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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.  
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STUDY GOALS 

 

UX assessment of the digital one stop shops held in March 2025 aimed at assessing ease of use and 

consumer satisfaction of the one-stop shop renovation platforms before their launch and at 

making use of a qualitative test methodology, in mobile and desktop environments, with the native 

language contexts, with the following high-level goals: 

The UX assessment of the digital one-stop shops was conducted in March 2025, and aimed to 

evaluate the ease of use and consumer satisfaction of the renovation platforms in an early, pre-

launch phase. At this stage, the texts were still in their first or second draft, because consumer 

organisations had not yet refined or edited them in the backend and each platform displayed only 

one national professional per country (rather than regional listings). 

The qualitative tests were carried out in both mobile and desktop environments, using 

participants’ native languages. 

Another round of UX testing is planned for later stages of development – February 2026. 

The high-level goals of the March 2025 study were to assess: 

- Understandability of the platform's capabilities and purpose 

- Clarity of information – labels and copy 

- Ease of use of the self-assessment tool 

- How well users understood the platform’s purpose and capabilities 

- The clarity and tone of information, including labels and copy 

- The ease of use of the self-assessment tool 

 

 

  

Figure 1. Portuguese platform representation in pre-launch phase 
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SETUP & METHODOLOGY 

 Userzoom platform 

 Remote session recording with videos 

 Think-out-loud protocol 

The usability test was conducted remotely using the UserZoom platform, which allowed for 

screen and video recording of participants’ sessions in real time. This setup enabled the research 

team to observe natural user behavior across devices and countries, without requiring in-person 

sessions. 

Participants were asked to complete typical user tasks while thinking aloud, describing their 

impressions, expectations, and challenges as they navigated the platform.  

The video and screen recordings were then analyzed qualitatively to identify usability issues, 

comprehension barriers, and improvement opportunities across the early versions of the one-

stop shop platforms. 

 

Figure 2. Screenshot of a Spanish participant reading the assigned task on their own mobile 
device during the usability test. 
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SAMPLE 

A total of 23 participants took part in the study, representing three countries and native-language 

contexts. The sample included 5 Portuguese, 4 Italian, and 6 Spanish users. Testing took place on 

both mobile and desktop devices, with 8 participants completing the test on mobile to reflect real-

world browsing conditions. 

    
Figure 3. Sample distribution by country and device 

 

 

The study sample included a diverse range of age groups, ensuring representation across different 

life stages and digital habits. As shown in the graphic below, most participants were aged between 

50 and 59, followed by those in the 60–69 range. A smaller number of younger participants were 

also included, with two users aged 19–25 and six between 40 and 49, providing a balanced view of 

how different generations interacted with the platform. 

 

 
 

Figure 4. Sample distribution by age 
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Relationship with Consumer Organisations 

Participants were also asked about their connection to the national consumer organisations 

involved in the project. The sample included a mix of perspectives: 9 active members, 5 former 

subscribers, and 9 non-members. This distribution allowed the study to capture insights both from 

users already familiar with consumer organisations’ services and from those approaching the 

platforms as new or independent consumers. 

 

 

 
 

Figure 5. Sample distribution by subscription status 
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TASKS 

Participants were guided through a series of realistic scenarios designed to mirror the key steps a 

homeowner might take when using the renovation platform for the first time. Each task focused 

on a specific part of the user journey—from first impressions to in-depth interaction with the self-

assessment tool—while applying a think-aloud approach to capture users’ thoughts, emotions, 

and expectations in real time. 

The tasks covered four main areas of exploration: first impressions and onboarding, navigation 

and information discovery, use of the self-assessment tool, and interpretation of the assessment 

results. Together, these exercises provided rich insights into the platform’s ease of use, clarity of 

information, and overall user comprehension, directly supporting the study’s core UX goals. 

 

1. First Impressions & Onboarding  

T1: "Imagine you’re starting a renovation today. What stands out to you on the page? Show me your 

first step and explore the platform for relevant information. Think loud about what you like, dislike, 

or find unclear. " 

 

2. Navigation & Information Discovery 

T2: "Imagine you’re looking to upgrade your home’s heating. Explore the platform to find heating 

improvement measures and check for available financial support. Think aloud as you go." 

 

3. Self-assessment tool 

T3: "Walk through the 5 steps of the Renewal Wizard and tell us what you think as you fill in your 

details. " 

 

4. Assessment Results page 

T4: "As you explore your results, please think loud about what you like, dislike, or find unclear." 
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MAIN PAIN POINTS & RECOMMENDATIONS 

This chapter summarises the key findings that emerged from user feedback during the March 2025 

usability tests. While participants rated their overall experience at 3.9 out of 5, indicating a 

medium-to-positive perception, their comments revealed clear priorities for improvement before 

launch. Users generally appreciated the completeness of the platform and found the simulators—

particularly those estimating potential savings and investment for measures like solar panels and 

window replacements—engaging and valuable. 

The following section outlines the main areas that require refinement and offers recommendations 

to enhance usability, clarity, and trust in the platform experience. 

Areas that need improvement:  

• Initial navigation and mobile optimization; 

• Text readability and information overload; 

• Clarity of information within the assistant;  

• Depth and specificity of assistant outputs. 

Addressing these issues will significantly enhance the user experience and the overall effectiveness 

of the platform. 

 

 

Figure 6. Evaluation of the overall user experience 
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1. Initial experience – Onboarding 

 

Starting Point Confusion 

The platform created significant orientation challenges for new users, especially on mobile. 

On mobile, there is no interaction on the homepage and no hints on how to start exploring. Users 

don't understand the static image of a building. 

On desktop, the measures links on top of the 3D building were not working at the time (ES, IT). 

 

Language and Translation Issues 

There were a lot of translation issues creating immediate barriers to entry. 

Users struggled with the theoretical nature of the content versus their expectations for practical 

information. 

 

Figure 7. Screenshot of the homepage in mobile – spanish version 
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Figure 8. Screenshot of the homepage in desktop – spanish version 

 

Unclear Button Purpose 

• The 'Renovate home assistant' button lacked visibility and context, making it unclear for 

users to understand its function. 

• Since half of the participants didn´t see the access to self-scan they refer they lack more 

personalized measures, they would jump immediatly to a tool to renovate their house to 

avoid reading so much.  

 

 

Figure 9. Screenshot of the homepage in desktop – italian version 

 

Recommendations 

• Self-scan: make the access on top more visible (green CTA).  

• Add several CTA along the measures for a more contextual access. 
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Figure 10. Desktop prototype illustrating a button in the top right corner to access the renovation 
tool 

 

 

 

Figure 11. Mobile prototype illustrating a floating button on the bottom to access the renovation 
tool 
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2. Information overload 

• Users reported feeling overwhelmed by excessive information and layout making it 

difficult to find relevant information quickly. 

• The interface requires excessive scrolling to access information: users were not able to skip 

the information they don't want to get to the other they need. 

• They lack interaction on the content ("looks like a word doc"), they preferred collapsible 

content sections for better clarity. 

 

 

Figure 12. Screenshot of a content page, illustrating how the 3 column layout makes it difficult to 
read 

 

Information Architecture Challenges 

• Users struggled to locate specific content, often needing to scroll extensively. Poor 

placement of options like air conditioning gave the impression of lower importance. 

• Terms such as 'heat pump' AQS and 'biomass boiler' were not well understood. Users 

requested clearer context and simpler explanations. 

• Users struggled to find "Financing options" inside a measure due to content overload and 

the term being confusing. They refer it should be "subventions" or "grants".  

• They also refer to see options that do not apply to their region. 

• Users recommended to avoid 3-column layout on the measures or enlarging the column 

for text. 
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• Content needs quite a lot of editing: shorten sentences, add more hierarchy (headings, 

paragraphs, bullet points, etc.). 

 

 

Figure 13. Screenshot of a content page, showing how the air conditioning information is 
presented in the Portuguese version 

 

 

Figure 14. Illustration of a content page layout optimized for better readability 

 

• Expand/ Collapse the measures to facilitate the user to scan the information and open 

just the one that interests him (like on mobile view);  

• Add anchor links like an index for user to jump to what they need to read faster; 
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Figure 15. Screenshot of a content page in mobile, showing expand/collapse behavior 

 

 

Figure 16. Screenshot of a header in a content page with anchor links to specific content 
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3. Mobile Design and Usability 

The platform's mobile optimization emerges as a major pain point across several findings: 

• In the study, the main tasks were not achieved or were very hard to achieve.  

• Difficulty on how to start exploring from the homepage and finding the menu. 

• Users feel they are seeing a prototype not yet ready or feel they don't have internet 

connection. 

• The amount of information is not adequate for a lot of people, especially on mobile.  

• Text is not correctly formatted. 

• Users feel that they are losing important information due to all the text and layout not 

optimized for mobile. 

• There is no access to Self-scan. 

 

 
 

 

Figure 17. Screenshot of three pages, showing some issues in the mobile resolution 

 

• Initial images, such as a photo of a house, as it is presented in the next figure, were 

perceived as irrelevant or a waste of space. A suggestion was to replace these icons with 

direct links to key sections. 
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                   Figure 18. Illustration of a before and after optimization on the mobile homepage 

 

 

4. Complex data requirements  

The tool requests detailed information that users find excessive or unavailable for typical 

homeowners. 

• Users expressed uncertainty about their energy consumption data. 

• Users mentioned the platform should inform them to bring invoices to look for the 

information. 

• Even with invoices, year consumption is hard to calculate since (invoices are monthly or 

bi-monthly). 

• Users take a while to understand they can click on the estimated consumption link to fill 

in the information. 

• One user with existing solar panels was unsure how to accurately input their energy 

consumption data. 
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Figure 19. Screenshot of the form where the user has to input yearly energy consumption 

 

 

Recommendations  

• Reduce the user's mental effort by changing it to monthly consumption and letting the 

tool calculate the yearly. 

• Provide a recommendation for the user to check the invoice. 

• Consider using another type of scale to avoid user frustration or users inventing numbers 

just to advance to the next step. 

• Example: provide a scale (range) from low to high consumption, positioning it in the 

middle by default (the middle being the estimated average consumption). 

 

 

Figure 20. Proposal to improve energy consumption input 
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5. Clarity of Questions  

There was a confusion on the question about number of floors (is it of the building or the 

apartment?). 

• Most users that live in an apartment introduced the floors of the building (is this 

information relevant?) 

 

Some users feel some data should be filled by technical people/ experts because homeowners 

don't know all this information. 

• Some questions, particularly those related to insulation levels were not always clear (roof 

or window insulation question was not easy to answer). 

• -> Consider removing highly technical questions. 

 

 

Figure 21. Screenshot of the input of number of floors 

 

Figure 22. Screenshot of the input of the level of insulation 
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• Users mention the following terminologies were unclear: Solar Thermal System and the 

acronym AQS. 

• This question requires some context: e.g.: "Do you own solar panels to heat water?"  

• After this question, there is another which seems to serve the same purpose, increasing 

the confusion of the users. 

 

 

 

 

 

Figure 23. Screenshots of the inputs of water heating systems 
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6. Comparison Uncertainty 

• Users were unsure how to compare suggested improvements or assess compatibility 

between options. 

• Users refer that having less text in the description of measures as something that would 

improve the tool. 

• Also adding an expand collapse on measures can help the readability and help users to 

compare them. 

• They value the savings calculation a lot, but this information is not available to all 

measures, which makes the decision to pick one of the measures harder. 

 

 

Figure 24. Screenshots of measures added to the user 
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7. Information on Installers/Professionals 

• The platform's feature of providing a list of installers was considered very useful, but users 

suggested including more information such as their service areas (region) and direct links 

to their websites. 

• Some users feel that there are too many companies to choose from and suggested a filter 

by area or type of service and pagination. 

 

 

Figure 25. Screenshot of the list of companies/installers 
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8.Financing options 

• Some financing sections appeared empty or incomplete. Users wanted clearer fiscal 

benefit guidance. 

• Users complained about seeing grants for other regions of the country. 

 

 

Figure 26. Screenshot of the financing options tab 
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9. Improve Tool entry point 

• Provide free registration CTA in the entry of the tool, to reduce the friction to create a new 

account (less clicks). 

• Allow for the CTA's to be visible without scroll. 

• Add bullet points to reduce text and communicate benefits to create an account. 

• Add access to “Green menu” from the logo, which is an opportunity to reduce text since 

there is a link on header 

• Simplify the title. 

• Improve access to types of buildings 

• Green CTA. 

 

 

 

Figure 27. Illustration of the login overlay in Altroconsumo (Italy) 
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Figure 28. Screenshot of the homepage of the assessment tool in Altroconsumo – 
mobile and desktop 
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Figure 29. Screenshot of the footer in Altroconsumo 
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CONCLUSION AND NEXT STEPS 

This usability evaluation has shown that the one-stop shop platforms have already achieved a 

strong foundation, with users recognizing their completeness, usefulness, and potential impact. 

The launch version provides a valuable public resource, yet the findings reveal several areas where 

refinement will be essential to strengthen both usability and user trust. 

The most critical issues relate to onboarding clarity, information overload, and mobile 

experience, all of which affect how easily users can navigate the platform and understand its tools. 

Participants also pointed to challenges with translation accuracy, terminology complexity, and 

data input requirements, which made some interactions feel inaccessible or overly technical for 

non-expert homeowners. 

Moving forward, the next iteration should prioritize: 

• Improving first-time navigation and onboarding to help users immediately understand 

where to start and what to do next. 

• Optimising the mobile interface, ensuring key features are visible, interactive, and easy to 

access on smaller screens. 

• Simplifying and restructuring content, with clearer hierarchy, concise language, and 

collapsible sections to reduce cognitive load. 

• Enhancing the self-scan flow, with simpler data entry, contextual help, and better visual 

cues. 

• Standardising translations and terminology across all language versions to ensure 

accessibility and coherence. 

 

Implementation of UX Recommendations 

Following the presentation of the usability study results, a joint action plan was established to 

incorporate the UX recommendations ahead of the platform’s public launch. The development 

teams, in close collaboration with the consumer organizations, worked to prioritize and implement 

the proposed improvements across key areas such as onboarding, navigation, content clarity, and 

mobile optimization. 

The table below summarizes the main issues identified, the actions taken, and their current 

implementation status.  
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Table 1. Summary of the main issues identified during UX study, the actions taken, and their 
current implementation status 

Pain points Recommendations Severity Status 

1. Initial experience - 
Onboarding  

Use green CTA to access self-scan 
tool  

  Critical  DONE  

  Add several CTA along the 
measures for a more contextual 
access.   

 Medium  DONE  

2. Information overload  Change layout to allow more 
space to text  

 Medium  Pending  

  Add anchor links like an index for 
user to jump to the info they need 
faster  

  Critical  DONE  

3. Mobile Design and 
Usability  

Remove image and add navigation 
hints  

  Critical  DONE  

  Correct text/styling 
missalignments  

 Medium  Pending  

4. Complex data 
requirements   

Improve energy consumption 
input  

 Medium  Partially done  

5. Clarity of Questions   Remove highly technical 
questions  

  Minor  Partially done  

  Improve Solar Thermal System 
AQS clarity  

  Minor  Pending  

6. Comparison 
Uncertainty  

Add expand collapse on measures 
and reduce text  

 Medium  DONE  

7. Information on 
Installers/Professionals  

Add region, link to website and 
improve the list of professionals  

  Minor  Partially done 

8.Financing options  Correct information   Medium  DONE  

9.Improve Tool entry 
point  

Add registration CTA visible 
without scroll  

  Critical  DONE 

  Add bullet points to reduce text 
and communicate benefits to 
create an account  

  Critical  DONE 

  Add access to Green menu from 
the logo; Simplify the title  

 Medium  Pending  

 

Most of the priority recommendations were addressed before launch to provide a smooth 

experience to consumers. To monitoring user experience, we will launch very soon in Portugal an 

online questionnaire to the main three types of experiences of consumers with the platform: 
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- Consumers who visited the platform but did not go through the self-scan to understand 

main reasons to why receive tailormade information about the improvements suggested 

- Consumers who started the self-scan but left without completion 

- Consumers who finalized the self-scan and asked for a quotation to professionals 

The aim is to identify still some pain points of the platform, and to understand also how 

professionals are dealing with quotations asked by consumers.  

The other issues that were identified but not implemented have been scheduled for further 

refinement as part of the 2026 redesign phase. 

A follow-up UX study will be conducted during the next redesign phase in 2026 to validate these 

improvements and monitor the evolution of user satisfaction.  

Continuous collaboration between consumer organizations, designers, and developers will remain 

key to aligning the platform’s technical depth with the everyday realities of homeowner, ensuring 

that the 2026 relaunch delivers a truly intuitive, inclusive, and trustworthy experience for all users. 

 

 

 

 


