."



ment systems requirements with

guidance for use is, in effect, a more
specialised reworking of the environmental
management systems standard 1SO14001.
It lays out the requirements for the manage-
rial, procedural and administrative frame-
work for effective management of energy in
particular, and does so with a neat twist.

Given the tsunami of red tape engulfing
the energy manager of today, why should
any organisation volunteer to get tangled
up in more? Interestingly, a group of pilot
users including SKF, Robert Wiseman
Dairies, Virgin Trains and the Corporation of
London gave it favourable reports at last
September's launch in London. They agreed
that trying to make your management sys-
tems comply with it (ignoring certification,
which is optional) actually had benefits.
They saw it creating a framework for conti-
nuity, for instance: no longer would energy
management be hostage to the continued
attentions of an enthusiastic individual.
When the champion moves on, a clear gap
is created, which needs to be filled; and the
newcomer should find all the paperwork in
order. EN16001 also obliges the organisa-
tion to have an energy policy and commit in
principle to providing resources. This further
contributes to the energy programme's sta-
bility and continuity.

Ireland, Sweden and Denmark already
had national standards which were precur-
sors to EN16001. Their standards, which
have now been superseded, all included a
requirement for the compliant organisation
to measure its energy consumption using
appropriately-calibrated and accurate
meters. You needed to know how much you
had used. Yet rather surprisingly (when you

BS EN 16001:2009: Energy manage-

think about it) there was no obligation to
determine whether the amount you had
used was appropriate. This is an extraordi-
nary omission, given how often things go
wrong unexpectedly and cause hidden but
perfectly avoidable energy waste. Just think
about frost-protection systems kicking in
when not required, people tinkering with
control settings, steam traps sticking open:
the list is endless.

EN16001 has addressed that funda-
mental weakness. To comply, the organisa-
tion has to assess its energy consumptions
at defined intervals (meaning weekly or
monthly, for example, not annually) precise-
ly to detect the accidental excess consump-
tion that will occur in the wake of such
faults. There is also a requirement to track
the fate of the detected exceptions. The
methodology propounded in EN 16001 is
essentially that described at greater length
in the Carbon Trust's guide to energy moni-
toring and targeting, CTG008. It has the fol-
lowing ingredients:

1. As well as measuring energy con-
sumptions, you have to record the corre-
sponding factors such as weather
(expressed as degree days), production
throughput, or whatever else explains the
normal variation in demand.

2. You have to work out the relationship
between the two in each case. To take a
very common scenario, you might analyse
your gas consumption and find that there is
a fixed weekly consumption overlaid with a
variable component proportional to degree
days.

3. Once these performance characteris-
tics have been established, they are used to
compute expected consumption by feeding
in the known values of driving factors.

Being able to compare actual con-
sumption with an accurate estimate of
expected consumption on (say) a weekly
basis opens up huge potential for improved
management of energy, particularly in the
ability to expose unexpected waste. It is a
subject which | will return to in future arti-
cles in this series.

EN16001 is due to be superseded, perhaps
as soon as May 2011, by an equivalent
international standard (ISO 50001) which is
currently under development. Having
served on the drafting committees of both,
| can say that broadly speaking the same
requirements appear in both, albeit not
always in corresponding places. Significant
differences are few; the present draft of
ISO 50001 has stricter requirements relat-
ing to the verification of savings (which is a
good thing in my view) and mentions ener-
gy procurement, which EN16001 does not.
On the other hand, the present ISO draft
lacks an explicit requirement to calculate
expected consumption routinely as
described above. This is a serious weakness,
which hopefully will be corrected before
final publication.

All in all, for those organisations that
can see the benefits in having a more sys-
tematic approach to energy management,
an effort to comply with EN16001 (and
then, with a few tweaks, 1SO50001) will be
worthwhile. For those who want to gain
certification, and who already have
ISO14001, it can be done jointly. It is not
necessary to go to the expense of being cer-
tified at all, and the availability of commer-
cial templates means that even the cost of
developing a compliant system from scratch
is less than it might otherwise have been.

SETTING THE STANDARD
FOR ENERGY MANAGEMENT

Vilnis Vesma

Vilnis Vesma is a former
energy manager and runs
the free energy advice web
site VESMA.COM. He is the
author of Energy
management principles and
practice, published by BSI

in September 2009 as a
companion to BS EN 16001.
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tem is often the single biggest factor in reducing cost and
energy performance in business - with 60 per cent savings not
uncommon.

Getting it right can pay huge dividends, so businesses investing
in industrial and commercial lighting systems can benefit from sig-
nificant environmental and financial cost savings if they pay greater
attention to what lighting is being installed for them rather than
accept anything that "works".

This is the view of lighting specialist David Stone, Operations
Manager for ENER-G Efficiency Solutions, who believes durable
management technology will enable organisations to maximise
value in a market increasingly driven by legislative requirements
rather than immediate costs of installation.

"People often look at changing lighting systems based on instal-

lation costs, and forget that the cheapest short term option is not
always the best long term solution," he said..
"What we are driving is a defined evaluation process based on

the quality of the lighting; the efficiency for the light source; the

influence of environmental management on running costs; and the
control or management of a lighting system."

He continued: "Investment in lighting systems should be about
identifying the correct solution for a particular commercial or indus-
trial application. A major factor in all of this is achieving appropri-
ate light quality for employees, who will be more productive and

motivated if their working conditions are optimised.

"If we had a building with a large amount of day lighting, tra-
ditionally a dimmable fluorescent system would be recommended,
but recent developments in electronic high intensity discharge (HID)

lighting mean that this high-wattage "white" source can now do
the same tricks."

Stone emphasises the difference between lighting controls and

A M R t' mac management technology, which produces ongoing, long-term data on

S the performance of the overall system, including the control element.

"If you are looking at management or control, management

m e t e r may cause the luminaire to be more expensive initially, but it will

give you an ongoing ability to match the lighting operation with

changing working practices In the long term. This may well

a n a ys e reduce your operating costs over the life-time of the system,"
explained Stone

d t "This is because of the volatility of the energy procurement mar-

e u C a e ] ket and the increasing regulatory liability as we move further and

further into a low-carbon economy through government measures

such as the Energy Performance of Buildings Directive and CRC
Energy Efficiency scheme."

S electing the most appropriate lighting source and control sys-

By implementing smarter oo .
meteringiil NI s With the CRC, accurate management tools will become

practices you have more increasingly important to manage and report on energy con-

i i d theref iti liabiliti d [ties,"
scope to reduce consumption. W*Hﬂ:“ sumption and therefore mitigate liabilities and penalties," com-
mented Stone.

LIVE mains metering & 'H-"' 6o He is keen to point out that ENER-G is not backing a particu-

sub-metering data tells you LR lar lighting product, but instead supports 'open' technologies such

what, where, why, and when as the Dali and KNX protocol standards, both of which are sup-

you are consuming energy. ported by manufacturers that make products across the entire
market range.

It shows you NOW what you are consuming It "The essence is about impartial selection based on light quality

shows you NOW when you start saving through the life of a system, where flexibility allows you to adapt to

changing operational and economic factors," he said.

) "For example, in three years' time someone who didn't take a

’*‘ (((@))) '§=| (((@))) longer term view may find that they have to replace a whole sys-
f— 4 smarter’ . . .

BMS AMR DEC CRC aMaT metering tem part way through its operational life due to further changes

in legislative and economic cost structures. Taking time to make
an informed and comprehensive decision on the right system for
email info@t-mac.co.uk or visit your organisation over the long term is crucial. Getting it wrong
01246 233 632 us online at www.t-mac.co.uk can be very costly indeed - both in terms of financial and environ-
mental performance."

Call to see how t-mac can help.
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In an often impersonal world,
our approach to customer service
is refreshing.

All of our business customers have a
named Account Manager and Customer
Service Executive and our operational
staff have an average of over 15 years
experience in the industry.

Our retail product range has been
designed to provide maximum choice,
flexibility and transparency and our
e-billing system means the majority 'L
of invoices are currently raised and
available for our customers to access
within 3 working days of the end of

the billing period.

Since SmartestEnergy launchedinto
the retail market some of the UK’s
best-known names such as

Marks and Spencer and Arcadia
have joined us.

Why not find out how we can-help
you achieve-yoUur energy goals?

Call our Retail Sales team
on 020 7195 1050 or
supply@smartestenergy.com

smartestenergy

SmartestEnergy Limited 17 Dominion Street London EC2M 2EF
SmartestEnergy Limited is a wholly-owned subsidiary of the Marubeni Corporation of Japan Wwwsmartestenergycom
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