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Introduction 

Sustainable Northern Ireland (SNI) is a charity that works to inspire, influence, and inform action on 
sustainability and climate change. Through our network, we support and empower public sector 
collaboration to accelerate action on climate change and deliver a sustainable future for all. 

Sustainable Northern Ireland welcomes the opportunity to respond to the Department for the Economy 
consultation and looking forward to its publication and working with DfE on its delivery. 

 

Summary  

In December 2021, the NI Executive launched the Northern Ireland Energy Strategy “Path to Net Zero 

Energy,” a roadmap to deliver a 56% reduction in the NI energy-related emissions by 2030 and setting 

out its vision for net zero and affordable energy by 2050. The strategy was followed in January by the 

publication of a 22-point Action Plan outlining some of the main actions to be taken forward.  

 

Among the key actions is support for the public on the journey to affordable, net zero carbon energy by 

2050 through accessible and impartial information, independent and trusted advice and the right level 

of protection. This will be facilitated through the energy “one stop shop” as the focal point for all 

consumers.  

 

We endorse the establishment of the One Stop Shop and support the underpinning principles of a 

consumer-centric focus to provide tailored services through sectoral and technical expertise. We value 

and support the principle of providing impartial information and advice to build consumer trust as a key 

priority that will avail of a network of expert bodies and organisations to maximise the benefits to 

consumers.   

 

However, more clarity should be made on the business model proposed for the 3-year pilot and eventual 

delivery phase. The described role, although not specified, appears to be based on a facilitation model, 

but we highly recommend moving, through accurate planning and management of the pilot project, to a 

coordination model.  

 

In this response, we offer alternative approaches to develop, run and deliver this service through 

recommendations based on European case studies and existing energy one stop shop realities in the 

UK and Ireland. As well as seeking clarity on the business model, we suggest introducing training for 

partners based on a nationally approved programme to guarantee transparency, impartiality, and quality 

for consumers. The undisputed and recognised expertise that these partners will provide should follow 

a national framework to ensure coherence and prevent confusion among consumers. The Department 

for the Economy (DfE), the owner of the One Stop Shop as stated in the Energy Strategy Action Plan, 

should devise and own this framework. Managed by DfE, the One Stop Shop should act as the umbrella 

organisation coordinating the partners as per the national model offered by the Sustainable Energy 

Authority of Ireland.     

  

https://www.economy-ni.gov.uk/sites/default/files/publications/economy/energy-strategy-path-to-net-zero-action-plan.pdf


 

 
 

Response  

 

2.2 Summary of Consultation Questions 

 
Q1. Do you agree with the Energy One Stop Shop underpinning principles? 

Yes. SNI agrees with the One Stop Shop underpinning principles.  

 

Q2. Do you agree with the definitions for each of the proposed principles?  

Yes. We agree with the definitions, although the One Stop Shop is a service, and as such, it should 
be specified that service providers will also be trained to deliver it based on a national programme. 
This must be considered and explained to ensure clarity among partners and stakeholders, including 
consumers. DfE as the owner of the One-Stop-Shop (Energy Strategy – The Path to Net Zero Energy 
– Action Plan), should act as a coordinating body for the service providers, adequately trained and 
selected based on the services they already provide or could implement. See the Irish service and 
the rationale behind the One Stop Service in other countries. 
https://www.seai.ie/grants/home-energy-grants/one-stop-shop/registered-providers/. 
 
http://www.financingbuildingrenovation.eu/what-are-one-stop-shops/ 
 

 
Q3. Do you agree with the proposed strategic objectives for the Energy One Stop Shop? 

Yes. SNI supports these objectives, advising to include the production of resources among 
awareness campaigns, such as explanatory leaflets to help navigate different energy-saving 
solutions. The key aim of the One Stop Shops is to take homeowners, businesses and any interested 
party by the hand and guide them through the renovation process. Therefore, communication 
strategies will be essential. We recommend including recognition of the barriers preventing the 
implementation of a secure, sustainable, competitive, and affordable energy supply, and ways of 
overcoming these barriers. Energy efficiency should be seen as a source of energy in its own right 
in which the public and the private sector can invest ahead of other more complex or costly energy 
sources. 
Based on the services and role described in this consultation, the DfE Energy One Stop Shop 
responds to the one-stop-shop facilitation business model. For a pilot project, this initial role will 
guarantee the necessary promotion among consumers and enable the creation of a network of expert 
service providers. SNI highly recommends a coordination business model in phase 2 and for long-
term implementation of the Energy One Stop Shop. This is because despite the facilitation business 
model being easier and cheaper to establish, it will be challenging to reach our ambitious long-term 
energy and climate goals through this model alone. The proposed facilitation service exists in other 
countries at the local, regional, or national levels. However, experience has shown that, for instance, 
it has not yet let to the level of large-scale domestic retrofit required under national climate targets.  

 

Q4. Do you agree that the Energy One Stop Shop should provide advice, information and support to 

domestic consumers, micro, small and medium businesses and community energy groups? 

SNI agrees the One Stop Shop should be the initial point of contact and information for consumers. 
It should adopt a coordination role for follow-up technical support provided by approved experts. The 
One Stop Shop should collect all the supporting information available for NI consumers, tapping into 
UK-wide and cross-border knowledge and solutions. It should guide consumers to reputable 
organisations that can facilitate the delivery of tailored energy efficiency measures and provide a 
consumer protection and feedback mechanism to ensure continual appraisal and improvement of the 
services provided through the One Stop Shop. 

 
Q5. Do you agree that the Energy One Stop Shop should take account of the needs of vulnerable 
domestic consumers, in particular those with low incomes, of pensionable age, digitally excluded, living 
with chronic ailment or disability or in rural areas? 

https://www.economy-ni.gov.uk/sites/default/files/publications/economy/energy-strategy-path-to-net-zero-action-plan.pdf
https://www.economy-ni.gov.uk/sites/default/files/publications/economy/energy-strategy-path-to-net-zero-action-plan.pdf
https://www.seai.ie/grants/home-energy-grants/one-stop-shop/registered-providers/
http://www.financingbuildingrenovation.eu/what-are-one-stop-shops/
https://energy-cities.eu/wp-content/uploads/2020/07/INNOVATE_guide_final.pdf


 

 
 

We agree with this point and fully support the most valuable collaboration among the One Stop Shop 
and experts on this delicate subject.  
The first step to building an effective and structured service must be to fill the existing gap of 
information on energy savings among the most vulnerable consumers and, as already mentioned, 
encourage the promotion of considering energy efficiency best practice as a source of energy itself. 
This new approach to energy efficiency, as envisaged by the Energy Efficiency First Principle of the 
EU Energy Efficiency Directive (2021), can contribute to the reduction of energy demand as a key 
driver for a) reducing fossil fuels consumption; b) helping to control the level of investment needed 
for the transition towards renewables.  

 
Q6. Do you agree with the types of services and support that the Energy One Stop Shop should 
deliver? 

We agree with all the services outlined for the Pilot and the first phase based on a facilitation 
business model. However, we recommend clarifying point 3.22, where the one-stop shop 
“facilitators […] of integrated and tailored solutions” should be intended as the partners already 
delivering some of the services and measures to support consumers.  
These partners will need to be identified and trained to implement their services to the highest 
standards and as efficiently as possible, as per the model adopted by the Sustainable Energy 
Authority of Ireland. As well as connecting customers with potential providers, the One Stop Shop 
will need to collect data and information from providers and consumers to guarantee the quality of 
service, learning, evaluation, and dissemination of good practice. 

 
Q7. Should the Energy One Stop Shop deliver any other services or activities? If so, list your 
priorities. 

We suggest including in the section ‘support energy education in schools’ also supporting energy 
education in public bodies and businesses to build capacity and awareness.  
SNI advises including project management as a service following the example of other countries 
(e.g., Ireland, France, Portugal, Italy, Germany) where one stop shops provide end-to-end 
oversight of works and ensure quality checks are carried out. This element could be initiated during 
the three-year pilot and implemented afterwards alongside a switch in the business model from 
facilitation to coordination. This will guarantee high quality service in line with the purpose of a 
certification scheme planned for Year 4 and will facilitate the option of building a database of 
solutions available to customers.  

 
Q8. Do you agree with the proposed initial list of consumer engagement channels for the Energy One 
Stop Shop? 

We agree. We also recommend organising regional events to promote the One Stop Shop, its initial 
services, and its partners. In countries like Canada and Portugal, where the One Stop Shop has 
been in place for many years, physical shopfronts have also been successful, particularly with 
specific categories of people who cannot access or do not feel comfortable using the internet. In 
Denmark, a mobile One Stop Shop has been useful in reaching more remote areas, and in 
Northern Ireland, rural and remote areas may benefit from something similar.  

 
Q9. Do you agree with the proposed approach to refine and improve consumer engagement? 

Yes, we endorse this approach of adding communication channels to support additional services. 
We also recommend a frequent review of the engagement approaches to guarantee continuous 
improvement and adequate take-up. 

 
Q10. Do you agree with the proposal to commence the operation of the Energy One Stop Shop with a 
Pilot and that it should launch as soon as possible?  

SNI agrees with running the initial phase of this project as a pilot and to start as soon as possible. 
Setting up the One Stop Shop as a facilitation centre for the first point of advice at the orientation 
stage will enable all identified parties (NIHE, EST, Utility Regulator, etc.) to begin collaborating 
effectively. Together the identified delivery partners will guarantee the key services that the One 
Stop Shop will promote during the preliminary stage of the project. This will lay the ground for the 

https://www.seai.ie/grants/home-energy-grants/one-stop-shop/
https://www.seai.ie/grants/home-energy-grants/one-stop-shop/
https://europaonestop.eu/pilot-regions/


 

 
 

recruitment of new delivery partners based on expertise and service requirements identified. 
Therefore, we suggest including the recruitment of more expert partners during the pilot and 
moving from an initial facilitation role to a central coordination role towards the end of the pilot, with 
devolved functions for existing service providers.   

 
Q11. Do you agree with the proposed Energy One Stop Shop Implementation Roadmap? 

We agree, and as mentioned above we advise considering the switch in the business model during 
the pilot phase.  
This will enable DfE and the One Stop Shop to learn more about the market, test services, 
demonstrate they are needed, and gain political support and resources for further development, 
aiming for an All-Inclusive model longer term.  
‘Thinking big’ while taking small steps will be a constructive and iterative process that will attract 
more actors from the private sector to upskill and support the national energy retrofit endeavour.  

 
Q12. Do you agree with the proposed services available in Year 1 of the Pilot? 

SNI agrees with the services proposed for Year 1 of the Pilot. As well as those listed (i.e. dedicated 
website, social media channels and freephone helpline) we also consider the role of physical shops 
important. They can help guarantee the success of this new programme by making it more visible 
and accessible. Shops could be temporary and be complemented by pop-up stands in shopping 
centres and at promotional events. During Year 1, we suggest planning and delivering training for 
identified partners to guarantee continuity of information, coordinate services and avoid consumer 
confusion. The delivery partners should become one-stop-shop ‘branches’ at the end of the pilot 
project.  

 
Q13. Do you agree with the proposed additional services that the Energy One Stop Shop Pilot would 
introduce in Years 2 and 3? 

We agree with the services listed for Years 2 and 3 of the Pilot.  
We recommend introducing a project management element that would provide a preliminary 
energy assessment and independent quality checks for consumers.  
As mentioned above, we also advise accredited training for delivery partners during Years 2 and 3. 

 
Q14. Do you agree with the proposed services that the Energy One Stop Shop may consider 
introducing from Year 4 onwards? 

Year 4 delivery needs further clarification. BSI already awards Kitemarks certifications. The role of 
the One Stop Shop in the Kitemark certification process needs to be clarified, as it is not stated in 
this document.  
The One Stop Shop should provide guidance on the overall approach to energy efficiency and net 
zero implementation. We advise including in Year 4 the project management function, in line with 
what is outlined in paragraph 3.1 of the service.  

 
Q15. Do you agree with the proposal to create a new brand for the Energy One Stop Shop? Please 
suggest names for the service and evidence to support any additional comments or suggestions. 

SNI supports the idea of a new brand for the Energy One Stop Shop but advises the DfE, as the 
owner of the project, to maintain central management and oversight, acting as the main point of 
contact to guide consumers to the most appropriate technical support based on a needs 
assessment. The One Stop Shop’s primary role should be one of facilitation and consumer 
protection, but a secondary role should be the coordination of delivery partners. The One Stop 
Shop should have the ability to select and recruit key partners delivering One Stop Shop services, 
based on a rigorous assessment of competency and quality.  
Rebranding should align with the Energy Strategy vision whilst making it easy for consumers to 
understand what the service is and how to use it. The name should consider the value propositions 
based on benefits offered to the selected market segments and why customers should use the 
service. For example, the ‘Pass Rénovation’ in Haut-de-France Region, France, was designed and 
developed as a technical and financial instrument by the French regional Public Service for Energy 
Efficiency. In this case, the one-stop-shop was set up with a focus on providing financial support 

https://www.pass-renovation.hautsdefrance.fr/a-european-project/


 

 
 

through dedicated public funding where the amount allocated to retrofit works is repaid by 
beneficiaries through financial savings generated on their energy bills. Such financial instruments 
could be adopted in Northern Ireland, administered through the One Stop Shop.  
We recommend keeping the name of the One Stop Shop simple and making it clear that it is a 
state-owned entity that is independent and trusted (e.g., consider using words like ‘Authority’, 
‘Council’ or ‘Commission’). 

  


