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Empowering consumers
through one-stop-shops

There is a growing demand for clear, reliable, and actionable
guidance on how to effectively improve the energy performance of
homes: public authorities play a crucial role in ensuring that such
guidance is accessible, trustworthy, and aligned with public policy
objectives.

Providing high-quality, independent advice is essential to reduce
information asymmetry and build consumer confidence.
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ﬁ Problem overview: consumerrights and literacy

a

Despite growing policy momentum around building renovation, consumer-side

barriers remain a critical bottleneck. Consumers are increasingly exposed to
complex and sometimes conflicting information regarding climate change, energy
efficiency, and sustainable renovation options, which makes decision-making more
difficult. As a result, there is a growing demand for clear, reliable, and actionable
guidance on how to effectively improve the energy performance of homes.

In this context, public authorities play a crucial role in ensuring that such guidance
is accessible, trustworthy, and aligned with public policy objectives.

Providing high-quality, independent advice is essential to reduce information
asymmetry and build consumer confidence. This communication should remain free
from any implicit or explicit favouritism, ensuring unbiased guidance on sustainable

energy solutions and renovation pathways.

Many households are not familiar with energy-efficient home renovation, its cost-
benefit, the multiple positive externalities of renovation measures, improved indoor
healthy environments, higher thermal comfort, and potential long-term savings.
Thisresultsfrom low literacy, insufficienttools,and poor awareness campaigns in
member statesthatfail toprovide clear and accessible information to consumers
about the benefits ofrenovation. Thelack of information on this topic reaching
consumers, especially energy-poor households, people with low digital literacy, or
hard-to-reach energy users, contributes significantly to consumers' reluctance to
adoptnew technologiesor practices that are more efficientandtoinvest inenergy
efficiency measures, especially deep home renovations.

Digital or physical OSS could be the right approach to improve homeowners'
knowledge about the available measures to improve energy efficiency and
comfort of the houses. Online tools such as calculators with tailored features
couldassisthomeowners, and consumers in general, in making informed
decisionsaboutrenovation services. While some suppliers, such as energy
companies, home renovation companies or brands, among others, offer their own
calculation systemsfor differentkinds of solutions, these may not always be
impartial oraccurate, as they aim to promote their products. In fact, consumers
struggle to assess the quality and reliability of contractors and solutions. Therefore,
there is a clear need for unbiased public toolsto provide reliable information.
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In addition, households usually prefer short-term affordability over long-term
gains and avoid multi-step renovation processes due to perceived complexity. This
means that even financially viable renovations are postponed or abandoned. For this
reason, another important stepis to conductwidespread public awareness
campaigns to highlight the benefits of energy efficiency, including improved
thermal comfort, lower energy bills, and increased property value. These campaigns
should also address commmon misconceptions about the disruption and cost of
renovations.

The HORIS project was developed with consumers’ needs in mind from the very
beginning; in fact, the OSS implemented are run by consumer organisations, which
helps build consumer trust by ensuring independence in the measures and/or
technologies suggested to consumers, connected with professionals available to
carry out the work at home.

Q Roadmap for implementing measures

)

7

y The implementation of effective OSS models to empower consumers

N should follow a structured, phased approach to ensure both scalability

and long-term impact. In the initial phase, the priority should be to establish robust
foundations by creating centralised OSS platforms at the national or regional level.
These platforms should provide clear, standardised, and user-friendly information,
translating technical content into accessible language supported by intuitive visual
tools. At this stage, integrating basic digital functionalities, such as self-
assessment tools for home energy performance, like the one developed by HORIS,
can already deliver value by raising awareness and initiating consumer
engagement.

As OSS models evolve, the focus should shift towards expanding their functionality
and increasing their value proposition. This includes the development of
personalised renovation pathways tailored to different building typologies and user
profiles, as well as the integration of financial guidance tools that provide
information on available incentives, financing options, and expected returns on
investment. At the same time, linking OSS platforms with certified supplier
databases can enhance market transparency and trust. Ensuring accessibility
through multiple channels, combining digital platforms with physical advisory
points, is also critical to reach a broader and more diverse audience.

In a more advanced stage, OSS should mature into fully integrated, end-to-end
service ecosystems that support consumers throughout the entire renovation
lifecycle. This includes not only initial advice, but also technical diagnosis,
contractor selection, access to financing, and monitoring of implementation. At this
level, the integration of interoperable data systems, such as Energy Performance
Certificates and digital building passports, is essential for streamlining processes
and improving accuracy.
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Ultimately, ensuring interoperability across European OSS initiatives will be key to
scaling best practices and creating a coherent, consumer-oriented renovation
framework across Member States.

HORIS case studies

OSS for home renovation, such as those

developed by HORIS, play a pivotal role in

addressing consumer-side barriers by serving as

a single, trusted entry point throughout the

renovation journey. OSS not only provides

insights into the most suitable measures, but 9 ' O
also supports the translation of regulations and

funding related to home renovation.

By consolidating fragmented information, technical guidance, and access to
financial support into one integrated interface, OSS models significantly reduce
complexity. Initiatives such as those developed under the HORIS project
demonstrate how digital platforms can translate technical concepts into
accessible, user-friendly guidance, enabling consumers to better understand the
benefits, costs, and steps involved in energy-efficient renovations.

Beyond simplification, OSS helps build trust and confidence in a market often
perceived as unreliable and risky. By offering information, validated supplier
networks, and independent advice, these platforms mitigate concerns around
quality, hidden costs, and contractor reliability. They also equip citizens with
resources to understand their rights in home renovation, including supplier
requirements that help guarantee the quality of the work. In the HORIS project, this
was ensured through the development of standardised contractual arrangements
that cover the rights and responsibilities of each actor in home renovation and can
be easily adapted to different measures of home renovation. This trusted
intermediary role, played by consumer organizations, is essential to lower
perceived risks and transaction costs, ultimately encouraging households to move
forward with renovation decisions that they might otherwise postpone or abandon.

Furthermore, OSS enables a shift towards consumer-centric, personalized
renovation pathways. With digital tools and data-driven insights, they can provide
tailored recommendations aligned with the specific characteristics of each
household.
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This level of personalization, combined with step-by-step support, helps overcome
behavioral barriers. As such, OSS are not merely information hubs, but strategic
enablers of scalable, user-oriented renovation ecosystems that can accelerate the
uptake of energy-efficient solutions across Europe.

In the Netherlands, for example, the Zelfscan Duurzaam Monument,
from De Groene Grachten, is built around independence. There is no
commercial interest in the measures or technologies it recommends.
Users receive advice based purely on their building and their situation,
not on supplier relationships or product preferences.

In a market where homeowners are regularly approached by commercially
motivated parties, this neutrality builds trust.

In addition, the self-scan is backed by the Dutch National Monument Care, which
gives it extra credibility. The same can be achieved with trusted professionals.

In practice, the self-scan shows how a self-assessment tool can be an accessible
starting point for users who might otherwise step away from the renovation
process. By answering a series of straightforward questions about their building and
energy use, users receive a personalised overview of relevant measures. This
accessible approach has proven effective in the Netherlands in helping people
move from awareness to action.
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Recommendations

/ Widespread awareness campaigns tailored to different socio-

O demographic groups and integration of energy literacy into formal
and informal education systems could help raise awareness among
consumers. Tailored campaigns using local ambassadors/renovation
champions to share relatable success stories, motivate peers to act
and increase credibility through “someone like me”. Also, the
organisation of community events, such as renovation roadshows,
neighbourhood walks, and exhibitions of local materials or
technologies.

/ Establish trusted OSS models at the national or regional level,

Q recognising OSS as core infrastructure within national renovation
strategies and ensuring governance models that guarantee
neutrality and independence.

/ Reinforcing consumer protection frameworks with quality validation

Q of contractors linked with OSS, introducing, for example,
standardised contractual arrangements for home renovation with
mandatory transparency requirements related to pricing, timelines,
guarantees, among others, and strengthening complaint resolution
mechanisms integrated within OSS.

@ Simplify access to incentives and financing, by aligning OSS
platforms with public funding schemes to reduce administrative
burden through digitalisation and data sharing and promote pre-
approved renovation packages with financing options included.

@ 0SS should support governments and legislators in the
implementation of regulations, requirements, and financing

mechanisms for home renovation, through dissemination, and
awareness-raising campaigns targeting consumers.

Leverage behavioural insights using nudging techniques such as
default renovation pathways or visualisation of energy savings and
comfort gains. To maintain consumer engagement tools that track the
renovation could be developed.

/ Ensure inclusiveness and accessibility for vulnerable and energy-

Q poor households by designing OSS services with a dedicated focus
and offering offline support channels, such as local advisory centres,
alongside digital OSS.
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About the project

Making our homes and buildings more energy-efficient is crucial to the transition to a low-
carbon future. An estimated 75% of the EU’s building stock has low energy performance. The
renovation of public and private buildings is essential and prioritised in the European Green
Deal. The goal of the LIFE HORIS project is to improve the energy efficiency of residential
buildings and reduce energy poverty.

HORIS developed a digital one-stop-shop (OSS) to empower 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 helps homeowners make decisions to improve energy efficiency and integrate
renewable energy solutions, while potentially reducing their energy bills and improving
thermal comfort. HORIS platforms simplifies the home renovation process by providing
homeowners with relevant credible information and helping them identify the most
sustainable options. By offering financial, legal, and technical solutions, HORIS facilitates a
smooth customer journey, providing homeowners with support in finding renovation
professionals and guidance on financial schemes. The OSS, set up in Italy, Spain and
Portugal, bring together a wide range of services aimed at simplifying the consumer's journey

in renovating their home:

N Repository of energy efficiency measures: detailed information on energy
[ | I '@\ efficiency measures and tips for saving energy, reducing energy bills and improving
comfort;

Regulations and legal requirements: legal guidelines and rules that consumers must
check and comply with during renovation;

Financing and support: financing solutions, government support, and tax benefits

that consumers can take advantage of to renovate their homes;

Renovation assistant: a self-diagnostic tool that guides you to the most efficient
and appropriate solutions, considering building and climate specificities;

Investment and savings estimates: information on the cost associated with

implementing the suggested measures and savings estimates;

Connection to professionals: direct contact with verified professionals from the
HORIS platform who can help with implementing the improvements

By establishing a network of reliable professionals to help consumers improve the energy
efficiency of their homes and by providing detailed personalised information, the HORIS
project helps meet the requirements set out in European legislation, resulting in more
efficient and comfortable homes for citizens. The Renovation Assistant provides a
personalised diagnosis, identifies priority measures, and estimates investment and savings to
help consumers plan the renovation process, considering their availability and investment
options.
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