ACTIVATING CONSUMERS TO DEEP ENERGY
REFURBISHMENT IN EUROPE

The holistic Refurb approach to deep energy renovation
- the successful customer journey
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The Customer Journey serves as a common
(local) platform, bridging the gap between
the homeowner and the business
community — securing a safe, reliable and
valuable customer experience.
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The Customer Journey and it’s stakeholders
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Communication Coordination & actions Follow-up

1. Becoming aware 4. Considering the offer 8. Experience

2. Becoming interested 5. Financing 9. Organizing

3. Becoming active 6. Selecting a supplier 10. Sharing (ambassador)

7. Installation and payment 11. Wanting more (loop-back)

Stakeholders to be aligned

« Society, neighbors, * Local banks, craftsmen, « Craftsmen, society,
family, school kids, ... advisors, consultants, neighbors, family

« The Municipality real-estate agents, the « A local alliance

« A local alliance construction industry * Press & social media

* Press & social media * A local alliance
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey
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Stumbling blocks - along the Customer Journey

; [t Temaae H e e J:J;:: ﬁr:r-ﬂ Iﬁ‘;:d:.‘:tml?; X .:nm E r::‘_pmﬂ-ﬂ': rm:.‘::;ﬁ" o jroma o { r:u'“rr;'“:ll
a L. I §eew s W venkir
: 2 m

aleciing a supplisr
u 'lg.-n-l-l{-"b !lallah-rrnan-:l 13me

- i tetheend of e process

s E ﬂB.[r-nl.I B leansbming

EB L:tl SREVEE

EE TR
g E %wlw ;hut.lmnrmll_r

JFETicg abes TR MyEperEnTe
BC.1eax amlly =y Bt il

-D ]hd rrlm E:‘-ﬂm!-m-“
m;rniilmnmﬂ
agreaments made

Tt thaxmsrt
whihl campayior &

oF. [ Bavea 7E. Lhars

o
Infermationfer;
Instaliatizn

7F. The sopghe

censiders mym
sty mtom amed

==110C. I can easily share

5. [ aam oot

MYy experience with a
——|wider community

ity e s pplig
syt farsen oo
poesbsil i for of

GE Iwamtmbeshlets 7l Thefimaprosisbe = egperieor
:hmﬂwm pald&=in oF. Ican undo, retum Poritivesgerianoe
m

s meamres Elam

raarind ard crdemtard

e dissatisfied

This project has received funding from the European
Union’sHorizon 2020 research and innovation programme
under grant agreement No 649865

refurb



Stumbling blocks - along the Customer Journey
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Conclusion

The Customer Journey will serve
as a strong platform for
creating common views and
training — conditioned local
adaptation and programming -
involving multiple society
stakeholders
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3.
4.
5.
6.

How to create a Refurb compelling
offer in only six steps

Focus your market segment ex. Young Families
(YF) or Empty Nesters (EN) in single detached
homes

Use the customer journey to identify the
stumbling blocks and advantages/actions?

Generate the value proposition
Describe the business model

Add the financial support (optional)
Appoint a Single point of contact (if required)
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(3) To get home-owners on board the
journey, you need a value proposition

GAIN CREATORS
A

PRODUCTS
2SERVICES

e

PAN RELIEVERS

+ (5) Financial support & incentives
(%

will improve !

w (2) The Refurb Customer Journey with pre-programmed QA
creates a common understanding and platform
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(6) To keep the journey
powered,

you need a smgle point of contact
The value creating business model
will secure strong stakeholder

engagement
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Country sp

BE
ALL-IN-ONE AND
STEP-BY-STEP

RENOVATION
PACKAGES

Target group

\‘A 2 I \ ‘\-. »
Single family
houses

DK
=]
iy
FIVE PACKAGES

FOR COMFORT
AND HEALTH

Target group

v L]
Single family
houses

"‘ur,

NL
=
 I—

UNBURDENED
NZEB
RENOVATION
Target group
MR\ /\ ':‘

uvu LI
Any private
owned house

: ATTRACTIVE
FLATS TO
LET OUT

: Target group

Multi-apartment.
Housing companies
and cooperatives

ecific Refurb-offers

EE Si
— rim

A FAIR NZEB AN ECONOMIC
OFFER SAFE SOLUTION

Target group

s AES U
Multi-apartment.
private owned

Multi-apartment.
private owned

Any

Yes

1960-1980

s Any

Time of purchase,
time of retirement

: Any

Specific intervention timing strategy

Yes =

: Any

When there is
: aneed

1S60-1980
When owners : When owners
can agree : can agree

Yes

: Yes : No

: Non Applicable

Non Applicable Non Applicable

Can be integrated
locally

No

L%;,'
Investments in EUR
60.000+

Investments in EUR

12.000-67.000

ESCO

N
N

Wa

hvesnnent; in EUR
20.000-100.000

No lirits

KfW funding options

in EUR

KredEx Package ECO Fund

Investments in EUR
No Umits

Investments In EUR
55.000-394.000

Webpage with calculation tool
No :

Yes

Yes

Industry with energy

: ves

Regional/local

= Non Applicable s Yes No No
Yes No No No
= Local z District Local Construction
community : solutions : community company driven

expert and architects

stakeholders

Yes

Non Applicable
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Thank you for your attention

Peter Rathje,
ProjectZero (DK)
pr@projectzero.dk
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