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EXECUTIVE SUMMARY

The adoption of Low Carbon Technology (LCT) is a vital step in the 

transition to net-zero. However, individuals often face unexpected 

challenges during installation, such as small fuse sizes or looped 

service cables, which can delay the process and hinder LCT 

adoption. To tackle these issues, Scottish and Southern Electricity 

Networks (SSEN) is introducing the Connections Readiness 

Indicator (CRI). This tool is designed to inform customers about 

their property’s readiness for LCT installations and streamlining the 

installation process by enabling necessary upgrades in advance.

This report presents findings and recommendations from 

research conducted by +impact, which assessed the CRI's 

effectiveness in meeting customer needs and expectations. 

The study involved surveys, interviews, and focus groups with 

homeowners, tenants, and landlords in Great Britain to evaluate 

their awareness of LCTs, the installation process, and the CRI's 

utility.

Key findings revealed:

• A generally low awareness among customers about the LCT 

installation process, including the need for potential upgrades to 

their fuse size or service cable.

• 75% of customers showed interest in using the CRI, 

appreciating benefits such as future-proofing their homes and 

assessing property readiness for buying or selling. Conversely, 

nearly 25% did not find the tool useful, due to disinterest in 

LCTs, perceived unsuitability of their property, or living in rental 

accommodations without the ability to act on the tool's results.

• Nearly two-thirds were open to necessary electrical upgrades to 

in advance, although expressed concerns about potential 

disruptions.

• Customers preferred positive and collaborative messaging that 

clearly explained the tool's functionality and the benefits of 

upgrades.



BACKGROUND
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PROJECT OVERVIEW

LCT Connections Readiness Indicator
This project aims to address a common hurdle in adopting Low Carbon 

Technologies (LCTs). Many customers only discover during the installation 

process that their property's electricity supply, particularly the fuse capacity, 

may not be adequate, leading to frustrations and delays while waiting for 

Distribution Network Operators (DNOs) to assess and upgrade the system.

To mitigate this issue, the project seeks to develop a Connection Readiness 

Indicator (CRI). This will enable customers to easily assess their property's 

readiness for LCT connection. Additionally, customers will have the option to 

proactively request DNOs to upgrade necessary components such as fuses, 

cut-outs, and looped services, thereby preventing delays when they decide to 

install LCTs.

This proactive approach aims to prevent "distress purchase" situations, where 

customers only realize the need for infrastructure upgrades when their existing 

heating systems fail, and are then confronted with potentially lengthy upgrade 

timelines.

To read more, click here: https://ssen-innovation.co.uk/nia-projects/nia-ssen-

0077-lct-connections-readiness-indicator/

Research overview
+impact was commissioned by SSEN to support the design and delivery of the 

CRI by testing it with customers, ensuring it meets their needs and 

expectations. This work was structured in three phases:

1. Discovery

Research was conducted with domestic consumers to understand their 

awareness of and attitudes towards LCTs and the concept of property 

readiness. The insights gained from this research were used to inform the 

design of the CRI.

2. Co-design

Utilising the insights from the discovery phase, +impact engaged SSEN and 

partner organisations in a co-design session to co-create the messaging and 

define the communication approach.

3. Concept testing

Once developed, the CRI underwent iterative testing and refinement. Starting 

with concept testing through focus groups, feedback was collected and 

+impact supported SSEN to make necessary adjustments. Testing will 

continue with a field trial (summer 2025) where the CRI will be evaluated with 

live customers, ensuring readiness for broader deployment.

https://ssen-innovation.co.uk/nia-projects/nia-ssen-0077-lct-connections-readiness-indicator/
https://ssen-innovation.co.uk/nia-projects/nia-ssen-0077-lct-connections-readiness-indicator/
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METHODOLOGY

Discovery research
August – November 2024

National survey:

Online survey with 2,000 

homeowners, tenants, and 

landlords in Great Britain (see 

appendix).

Remote interviews:

30 online interviews with 

homeowners, tenants, and 

landlords in Great Britain.

Co-design
November 2024

An in-person design workshop 

was facilitated by +impact with 

SSEN, Centre for Net Zero, and 

the Heat Pump Federation. 

Insights from the discovery 

phase were presented and 

interactive tasks were 

conducted to co-create the 

messaging and design of the 

CRI, led by SSEN. 

Concept testing
November 2024 

Elements of the messaging and 

design of the CRI were tested 

during focus groups. In total, 

three 90-minute focus groups 

were conducted with 

homeowners, tenants, and 

landlords in Great Britain. 

Materials shared with 

participants included 

screenshots and prototype 

webpages of the following: text 

message, landing page, 

variations of emotive hooks and 

the results page.

Field trial
Summer 2025

The messaging and design of 

the CRI will be revised based 

on customer feedback from 

the concept testing phase. In 

March 2025, a field trial will 

be launched to test the CRI 

with a sample of live 

customers before broader 

deployment.

Insights presented throughout this report are derived from the survey, qualitative interviews and focus groups. All comparisons 

presented using survey data are statistically significant at the 5% level.



FINDINGS

DISCOVERY
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PEOPLE ARE FAMILIAR WITH LOW CARBON TECHNOLOGY, BUT THEIR 
UNDERSTANDING OF THE TERM IS LIMITED

Familiarity does not equate to knowledge. While many participants 

had come across the term low-carbon technology (LCT), they also 

found it confusing and preferred messaging that explicitly 

referenced specific devices, such as heat pumps or electric vehicle 

(EV) chargers. Some participants associated the term ‘LCT’ with 

large-scale technologies, such as wind turbines, rather than home-

based devices.

Participants were more familiar with solar panels and EV chargers 

than they were heat pumps. While many remarked that they knew 

at least one person with an EV charger, few people could say the 

same about heat pumps, resulting in limited awareness of their 

function and appearance.

I wouldn't even call an electric vehicle charger 

low-carbon technology. It's a just a means to 

charge an electrical car at home.

I don’t really understand what is meant by 

low-carbon technology. If they’re talking about 

a heat pump or EV charger, just say that.

I’m more familiar with EV chargers than heat 

pumps. There’s probably 10 people on my 

street with an EV charger, I don’t know 

anyone with a heat pump.
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LESS THAN 25% OF PARTICIPANTS PLANNED TO ADOPT LOW-CARBON 
TECHNOLOGY IN THE NEXT TWO YEARS, THOUGH NEARLY ONE-THIRD 
REMAINED UNDECIDED

The intention to install an EV charger or a heat pump in the next two years varied according to several demographic and 

socioeconomic factors:

Age: 45% of participants aged 18-34 expressed an intent to install, 

compared to 26% of those aged 35-54, and only 14% of individuals aged 

55 and older. Among the 35-54 age group, 38% were undecided, which 

is higher compared to 29% of the 55+ age group.

Household income: Installation intent was higher among those with 

higher household incomes, with 46% of participants earning over 

£100,000 considering installation, versus 27% of those earning £20,000 

to £99,000, and only 11% of those earning less than £20,000.

Homeowner status: 37% of landlords were considering installing 

LCT, compared to 23% of both homeowners and tenants.

Area: Participants living in urban areas showed slightly more interest 

(26%) compared to those in rural and semi-rural areas (21%). 

31%

45%

7%

8%

9% Not sure

No

Both devices

Electric vehicle
charger

Heat pump

Intention to install LCT in the next 24 months
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INCREASED ENERGY EFFICIENCY AND LOWER CARBON EMISSIONS ARE 
PRIMARY MOTIVATORS FOR INDIVIDUALS CONSIDERING LOW CARBON 
TECHNOLOGIES

Homeowners and tenants were motivated by the dual 

goals of increasing their home’s energy efficiency and 

reducing their carbon footprint. 

Of those surveyed, 54% were attracted by the potential for 

LCTs to enhance home energy performance, with nearly 

two-thirds of this cohort also emphasising the importance of 

being environmentally conscious.

I’m quite eco-conscious and we try to do as much as we can to reduce 

our carbon footprint. That said, gas and electricity is expensive right now 

and I’m always looking for ways to try and make my home more energy 

efficient.

Landlords also valued energy efficiency but were 

further influenced by practical benefits related to 

property management.

45% said that they were motivated by the potential for 

LCTs to attract prospective tenants, and 36% cited the 

potential to increase their property’s value.

I think having an EV charger is a good selling point to attract tenants. My 

property is in an area that's attractive to younger people.
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BARRIERS TO LOW CARBON TECHNOLOGY ADOPTION ARE DRIVEN BY 
LOW AWARENESS…

Cost: Among participants who indicated they would not 

consider installing Low Carbon Technology (LCT) within the 

next two years, the primary deterrent was the cost of 

installation, and the timeframe required to see a return on 

investment. This was cited by over 50% of this cohort.  

However, only 17% of these participants confirmed their 

familiarity with the costs and financial incentives of LCT 

installation when asked later in the survey, indicating a 

significant knowledge gap. 

Home suitability: A number of participants felt their 

properties were unsuitable for LCT installation. The three main 

reasons provided were: living in a flat, lacking sufficient 

outdoor space, or residing in older properties, which led 

participants to believe there would be extensive insulation 

work required to accommodate LCT.

I believe you need a large amount of 

space outside [for a heat pump]. I've 

heard that they work more efficiently if 

they have more space.

My house is old. It would be difficult to 

heat using a heat pump without very 

costly adaptations. There’s no access 

for vehicles, so neither are really 

suitable for me.

I try to be as environmentally 

conscious as I can afford. If I had the 

money, I'd look at a heat pump, but I've 

heard they are expensive, and I just 

don't have the money right now.

We’ve had a conversation about 

installing a heat pump, but the price 

point put us off. We looked into it, but 

because of the price, there’s other things 

on our list before having a heat pump.
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...WHICH OFTEN REINFORCES MISCONCEPTIONS ABOUT THE 
TECHNOLOGY

Challenges for renters: Many renters reported feeling 

unable to make decisions regarding the installation of LCTs 

due to not owning their properties. During qualitative 

interviews, it emerged that this was often an assumption 

rather than based on explicit restrictions from landlords or 

housing associations. Additionally, there was a general 

reluctance among tenants to invest in improvements for 

properties they did not own, especially if they were 

responsible for the installation costs.

Practical considerations: In interviews and focus 

groups, several participants shared practical concerns about 

implementing LCTs, particularly heat pumps. These concerns 

included the effectiveness of heating, noise levels, and 

general reliability. Many of these concerns were based on 

second-hand information from word of mouth or media 

sources rather than direct experience.

I’d need to know how noisy heat 

pumps are. I've heard they are noisy. 

I live in a small street, and I wouldn't 

want to annoy the neighbours.

I’m not actively looking to install, as we 

rent. I don’t see the point in making it 

better for my landlord. If it was my 

house, I’d deck it out with new devices.

I don’t want to install a noisy heat pump. 

It won’t heat my home as hot as I’d like it 

to anyway. I have friends who have them 

and they are very dissatisfied.

I had to fight my landlord for a new 

carpet. Even if the boiler did break 

down, they'd probably just go for the 

cheapest option.
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A CLEAR COST BREAKDOWN PLAYS AN ESSENTIAL ROLE IN AIDING THE 
ADOPTION OF LOW CARBON TECHNOLOGIES 

Many respondents indicated a 

desire to see more information 

available on the upfront costs of 

LCTs, including the cost of the 

device and the installation, 

including any necessary work to 

the property. 

There was a keen interest in 

understanding the ongoing 

expenses associated with 

operating these devices. This 

includes energy consumption and 

potential savings on utility bills, as 

well as a comparison of these 

costs with traditional gas boilers 

over both short and long terms.

Many participants showed interest 

in information on available 

government grants and financial 

aid for installing low-carbon 

devices. While some participants 

were aware of such support, they 

lack detailed knowledge about 

what is specifically available.

Some participants wanted to know 

the number of LCTs installed in 

their area due to concerns about 

being early adopters, particularly 

with heat pumps. Additional 

practical details, such as noise 

levels, were also of interest.

01 Initial costs 02 Running costs 03 Grants and financial support 04 Practical information

I've looked into heat pumps, but I don't 

have the money. I heard the starting 

price is around £10k, but I don’t know if 

that’s all in.

I want to be sustainable, but I'd want 

someone to show me how much you 

can save over 5 years or how the 

efficiency would compare to my gas 

boiler.

We've had a conversation about a heat 

pump, but it's the price that puts me 

off. I know there's a couple of grants 

available, but I don't know the details 

of them.

I've not come across anyone who has 

a HP. I don't know what they are like, 

how they run, so, I feel like I'd be 

taking a chance on my tenants.

Participants with limited knowledge of LCTs were asked about the type of information they would find most useful:
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PEOPLE GENERALLY HAVE LOW AWARENESS OF THE INSTALLATION 
PROCESS FOR LOW CARBON TECHNOLOGY

58% of survey respondents said they wouldn’t know who to 

contact to start the process. During the qualitative interviews, 

participants said that contacting their energy supplier would be 

their preferred option for a heat pump and either their energy 

supplier or car dealership for an EV charger.

57% of survey respondents said they weren’t clear on what to 

expect during the installation process of LCTs. Many assumed a 

site survey would need to be conducted, but lacked detail on what 

this would entail.

32% of survey respondents would expect the installation 

process to take between 2-4 weeks. While timeframes were 

important, participants were more concerned about the level of 

disruption. Specific concerns included the gas and electric being 

switched off for an extended period or disruption to their 

neighbours. 

12%

22%

32% 31%

2%

Less than a week 1-2 weeks 2-4 weeks 4-8 weeks More than 8
weeks

I'm literally clueless about what steps 

to take. I'd probably start by 

contacting my energy provider.

I read that the power supply might 

not be enough in some households. I 

don't know how that's assessed. I 

imagine they do a site survey.

Expected timeframe for LCT installation



15

POTENTIAL DELAYS OR DISRUPTIONS FROM ELECTRICAL UPGRADES 
WOULD DETER ALMOST 50% FROM PROCEEDING WITH LCT INSTALLATION

Many participants expected some electrical work during LCT 

installation but were mostly unaware that their property's 

electrical supply might be insufficient due to a small fuse or a 

looped service cable.

During the qualitative interviews, two participants awaiting a site 

survey for an EV charger noted that potential electrical upgrades 

had not been mentioned to them by anyone so far.

Expectations for upgrade timeframes varied: 33% expected them 

to be completed within one week or less, while 11% expected 

two months or more. 

47% said the potential for delays would discourage them from 

having a LCT installed. For these individuals, the disruption caused 

by the upgrades, particularly if it involved prolonged power outages or 

extensive digging, was a greater deterrent than the time required to 

complete the work.

28% were not discouraged, seeing upgrades as a normal part of 

the process, and felt the benefits of LCTs outweighed the 

inconvenience.

25% were unsure, mostly due to low awareness of LCTs or limited 

engagement in the decision-making process to have one installed.

So far in the process, no one has 

flagged anything up to me about 

the charger drawing too much 

energy. It’s not been mentioned to 

me.

Delays wouldn’t discourage me. 

It’s not like buying a TV. It’s not an 

emotive impulse buy. It’s a bit 

more thought through than that, so 

I’d expect planning involved.

As long as it doesn’t disrupt the 

tenant. If they’ll be without electric 

for 2 days, I couldn't do that. I'd 

probably wait until the tenancy 

ends.

If it was going to take 6 months or 

more, I don't think I'd go ahead 

with it at all, unless I was 

completely renovating the house.



FINDINGS

CONCEPT TESTING
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THE MAJORITY WOULD FIND THE CRI USEFUL, BUT ITS FOCUS ON LCT 
ADOPTION NEEDS TO BE BALANCED TO CATER TO A WIDER AUDIENCE

24%

24%
24%

27%

Not at all useful

Slightly useful

Moderately useful

Very useful

In total, 75% of survey participants said they would find the CRI at 

least partially useful in their current situation. The appeal was 

highest among individuals aged 18-34 and those with a household 

income above £100,000. This is consistent with prior findings that 

correlate higher income brackets and younger demographics with a 

positive attitude towards adopting LCTs. 

Conversely, 24% stated that the CRI would not be currently useful 

to them. Within this group, 60% either had no intention to install 

LCTs or believed their property to be unsuitable. A further 20% 

were tenants who felt unable to act upon the results of the tool. 

To appeal to a broad audience, the CRI should avoid placing 

too much emphasis on LCT adoption in its customer 

communication. Instead, it should be positioned as a means to 

estimate current electricity supply and demonstrate the 

benefits of upgrading to meet future power demands.

Perceived usefulness of the CRI
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PARTICIPANTS SEE VALUE IN THE CRI ACROSS FOUR KEY AREAS

Many participants noted that the 

CRI could enable them to prepare 

for LCT installation in the future, 

even if they were not ready to 

proceed immediately. Several 

participants also mentioned it 

helping to anticipate future 

government initiatives. 

Those planning to move or sell a 

property said they would find the 

CRI helpful, as it could provide 

information about a property’s 

electrical supply, which is not 

easily accessible through self-

research. Sellers believed this 

information could appeal to 

potential buyers.

Some participants highlighted that 

if the CRI confirmed that their 

property was already suitable for 

LCT – without requiring electrical 

upgrades – it would likely 

accelerate their decision to 

proceed with the installation.

While many tenants felt that 

installing LCT was beyond their 

control, some expressed that the 

CRI could serve as a useful 

resource to initiate discussions 

with their landlord.

01 Futureproofing 02 Moving or selling home 03 Facilitate decision-making 04 Tenant engagement

I can see the benefits of having 

upgrades now because the 

government are looking at everyone 

switching to more eco-friendly ways 

and that way, I’d be prepared for the 

future.

When you look on Zoopla, you look 

at things that set a property apart 

from others. An EV charger or at 

least being set up to have one I think 

would add value. People are looking 

for this type of thing nowadays.

I think if I used this tool and found out 

I didn’t need any upgrades, it would 

probably encourage me to pull the 

trigger to get one [heat pump] 

installed sooner.

We have a good relationship with our 

landlord, but it’s not completely our 

decision so I would need clear and 

simple information so I can be fully 

armed for showing the landlord the 

result.
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MOST PARTICIPANTS WOULD ACCEPT ELECTRICAL UPGRADES, BUT HAVE 
CONCERNS ABOUT THE LEVEL OF DISRUPTION

62% of surveyed participants said that they would accept having their fuse size 

increased or service cable delooped by their DNO if the offer was made available to them. 

The fact that these type of upgrades are usually completed at no cost to the public was a 

significant draw to most.

However, many had significant concerns about the timeframes and level of disruption to 

complete this work. Questions such as whether they need to be present at home, whether 

their electricity will be switched off and for how long, whether the work will be conducted 

inside or outside the home, and the duration of the work were highlighted as crucial 

information to have beforehand. Participants expressed a desire for DNOs to 

communicate about disruptions in terms of personal impact. 

Participants also voiced a preference for flexibility in scheduling the upgrades to minimise 

disruption as much as possible. This concern was especially prominent among landlords, 

who were keen to reduce the impact on their tenants.

It depends on whether I needed to take time off work to 

be there, that would probably sway me not to do it. I 

also wouldn’t want to disturb the neighbours. If it 

affects other houses, I don’t think I’d be too keen.

The main thing is that it doesn’t affect my tenants. If 

you need electrical upgrades, they’ll have to turn the 

power off. If that was for a day then fine, but if it’s a 

week, that wouldn’t work at all.

I would want them to be really upfront and honest 

about the work. I’d rather be told the maximum time it 

could take so I could plan and prepare my tenants. I 

don’t want to plan for one thing and then end up with 

surprises after the work has started.
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PARTICIPANTS FAVOURED MESSAGING THAT WAS POSITIVE AND 
EMPHASISED THE BENEFITS

During the focus groups, participants were shown several 

emotive hooks to determine which messaging style resonated 

most with them. 

Overall, participants found the messaging around LCT and 

readiness ambiguous and expressed a preference for clearer, 

more descriptive content that avoids jargon and clearly outlines 

the benefits.

Most participants remarked that the messaging about avoiding 

delays felt negative and did not motivate them to act. Low 

awareness of LCT installation meant that many participants 

were unaware they might experience delays. Without an 

understanding of the issue, participants struggled to 

connect with the solution proposed by the CRI.

Participants also felt that the onus was on them to prepare for 

the future of energy, and instead wished for a more collaborative 

tone that explained how SSEN would help them reach this goal.

It says I'll avoid delays, but I'm not 

sure what delays I'll avoid by using 

this.

It feels to me like a sales tactic, like it's 

trying to scare me into action.
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PARTICIPANTS WERE CAUTIOUS ABOUT BEING CONTACTED VIA TEXT 
MESSAGE

During the focus groups, participants were presented with a text message from SSEN 

providing details about the CRI and a URL to access it.

Overall, participants were cautious about receiving text messages, especially when 

unsolicited, due to the high frequency of scams. They felt more at ease when they 

anticipated communication from a company, such as order updates or a scheduled visit.

Most participants admitted having limited awareness of their DNOs which further 

increased their concerns about this text message. Many commented that they would be 

more inclined to engage with this message if it came from their energy supplier. 

To ease concerns, contact via text should be utilised for follow-up 

communications, such as after a customer uses the CRI to provide updates on 

scheduled site visits.

I’d never click on a link that came through by 

text. I’d just assume it was a scam.

I didn’t know the connection between DNO and energy supplier until 

now. In general, with the amount of spam I get, if it is not someone 

that I know, I wouldn’t look at it. If it was from Octopus, I would give it 

more time.
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PARTICIPANTS LIKED BEING ABLE TO CHECK THEIR ELECTRICITY SUPPLY, 
BUT HAD QUESTIONS ABOUT HOW IT WORKS

Participants were positive about the visual design of the landing page 

and commented that it looked easy to use. In particular, participants 

appreciated being able enter their postcode and check their property 

without too many additional steps.

However, some people were not clear what was the tool was offering. 

They questioned how the CRI would provide them with meaningful 

results without entering any specific details about their property. 

I like that you're able to put your postcode in 

and check straight away without having to 

give lots of information first.

Regardless of the concerns I'd had about 

clicking the link in the text, I'd be reassured if I 

saw this. It looks like a legitimate website.

It looks like they only need your postcode, but 

how do they know what you have without

looking at your house?
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THE OPTION TO SUBMIT A PHOTO GAVE PARTICIPANTS CONFIDENCE IN 
THE CRI RESULTS

The majority of participants said that they would be 

happy to submit a photo of their fuse box if it meant 

getting a more accurate result. However, concerns 

regarding accuracy were primarily raised during their 

interaction with the landing page. It wasn’t until they 

reached the results page that they became aware of 

the option to submit a photo.

Participants wanted further information on how long it 

would take to receive their result and how it would be 

sent to them after submitting a photo.

Additionally, some also had concerns that their 

contact details would be passed to third-party 

installers. However, they noted that this concern 

would quickly resolve if there was a clear reference 

to a disclaimer or privacy notice.

I don't know whether a photo of a fuse box 

is sufficient to work out whether you can fit 

a heat pump or not, but this tool seems 

much more realistic now that I see they're 

asking for that.

I did have concerns about whether something 

like this would even work, but I'd feel a lot more 

comfortable now that they've actually

asked me for relevant information [submitting a 

photo of the fuse box].
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SOME PARTICIPANTS WERE SCEPTICAL ABOUT BEING ‘READY’ FOR LOW 
CARBON TECHNOLOGY 

During the focus groups, participants were presented with two versions of the 

results page, one where upgrades were not required and another where a fuse 

upgrade was likely. Overall, many participants responded positively to the 

visual layout of the results, although requested accompanying text to provide 

more detail.

Some participants expressed doubt that the CRI could tell them whether they 

were immediately able to go ahead with LCT installation. Others remarked that 

if the CRI told them they were ready and then they found out additional work 

was needed, they would be frustrated.

Since there are works beyond DNO assets that may need carrying out before 

installation can go ahead, the concept of ‘readiness’ could be misleading and 

cause dissatisfaction among customers.

Instead of a readiness gauge, consider presenting customers with 

estimates of their fuse size and service cable status. This would help 

customers understand what is being estimated by the CRI and ease 

concerns about the validity of the results.

In support of this, several participants expressed a preference for visuals 

similar to an EPC rating that showed them what their current power supply is 

and where it would need to be if they wanted to install LCT.

It's made out that I could get an EV 

charger without further steps, which 

seems unlikely to me. I think it's 

misleading. It's a bit sales pitchy, it just 

feels a bit too easy when in practice it 

doesn't sound like it would be.

I think something like the EPC rating 

would make most sense to me. I'd like 

to see where my house currently is and 

where I'd need to be to have sufficient 

power for an EV charger.
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PARTICIPANTS WANT TO SEE WHAT THEY COULD INSTALL, BUT REQUIRE 
PRACTICAL INFORMATION

Participants responded positively to seeing what they could install 

either currently or after an upgrade, although they found the 

terminology used to be overly technical. 

Many participants had a limited understanding of LCTs. As a result, they 

expressed a need for more practical information to understand what 

these technologies mean for them. 

Provide examples that can help customers understand the options 

available to them. For instance, explaining what a medium-sized 

EV charger means in terms of charging speeds, or a small-to-

medium heat pump in terms of its heating capabilities.

I like seeing what I could get if I upgraded, but I 

don't really understand the results. It says I can 

have a midsize EV charger, I don’t know what that 

is.
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KEY FEATURES OF THE CRI WERE UNCLEAR TO SOME PARTICIPANTS 
UNTIL EXPLAINED 

During the focus groups, some participants did not initially 

understand the offerings of the CRI until the research moderator 

provided explanations at the end of the session.

Specifically, these participants were unaware that the CRI would 

estimate the need for either a fuse upgrade or delooping of a 

service cable until they reached the results page. 

Additionally, most participants were unaware that SSEN would 

handle any required upgrades and that, in most cases, these 

upgrades would be provided at no cost to the customer.

Participants expressed a need for clearer information during 

the initial contact and landing page regarding who SSEN is, 

the services provided by the CRI, and how the upgrades could 

benefit them.

On the earlier page [landing page] if felt like it was 

trying to sell me something, like a heat pump. It's 

now telling me how ready my property is to do that, 

which is very different and a lot more interesting to 

me.

At the start, I felt like this was trying to sell me a 

product and it turned me off a bit. I can see now it's 

not that. If there are benefits of upgrading my fuse 

to X amps, tell me. Not only that but you have 

offered to do it for free. I'm immediately more 

interested.



RECOMMENDATIONS
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ENHANCE CUSTOMER ENGAGEMENT WITH CLEAR, POSITIVE 
COMMUNICATION

Use positive and collaborative language: Emphasise the 

benefits of the CRI to customers and avoid focusing on 

negative terms such as delays. Highlight how SSEN will 

assist them in future-proofing their homes to avoid customers 

feeling like the onus is on them.

Avoid ambiguous terms: Replace concepts like ‘readiness’ 

with clear, transparent messaging that includes a specific 

description of the CRI and how it works. Explicitly reference 

devices, such as heat pumps and EV chargers, rather than 

Low Carbon Technology as a catch-all term.

Clearly describe the CRI: Provide a straightforward 

explanation of the CRI’s purpose to avoid misinterpretation 

among customers. 

Broaden the scope of benefits beyond LCTs: Describe 

the benefits of the CRI for customers with no current interest 

in or ability to adopt LCTs to broaden its appeal. Emphasise 

the general value of upgrades through futureproofing or 

enhanced electricity capacity.

Avoid text messages for initial contact: Text message 

communications were viewed with suspicion. Reserve this mode 

of contact for follow-up communications (e.g. scheduled site 

visits) and use other methods for initial contact.

Offer flexibility in scheduling upgrades: Acknowledge 

customers’ preference for minimising disruptions by offering 

flexible scheduling for upgrades. 

Adopt customer-centric language: Discuss potential 

disruptions from the customer’s perspective by focusing on how 

these may affect their daily life. Use practical and relatable 

examples to illustrate what customers could install post-upgrade.
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SURVEY SAMPLE OVERVIEW

9%

5%

5%

11%

9%

10%

7%

9%

8% 14%
13%

Age

19% 18-34 years

35% 35-54 years

47% 55 and above

Gender

49% Male

51% Female

Homeownership

58% Homeowner

37% Tenant

5% Landlord

Device installed

97% No

2% EV charger

1% Heat pump

Area

58% Urban

25% Semi-rural

17% Urban

Household income

22% Low-income earner

47% Middle-income earner

29% High-income earner
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