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Developing an energy audit within 
FIESTA project 

 

 
 
 
Source: AREA  

 
 
 

Plan 

• Contact the Family and explain the audit 
• Try to involve their neibourgs 
• Collect information on energy bills before the visit 
• Schedule the audit visit 

Audit 

• Visit the Family, sign 'handling personal info', collect data  
• Analyse all data with EHD TOOL 
• Write Report and Questionnaire 
•Register POTENTIAL savings on line 

Support 

• As soon as possibile: Send Report to family and explain 
• Some months later: Send Questionanire to family 
• Collect  Questionnaire and analyse answers 
• Register ACTUAL saving on line 

Share 

 
• Learn from your errors and best practices 
• Share FAQ at the energy help desk as news on FIESTA website 
• Share success stories and news on FIESTA website 
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Planning: Appointing and arrival to 
an energy audit 

 

 
Appointing an energy audit 

 
Before appointing the energy audit, the advisor will clearly and in an easy way what is the goal 
of an energy audit:  finding out the family’s potential savings in energy consumption and guide 
them through the necessary changes in their behavior, equipment or installations to achieve a 
more comfortable space. In addition, the auditor will explain how long it will take to 
implement it at their home. 
 
In case the audit is going to be performed by a different auditor, the EHD will inform the 
families how to identify him/her (ID form of the Municipality).  
The auditor will explain the families that a previous collection of available energy bills from last 
year will be needed to fulfill the energy audit and to analyze the consumption patterns of the 
family. The more information that can be collected the better and faster the energy audit will 
be performing.    
 

Arriving to an energy audit 
 

- The energy auditor will arrive on time, displaying an ID form of the Municipality. The 
energy auditor will kindly and politely introduce him/herself to each member of the 
family and will explain the purpose of the visit and which steps are needed to 
complete the energy audit. The auditor will ask again how much time does he/her 
have to implement the energy audit and will adapt if possible, the implementation of 
the audit. 
 

- At this point, the FIESTA auditor will ask the family to sign a "Document on the 
handling of personal information" to consent the collection and use of sensitive data 
on the families' energy use according to partners' national legislations.  
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Auditing: Household examination 
and use of the spreadsheet 

 
 
 
 

Common tips to use FIESTA Tool 

- To use FIESTA Tool the computer will need Office Excel. 

- Excel macros and content should be activated before starting to use FIESTA tool.  

- Make sure MySQL is installed (the installer sent by the WP Coordinator must have 

already done it).  

- Report Office Word templates and the FIESTA tool must be in the same folder. 

- Please, don’t change the name of the Report templates files; it will affect the 

operation of the FIESTA Tool. In case you need to edit the Report templates, don’t 

double click on it, it will open a new document. Open Office Word (from the Word 

icon) and then, and one you’re in, open the file. 

- The auditor can resort to “Frequently Asked Questions” section in the Download 

Center (http://www.fiesta-monitoringtool.com.es/ to have more information about 

the FIESTA tool handling. 

- For non-latin based languages, it is advisable to check the language settings, in order 

to make sure figures appear in the required format. The Excel is programmed to enter 

data using points to display thousands of units. With Regional and Language Options in 

Control Panel, you can change the format Windows uses to display dates, times, 

currency amounts, large numbers, and numbers with decimal fractions. 
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Common tips to fill out FIESTA Tool 

- The more information auditors collect the more accurate the diagnosis will be. 

Nevertheless, required fields (mandatory) are coloured in orange in the tool. 

- Auditors can always complete the missing information about installations 

performance, brands, power, by searching on the web on specialized sites. If 

information about an equipment or installation is not available neither on the website, 

and it is an old enough system, it will be safe to assume that it is performance or 

energy efficiency rating will be low.  

- When information is not available in indicated sources, auditors will use their own 

professional judgment to estimate the variables. 

- In some cases, answers must be chosen from a pull down menu, and there is always a 

blank space that can be selected in case the answer is “No” or “None”. In “Yes/No” 

questions, to select “No”, please, choose the blank space. 

- A “Clear form” button is available on every sheet. 

- Advisors will carry with them a ruler, a thermometer and a compass.  

- Auditors will do their best to willingly help families to achieve energy savings to 

understand their energy consumption. 

- Auditors will always be kind, polite and proactive. 
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Identification 
 

 
 

The “Energy audit ID code”, will be used to monitor the progress of the project and to study 
aggregate results, therefore it is a very important value. It will consist in the city name and a 
consecutive three- digit code (001-999). For instance, in Zaragoza, the first audit will be 
registered as ZARAGOZA001. Please, note that the code of the audit should always mention 
the name of the city that is in the partnership (not dependant locations included as 
beneficiaries) and that it must be typed in capital letters.  
If you save another file with the same ID code it will automatically update the file.  
“Date” and “Number of hours audit” per audit will also be recorded. This value should be 
entered as “hours : minutes”. For example: if you spent 8 hours and 30 minutes to complete 
this energy audit, then enter 8:30. This value will be used for project reporting. 
 

 

Family 
 
Then, the auditor will proceed to complete the “Family roster” in “Family” sheet, which will 
include the sex, age, employment situation and average time at home during the week of each 
member. 
 

- “Employment situation”: the auditor will chose the option that fits best the situation 
of the family member:  working, unemployed, studying, retired, housekeeper. 
 

- “Average time a week that the house remains empty (hours)”: estimated by the 
family with the help of the auditor. 
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- “Monthly Family Net Income on average over the past year”: this information will be 
very useful in order to assess the kind of measures that should be recommended for 
each home, and to detect families that could benefit from a special kind of actions 
towards low- income families. If the family is still reluctant to provide this information 
once explained the importance of this data, this field can be left empty.  

 
- “Social housing”: if the family is living on social housing, this should be recorded. 

 
 

Housing 
 
This sheet collects information about the dwelling. 
 

- We have taken into account three types of “Building”:  “Housing block”, “Single- family 
detached” and “Row house”.  

- The auditor will tell the “Property” of the dwelling is rented, owned by the family or if 
it is owned by another relative. 

Two types of “Roof” will be considered: flat roof and leaned roof.  
 
The “Construction” block of questions, can be filled with the answers of the family, by 
auditor’s estimations or by consulting some national land registry webs for certain fields such 
as year of construction or total dwelling square meters. 
 
If the house dwelling is in a housing block, the question “The house is on…” will be displayed 
along with the answers “Basement”, “Ground floor”, “Middle floor” and “Top floor”. Whereas, 
if is a single-detached family house, the cell will display the question “Number of floors”.  
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- “Dwelling heated square meters”: the auditor will ask and look around to see how 

many meters the dwelling has.  
 

- “Number of rooms”: it will include all rooms.  
 

- “Indoor temperature (on average) in Winter and Summer”: the auditor will ask the 
family. If they don’t know the exact indoor temperature on average, the auditor can 
guess based on his/her own perception and the family’s. 

 
- “What is your level of comfort with indoor temperature?” the family will rate it from 

0 (lowest) to 10 (highest).  
 

 
 

“Main orientation”: it does only allow to choose among “North”, ”South”, “West” and “East”. 
The auditor will select the orientation of the living-room (since it is the room where families 
usually spend more time when they are at home). 
 

 
 

“Refurbishment in recent years” refers to refurbishments related to energy saving. The first 
two questions are about the windows in the house.  

 
o “Windows refurbished”:  share of windows frame refurbished and how long 

ago.   
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o  “Glazed surface over total outer surface”: share of windows pane over the 
total are refurbished and how long ago. 

o “Façade and envelope refurbished”:  share of façade and envelope 
refurbished and how long ago.  

o “Roof and/or ceiling refurbished”: share of roof and house top refurbished 
and how long ago. 

 The share of refurbishment will be measured with blank space (if there 
hasn’t been), or with the corresponding percentage among “0-25%”, “25-50%”, 
“50-75%”, “75-100%”. About the time passed since the refurbishment, the options 
will be “1 year”, “2-5 years”, “5-10 years”, and “more than 10 years”.  

 
The next step will be to collect information about windows. The ideal is to have information 
about every single window in the house, but since it may take too long, this will depend on the 
housing features and the willingness and availability of the family.  
 
“Curtains” and “Blinds” only allow to enter “yes” or “no”. Whereas “Windowpane” includes: 
“single”, “double”, “triple” and “low e- glass” and “solar control”.  
 
The Window frame will let the auditor choose among metal, thermal break metal, wood, PVC. 

 
About the “Air leaks”, the auditor will ask and will check the level of noise and draft from 
windows in the house, choosing among:  
 

• “Typical”, if there is a good insulation.  
• “Drafty/ Street noise”: if there might be excessive draft or noise. 
• “Rubber strip needs repair”: the auditor clearly sees a problem with the weather strip.  

A useful trick would be to place the auditor’s hand on the window glass and check if it shakes. 
If if does, it will probably be badly insulated. 
 

• The “House ventilation” block of questions refer to “manual” ventilantion in, both, 
Winter and Summer. Minutes/day will also be recorded. 

• Regarding the “Does the house show signs of humidity?”, the auditor should look for 
mold or filtrations in walls and ceiling and ask the family if they are aware of any of 
them.  
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The final section, will be answered in case there is a “Community of Owners”.   
 

 
 

Energy 
 
The sheet “Energy”, contains information about the energy supply of the house, month by 
month, according to the energy bills.    
 

 
 

“Cost of energy” will be completed with kWh price (€/kWh) and “Fixed cost” with power 
contracted price. These data can be found in energy bills.  Both of them will include tax (also 
V.A.T) and any other related costs in each national country. To fill out these fields, the auditor 
will get from bills information about the cost of energy (€/kWh) and about fixed term, and 
then add taxes. Since operations are needed, this information will be filled out after the visit.   
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Following, questions related to the current electricity supply and previous one: 
 
“Contract type” and “Payment Method”. Four “Contract types” are available: “Regulated 
market”, “Liberalized market”, “Hourly reduced energy tariff” and “Social tariff”.  
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Following, information about natural gas supply will be provided.  
 

 
 
In case the house has RES, all information about the energy consumption and installation 
should be gathered in this space. 
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Heating and cooling 
 
“Heating degree days” and “Cooling degree days” are the way to measure the amount of 
energy needed to heat or cool a building. They must be filled out for each Municipality, and it 
can be done with information in http://www.degreedays.net/. Gathering information about 
heating and cooling degree days, can be done by entering the City and choosing a weather 
station, then the base temperature in Winter and in Summer (15,5ºC and 28ºC). After 
downloading the information, the auditor will copy it on the destined fields.  
 

 

 
 
Important concepts to approach to fill out the spreadsheet are: 
 
“COP”: Coefficient of Performance. It measures the heating installations efficiency by 
comparing the amount of power consumed to have energy produced. It can be found in 
labelling, data sheets and product information and also by searching on the web. Specialized 
companies in equipment maintenance provide this information about it as well at revisions.   

 

Heating 
 
The “Heating source” will be recorded and also the “Installation year” (estimated if there 
were no information about it), “Power”, and “Hours/day” working.  
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“COP”: As previously explained, it can be found in labelling, data sheets and product 
information and also by searching on the web.  Specialized companies in equipment 
maintenance provide this information about it as well at revisions.  
  
“EER”- Energy Efficiency Ratio, measures the performance of air conditioning systems.  
In case the equipment’s energy label is available, this table could be used: 
 

 
 

In addition, in the Central Heating section, as shown below, the cell “Fuel”, should also be 
completed.  

 
 
But in case this information is missing, we suggest the auditor to fill “COP” out with these data: 
 

- Central heating:  only fill in if there is data available. 
- Natural gas boiler: 90- 110% 
- Propane boiler: 100% 
- Diesel boiler: 90% 
- Biomass boiler: 80- 90% 
- For all electrical installations (Joule effect): 100% 

 
Similar information again is asked about “Individual heating source”.  
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But in case information about this data is missing, we suggest the auditor to fill it out with this 
data: 
 

- Individual electrical stove: 100% 
- Individual heat pump split: 150-460% 
- Butane/ propane stove: 100% 
- Fireplace: the auditor will leave this space blank. 
- Individual Pellet stove: 80-90% 
- Electric baseboard heat: 100% 
- Geothermal heat pump support: the auditor will leave this space blank. 
- Fan coil: the auditor will look for the labelling. 
- Solar thermal support: the auditor will leave this space blank. 

Information about spaces in the house should be filled out:  

 
This tool provides an estimation of the thermal insulation ( floor area x 0.33). Nevertheless, if 
auditors know more about the façade thermal insulation area, the value can be included.  

 
Then, three questions about “Heating devices” will be completed. 
 

 
 
Cooling  
 

 
 

• “Installation year”, “Average power”, “Hours/day”, “EER” and “Number” are the 
fields required.  

• “EER”-. In this case, if information about this fields was missing, it should be 
completed as follows: 

o Central air conditioning: check for the label, fact sheet, product information 
and web.  

o Geothermal: Leave the space in blank 
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o Solar cooling: Leave the space in blank 
o Individual air conditioning units (splits): check for the label, datasheet fact, 

product information and the web 
o Fans: Leave the space in blank 
o Small cooling appliances: check for the label, datasheet fact, product 

information and the web 
o Evaporative cooling: 100% 

 

 
- Information about “Cooling devices” is requested below: 

 

 
Domestic hot water: 
 

 
 
 
In this case, if information was missed from domestic hot water “COP”, it should be completed 
as follows: 

- Centralized system:  
- Electrical meter per dwelling: 100% 
- Electrical heater: 100& 
- Natural gas heater: 90-110% 
- Butane propane/heater: 100% 
- Diesel heater: 90% 
- Biomass heater: 80-90% 
- Solar collectors: leave the space in blank 

Regarding “Heated water flow control” 
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These fields should be completed calculating the percentage of taps that have single lever 
control (sinks, showers and bathtub) and aerators. 
 

 
 

If the equipment has a proper maintenance, whether it is done by the family or subcontracted. 
The “Frequency” will also be chosen among “Less than once a year”, “Once a year”, “More 
than once a year” or blank space in case there is no maintenance… 
 
Lastly, in appropriate cases, a question about the family access to natural gas in their house 
will appear.  
 

 
 
 
 

 Appliances and lighting: 
 

 
 
In this table, the auditor based on the answer of the family will enter the estimated use of 
each appliance (“Hours/week”), “Total Power (W)”, “Energy Label” and “Switching off”. 
  
“Energy label”: usually, this information can be found on appliances, on technical data sheets, 
on the web (searching by model). Some appliances are not required to have an energy label 
(this can be the case of small appliances, Television and AV equipment and hobs). 
 
The energy label can also be estimated by how many years the appliance has.  
 

 
Years old 

 
5 10 15 More than 15 
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Fridge/ Combined refrigerator- freezer B C D G 
Freezer B C D G 
Oven A B C G 
Washing machine B C D G 
Dryer C D E G 
Dishwasher B C D G 

 
(Source: ANFEL) 

 
“Switching off”: information needed to know the amount of unnecessary energy consumption.  
 
Following, Gas Cooker information must be completed. 

 
 
Regarding Lighting information: 

 
Important note for auditors: Check the total estimated electricity and fuel consumption in the 
Statistics Sheet. If it exceeds the real consumption, it means that you should adjust “Power” or 
“Hours/week”, until you achieve a reasonable result.  
 
The easiest way to measure potential savings in lighting will be to enter the number of each 
type of light bulb. To that purpose, it would be helpful to know how many types of light bulb 
are, and then to enter the number of them.   
 
“Use (Hours/Week)” will be estimated, following this example: 
If there is 20 light bulbs of Low- consumption bulbs, and usually only 10 are on during 1 
hours/day, the average use (hours/day) will be 0,5. Then the average use will be 2.5 
hours/week. 
  
“Energy Label”: usually, it can be found on the packaging. If there wasn’t information available 
the auditor will enter the estimated efficiency rate by light bulb type and power, based on 
their professional judgement.  
 
To complete this table, the auditor will choose the more comfortable way for him/her. 
Information could be organized, for instance:  
 

 In the kitchen, there are 6 halogen light bulbs, each one of them of 26W. They are used 
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about 20 hours per week.  

 In the living room there are 5 halogen light bulbs, each one of them of 18W. They are 
used about 20 hours per week.  

 In corridors, there are 9 halogen light bulbs, each one of them of 25W (estimated). They 
are used about 3 hours per week.  

 In bedroom 1, there are 3 halogen light bulbs, each one of them of 11W. They are used 
about 15 minutes per week.  

 In bedroom 2, there are 6 halogen light bulbs, each one of them of 25W (estimated). 
They are used about 15 hours per week.  

 In bedroom 3, there are 3 incandescent light bulbs, each one of them of 60W and they 
are used about 4 hours per week. In addition there are also 1 11W and 1 18 W halogen 
light bulbs that work 1 hour per week.  

 In the bathroom, there is 1 150W halogen light bulb, and it is used 4 hours per week. 
There is also a 1 100W halogen light bulb, and it is used 4 hours per week.  

 In the pantry, there is 1 60W incandescent light bulb. It is used about 30 minutes per 
week.  

Information could be recorded as follows to ease the filling of the tool: 

 
 
 
 

Opinion 
This section is devoted to collect information about family’s opinion, their habits, and their 
intention to purchase efficient devices and investing in renovation.  
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Personal opinion about energy consumption will be measured from 0 (totally disagree) to 10 
(totally agree), based on the answers of the family’s contact person.  
 
Following, the most crucial and relevant question for final reporting purposes will be asked: 

 
  
After that, actual savings derived from improved habits, purchasing efficient devices and 
investing in renovation will be filled. These are questions to assess actual savings AFTER the 
audit and measure implementation. 
 

 
 
The first two questions about “Habits”, will be “Yes” or “No” questions.  For “If NO, what was 
the main obstacle?” the family will choose among these answers in the last question: “Lack of 
information”, “Lack of time”, “Distractions” and “Laziness”.  
 

 
 
The first question will be a “Yes” or “No” question. The second one, will be answered in the 
corresponding among of money in euros invested in the purchasing of energy efficiency 
products. The next question will include a short description of the devices purchased so far.  
 
The question “We did not purchase because”: the family can choose among “Financial issues”, 
“Lack of time”, “Distractions”, “Lack of information”. 
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 The first three questions will be answered in the same way as for purchasing energy efficient 
devices. Nevertheless, the last question “In my family, the obstacle we find harder to 
overcome when it comes to invest in renovation” the family will choose among “Financial 
issues”, “Avoid inconvenience”, “Lack of time”, “Lack of understandable information”.  

Summary Results 
 

 
 
By clicking on each text box, the user will be redirected to the tips related to the subject (Sheet 
“Heating” when the auditor clicks on “Heating” button. 
 

 
 
Tips and information 
 
In this section of the Excel spreadsheet, tips suggested by the tool will be provided.  
 
Important note for auditors: Advisors will always check these tips and will remove in this stage 
of the energy audit those who appear to be incoherent or irrelevant, so that they are not 
integrated in the report, and not taken into account for the calculation of energy savings. 
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Optimal power 
 
In this sheet no data should be introduced, it is just informative. It allows the auditor to know 
“Annual potential savings (€)”, “Potential investment”, “Payback” and” Type of measure” if 
the family contracts power close to the optimal power provided by the tool.  
 

 
 
Heating 
 
 

 
 
Provided the information entered, this sheet will display the tips recommended for each family 
showing “Potential savings (kWh)”, “Potential savings (€)”, “Potential savings (kCO2)”, 
“Potential investment”, “Payback”, “Type of measure” and “Price” (including information 
about how it is calculated). The user can change the value in “Price” to adapt it to national 
context.  
On the right side of the table, you will find information about “Potential savings (kWh)”, 
“Potential savings (€)”, “Potential savings (kCO2)”, “Potential investment”, ordered by type 
of measure.  
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Important note for auditors: “Insulate the façade” is calculated as 25% of the total energy 
consumption for heating. If there is available information for auditors they can obtain a more 
accurate estimation, based on the actual area to be insulated and the actual thermal insulation 
(this may vary for different countries). Auditors can change the percentage (0.25) that has 
been included in the formula, according to the known actual area and U-values. 

Domestic Hot Water production with energy solar thermal (ST) 
 
 
 

 
 
Only the table at the beginning of the sheet should be completed, according to this guidelines:  
 

- Enter in the website: http://re.jrc.ec.europa.eu/pvgis/apps4/pvest.php#   

 
- Enter the Municipality, and check its latitude.  

 
- Enter the latitude plus 10 in “Irradiation at chosen angle” 

 
- Select the options marked above: “Irradiation at chosen angle”, “Daily average of 

temperature”, “Web page”. 
 

- Make sure that the rest of the choices are unmarked and then, click on “Calculate”. 
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- A window with information will pop-up.  
 

 
 

- Alternatively, you can select the output option to be “Text file”. This way a .txt file will 
pop up showing the same data in text format that can be copied/pasted into an excel 
file, or saved for later use. 
 

- Next to month, two columns will appear, H(51) - Irradiation on plane angle and T24h- 24 
hour average o temperature ºC. 
 

- Enter this information in the table. 
 

- Annual data is not necessary to include it, since it can be automatically calculated by 
the tool.  

 
The middle row, “Water network temperature ºC”, should be completed according with this 
information, the auditor will choose what kind of temperature to enter among:  
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• Hot: For instance, a city with average annual temperature between: 10,5-
27,2 ºC 

• Medium: For instance, a city with average annual temperature between: 6,9- 
25,3 ºC 

• Cold: For instance, a city with average annual temperature between: 5-16 ºC 
The “Number of occupants” and “Consumption by resident 60ºC” will be automatically 
calculated by the data previously entered. The tool sets the “Temperature HSW (ºC)” 
in 45ªC, but this value can be changed by the user.  

- Annual savings in energy consumption needed to produce domestic hot water with a 
system supported by solar thermal energy will appear in the table below “Output 
data”. 
 

 

 
Electricity production with solar photovoltaics (PV) 

 

 
 

Information can be found in the same webpage. The data to fill in the first row of the table will 
be available following the next steps: 
 

- Go to http://re.jrc.ec.europa.eu/pvgis/apps4/pvest.php#   
- Enter the location or municipality on the top left text box and press “Search”. 
- Go to “Monthly radiation” sheet on the right side menu. 
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- Choose “Climate-SAF PVGIS” as a Radiation database and then mark “Irradiation at 
opt. angle” in order to find the irradiation values per month at optimal angle.  

- Make sure that the rest of the choices are unmarked and then, click on “Calculate”. 

 
 

A table like this wills pop-up, where the optimal inclination angle will be displayed, along with 
the irradiation on optimally inclined plane (Wh/m2/day) from January to December.  
 
Alternatively, you can select the output option to be “Text file”. This way a .txt file will pop up 
showing the same data in text format that can be copied/pasted into an excel file, or saved for 
later use. 
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This data will be entered in the first row of the table “Radiation at opt. angle (Wh/m2/day)”. 
The remaining data in the table will be automatically calculated.  
 
 

 
“Energy demand data” section gathers the Annual Electricity (kWh/year) demand in the 
dwelling that has previously been entered in “Energy” sheet. 
The tool provides average values, but the auditor can modify them to more appropriate ones.  
 
The auditor will also enter the most suitable value for “Module peak power (Wp/m2)”. In 
“System data” section, the “Useful module surface (m2)”, the “Maximum module efficiency” 
and the “PV facility performance ratio” will be entered. 
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In the “Economic assessment” section, the user is prompted to enter the following values: 
• “PV investment: € / Wp in €”: It is the PV modules + regulator / alternator + 

transformers + cabling + supporting structure in €/Wp. 
• “'PV accumulation investment cost in €”: It includes the total investment in batteries 

and electricity accumulation equipment if the facility is working off grid.  
• “Project life time (years)”: The average PV installation life expectancy is between 20-30 

years. 
• “Average selling price”, in case the excess of energy is sold out to the grid. This is 

neither the case of a Net Balance system nor an off grid system. 
•  “Average buying price”. This is the energy price of the utility contract for conventional 

electricity supply (variable term only) and it is used to calculate savings. Auditors will 
find this value out of the Utility bills.  

• “Network costs for Power term”: Depending on the national regulation of self-
generation and consumption there might be costs associated to the use of the grid as 
regulator as a fix rate per unit of power installed. Please, enter here the amount in 
€/kWp per year. If the PV facility has as a result a reduction in contracted fix power, it 
can also be included with negative sign. If no such cost, type 0. 

• “Network costs for Energy term”: Depending on the national regulation of self-
generation and consumption there might be costs associated to the use of the grid as a 
variable cost per kWh generated by means of PV. Please, enter here the amount in 
€/kWh. If no such cost, type 0. 

• “Maintenance cost”: Please enter all kind of annual maintenance cost per kWp 
(renting, maintenance, cleaning, insurance, others,) 

Be aware, that all costs in this table, should include TAXES & VAT.  
 
 
Cooling 

 
 

Provided the information entered, this sheet will display the tips recommended for each family 
showing “Potential savings (kWh)”, “Potential savings (€)”, “Potential savings (kCO2)”, 
“Potential investment”, “Payback”, “Type of measure” and “Price” (including how it is 
calculated). The user can change the value in “Price” to adapt it to national context.  
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On the right side of the table, you will find information about “Potential savings (kWh)”, 
“Potential savings (€)”, “Potential savings (kCO2)”, “Potential investment”, ordered by type 
of measure.  
 

 
 
EE Appliances and Lighting 
 

 

Provided the information entered, this sheet will display the tips recommended for each family 
showing “Potential savings (kWh)”, “Potential savings (€)”, “Potential savings (kCO2)”, 
“Potential investment”, “Payback”, “Type of measure” and “Price” (including how it is 
calculated). The user can change the value in “Price” to adapt it to national context.  
 
 
 

 
On the right side of the table, the auditor will find information about the price per W in the 
new and old systems and about “Potential savings (kWh)”, “Potential savings (€)”, “Potential 
savings (kCO2)”, “Potential investment”, ordered by type of measure.  
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Statistics 
 
 

 

The auditor will find graphically described: 
• Actual consumption 
• Last year energy consumption (kWh) 
• Last year energy consumption (€) 
• Potential Savings (kWh) 
• Total energy price (€/kWh) 
• Potential savings (kWh) 
• Savings by type 
• CO2 Savings 

There are also tables related to: 
• Estimated and real consumption (kWh)  
• Performance 

 
Savings indicator 
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In the table above, the auditor will automatically have recorded information about potential 
savings. The cells are linked to previous sheets, so the auditor will have a summary of 
indicators without having to introduce them again.  
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In this section, when recall is performed months after the audit the auditor will manually enter 
the available data in the table “Questionnaire”. The goal is to learn the actual energy 
consumption and compare it with the results of the audit in the earlier months to find out the 
actual savings achieved by the implementation of tips and measures provided by the auditor.  

 
 

These functions allow selecting the language report and, both, generating automatically the 
report and sending data to the Monitoring Tool.  
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The report should always be checked by the auditor and the text highlighted in yellow in the 
audit report can be personalized. The user will never alter text between “[]”. Please, 
remember not to change the name of the Report templates files; it will affect the operation of 
the FIESTA Tool. In case you need to edit the Report templates, don’t double click on it, it will 
open a new document. Open Office Word (from the Word icon) and then, and one you’re in, 
open the file. 
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Supporting and sharing: after the 
energy audit:  

 
Once all data and information will be collected, the FIESTA auditor could optimize the most 
appropriate mix of measures, tapping both the potential of adapting practices to bring in more 
efficient energy-use behaviours and of purchasing new, more efficient heating and cooling 
devices. The stress here is on the concept of 'mix': on the one hand, implementing energy-
cautious behavioural changes may not achieve major results if the cooling and/or heating 
equipment is old and highly inefficient; on the other hand, however, new and more efficient 
equipment can best express its potential when accompanied by smart and effective efficient-
energy-use measures. At the end of the audit, families will be given their FIESTA Energy Audit 
report with a set of recommendations, ad-hoc tips and a package of measures studied for their 
domestic heating and cooling systems, electrical appliances and lighting. 
 
The auditor will send the report as soon as possible to the family and will explain its content in 
an easy and simple way. It is crucial that the auditor makes sure the family has fully 
understood their current energy consumption pattern, the measures to apply and their 
potential benefit. And above all the auditor will explain that the audit tool identifies the 
“potential savings”, which is a very important step, but not the final one. To achieve results 
and an actual saving in their bills they will need to apply the measures. 
 
Auditors should keep in mind that the goal and indicator of the project is to achieve “actual 
savings” for families, and for this reason they will be available to help the families 
implementing the tips and guiding and coaching them along the process. 
 
Months later the auditor will send a Questionnaire to the family and collect and analyze data 
about the actual savings and save it the Monitoring Tool, as previously explained in the 
operating of the FIESTA Tool.  
 
Errors and best practices learned through energy audits will be shared among FIESTA project 
advisors, and also Frequently Asked Question (FAQ) as “News” on FIESTA website. Success 
stories and news could be also shared on the web to encourage energy saving.  
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The	  sole	  responsibility	  for	  the	  content	  of	  this	  presenta2on	  lies	  with	  the	  authors.	  It	  does	  not	  necessarily	  
reflect	  the	  opinion	  of	  the	  European	  Union.	  Neither	  the	  EASME	  nor	  the	  European	  Commission	  are	  
responsible	  for	  any	  use	  that	  may	  be	  made	  of	  the	  informa2on	  contained	  therein.	  	  
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SCHEDULE 
2:00 P.M. à CUSTOMER SERVICE EVENT PRESENTATION 

2:15 P.M. à EXPECTACTIONS ANALYSIS 

2:45 P.M. à CUSTOMER SERVICE STEPS TO REACH A TAILOR MADE PROJECT 
FOCUSED ON CLIENTS NEEDS 

3:15 P.M. à T.I.M. (TEAM INFORMATION MANAGEMENT) METHOD TO FACE 
THE CUSTOMER SERVICE PROJECT 

3:30 P.M. à T.I.M. METHOD APPLICATION ON THE CUSTOMER SERVICE 
VISION 

4:00 P.M. à COFFEE BREAK 

4:15 P.M. à CRACKS ANALYSIS (TECHNICAL | MANAGERIAL | RELATIONAL) TO 
FACE THE CUSTOMER SERVICE PROBLEMS 

4:45 P.M. à PROBLEM SOLVING EXERCISE TO REVIEW THE FOCUS VALUES OF 
A CUSTOMER SERVICE PLAN 

5:15 P.M. à TEAM PACT TO REACH CUSTOMER SERVICE EXCELLENCE 

5:45 P.M. à FOLLOW UP AND TASKS FOR THE DAY AFTER 

 19TH MARCH 2015 



SCHEDULE 
9:00 A.M. à CHARACTER READING: THE TOOL OF BEHAVIOURAL PROGRAMS 
TO READ THE RIGHT SIGNALS AT THE RIGHT MOMENT 

10:00 A.M. à PERSONAL AND TEAM COMMITMENT TO IMPROVE THE 
CUSTOMER SERVICE PROJECT 

11:00 A.M. à COFFEE BREAK 

11:15 A.M. à STRESS MANAGEMENT FOR THE CUSTOMER SERVICE BREATH: 
THE METHOD WINNER OF THE ITALIAN CONI AWORD TO 2014 

11:45 A.M. à SAMURAI CUSTOMER SERVICE APPROACH: THE DISCIPLINE TO 
APPLY THE CUSTOMER SERVICE STEPS TO REACH THE R.O.I. 

12:15 A.M. à THE ART OF FEEDBACK IN THE POST-CUSTOMER SERVICE 
WORK 

12:30 P.M. à FOLLOW UP AND THE KEY QUESTIONS TO DEFINE THE RIGHT 
TRIGGERS TO DEVELOP THE CUSTOMER SERVICE APPLICATION 

 20TH MARCH 2015 



CUSTOMER SERVICE 

STEPS 

LISTEN 
PACT 

VISION 

CRITICAL 
AREA 

ANALYSIS 
VALUES & 
BEHAVIOU

RS 
•  TEAM 

PACT 

SKILLS 

DEVELOP-
MENT 
PLAN /

FOLLOW 
UP 

 WORK 



CRITICAL AREA 

TECHNICAL RELATIONAL 

MANAGERIAL STRATEGICAL 



COMMITMENT 

 
 
WHAT I 
CAN AND 
I WILL 
DO? 

PERSONAL 
COMMITMENT  

 
WHAT WE 
CAN AND 
WE WILL 
DO? 

TEAM 
COMMITMENT 



TEAM INFORMATIONS 
MANAGEMENT  

STEP 1 GOAL DEFINITION  

STEP 2 INDIVIDUAL PREPARATION 

STEP 3 DATA COLLECTION 

STEP 4 LINGUISTIC 
CLARIFICATION 

STEP 5 GOAL CONFRONTATION 

STEP 6 DEVELOPMENT PLAN 

STEP 7 FEEDBACK & FOLLOW UP 

T.I.M. MODEL 



CUSTOMER 
SERVICE 



CUSTOMER SERVICE 

LISTEN 

RESPOND 

PATIENCE COURTESY 

TEAM 
PLAYER 

CARE 

 PRINCIPLES 



CUSTOMER SERVICE   SAMURAI 

YOU ARE 
A 

SERVICE 
PERSON 

YOU USE YOUR 
SKILLS AND TIME 
TO HELP OTHERS 

YOU CARE ABOUT 
THE PEOPLE YOU 

ARE HELPING 

YOU TAKE PRIDE IN 
HELPING AND GET 

SATISFACTION 
FROM WHAT YOU 

DO YOU LOOK FOR 
PROBLEMS TO 

SOLVE IN ORDER 
TO MAKE OTHERS 

HAPPY 

YOU UNDERSTAND 
THAT DELIVERING 
SERVICE PROVIDES 
THE FOUNDATION 
FOR ANY STRONG 

COMMUNITY 



CUSTOMER SERVICE   SKILLS 

PATIENCE	  

EMPATHY	  

PEOPLE	  
ORIENTED	  

POSITIVE	  
ATTITUDE	  

ASSESSMENT	  

NEGOTIATION	  

ATTENTION	  TO	  
DETAIL	  

TACT	  



CUSTOMER SERVICE   MODEL 

•  IMPLEMENTATION 
OF INITIATIVES 
AND TRAINING 

• MEASUREMENT 

• CUSTOMER 
EXPERIENCE 

• CUSTOMER 
SERVICE AUDIT 

AWARENESS COMMITMENT 

IMPLEMENTATION CONTINUOUS 
IMPROVEMENT 



CUSTOMER SERVICE 

VALUES 

PRODUCT / SERVICE 

TAILOR MADE ANALYSIS 

TRIGGER 

CUSTOMER SERVICE 

SERVICE POST SERVICE 

BEHAVOURIAL 
PROGRAMS 

RAPPORT & 
REFORMULATION 

STRESS MANAGEMENT 

Values & behaviours awareness 

Strong/weak areas 
Benchmark 
Product 

Energy Balance 
Effective Communication 
Listen capacity 
Self Training 

Character reading 
Motivation understanding 
Characterizing appeal to purchasing 

Clients needs reformulate 
Linking needs to the customer service 
process 

Defensive machine management 
Project Signature 
 

Taking care of clients 
Mantaining high the satisfaction 
level 

SELF ESTEEM 

 MAP 



n Values awareness support effective 
behaviours for customer service 
process 
 
n The values orient customer service 
behaviours 

CUSTOMER SERVICE  VALUES 
 



n A strong service fosters all the 
customer service steps 
 
n The focus point is to pinpoint the 
values nucleus perceived by sales 
agent & clients 
 
n The benchmark work is fundamental 
to improve customer service efficacy 

CUSTOMER SERVICE  PRODUCT 
 SERVICE 



n Energy Balance 
 
n Self esteem starts from 
communication and communication 
start from the capacity to listen to the 
clients 
 
n Self Training 

CUSTOMER SERVICE  SELF   
 ESTEEM 
 



n To listen to the clients means to 
read clients character in a short time 
 

n Client character allows to define 
customer service character 
 

n The starting point is to understand 
clearly the needs & the deep client 
motivation 
 

n The customer service agent knows 
the rapport role to reach a good 
relationship with clients 

CUSTOMER SERVICE  NEED  
 ANALYSIS 
 



n The importance to focus the 
balance and to define good triggers 
during a customer service process 
 
n Coming back to clients needs 
through reformulation 
 
n Maintain the link through needs 
and service characteristics 

CUSTOMER SERVICE  TRIGGER 
 



n To face the defensive machine and 
to work on effective negotiation 

n A good customer service model 
starts from good questions at the right 
moment and the right data collection 
in a tailor made form 

n To avoid deformation, cancellation, 
& generalization, we need effective 
communication with a systemic vision  

CUSTOMER SERVICE 



n Taking care of clients needs means 
to understand the new needs after our 
service 

n The satisfaction level can produce 
different results in a short or in a long 
period 

n The true sale beginns “after” 

CUSTOMER SERVICE POST- 
 



Feedback  

 Resources 

Actions & Triggers 

Deep 
Contact 

Target  

CUSTOMER SERVICE EVOLUTIVE 
SPIRAL 



CUSTOMER 
SERVICE 
PROJECT 
 PROCESS TOOLS 
 



A customer service project has to work 
on stress management to improve 
mental agility, to face the unaspected 
events and to work on promptness. 

STRESS MANAGEMENT 
PROCESS   
TOOLS 
 



n To create a link with clients emotions 
 
n To work on effective communication 
 
n To focus good questions to 
understand the real needs 

RAPPORT&REFORMULATION 
PROCESS   
TOOLS 
 



Foster the Character Reading 
effectively & quickly starting from 
behaviours observation 

BEHAVOURIAL PROGRAMS 
PROCESS   
TOOLS 
 



✓ TO MAP AND UNDERSTAND THE 
DIFFERENCES IN PEOPLE: 
PERSONALITY, NATIONAL CULTURE, 
PROFESSIONAL ATTITUDES 
 
✓ TO LOOK AT DIFFERENT PEOPLE 
AT WORK  
 
✓ TO UNDERSTAND PROFESSIONAL 
IDENTITY  

WHY? 

BEHAVOURIAL PROGRAMS 



LINEAR TIME 
 
Linear: concrete measure based on seconds, 
minutes. 
For Instance: We’ll see you at 8.35! 
When in balance, keep an eye on the time! Focus 
on specific objectives! 
When not in balance, too focused on seconds! 
Compulsive time – keeping reduces progress rather 
than helping it. Causes stress. 
 
CIRCULAR TIME 
 
Circular: an internal time. A soft approach to the 
time. 
For instance: We’ll see around … 
When in balance, not stressed, organises time. 
When not in balance, unable to take care of 
priorities, live in an own time not in contact with 
reality. 

TIME:  
HOW DO 
YOU 
MANAGE 
YOUR 
TIME? 
 

BEHAVOURIAL PROGRAMS 



EMOTIONALLY DETACHED (cold) 
 
A person could speak about the most important 
thing in the world with the same tone, without 
expressing a colour in emotions. A clear rational 
way, sometimes unable to involve others. 
When in balance, can see a problem with the right 
distance, looking at different points of view. 
When not in balance, never involved and 
dissociated from reality. 
 
EMOTIONALLY INVOLVED (hot) 
 
A person could speak with a deep level of energy, 
involving people. An emotional way to 
communicate and to move toward the others. 
When in balance, able to touch the hearts of others 
with words. 
When not in balance, everything is incredible, a 
very small detail could be exaggerated. 

EMOTIONS:  
HOW DO 
YOU 
EXPRESS 
EMOTIONS?  

BEHAVOURIAL PROGRAMS 



DETAILED VISION 
 
A person could be unable to look at a general 
context, prefers to focus on a specific point and 
sometimes it can be not important (he/she sees the 
trees and not the forest).  
When in balance, takes care of details, looking at a 
particular perspective. 
When not in balance, looking for details in a 
nervous way, losing the context. 
 
GENERAL VISION 
 
A person who has the capacity to focus on a 
general context (he/she sees the forest and not the 
trees), but can forget important aspects. 
When in balance, can see all the important 
elements of a context 
When not in balance, can omit relevant information 
in order to reach an aim. 

VISION: 
WHAT IS 
YOUR 
VISION IN 
REALITY? IN 
WHICH WAY 
DO YOU 
LOOK AT 
REALITY? 

BEHAVOURIAL PROGRAMS 



MOVING AWAY FROM 
 
The person could seem very barred to any change, 
but at the same time can have an important 
capacity to analyse a problem. At first it seems he/
she doesn’t agree, he/she needs time to make a 
decision, but then, if he/she collects all the 
information needed, he/she’s very determined. 
When in balance, analyse a situation very good. 
When not in balance, could be very barred to any 
change. 
 
MOVING TOWARD 
 
A reactive way to make a decision, he/she can 
appear very interested in the beginning. The 
person seems to agree, but could be just an 
appearance. 
When in balance, full of energy, willingness to 
experiment. 
When not in balance, not in touch with reality. 

CHANGE: 
HOW DO 
PEOPLE 
REACT TO 
A PROBLEM 
OR TO A 
CHANGE? 

BEHAVOURIAL PROGRAMS 



INTERNAL REFERENCE (INTROVERT) 
 
Introvert, this person is able to decide, goes inside 
to make a decision. 
When in balance, the person is able to take 
responsibility and to support and guide others.  
When not in balance: the person doesn’t listen to 
other people, doesn’t share. 
 
EXTERNAL REFERENCE (EXTROVERT) 
 
Extrovert, this person listens first to others and after 
this process goes inside to make a decision. 
When in balance, the person could become a great 
listener and facilitator. 
When not in balance, the person could become 
unstable, changing his own point of view easily. 

DECISION: 
ONE OF 
THE 
ANCIENT 
BEHAVIOUR
IAL  
PROGRAMS 

BEHAVOURIAL PROGRAMS 



PROCEDURE ORIENTED 
 
The person love rules and is able to observe reality 
and to transform the functional aspects of a process 
into a model. 
When in balance, the person supports rules, 
observes reality and creates models. 
When not in balance, rules become too much 
important and the person loses other’s points of 
view and doesn’t changes and developments in the 
organization. 
 
OPTION ORIENTED 
 
The person tends to new perspectives and very 
often tries new ways to do things. 
When in balance, rules can be transformed to build 
better models. 
When not in balance, anarchy oriented this person 
has an allergy to any standard. 

RULES: 
PROCEDU-
RE 
ORIENTED/
OPTION 
ORIENTED 

BEHAVOURIAL PROGRAMS 



TAKE!  
BODY & 
SOUL TIME 
THE NEW METHOD TO 
MANAGE STRESS 



MAD System’s program is focused on 
body and mind integration to fulfill the 
potential inherent to ourselves.  
 
The method explores the connections 
between different body zones and 
these human behaviours that could 
lead us to exellence.  

TAKE! BODY & SOUL TIME 



à  OBSERVE THE PROCESS 
 
à  LISTEN TO YOURSELF AND TO 
THE OTHERS 
 
à EFFICIENT COMMUNICATION 
AND SELF COMMUNICATION 

HEAD: 
CLEARLY 
WELL 
DEFINED 
GOALS 

TAKE! BODY & SOUL TIME 



 à NOURISH YOUR VALUES TO 
RECOGNIZE WHAT IS            
IMPORTANT 
 
à  USE EMOTIONS AS A TALENT 
NOT AS A LIMIT 
 
à DRIVE EMOTIONS   

HEART: 
RECOGNIZE 
AND 
EXPERI-
MENT 
YOUR 
VALUES 

TAKE! BODY & SOUL TIME 



à DIGEST STRESSFUL SITUATIONS 
AND CONFLICTS AT YOUR BEST 
 
à DISCHARGE TENSION 
 
à COURAGEOUSLY FACE 
DIFFICULTIES   

STOMACH: 
CONFRONT 
WITH THE 
PRESSURE 
AT YOUR 
BEST 

TAKE! BODY & SOUL TIME 



à GET YOUR HANDS DIRTY, LEAD 
THE WAY 
 
à BE READY TO SUPPORT THE TEAM 
 
à ACCEPT AND HELP THE OTHERS 

ARMS AND 
HANDS: 
SAY IT DO 
IT 

TAKE! BODY & SOUL TIME 



à MAINTAINING BALANCE 
THROUGH THE CHANGING 
PROCESS 
 
à USE THE ROOTS TO CHARGE 
YOUR PHYSICAL BODY WITH 
ENERGY 
 
à GENERATE INTENSITY, KEEP 
STRENGHT TO FRONT NEW 
CHALLENGES   

FEET AND 
LEGS: 
MOVING 
THROUGH 
THE 
CHANGING 
PROCESS 

TAKE! BODY & SOUL TIME 
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