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Foreword
The CIBSE Low Carbon Energy Assessors accreditation scheme has established itself as the
market leader in the provision of Energy Assessors and 800 CIBSE LCEAs were providing their
expert services to the industry by 1st October 2009.
In 2009 CIBSE certification continuously raised the profile of the scheme to spread LCEA’s
reputation for high quality, expert services. The perception of the scheme is now one of a
highly competent cadre of individuals, able not just to count carbon and supply energy
certificates, but to control carbon and help clients to meet both their financial and corporate
social responsibility aims by reducing their carbon footprints.
For CIBSE the LCEA Register is an important mechanism for raising competence across the
industry and has become a vital component in further advancing its growing profile as an
organisation dedicated to the reduction of carbon in the UK’s building stock.

The Background
The LCEA scheme grew from the activities associated with the development of the Low Carbon
Consultants Register. The Low Carbon Consultants register was started in 2006 with the aid of a
Carbon Trust grant. Its objective was to produce a cadre of individuals with expertise in carbon
management both in the design and operation of buildings. It also offered registration to those
with expertise in building simulation. In January 2008 with the approval of CIBSE Certification’s
application to be an accreditation body for energy assessors, the existing low carbon expertise
of this group, and new applicants, were used to create a new register - The Low Carbon Energy
Assessors.
CIBSE Certification accredited individuals can be registered under the following categories:
LCC Design
LCC Operation
LCC Simulation
LCC Calculation
LCEA EPC (non-domestic only)
LCEA DEC
Air Conditioning Inspector
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Review of the Period
CIBSE continued to improve its services in 2009, CIBSE launched its APEL on-line Application at
the end of September 2009. This is designed to make the APEL process more efficient and
quicker to process, this on-line application and the new on-line payment process has helped
CIBSE Certification to fully meet the provisions of the European Services Directive.
The Low Carbon Energy Assessors have produced a very significant proportion of the EPC’s and
DEC’s delivered to date. Recipients of these services have overwhelmingly expressed their
satisfaction with the work done by LCEA’s, having the knowledge that the LCEA has been
through a thorough and rigorous training and application process from CIBSE gives confidence
that they are getting a competent and professional service has been one of the most common
comments received. A sample of recent surveys identified the LCEA’s provided a
good/excellent value of service, typical comments received on the returned surveys include,
“Excellent Value”, “The right amount of detail in the report”, “Level of detail met all of our
criteria, “The assessor conducted himself in a very professional manner”.

Membership
The majority of LCEAs were previously LCCs and most are CIBSE members. CIBSE accredits
individuals under the Approval of Prior Experiential Learning (APEL) route as CIBSE members
are building services experts whose everyday activities include design and specification of
energy using systems in buildings. They generally have the background and experience which
would make it unnecessary to take a further vocational qualification in energy assessment to
produce Energy Performance Certificates (EPCs) or Display Energy Certificates (DECs).
CIBSE has a sizable membership among local authority employees and it is from this group that
the majority of Low Carbon Energy Assessors (DECs) have come.
The Institution has a large number of members actively involved in specifying, installing or
designing air conditioning systems. It is anticipated that over time, these will provide a
significant number of applicants for accreditation as air conditioning assessors for complex
systems. Client demand has so far been low, but it is anticipated that numbers seeking
accreditation will grow as the second deadline approaches.
Low Carbon Energy Assessors are frequently accredited for more than one type of activity.

Lodgments
Most CIBSE Low Carbon Energy Assessors do not expect to carry out energy assessments full
time, but rather offer assessments as one of a portfolio of services, or in order to complete
other work already being undertaken.
The report on lodgements and assessor numbers is contained in the confidential annex.
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Those who apply for accreditation through CIBSE Certification Ltd take the following route:
1. Supply a CV and personal statement for pre-screening (Pre-APEL) using the online system
2. If successful at pre-screening, the applicant will:
2.1. Complete the On-line APEL.
2.2. Book top-up training which will allow them to comply with the knowledge of the
regulations aspects of the NOS and with CIBSE’s Low Carbon requirements.
2.3. Book training in the use of their chosen software (EPCs only).
2.4. Submit certificates from training.
2.5. Submit test DEC or test EPCs.
2.6. On-line APEL forms reviewed by an independent APEL assessor to determine
compliance with APEL requirements.
2.7. Test DEC or EPC certificates reviewed by an independent assessor to determine
acceptability.
3. If all aspects are passed the applicant will be accredited.
For the air conditioning stream the following process is followed:
1. Supply a CV and personal statement for pre-screening using the online system
2. If successful at pre-screening, the applicant will:
2.1. Complete the On-line APEL.
2.2. Book top-up training if necessary.
2.3. On-line APEL forms will be reviewed by an independent APEL assessor.
3. If all aspects are passed the applicant is provisionally approved.
4. The applicant’s first three submitted air conditioning reports will be scrutinised and if they
are deemed compliant, fully accredited status will be accorded to the applicant.
Great care is taken to ensure that only those with genuine competence and experience in the
industry are admitted to the CIBSE Certification scheme. CIBSE Low Carbon Energy Assessors
are recognised by clients as offering a high degree of experience and competence in providing
solutions which will work in practice. Therefore in addition to thorough scanning of all
applications by CIBSE Certification staff, each application is thoroughly reviewed by
independent APEL assessors, drawn from the CIBSE membership, mainly at ‘Fellow’ level, who
are familiar with the requirements for, and are often assessors for, Engineering Council
registration as well as being thoroughly conversant with the APEL regime and the National
Occupational Standard.
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Quality Assurance – Audit Procedure and Methodology
CIBSE Certification prides itself in providing a thorough and comprehensive QA system which
assures clients of receiving not only a service which is compliant with the minimum standards
set by government, but of receiving a truly first class competent service which allows them to
reduce their energy costs. The CIBSE QA scheme is divided into four areas:
Site visits to assessors premises to check their data, QA and code of conduct
management.
Desk audits to check assessor calculations and client satisfaction surveys to ensure that
clients are happy with the service they are given and have the assurance that they have
a professional institution monitoring the services they are given and will deal with any
complaints they may have.
Site visits at the clients premises to audit the actual EPC, DEC or AC
assessment/inspection.
Shadow audits of certificates to ensure that the results are correct and valid.
Each month, a sample of LCEAs is identified for auditing; this sample includes a proportion of
LCEAs who are producing large numbers of certificates and a proportion producing a medium
number. The scheme has now built-up a larger database upon which to set selection criteria, it
is possible to identify individuals based on complaints received, issues relating to EPC or DEC
grades given, and any other issues which may come to light.
In addition CIBSE Certification schedules site visits with LCEAs in order to provide a sample for
the quantified results desired by CLG. Such visits are used to observe LCEAs in action to validate
assumptions as they are made, and to provide data for re-calculation of certificates. This
recalculation is the basis for estimation of compliance with the requirement that 100% of
certificates are within the 5% and 10% ranges.
The CIBSE Certification approach to QA will:
1) Identify any issues with LCEA competence relating to their management of assessment
activity, the validity or otherwise of their assumptions, and their data entry procedure
and their competence in relation to running the calculations.
2) Objectively examine the value provided to clients.
3) Provide a targeted mechanism for identifying issues with individual LCEAs and
improving or repeating their work.
4) Ensure that LCEAs within the accreditation scheme adopt the same or at least a similar
methodology; and
5) It will also provide a means of quantified checking as required by CLG.
A fair, consistent and robust audit procedure and methodology has been implemented to
perform an examination of LCEAs and their energy certificates. Audits are conducted in real
time or retrospectively or a combination of both, and are conducted fairly, consistently,
impartially and professionally. The whole process is transparent; LCEAs are given an opening
and closing briefing on the expectations and outcomes of the audit in progress.
Documents describing the audit procedure and methodology have been entered and recorded
into CIBSE Certification management and document systems setting down the audit
methodology, audit procedures, audit program and auditors briefing.
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Quality Assurance is performed on two levels appraising the internal and external processes for
the production of energy certificates. The Internal audit process commences with the CASA
website, whilst external processes relate to actual auditing of energy assessors and energy
certificates conducted in the field retrospectively and in real-time.
Internally, the CASA system performs electronic analysis providing additional support to the
quality assurance process. The CASA lodgement facility performs primary QA checks alerting
the organisation to any major changes in the quantity of certificates lodged, re-occurring
values, trends etc. The system provides LCEAs with a free support resource; preliminary QA
testing checking the consistency of data input (assessor and building details) revealing any
errors before a lodgement is made.
Externally, the audit process is broken down into the key aspects of management systems and
energy certificate production. A set of pre-audit documents informing the LCEAs of
requirements is issued in advance of any audit. This set of documents consists of an audit
itinerary, an LCEA questionnaire and check list and feedback questionnaire to facilitate
improvements to the service offered.
An initial investigation of management systems endeavours to establish procedures and
methodologies that are used to produce energy certificates. It also reviews the organisational
structure for embedded support and resources that are dedicated to the production of energy
certificates.
Management review; who is the responsible person, how often are meetings held and
how are recommendations implemented? etc.
LCEA auditing of internal systems; does the organisation have a dedicated QA or QM
and are they ISO accredited, how often they are audited, what happens to the
recommendations? etc
Data and quality control - what procedures are in place to validate and record the
information used in the production of the energy certificate and how are these
procedures entered and recorded in the management and records systems?
Is there any evidence for the integration of EPBD systems into the organisation’s
procedures? What measures, if any, have been taken to incorporate processes and
procedures for the production of energy certificates?
Training and CPD: are there any systems in place for further training of LCEAs, new and
existing engineers i.e. graduate training programs, sponsorship? With respect to any
use of third party operatives; what is the level of training and experience expected, are
they familiar with the organisations methodology in generating DECs and EPCs? Are
adequate procedures in place to ensure any data gatherers that are used have the
necessary training and competence to obtain the required data?
Does the LCEA or the organisation have an existing complaints procedure in place to
professionally and amicably deal with customer concerns; for continuity and
consistency, can EPBD procedures be incorporated into this system?
Quality management systems and document control: LCEAs are advised to record the
procedures and methodologies they have developed for the production of energy
certificates and enter them into the management system. This process extracts tacit
procedures and routines which, when fully developed, become the organisation’s
approved method for the production of energy certificates.
EPC evidence validation procedure. This includes confirmation of the data file which
comprises the LCEA’s body of evidence i.e. survey or site notes, photographs, drawings,
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mechanical and electrical schematics, installed plant and equipment occupancy and
activity surveys etc. An audit trail is sought to authenticate the origin of the
information and how it applies to the energy certificate in question.
Electronic record validation. After examining the LCEA’s evidence for the production of
an energy certificate the LCEA is requested to run the software tool used with the
building description, seasonal efficiencies, plant and equipment, U values, fan power,
zoning methodologies etc. This process searches for an acceptable level of consistency
for the evidence gathered ensuring evidence used been interpreted and entered in the
correct way into the software tool to generate an accurate output.
Codes of practice - EAs are reminded of the importance of maintaining the standards of their
profession including the CIBSE LCEA and the Engineering Council Codes of Conduct and
Practice. They should make all in-house teams aware of the Code of Practice and have copies
readily available. The Code of Practice should also be communicated to any third parties
commissioned by the LCEA to contribute to the production of energy certificates.
Ethics: LCEAs are also alerted to the need for the production of energy certificates in a truthful,
honest and accurate fashion. It is recognised that LCEAs will sometimes be under pressure from
clients to adopt a particular approach to their assessment and they are encouraged to use the
engineering code of practice and the LCEA Code of Conduct to endorse their personal ethics.
Some organisations prior to the introduction of the EPBD had embedded CSR and ethics
statements issued to staff and clients. This facility has in many instances been extended to
incorporate need to produce energy certificates ethically and professionally.

All LCEA’s are asked to carry out customer satisfaction surveys and the results are reviewed
during our QA audits, evidence is recorded in the audit report that is created by the QA team
that surveys are being completed and returned to the LCEA. The results show that in general
clients are very pleased with the outcome of their assessment/inspection as the process
identifies where savings can be made in relation to energy consumption that may well not have
been identified now or in the near future. Having the knowledge that the LCEA has been
through a thorough and rigorous training and application process from CIBSE gives confidence
that they are getting a competent and professional service. A review of recent surveys
identified that CIBSE LCEA’s provided a good/excellent value of service (see review of period).
2009 was a year in which CIBSE Certification invested further in new technologies and
resources to ensure smooth and efficient levels of customer service. The focus was on
developing an infrastructure which allowed the certification department to bypass possible
system failures and offer a more consistent level of service with faster, more accurate
processing of applications.
*A sample QA report and QA summary is attached in the confidential annex for review by CLG.
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CIBSE Certification Support - Email Management System (EMS):
Customer response – E-mail enquiries / software applications
CIBSE Certification’s email management system adds efficiency to the way it manages and
responds to email from assessors. All incoming messages are received by a central email server
where they are assigned and routed to the appropriate person or department using rules and
conditions that reflect the workflow and processes. By this means CIBSE Certification aims to:
• Improve response time.
• Improve response quality by the use of templates, pre-set answers and seamless access to
articles in our FAQ/knowledgebase which will also ensure that responses are accurate and
consistent.
• Tracking tools prevent messages from getting lost (and keep customers from getting
frustrated while waiting for replies).
Designed and encoded for busy customer service organizations, CIBSE Certification’s EMS
routes, tracks and delivers customer correspondence quickly and efficiently.
LIVE Support: Instant Chat & Screen-Mirror Service
Using Screen-Mirror, CIBSE Certification staff users can easily share their screen through the
user's web browser, guiding them through a complex task or perhaps giving a presentation. No
third party software is required for a client to view the desktop of a staff user's PC in real time.

Issues raised by clients in relation to the CIBSE Certification scheme have so far centred on the
time taken to accredit individuals. The new systems outlined above have been put in place to
address these issues. Formal customer satisfaction surveys will take place in the next few
months in order to establish whether they have been effective and what further steps, if any,
are required.
Customer Communication Statistics
Description
2008 2009
Support Requests

Total E- mails

Chat
Conversations

1228

4498

895

1756

Total
software
use
and
installation/CASA/FAQ’s
Closed Cases In less than 4-hours

261

1850

Closed Cases In less than 8-hours

72

892

Closed Cases After 24-hours

10,087 14449

5 Hours - Average Response Time

722

3216

Number of Users

238

519

Virtual Customer Support

6 min

8 min

Average time taken
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Finance
The financial report is sited within the confidential annex.
In its second year of operation the scheme is in profit. However, there is some uncertainty
about predictions of future performance because of the unpredictable economic environment
in 2009. The fierce competition to provide low cost certification which can price professional
highly competent LCEA accredited by CIBSE out of the market, and the relatively low level of
compliance which may or may not be countered by enforcement activity in 2010 will also have
an impact.
CIBSE views the LCEA as an important mechanism for raising competence across the industry
and for providing a much needed cadre of competent persons who can play an active role in
reducing the carbon emissions of the UK. Therefore it is content to continue to invest in the
LCEA scheme.
The Low Carbon Consultants register, which is not directly related to the LCEA register, has
performed much more strongly than had been anticipated and it is hoped that this Register of
senior advisers on carbon matters will continue to have a major place in the offering to clients
in 2010.

The Future
CIBSE Certification will work to maintain the position of the scheme, continuing to raise the
profile of CIBSE LCEAs and to fully service the needs of existing LCEAs with ongoing support and
development opportunities.
These activities will be more important than ever as it now looks likely that the property
market will remain depressed for the next year or so. As cost is likely to be a major factor for
clients within this period and will impact heavily on their procurement decisions, it is
anticipated that there will be an increase in the demand for lowest possible cost DECs and EPCs
meaning that CIBSE LCEAs must provide proven added value wherever possible.

The harsh economic environment has affected the general level of compliance especially where
the cost of getting a certificate is higher than any possible fine for not having one.
It is clear that Low Carbon Energy Assessors and Low Carbon Consultants are ready and able to
make a major impact on the carbon emissions of buildings and are highly committed to doing
so. However, they recognise that there will be a need to take on a range of work under the
current circumstances.
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In addition to this in 2009 CIBSE Certification have implemented the following:
Improved and more fully automated systems in order to provide a fast and effective
mechanism for processing applications in order to reduce the time taken to accredit
competent individuals.
Work is underway to provide smooth processes for those wishing to lodge certificates
for properties in Wales, Northern Ireland and Scotland.
Fully automated e-payment process available to all applicants.

Who’s who?
Jacqueline Balian, Managing Director of CIBSE Certification
Phil Clare, Certification Manager
Ratija Chitnavis, Deputy Certification Manager
Chris Bowser, Consultant
Henry Hubbard, QA Manager
Ying Chen, QA Manager
Stewart Gilmour, Head of Finance

Contact Details
The Charted Institution of Building Services Engineers (CIBSE)
222 Balham High Road
London
SW12 9BS
020 8673 5211
www.cibse.org
www.cibseenergycentre.co.uk
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