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1 The Smart-Up Project 

The overarching aim of SMART-UP is to encourage the active use of Smart Meters and In-House 
Displays by vulnerable customers, in those Member States where the roll-out of Smart Meters has 
been embarked upon. Indeed, previous studies have shown that Smart Meters do not lead to 
energy savings in the residential sector unless households actively use them and are encouraged to 
modify their everyday practices. Our project intends to fill in this gap, while also raising awareness 
on demand response services. 

The way we intend to do so is by developing a training program for installers, social workers and 
other frontline staff in contact with vulnerable people, so that they can inform vulnerable 
consumers about the benefits brought about by smart metering and advise them on how to use 
their Smart Meter and In Home Display (IHD) units (where fitted) to best effect, each time they are 
in contact with them. Indeed, most vulnerable and low-income householders require a one-to-one 
and on-going support. 

The training packages will be tested and improved before getting disseminated towards the major 
actors involved in smart meters deployment (DSOs, energy utilities, installers…). From 50 to 100 
installers or other frontline staff will be trained in each project partner’s country. Each of them will 
deliver face-to-face advise to 10 to 20 households, so as to reach 1,000 households in each country. 
DSO and energy utilities (depending on the national context) will be involved to provide the 
necessary support for this experiment and to ensure further dissemination of the training packages. 

Besides empowering vulnerable consumers, the project will serve to get some feedback on their 
specific needs and on the ways to appropriately communicate with them and help them take profit 
of smart metering. The project will also help consolidate data on how much energy can be saved if 
vulnerable householders are empowered to make best use of the opportunities that Smart 
Metering offers. 
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2 Context and Objectives 

2.1 Context and objectives of the training in Malta 

The aim of this training manual is to equip smart meter installers, social workers, and other 
frontline staff with the necessary knowledge, skills and capabilities to give advice to vulnerable 
households on how to use smart meters, and advice on energy saving in the home. In this way, 
users will be encouraged to actively take up smart meters and will be better placed to use them to 
save energy and money. 

In Malta, Projects in Motion is providing training to three groups of stakeholders to reach out to 
vulnerable households. 

 Staff at the Social Development Centres & Family Resource Centres (LEAP). 

 Installers and technical staff from SEWCU who are conducting home energy visits. 

 Social workers at the Richmond Foundation providing residential and day community-based 

programmes and respite care for persons with mental health problems.  

The training contents and manual have been adapted to particularly address the requirements of 
our stakeholders in view of our local context. The adaptations include:  

 Overall national context of energy consumption and realities of fuel poverty and its relevance to the 

Maltese context. 

 Address typical household electricity consumption and characteristics of households eligible for 

energy benefits. 

 Smart Meter functionality and how to assess consumption without an IHD 

 Domestic fuel running costs, consumption bands, and bills to inform about tariff changes; 
 Engaging with households to promote behavioural change and the necessary soft skills to 

communicate effectively; 
 Signposting households to information, grants and assistance available to improve the 

energy efficiency performance of their house (e.g. energy benefits). 
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3 Training on roll-out of smart meters and vulnerable households in Malta 

3.1 Smart metering process, and partners 

In Malta, a significant number of smart meters have been installed by Malta’s electricity provider 
Enemalta and its subsidiary ARMS Ltd. across the country since the first trial was started in May 
2009.  Back then, Enemalta started the installation of the first 5,000 smart meters on a voluntary 
basis, with the pilot project’s aim being to identify any problems ahead of the replacement of all the 
country’s electricity meters. The mandatory roll-out to all consumers commenced in 2010. As of 
November 2014, the installation of an automated meter management system in Malta and Gozo is 
nearing its final stages, with over 87% (220,500) of electricity meters having been replaced with 
new smart meters. 1  The remaining ones are expected to be replaced in the near future. 
Consequently, Malta is one of the consortium member countries with a very high percentage 
of smart meters already in operation and can therefore, together with the UK, act as one of the 
front runners when it comes to encouraging the active use of Smart Meters by vulnerable 
consumers.  

The main driver for the smart metering deployment has been the need to reduce non-technical 
requirement for bimonthly billing and billing errors. 

According to the latest Commission report entitled Benchmarking smart metering deployment in the 
EU-27 with a focus on electricity (COM(2014) 356 final) “An economic assessment of long-term 
costs and benefits for the implementation of smart metering was not carried out in Malta and is 
therefore not available. The main driver for the smart metering deployment has been the need to 
reduce non-technical requirement for bimonthly billing and billing errors.” The costs per smart 
meter installation (metering point) has been estimated by the European Commission to be ca. EUR 
77.2 

Overview of Smart Meter project phasing in Malta3 

                                                      
1 Malta Resources Authority (2014): Malta’s Report to the European Commission on the Implementation of Directive 2009/72/EC, 
Directive 2009/73/EC and Directive 2005/89/EC, http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-
3.pdf 
2 European Commission (2014), Country fiches for electricity smart metering - Accompanying the document Report from the 
Commission Benchmarking smart metering deployment in the EU-27 with a focus on electricity, http://eur-lex.europa.eu/legal-
content/EN/TXT/PDF/?uri=CELEX:52014SC0188&from=EN, Page 77 
3 IBM corportation (presentation), ftp://public.dhe.ibm.com/software/hu/events/Smart_Grid_Malta_project_overview.pdf 
 

http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-3.pdf
http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-3.pdf
http://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:52014SC0188&from=EN
http://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:52014SC0188&from=EN
ftp://public.dhe.ibm.com/software/hu/events/Smart_Grid_Malta_project_overview.pdf
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In Malta the main players with regard to the roll-out of smart meters are: 
 Enemalta Corporation (www.enemalta.com.mt) 

Enemalta is the main provider of electricity generation and distribution services in the Maltese 

Islands. 

 ARMS Ltd. (www.arms.com.mt) 

Arms Ltd. is an agency related to billing and customer care.  

 Malta Resources Authority (www.mra.org.mt)  

The Malta Resources Authority is a public corporate body with regulatory responsibilities relating 

to water, energy and mineral resources in the Maltese Islands. 

 IBM (www.ibm.com)  

In December 2008, IBM Global Business Services partnered with Water services and Enemalta and 

engaged on a €75M implementation of the Integrated Utilities Business Systems (IUBS) programme 

to provide the software infrastructure and backend.4 

 

3.2 Characteristics of Smart Meters in Malta 

The objective of the installation of the smart meters is to provide all customer in Malta with 
a meter that gives a digital reading of the electricity consumption as well as facilitating reading and 
billing for the service provider. The smart meters are also active meters i.e. they give load 
information to the service provider. 

The Smart Meters installed by Enemalta are produced by ENEL in Italy based on 2 way power line 
communication from meter to substation, a GPRS backhaul, and 5 min Time of Use (ToU) 

                                                      
4 ibid  

http://www.enemalta.com.mt/
http://www.arms.com.mt/
http://www.mra.org.mt/
http://www.ibm.com/


WP4, D4.2: Manual for installers and/or front-line staff to use as an aid when advising vulnerable households 

Grant agreement number: 649669 – H2020-EE-2014-2015 / HG2020-EE-2014-3 - MarketUptake 7 

functionality.5 The meter registers both import and export (e.g. PV or wind) of energy. A second 
meter will be required in order to monitor what is being generated from any renewable sources on 
customer premises. 

The smart electricity meter is equipped with sensors that will trigger an alarm at Enemalta 
Corporation if it is tampered with. Furthermore, given that the smart meter can be read more 
frequently (as much as every 15 minutes), the information captured will allow better identification 
of abnormal consumption which could be the result of electricity pilferage. 

Overview of the utility independent metering infrastructure in Malta 

 

 

3.3 Information and Services provided to customers by the smart meter (or via Internet or on 
invoice-paper) 

The Smart Meters installed by Enemalta are based on technology developed by ENEL in Italy. The 
Smart Meters make certain information available to the consumers via a digital display. The 
messages that can be displayed include:  

 

 

                                                      

5  IBM Corportation (presentation): IBM Smart Energy Realities – Experiences Beyond the Pilots: 
http://smartgridaustralia.com.au/SGA/Documents/NSW110802_Presentation_Andrew_Weekes.pdf 

 

http://smartgridaustralia.com.au/SGA/Documents/NSW110802_Presentation_Andrew_Weekes.pdf
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Consumption Information6 Inst. Power 

(Instantaneous Power) Shows the average power demanded in 
kilowatts during the previous 2 minutes. This value is calculated 
and updated automatically every 2 minutes. 
Total 
Total consumption since installation of meter. This is equivalent 
to the display of old analogue meter  
Current Period 
This introduces the variables for the current billing period (when 
introduced). 
Today  
Today’s consumption from midnight to the current time. 
Tx Read 
Consumption in kWh for the tariff applicable to the consumer. 
Tx P Max 
The maximum demanded power used during the current period 
for the tariff applicable to the consumer 
Active Tariff Tx  
The normal 24hr tariff applicable to the consumer. 

Export Information 
 

Total 
The energy the consumer feeds back into the grid by means of PV 
panels, wind turbine, etc. (where applicable). 

General Information Date, time, Freephone number, email address, etc., as per display 

There is additional information 
the smart meter gives to the 
consumer in case the allowed 
power is being exceeded. In 
case the power is being 
exceeded the Smart Meter will 
perform checks after 2, 32 and 
62 minutes and will display the 
following messages: 

Reduce Load Power exceeded by (pct) xx 
The first warning that the consumer is exceeding the standard 
power (9.2kW) load by the percentage (pct) displayed. 
Risk Disconnect Power exceeded by xx pct  
The consumer continued exceeding the standard power by the 
percentage (pct) displayed and is now risking disconnection in the 
next 30 mins if consumption is not lowered. 
Disconnection  
The supply has been disconnected. Lower the power and switch 
on the circuit breaker. 

                                                      

6  Enemalta Corporation: Smart meter brochure, 
http://www.enemalta.com.mt/enemaltastorage/images/files/arms/enemalta%20smart%20meter%20brochure%20.pdf 

   

http://www.enemalta.com.mt/enemaltastorage/images/files/arms/enemalta%20smart%20meter%20brochure%20.pdf
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A typical bill provides the consumer in Malta with information about their total consumption in a 
specific period as well as with a comparison of consumption over time.  
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An advanced online portal for consumers is currently being tested (July 2015) and expected to be 
rolled-out in the near future. In addition to that, Enemalta is planning to provide access to billing 
and consumption information to consumers via mobile phone applications that directly connect to 
the web-service/smart meter.  

The current Enemalta online portal provides consumers that have registered for an e-ID with access 
to all past bills and historic meter readings.  
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4 Training on fuel poverty situation in Malta 

4.1 Number and characteristics of fuel poor households in Malta 

In 2010, just over 20 per cent of households in Malta had a disposable income of €10,000 or less. 
The at-risk-of-poverty threshold, calculated as 60 per cent of this median, resulted at €6,225. A 
total of 61,523 persons had an equivalent income that fell below this amount and were thus 
considered to be at-risk-of-poverty.7 

In Malta, the Social Security Act (Cap 318)8 provides for two basic schemes. One Scheme is known 
as the Contributory Scheme, and the other as the Non Contributory Scheme. In the Contributory 
Scheme, the basic requirement for entitlement is that specific contribution conditions are satisfied. 
In the Non Contributory Scheme, the basic requirement is that the conditions of the means test are 
satisfied. In Malta, vulnerable consumers can apply for a so-called energy benefit scheme which 
aims to mitigate the effect of expenditure on water and electricity bills of low income families (see 
further information below).  

During 2013, the consumer accounts that received energy benefits amounted to 24,416 which 
account for 10.8% household consumers. Approximately EUR 4-5 million are budgeted annually in 
energy benefits.  

 

In addition, customers who are unable to pay their bills when they are due are allowed by Enemalta 
Corporation to pay their bill in instalments so as to avoid disconnection. The total number of 
disconnections for non-payment during the year 2013 was 570 which represent an increase of 
16.8% over 2012. This number includes households and non-households consumers.” 

 

4.2 Official definition of fuel poverty and support mechanisms in place 

Although there is no official national definition of “fuel poverty” in Malta, the term is acknowledged 
to widely follow the common definitions used in other countries such as UK. On the other hand, the 
term “Vulnerable Customers” has been defined as part of Malta’s implementation of Directives 
2009/72/EC and 2009/73/EC into national law: 

“Vulnerable customers are catered for within the social policy framework. The social policy 
department has established the criteria whereby certain categories of energy consumers become 

                                                      
7 National Statistics Office (2010): Statistics on Income and Living Conditions 2010, 
https://nso.gov.mt/en/publicatons/Publications_by_Unit/Documents/C1_Living_Conditions_and_Culture_Statistics/SILC_2010.pdf  
8 Social Security Act, Chapter 318, http://justiceservices.gov.mt/DownloadDocument.aspx?app=lom&itemid=8794  
 

https://nso.gov.mt/en/publicatons/Publications_by_Unit/Documents/C1_Living_Conditions_and_Culture_Statistics/SILC_2010.pdf
http://justiceservices.gov.mt/DownloadDocument.aspx?app=lom&itemid=8794
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eligible to receive energy benefits. The energy benefits take the form of financial support deducted 
from the consumers’ energy bill.”9  

Households qualifying for assistance meet one of the following criteria:10 

1. Beneficiaries of social security with respect to social assistance (including carer’s assistance, single 

unmarried persons, or unemployment assistance), special unemployment benefit, age pension or 

carer's pension; or 

2. Persons in receipt of children's allowance, supplementary allowance, or a pension in respect of 

disability and if the means-tested total income of the family is less than €8,795 per annum; or 

3. Persons qualifying on 'humanitarian grounds' where the person is a head of household and proves 

that a member of the family suffers from a medical condition that requires an excessive use of water 

and electricity, and such member is permanently residing in Malta, and the household income 

(calculated in accordance with the provisions for a disabled child allowance) is less than €30,911 per 

annum. 

Depending on the households vulnerability criteria qualifying for the energy benefit persons falling 
under support categories 1 and 2 can benefit from: 

 an amount to offset 30% of the consumption of electricity prior to the eco reduction up to a 
maximum assistance of €75 per year per person in the household, and  

 in the case where claimant is the account holder a subsidy of not more than €65 per year in respect 
of the rent of electricity meter, and a subsidy of not more than €59 per year in respect of the rent of 
water meter is also awarded. 

 Lpg is also paid to claimants who are entitled, either as a social case or as means tested cases. Head 
of households over 60 years are entitled to €40 annually and those under 60 years are entitled for 
€30 annually per household. Lpg is paid only with actual invoices. 

For persons qualifying under category 3 (humanitarian cases) the energy benefit will include: 
 an amount to offset 80% of the consumption of electricity before the eco contribution reduction, and 
 a subsidy in respect of the rent of an electricity meter of not more than €65 per year in the case of a 

single phase meter or not more than €195 per year in the case of a three phase meter, and 
 a subsidy of not more than €59 per year in respect of the rent of water meter. 

 

 

  

                                                      
9 Malta Resources Authority (2014): Malta’s Report to the European Commission on the Implementation of Directive 2009/72/EC, 
Directive 2009/73/EC and Directive 2005/89/EC, http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-
3.pdf  
10  Ministry for Social Policy website: Energy Benefit, https://socialpolicycms.gov.mt/en/Short-Term-Benefits/Pages/Energy-
Benefit.aspx (last accessed 13.07.2015) 
 

http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-3.pdf
http://mra.org.mt/wp-content/uploads/2012/07/216/Maltas-Annual-Report-2014-3.pdf
https://socialpolicycms.gov.mt/en/Short-Term-Benefits/Pages/Energy-Benefit.aspx
https://socialpolicycms.gov.mt/en/Short-Term-Benefits/Pages/Energy-Benefit.aspx
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5 Training on obtaining informed consent from vulnerable groups 

 

Informed consent is a crucial element of ethical research and the principle of autonomy. Rights for 
self-determination and “not to be harmed” are implicit in the European Convention on Human 
rights, and the SMART-UP research effort will adhere to the following guidelines: 

 Each potential subject must be adequately informed of the aims, methods anticipated benefits and 
potential hazards of the research and any discomfort participation may entail. 

 Any documentation given to respondents should be comprehendible and there should be an 
opportunity for participants to raise any issues of concern.   

 Consent should be required in writing and records of consent should be maintained.   

 Potential participants must be informed that they are free to withdraw consent at any time without 
giving a reason. 

 Formal complaints procedures will be put in place and participants will be explicitly made aware of 
this. 

 

During the visit, the trained frontline staff will further explain the project, the social research and 
the benefits and obligations of the participating consumer and will illustrate to the consumer 
directly the informed consent form to be compulsory signed by the consumer. The trained 
frontline staff will ask the consumer to sign the informed consent form and only after having 
received the signed form, he / she will collect information on the energy consumption and the 
habits of the household through the ex-ante questionnaire (attached the ex-ante questionnaire) 
and will provide the consumer with advice on domestic energy efficiency. 
 
 
Example of information sheets and informed consent form to be used with vulnerable groups 
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6 The Training ppt material 

The following slides are part of the actual training course for smart meter installers, and social 
partners in Malta.  

DISCLAIMER 

Agreement 

By using the SMART-UP material, website or by participating in this effort, you agree to be bound by these 
Terms and Conditions of Use and the Privacy Statement in relation to your use of and the performance of 
this material and the information services and materials contained in or provided by it. If you do not accept 
these Terms and Conditions of Use and Privacy Statements, please exit this website or notify the interviewer 
that you do not wish to participate further. 

Information and Advice 

The representatives of PiM are qualified persons, and all presentations and information given by them is 
provided free of charge and for general information purposes only. PiM endeavours to keep information up 
to date and correct, however, PiM does not give any warranties or representations of any kind that the 
information on the website or printed material is complete, accurate, reliable or suitable for your use. Any 
reliance you place on information provided is strictly at your own risk. Where appropriate, you will seek 
verification from an independent source before relying on any information obtained from this website. 

All references to home efficiency matters are based on factual data and are for educational purposes only. 
The information contained in the advice is intended to be general advice and in no way does it take into 
account the investment objective and financial situation of any person. 

Electrical interventions 

Electricity is dangerous and certain home improvement projects can cause serious personal injury or death 
as well as other property loss or damage if not properly executed. PiM and the MFSS takes no responsibility 
for your undertaking of any home project you may decide to perform. If you have any doubts whatsoever 
about performing do-it-yourself electrical work, you should engage a qualified specialist to perform the work 
for you. No advice or information, whether oral or written, obtained by you from us shall create any 
warranty not expressly made herein. 

Liability 

This information is provided for the use of individuals as they see fit! PiM and all parties associated with it, 
including the MFSS, are not responsible for the use and results of the information provided through printed 
form or on the SMART-UP website by any party, especially those lacking sufficient skill or knowledge to 
perform these steps safely and any hazard created is the sole responsibility of the user. 

To the extent permitted by law, PiM expressly excludes: 
 all conditions, warranties and other terms which might otherwise be implied by statute, common 

law or the law of equity; 
 any liability for any direct, indirect or consequential loss or damage incurred by any use in 

connection with the website or printed information or in connection with the use, inability to use, or 
the results of the use of the website or printed information, any websites linked to it and any 
materials posted on it, including without limitation any liability for loss of income or revenue, loss of 
business, loss of profits or contracts, loss of anticipated savings, loss of data, loss of goodwill, wasted 
management time and for any other loss of damage of any kind, however arising and whether 
caused by tort (including negligence), breach of contract or otherwise; 
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 hyperlinks from the SMART-UP website to and content from other sites owned and operated by 
parties other than PiM are provided only for ready reference and ease of use. We do not control 
such websites and cannot be held responsible for their content or accuracy and do not endorse 
these sites unless we specifically so state. We accept no liability for any information, products, 
advertisements, content, services or software accessible through these third party websites or for 
any action you may take as a result of linking to any such website. 
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7 Training on the Smart Up energy diary for vulnerable households 

A dedicated tool, the SMART-UP Energy Diary, has been developed and adapted to the local context 
to assist smart meter installers, social workers, and other frontline staff in supporting vulnerable 
households to understand their smart meter and how to reduce their energy consumption.  
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8 Training on the SMART-UP DIY home energy check 

SMART-UP DIY home energy check for vulnerable households and frontline staff 
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9 The Smart-UP evaluation Questionnaire 

The evaluation questionnaire used in Malta has been adapted to the requirements of the local 
social partners while maintaining comparability of the results between the participating countries. 
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