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Developing the customer journey is key to be able to map all the aspects that should be
taken into account when developing a methodology to recruit, inform and unburden a
candidate renovator.

It is also an important instrument to detect the key moments in which a house owner is
receptive for renovation as well as to detect the actors that are involved in those moments.

Executive Summary

This document contains the desired customer journeys of all three target groups within C-
REAL.

The customer journeys were developed during 3 online workshops where experts
representing all key actors, were invited to co create.

Below, they are presented in a graphic way.

They will be used as a starting point to detect the issues to be tackled in order to develop a
tailored methodology for renovation advice and guidance for every target group.
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1 Detailed customer journey - target group of buyers

low to middle income

little knowledge about costs, credits
and buying / building or renovating

(too) high quota
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2 Detailed customer journey - target group of existing mortgage clients

existing Onesto customer

has a house with a latent
need for renovation (EPC>
300)

has a low to moderate
income and a limited
renovation budget

has little knowledge of costs,
credits and buying / building
or renovating

PHASE 4 /RENOVATION

explore Insight into
needs with needs and guidance
advisor (s) costs
e o o e o .
analysis of the budget maximum pay yourself? comparing
problem determination budget quotations, site
to lend? visits, applying
listing of works |quotation prices premium (mortgage, for grants and
subsidies installment, subsidies ...
financial permits energy loan?)
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3 Detailed customer journey - target group of ACO’s

PHASE 1/ RECRUITMENT via 3 tracks. PHASE 2 / PROPOSAL.

insight into residents’
needs and dynamics

P contacting syndies via C-
IMt“sl::d::sAfco?s o Real with explanation apartment buyers via
R B - and request to :
information session rtici i Onesto are advised to
via and per participate (speci 'c address their syndic / ACO
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mind)
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PHASE 2 / PROPOSAL.

insight into residents’
needs and dynamics
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