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REQUEST – From Energy Performance Certificates to action 

At a time when EU member states have been busy translating the Energy Performance of Buildings 
Directive (EPBD) recast (2010) into national and regional policy measures, the two-and-a-half year 
IEE REQUEST project has developed and tested methods to increase the uptake of energy 
efficiency in the domestic sector that go straight to the heart of the recast EPBD.  

The REQUEST project aimed to trigger households to take up energy saving retrofit measures - as 
recommended by an Energy Performance Certificate (EPC) – and encouraged joined up supply 
chains where quality standards and practices are embedded. In other words the project evolved 
around “From EPCs to action” - strengthening the role of EPCs in order to then trigger the 
appropriate energy saving renovation activities. The project ran across 11 countries and the 
acronym REQUEST stands for “Renovation through quality supply chains and energy performance 
certification standards”. REQUEST concentrated first of all on increasing the impact of Energy 
Performance Certificates for existing homes. It did this by developing strategic guidance and 
practical support to assist policy makers and practitioners to design and deliver programmes that 
enable and drive action on EPCs. The findings and mechanisms developed through this workstream 
of the project are currently inspiring policy measures in a number of the partner countries and are 
available via the project website www.building-request.eu.  

The project also developed and tested a quality assurance  

mechanism that better guarantees on site energy and carbon reductions during the energy saving 
renovation process. This was only possible through strong collaboration with trade federations and 
their members. This workstream of the project, aimed to improve the knowledge and skills of the 
buildings workforce and the guidance materials developed, has proved valuable input for the EU 
BUILD UP Skills initiative. Furthermore, stand-alone pilot projects in each of the 11 partner 
countries tested and improved the theoretical frameworks developed. In total, the pilot projects 
have reached over 1000 supply side actors (primarily tradespeople), energy advisors and suppliers 
and over 500 individual householders. Furthermore they have instigated cooperation with over 50 
federations and governmental bodies involved in the energy and building sector in the respective 
EU partner countries.  

A feedback loop between the four main activities was established and maintained for the duration 
of the REQUEST project:  
 

http://www.building-request.eu/


2 
 

(1) Existing and new best practice to encourage the uptake of EPC recommendations and 
improve the quality of on-site energy saving renovation activities was identified, analysed 
and summarised in an extensive database kept up to date during the lifetime of the 
project. 

(2) Based on the inventory, an Efficiency Assistant was developed, translating the best practice 
tools and techniques identified for driving the uptake of EPC recommendations into a 
practical online guide. The guide supports policy makers and practitioners wishing to 
establish and / or improve programmes that stimulate and encourage action on EPC 
recommendations. 

(3) Quality assurance instruments for housing energy saving renovations were developed, 
updated and improved, building upon success factors from existing best practice in 
consultation with market actors and tested within live renovation projects. 

(4) 11 pilot projects were designed, delivered and evaluated. They tested and improved 
different aspects of the theoretical frameworks developed within the project, tailoring them 
to the specific policy context and market conditions in each country. The findings of the 
pilots have been fed back into the above activities. 

This paper presents a summary of the activities, outcomes and findings from the REQUEST project. 
Below, we first of all discuss the activities undertaken in each of the four workstreams. 

Inventory of current and best practices in the EU and beyond (Workstream 1) 

During this phase of the REQUEST project a total of more than hundred case studies from twenty 
eight countries were analysed. Twenty nine of them were identified as best practice and were 
consequently analysed in greater depth. The initial research was carried out through a detailed 
questionnaire issued to REQUEST project partners and energy agencies in other EU countries. This 
was complemented by a literature review of recent publications and information available on the 
internet. Questions not only aimed to identify and assess the impact of existing tools, but also 
focused on the role of EPCs and quality assurance mechanisms in the broader EPBD policy 
perspective. Therefore the survey also looked at communication, training and incentive 
programmes that have been shown to strengthen the role of EPCs and promote housing energy 
saving renovations. The survey also covered evaluation and feedback mechanisms in place and 
revealed areas for improvement of the case studies included in the review. The analysis of best 
practice not only forms the backbone for further activities and developments during the course of 
the REQUEST project, but also delivered a firm analysis of different approaches to improve the 
skills and inform various trades involved in this kind of works. 

Efficiency Assistant (Workstream 2) 

Based on the inventory and analysis of existing best practice, an online web platform was 
developed. The “Efficiency Assistant” translates the success factors of the best practice tools and 
techniques identified for increasing the uptake of EPC recommendations into a practical guide for 
policy makers and practitioners wishing to establish and improve existing programmes. The 
Efficiency Assistant in other words allows policy makers and energy agencies to learn from existing 
best practice and provides guidance that they can tailor and adapt to develop or implement similar 
programmes in their country. The platform covers various key elements for such schemes or 
programmes, ranging from quality, installation and maintenance requirements, control and 
compliance, stakeholder engagement, communication, data and information management and use 
of financial incentives. The support is delivered through a “toolkit” of materials including guidelines, 
case studies and practical and technical information on EPCs and recommended renovation 
measures. It is available in the various partner languages to enable the widest possible 
dissemination via the primary audiences of policy makers and practitioners to secondary but key 
actors including home owners, designers, builders and qualified experts. All with the aim of 
improving knowledge on EPCs to strengthen their role as a starting and trigger point for building 
energy saving renovations in the domestic sector. 

Quality assurance instruments for housing renovation processes (Workstream 3) 

Renovation of existing homes towards energy efficient levels is known to be a complex process. It 
is often characterised by the involvement of numerous tradespeople performing a large number of 
the relatively small-scale interventions needed for the improvement of thermal resistance of the 
building envelope, air tightness, indoor thermal comfort. The interventions include replacement of 
outdated building and services components, installation of renewable energy systems and of 

http://efficiency.building-request.eu/
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control and monitoring components. In order to guarantee energy savings for householders 
investing in energy efficiency measures and to establish a viable and competitive renovation 
market amongst small and medium-sized construction firms, there is a clear need for appropriate 
process guidance alongside other initiatives for improving the building workforce’s competency, 
knowledge and skills.  

Successful QA instruments need to provide insight into the various activities within energy saving 
renovation processes, guidance for improving coordination and cooperation between various trades 
and to ensure clarity about the various roles and responsibilities of all parties involved. Such 
quality assurance and process guidance instruments for the supply chain have been developed 
during the course of the REQUEST project, through consultation workshops with over 400 
tradespeople and through analysis of renovation processes and existing QA best practice. A general 
process diagram was developed, providing a high level overview of the necessary activities during 
a renovation process, from the diagnosis/feasibility stage through to planning, construction and 
handover as well as the post-renovation use phase. This diagram identifies both recommended 
voluntary actions and obligatory minimum requirements to ensure the quality of the work 
undertaken. It is underpinned by detailed quality checklists, intended for on-site use, that describe 
the various stages of the high level process in-depth. The quality instruments were tested 
consecutively in the REQUEST pilot projects working with tradespeople and engineering companies 
performing actual housing renovations in Germany and Italy. The instruments can be adapted to 
the local context and building practices for use in any country. Furthermore, the scaling down of 
the process so that it can be applied to smaller renovation projects is being considered by 
REQUEST project partners. After a successful pilot test run, the German Energy Agency is currently 
working towards the launch of a voluntary energy saving renovation quality label based upon the 
REQUEST QA instruments. In the REQUEST partner countries a dialogue has also been set up with 
the national representatives of the BUILD UP Skills Initiative to examine how the REQUEST QA 
instruments can contribute to this large scale European initiative for building skills within the 
supply chain. 

The 11 pilot projects (Workstream 4) 

Below is an overview of the 11 pilot projects that have been running from 2010-2012 in the 
respective EU countries involved in REQUEST. Focus of the pilot projects either lies on 
strengthening the role of EPCs, on increasing quality of on-site renovation activities or on both of 
these aspects: 

• Austria - Development and testing of a building typology for Viennese residential buildings 
as a basis for improving the quality of EPC recommendations. 

• Belgium – Face-to-face and tailored energy advice providing recommendations and cost 
benefit analyses for energy saving renovation of 60+ dwellings in the Flanders region. 

• Bulgaria - Increasing awareness with home owners and raising energy efficiency and 
quality standards for the renovation of multi dwelling residential buildings.  

• Denmark – Evaluation of the impact of the activities of the Danish Knowledge Centre for 
Energy Savings in Buildings on the uptake of energy efficient renovation, and undertook a 
detailed analysis of the ProjectZero initiative in the municipality of Sonderborg.  

• Germany - Testing the REQUEST instruments for quality assurance in a renovation project 
towards low CO2 emission for 30 houses in the Münster and Leipzig region. 

• Greece – Energy saving renovation of large scale apartment buildings in the wider Athens 
area with involvement of unemployed inhabitants that were trained as installers and 
maintainers for their building. 

• Italy – Establishment of a national stakeholder consultation forum "Tavoli di Lavoro 4E" to 
create consensus and hasten implementation of legislation in Italy. At the practical level 
the energy saving renovation process of a social housing company, ACER Reggio Emilia, 
was monitored by comparing it to the REQUEST quality framework. 

• Poland - Setting up collaborative initiatives to engage tenants and property owners in the 
energy saving retrofit of multi dwelling residential buildings with communal ownership in 
Warsaw. 

• Portugal - Improvement of EPC recommendations and energy saving renovation  practice 
with a focus on residential buildings from the '70s and '80s in the Lisbon area. 

• Slovakia – Development of the “Energy Minder“, an advisory training web tool for quality 
assured renovation processes to be used in regional consultation to increase the uptake 
and quality of energy consultations in Slovakia.  
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• United Kingdom – Development and testing of energy efficiency guidance and training 
material for homeowners and tradesmen for a room-by-room energy saving refurbishment 
approach in collaboration with the leading national trade association for SME builders. 

A blueprint for a successful energy efficiency retrofit market 

As outlined above, the REQUEST project focused on maximising the potential of Energy 
Performance Certificates: how can we ensure that the EPC regimes in each EU country really 
stimulate householders to invest in energy saving renovation actions and then that the supply 
chain delivers high quality work? Main challenges tackled throughout the project therefore 
included: 

1. Improving the quality of the EPCs and the advice and recommendations given therein. 
2. Strengthening the role of EPCs as the basis for planning energy saving renovation activities 

for buildings and engaging with the supply chain directly building demand for renovation 
activities. This involved starting to improve the linkages between the processes and 
structures around EPCs and the refurbishment supply chain.  

3. Helping existing SME builders/installers to build trust around an energy saving  
refurbishment product offering.  

4. Ensuring a high quality final product/service by focusing on quality management systems 
for energy saving refurbishment.  

In several of the REQUEST pilot projects some of the approaches were developed and tested to 
tackle some or, in some cases even all of the above challenges. In Denmark in particular, one 
aspect of the pilot project was an evaluation of a well-developed community scale initiative to 
deliver energy advice linked to EPC standards triggering an integrated supply chain for energy 
saving renovation. The various pilot projects revealed a set of key components that need to be in 
place to establish the ideal conditions to enable the development of a successful energy saving 
retrofit market. The Danish example has shown us that when these key components are all in place 
together, they form a blueprint for creating a fully functioning energy saving renovation market. 
These key components are displayed in the figure below.  

 

Figure 1: Blueprint for a fully functioning energy saving renovation market based on the Danish Project Zero in 
Sonderborg. 
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This blueprint for creating a fully functioning energy saving renovation market is highly dependent 
on the following elements: 

1. Establishing a clear vision and goals that all stakeholders understand, buy into and work 
together to deliver. Various pilot projects have shown how powerful partnerships and 
collaborate efforts can be in driving change when there is such a shared vision (e.g. for the 
Danish Project Zero: zero carbon by 2029). 

2. Valuing EPCs and ensuring that the guidance they provide is tailored, specific and 
accurate. 

3. Acknowledging the key role information and communications activities play in driving 
action on EPCs – ensuring home owners understand where and how can seek support to 
act on the certificate recommendations. 

4. Ensuring access to finance, either through subsidies, low interest loans or other means 
can significantly increase the uptake of energy saving measures. Secondly, these financing 
mechanisms should ideally be coupled to energy efficiency targets to be achieved.  

5. Training and support for supply chain actors is essential for ensuring homeowners 
have access to skilled tradespeople who can be trusted to deliver quality renovation works. 

6. Building and maintaining homeowners’ trust is one of the most important links in the 
chain. Important factors for achieving this are the provision of impartial information and 
advice and ensuring quality throughout the supply chain so that renovations actually 
deliver the results promised. 

7. Key to all of the above is process and project management support – either for the 
homeowner or the supply chain (or both) - which is vital for ensuring an unbroken supply 
chain with all actors involved working together to deliver a successful renovation. 

Clearly it is not a simple “cut and paste” exercise to apply this blueprint to different countries 
across Europe (and beyond), rather the elements need to be tailored and adapted to the local 
context. In the below, we zoom in on some of the overarching and common findings from the 
various pilot projects. They directly address the key elements mentioned above and thus provide 
insight into parts of the blue print for creating a fully functioning energy saving renovation market.  

Strengthening the role and impact of EPCs 

Improving EPCs so that they include detailed recommendations for cost-optimal energy saving 
retrofit, accompanied by financial analysis (i.e. payback times) and technical specifications has 
proven crucial for strengthening the value of EPCs as triggers for tenants and home owners to take 
action. Providing energy experts and building professionals with energy advice tools that link to the 
EPC methodology, and linking grant or financial support schemes to EPCs by imposing minimum 
levels for the overall energy performance of homes after renovations, also prove to be important to 
firmly embed EPCs as a key instrument in the start-up phase of any energy saving retrofit  activity.  

The existing cost differences between energy efficient and “standard” refurbishments have a great 
influence on the decision making process of the property owners. To encourage investment in 
ambitious energy saving retrofit, EPCs are central. It is vital that EPC recommendations are 
accurate, based on robust data and analysis and are effectively communicated. But EPC data and 
information can also play a dynamic role in the decision making process, beyond simply the 
information printed on the certificate. For example, web tools can allow householders to consider at 
home and with experts the range of ways they can improve their property, based on the property 
data that has been collected from EPC assessments. Further, the national or regional EPC issuing 
body can interact more with the supply chain, helping to create new systems that enable the 
sellers of products and services to communicate their offer to householders who have recently 
received a certificate.  

More broadly, any programme’s success in driving uptake for energy efficient and sustainable 
refurbishments is highly dependent on the quality of the advice and consultancy. This need for 
quality consultancy goes beyond the householder – for example to include landlords and tenant 
representative bodies in rental situations. All stakeholders need access to the basic information 
about the opportunity for ambitious energy saving renovation activity.  

Trust and quality in the supply chain 

Trust and quality in delivery are central for stimulating demand by showcasing demonstrable 
results. This means projects have to work with all the businesses involved in any aspect of 
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renovation – as an integrated supply chain with mutual recognition of the roles of the various 
trades, professions and disciplines involved, and where quality, professionalism and cooperation 
are central. The supply chain “on the ground” already recognises the key role of trust and quality. 
REQUEST has found that reputation is a key factor when builders describe their experience in trying 
to persuade homeowners to include energy saving measures in their retrofit plans.  

Several of our pilot projects showed that builders clearly value training and the input of trusted 
external bodies to help them establish their credibility as low energy experts with customers. 
Training courses for builders are particularly important to improve builders’ confidence in specifying 
and installing suitable products. Training can be delivered on a wide-scale, using practical 
demonstrations as well as explanations of the market opportunities in the low energy sector. 
Networks of qualified tradespeople and assessors can be created at local, regional or national level. 
EPCs or communication/support programs built around EPCs should point householders into the 
direction of these networks and by doing so they are able to bridge the gap between EPCs and 
retrofit action. Ideally, when all of the above is in place, detailed quality assurance instruments – 
as delivered within REQUEST - can then be used to ensure that on individual refurbishment 
projects the quality is delivered across all the different tradespeople involved. 

Not surprisingly, the “people” aspect has been shown to be particularly important for building trust 
and quality in the supply chain for energy upgrading. Solutions lie in the development of 
collaborative models with the involvement of different stakeholders (knowledge partners, policy 
makers, municipalities, private or public funding agencies, technology suppliers,…) and in defining 
and agreeing clear roles and responsibilities to ensure the full cooperation of all actors involved. 
The evolution of public procurement rules to move away from the lowest-costs criterion in favour of 
a best value approach (ensuring an appropriate quality/cost ratio) is seen as another important 
element. Especially to ensure high quality renovations in those cases where public procurement 
rules apply, e.g. in social housing. Lastly, Energy Performance Contracting for housing renovation 
has proven a powerful mechanism for increasing the provision of quality assured market solutions 
and particularly for up scaling the market and mobilising finances to stimulate an increase in 
renovation rates towards and beyond the 2 % threshold. 

The “Charlie effect” 

Reaching home owners and tenants to provide advice on energy matters and to get them engaged 
in energy renovation activities has proven particularly difficult in many of the involved partner 
countries. Householders are often reluctant and show a high level of distrust. In the County of 
Sonderborg in Denmark an independent energy expert called “Charlie” is credited with being the 
key link in the chain for the now well established energy efficiency market that exists there. He has 
acted as the bridge between the householder and the supply chain – triggering the homeowner to 
first take action and then ensuring an integrated process by following each renovation project and 
intervening whenever necessary to ensure the successful completion of the project. During the 
lifetime of the REQUEST project “Charlie” already advised over 750 households - of them 418 
(55 %) has gone on to undertake energy saving renovation projects whilst others are currently on 
the waiting list. A success rate of 60-70 % is expected (houses renovated/households visited). 
Currently, 243 energy upgrading projects are fully complete.  

However, the REQUEST project has shown that there is not a one size fits all approach and this 
“Charlie effect” can manifest itself in different ways. During the project, specific strategies have 
been deployed to overcome barriers such as passivity, reluctance and distrust. A door-to-door 
approach has been one of the success formulas deployed directly by energy agencies in nearly half 
of the pilot projects (Belgium, Greece, Poland, Portugal, Denmark) as a means of first of all raising 
the awareness and gaining the trust of householders. In the UK on the other hand, it has been 
demonstrated that similar results can be achieved by providing independent and impartial support 
and information to homeowners by the builders themselves. This has left us asking what are the 
defining characteristics such a “Charlie” should hold? Clearly Charlie must be equipped with 
technical knowledge, must hold a level of independence and impartiality (or be backed by an 
organisation who has these characteristics) and must, as a minimum, function as a trigger person 
for energy saving renovation activity, but might also perform the role of a guide throughout the 
entire renovation process. There is also considerable scope to support and reduce the costs of such 
integrated process management by developing systems to share data about EPCs, retrofit activity 
and retrofit opportunities at local level with all stakeholders.   
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Such a “process management” role to ensure an integrated supply chain and seamless customer 
journey is something that is not formalised in most countries yet, but that we believe is necessary 
to maximise harvest of the energy efficiency potential of retrofits. It could however be performed 
by a number of different actors with the right level of training (site managers, EPC assessors, 
project managers) and with the necessary independency and impartiality.  

Conclusion 

The EU 20-20-20 targets are ensuring that every country in Europe is now moving towards the 
same final destination of reduced CO2 emissions in Europe. From this perspective, retrofit with 
focus on energy efficiency upgrading of dwellings is one of the key challenges to tackle. The 
REQUEST project has shown that identifying and showcasing best practice and developing practical 
support based on these can help to trigger one or more of the actions needed to take a country a 
step closer along the path towards low CO2 emissions in Europe.  

The project was based on the view that the EPCs can drive a new market for high quality energy 
saving refurbishment. The pilot projects demonstrated the value of different interventions and 
improvements – to EPCs themselves, to systems to engage and advise home owners, to skills and 
delivery in the supply chain – that can unlock that market-changing potential of the certificate. Not 
only building the demand for energy saving retrofit, but also quality and trust in the supply chain 
are key issues that have been addressed in the REQUEST project. But quality, whether of a home 
energy assessment/EPC or an energy saving renovation, costs. And up to now, without strong 
consumer demand, market interventions have been required to meet that cost. The success story 
in the Danish Sonderborg shows that through an intervention providing process management 
support to all stakeholders in the retrofit process –enabling a smooth customer journey– 
householders will take action and will pay for quality consultancy and retrofit. With public 
expenditure cuts at national level, local process management and engagement projects of this type 
may be the route to grow quality and trust and thereby action around EPCs. Further, such 
initiatives can be reinforced by new national approaches to financing retrofit: for example the 
Green Deal in the UK. 

The REQUEST project demonstrated that by focusing on initiatives to link supply and demand for 
refurbishment with focus on energy saving, and particularly by promoting quality and building 
trust, EPCs can successfully drive retrofit actions towards low energy buildings. However, assessing 
that impact of EPCs on action will, as things stand today, be difficult. Currently, levels of general 
retrofit activity are poorly monitored across Europe and there is virtually no monitoring of retrofit 
activity undertaken in response to EPCs. There is in other words a huge potential for much better 
tracking and analysis to identify the remaining potential for action on energy efficiency and CO2 
emissions improvements in European homes. This is yet another important element that could 
support policy makers, market actors, local authorities, and householders themselves in planning 
low carbon improvement strategies. 

-------------------------------------------------- 

The REQUEST project (2010-2012) was funded by Intelligent Energy Europe, under coordination of 
the Energy Saving Trust (UK) and with involvement of the following European partners: Austrian 
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Energy Development Agency (SEDA - BG), Danish Building Research Institute, part of Aalborg 
University (AAU/SBi - DK), German Energy Agency (dena - DE), Centre for Renewable Energy 
Sources and Saving (CRES - GR), Italian National Agency For New Technologies, Energy And 
Sustainable Economic Development (ENEA - IT), Polish National Energy Conservation Agency 
(KAPE - PL), Portuguese Energy Agency (ADENE - PT), Slovak Innovation and Energy Agency (SIEA 
- SK).  

Our special thanks goes out to Ezilda Costanzo (ENEA), Manuel Casquico (ADENE), Katharina 
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More information on the programme and the project outcomes are available on the REQUEST 
website www.building-request.eu. 
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