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Now let us move to Jonathan's presentation.  Jonathan's biography is available in the hand out that you can see.  
He is from the Green Deal Oversight and Registration Body.  This is a body to manage the system and it is 
consigned by the British government and he is also a chief consultant of Gemserv Limited Management 
Consultancy consigned by the UK government and he has overseen the start of the Green Deal policies and he 
oversees the entire program of Green Deal policies. 
 
 
Operating the UK’s Green Deal & Other Energy Efficiency Schemes   
Presentation by Mr. Jonathan Harley (Head, Green Deal Oversight & Registration Body / Principal 
Consultant & Senior Client Manager, Gemserv Limited Management and Consultancy) 
 

 

Jonathan Harley: Thank you Kae and thank you to the LCS for inviting me to speak today.  It's an absolute 
pleasure and I'm very glad that so many people have come to this event.   
 
Just in terms of context, I give a little bit of background about myself, I've been in the energy and environment 
industry for around 15 years.  I had 10 years at the largest energy company in Europe, E.on and for the last 5 
years at Gemserv, which I'm going to be giving an overview on today. 



187 

 

In terms of what I'm going to talk about today, Alan's talked about the policy and I'm going to talk about how 
we've turned policy into practice, some of the operations that we've set up as a company, working with the market, 
at the center of the market to make the Green Deal a success.   
 
Firstly I'm going to give a background on Gemserv and a background of our role in terms of the Green Deal.  I'm 
going to then talk about the growth of the Green Deal businesses and also some of the challenges that we are 
currently working on to make sure Green Deal plans become higher and higher going forward.  I'm then going to 
show you some of the Green Deal operational processes; including market entry, finance and IT, all the critical 
things that we've had to set up in terms of the new scheme over the last year and a half. 
 
Consumers are very important to the Green Deal.  As Alan said, we have set up a framework that is going to 
protect consumers, giving consumers confidence to undertake property improvements under the Green Deal, so 
I'm going to talk about what we've put in place to protect consumers and also some information about consumer 
demand analysis and consumer feedback as well.  Gemserv operates a number of energy efficiency schemes on 
behalf of the government in the UK so I'm going to touch on some of the schemes that Alan hasn't mentioned as 
well.   
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Gemserv was formed in 1998 to implement and operate a newly liberalized electricity market in the UK.  That 
was a time when I started working in the electricity industry and there was a big change.  The major change was 
that there was one monopoly company called British Gas and 11 regional electricity companies operating very 
separately.  Liberalization meant that everybody worked together, governance was under one regime and the 
whole market worked as one to deliver electricity and gas to the UK.  Gemserv has evolved and now also 
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provides advice and runs the major energy efficiency schemes in the UK and Ireland.  We're also central in the 
implementation of smart metering in GB and Ireland.  Gemserv works in the energy sector.  We work for 
regulators and we work for the government directly.  We also work in the telecoms sector, the environment sector 
and the information security sector.  In water, we also set up the first competitive retail market, in Scotland, and 
are also working with regulators and government now in the formulation of a competitive water market in 
England and Wales as well. 

 

Gemserv is involved in policy development using our expertise and our role at the center of the market.  We feed 
into government, we feed into regulators and we feed into policy decisions, especially around energy efficiency, 
smart metering and environmental programs.  As well as feeding into policy, we also offer solutions in relation to 
market design.  We implement policy in terms of setting up governance frameworks and we also operationally 
deliver schemes and programs for the market, sitting at the center of the market in a very neutral way.   
 
Following implementation and delivery, we also manage the review and maintenance of market by providing audit 
services and assurance services to make sure that everything is working very well.  So these services, from 
policy development all the way through to review and maintenance, is cyclical: it goes around in circles so in the 
electricity industry it has evolved over the last 10 to 15 years where constant review has meant constant evolution 
and markets are improving more and more.   
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In terms of Gemserv's role in the Green Deal, we were key players in two of the four aspects that Alan talked 
about.  We were central to building the IT infrastructure at the middle of the market  that is the infrastructure to 
allow energy companies to bill customers and providers to put information regarding plans onto a central database 
and we're also the Green Deal Oversight and Registration Body.   

 

In terms of our role as a Green Deal Oversight and Registration Body, we have 6 key functions.  One of the most 
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important things about running a scheme from an operational point of view is to make sure that everybody in that 
scheme is talking to each other, working together and able to feed their views into policy decisions.  We run a 
number of work groups and forums in a very methodical way to allow issues, change management to go up to 
government, to be dealt with by matter of priority and then fed back down to the workgroups after solutions have 
been put in place.  One of the things that is really important in any scheme is people talking to each other, 
people's views being heard and an understanding, even though many people have got different views, about what 
each of the priorities are and working together to resolve those priorities.  We sit very much in the middle of the 
market, making sure that decisions are made in terms of priority not whoever shouts the loudest. 
 
One of our key roles in the Green Deal is making sure that the providers, those who sit in the center of the market, 
are able to fulfil their responsibilities in the framework regulations and the Code of Practice.  We make sure that 
we go through a process of checking whether a company is fit to act, what their processes are to deal with 
complaints, what their sales and marketing strategies are, what their operational set up and IT structure is like to 
make sure that they won't be causing harm, detriment or mis-selling to consumers.   
 
As well as protecting consumers, we also listen and advise participants, providers, assessors and installers and 
we've set up a help desk which takes many calls every day from people wanting to understand either how to 
operate in the market, or how to get more information on processes or systems, and we give expert feedback to 
those who ask.  We also set up a register with all the accredited Green Deal companies, including a search tool to 
allow companies to talk to each other and for consumers to find companies.  The Green Deal market is driven by 
companies and companies therefore need to talk to each other to make sure that they work together for the good of 
the market.  We've put systems in place to enable that to happen.  We've also set up websites where we have a 
central list of documentation, useful information and explanations about how to work in the market.   
 
Alan mentioned earlier that companies operating in the Green Deal need to be trusted, need to make sure that they 
do things in a fit and proper way.  We have licensed the use of the Green Deal Quality Mark to give consumers 
and other businesses who work with businesses, the assurance that they are working with a company who is 
meeting the regulations and the responsibilities when working in the market.  As I mentioned, part of Gemserv's 
role, and part of the role of the Green Deal Oversight Body is accreditation and monitoring.  We make sure that 
after companies become active in the market we audit them, improve their processes and work with them so they 
get better the more that they work.   
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This is a slide that shows where we sit on the Green Deal Accreditation Framework. DECC directly contract the 
Green Deal Oversight and Registration Body.  Our initial contract is for three years of the Green Deal with an 
option to then provide services for 2 years following that.  We have won a contract with the government in a 
competitive tender.  We're a commercial business but we do work for the good of the market and are trusted by 
both the government and by people operating in the market as well as consumers.  We have the overall 
responsibility to make sure that certification bodies, which make sure that installers and assessors work to 
standards, and providers, work to all the standards set out.   
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The next part of my presentation is going to talk about the growth of the Green Deal and some of the challenges 
that we are working on from an operational perspective. 

 

The growth of people and companies working in the Green Deal or wanting to work in the Green Deal has shown 
a steady upward trend.  We had our first participants in October 2012.  In January 2014 you see that every kind 
of company in the supply chain: assessors, providers, individual advisers and installers  have all shown more and 
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more interest and willingness to operate in the Green Deal. 

 

Providers are central to the Green Deal market and we've now authorized over 130 providers. 

 

We now have nearly 2500 installers who are ready and willing to work and have passed all the standards to be 
able to install in homes and businesses.  In terms of assessors, they are the organizations that manage the 
individual advisors.   
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We now have over 350 companies this has risen from 10 in October 2012. 

 

Advisors are the individuals who go to people's homes and businesses and do the Green Deal assessment, we now 
have over 3000 advisors who have gone through the training and the accreditation to work in the Green Deal. 
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Alan mentioned earlier the number of assessments that have been completed.  It's around 30,000 each month, 

130,000 in all. 
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I'll skip through these slides because Alan gave an update of where we were, although I will mention the last two 
bullet points.  At the moment we have 130+ Green Deal providers who have gone through the Green Deal 
Oversight and Registration Body authorization process.  Only 40 of those companies are completely ready to 
work in the Green Deal and are able to offer finance.  That number is growing every week and we expect to have 
more and more as the months go on.  At the moment, around 20 to 25 Green Deal providers are now active in the 
market and have written at least one Green Deal plan, but there has been a delay between getting authorization 
and working out how to be operationally ready to work in the market.  This is one of the challenges that we are 
currently working on.  As I said, 130+ authorized providers are able to work in the Green Deal market but only 
25 are doing plans.  In a few months, both numbers will raise and more and more plans will be agreed. 
 
What's the problem around the disparity of those who are authorized and those who are doing plans?  Well 
there's been interruptions, confusion and, because it's a new market, some complexity around processes.  So what 
we've been working on as a Green Deal Oversight and Registration Body is providing central support to Green 
Deal providers, gathering intelligence from the market, working on improved market arrangements, streamlining 
everything that we've set up. We have now made sure that processes are working to the better and in the early 
stages of the market it's very important to keep looking at what you can improve, learning lessons and listening to 
those who operate in the market.  We're making real progress and many more providers are now better equipped 
to successfully operate and offer finance.  
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This slide illustrates how long it was taking for an authorized provider to go through the accreditation process and 
then go through the process of gaining finance for the Green Deal finance company.  It could take up to 4 months 
to become completely ready to operate in the market. We've now reduced that time frame to make sure that 
authorization can be done within 4 weeks and the Green Deal Finance Company have worked very hard to make 
sure that they've got the processes in place to turn authorized providers into operational providers and it's an area 
of real focus now in our aim to do more and more Green Deal plans. 
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The other thing we are doing is that, because it's a competitive market, we are doing more to get people working 
together.  Installers, providers, local authorities all go into one place to talk to each other, to listen to each other, 
to get the best prices not only for themselves but also for consumers.  It's very important as a Green Deal 
Oversight and Registration Body that we facilitate conversation and we allow Green Deal participants to talk to 
each other, so a big focus for us is putting the tools in place to be able to help the market talk to each other.  Once 
we believe that the infrastructure is working as it should be, we think the market will really take over and talk to 
each other, work with each other and offer good prices and good solutions for consumers and businesses.   

 

I'm now going to talk about some of the operational processes.  We talked about the Green Deal journey earlier 
and I'm going to go through it in a little more detail.  I'm going to talk about what we look for when we take 
providers through the market entry process, I'm going to talk about what is very critical in terms of governance  
getting the right structures in place for providers and suppliers and installers to talk to each other.  I'll talk a little 
bit about finance and also about the IT infrastructure that sits in the middle of the Green Deal.   
 
Alan talked about the journey and also showed you a Green Deal assessment so I'm going to skip over this slide.   
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201 

 

What I wanted to do here is show which different participants operate in the market.  Alan mentioned earlier that 
Green Deal providers are absolutely crucial to the Green Deal market.  They give finance, redress and 
complaints go to a central point after a plan is agreed which is the Green Deal provider, they work with the 
finance company, they put the plans on the IT infrastructure and they have the operational processes in place to 
make sure that everything is done in a coordinated and proper way.  The customer is obviously crucial to the 
Green Deal market.  We have a system set in place in the UK to put all energy performance certificates on and 
we've used an existing infrastructure for the Green Deal.  The Green Deal assessor is crucial in the market.  The 
GDCC is a Green Deal Central Charge Database.  All the plan information, the remittance information, the way 
that the providers talk to the energy suppliers is all done through the central Green Deal database.  Installers are 
crucial in terms of authorized participants and energy suppliers also have their role to play in the Green Deal.  
Finance is the last step of the journey.  Finance is what makes the Green Deal very unique.   
 
So, just to take you through the steps in a bit more detail, after the assessment's been carried out, the provider talks 
to the consumer and they agree what measures are going to be taken up by the consumer.  The next step, once the 
measures are agreed, is the provider puts the information of what's going to be done at a property to the EPC 
register and updates the energy performance certificate.  Following that, Green Deal finance is agreed and the 
consents are given by the customer.  Once a customer has given consent, the information goes on the Green Deal 
charge database.  A plan ID is created for that individual customer once it has been signed.  The provider uses a 
GDCC to give notification to a supplier to take the charges for the measures off the energy bill.  Energy suppliers 
update their systems to make sure the charges are taken off that bill.  The installer then installs the measures in 
the property,  there could be one measure or a number of measures, the provider ensures that the customer has all 
the necessary manuals, all the information and that they are happy with the installation.  The provider then 
updates the national register and the Green Deal Advice Report and then feeds the information back to the Green 
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Deal assessor so ultimately the Green Deal process goes around to make sure that everything is updated after the 
new installation has taken place.  Finally the provider sends details of the Golden Rule to the Green Deal Central 
Charge Database so that the remittance (the charges) are taken out and updated on the system.  That triggers the 
notification for the change of bill and then the finance is taken out.   
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I've talked about the journey of the Green Deal.  One of the crucial things for us as well is to make sure that the 
providers who operate in the market do so to the highest standards.  We ask a set of general questions, how 
providers are going to give credit, what their customer service, processes and policies are we need to make sure 
that each provider has health and safety policies, data protection policies how they are going to quote to customers, 
how they are going to sell and market the Green Deal and also how they're going to manage suppliers, installers 
and other members of the supply chain.  We review every piece of information that we get and we send a report 
to the Secretary of State so the government ultimately makes a decision about every provider that operates in the 
Green Deal market.   
 
I've mentioned governance a few times and I'm going to mention it again because I can't say how important it is 
for the Green Deal to work.  We have a set of work groups and forums that allow each Green Deal participant to 
talk to each other, raise issues and ultimately feed in issues to the Department of Energy and Climate Change.  
Policy decisions, policy improvement, is determined by the market and the government listening to what the 
market needs, what the market wants and also what is best for consumers.  One of the key groups as well as 
participants is a consumer protection group. A lot of people have different interests but we collate information to 
give the government the best available information to be able to make decisions.   
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We also have the Green Deal Arrangements Agreement.  This is an agreement between electricity suppliers, 
Green Deal providers and finance parties.  One of the things to consider in a new scheme is that unless you have 
all the key players talking to each other, things cannot turn out the way that you want them to turn out.  So we've 
got very detailed sets of specifications to allow people to talk to each other.  We have proper membership of the 
GDAA panel, three supplier members, three provider members and one Secretary of State representative.  The 
GDAA makes sure that they look at all new applications to become a party in the green deal.  They tackle 
operational issues, they look at breaches and defaults in relation to the GDAA and also have proper appeals and 
dispute mechanisms in place. 
 
Behind the panel is a technical subcommittee that acts under the instruction of a panel, considers operational 
issues, comments on changes and proposals, and membership is open to all parties that operate in the Green Deal 
so everybody has a voice.   
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The Green Deal Finance Company, as Alan mentioned earlier, is a not-for-profit organization funded initially by 
money from the government to the green investment bank.  All profits will be applied to reducing interest rates 
for Green Deal plans and we hope that those interest rates go down in the future. 

 

I mentioned earlier that it could take 4 months for a provider to go through the authorization process and the 
process of applying for finance.  This diagram shows how complicated the processes are for getting finance.  
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There are a lot of regulations so it's very important that the Green Deal Finance Company makes sure that 
providers do things in a fit and proper way.  There have been some successes in terms of the Green Deal Finance 
Company.  The timeframes to on-board with them has reduced, they now support the rented sector which is 
another 8 million homes in the UK. 

 

They're offering the option of top up loans as well for consumers so that if the Golden Rule isn't met straight away, 
consumers also can take out a loan on top.  They've also offered standardized contract documentation which 
makes it clearer for consumers and easier for providers to meet the regulatory responsibilities. 
 
I've talked about the Green Deal Central Charge Database and I won't go into detail here but what's very important 
is that this central database was built by the input of energy companies, market participants, to make sure that it 
worked with existing IT systems. 
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210 

 

 

This is a typical flow that is used in the IT systems, so it is quite complex but very methodical to make sure that 
everything is done properly. 
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Some have an overview just on the website, some have direct access and can put information onto the system. 

 

I'm going to talk about consumers now. 
 
It's the responsibility of the Green Deal Oversight and Registration Body to make sure that we authorize and 
accredit participants and issue the licensed Green Deal Quality Mark.  We also analyze and report market trends 
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and we facilitate a transparent government structure to protect consumers. 
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In the early stages of the market, the Green Deal Oversight Body has had a number of complaints in relation to 
companies not adhering to the Code of Practice, misleading, mis-selling information about the green deal and also 
companies misleading the public about their role.  What's interesting is that at least half of the complaints that 
we've got are from companies who aren't actually authorized, companies who are claiming to be Green Deal 
participants but aren't licensed to use the Green Deal Quality Mark or operate in Green Deal.   
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So what can we do to reduce customer harm and customer detriments?  We analyze complaints, we do mystery 
shopping, audits, and we have a forum with consumer protection bodies.  We also have the ombudsman who 
works in the energy industry who can do independent investigations.   

 

This is a quality mark to give consumers and other businesses the assurance that participants are approved. 
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We also have a sanctions mechanism so that if providers, installers or assessors aren't adhering to the regulations, 
there are different things that the government can do to either cancel a plan, offer compensation to consumers, 
suspend authorization, give a compliance notice or give a financial penalty to those who work in the market.   

 

I talked earlier about the supply chain tool.  This is an opportunity for customers to find installers and assessors 
as well as providers, and for providers to talk to installers and assessors to make sure they work together.   
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I want to share with you some interesting information about consumers. 
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Research that DECC did showed that generally consumers were broken down into these categories: those who 
wanted to save money, those who wanted to save carbon in their home, and those who weren't really sure but 
could be converted perhaps if there was some marketing or perhaps if they had more information about energy 
efficiency.  What we determined was that those more likely to want to uptake the Green Deal were those who 
were interested in saving money.  The second most likely group were carbon savers, those who were interested in 
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making energy efficiency measures in their home and the third group were those who were convertible.  Perhaps 
they didn't know that they wanted to put measures in their home but they were maybe young professionals, middle 
class people who thought that if they had more information they would make the decision to improve their home. 
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Gemserv also run the Micro-Generation Certification Scheme and this is given feeding tariff payments to those 
who install solar PV or other micro-generation measures.  We run a certification scheme to make sure that 
products are safe and, they perform well that companies are accredited, technically competent, and business 
practices are good.  It's government-owned but it's led by the industry. 

 

As well as with the Green Deal, MCS has branding through a quality mark, which gives consumers confidence in 



220 

products and service levels.  There's access to government incentive schemes for customers, and there's publicity 
in relation to raising information and awareness. 

 

The technologies that it covers, solar photovoltaics, PV, micro winds power, micro hydro, solar thermal 
technologies, heat pumps, biomass and micro-combined heat and power. 

 

Gemserv is the licensee that facilitates the market, certification bodies and makes sure that installers work to high 
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standards.  There's an accreditation body that sits above certification bodies and then there's certified products 
and installers. 

 

This is the quality mark for the MCS. 
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I'm just going to skip through this slide in the interest of time.  What I wanted to say about the MCS scheme was 
if you see the figures at the bottom, the uptake of micro-generation measures in the UK has grown rapidly from 
2009 when only 2000 measures were installed in people's properties, to a peak in 2011 when over 200,000 
measures were installed in people's properties.  That number has slightly gone down as incentives and payments 
have reduced and there's a similar scheme I think in Japan that is running from 2012 to 2015.  The great thing is 
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the level of interest from consumers has remained high because the cost of measures has reduced quite 
considerably in the last few years, so although incentives and payments are lower, the level of interest and the 
level of installations is still well over 100,000 per year. 

 

Gemserv also is at the center of smart metering.  We were involved in the smart metering implementation plan 
from 2010 to support the government's vision of smart energy meters in every British home and small business.  
Smart meters will play an important role in Britain's transformation to a low carbon economy.  Approximately 53 
million meters will need to be replaced by 2020 in the UK. 
 
Similar to our role in the Green Deal, Gemserv is at the center of smart metering, running the Smart Energy Code.  
We're responsible for a number of things under that code, again, making sure that governance and policy turns into 
operational practice. 
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As well as working in the Great Britain market we also work in Ireland to help the Irish government with a 
pay-as-you-save scheme: a program to move from government-funded grants to energy efficiency measures in a 
market-operated approach.  We work with a company called the Better Energy Financing Program to advise on 
the set up of the scheme and we're in a unique position because of our role in Great Britain to help them create a 
system that is right for them and their consumers. 
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Again, one of the key things is understanding what the consumer wants in relation to a pay-as-you-save scheme, 
and there are some barriers to the Irish market that are similar to those of Great Britain.  Many people thought 
that it was too expensive.  They didn't know how much money they could save, or it was too complex to access 
funding.  So one of the key things that one needs to consider when implementing a scheme such as the Green 
Deal, is how consumers react, how consumers are educated to understand what they can save. 
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Thank you very much.  Hopefully you've got a good oversight of some of the operational challenges and 
processes that we have set up for the Green Deal. 
 
Takase: Thank you very much, Jonathan.  Alan discussed policy designs and subsidy programs and schemes or 
government systems and Jonathan discussed the operational side of the scheme and I feel as though you were able 
to breathe British air in those presentations.  We would then like to designate the next 15 minutes for questions 
and answers.  It can be questions or comments and I would like to see a very active discussion because this is a 
great opportunity.  Those of you wishing to ask a question or make a comment, please raise your hand and state 
your affiliation before making a statement. 
 
 
Q&A session 
 
Question: Thank you very much for your wonderful presentations.  I have a very simple question.  On average 
what do you think will be the average annual yield over an investment?  I think that users make investments and 
over a period of years I think they will recover their investment, so what do you think would be the ROI of the 
investment made as part of the Green Deal projects?  
 
Alan Clifford: In terms of the customer it will depend on what measures they have had installed and the cost of the 
measure.  There will be some measures, ones at a lower cost, that can pay for themselves in the savings very 
quickly so you might have a plan that lasts for maybe 5 or 6 years and then the plan will be finished, but the 
measures that people install, especially the insulation measures and things like that, they last for many years, 
sometimes 40, 50, 60 years so even once the investment is repaid and the measures have paid for themselves, the 
actual savings continue for many years afterwards and pay for themselves many times over. 
 
There are some measures that are more costly and different sorts of insulation measures and they may not pay for 
themselves for a long time.  It may take 20 or 30 years but they are still worth doing because there are other 
ancillary benefits in addition to just the savings.  I'm not sure if I can answer the question about the finance 
investors. 
 
Jonathan Harley: I can answer your question in relation to the different companies who operate in the Green Deal.  
One of the challenges that we had was to convince assessor organizations, installers and providers that they were 
going to get returns on their investment.  One of the challenges that we had was because the accreditation 
framework, the regulations, and the policy, was set out to a high standard, the cost of entering the market was 
relatively high in comparison to other schemes.  One of the important things that we do is to try to reduce the 
cost per participant to everybody operating in the market so that the scheme in the longer term can be self-funded.  
The cost for our services at the center of the market for MSC is only approximately 100 pounds a year for 
installers because as the market grows, the cost is lower.  Assessors might take on a relatively high cost at the 
start but then they are expected to get a return on their investment over two or three years.  Working on 
increasing volumes allows them to recuperate their costs.  Installers have made an excellent return on investment 
in the MCS market and have grown considerably.  Providers are in a position where they can make an excellent 


