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STEP 1: DESiGN PHASE
Main goal: increase knowledge and give insigts and 

trust in the process.

Risk: advice will cost 
money from here on
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STEP 2: ELABORATiON PHASE
Main goal: informing and guiding the customer and 

making it easier to obtain financing.
Risk: customer gets 
overwhelmed

!

Risk: bad experience 
with third party contact

!
!

Risk: customer is not 
satisfied with final plan
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STEP 3: CONSTRUCTiON PHASE
Main goal: increase general trust in quality and 

benefits of the renovation.

Risk: unexpected changes, no 
clear improvements

!

Validation
report

Information
/ usage guide on smart monitoring

Questionnaires
STEP 4: iN-USE PHASE

Main goal: monitoring performance of dwelling, 
educating customer about the home improvements

STEP 0: ONBOARDiNG PHASE
Main goal: raising awareness, getting people 

curious about the possibilities of home renovation

Risk: monitoring not 
wanted by customer

!

Risk: improvement is 
not noticable

!
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CiTiZEN HUB

Risk: reach not suffient, 
follow-up too hard!

SAVE THE HOMES: THE CUSTOMER JOURNEY

This project has received funding from the European Union’s H2020 framework 
programme for research and innovation under grant agreement no 892749.

A customer journey framework has been created to get a complete overview of the 
touchpoints during the renovations and to see how people go through decision making. 
The customer journey gives insight in the motivation and barriers of the citizens and 
how to assist the Citizen Hub can assist them better with the home renovation process.


