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3.0 Acronyms and definitions 
BA Bright Actions project 

BHG Basic Household Goods is the package of goods, including households 

appliances, which newly arrived refugees are given as part of their 

settlement package under the Humanitarian Settlement Program. Items 

provided include a refrigerator, washing machine, space heater, blankets, 

beds and bed linen. 

BB Bulk buy process where a discount is provided through the existing Good 

to Go Now Scheme provided by the Good Buys appliance retailer for 

energy efficient major appliances. 

Bright Beginnings Original name of the Bright Actions Project. 

Consortia The three organisations partnering to deliver the Bright Actions project 

being QCOSS, MDA Ltd and MEFL. 

Consumption Data Electricity data about how much electricity was consumed at the property 

of the household participating in the home visit. 

CSIRO Commonwealth Scientific and Industrial Research Organisation - 

responsible for the data analysis of the LIEEP projects on behalf of the 

department. 

CSW Cultural Support Worker - employee of MDA on a contracted basis to 

provide language and cultural support when needed. 

Department Commonwealth Department of Industry and Science - LIEEP funding body 

and contract manager. 

EE Energy Efficiency 

Energy Productivity Energy conservation is achieving the same outcome with less energy. 

However, energy productivity achieves a greater outcome with a 

decrease, the same amount or a less than proportional increase in energy. 

In the context of Bright Actions, the outcomes we are trying to create are 

lower costs, increased quality of life and less energy used in the home. 

EPW 

 

 

Good to go now 

scheme ς The Good 

guys 

 

Energy Project Worker - Employee of MDA working directly on the Bright 

Actions project delivering the energy efficiency workshops, home visits 

and follow-up phone calls. 

Originally introduced to support the now closed Home Energy Savers 

{ŎƘŜƳŜ όI9{{ύΣ ǘƘŜ DƻƻŘ ǘƻ Dƻ bƻǿ {ŎƘŜƳŜ ƛǎ ǇǊƻǾƛŘŜŘ ōȅ Ψ¢ƘŜ DƻƻŘ 

DǳȅǎΩ ŜƭŜŎǘǊƛŎŀƭ ŀƴŘ ŀǇǇƭƛŀƴŎŜ ǊŜǘŀƛƭŜǊΦ bŜǿ ǿƘƛǘŜ ƎƻƻŘǎ ǘƘŀǘ ŀǊŜ ŀǘ ƻǊ 

near the top energy rating (3.5 stars or more for fridges for example) are 

provided at a bulk discount rate and with free delivery regardless of 

location. These appliances have a greater up front cost but save 

householders money in the long term through lower energy use costs. 
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Ψƛƴ ƭŀƴƎǳŀƎŜ ŀƴŘ 

ŎǳƭǘǳǊŜΩ 

Providing the service in the first language of the participant and with 

ǊŜƎŀǊŘ ǘƻ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ŎǳƭǘǳǊŀƭ ŎƻƴǘŜȄǘΦ 

LIEEP Low Income Energy Efficiency Project - A group of trial projects funded by 

the Department of Industry and Science to trial different approaches to 

reducing energy consumption in low income households. 

MDA MDA Ltd (Formerly Multicultural Development Association) - Bright 

Actions consortia partner organisation. 

MEFL Moreland Energy Foundation Ltd - Bright Actions consortia partner 

organisation. 

NILS No Interest Loan Scheme administered by Good Shepherd Microfinance. 

NILS/BB Activity of Bright Actions designed to provide access to a No Interest Loan 

and a bulk purchased energy efficient major appliance at a discounted 

rate. 

NMI National Meter Identifier - used to identify the specific electricity meter 

for gathering consumption data from a dwelling. 

QCOSS Queensland Council of Social Service - Bright Actions consortia partner 

organisation. 

Refugee ! ǊŜŦǳƎŜŜ ƛǎΣ ŀŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ ¦ƴƛǘŜŘ bŀǘƛƻƴǎΣ άǎƻƳŜƻƴŜ ǿƘƻ Ƙŀǎ ŦƭŜŘ 

their country of origin and is at risk of persecution because of race, 

religion, political opinion, nationality, or membership of a particular social 

group. Persecution usually means execution, torture, imprisonment 

without trial, mistreatment and/or other seriouǎ ŘŜƴƛŀƭ ƻŦ ǊƛƎƘǘǎέΦ 

Refugee People Term used to indicate people who have been a refugee at some point in 

their lives 

  

  

  



Bright Actions ς the energy to save  
 

 
Page 10 /  April 2016 Final Report of the Bright Actions project 

10 
 

4.0 Executive summary 
Queensland Council of Social Service (QCOSS), the Multicultural Development Association (MDA) 

and Moreland Energy Foundation (MEFL) partnered to deliver Bright Actions, a Low Income Energy 

Efficiency Program (LIEEP) project designed to improve the energy productivity of low-income 

households from a refugee background in Queensland. 

Bright Actions focused on helping people from refugee backgrounds by increasing their knowledge 

of energy-efficiency practices and improving their understanding of the financial impacts of energy 

and appliance choices to achieve behaviour change.  

A key feature of Bright Actions is that it engaged with households who have a limited history of 

energy use in Australia. This means most households had relatively low usage as they were in the 

process of establishing their homes and settling in Australia. The project trialled four different 

approaches across multiple locations in Queensland where refugee communities have settled, 

including: a personalised home visit, energy-efficiency workshops, inserting energy-efficiency 

information into the Life Skills Orientation Program undertaken by all new arrivals to Australia, and 

facilitating access to the No Interest Loan Scheme (NILS) and a bulk buy scheme for energy-efficient 

appliances.  

The home-visit approach was the most effective mechanism for building knowledge and achieving 

tangible reductions in energy bills for refugee households. The home visit enabled energy-efficiency 

information to be provided one-to-one, using practical observation and demonstrations of energy-

efficient behaviours in the home. The project conducted 1,767 home visits achieving measurable 

savings averaging $363 per household over five years. Importantly, 74 per cent of home visit 

participants surveyed after six months reported sharing energy efficiency knowledge with others in 

their community thereby extending the reach of this program and its benefits to a much wider 

audience of households. Seventy nine per cent also reported that they had changed their behaviour 

as a result of the information provided and case studies were collected which demonstrated benefits 

including the identification of appliance faults and access to beneficial programs such as Centrepay 

and hardship assistance.  

A total of 3,093 participants attended Bright Actions energy-efficiency workshops, which were 

trialled as another cost effective way to engage large numbers of people from a refugee background. 

¢ƘŜǎŜ ǿƻǊƪǎƘƻǇǎ ŀƛƳŜŘ ǘƻ ƛƴŎǊŜŀǎŜ ǇŀǊǘƛŎƛǇŀƴǘǎΩ ŜƴŜǊƎȅ-efficiency knowledge and, knowledge of 

and access to assistance programs. Due to limitations in data collection it is difficult to determine 

whether these sessions resulted in long-term behaviour change or tangible energy-efficiency 

improvements in the home. The effectiveness of the workshops varied depending on the number of 

participants, the mix of cultural and language needs, literacy levels of the participants and length of 

time they had been settled in Australia. 

Energy-efficiency information was included in 35 Life Skills Orientation Program classes attended by 

497 people. This approach was designed as a way to deliver energy-efficiency information in the very 

earliest interactions refugees had with their settlement agency after their arrival in Australia. The 

purpose of this approach was to put in place positive energy behaviours prior to households 

receiving their first energy bill. Like the energy-efficiency workshops it is difficult to determine 

whether this increased awareness resulted in long-term behaviour change or tangible energy-

efficiency improvements in the home. 
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Bright Actions also trialled an approach to facilitate access to NILS and a bulk buy discount for people 

from a refugee background to purchase energy-efficient appliances. This approach involved 

providing information and assistance to enable people to access the existing NILS and the Good to 

Go Now bulk buy program. Cultural and language support were a crucial component of this activity.  

Fifty clinics were held for interested participants, they were attended by 146 people, and resulted in 

70 loan approvals (with a value of $60,069) for the purchase of 30 major energy-efficient appliances. 

Overall, the mix of trial approaches supported each other well, with the workshops and Life Skills 

Orientation Program offering opportunities for recruitment into home visits and NILS. The project 

achieved the best outcomes and tangible results through home visits, with face-to-face 

communication, observation of the home environment and demonstrations of how to use 

appliances proving much more effective for the target audience than the theoretical approach 

necessary in a workshop setting. 

Many people from a refugee background have spent years in refugee camps and may have 

originated from countries with very different social and structural systems from Australia. Engaging 

with people from more than 20 countries, speaking upwards of 40 languages, the success of the 

Bright Actions project was in delivering energy-efficiency services through face-to-face service 

delivery in ǇŀǊǘƛŎƛǇŀƴǘǎΩ first language and cultural context. Importantly, all interactions were 

undertaken in ǇŀǊǘƛŎƛǇŀƴǘǎΩ ǎǇƻƪŜƴ language and with respectful engagement and recognition of 

cultural context. 

Bright Actions has identified the need for a program in Queensland that focuses on building both 

energy literacy and energy-efficiency knowledge in low-income households, with specific support for 

people from Culturally and Linguistically Diverse (CALD) backgrounds. Future services should have 

the flexibility to assist people with a range of energy needs, including identifying faults or poor 

quality appliances, connecting people with concessions and NILS, and advocating on behalf of people 

to address issues with their retailer, such as negotiating payment plans or securing a better energy 

deal. This type of program could be delivered by trusted community service agencies who have 

existing relationships with the target group and facilitated by referrals from retailers, Centrelink, 

general community services or emergency relief services to ensure assistance is available to this 

particularly vulnerable group of low income households. 
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5.0 List of Recommendations 
The following recommendations are made in relation to each of the four trialled approaches. 

General 

1. Investment is required in interpreting and translation services across all existing and 

emerging language and cultural groups 

Home Visits 

Policy level recommendations 

2. Introduce and incentivise minimum standards for energy and water efficiency for private 

rental market 

3. Introduce requirement for community and public housing stock to be compliant with energy 

efficiency standards with an associated program of retrofit or renewal to remedy non-

compliance 

4. Establish policy to prevent energy retailers, distributors and landlords from recouping supply 

costs for utility services that are not in use by tenants (including solar power purchase 

agreements) 

Program level recommendations 

5. A program of home visits be introduced to provide general energy and specific energy-

efficiency advice and knowledge to people from a refugee background 

6. That household goods packages for newly arrived people under the Humanitarian 

Settlement Service be prepared with due regard to energy efficiency, household 

composition and need 

7. That all home based services delivered to people from a refugee background have access to 

a pool of language and cultural supports 

Access to concessions 

8. A review of current utilities related concessions across jurisdictions with regard to eligibility, 

inclusions, unintended barriers to access, application processes and process for appeal and 

re-application 

Awareness raising recommendations 

9. Targeted training and information to community and public housing organisations and their 

clients with regard to the impact of utility (multiple) costs on housing affordability 

10. Ensure energy literacy and energy efficiency information is available to all tenants in a 

timely, accessible form. 

11. Targeted training to reach highly vulnerable tenants, including people from a refugee 

background, with regard to ǘŜƴŀƴǘǎΩ rights and the role of the RTA 

12. Targeted training to electricity retailer customer service staff (including sales, general 

inquiries and hardship teams) with regard to the importance of language and culture 

support  

Administrative Processes 

13. Streamlining of documentation and provision of direct support (language and culture) for 

completion of forms and accessing concessions, services and hardship programs 

NB preferred sources of support include Neighbourhood Centres, Emergency Relief 

organisations, financial counsellors and NILS providers 
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Energy Efficiency Workshops 

14. Workshops should be small (max 8) and targeted to single language groups where 

interpretation required 

15. Workshops should be conducted in a home environment where possible, and tailored 

according to length of residency, level of literacy and the level of formal educational 

experience of the participants 

Life Skills Orientation Program 

16. Basic energy information be included in all Life Skills Orientation Programs for newly-arrived 

refugees with regard to cost of using electricity, water and gas supplied to their home, 

arrangements for connection and payment, and strategies for managing usage and costs. 

NILS/bulk buy Scheme 

17. Funding be provided to continue to support the NILS/bulk buy service for people from a 

refugee background at a minimum $50,000 per annum 

18. Face-to-face language and cultural support be provided for NILS providers to draw upon to 

assist in applications from people from a refugee backgrounds 
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6.0 Introduction 
Bright Actions was instigated to breakdown the significant cultural and language barriers that 

prevent people from a refugee background developing energy-efficiency knowledge and behaviours. 

The primary strategy to achieve this was to deliver a practical face-to-face service to people in their 

spoken language and with respectful engagement and recognition of cultural context.  

 The project trialled four different approaches to improve the energy efficiency of refugee 

households that addressed slightly different needs. The four approaches were: 

1. Home visits: Personalised one-on-one energy-efficiency information was delivered to people 

from a refugee background in their own home. Information was tailored to their specific 

circumstances and provided in their dominant language and cultural context. This activity was 

targeted towards people who had been settled into long-term housing and been in Australia 

more than six months. Home visits included a free showbag of small energy-efficiency items 

(up to $30 value). This activity was the primary activity of the project and was expected to 

yield the greatest results. 

 

2. Energy efficiency workshops: Energy-efficiency information was provided to people from a 

refugee background in a group setting as part of a tailored workshop. The workshop was 

delivered in ǇŀǊǘƛŎƛǇŀƴǘǎΩ dominant language and cultural context. This activity was targeted 

towards people who had been in Australia for more than three months and was designed to 

recruit participants for the home-visit activity. 

 

3. Life Skills Orientation Program: Energy-efficiency information was provided to refugee 

households as part of the Life Skills Orientation Program that all refugees undertake in the 

initial stages of setting in Australia. The energy-efficiency component of the workshop was 

small and was designed to raise their awareness of energy-efficiency as an issue. The 

workshop was delivered in ǇŀǊǘƛŎƛǇŀƴǘǎΩ dominant language and cultural context. This activity 

was designed to target people who had been in Australia for fewer than three months to 

recruit participants for both the workshop and the home visit. 

 

4. No Interest Loan Scheme/bulk buy scheme: This activity was designed to address the needs 

of people who were unable to overcome cost barriers to improving the energy-efficiency level 

of major appliances in the home, specifically refrigerators and washing machines. It targeted 

people from a refugee background who had been settled in Australia for more than six 

months and people (such as those with an asylum seeker status) who faced significant barriers 

to accessing credit. A clinic model was designed to provide information and support for people 

in applying for a no interest loan and choosing an energy-efficient appliance.  These clinics 

were ǇǊƻǾƛŘŜŘ ƛƴ ǇŀǊǘƛŎƛǇŀƴǘǎΩ dominant language and cultural context. Participants were 

provided with access to a bulk buy service to achieve savings on the upfront cost of a new 

major appliance as part of the model. Referrals were predominantly identified and made 

through the home-visit activity. 

The Bright Actions project is a collaborative partnership between the Queensland Council of Social 

Service (QCOSS), the Multicultural Development Association (MDA) and the Moreland Energy 

Foundation (MEFL).  
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Bright Actions assisted low-income people from a refugee background understand energy efficiency 

and provided opportunities for refugee households to adopt energy-efficient technology and 

behaviours along their settlement journey in Australia. 

Bright Actions worked in close collaboration with MDA staff, leaders of refugee communities and 

refugee community members across multiple sites, and targeted people from a diverse range of 

cultural and language groups residing in Brisbane, Ipswich, Toowoomba, Rockhampton and Biloela. 

The purpose of the Bright Actions (initially called Bright Beginnings) project is as follows: 

1. To understand the barriers, behaviours and cultural factors that affect energy efficiency within 

refugee communities and the most effective interventions. 

2. To provide energy-efficiency information and advice in a culturally appropriate and respectful 

way to reduce the trajectory of energy use in refugee households as they establish their homes 

and lives in Australia. 

3. To increase the physical comfort of refugees in the home and decrease energy-related financial 

stress experienced by refugee households. 

The consortium brought a comprehensive mix of skills and expertise in servicing the refugee 

community, training in household energy efficiency, and data monitoring and evaluation, to deliver 

four activities aimed at improving the energy efficiency of low-income refugee households and 

collect data to measure which activity, or combination of activities, has had the greatest impact. This 

analysis is provided in this report and will be used to inform future policy and program design. 

The roles of the consortium partners were: 

¶ Queensland Council of Social Service (QCOSS) τ lead partner and project manager 

¶ Multicultural Development Association (MDA) τ primary service delivery  

¶ Moreland Energy Foundation (MEFL) τ training provider and data collection design and 

management.  

The project was funded in the first round of ŦǳƴŘƛƴƎ ŦƻǊ ǘƘŜ /ƻƳƳƻƴǿŜŀƭǘƘ DƻǾŜǊƴƳŜƴǘΩǎ [ƻǿ 

LƴŎƻƳŜ 9ƴŜǊƎȅ 9ŦŦƛŎƛŜƴŎȅ tǊƻƎǊŀƳ ό[L99tύ ŀƴŘ ǎǳǇǇƻǊǘŜŘ ǘƘŜ [L99t ǇǳǊǇƻǎŜ ƻŦ Ψidentifying the 

barriers to energy efficiency for low income households and gathering data to inform future policies 

and programmes to assist low income households become more energy efficientΩΦ 

Officially the Bright Actions project began in June 2013, with the bulk of service delivery in refugee 

communities taking place between February 2014 and March 2016. 

Total funding for the project was $3,338,223, primarily through the Commonwealth Government 

with co-contributions (non-financial) provided by the consortium as per the following table: 

Table 1 Funding table 

Commonwealth Government $3,189,546 

MDA Ltd $102,267 

QCOSS $32,010 

Moreland Energy Foundation $15,000 

Total $3,338,823 
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Bright Actions sought to address the LIEEP objectives specifically for people from a refugee 

background. Each activity was in keeping with the language and culture of individual participants 

whenever possible and appropriate, with a strong focus on ensuring culturally-sensitive and 

respectful service delivery. 

This project was delivered across different locations in Queensland with growing refugee 

communities.  These areas were Brisbane, Ipswich, Toowoomba, Rockhampton and Biloela. Each of 

these approaches was designed to address one or more of the following objectives: 

¶ to increase energy-efficiency knowledge within the refugee community 

¶ to allow more informed decisions on energy use in the home 

¶ to facilitate more energy-efficient appliances in refugee homes 

¶ refugees sharing knowledge with others 

¶ to increase knowledge of and access to assistance programs 

¶ to reduce trajectory of energy consumption 

¶ to increase physical comfort 

¶ to reduce energy-related stress 

Importantly, Bright Actions sought to improve energy efficiency in terms of productivity, rather than 

conservation. This is an important distinction, as many households who participated in Bright Actions 

were newly-arrived to the country and may therefore have increased their energy usage overall as 

they purchased appliances to set up their households in Australia. The aim is therefore not to avoid 

energy use increasing, but to improve energy productivity as energy use increases, so that 

participants are able to achieve greater outcomes with the energy used than they would have 

without any intervention. 

The primary barriers being addressed by the project are information failure and behavioural 

constraints which prevent people who have entered Australia as refugees from improving their 

energy efficiency. People from a refugee background face significant communication barriers which 

prohibit them from meaningfully engaging in mainstream community services, government 

programs and complex markets such as electricity. They are therefore at risk of missing out on 

important information required to settle in Australia successfully. Bright Actions aimed to overcome 

these constraints by providing information face-to-face in ǇŀǊǘƛŎƛǇŀƴǘǎΩ spoken language and with 

respectful engagement and recognition of cultural context.  

The approach was to support participants to make decisions that would minimise their energy use as 

they establish households in Australia, while increasing their understanding of energy use.  

6.1 Target group 
Bright Actions targeted low-income people from a refugee background residing in the areas of 

Queensland with large refugee communities.  These were Brisbane, Ipswich, Rockhampton, 

Toowoomba and Biloela. 

Participants were ǊŜŎǊǳƛǘŜŘ ƭŀǊƎŜƭȅ ǘƘǊƻǳƎƘ a5!Ωǎ ŜȄƛǎǘƛƴƎ ŎƘŀƴƴŜƭǎΦ a5! ǎŜǘǘƭŜǎ ƴŜǿƭȅ-arrived 

refugees in the target areas and supports them with a wide range of services. A critical part of 

service delivery to this target group is recognising the significant levels of diversity within refugee 

communities along cultural, educational, ethnic, linguistic, religious and political lines.  
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It is important to understand the unique attributes of this particular target group. A refugee is, 

ŀŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ ¦ƴƛǘŜŘ bŀǘƛƻƴǎΣ άsomeone who has fled their country of origin and is at risk of 

persecution because of race, religion, political opinion, nationality, or membership of a particular 

social group. Persecution usually means execution, torture, imprisonment without trial, mistreatment 

and/or other serious denial of rightsέΦ 

People with a refugee background may be ǎǳǎǇƛŎƛƻǳǎ ƻŦ ǿƘŀǘ ǘƘŜȅ Ƴŀȅ ǎŜŜ ŀǎ ŀ ΨƎƻǾŜǊƴƳŜƴǘ-

ǊŜƭŀǘŜŘΩ ǎŜǊǾƛŎŜ ōŜŎŀǳǎŜ ƻŦ their pre-arrival trauma and past experiences. An essential part of this 

project has been to respect the country of origin, language and cultural needs to build trusting 

relationships with people in a respectful way. 

There were some changes made to the target group in response to recruitment challenges that 

emerged during the project. Commonwealth Government policy changes during the life of the 

project resulted in a decrease in the number of refugees being settled in Queensland by MDA. In 

December 2015 it was agreed to expand the eligibility criteria to include people from a Culturally 

and Linguistically Diverse (CALD) background and people from other regions across Queensland. 

This change was approved in the final three months of service delivery, which also coincided with 

the school holiday period (December 2015 through to February 2016). As such, very few non-refugee 

CALD households were recruited to the project and did not affect the data in any statistically 

significant way. 

6.2 Rationale for the project 
Household electricity prices in Queensland have risen in real terms by 87 per cent since 2006-07 

(Queensland Productivity Commission Electricity Price Inquiry Draft Report, March 2016). In 2014-

15, a record high of 29,692 Queensland households were disconnected for not paying an electricity 

bill and, as at the June 2015, over 15,000 households were managing their bills under a hardship 

program arrangement with their retailer. Electricity costs have become a significant cost-of-living 

pressure for many Queensland households on low incomes. 

MDA provides a large range of settlement needs for newly-arrived Humanitarian Entrants, as part 

of !ǳǎǘǊŀƭƛŀΩǎ ŀƴƴǳŀƭ моΣтрл ¦bI/w (The Office of the United Nations High Commissioner for 

Refugees) intake. Through this work, a5! ƻōǎŜǊǾŜŘ ƭŀǊƎŜ ƭŜǾŜƭǎ ƻŦ ŜƭŜŎǘǊƛŎƛǘȅ Ψōƛƭƭ ǎƘƻŎƪΩ ŀƴŘ 

significant numbers of clients struggling to pay their utility bills.  

MDA case managers identified a number of newly-arrived households who were experiencing 

financial hardship and struggling to reduce their energy use in the home, as well as access 

concessions and other assistance to manage the significant rise in costs of utility bills in Queensland.  

While MDA case managers attempted to assist clients with energy matters they were not specifically 

trained to understand energy efficiency or the energy market more broadly. They also face very 

short settlement timeframes and must meet the most pressing basic settlement needs of newly-

ŀǊǊƛǾŜŘ ƘƻǳǎŜƘƻƭŘǎΦ Lǘ ǿŀǎ ŎƭŜŀǊ ǘƘŀǘ a5!Ωǎ ǿƻǊƪŜǊǎ ƭŀŎƪŜŘ ōƻǘƘ ǘƘŜ ǘƛƳŜ ŀƴŘ ŜȄǇŜǊǘƛǎŜ ǘƻ ŀǎǎƛǎǘ 

households with energy-related needs as part of the existing settlement service. 

At the same time many community services organisations that provide emergency relief reported 

being inundated by people, including refugees, seeking financial help to pay their bills. 
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A key feature of Bright Actions is that it engaged with households who had no history of energy use 

in Australia, and potentially little or no experience of managing energy usage in a home or buying 

and using electrical appliances.  As newly-arrived refugees, the households targeted by Bright 

Actions were facing numerous challenges of settling into a completely foreign culture and having to 

navigate the complexities of the number of systems that operate within our communities. The aim 

of this project was to enhance settlement services by providing information to support to refugee 

households improve their energy efficiency, in a way that is culturally appropriate and respectful of 

the experiences of people from a refugee background. 

Case study one - Typical story of the settlement process 

Ester*  and Justine*  arrived in Australia in 2010 with their six children ranging from seven to 18 years 

old. They had been living for seven years in a large refugee camp in Kenya. They were from South 

Sudan. Three of their children were born in the refugee camp. They lived in a small mud hut within a 

compound with no running water or electricity. Ester used to collect wood for cooking from outside 

the camp boundaries for his family, as this was very dangerous for women and young girls due to the 

rebels hiding in the forest. Night times were particularly dangerous as the rebels would come and 

steal food, their belongings and sometimes abduct young boys to become child soldiers.  Fleeing their 

country by foot during a civil war as well as living within the camp, they had witnessed and 

experienced traumatic events.   

Once they were accepted by Australia they received UNHCR travel papers and arrived in Brisbane 

with one suitcase between the eight of them. They were met at Brisbane Airport by a Refugee 

Settlement Service and taken to temporary accommodation, with basic furniture, bedding, a 

refrigerator and cooking items. They were given a hamper of food and shown how the appliances 

worked. They were also given some cash and a mobile phone, and their settlement needs were 

assessed and prioritised.   

The following needs were identified: 

1. The family would need warm clothes, as it was winter 

2. The whole family would need medical check-ups 

3. They would be registered with Centrelink and Medicare 

4. A bank account would be opened, they would be given a bank card and shown how to use an 

ATM 

5. The children would be enrolled into different schools 

6. Ester and Justine would be enrolled into TAFE for an Adult Migrant English Program  

7. Justine would be referred to the Queensland Program of Assistance to Survivors of Torture 

and Trauma counselling 

8. The family would be shown how to use public transport and where to go shopping 

9. They would be enrolled to attend Life Skills Orientation workshops at MDA 

10. They would be assisted to secure stable and affordable housing and be given basic household 

goods, and shown how to use appliances in the home 

11. They would be linked in with their community or community leader 

12. They would also need an MDA Family Match Volunteer to visit them once per week 

The most basic of these needs were addressed the following day when they were picked up and 

assisted by their community guide.  Within two weeks the remaining settlement needs were provided 

by housing workers, other case managers, community guides and often a community support worker 

(CSW) to provide language support services.  *names changed 
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7.0 Trial methodology 
The foundation principle of the Bright Actions project was to build energy-efficiency knowledge and 

skills in people from a refugee background through face-to-face service delivery that was undertaken 

in ǇŀǊǘƛŎƛǇŀƴǘǎΩ ǎǇƻƪŜƴ language and with respectful engagement and recognition of cultural 

context.  

As noted above, four face-to-face approaches were trialled.  These were home visits, energy 

efficiency workshops, energy-efficiency information inclusion into the Life Skills Orientation 

Program, and a NILS/bulk buy scheme. 

Each activity sought to achieve increased energy-efficiency knowledge to people from a refugee 

background in different ways and at different points in their settlement journey. The four activities 

were designed to address one or more of eight objectives as per the below table. 

Table 2 - Objectives of the Bright Actions project being addressed by each of the activities 

 
 
Objective 

Home 
visits 

Energy-
efficiency 
workshops 

Life skills 
orientation 
program 

NIL/Bulk 
buy scheme 

1. Increase energy-efficiency 
knowledge within the 
community 

V V V V 

2. Allow more informed 
decisions on energy use in the 
home 

V    

3. Facilitate more energy-
efficient appliances in refugee 
homes 

V   V 

4. Sharing knowledge with 
others 

V    
5. Increased knowledge of and 

access to assistance programs 
V V V V 

6. Reduced trajectory of energy 
consumption 

V V   
7. Increased physical comfort 

V    
8. Reduce energy related stress 

V    
The approaches were delivered by five bilingual Energy Project Workers (EPWs) who were recruited 

by MDA and trained in energy efficiency by Moreland Energy Foundation to deliver the project. The 

EPWs underwent intensive training on all aspects of their role as an EPW at the beginning of the 

project, with additional training throughout the project.  
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Each of the EPWs were familiar with several different cultural communities and spoke a number of 

languages, which were largely aligned with the main languages of the largest refugee groups being 

settled in Queensland by MDA at the time of project commencement. These included: 

¶ Afghanistan ς Hazaragi, Dari, Pashto, Urdu, Farsi.  

¶ Burma/Myanmar ς Rohingya  

¶ Congo ς Swahili 

¶ Iran ς Persian/Farsi, Dari  

¶ Bhutan ς Nepalese 

¶ Somalia ς Somali 

¶ Sri Lanka ς Tamil, Sinhalese 

¶ Sudan ς Dinka, Swahili 

¶ South Sudanese ς Arabic, Madi, Acholi, Bari, Classical Juba ς Arabic, Moru 

Participants ǿŜǊŜ ǊŜŎǊǳƛǘŜŘ ƭŀǊƎŜƭȅ ǘƘǊƻǳƎƘ a5!Ωǎ ŜȄƛǎǘƛƴƎ ŎƘŀƴƴŜƭǎΦ a5! ǎŜǘǘƭŜǎ newly-arrived 

refugees in Brisbane, Rockhampton and Toowoomba and supports their clients with a wide range of 

services. They have a strong language and cultural support model in place, including access to a vast 

pool of Cultural Support Workers (CSWs) who speak more than 50 languages, and who were booked 

to accompany the EPWs where additional cultural skills and language support was required. 

The logic model created as part of the project planning process outlines the project in terms of its 

inputs, activities, outputs, outcomes and impact and is attached (Attachment A ς Logic model). 

7.1 Trial approach 1: Home visits 
The home visits were the primary trial approach for this project and aimed to improve energy-

efficiency knowledge and achieve behavioural change to reduce the trajectory of energy 

consumption for the household. This trial approach also sought to break down the barriers that 

prevent people from a refugee background from gaining energy-specific knowledge and 

meaningfully engaging in the range of relevant services and assistance programs that may be 

available to help them manage their energy costs. 

Home visits were conducted by EPWs and were expected to take one to two hours. They were 

ŎƻƴŘǳŎǘŜŘ ǿƛǘƘ ŀ άshow me, tell meέ ŀǇǇǊƻŀŎƘ ǿƘŜǊŜ ǘhe EPW was able to observe and 

ŘŜƳƻƴǎǘǊŀǘŜ ǘƻ ŜȄǇƭŀƛƴ ǘƘŜ ŎƻƴŎŜǇǘǎ ǇǊŀŎǘƛŎŀƭƭȅ ƛƴ ǘƘŜ ŦŀƳƛƭƛŀǊ ŎƻƴǘŜȄǘ ƻŦ ǘƘŜ ǇŜǊǎƻƴΩǎ ƭƛǾƛƴƎ 

environment. 

Home visits were conducted in the language and appropriate cultural context of the participant 

household ς either by the EPW who spoke the language or by the EPW with assistance from a CSW 

acting as an interpreter. CSWs were generally present for the home visit; however, phone 

interpreters were occasionally used if the EPW was unable to source an interpreter (for some 

uncommon language groups) or when a phone discussion was required with an energy retailer. 

A visual, pictorial-based flyer was explained and left with the participant which summarised key 

concepts of energy efficiency, including heating in winter, cooling in summer, lighting, hot water use, 

drying clothes and standby power (Attachment B ς key concepts of energy efficiency).  

EPWs assisted the household to identify which actions and behaviour changes will be the most 

effective in reducing energy and water use in their home, providing the ability to save money and 

improve household comfort. The home visit also assisted people to read the energy bill so they could 

monitor their progress over time.  
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The strength of the Bright Actions project for participants was that they received essential 

information, which they ordinarily would not have received, in their first language. 

During the assessment, meter boxes, hot water systems and appliances were checked to determine 

their functionality and, when necessary, participants were offered a referral to a NILS provider to 

purchase a new energy-efficient appliance. During these assessments the EPW also determined 

whether the household was receiving any government rebates or concessions that they were eligible 

for and facilitated access to other relevant services and assistance programs to help them manage 

their energy costs where necessary. 

A small incentive for participation was provided to each household in the form of a show-bag of 

energy-efficient appliances. Each show-bag cost approximately $30 (including a bag which served as 

promotional material for the program) and included a mix of items depending on the needs of the 

household (see Table 3). The show-bags supported and encouraged participants to adopt home 

energy-efficient measures in their own homes and were chosen because they could be taken with 

the participant to a different dwelling when they move, in consideration that the majority of 

participants were housed in private rental market. 

Table 3 - Energy-efficiency items 

ENERGY-EFFICIENCY ITEMS PROVIDE TO HOME VISIT PARTICIPANTS 2014 - 2016 TOTAL 

Fix-a-Tap aerator adaptor (male) 941 

4 minute shower timer  1,716 

Kinetic chrome plated standard aerator (female 1,210 

HPAM 4 outlet switched surge protected powerboards 725 

Phillips Tornado Energy Saving Light Bulbs 20 W, 1200 Lumens 440 

Energy-efficient lightbulbs 8 W 50 

Energy-efficient lightbulbs 12 W 50 

Ecoswitch 1,597 

Thermometers 1,765 

Total energy-efficiency items 8,494 

 

Outcomes of this trial approach were measured by surveying participants before and six months 

after the home visit workshops to determine if their energy-efficiency knowledge had improved. A 

range of quantitative data about the type, age and quality of appliances in the home were also 

collected through the survey conducted at the home visit. Permission was also sought to collect 

consumption data for the six months prior to the home visit and six to 12 months after the home 

visit to measure changes in energy use over time. 
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7.2 Trial approach 2: Energy-efficiency workshops 
The purpose of the workshop approach was to gather people from a refugee background to share 

and discuss energy-efficiency information in a group setting. The workshops were also intended to 

promote other trial approaches including the home visits and NILS. 

During these two-hour workshops participants were presented with information about energy-

efficiency measures and behavioural changes they could make to reduce their energy consumption. 

They were also provided with information about common household appliances. Audio-visual and 

printed materials were used as tools for the workshops with a focus on images rather than words ς 

due to the extensive language barriers in place.  

Workshops were conducted by EPWs in the language of the participant group, or in some cases in 

multiple languages through the use of multiple interpreters. Workshop size varied significantly 

depending on whether they were delivered through TAFE, a community service, MDA or conducted 

ƛƴ ŀ ǇŜǊǎƻƴΩǎ ƘƻƳŜΦ 

Presentations were altered to be culturally appropriate depending on the audience. The core set of 

slides that were used as a starting point for presenters are attached (Attachment C ς Energy-

efficiency workshop slides). EPWs used a portable projector or laminated slides providing detailed 

information, in an easy-to-understand manner through the use of pictures to enhance 

understanding of energy efficiency.  

Another method used to engage participants at workshops was to stimulate a little bit of fun in 

doing an activity.  This activity was part of the pre-ǿƻǊƪǎƘƻǇ ǎǳǊǾŜȅ ǿƘŜǊŜ ǇŀǊǘƛŎƛǇŀƴǘǎΩ ƪƴƻǿƭŜŘƎŜ 

of energy use in the home.  The EPWs created this activity on a laminated A3 page which depicted a 

large pie chart with various sized segments in different colours.  The participants also received small 

laminated cards which depicted images of, appliances, fridge, heaters and fans, hot water system 

and lights. They were asked to match the appliance with the segment of energy usage.  This created 

much animation and interest in participants and helped participants to remember the highest usage 

of energy in the home, evident in the post-workshop survey results. 

Outcomes of this trial approach were measured by surveying participants before and after the 

workshops to determine if their energy-efficiency knowledge had improved. The questions asked 

were: 

1. What do you think uses the most energy in the home? 

2. Is it better to wash clothes in cold or hot water? 

3. What is the recommended amount of time to spend in the shower? 

4. What temperature should an air conditioner be set at (if you are able to set the temperature of 

the unit)? 
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7.3 Trial approach 3: Life Skills Orientation Program 
The purpose of the Life Skills Orientation Program approach was to provide energy-efficiency 

information to refugees at the earliest opportunity when they are settling and establishing 

themselves in Australia. Providing energy-efficiency information at the beginning of the settlement 

cycle was intended to reach households before they purchased electrical appliances and established 

their energy use habits. See Attachment D ς energy efficiency information provided to refugees for 

the information presented. 

Each newly-arrived Humanitarian Entrant settled by MDA must attend a Life Skills Orientation 

tǊƻƎǊŀƳ ŀǎ ǇŀǊǘ ƻŦ ǘƘŜƛǊ ǎŜǘǘƭŜƳŜƴǘ ǇǊƻŎŜǎǎΦ a5!Ωǎ /{²ǎ ǇǊƻǾƛŘŜ ƭŀƴƎǳŀƎŜ ǎǳǇǇƻǊǘ ŘǳǊƛƴƎ ǘƘŜ 

session that is delivered by the life skills workshop facilitator. 

The Life Skills Orientation Program commences within the first two to three weeks after 

Humanitarian Entrants arrive in Australia and lasts for approximately three to four hours. As newly-

arrived people tend to experience culture shock and feelings of being overwhelmed by all the sights, 

sounds and different ways of living in their new country, the aim is to keep the workshop fun as well 

as educational. 

Energy-efficiency messages were integrated into the Life Skills Orientation Program in the money 

and housing modules. These sessions target all recently arrived MDA clients from a refugee 

background and are offered as part of a six-day intensive program. This program is delivered to a 

new cohort of clients every two weeks. The Life Skills Orientation trainers also discussed Bright 

!ŎǘƛƻƴǎΩ ŀŎǘƛǾƛǘƛŜǎ ŀƴŘ ƛƴǾƛǘŜŘ ŎƭƛŜƴǘǎ ǘƻ ŀǘǘŜƴŘ ŀ ǿƻǊƪǎƘƻǇ ƻǊ ǎƛƎƴ ǳǇ ŦƻǊ ŀ ƘƻƳŜ ǾƛǎƛǘΦ  

At the Life Skills Orientation session each attendee received a booklet (translated into 10 languages) 

which both they and the facilitator worked through. It is pictorial, fun and interactive, which 

enhances learning. It contains information about: emergency contacts; public transport; accessing 

health care; renting a house; Australian law and family law; how to seek employment; relationship 

building; child, young people and adult education; money and budgeting. The energy messaging as 

part of Bright Actions included in this booklet is attached (Attachment E ς booklet provided at life 

skills orientation).  

Bright Actions trialled a methodology of using this orientation session and booklet to establish a 

base knowledge of energy at the onset for newly-arrived refugees and therefore prevent energy 

issues from occurring, specifically bill shock and excessive consumption. Energy-efficient messages 

promoting Bright Actions and the NILS were inserted into the existing life skills orientation modules 

ŎƻǾŜǊƛƴƎ ΨaƻƴŜȅ ŀƴŘ .ǳŘƎŜǘƛƴƎΩΦ /ƭƛŜƴǘǎ ƻŦ ǘƘŜ ƻǊƛŜƴǘŀǘƛƻƴ ǇǊƻƎǊŀƳ ǿŜǊŜ ŀƭǎƻ ǊŜŦŜǊǊŜŘ ǘƻ ǘƘŜ 

scheme for a home visit.  

A Bright Actions EPW also attended most program workshops to promote the other trial approaches 

to attendees.  
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7.4 Trial approach 4: No Interest Loan/bulk buy scheme 
To complement advice and support delivery through the other trial approaches the Bright Actions 

project also facilitated the purchase of energy-efficient appliances by linking participants with a no 

interest loan and integrating a bulk buy scheme. This approach helped to facilitate uptake of energy-

efficient appliances by refugee households by reducing the cost of energy-efficient appliances as 

well as removing the upfront cost for this low-income household group. 

The No Interest Loans Scheme (http://nils.com.au) 

The No Interest Loan Scheme (NILS) provides individuals and families on low incomes with 

access to safe, fair and affordable credit. Loans are for sums between $300 and $1,200 for 

essential goods and services such as fridges, washing machines and medical 

procedures. Repayments are set up at an affordable amount over 12 to 18 months. To be 

eligible for NILS you must have a Health Care Card or earn less than $45,000 a year (after 

tax). Loans cannot be used for cash, bond, rent arrears, debt consolidation, holidays or bills. 

NILS is offered by more than 250 local community organisations in over 650 locations across 

Australia.  

While NILS is targeted generally to low-income households, people from a refugee background are 

typically excluded due to significant language, literacy and cultural barriers. Asylum seekers are also 

effectively excluded from NILS due their very small incomes and lack of permanent residency status. 

There are a small number of localised NILS services targeted towards different cultural groups or 

people from a refugee background, but eligibility for these schemes is restricted to certain 

geographic locations or includes requirements that applicants must have an existing relationship 

with that NILS provider. Therefore, rather than creating a specific bulk buy or NILS service for people 

with a refugee background, Bright Actions sought to implement a trial approach aimed at reducing 

barriers to refugee people in accessing the existing mainstream services. 

Bright Actions partnered with Kyabra Community Association Inc. to access NILS. Kyabra is a medium 

sized multi-service organisation which works with families and communities to strengthen family 

and community life in Queensland. Kyabra Community Finance provides free financial services to low 

income earners including no-interest loans, low-interest loans, matched savings programs and 

support with budgeting and paying bills. They are a leading NILS provider with a high level of 

expertise and innovative approach to delivering the program. 

The Bright Actions team engaged directly with participants to inform them about the NILS and bulk 

buy arrangement, collect all the relevant paperwork, educated them on energy-efficiency and 

helped the participant to complete all the necessary paperwork for NILS application. Kyabra 

processed the paperwork, assessed the loans, liaised with the Good Guys ς Good to Go Now Scheme 

to access the bulk discount and product on behalf of the participant and then administered the loans 

once they were approved. 

The focus of our approach was to create a service to make NILS and the bulk buy discount more 

accessible to the target group. Most participants were recruited through the other trial approaches 

described above with 54 per cent of participants referred to the program through the home-visit 

service. 

There were two pathways provided to facilitate access to energy-efficient appliances through the 

NILS/bulk buy approach. 
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The first option was for households who were able to work through the NILS and Good To Go Now 

Scheme independently. These households were referred to an existing NILS provider. This 

ΨǊŜŀŘƛƴŜǎǎΩ ǿŀǎ Řetermined by the discretion of those individuals delivering the service, guided by 

the following guiding criteria: 

¶ time settled in Australia 

¶ English language skills 

¶ literacy levels 

¶ financial literacy levels 

¶ country of origin 

¶ comfort level of participants dealing directly with external organisation 

¶ number of participants referred to a specific NILS provider organisation and their 

capacity to undertake the application process. 

Alternatively, a supported pathway was also made available for households who required specific 

cultural, language or financial literacy support in order to access the NILS and Good To Go Now  

Scheme. The supported pathwaȅ ŀǇǇǊƻŀŎƘ ǇǊƻǾƛŘŜŘ ΨŎƭƛƴƛŎǎΩ ŦƻǊ ǊŜŦǳƎŜŜ ǇŜƻǇƭŜ ǿƘƛŎƘ ǿŜǊŜ Ǌǳƴ ōȅ 

MDA with appropriate language and cultural support. Clinics were delivered in various locations in 

South East Queensland (Inala, Acacia Ridge and Nundah).  These clinics comprised a group 

information session which covered: 

¶ an explanation of NILS and the Good To Go Now Scheme, including the eligibility 

requirement as and application process 

¶ information about energy efficient options when choosing appliances. 

Clinics also provided one-on-one support to: 

¶ aǎǎŜǎǎ ŀ ǇŜǊǎƻƴΩǎ ǊŜŀŘƛƴŜǎǎ ǘƻ ŀǇǇƭȅ ŦƻǊ ŀ bL[{ ŀƴŘ ŀŎŎŜǎǎ ǘƘŜ DƻƻŘ ¢ƻ Dƻ bƻǿ Scheme 

¶ facilitate participants through the NILS application interview for those wishing to apply 

¶ provide support during handover of money where necessary. 

To process and administer the application process under the clinic model, Bright Actions partnered 

with Kyabra, a community organisation that has a strong focus on microfinance and has significant 

experience in providing services to people from different cultural backgrounds and language groups. 

A Memorandum of Understanding (MoU) was put in place to facilitate this relationship. 

The process map for the NILS/bulk buy scheme below shows the two pathways participants could 

access a no interest loan or bulk purchase an energy-efficient appliance. 
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Figure 1 - NILS/bulk buy scheme process map 
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8.0 Data collection 
The project focused on collecting data using culturally-appropriate methods suited to the needs of 

people from a refugee background. This needed to accommodate the specific cultural and language 

needs of the target audience. This included integrating quantitative and qualitative data across a 

number of different points in time and in a variety of approaches (see Table 4). 

Table 4 - Data collection activities for trial approaches 

Trial approach Data method Purpose 

Home visits 
 

Pre-intervention 
survey 

The home assessment survey gathered data on 
participant demographics, attitudes, appliance 
ownership, housing type and other related data.  

Post-intervention 
survey 

A short survey was administered at the end of each 
home visit to measure improvements in energy-
efficiency knowledge across four key questions. 

Consumption data Consumption data were provided by Ergon Energy and 
Energex with customersΩ permission. Not all of the 
data sets provided were usable due to the limited 
tenure of many participants. 

Six-month follow-
up surveys 

Six months after the home assessments were 
completed participants were contacted by phone and 
surveyed to understand changes in knowledge, 
behaviour and attitude in the longer term. 

Case studies Bright Actions developed 20 case studies of the home 
visits to demonstrate the issues faced by the 
participants and the project. 

Workshops Pre-intervention 
survey 

Workshop surveys were administered at the start of 
each workshop session which asked four questions 
relating to energy efficiency to establish a baseline for 
energy-efficiency knowledge. 

Post-intervention 
survey 

Workshop surveys were administered at the end of 
each workshop session to measure improvements in 
energy-efficiency knowledge across the key questions. 

Life Skills 
Orientation 
Program  

Sessions attended The number of sessions that included energy-
efficiency information was recorded. Participants in 
this trial approach were not surveyed. 

NILS/Bulk Buy 
Scheme 

Number of clinics, 
Number and value 
of NILS applications 

The number of NILS clinics and the number and value 
of NILS applications were recorded. The number of 
NILS loans used to purchase energy efficient 
appliances through the bulk purchasing arrangement 
(Good to Go Now) were also captured. Participants in 
this trial approach were not surveyed. 

Overall project Project team 
workshop and 
interviews with 
EPWs 

The project team gathered for a three-day workshop 
to share perspectives and achieve a greater 
understanding of the issues arising from the data 
collected. Some of the EPWs were interviewed as part 
of this process. 
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8.1 Consumption data 
Households who participated in the home-visit trial approach were provided with a consent form at 

the beginning of the home visit to request their permission to obtain their consumption data from 

the relevant electricity distributor, Ergon Energy or Energex. Given the absence of advanced meters 

in Queensland the project only had access to accumulation data at a point in time. Gas consumption 

data were not requested due to the low penetration of gas in Queensland and its limited use (gas is 

used predominantly for cooking and in less instances for water heating in Queensland, rather than 

space heating which is common in other states). Absence of consent to obtain consumption data did 

not preclude the household from receiving the service. 

For those that provided consent, consumption data were captured at the following points in time: 

¶ For the six-month period prior to participation in the project to establish benchmark data. 

This was only relevant where the occupant had resided in the dwelling for this period of 

time and maintained the same household composition.  

¶ At the point of the home visit or the closest physical meter read from that date. 

¶ For the two six-month periods after the home visit (to make up a total of 12 months post-

intervention data) to determine the longer-term impact of the home visit. 

8.2 Surveys 
EPWs used ethnographic research methods, such as in-depth interviews and observation, to 

ǳƴŘŜǊǎǘŀƴŘ ǇŜƻǇƭŜΩǎ ŜȄǇŜǊƛence of energy use and behaviours that effect energy use. Surveys were 

conducted to measure outcomes for participants who received either a home visit or participated in 

a workshop. The following surveys were undertaken as part of these trial approaches: 

Pre-intervention surveys 

Home visit participants and workshop attendees were surveyed prior to receiving the service to 

establish their base level of knowledge and understanding around energy efficiency (Attachment F ς 

pre-intervention survey). 

A more comprehensive survey (Attachment G ς home-visit survey) was conducted at the home visit, 

where participants were surveyed through a combination of explicit questioning and unobtrusive 

observation during the service. The EPWs recorded data from the schema and additional questions 

directly into hand-held devices and into the database. The home visit survey gathered data on 

participant demographics, attitudes, appliances ownership, housing styles and other related data. 

This was administered by the EPWs in the appropriate language with cultural sensitivity. 

Post-intervention surveys 

Home-visit participants and workshop attendees were surveyed directly after receiving the service 

to establish how their knowledge and understanding around energy efficiency had improved. 

Surveys were administered at the end of the home visit or workshop session and focused specifically 

on four questions relating to energy efficiency. These were then compared with pre-intervention 

surveys to see if there was an increase in knowledge. This survey was identical to the pre-

intervention survey. 
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Six-month follow-up surveys 

Home-visit participants were surveyed six months after they received the service to measure longer-

term behavioural outcomes. Surveys were conducted in the partƛŎƛǇŀƴǘΩǎ language over the phone.  

These surveys were intended to capture data on energy-efficiency awareness, what energy-efficient 

actions had been undertaken, the perceived results of these actions and the comfort levels of the 

households (thermal, physical and financial) (Attachment H ς follow-up survey). 

An online database was used to collect all survey data. The decision to collect data electronically, 

rather than on paper, was to reduce the possibility of lost or corrupted data during any transfer 

process and to provide the simplest input method for workers. It also allowed for minor changes to 

the data collection template during the course of the project without the cost of reprinting forms.  

8.3 Case Studies 
Qualitative case studies were also used to measure the impact of the project. These case studies 

highlight similarities and differences between individuals and cultural groups in their lived 

experience of energy use. The case studies are available for use by the Department of Industry and 

Science and by other agencies involved in similar work. This will lead to important learning around 

the delivery of energy-efficiency knowledge and services to CALD communities. 

Bright Actions developed 20 case studies to demonstrate the issues faced by the participants and the 

project. 

8.4 Challenges with data collection 
Control Group 

The measures used to demonstrate trial outcomes were originally submitted as part of the Data and 

Evaluation Plan which was approved by the Commonwealth. However, these were later called into 

question by CSIRO who were seeking more rigorous, laboratory-style data collection and specifically 

ŀ ΨŎƻƴǘǊƻƭ ƎǊƻǳǇΩΦ Given the significant disadvantage of the target group and following negotiations it 

was agreed to use the original data collection and evaluation measures. 

However in an attempt to establish some kind of control group Bright Actions collected energy 

consumption data from home visit participants for the six months prior to the service to use as a 

benchmark for their energy use. This approach was designed to allow the project team to 

understand the trajectory of energy use in relevant communities and compare the energy use data 

of participants in the current project to understand if providing information and support can reduce 

energy use in similar communities. 

Timing of data requirements 

The CSIRO undertook an assessment on the submitted data plans across all LIEEP projects. This 

approach did not account for both the diversity of the target group and range of interventions 

undertaken by Bright Actions.  Lack of clarity in the data collection instructions and the addition of 

questions after data collection had started presented further challenges and a need for retraining of 

project workers.  A delay in action to CSIRO database for uploading was also problematic.  
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9.0 Project outcomes and findings 
Overall, the Bright Actions program delivered: 

¶ 1,767 energy-efficiency home visits 

¶ 568 energy-efficiency workshops to 3,093 people 

¶ 35 energy-efficiency modules within life skills courses to 497 people 

¶ 70 approved NILS applications for loans of more than $60,000 in value 

¶ 30 new energy efficient major whitegoods purchased through the bulk buy scheme 

The program directly affected over 10,000 people, which includes the number of individuals we 

provided a service to and the household members of each home we visited as part of the home 

visits. While the overall reach of the project is hard to judge almost 75 per cent of home visit 

participants reported discussing energy efficiency with other people within their community. 

Based on anecdotal data we established that the majority of the project objectives were achieved, 

across all trial approaches. In terms of empirical data, there was a demonstrated improvement, but 

overall the empirical data we collected was not comprehensive enough to conclusively state that all 

objectives were met. Table 4 outlines the results against the set objectives with a detailed 

explanation of the results and outcomes of each trial approach against the objectives in the sections 

to follow. 

 



Table 5 - Overall results against objectives 

 
 
 
Objective 
 

Home visits Energy-efficiency 
workshops 

Life Skills Orientation 
Program 

No Interest Loan/bulk buy 
scheme 

1. Increase energy-
efficiency knowledge 
within the community 

Yes  
energy-efficiency knowledge 
of home visit participants 
increased, evidenced by a 
knowledge based pre home 
visit survey and then again 
at the six month follow-up. 

Yes  
Energy-efficiency knowledge 
imparted to 3,093 people. 
The effectiveness of the  
knowledge transfer is 
evidenced with results from 
the pre and post workshop 
survey. 

Yes  
Energy-efficiency knowledge 
imparted to 497 people. 
 

Yes 
30 plus households 
educated in star ratings and 
energy-efficiency of washing 
machines and refrigerators. 

2. Allow more informed 
decisions on energy use 
in the home 

Yes  
self identified behavioural 
change question 6 months 
after home visit with 79 per 
cent saying yes they 
changed their behaviour. 
And confidence level change 
with an increase of 26.7 per 
cent of the number of 
households who felt 
confident or very confident 
in making household energy 
efficiency decisions six 
months after the home visit 
(as opposed to before it) 
 

Not applicable Not applicable Not applicable 
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Objective 
 

Home visits Energy-efficiency 
workshops 

Life Skills Orientation 
Program 

No Interest Loan/bulk buy 
scheme 

3. Facilitate more energy-
efficient appliances in 
refugee homes 

Yes  
8,494 energy-efficiency 
products provided to 
participants of home visits. 

Not applicable Not applicable Yes  
30 new energy-efficient 
major whitegoods were 
purchased through the 
program ς 12 washing 
machines and 18 
refrigerators 

4. Sharing knowledge with 
others 

Yes  
74 per cent of participants 
surveyed six months after 
the home visit had spoken 
to others in their 
community about energy-
efficiency. 

Not applicable Not applicable  

5. Increased knowledge of 
and access to assistance 
programs 

Yes 
Facilitated access to $30,000 
worth of energy concessions 
during home visited for 106 
participants. 
Seven per cent of 
participants accessed a 
financial hardship program 
as a result of the home visit. 
17 per cent of shared 
information about retailer 
hardship programs with 

Yes 
Information on energy 
assistance programs and 
how to access them 
provided to 3,093 people. 

Yes 
Information on energy 
assistance programs 
provided to 497 people. 

Yes 
Provided access to a no 
interest loan to all 
participants of home visits, 
energy-efficiency workshops 
and the life skills orientation 
workshops.  This resulted in 
160 households engaging 
with the activity and  
 from a mainstream NILS.  
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Objective 
 

Home visits Energy-efficiency 
workshops 

Life Skills Orientation 
Program 

No Interest Loan/bulk buy 
scheme 

their community after the 
home visit. 
Increased awareness of 
Centrepay for 1,237 
households. 
53 successful no interest 
loans provided to home visit 
recipients. 

6. Reduced trajectory of 
energy consumption 

Yes  
Consumption data indicates 
a minimal increase in 
consumption from 0.1kWh 
per person per day. 

Did not collect data 
therefore cannot 
demonstrate 

Not applicable Not applicable 

7. Increased physical 
comfort 

Yes  
Before the home visit 30 per 
cent of participants 
indicated that they were 
ΨǾŜǊȅ ǳƴŎƻƳŦƻǊǘŀōƭŜΩ ƻǊ 
ΨǳƴŎƻƳŦƻǊǘŀōƭŜ ƛƴ ǘƘŜƛǊ 
home in regards to 
temperature.  At the six 
month follow-up survey that 
percentage had decreased 
to 20 per cent.  

Not applicable Not applicable Not applicable 

8. Reduce energy related 
stress 

Yes  
Rate your level of financial 
stress related to your energy 

Not applicable Not applicable Not applicable 
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Objective 
 

Home visits Energy-efficiency 
workshops 

Life Skills Orientation 
Program 

No Interest Loan/bulk buy 
scheme 

bills at HV and in six month 
follow up. 40 per cent of 
home visit participants 
indicated they often or very 
often restricted spending on 
food and transport to 
ensure they could pay their 
energy bills and 52 per cent 
indicated they did not use 
appliances due to worry of 
having to pay for the energy 
use of the appliance. 
At the six month follow up 
only 33 per cent of 
respondents rated 
themselves as in a high or 
very high level of financial 
stress. 
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9.1 Trial approach 1: Home visits 

9.1.1 Objectives 
 

This next section presents the results for the home visits against the relevant objectives for the 

project. As primary activity of the Bright Actions project it was the most rigorously tested. The 

objectives measured for this home visit trial approach were to: 

1. increase energy-efficiency knowledge within the community 

2. allow more informed decisions on energy use in the home 

3. facilitate more energy-efficient appliances in refugee homes 

4. facilitate refugees sharing knowledge with others 

5. increase knowledge of and access to assistance programs 

6. reduce trajectory of energy consumption 

7. increase physical comfort 

8. reduce energy-related stress 

9.1.2 Results 

 

Increased energy efficiency knowledge  

Information about the increased energy-efficiency knowledge of participants was obtained by asking 

four questions.  These were specifically designed to measure knowledge in areas identified as the 

major energy use in the average Australian home, such as hot water and air conditioning. Responses 

were captured directly prior to the home visit and then compared with the responses given six 

months after the home visit was undertaken, in a follow-up survey.  This was to test if knowledge 

was retained long term. The questions were: 

¶ What do you think uses the most energy in your home? 

¶ When you use a washing machine, is it better to wash your clothes in hot or cold water?  

¶ What is the recommended amount of time to spend in the shower? 

¶ What temperature should an air conditioner be set at (if you can set it) when you cool your 

home? 

Figure 2 shows the increase in energy-efficiency knowledge among the home-visit participants. 

There was a high level of self-reported knowledge of using cold water for washing prior to the home 

visit, with 89 per cent of participants already aware of this benefit, increasing to 95 per cent after 

the service. This is due to many participants having attended either or both of the energy-efficiency 

workshops and/or the Life Skills Orientation Program which also sought to increase the energy-

efficiency knowledge of participants. 
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Figure 2 ς Energy-efficiency knowledge pre and post home visit 

 

An increase in energy-efficiency knowledge was achieved for all four measures. However, it is 

important to note that the four survey questions were devised based on average Australian 

ƘƻǳǎŜƘƻƭŘ ŜƴŜǊƎȅ ǳǎŜ ŀƴŘ ǿŜǊŜ ƻŦǘŜƴ ƴƻǘ ǊŜƭŜǾŀƴǘ ŀƴŘ ŀǇǇƭƛŎŀōƭŜ ǘƻ .ǊƛƎƘǘ !ŎǘƛƻƴǎΩ ƘƻǳǎŜƘƻƭŘǎΦ ¢ƘŜ 

questions were developed to measure knowledge about the main drivers of energy use in the 

average Australian home which were identified as hot water (for washing and showering) and air-

conditioning. However, over 60 per cent of home visit participants did not have an air-conditioner 

and most (89 per cent) were already aware that washing clothes in cold water was more energy 

efficient before the home visit commenced. For many of the households participating in this service, 

cooking was the most energy-intensive activity in their home. However, this was not covered in the 

measurement questions. These issues diluted the effectiveness of these questions in measuring 

energy knowledge for the home visits.  

Answers to some of the questions may also have been impacted by ǇŀǊǘƛŎƛǇŀƴǘǎΩ ǇǊŀŎǘƛŎŜǎ ŀŘƻǇǘŜŘ 

from their country of origin or experiences living in refugee camps. For example, refugees from a 

Rohingan background maintained the practice of bathing in cold water using a bucket. For those 

households hot water was not a significant driver of energy bills and therefore some of the 

responses measured by the questions (such as the recommended length of a shower) were less 

applicable to the learnings they would have benefited from during the service. They may have 

ƛƴŘƛŎŀǘŜŘ ŀ ƭƻƴƎŜǊ ΨǎƘƻǿŜǊΩ ǘƛƳŜ ōǳǘ Ƴŀȅ ƘŀǾŜ ōeen interpreting the question as the length of time 

using their approach to showering (with a bucket).  
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More informed decision making on energy use 

Six months after the home visit 79 per cent of participants reported that they had modified their 

behaviour as a result of the service (see Figure 3). This result may have been higher, however, as the 

consumption data demonstrates, average energy use per person was under 3kWh per person per 

day, which is around 60 per cent of average energy use per person. For many participants there was 

no opportunity to modify behaviour as their usage was already very low compared to the average 

Australian person. Bright Actions has effectively laid a foundation of knowledge that will help people 

from a refugee background manage their energy use trajectory before it reaches the level of average 

Australian households. 

Figure 3 -Has the participant changed their behaviour? 

 

The ability of participants to make informed decisions about energy use was also be measured by 

the self-reported level of confidence before and after the home visit. Prior to the home visit 49.7 per 

ŎŜƴǘ ƻŦ ǇŀǊǘƛŎƛǇŀƴǘǎ ŦŜƭǘ ǘƘŜȅ ǿŜǊŜ ΨŎƻƴŦƛŘŜƴǘΩ ƻǊ ΨǾŜǊȅ ŎƻƴŦƛŘŜƴǘΩ ƛƴ ƳŀƪƛƴƎ ƘƻǳǎŜƘƻƭŘ ŜƴŜǊƎȅ-

efficiency decisions. This increased to 75.9 per cent at the six-month follow-up survey (see Figure 4). 

While 24 per cent of participants reported that they were unconfident or very unconfident prior to 

the home visit, this decreased to just 3.2 per cent at the six-month follow-up survey results.  
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Figure 4 - Confidence before and after the home visit 

 

Eighty-nine per cent of home visit participants understood that washing clothes in cold water was 

more energy efficient even before the home visit commenced. However, through the home visit 

process EPWs observed that many participants did not know how to achieve this and often assumed 

they were using the cold wash settings when they were not. This is one example of how the home 

visit was able to convert energy-efficiency knowledge into a change of behaviour and confidence in 

the home. 

Increased uptake of energy-efficient appliances 

The home visit provided participants with show-bags of energy-efficient products that could be used 

in the home. 8,494 energy-efficient products were distributed to households in show-bags, one for 

each participant of the home visit service tailored to their needs. Show-bags proved to be a highly 

valuable incentive to participation and provided a benefit much greater than their $30 replacement 

value (as discussed in the cost-benefit section of this report). The energy-efficiency standard of 

housing was low, providing an opportunity for participants to significantly benefit from gifts of 

products such as tap aerators and energy-efficient light bulbs. 

Most refugee families were not responsible for the initial purchase of appliances they had. These 

were supplied in most instances by their settlement agency. They tended to be the cheapest 

available and were generally not energy-ŜŦŦƛŎƛŜƴǘ ƻǊ ŀǇǇǊƻǇǊƛŀǘŜ ŦƻǊ ǘƘŜ ƘƻǳǎŜƘƻƭŘΩǎ ǎƛȊŜ ŀƴŘ 

composition. The most significant area for change was identified as the supply of electric bar heaters 

and the standard of refrigerators. As a result of the Bright Actions home-visit activity the household 

goods package composition, in regards to energy-efficiency, is being reviewed by MDA which is likely 

to result in many more energy-efficient appliances in refugee homes. 
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Sharing of knowledge with others 

One of the key objectives for the Bright Actions project was to facilitate the dissemination of energy-

efficiency information within refugee communities. 74 per cent of participants surveyed six months 

after the home visit reported discussing energy efficiency with their community (see Figure 5). 

Figure 5 -Word-of-mouth knowledge transfer 

 

Increased access to assistance programs 

One of the objectives of the home visit trial approach was to connect refugee households with other 

programs that are available to assist people to manage their energy bills. Specifically, the project 

measured results in terms of improved understanding and awareness of: 

- concessions 

- Centrepay 

- hardship programs offered by energy retailers 

- No Interest Loan Scheme (NILS) 

Concessions 

The Queensland Government offers a number of concessions to assist eligible low-income 

households with the cost of their energy bills (see Attachment I ς Queensland Government 

Concessions Information and Contacts). Ten per cent of home visit participants indicated that they 

were entitled to a concession but were not accessing it. The reason they gave for not accessing the 

concession was: 

¶ they did not know what concessions were (21 per cent) 

¶ they lacked information about concessions (18 per cent) 

¶ they did not know how to apply for the concessions (four per cent) 

¶ did not want to apply (one per cent). 
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A total of 106 home visit participants were directly assisted to access a concession during the home 

visit, resulting in a total savings of over $30,000 per year for participant households. 

During the course of the home visits EPWs attempted to assist 26 participants to apply for the 

vǳŜŜƴǎƭŀƴŘ DƻǾŜǊƴƳŜƴǘΩǎ IƻƳŜ 9ƴŜǊƎȅ 9ƳŜǊƎŜƴŎȅ !ǎǎƛǎǘŀƴŎŜ {ŎƘŜƳŜ όI99!{ύΣ ǿƘƛŎƘ ƛǎ ŀǾŀƛƭŀōƭŜ 

for one-off assistance with energy bills. Not all outcomes were tracked but at least eight applications 

were successful, each receiving the maximum payment under the scheme of $720. EPWs observed a 

very low level of awareness of HEEAS in the community. In all 26 cases the participant did not know 

about HEEAS prior to the home visit. 

Centrepay 

Centrelink provides a program called Centrepay which enables people who receive a Centrelink 

income to have payments made directly to their energy retailer on a fortnightly basis. Centrepay is 

free for the customer and can be a helpful budgeting tool to assist people to manage large bills by 

paying a nominated amount on a regular basis. 

Prior to the home visit almost 70 per cent of home visit participants were unaware of Centrepay. All 

1767 home visit participants were made aware of it as part of the program resulting an in increased 

awareness of Centrepay for 1,237 households. 

Figure 6 - Awareness of Centrepay prior to home visit 

 

Hardship Programs 

Energy retailers are obligated by leƎƛǎƭŀǘƛƻƴ ǘƻ ǇǊƻǾƛŘŜ ΨƘŀǊŘǎƘƛǇ ǇǊƻƎǊŀƳǎΩ ŦƻǊ ǇŜƻǇƭŜ ǿƘƻ ŀǊŜ 

experiencing financial difficulties with their energy bills. During the home visit no participants had 

accessed a retailer hardship program. Seven per cent of respondents to the six-month follow-up 

survey reported that they had accessed a retailer hardship program since their home visit. 17.2 per 

cent had told others in their community about hardship programs. 
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NILS 

Fifty-three successful no interest loans were provided for home visit participants. Further outcomes 

relating to NILS for this project are discussed in more detail under the results for the NILS/bulk buy 

section. 

Reduced trajectory of energy consumption 

The energy data collected for the Bright Actions program consisted of household data sourced from 

Ergon and Energex (electricity distributors). Gas data was not sought as reticulated natural gas has 

low penetration in Queensland and any consumption would be small due to its use predominantly 

for cooking and, in fewer instances, for hot water. However, the incidence of reticulated natural gas 

in the homes visited was captured and it was confirmed that the fixed service cost was a cost of 

living issue for participant households.   

Participants were asked to provide consent to access their electricity data for billing periods pre and 

post the home-visit activity. This was done to try and utilise the pre-home visit data as a control 

group and determine the long-term impact of the home visit. Usable consumption data was 

obtained for 115 households. These were of varying lengths due to the differing tenure of 

participants (both in Australia and at the home address).  

Figure 7 - Length of bill data 

 

While almost 50 per cent of bills were for a period of six months there was also a large amount of 

data for much longer periods (almost three years in some cases) which allowed us to better track 

change over time. Almost all data provided an equal split of usage pre and post intervention. 

Reduced trajectory of energy consumption 

It was acknowledged early in the project that there was (in general) limited possibility for refugee 

households to reduce energy use as most were starting from an extremely low base (as evidenced 

by the consumption data) and had the economic imperative to keep their energy use low.  They 

would however be on an upwards trajectory as they became more affluent and sought to replicate 

the mainstream lifestyle.  
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Therefore the aim of the project was not to reduce energy consumption but to reduce the trajectory 

of their energy consumption as they established their homes in Australia.  

As ethics precluded the use of ŀ ǎǘŀƴŘŀǊŘ ŎƻƴǘǊƻƭ ƎǊƻǳǇ ŦƻǊ ǘƘƛǎ ǇǊƻƧŜŎǘ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘΩǎ ǇǊŜ ƘƻƳŜ 

visit data was used to determine the current energy use trajectory within the refugee community. It 

was then compared to the energy use trajectory after the home visit to determine any reduced 

trajectory.  

The chart below (Energy trajectory) shows the history of daily energy consumption averaged across 

all households; it comprises two parts including electricity use before and after home visits. The data 

is an aggregation of billing data for all households and runs for approximately three and half years 

from July 2011 through to February 2016. This shows a reduced trajectory across the participant 

group who were able to provide consumption data. 

The change over time is indicated by the corresponding trend lines, which indicate that electricity 

consumption was increasing by approximately 1.4 kWh/day over the course of a year before the 

home visit but was decreasing by approximately 1.4 kWh/day after the home visit. 

Figure 8 - Energy trajectory 

 

Analysis is based on period billing data only and assumes that daily electricity use remains constant 

across each billing period. When a home visit falls within a billing period, then that bill is split at the 

date of the home visit and the two parts are allocated accordingly. When a start date is not provided 

for a bill, it is inferred from the previous end date, or if this is not available it is estimated based on 

the average bill length for the specific participant. 
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Average energy consumption 

Figure 9 shows the consumption change for participant households who provided consumption data 

during the project. The bottom axis shows the relative change in consumption by households and 

the left hand axis shows how many households this applies to. Most households are represented in 

the largest block of households which showed no significant change, shown here as zero. The right 

hand side of the graph shows households that have increased their energy use. This is marginally 

higher than the left hand side of the graph which shows households that have decreased energy use. 

Overall the group who provided consumption data exhibited a small increase (12.1 kWh to 12.6 

kWh). However this cannot take into account seasonal variations as due to the short time frames 

within the project we were unable to collect long term post home visit data. 

The average daily energy use per household across the participants was 12.1 kWh per day prior to 

the home visit. This increased to 12.6 kWh per day after the home visit. This is a very small increase 

in energy use (equivalent to using an electric oven for half an hour). Given the average occupancy 

level in the project was 4.6 people, this equates to a daily average of 2.7 kWh per person. This is 

significantly lower than the average mainstream household usage of 5kWh per person per day.  

Figure 9 - Change in daily usage 
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The increase of 0.5kWh per day is far less than the possible increase of 1.4 kWh based on our 

projections about trajectory increase. 

The reasons for the increase are not completely clear but in many cases households will be using 

more energy to increase comfort, as an example many houses did not have functioning hot water 

prior to the home assessment but (when it was identified that hot water was a standard in 

Australian homes) had repairs made afterwards to make the hot water system functional resulting in 

higher energy use but greater comfort. 

Barriers to data collection 

As previously noted, there were a number of barriers to data collection. Gaining participant consent 

was problematic as some participants were unwilling to sign forms or divulge much information 

about themselves in general. This has been anecdotally attributed to language skills, meaning some 

participants did not fully understand the process and so were reluctant to sign official documents 

due to mistrust and pre-arrival experiences with governments. There were also issues of obtaining 

consent for electricity consumption data, where the person representing the household at the home 

visit was not the electricity account holder and therefore unable to provide consent. The project also 

faced an issue of participant tenure, where many participants had only recently moved into their 

accommodation or had just changed accommodation. This resulted in a high number of data sets 

that were not viable.  While consent to access electricity consumption data for more than 800 

households was obtained only 115 were viable.  

Increased physical comfort 

Home visit participants were asked about their physical comfort in winter and summer before the 

service. They were then asked how comfortable they were in their home in regards to temperature 

six months after the home visit. 

Overall, responses indicate that before the home visit 30 per cent of participants ǿŜǊŜ ΨǾŜǊȅ 

ǳƴŎƻƳŦƻǊǘŀōƭŜΩ ƻǊ ΨǳƴŎƻƳŦƻǊǘŀōƭŜΩ ƛƴ ǘƘŜ ƘƻƳŜ ƛƴ ǊŜƎŀǊŘǎ ǘƻ ǘŜƳǇŜǊŀǘǳǊŜΦ !ǘ ǘƘŜ six month follow-

up that percentage had decreased to 20 per cent. 

Many of the participants initially had low expectations for their level of comfort. For example, it was 

common in many households to bath using cold water, rather than taking a hot shower. This was not 

seen as impacting on their comfort, but simply their habit from spending a long time living time in a 

refugee camp or part of their household practices in their country of origin. For this reason, many 

ǇŀǊǘƛŎƛǇŀƴǘǎ ŀǊŜ ƭƛƪŜƭȅ ǘƻ ŎƻƴǎƛŘŜǊ ǘƘŜƛǊ ǇƘȅǎƛŎŀƭ ŎƻƳŦƻǊǘ ŦǊƻƳ ǿƘŀǘ Ƴŀȅ ōŜ ŎƻƴǎƛŘŜǊŜŘ ŀ Ψƭƻǿ ōŀǎŜΩ ƛƴ 

comparison to many other Australian households. However, anecdotally, it appears that these 

ŜȄǇŜŎǘŀǘƛƻƴǎ ŎƘŀƴƎŜ ƻǾŜǊ ǘƛƳŜ ŀǎ ƘƻǳǎŜƘƻƭŘǎΩ ŎǳƭǘǳǊŀƭ ƴƻǊƳǎ ǎƘƛŦǘ ŎƭƻǎŜǊ ǘƻ ǘƘƻǎŜ ƻŦ ƳŀƛƴǎǘǊŜŀƳ 

Australia, again resulting in an increase in energy consumption in the home over time. 

Secondly, the vast majority of participants live in private rental accommodation and are therefore 

unable to make the necessary structural changes to their home that would be required to make a 

major impact on physical comfort, such as draft sealing and insulation. These kinds of improvements 

(retrofits) were not part of the Bright Action project. 

Thirdly, the heating and cooling appliance types, such as fans and electric heaters, that were most 

reported in the trial are not effective in cooling/heating a house or room ς in many cases being 

designed to cool or heat a person rather than a large area.  
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The majority of cooling appliances within the refugee community were fans. While these are 

economical they may not provide the heat relief required for elderly or infirm participants. 

Therefore the opportunity to improve physical comfort was minimal without air conditioning being 

installed. Further, the upfront cost of air conditioning is prohibitive for many low-income 

households.  It is also unlikely to be worthwhile for the participants to pay to have improvements 

made to the property given the temporary nature of accommodation in many instances. 

While changing behaviour by limiting appliance use is likely to reduce energy use, and potentially 

financial stress, it may also result in decreased comfort in the home and possibly an increase in poor 

health outcomes due to insufficient heating or cooling in the home.  

As well as the prevalence of portable heaters there were a large number of participants who had no 

heating available to them. While this could result in energy savings the issue of health and comfort 

need to be addressed. Particularly for the elderly and infirm a lack of heating will most likely result in 

a cost to the community from increased doctor and hospital visits.  

Reduced energy related stress 

Prior to receiving the service 536 participants (40 per cent) reported ΨƻŦǘŜƴΩ ƻǊ ΨǎƻƳŜǘƛƳŜǎΩ 

restricting their spending on essential items in order to pay their energy bills. A total of 341 (25 per 

cent) reported never restricting spending to pay their energy bills (see Figure 10). 

Figure 10 - Restricted spending on essential items 

 

Prior to receiving the home visit the majority of participants (52 per cent) reported that they 

ΨǎƻƳŜǘƛƳŜǎΩ ƻǊ ΨƻŦǘŜƴΩ ŘƛŘ ƴƻǘ ǳǎŜ ŀǇǇƭƛŀƴŎŜǎ ōŜŎŀǳǎŜ ǘƘŜȅ ǿƻǊǊƛŜŘ about being able to pay their 

energy bills. hƴƭȅ мсп όмн ǇŜǊ ŎŜƴǘύ ǎŀƛŘ ǘƘŜȅ ΨƴŜǾŜǊΩ ǊŜǎǘǊƛŎǘed their appliance use for this reason 

(see Figure 11).  
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Figure 11 - Restricted appliance use 

 

At the six month follow up survey only 33 per cent of respondents rated themselves as in a high or 

very high level of financial stress. 

Figure 12 - High financial stress 
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9.1.3 Other Findings 

Change in attitudes towards energy efficiency 
In order to gather an understanding of participantsΩ views about energy efficiency and perceived 

impacts being energy efficient would have day-to-day, the CSIRO provided five questions. This 

mandatory set of questions was administered in the household survey only. Participants were asked 

each of the following questions as directed, without prompting:  

 Please rate how strongly you agree or disagree with the following statements: 

1. Energy efficiency is too much hassle. 

2. Energy efficiency means I have to live less comfortably. 

3. My quality of life will decrease when I reduce my energy use. 

4. Energy efficiency will restrict my freedom. 

5. Energy efficiency is not very enjoyable. 

Response range was: 1-strongly disagree to 5-strongly agree. 

Unfortunately it was largely impractical to administer these questions during the workshops due to 

language and literacy issues. Due to the language barriers involved in the project there was a need 

to interpret meanings of some terms (such as άhassleέ) for people without good proficiency in the  

English language. In addition, for many participants the questions appeared inappropriate given 

ǘƘŜƛǊ ŜȄǇŜǊƛŜƴŎŜǎ ŀƴŘ ǳƴŘŜǊǎǘŀƴŘƛƴƎ ƻŦΣ ŦƻǊ ŜȄŀƳǇƭŜΣ ǘƘŜ ƴƻǘƛƻƴ ƻŦ ΨŦǊŜŜŘƻƳΩ.  Many refugees come 

from a background where they have experienced a genuine loss of their freedom so the use of this 

term in this context was inappropriate. Anecdotally, many of the participants laughed at the idea of 

energy efficiency restricting their freedom given their previous life experience. 

However, overall, the results demonstrate an appreciation of the benefits of energy efficiency in a 

financial and comfort sense. The results are as follows.  

1. Energy efficiency is too much hassle 

¢ƘŜǊŜ ǿŀǎ ǎƻƳŜ ƛƴƛǘƛŀƭ ŎƻƴŦǳǎƛƻƴ ŀǊƻǳƴŘ ǘƘŜ ǿƻǊŘ άƘŀǎǎƭŜέ ǿƘƛŎƘ ƴŜŜŘŜŘ ǘƻ ōŜ ƛƴǘŜǊǇǊŜǘŜŘ ƛƴ ǎƻƳŜ 

cases.  

As seen in Figure 13, 21 per cent of people indicated that they believed energy efficiency was a 

hassle for them. This may be reflective of the transient nature of many households of people with a 

refugee background. One example of this was for a home-visit participant from Somalia who had her 

teenage sonsΩ ƎƛǊƭŦǊƛŜƴŘ ƭƛǾƛƴƎ ǿƛǘƘ ƘŜǊ ƻƴ occasions, as well as a number of extended family from 

time to time. Her bill was high, but she was reluctant to ask all those concerned to be more energy 

efficient because it would have impacted on her reputation in the community. 

The majority of people (50 per cent) did not agree with the statement. The neutral response (3) was 

fairly consistent across all questions averaging around a 30 per cent response rate. This is not 

unusual in surveys where people often pick the most neutral answer if in doubt. 

It is believed this accurately reflects this communityΩǎ sentiment. It may also reflect the level of 

information provided at the workshops and home visits, where we provided simple and cost-

effective actions that people could take. 
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Figure 13 - Too much hassle? 

 

2. Energy efficiency means I have to live less comfortably 

This question polarised participants to the greatest extent. It also attracted the lowest neutral 

response.  

As seen in Figure 14, 30 per cent of participants agreed that instigating energy-efficiency actions 

could mean a less comfortable lifestyle, while 45 per cent believed their comfort would not be 

compromised.  

This result may also reflect the workshops and home assessment themes of reducing the cost of air 

conditioning and heating by not overheating or overcooling living spaces and using non-mechanical 

heating or cooling where possible. It may also reflect the conditions that they lived in, in their 

country of origin or in refugee camps with no cooling methods, electricity or running water. 

Based on the overall result it would appear that people are prepared to accept a reasonable level of 

discomfort in order to save money and reduce their levels of financial stress. 
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Figure 14 - Live less comfortably? 

 

3. Energy efficiency will restrict my freedom  

As previously mentioned, the term άfreedomέ when used in this context may not have been well 

accepted by the refugee community where many have known genuine restrictions to their freedom. 

Energy efficiency would seem like a small thing compared to the issues many of these people have 

faced. It is not surprising therefore that only 18 per cent of participants believed that energy 

efficiency will restrict their freedom, the majority (47 per cent) disagreeing with the proposition (see 

Figure 15).  

 

Figure 15 - Restricted freedom 

 

4. Energy efficiency is not very enjoyable  



 

 
Page 50 /  April 2016 Final Report of the Bright Actions project 

50 
 

Nearly half (47 per cent) of the participants disagreed with the idea that energy efficiency is not 

enjoyable, whereas only 23 per cent agreed that it was not enjoyable (see Figure 16).  

Once again the terminology used in this question may have been problematic for people with 

English, as a second language as άenjoyableέ is not a term normally associated with energy 

efficiency. 

For most of our participants the rewards from energy efficiency are well and truly worth the effort 

and they may see the financial returns as being enjoyable as opposed to turning lights off or setting 

the air conditioner temperature a little higher. 

Figure 16 - Not enjoyable? 

 

5. My quality of life will decrease when I reduce my energy use 

As can be seen in Figure 17, 21 per cent of project participants agreed with this statement, while 47 

per cent disagreed.  

These results may reflect the underlying assumptions of the project, where energy savings are linked 

to cost savings and reduced financial stress within the household.  

The message that reduced energy use can result in reduced financial stress was stressed in both the 

workshops and the home visits. In many cases EPWs translated energy savings into dollar savings 

rather than kilowatt savings. This appears to be a more concrete method in helping people 

understand the importance of energy efficiency. 
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Figure 17 - Reduced quality of life 

 

 

Demographic data 

One of the key outcomes from the home visits was a rich source of data on refugee households and 

their circumstances and experiences in relation to energy. In order to interpret and discuss the 

results of the project it is useful to present some demographic and household information about the 

participants, including: 

¶ household composition 

¶ income 

¶ location 

¶ housing and tenure type  

¶ country of origin and languages spoken 

¶ level of education 

¶ employment  

¶ housing type 

¶ number and type of appliances. 

It is important to note that the staff employed for the home visits were not energy-efficiency experts 

or electricians. Rather, they were chosen for their ability to communicate effectively with 

participants in terms of culture and language and their understanding of refugee issues. The 

conversation which took place may therefore have been vastly different to workers who were 

approaching the participant from a purely energy perspective. 

Household Composition 

The average age of participants was 38 years old. The range of participant ages varied from 17 to 87 

years old. The vast majority of people in the household were under 20 years of age, with more than 

2,000 household members being under 10 years of age. 
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Figure 18 illustrates the age and household composition of the home visit participants. 

Figure 18 - Age of household occupants 

 
aƻǎǘ ƻŦ ǘƘŜ ǇŀǊǘƛŎƛǇŀƴǘǎ ǿŜǊŜ ŦǊƻƳ ŀ ΨŦŀƳƛƭȅΩ ƘƻǳǎŜƘƻƭŘ ŎƻƳǇƻǎƛǘƛƻƴ which includes one, or two 

partnered adults, with or without children. The average household size was 4.6 people per dwelling, 

which is almost double the average size of an Australian household of 2.6 people.  

Figure 19 - Household composition
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Income 

Household income was below average. Eligibility for the project was aimed at low-income 

households, with the definition of low income as provided by the department specifying: 

¶ household income is in the bottom two quintiles of the Australian population  

¶ householder is in receipt of an Australian Government Concession Card  

¶ household income is mainly derived from income support payments  

The 2013- ABS Household Income and Wealth Australia sets the household income ranges in the 

bottom two quintiles (gross) as: 

¶ Quintile 1 (lowest quintile): Less than $435 a week or $22,620 per year  

¶ Quintile 2: $435 to less than $922 a week or a maximum of $47,944 per year.  

The income brackets provided in the project survey do not align with these quintiles (see Figure 20). 

However, the majority of participants (62 per cent) recorded household income levels below $800 

per week, with some (10 per cent) reporting income levels between $800 and $999 per week. A 

number of responses (10 per cent) reported household income levels above $999 per week, 

however all respondents were well below the average Australian household weekly income (gross) 

of $2,063. Notably, there was a relatively high proportion of respondents (19 per cent) where the 

participant was unwilling or unable to disclose their income. 

Figure 20 - Household income 
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Location 

Figure 21 - Bright Actions delivery areas 

 

As discussed in the methodology section of this report, Bright Actions was delivered in those 

locations in Queensland where MDA settles refugees as part of their refugee settlement service: 

South East Queensland, Rockhampton, Biloela and Toowoomba. At the end of the project 

(December 2015) the methodology was amended to expand the location of the service.  As a result 

of this change the project partnered with a refugee settlement service in Townsville (through the 

Townsville Multicultural Support Group) to deliver the home-visit service to their clients. Figure 22 

illustrates the number of home assessments undertaken over the course of the project by region. 
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Figure 22 -Home assessments by area 

 

Housing type and tenure 

The majority of participants (90.3 per cent) lived in rental accommodation. A small proportion (8.1 

per cent) reported that they were home owners or paying a mortgage on their home (see Figure 23). 

Sixty-two per cent of respondents were living in a free-standing house, 24.4 per cent in a unit and 

12.9 per cent in a duplex or housing sharing an external wall with another property. 

Figure 23 - Housing type 

  

The majority of participants had been in Australia for fewer than five years. 
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Figure 24 - Length of time in Australia 

 

Country of origin  

Participants came from a wide variety of ethnic backgrounds (see Figure 25), with 20 countries 

represented in the program. The highest proportion of participants were from Sudan (15.8 per cent), 

Burma/Myanmar (14.4 per cent) and Afghanistan (14.3 per cent). 

Figure 25 - Country of origin 

  

There were more than 40 first languages recorded (see Figure 26), with the most common first 

languages being Tamil (10.4 per cent), Hazaragi (8.8 per cent), Somali (8.2 per cent) and Farsi (7.2 

per cent).  
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Figure 26 - Most common languages spoken and cultures represented - by home visit 
participants 
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Education 

Participants were asked about the highest level of education they had achieved (see Figure 27). 

Fifteen per cent of participants had completed some form of TAFE or tertiary education. A total of 20 

per cent had primary school qualification while 24 per cent had no schooling. 

Figure 27 - Highest level of education completed 

  

The results differed when education levels were compared across cultural groups. For example, 

education levels among participants from an Iranian background (see Figure 28) were reported to be 

significantly higher than for people from the Hazaragi community from Afghanistan (see Figure 29). 

The majority of participants originally from Iran had attended university (41 people or 33 per cent) 

or high school (49 people or 40 per cent), whereas only five per cent (six people) had no schooling at 

all. However, in the Hazargi community, 51 per cent of participants (73 people) reported having had 

no schooling at all and 19 per cent (27 people) had completed an English language course only. Only 

one per cent of participants (two people) in the Hazargi community attended university. 
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Figure 28 - Highest level of education in the Iranian community 

 

 

Figure 29 - Highest level of education in the Hazargi community 

  

Employment 

Overall, there was a high proportion (61 per cent) of unemployment or under-employment reported 

amongst the participants. Just over 250 people or 15 per cent responded as being employed full-

time.  Figure 30 outlines the employment types indicated by home visit participants.  

Figure 30 - Employment status of home-visit participants 




















































































































