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About 

Making our homes and buildings more energy efficient is crucial in the transition 

to a low-carbon future. An estimated 75% of the EU building stock is energy 

inefficient. The renovation of public and private buildings is an essential action and 

prioritised in the European Green Deal. The goal of the HORIS project is to 

improve the energy efficiency of residential buildings and reduce energy poverty. 

HORIS will create a digital one-stop-shop (OSS) with the aim of empowering 

homeowners during the renovation process. Homeowners face several key 

barriers when deciding to retrofit, such as uncertainty and lack of trust about 

reported energy savings. They must also choose a home renovation professional 

and navigate the complexities of the financial process. 

The OSS will help homeowners make decisions to improve energy efficiency; 

renewable energy solutions and identify support to reduce energy poverty. The 

Green Menu will simplify the home renovation process – by providing 

homeowners with relevant and credible information and helping them identify the 

best and most sustainable options. The HORIS project will build on the success of 

established tools like the ‘Self Scan’ developed by De Groene Grachten. By 

offering financial, legal and technical solutions, HORIS will facilitate a smooth 

customer journey, offering homeowners support on finding renovation 

professionals and guidance about financial schemes. 

The project will engage with small and medium sized stakeholders, including local 

and regional public authorities and non-profit organisations and establish a 

network of approved home renovation service providers. Initially, the OSS will be 

set up in Italy, Spain and Portugal with the ambition of replicating in additional 

countries if needed.  

Project partners 

 

  



HORIS Platform Customer Satisfaction Survey- March 2026 
 
 

5 
 

Table of contents   

Contents 
1. customers’ experience Executive Summary ................................................................................ 6 

2. Research Scope and Methodology ............................................................................................... 7 

3. Energy Efficiency Behaviour .......................................................................................................... 9 

4. Platform Evaluation ...................................................................................................................... 11 

4.1. Global KPIs: NPS & GLOBAL SATISFACTION ...................................................................... 11 

4.2. PLATFORM USAGE and FEATURES EVALUATION.............................................................. 12 

4.3. FEATURE: Information and Advice ..................................................................................... 12 

4.3.1. FEATURE: Financing and Subsidies ................................................................................ 13 

4.3.2. FEATURE: Self-Scan Tool ................................................................................................ 14 

4.3.3. FEATURE: Contact with Professionals ........................................................................... 15 

5. Future Services and Payment Behaviour .................................................................................... 16 

5.1. Interest in New Services ..................................................................................................... 16 

5.2. Willingness to Pay for Services ........................................................................................... 17 

5.3. BUSINESS MODEL: Fixed-price or Pay-per-access. ........................................................... 19 

6. Qualitative Insights and Improvement Priorities ....................................................................... 20 

6.1. Cross-Market Common Themes ........................................................................................ 20 

6.2. Market-Specific Insights ...................................................................................................... 21 

7. GLOBAL Conclusion BASED ON CUSTOMERS EXPERIENCE feedback from the survey run .... 23 

 

 

 

  



HORIS Platform Customer Satisfaction Survey- March 2026 
 
 

6 
 

1. CUSTOMERS’ EXPERIENCE EXECUTIVE SUMMARY  

Overall, the results confirm that HORIS users show a very high level of concern about energy 

consumption and energy efficiency in their homes. Across the three countries, users mainly 

accessed the platform seeking general information, guidance and support related to improving 

energy efficiency. Nevertheless, important differences emerge in users’ profiles and motivations. 

Italian users are primarily oriented towards information-seeking, Portuguese users show a higher 

incidence of past renovation activity but lower short-term renovation intention, while Spanish 

users are clearly the most action-oriented, with stronger interest in subsidies and renovation cost 

estimation. 

The overall evaluation of the HORIS platform is positive, although driven by different dynamics in 

each market. Portugal records the highest overall satisfaction and recommendation scores, 

despite comparatively lower usage of platform features, suggesting a more global and 

expectation-driven evaluation. Italy stands out for its consistent positive assessment of content 

quality across all main features (Information & Advice, Financing & Subsidies, Self-Scan), reflecting 

a more analytical and exploratory user profile. Spain, while showing the highest level of 

engagement with platform features, is also the most critical market, largely due to stronger 

expectations for actionability, clarity on costs and effective professional support. 

Analysis of feature usage highlights several important friction points.  

 Information and advisory content are generally appreciated for their clarity, simplicity and 

ease of navigation, although they are not perceived as exclusive.  

 The Self-Scan tool receives a moderate evaluation, particularly in Spain, and shows limited 

adoption due to unclear value proposition, data-entry and registration barriers, and the 

absence of immediate renovation intent among part of the audience.  

 Most critically, the experience of contacting professionals through the platform emerges 

as the weakest point of the user journey, with lack of response or delayed feedback 

significantly undermining trust and limiting the platform’s perceived effectiveness. 

Looking ahead, users express: 

 a clear preference for human-guided services, with strong interest in a personal agent 

capable of supporting homeowners throughout the renovation process.  

 Services such as energy audits and certificate issuance also attract interest, whereas…  

 virtual assistants or chatbots generate consistently low appeal.  

Willingness to pay for services remains limited and highly conditional; when users are open to 

payment, they strongly favour fixed-price or pay-per-access models, while subscription-based or 

percentage-of-budget models are broadly rejected. 
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2. RESEARCH SCOPE AND METHODOLOGY 

The HORIS Customer Satisfaction Survey was designed and conducted by the Consumers’ Voice 

Department in coordination with the HORIS project team @Euroconsumers.  

The objective of the research was to evaluate users’ experience with the HORIS platform, focusing 

on satisfaction levels, usage of available tools and services, perceived strengths and weaknesses, 

and potential willingness to pay for future personalised offerings. 

The study targeted users who had visited the local HORIS platforms in Italy, Portugal and Spain. 

Data were collected through an online questionnaire administered to individuals whose email 

addresses were available in the respective local HORIS databases. Participation was voluntary and 

no quotas were applied to the responses. 

The questionnaire covered three main areas of analysis: 

- Energy efficiency behaviour and motivations, including concern related to energy 

consumption and renovation activity. 

- Experience with the HORIS platform, including recommendation (through the NPS index), 

global satisfaction and evaluation of specific features and services (such as, Information & 

Advice, Financing & Subsidies, Self-Scan Tool, and contact with professionals) 

- Payment behaviour and future interest, exploring perceived value of advanced services 

and willingness to pay under different pricing models. 

The average completion time of the questionnaire was approximately 7 minutes, ensuring a 

balance between depth of information and respondent engagement. 

Data collection was carried out using a computer-Assisted Web Interviewing (CAWI) 

methodology.  

Fieldwork took place from 17 to 23 March 2026. Invitations to participate were sent via email to all 

eligible contacts during this period. 

The final sample consisted of a total of 565 completed answers, distributed as follows: 

 Italy (ITA): 278 respondents 

 Portugal (PT): 96 respondents 

 Spain (SP): 191 respondents 

At a 95% confidence level, the estimated margins of error were ±5.9% for Italy, ±10.0% for Portugal 

and ±7.1% for Spain. Due to the smaller sample size in Portugal, some results for this market should 

be interpreted as indicative trends rather than statistically robust conclusions. 

The analysis combines descriptive statistics and comparative cross-country insights. Quantitative 

results are complemented by qualitative feedback obtained through open-ended questions, which 

provide additional context on user expectations, perceived gaps and improvement priorities. 
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Here we shown the track from survey invitations to answers completed:  
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3. ENERGY EFFICIENCY BEHAVIOUR 

Survey results show that users of the HORIS platform across Italy, Portugal and Spain display a 

very high level of concern about energy consumption and energy efficiency in their homes. In all 

three countries, most respondents report concern levels in the upper range of the scale, 

confirming energy efficiency as a highly relevant and motivating topic for HORIS users. 

Beyond this shared general concern, users’ behavioural profiles differ across markets, particularly 

in relation to past renovation activity and future renovation intentions. These behavioural 

differences help contextualise how users approach the platform and shape their expectations of 

the services offered. 

 In Italy, respondents are primarily focused on information-seeking (56%). While concern 

about energy efficiency is high (83%), Italian users show comparatively lower engagement 

in recent renovation activity (36% has made a renovation in the last 2 years) and a relatively 

high level of uncertainty regarding future renovation plans (38% are not sure for renovation 

in the next year). HORIS is thus used mainly as a source of trusted information rather than 

as a tool to immediately support concrete renovation decisions. 

 

 In Portugal, a higher proportion of users, report having already carried out 

energy-efficiency renovations in the recent past (58% in the last 2 years). However, their 

intention to engage in further renovations soon, is more limited (35%). Portuguese users 

mainly access HORIS to consolidate knowledge (57%), understand available public subsidies 

and reassess options (47%), rather than to actively plan new interventions. 

 

 In Spain, users display the most action-oriented profile. Spanish respondents show higher 

intention to implement renovations in the short term (42% in the next year) and stronger 

motivation related to subsidies (42%), cost estimation (46%) and concrete decision 

support. This behavioural profile explains both the higher use of HORIS tools in Spain and 

the greater level of critical evaluation observed in later sections of the analysis when 

expectations are not fully met. 

Across all markets, the main motivations for using the HORIS platform are linked to: 

- Accessing general information on energy efficiency and energy savings (aprox 55%). 

- Understanding the energy efficiency level of the home (aprox 30%). 

- Identifying available public aids and subsidies (ITA: 28% while 47% in PT and 42% in SP). 

- Estimating potential renovation costs (46% in SP, with the highest level). 

 

Contacting professionals, while part of the platform’s value proposition, is not a primary initial 

driver for most users, especially at the early, exploratory stage of their renovation journey. 

Overall, these behavioural insights confirm that while HORIS users share a strong underlying 

concern about energy efficiency, they engage with the platform from different stages of the 

renovation decision-making process. These differences are key to interpreting subsequent 

evaluations of the platform’s tools, services and perceived value. 
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Note: average mentions = is the number of options mentioned on average among the respondents  
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4. PLATFORM EVALUATION  

4.1. GLOBAL KPIS: NPS & GLOBAL SATISFACTION 

This section analyses users’ overall evaluation of the HORIS platform, focusing on global 

satisfaction, recommendation intention (NPS) and cross-country differences in how the platform 

performance is perceived. 

Results show that the overall evaluation of HORIS is positive, although the level of satisfaction 

and recommendation varies across markets and is shaped by different user expectations and usage 

patterns. 

 

 

 In Portugal, HORIS achieves the highest overall satisfaction scores and the unique with 

positive Net Promoter Score (NPS) among the three countries (NPS=16). This favourable 

evaluation occurs despite relatively lower use of specific platform features. Portuguese 

users tend to provide a more global and forgiving assessment, likely influenced by lower 

expectations and a more exploratory use of the platform. 

 

 In Italy, the platform receives a solid and balanced evaluation, with satisfaction levels 

broadly positive and a high proportion of neutral recommendations. Italian users show a 

more analytical evaluation pattern, consistently assessing individual features rather than 

the platform as a whole. This market presents a stable performance, without extreme 

polarisation between promoters and detractors. 

 

 In Spain, the evaluation is more critical, both in terms of global satisfaction (6,4 on 

average, the poorest level) and willingness to recommend the platform. Spain records the 

highest share of detractors and the lowest NPS score (-25). This more negative outcome is 

not associated with low engagement — on the contrary, Spanish users are the most active 

in using the platform’s tools. Their lower evaluation reflects potentially higher 

expectations for concrete outcomes, stronger demand for actionability and dissatisfaction 

with key aspects of the experience, particularly professional contact and cost clarity (as we 

will show later through this report).  
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Across all markets, recommendation levels reveal a high proportion of neutral users, especially in 

Portugal and Italy. This indicates that while the platform is appreciated and considered useful, it 

does not yet generate a sufficiently strong experience to clearly drive advocacy. In Spain, neutral 

responses are lower, with a higher tendency towards negative recommendation. 

Overall, the analysis of global KPIs highlights that HORIS delivers value and meets user needs at a 

basic and intermediate level but also underlines the importance of managing expectations and 

improving execution in areas critical to conversion, trust and recommendation. Differences 

between countries emphasise the need for a differentiated strategic approach, adapted to each 

market’s user profile and maturity level. 

4.2.  PLATFORM USAGE AND FEATURES EVALUATION 

This section analyses users’ interaction with the different features available on the HORIS platform 

and their evaluation of each feature of the tool. The results highlight clear differences in usage 

intensity, perceived value and friction points across markets, helping to explain variations 

observed in global platform satisfaction. 

 

Overall, platform features’ usage is higher in Italy and Spain, where around four out of five users 

report having used at least one of the main tools. In contrast, Portugal shows a lower level of 

interaction (60% vs over 80% for ITA and SP) with a significant proportion of users reporting that 

they did not actively use any of the platform’s features. These differences reflect both distinct user 

profiles and varying expectations regarding the role of the platform.  

 

 

4.3.  FEATURE: INFORMATION AND ADVICE 

Across the three countries, Information and Advice is the most widely used feature (69% in ITA to 

81% in PT). Users generally appreciate this section for its simple language, clarity, and ease of 
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navigation, as well as for covering a broad range of relevant topics related to energy efficiency. 

The content is perceived as helpful for raising awareness and supporting early-stage 

decision-making. 

However, despite this positive assessment, information and advice are not perceived as exclusive 

or highly distinctive (the lowest level of positive evaluation with 38% -49%), with many users 

indicating that similar content could be found through other sources. Portugal tends to show the 

most positive evaluation, while Spanish users are comparatively more critical, particularly 

regarding depth and perceived added value. 

 

 

4.3.1. FEATURE: FINANCING AND SUBSIDIES 

Content related to Financing and Public Subsidies receives a moderate evaluation overall, with 

significant differences across markets. Users appreciate having access to information on available 

financial support mechanisms, but concerns emerge regarding clarity, practical applicability and 

up-to-datedness, especially in Spain (36%, the lowest positive level among the countries and 

attributes). 

Portugal shows a relatively more positive perception of this feature, although results should be 

interpreted with caution due to smaller sample sizes. In Italy and Spain, users are more critical, 

particularly when assessing whether information is sufficiently updated and easy to translate into 

concrete action. 
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4.3.2. FEATURE: SELF-SCAN TOOL 

The Self-Scan Tool represents one of the core features of the HORIS platform, yet it receives a 

moderate to low evaluation, with Spain showing the most critical results. Users highlight several 

limitations related to understanding the data required, clarity of recommendations, 

personalisation of outputs, and confidence in estimated costs and savings. 

In Portugal, the tool tends to receive more positive ratings, although the limited sample size 

suggests interpreting these findings as indicative trends rather than definitive conclusions. In Italy 

and Spain, concerns are more consistent and aligned with both quantitative scores and qualitative 

feedback. 

Importantly, limited usage and awareness of the Self-Scan Tool are driven by multiple factors: lack 

of immediate renovation intent, unclear expectations about what the tool provides, registration 

and data-entry friction, and uncertainty regarding the usefulness of the outputs. 
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4.3.3. FEATURE: CONTACT WITH PROFESSIONALS 

The option to contact professionals through the platform emerges as the most problematic 

element of the entire user journey. While not a primary initial motivation for using HORIS, this 

feature becomes highly critical for users who attempt to progress towards concrete action. 

Among users who requested quotations, the experience is largely negative (51%), primarily due to 

lack of response or delayed feedback from professionals (78%). This issue is particularly 

pronounced in Spain, where users are more proactive in requesting quotes and consequently more 

exposed to poor professional responsiveness. Even in markets where fewer users attempted 

contact, the perception of unreliability undermines trust in the platform. 
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Overall, dissatisfaction related to professional contact significantly limits conversion potential, 

weakens credibility and negatively affects the perceived value of the platform, especially in relation 

to future paid services. 

 

Summary of Usage Insights 

In summary, usage and evaluation of HORIS tools reveal a clear pattern: 

 Information and Advice fulfil an important entry-level informational role. 

 Financing and Subsidies provide value but require improvements in clarity and practical 

usability. 

 The Self-Scan Tool holds strategic potential but currently suffers from expectation gaps, 

usability issues and credibility concerns. 

 Professional contact constitutes the main operational bottleneck, strongly affecting user 

satisfaction and trust. 

 

These insights help explain cross-country differences in overall platform evaluation and point 

directly to priority areas for improvement. 

5. FUTURE SERVICES AND PAYMENT BEHAVIOUR 

This section explores users’ interest in potential future services that could be offered through the 

HORIS platform, as well as their attitudes towards payment for advanced or personalised services. 

5.1. INTEREST IN NEW SERVICES 

Across the three countries, the most valued potential service is the availability of a human personal 

agent (61%-64% of respondents considered it essential) capable of guiding users through all stages 

of the renovation journey. This service is perceived as particularly valuable in helping users 

understand options, interpret results, navigate financial incentives and coordinate next steps. 

Other services that attract significant interest include: 

- Energy efficiency audits (55%-65% of essential perceptions) of the home, providing a more 

in-depth and professional assessment. 

- Issuance of energy performance certificates (particularly for ITA:62% and PT:67%), valued 

for their formal and practical utility. 

In contrast, virtual assistants or chatbots consistently generate the lowest level of interest across 

all markets (not necessarily perceived by aprox. 30%-40%). Users tend to perceive automated 

assistance as insufficient to address the complexity and specificity of renovation decisions, 

reinforcing the demand for human interaction and expert guidance. 
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While these preferences are broadly shared, differences emerge in intensity. Portugal generally 

shows the most positive evaluation of new services, Italy displays strong interest in technically 

robust and credible support, and Spain places particular emphasis on actionable and locally 

relevant assistance.  

5.2. WILLINGNESS TO PAY FOR SERVICES 

Willingness to pay for current features from HORIS remains limited.  

If these services were no longer free, a significant proportion of users indicate they would either 

seek alternative free sources or disengage from the platform.  
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Market differences are also evident. Portuguese users are slightly more open to continued use of 

HORIS under a reasonable pricing scenario, while Italy shows a comparatively higher openness to 

paying for specific services if clear value is demonstrated. Spanish users, influenced by poorer 

experiences with professional contact, display the strongest resistance to payment. 
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5.3. BUSINESS MODEL: FIXED-PRICE OR PAY-PER-ACCESS. 

Among those who would continue w/ HORIS paying a reasonable price, the “one shot price” (price 

per access for self-scan tool or the fix price for contact w/ professionals) is the most preferred 

alternatives (whatever the country).  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Summary of Future Service Insights 

In summary, results indicate that: 

 Users value human guidance and expert support over automated solutions 

 Monetisation potential exists, but only if trust, clarity and perceived value are 

substantially improved  

 Pricing strategies should prioritise transparent, one-off payment models and avoid 

long-term commitments  

These findings underline the importance of strengthening the platform’s credibility and 

execution before introducing paid services. 
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6. QUALITATIVE INSIGHTS AND IMPROVEMENT PRIORITIES 

This section summarises the main qualitative insights gathered through open-ended questions, 

where users were invited to freely comment and suggest improvements to the HORIS platform. 

These qualitative results complement the quantitative findings by providing deeper context on 

user expectations, perceived gaps and sources of frustration. 

 

Particularly we got 71 people answering spontaneously in ITA, 15 in PT and 66 in Spain. 

Please be aware, each respondent could write several topics/themes in their comments.  

Nevertheless, on qualitative feedback we do not pay attention to the statistical volume of answers, 

but to the contents, trying to grouped by themes that are mentioned in one or another way.  

Please bear in mind that as open-ended questions explicitly focused on areas for improvement, 

critical feedback is more prominent than in overall satisfaction ratings. Consequently, qualitative 

comments tend to over-represent users who experienced friction or dissatisfaction. Both 

perspectives should be interpreted as complementary: quantitative data confirms that HORIS 

delivers value, while qualitative feedback clearly identifies priority areas requiring attention. 

6.1. CROSS-MARKET COMMON THEMES 

Across the three countries, three dominant and transversal themes consistently emerge as the 

most relevant improvement priorities. 

 First, professional responsiveness is identified as the most critical point to be improved. 

Repeated lack of response, delayed feedback or absence of follow-up from professionals 

severely undermines trust in the platform. For users seeking concrete action, this issue 

directly compromises the perceived credibility and usefulness of HORIS. 

 

 Second, users frequently report a lack of personalisation in recommendations and 

outputs. Many respondents describe results as too generic, superficial or insufficiently 

adapted to their specific home characteristics, regional context or renovation needs. This 

gap between expectations and perceived relevance negatively affects perceived value, 

particularly for more advanced or action-oriented users. 

 

 Third, technical and access-related issues reduce usability and credibility. Login difficulties, 

page freezing, unclear navigation and errors during data entry are recurrently mentioned. 

These technical frictions can prevent users from fully completing tools such as the 

Self-Scan and contribute to drop-out and frustration. 

Two additional, secondary but recurring concerns also appear across markets: overall complexity 

of the user experience and users’ reluctance to share personal or technical data due to privacy 

concerns or uncertainty about how data will be used. 
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6.2. MARKET-SPECIFIC INSIGHTS 

While these issues are broadly shared, qualitative feedback also reveals distinct national patterns. 

 In Italy, user comments reflect relatively high interest and technical expectations. Italian 

users frequently request more detailed, in-depth and technical information, including 

clearer cost-benefit comparisons and more structured guidance throughout the 

renovation path. Some users express interest in in-person assessments or direct 

professional support, reinforcing the perceived value of human interaction and expert 

validation. 

 

 In Portugal, qualitative feedback shows greater confusion regarding the platform’s 

purpose and usefulness. Users often describe content as generic or insufficiently 

differentiated from other information sources. Requests focus on simplicity, clarity, better 

navigation and clearer explanations of the benefits of suggested renovations. Difficulties 

in contacting professionals and access barriers are also reported, alongside concerns about 

the affordability of renovation costs in the broader market. 

 

 In Spain, qualitative insights are the most critical and strongly aligned with quantitative 

dissatisfaction. Spanish users demonstrate high expectations for actionability, local 

relevance and concrete delivery. The single most frequent complaint is the absence of 

responses from professionals, which leads many users to bypass the platform and directly 

contact companies on their own. Technical access issues further exacerbate frustration, 

and generic recommendations are perceived as particularly inadequate by this 

action-oriented audience. 

Synthesis of Qualitative Findings 

Overall, qualitative feedback highlights a clear pattern: when HORIS succeeds in providing 

accessible information and guidance, it is appreciated; however, when users attempt to move 

from exploration to action, operational weaknesses and expectation gaps become critical. These 

insights directly support the strategic priorities identified in the quantitative analysis. 

Addressing professional responsiveness, strengthening personalisation, and improving technical 

reliability emerge as essential steps to reinforce trust, satisfaction and the long-term credibility 

of the platform. 

Here the topics written spontaneously in this questionnaire when we asked for improvements to 

be run in HORIS platform. This shows the verbatims grouped by themes, with some examples of  

literal mentions written in the survey:  



HORIS Platform Customer Satisfaction Survey- March 2026 
 
 

22 
 

 

 

 

 

 



HORIS Platform Customer Satisfaction Survey- March 2026 
 
 

23 
 

 

 

7. GLOBAL CONCLUSION BASED ON CUSTOMERS EXPERIENCE 

FEEDBACK FROM THE SURVEY RUN 

In conclusion, the findings confirm that HORIS delivers tangible value to users, while also 

identifying clear priorities for improvement:  

 Enhancing the responsiveness and local relevance of the professional network,  

 

 Clarifying the value and outputs of key tools — particularly the Self-Scan — and reducing 

user friction are essential steps to strengthen satisfaction, foster trust and enable future 

service development. 
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APPENDIX: QUESTIONNAIRE USED IN THE SURVEY: 
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