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The holistic Refurb approach to deep energy renovation
- the successful customer journey



The Refurb project structure 

Analysis of 
the DEMAND 

side

Analysis of 
the SUPPLY 

side

The 
Compelling 

Offer

• Local pilots
• Roll-out and replication plan
• Transferability potential

Making a package
”on time attractive” 
to a specific segment  
and realize it! 



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.



The Customer Journey and it’s stakeholders

Communication
1. Becoming aware
2. Becoming interested
3. Becoming active

Coordination & actions
4. Considering the offer
5. Financing
6. Selecting a supplier
7. Installation and payment

Follow-up
8. Experience
9. Organizing
10. Sharing (ambassador)
11. Wanting more (loop-back)

Stakeholders to be aligned

• Society, neighbors, 
family, school kids, …

• The Municipality
• A local alliance
• Press & social media

• Local banks, craftsmen, 
advisors, consultants, 
real-estate agents, the 
construction industry

• A local alliance

• Craftsmen, society, 
neighbors, family

• A local alliance
• Press & social media



Stumbling blocks – along the Customer Journey



Stumbling blocks – along the Customer Journey

1A-2A. I receive information 
about energy saving at a 
relevant moment 



Stumbling blocks – along the Customer Journey

1C-2C. I receive information about 
energy saving from my social 
environment (social media, friends, 
neighbours, etc.)



Stumbling blocks – along the Customer Journey

1D. It is clear why 
energy saving is 
important



Stumbling blocks – along the Customer Journey

4B-5B. I am aware of the 
advantages in the short 
and long term, including 
the financial return 



Stumbling blocks – along the Customer Journey

5F. I have a good idea of 
the financing options 
and how I can make use 
of them

7F. The supplier 
considers my personal 
situation and 
requirements during 
installation



Stumbling blocks – along the Customer Journey

7F. The supplier 
considers my personal 
situation and 
requirements during 
installation



Stumbling blocks – along the Customer Journey

10C. I can easily share 
my experience with a 
wider community 



Stumbling blocks – along the Customer Journey

11D. I know whether and why 
it is useful to continue to 
improve energy saving in my 
home.



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



How to create a Refurb compelling 
offer in only six steps

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

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

3. Generate the value proposition
4. Describe the business model
5. Add the financial support (optional)
6. Appoint a Single point of contact (if required)



(2) The Refurb Customer Journey with pre-programmed QA
creates a common understanding and platform

(3) To get home-owners on board the 
journey, you need a value proposition

(5) Financial support & incentives
will improve !+

(6) To keep the journey 
powered,

you need a single point of contact
(4) The value creating business model

will secure strong stakeholder 
engagement



Country specific Refurb-offers
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