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Management summary (ENG) 
Motivation 

One of the largest challenges in the built environment today is the decarbonization of the housing 

stock. Social housing providers (housing associations) have a large task in this energy transition 

as together they own 29% of the Dutch housing stock. However, housing associations notice that 

it becomes harder to get their tenants to support the renovation plans. Therefore, this study focuses 

on how the participation process of social tenants in energy renovations of their dwellings is 

organized and how it can be improved. The main research question is: In what way could 

participation of social tenants in energy saving dwelling renovations be enhanced leading to higher 

resident acceptance, taking into consideration the characteristics of the renovation process? The 

conclusions of the research must give housing associations a better idea of how to plan, present 

their intended energy efficient renovation measures, and how to base the process on the needs 

and preferences of their residents.  

Methods and conceptual model 

The report consists of four main components: (1) the literature study, (2) the expert interviews, (3) 

the focus group discussions and (4) the setup of a stated choice experiment.  

The aim of the literature study was to define participation and find out why it is important and what 

its pre/conditions are.  

Expert interviews with two social housing associations were conducted and focus group 

discussions were organized with the tenants of social housing provider Woonbedrijf who have 

recently experienced an entire renovation. The aim of the interviews and focus group discussions 

was to find out how participation was organized, how it is being experienced and what the possible 

improvements are. In total seven interviews and three focus groups have been organized. 

The literature study and expert interviews gave input which was presented and discussed during 

the focus group discussions, with the expectation of gaining clear insight on what is of importance 

for the residents.  

Finally, a setup of a stated choice experiment was developed - a tool that can be used to increase 

participation in the first stages of the renovation process. With a stated choice experiment, more 

in-depth data from a broader sample group can be obtained regarding the most important steps 

within the renovation process, as well as preferences and needs of the tenants. However, the 

execution of the stated choice experiment is not part of this thesis and is left for future research.  

As a conceptual model, a model of a customer journey was used especially during the focus group 

discussions. Each step of the customer journey was thoroughly discussed with the tenants, with 

the aim of finding out where possible improvements are. The model used is from Hamilton et al. 

(2020).  

 
Source: Hamilton et al. (2020) 

 



 3 

Results 

Participation is defined as an interaction between citizens and policy makers, which offers citizens 

the opportunity to influence decisions. In this context, the interaction is between the tenant and the 

social housing association. Participation is important for three reasons: (1) for more effective policy-

making: it takes into consideration the perspective of the tenant, which makes it possible to base 

policy decisions on needs and preferences of tenants, (2) to create a relationship of trust: by 

working together with the tenant a better relation will be build, and (3) to improve the quality of the 

policy: because there is better connection between needs and plans. All these points could lead to 

a larger support base. Taking into consideration that 70% of the tenants must accept renovation 

plans, the support base for plans is of great importance.  

Pre-conditions for a successful participation process include: (1) a relationship of trust between the 

tenant and a housing provider, (2) good provision of information and good communication and (3) 

clear agreements regarding the process. Further, for residents, it is important to get involved in the 

process when the decisions which must be made apply for them. By doing this and involve them 

early in the process, there will be more understanding for the measures. It is essential to keep 

informing them about intentions of choices, the plans or daily activities for the acceptance of energy 

efficient interventions.  

Experts within the social housing associations (Woonbedrijf and WoCom) agree that it becomes 

more difficult to engage 70% of the tenants to intended renovation plans. Table 1 presents the main 

possible reasons experts indicate and offers possible solutions: 

Issues Possible solutions 

A. Residents lack knowledge regarding the 
energy transition in general. 

Develop approaches in which this knowledge can 
be offered, in an early stage. 

B. Tenant population consists of different 
segments with divergent needs and preferences. 
Getting to know better the segments and their 
needs is an important challenge. 

Develop a tool to learn the needs and 
preferences of different population segments 

C. The renovation process is not sufficiently 
standardized. Each renovation starts more or 
less from scratch. 

It would be helpful to develop a guideline in order 
to standardize the renovation process. 

Table 1: Issues and possible solutions from expert interviews 

A further aim of this research is to investigate the needs and preferences of residents regarding 

the process of energy efficient renovations. In order to do so, a conceptual framework, the customer 

journey, was presented and discussed with residents. The customer journey is a reflection of what 

a renovation process in the context of energy saving measures looks like. In table 2, the main 

conclusions and issues which are the result of the focus group discussions are presented: 

Conclusion/ issue Solution 

D. The very first step in the customer journey 
(getting motivated to renovate the dwellings) 
lacks participation instruments. Residents would 
like to participate earlier in the renovation 
process. 

Develop tools/instruments to facilitate 
participation in the very start of the customer 
journey 

E. In other steps residents are quite satisfied with 
the information they get and appreciate that they 
have enough time to orient and ask questions 
regarding intended plans. They are in general 
content with how the renovation is performed. 

-- 

F. Offering tenants alternative renovation 
packages to choose from, increases their sense 
of participation and their willingness to support 
the renovation. 

In each renovation, try to offer tenants at least two 
renovation packages to choose from 
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G. People are affected by what neighbours say.  This offers the opportunity to appoint key figures 
in a neighbourhood/complex and offer them 
renovation earlier than the rest. So that they 
could share their experiences with the rest. 

Table 2: Issues and possible solutions for tenants’ participation, from focus groups  

When taking into account insights from the literature study, expert interviews and focus groups, an 

important challenge can be formulated: to facilitate participation early in the customer journey in 

order to learn the needs and preferences of the tenant. With a stated choice experiment this could 

be achieved practically. In a stated choice experiment respondents are offered to choose from two 

or more different hypothetical energy renovation packages, which mimic closely the real packages 

that tenants might be offered later in reality. The packages differ in a limited number of attributes 

specified by the researcher. Based on the choices made by respondents and using statistical tools, 

conclusions can be drawn about the value tenants attach to specified attributes.  

The setup of the stated choice experiment in this thesis is split up into two parts: one concerns the 

pre-intervention phase, and the other focusses on the intervention phase. The attributes of the first 

are: timing of first announcement of activities, frequency of communication and extent of influence. 

The attributes of the second are: rent compensation, maximal rent increase, relocation during 

activities, maximal duration of activities and renovation bathroom, toilet and kitchen. This way, data 

can be gathered on two separate phases within the participation and renovation process. 

Conclusion and discussion  

The main highlights from this research can be summarized as follows:  

• It is important for housing associations to involve tenants early in the process, especially when 

choices are being made which affect them. This helps to find out tenants’ needs and 

preferences during the early stages of the process.  

• For housing associations it is important to know their tenant base. At this moment, many housing 

providers approach all their tenants in the same way. Insight into the differences between 

tenants’ segments could help understand the reasons behind the low participation level of 

certain groups and improve the communication with them.  

• A stated choice experiment in a very early phase in the renovation process helps involve the 

people and study their preferences. 

 

There are also some limitations of the present study that should be mentioned. In this research, 

the focus group discussions were limited by two points: (1) people with an immigration background 

were not represented, while it is a substantial target group in social housing and (2) during two 

focus groups, only one person showed up. Further, only two housing associations participated in 

this study. A broader study including more housing associations would help to test the main 

conclusions on a broader population.  
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Management summary (NED) 
Motivatie 

Nederlandse woningcorporaties moeten de energie-efficiëntie van zo'n 2 miljoen woningen 

verbeteren om aan de klimaat- en milieudoelstellingen te voldoen. Hiervoor zijn verschillende 

energierenovatie maatregelen nodig (bijv. woningisolatie, zonnepanelen, warmtepomp). Deze 

maatregelen gaan meestal samen met een huurverhoging. Het aanbrengen van de maatregelen 

zorgt ook voor overlast. Als gevolg hiervan steunen huurders de renovatie niet altijd. Het verkrijgen 

van draagvlak bij de huurders voor energierenovaties is dus een belangrijke uitdaging voor de 

woningcorporaties. Daarom richt dit onderzoek zich op hoe het participatieproces van huurders is 

georganiseerd en hoe dit kan worden verbeterd. De centrale onderzoeksvraag is: Hoe kan de 

participatie van sociale huurders in het besluitvormingsproces rond energierenovatie van sociale 

woningen worden vergroot, leidend tot een hoger acceptatieniveau? De conclusies van het 

onderzoek moeten woningcorporaties een beter beeld geven van hoe ze participatie bij huurders 

beter kunnen stimuleren. 

Methode en conceptueel model 

De onderzoeksmethode bestaat uit vier hoofdcomponenten: (1) literatuuronderzoek, (2) 

expertinterviews, (3) focusgroep discussies en (4) opzetten van een keuze-experiment.  

Ten eerste werd literatuuronderzoek uitgevoerd om participatie te definiëren, te achterhalen 

waarom deze belangrijk is en wat de randvoorwaarden zijn.  

Daarna zijn expertinterviews gehouden bij twee woningcorporaties en er zijn focusgroep discussies 

georganiseerd met de huurders van woningcorporatie Woonbedrijf die recent een complete 

verbouwing hebben meegemaakt. Het doel van de interviews en focusgroep discussies was om 

erachter te komen hoe participatie is georganiseerd, hoe deze werd ervaren en wat mogelijke 

verbeteringen zijn. De uitkomsten van de literatuurstudie en expertinterviews werden als input 

gebruikt tijdens de focusgroepen. In totaal zijn er zeven interviews en drie focusgroepen 

georganiseerd. 

Ten slotte werd een opzet van een keuze-experiment ontwikkeld - een tool dat gebruikt kan worden 

om participatie bij de start van het renovatieproces te vergroten. Met dit experiment kan uit een 

brede populatie huurders gegevens worden verkregen over de voor hen belangrijkste stappen 

binnen het renovatieproces, hun voorkeuren en behoeften. De uitvoering maakt echter geen deel 

uit van deze scriptie. 

Voor een conceptueel model van het renovatieproces (onderstaand figuur) werd vooral tijdens de 

focusgroep discussies een model van een klantreis gebruikt. Elke stap van de klantreis werd 

uitgebreid besproken met de huurders, met als doel te achterhalen waar mogelijke verbeteringen 

zitten.  

 
Source: Hamilton et al. (2020) 
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Resultaten 

Participatie wordt gedefinieerd als de interactie tussen burgers en beleidsmakers, die burgers de 

mogelijkheid biedt om beslissingen te beïnvloeden. In dit onderzoek gaat het om de interactie 

tussen de huurder en de woningcorporaties. Participatie is om drie redenen belangrijk: (1) voor 

effectievere besluitvorming: er wordt rekening gehouden met het perspectief van de huurder, 

waardoor beslissingen kunnen worden gebaseerd op de behoeften en voorkeuren van huurders, 

(2) het creëren van een vertrouwensrelatie: door samen te werken met de huurder kan een betere 

relatie tussen huurder en woningcorporatie worden opgebouwd, en (3) de kwaliteit van het beleid 

verbeteren door de aansluiting tussen de behoeften en de plannen te versterken. Al deze punten 

kunnen leiden tot een groter draagvlak voor renovatiemaatregelen. Aangezien de Nederlandse wet 

vereist dat minstens 70% van de huurders renovatieplannen moet accepteren, is het draagvlak 

voor plannen van groot belang. 

Randvoorwaarden voor een succesvolle deelname zijn onder meer: (1) een vertrouwensrelatie 

tussen huurder en woningaanbieder, (2) goede informatievoorziening en goede communicatie en 

(3) duidelijke afspraken over het proces. Verder is het voor bewoners belangrijk om betrokken te 

zijn bij het proces wanneer de te nemen beslissingen hen aangaan. Door dit te doen en bewoners 

vroeg in het proces te betrekken, kan meer begrip en draagvlak voor de renovatiemaatregelen 

worden gecreëerd. Het is essentieel om mensen te blijven informeren over de motieven achter de 

genomen beslissingen. 

Experts binnen de woningcorporaties (Woonbedrijf en WoCom) zijn het erover eens dat het 

moeilijker wordt om steun te krijgen van 70% van de huurders voor voorgenomen 

renovatieplannen. Tabel 1 vermeldt de belangrijkste mogelijke redenen die experts aangeven en 

biedt mogelijke oplossingen: 

Conclusie/issue Oplossing 

A. Bewoners komen kennis te kort inzake de 
energie transitie in het algemeen.  

Ontwikkeling van aanpakken waarmee deze 
kennis kan worden aangeboden in een vroege 
fase.  

B. De bewonerspopulatie bestaat uit 
verschillende segmenten met diverse behoeften 
en voorkeuren. Het beter leren kennen van deze 
segmenten en de diverse behoeften is een 
belangrijke uitdaging. 

Ontwikkel een tool waarmee de behoeften en 
voorkeuren van de verschillende bewoners 
segmenten in kaart kunnen worden gebracht.  

C. Het energierenovatie proces is nog niet 
voldoende gestandaardiseerd. Elke renovatie is 
maatwerk en start min of meer vanaf scratch.  

Het zou helpen om een handleiding te 
ontwikkelen voor energierenovaties, om het 
renovatieproces meer te standaardiseren.  

Tabel 1: Issues en mogelijke oplossingen betreffende participatie: uitkomst van expert interviews 

Een ander doel van deze studie was het onderzoeken van de behoeften en voorkeuren van 

bewoners met betrekking tot het proces van energiezuinige renovaties en hun participatie erin. 

Hiervoor is een conceptueel kader, de klantreis besproken met de bewoners. De klantreis is een 

afspiegeling van hoe een renovatietraject in het kader van energiebesparende maatregelen 

eruitziet. Tabel 2 vermeldt de belangrijkste conclusies en problemen en biedt mogelijke 

oplossingen. 

Conclusie/issue Oplossing 

D. De allereerste stap in de klantreis 
(gemotiveerd raken om de woningen te 
renoveren) mist participatie-instrumenten. 
Bewoners willen graag eerder betrokken worden 
in het renovatieproces. 

Ontwikkel tools/instrumenten om deelname aan 
het begin van de klantreis te faciliteren 

E. In de overige stappen zijn bewoners tevreden 
met de informatie die ze krijgen en waarderen ze 
dat ze voldoende tijd hebben om zich te 

-- 
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oriënteren en vragen te stellen over 
voorgenomen plannen. Over het algemeen zijn 
ze tevreden over de uitvoering van de renovatie. 

F. Wanneer huurders alternatieve 
renovatiepakketten aangeboden krijgen om uit te 
kiezen, wordt hun participatiegevoel vergroot en 
zijn ze meer bereid om de renovatie te steunen. 

Probeer bij elke renovatie de huurders een keuze 
uit minstens twee renovatiepakketten aan te 
bieden  

G. Mensen worden beïnvloed door wat buren 
zeggen. 

Dit biedt de mogelijkheid om sleutelfiguren in een 
wijk/complex aan te stellen en hen eerder dan de 
rest een renovatie aan te bieden. Op deze manier 
kunnen ze hun ervaringen met de rest delen. 

Tabel 2: Issues en mogelijke oplossingen betreffende participatie: uitkomst van de focusgroepen 

 

Door inzichten uit beide, de expertinterviews en de focusgroepen, te combineren, kan een 

belangrijke uitdaging worden geformuleerd: participatie aan het begin van de klantreis faciliteren, 

om de behoeften en voorkeuren van de huurders beter in kaart te kunnen brengen. We stellen een 

methodologie voor - een keuze-experiment - waarmee beide doelen op een praktische wijze 

kunnen worden bereikt. In een keuze-experiment wordt respondenten gevraagd om te kiezen uit 

twee of meer verschillende hypothetische energie renovatiepakketten. Deze lijken op echte 

pakketten die huurders later in de werkelijkheid zouden kunnen krijgen. De pakketten verschillen 

op een beperkt aantal door de onderzoeker opgegeven kenmerken. Op basis van de keuzes van 

respondenten en met behulp van statistische tools kunnen conclusies worden getrokken over de 

waarde die huurders hechten aan bepaalde attributen van de pakketten.  

De opzet van het keuze-experiment in deze scriptie is opgesplitst in twee delen: het ene gaat over 

de pre-renovatiefase en het andere gaat over de renovatiefase. De kenmerken van de eerste zijn: 

timing van de eerste aankondiging van activiteiten, frequentie van communicatie en mate van 

invloed. De attributen van de tweede zijn: huurcompensatie, maximale huurverhoging, verhuizing 

tijdens werkzaamheden, maximale duur werkzaamheden en verbouwing badkamer, toilet en 

keuken. Op deze manier kunnen gegevens worden verzameld over twee afzonderlijke fasen 

binnen het participatie- en renovatieproces. 

Conclusie en discussie 

De belangrijkste punten uit dit onderzoek kunnen als volgt worden samengevat: 

• Voor woningcorporaties is het van belang om huurders vroeg in het proces te betrekken, zeker 

als er keuzes worden gemaakt die hen aangaan. Dit helpt om al in het vroege stadium van het 

proces te achterhalen wat de behoeften en voorkeuren van huurders zijn. 

• Voor woningcorporaties is het belangrijk om hun huurdersbestand te kennen. Op dit moment 

benaderen veel woningcorporaties alle huurders op dezelfde manier. Inzicht in de verschillen 

tussen huurderssegmenten kan helpen om de redenen achter de lage deelname van bepaalde 

groepen te begrijpen en de communicatie met hen te verbeteren.  

• Een keuze-experiment in een zeer vroege fase van het renovatieproces helpt de mensen te 

betrekken en hun voorkeuren te bestuderen. 

 

Er zijn enkele beperkingen van de huidige studie die vermeld moeten worden. In dit onderzoek 

werden de focusgroep discussies beperkt door twee punten: (1) mensen met een 

immigratieachtergrond waren niet vertegenwoordigd, terwijl het een substantiële doelgroep is in 

de sociale huisvesting en (2) tijdens twee focusgroepen kwam slechts één persoon opdagen. 

Verder hebben slechts twee woningcorporaties deelgenomen aan dit onderzoek. Een bredere 

studie met meer woningcorporaties zou helpen om de belangrijkste conclusies over een bredere 

bevolking te testen. 
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1 Introduction  
 

1.1 Background and objectives  
In Europe, the concern for climate change is serious. In a survey ordered by the European 

Commission (Special Eurobarometer 490), climate change is seen as a ‘very serious problem’ by 

74% of the respondents in the Netherlands (the average of Europe is 79%) (Eurobarometer, 2019). 

In the past twenty years the world has felt the warmest years recorded. The Intergovernmental 

Panel on Climate Change (IPCC) issued that clear impacts of global warming can already be seen 

in our environment. Results are forest fires, floods and hurricanes, negative impacts on the Nordic 

region or the livelihood of local populations (European Commission, 2018). The further increase of 

negative impacts of global warming is also disrupting Europe’s economy, as well as it is disrupting 

the production of food or public health. The negative externalities are becoming a trend, and this 

requires immediate action. The energy transition of the built environment is one of actions and is 

also the topic of this report. E.g. a large proportion of carbon emissions is generated by energy use 

of citizens through their everyday life. In the Netherlands, citizens and homes account for 

approximately 10% of all emissions. Any action taken therefore also needs to consider how 

households can become more sustainable and emit fewer greenhouse gasses. 

International Climate Goals 

Goal 13, Climate Action, of the UN Sustainable Development Goals (United Nations, 2019) 

describes the urgent action to combat climate change and its impacts. The Paris Agreement is 

being described as a powerful signal that it is time to invest in a low emission economy. This has 

led to a European vision for a climate neutral economy. Europe has the vision to achieve a net-

zero greenhouse gas emission by 2050, which is the main task for the energy transition. This 

contributes to the Paris Agreement objectives which are in line with the UN Sustainable 

Development Goals.  

The achievement of a zero-GHG emission in 2050 will be going in phases. The first upcoming 

milestone will be in ten years from now. The key targets the European Commission has set for 

2030 are: 

- a reduction of 40% in greenhouse gas emissions (relative to 1990 levels); 

- a minimum share of 32% for renewable energy; and 

- a minimum improvement of 32.5% in energy efficiency. 

It is required for all member states of the Europe to adopt an ‘Integrated National Energy and 

Climate plan’ (NECP) for the period 2021 – 2030 (European Commission, 2017). 

Climate Plan of The Netherlands 

The Ministry of Economic Affairs and Climate also has developed the climate plan for the 

Netherlands. In this report (2019), the ministry mentions that The Netherlands wants to contribute 

substantially to the Paris Agreement. The measures must reduce the greenhouse gas emissions 

by 49% (relative to 1990 levels). With the Climate Law (Klimaatwet, 2020) The Netherlands takes 

a next step towards a climate-neutral society, with reliable, affordable, safe and a low-CO2 

energy supply in 2050.  

Based on national cost effectiveness, the tasks in the agreement are formulated for five sectors: 

industry, mobility, the built environment, electricity and agriculture and land use. This indicates that 

major initiatives from the building sector are required. Therefore, specific policy measures are 
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taken. These measures should stimulate owners to renovate their dwelling in order to make them 

sustainable and energy neutral. Some important and stimulating measures are: 

- the VAT rate is reduced from 21% to 6% for applying insulation material and insulation 

glass. This means the purchase price of energy saving materials is cheaper, resulting in a 

shorter payback period of the investment; or 

- the availability of attractive financing instruments for renovating the built environment (e.g. 

people can get higher mortgages in case the money is invested in energy saving measures 

or the VAT-free purchase of solar panels).  

Also, per 1 July 2018, the ‘Gas-law’ has been adapted. This law must make sure that new buildings 

will not get any natural gas connection. New buildings have to be delivered as ‘Almost Energy 

Neutral Buildings’ (in Dutch: Bijna Energie Neutrale Gebouwen or BENG).  

Local Implementation of Measures 

The climate- and energy transition is not only a concern of the central government. The translation 

of the national goals in the Climate Law (Klimaatwet, 2020) into actions in practice is most 

commonly being done regionally or locally. Examples of these regional or local policy issues are 

the spatial allocation of renewable energy-options or the storage and infrastructure of electricity. 

Within the Spatial Planning Law (Wet ruimtelijke ordening, 2018) and the future environmental law 

(Ministerie van Infrastructuur en Waterstaat, 2020), municipalities and governments are made 

primarily responsible for spatial policy and spatial development. So, the central government and 

the local authorities will pursue the climate goals of 2030 together (Ministry of Economic Affairs 

and Climate, 2019). 

The Regional Energy Strategies (RES) are part of the programmatic national approach. The RES 

is strongly anchored with the climate agreement. With the RES, many of the national agreements 

are being adopted in practice. The execution of the RES will be done by the municipal and, 

provincial governments, and the regional water authorities. Municipalities themselves have room 

to implement the energy transition at regional level in order to achieve the Paris objective (VNG, 

w.d.).  

Besides, municipalities have a leading role in the transition towards ‘natural gas-free’ 

neighborhoods. In a diligent process a consideration must be made per neighborhood what the 

best solution is. The ministry believes that a wide and active involvement of citizens is important 

for the success of the transition and should have a serious role in the creation and implementation 

of policy. Therefore, a neighborhood-oriented approach is usually followed, where attention is paid 

to the social-cultural profiles of the different neighborhoods in order to choose a tailor-made form 

of participation (Ministry of Economic Affairs and Climate, 2019 & Tambach et al., 2010). 

Participation in the Energy Transition 

In the National Climate Plan of The Netherlands (Ministry of Economic Affairs and Climate, 2019), 

the government points out that at this moment there is insufficient insight in the attitude towards 

the climate transition among the citizens. Therefore, The Agency of Social and Cultural Planning 

(SCP) developed the research program ‘Sustainable Society’. This program periodically offers a 

social-cultural perspective on the energy transition. It focusses on the relation between citizen and 

government in the context of the transition. In December 2019, the first report was published, called 

‘Together we are stronger’. Carabain and De Kluizenaar (2019), distinguish two tasks: making 

dwellings more sustainable (1) and changing the behavior of citizens (2).  
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The required sustainability investments in dwellings are large, especially for private dwelling 

owners they imply that big choices must be made. Good knowledge among dwelling owners 

regarding sustainability is then essential, as well are supportive resources like financing. In the 

Netherlands, about 57% of the total housing stock (7.8 million) is privately owned (Centraal Bureau 

voor de Statistiek, 2020). So there is a major task in the private dwelling sector. Carabain and de 

Kluizenaar (2019) report that private dwelling owners are facing several dilemmas; the benefits of 

sustainability measures are visible in the longer term while the financial investment must be done 

in the short term. Also, the benefits are often collective (e.g. cleaner air). This fits with the notion 

that acceptability of the policy measures can be described as a social dilemma, because the 

individual and collective consequences are at odds (Steg et al. 2012).  

On the other side, people who rent their dwelling have a relatively simpler task in the energy 

transition, as these are their land lords who should take care of the energy renovation. Specifically, 

in the social housing sector, the housing associations are responsible for maintenance and 

renovation activities in the dwelling. From social housing tenants, effort is required in terms of co-

operation and participation when the social housing associations want to take sustainability 

measures.  

As 43% of housing stock in the Netherlands is rented, the owners of these rented dwellings also 

have a large task in the transition and in particular, housing associations, which together own 29% 

of the Dutch housing stock (CBS, 2020). They have an important role in upgrading their housing 

portfolio to a higher energy efficiency. The government sees housing associations as a suitable 

party to serve as starting engine of the transition. Housing associations are able to make serious 

steps because of the scale effects and standardization (Tambach et al., 2010). The energy plan 

has defined specific support measures for these associations. For example, they can claim financial 

support or a discount on landlord taxes (Carabain and de Kluizenaar, 2019). 

However, for the success of all major renovations done by housing associations, the acceptance 

of users is of great relevance. Blomsterberg and Pedersen (2015), report that the residents’ 

acceptance of the renovation measures, as well as the outcomes of these measures, are essential 

for a successful renovation process. One of the reasons is that without public acceptance a 

permanent solution will not be possible. More knowledge is necessary about how renovations are 

perceived and how they contribute to resident’s quality of life to make sure a renovation is 

sustainable, both environmentally and socially. Guerra-Santin et al. (2017) support this insight by 

reporting that early involvement of the tenants in the renovation process allows them to give input 

or to understand and consider the new systems and solutions in their dwellings. Acceptance and 

support for renovations by tenants can be improved through a careful process of participation in 

the first stages of the renovation (Breukers et al. (2014) in Guerra-Santin et al., 2017), because 

tenants then feel included in the plans. 

Besides, it is important to create a fundamental support base for the ‘greater good’ – combating 

climate change – as well as for the specific measures authorities and housing associations use to 

achieve this goal (Carabain and De Kluizenaar, 2019). It is well established that the majority (74%) 

of the Dutch population takes the climate challenges seriously (European Commission, 2019). 

However less is known about the attitude regarding the concrete measures that authorities and 

associations want to take or are already taking. In their research on environmental psychology, 

Steg et al. (2012) report that public acceptability is of great importance and can have strong 

influence on the decision-making process around implementing environmental policies. 

Acceptance by the renters is especially important for housing associations because of the ‘70%-

rule’. The Dutch law states that housing associations must obtain approval of at least 70% of their 

residents to be able to start a renovation (Jager, 2018).  
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Steg et al. (2012) point out three factors which determine the acceptability via a theoretical 

framework called the greed-efficiency-fairness (GEF) hypothesis (Wilke, 1991). The hypothesis 

argues that the acceptability of environmental policies can be divided into three factors:  

1. the individual policy outcomes – acceptability decreases in case people expect consequences 

to be negative for the individual; 

2. the collective policy outcomes – acceptability increases in case people expect a reduction in 

collective problems after the implementation of new policy; and 

3. the perceived fairness of the distribution of policy outcomes – acceptability increases in case 

outcomes are distributed fairly. 

 

Whether people accept and support environmental policy, is affected by the effects they expect. 

Ossokina, Kerperien and Arentze (2019, 2021)1, in a study on how information provision affects 

tenants’ willingness to accept energy efficient investments, used An integrated framework for 

encouraging pro-environmental behavior: The role of values, situation factors and goals by Steg et 

al. (2014) to distinguish three types of motivation governing the decision to engage in pro-

environmental behavior: 

1. The normative motive – behave a certain way because it is the right thing to do (this could be 

induced by pressure as well as ideological beliefs); 

2. The hedonic motive – engaging in pro-environmental behavior because it is more enjoyable 

and easier, it offers comfort.  

3. The gain motive – the behavior is based on personal profit (also in terms of monetary values, 

so for example saving money).  

 

As the hedonic motive is based on the enjoyability and easiness of the new situation, Ossokina et 

al. (2019, 2021) concluded that the preference for insulation is increased strongly when addressing 

the hedonic motive. In general, the hedonic motive is found to be effective in stimulating residents 

to participate in renovation projects. Therefore, the best way of communicating with social tenants 

is via a hedonic information approach. Social housing tenants are willing to accept energy efficient 

investments if offered the right attributes which increase comfort. The renovation of facilities (like 

bathroom, kitchen and toilet) is a good way to do so. This indicates that the ‘individual policy 

outcome’ determines the acceptability, because it seems that acceptability increases as the 

expected consequences are positive for the individual.  

1.2 Research objective  
The main objective of the research is to investigate needs and preferences of social housing 

residents regarding the renovation process in the context of the energy transition, in order to 

enhance participation and increase acceptance. Ossokina et al. (2019, 2021) focused most on the 

performance of the product: the dwelling. Not taken into consideration are any characteristics 

regarding the renovation process. Therefore, this study focusses on the process characteristics. 

The process will be interpreted as the way towards achieving maximum acceptance among 

tenants.  

This will be done by first taking into consideration the concerns and bottlenecks housing 

associations face regarding energy efficient renovations and tenant participation. Also, the needs 

and preferences of the tenants will be studied. Through a stated choice experiment more 

information could be gathered on the relative values tenants attach to different renovation and 

process options, leading to a better insight in how the social housing sector can convince residents 

to support the renovations and thereby smoothly and efficiently contribute to achieving the energy 

 
1 See also Kerperien (2019). 
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goals. The qualitative insights following from the research will form the main output. Further, this 

output will be the input for a setup for the stated choice experiment. The execution of this stated 

choice experiment is not a part of this research; it will be drafted as an output product of this 

research, including attributes based on the most important conclusions from the research. 

1.3 Research questions 
In this paragraph the research questions will be presented: one main question, supported by 

several sub questions.  

The main research question of this research is as follows: 

In what way could participation of social tenants regarding energy saving renovations be 
enhanced leading to higher resident acceptance, taking into consideration the characteristics of 
the renovation process?  

 

In order to answer the main research question, in is supported by several sub-questions which 

are presented in table 1:  

Sub questions Method 

1. How can the term citizen (or tenant) participation be defined 
and conceptualized? How can it lead to higher acceptance? 

- Literature review 

 
2. What are the needs and barriers for housing associations in 

the matter of the energy transition?  
- Expert Interviews 

3. What is the tenants’ vision and attitude regarding the energy 
transition? 

- Literature review 
- Focus groups 

4. What are the tenants’ needs and preferences regarding 
sustainability measures and the participation process for 
renovations? 

- Literature review 
- Focus groups 

5. Which target groups can be distinguished within the tenant 
base? 

- Literature review 
- Expert interviews 

6. What is the preferred form of participation by the tenants? 
Or, to what extent do tenants want to have influence in 
renovation plans? 

- Literature review 
- Focus groups 

7. How  does an effective stated choice experiment, including 
design and its attributes, look like regarding the topic of 
participation in energy saving renovation processes? 

- Input from literature review, 
expert interviews and focus 
group discussions. 

Table 1: sub-questions  
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1.4 Report design 
In the overview below, the process of how the report was formalized is shown. The thesis consists 

of four main parts: the literature review, the expert interviews, the focus groups and the setup of a 

stated choice experiment. 

 

After the introducing chapter, chapter 2 contains the literature study. This chapter discusses 

existing literature and examines mainly participation in general and participation in the context of 

energy efficient renovations in the social housing sector. It also goes into more detail regarding 

user acceptance of energy efficient renovations. For example: what are the motives and barriers 

for residents to accept a housing renovation? Chapter 3 dives into the methods which will be used 

in field research, consisting of two parts: expert interviews with the social housing association and 

focus groups with the social housing tenants. Chapter 4 presents the results of applying these two 

research methods. As an outcome of these steps, in chapter 5 a setup for a stated choice 

experiment (SCE) is presented. This SCE will not be executed within this research but will be 

presented as an output product of this thesis. The thesis ends with chapter 6, where the conclusions 

and recommendations are made.  

  

Concluding
Conclusion & recommendations Discussion

Stated Choice Experiment
The setup of a SCE, including its design and attributes.

Field research
Expert interviews Focus groups

Desk Research
Introducing Literature review
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2 Literature Review 
To establish which participatory processes could be applicable and effective, a literature review 

on participation in the built environment in general and in social housing specifically is conducted. 

Additional focus is put on participatory processes in relation to sustainability measures and how 

citizens may be encouraged to accept such an energy efficient renovation in their dwelling. Import 

in this regard are possible motives and barriers for residents in order to either accept or deny it.  

2.1 Citizen participation 
Interactions between citizens and policy makers are the result of a back-and-forth interplay 

between bottom-up and top-down processes. In the past, many top-down processes started with 

dissatisfaction. This resulted into collective demonstrations which ended up into bottom-up 

processes. When protests receive strong support, they become a critical point and policy makers 

are unable to ignore them. Top-down processes of formalization often follow to steer actions of 

citizens. After various demonstrations in the 1960s and 1970s, residents were included in urban 

planning. Urban renewal became a process (Kruythoff, 2008).  

A clear example of this process is the situation in Amsterdam between 1968 and 1978. The key-

decision makers of Amsterdam were ready to modernize the old city. However, this led to conflicts. 

Action groups in neighborhoods broke out wherever the municipality was trying to implement the 

plans of 1968. In the Jordaan, in 1969, the municipality planned a reduction in the number of houses 

from 8700 to 4080 and the widening of some streets. However, presentation of plans to the 

residents was inevitable as there was a lot of resistance and demonstration at officials’ meetings. 

Eventually none of the plans were executed (Pruijt, 2004). From that moment on, the process of 

democratization of the relationship between urban managers, which were mostly local authorities 

or landlords, and residents continued (Kruythoff, 2008).  

2.1.1 Defining participation  

Participation is not a new kind of phenomenon. It can be seen as the cornerstone for democracy 

especially in governmental matters. Participation can be defined as: ‘’the interaction between 

citizens and policy makers, with the purpose of offering citizens the opportunity to influence 

decisions to a certain extent’’ (Kruythoff (2008), Arnstein (1969)). So, in theory, participation is 

received well by citizens; no one is against participation, because it is good for them (Arnstein, 

1969). The Scientific Council of Governmental Policy (2012), in Dutch: De Wetenschappelijke Raad 

voor Regeringsbeleid (WRR), distinguishes different types of participation: (1) policy participation, 

(2) social participation and (3) social initiatives. The first two are based on the government taking 

the lead and citizens are allowed to participate, for example they have a vote or a voice. With the 

latter the citizens are responsible for the initiative (WRR, 2012).  

A lot of participation trajectories are focused on involving people in their physical living environment: 

for example, to re-design streets or playgrounds together with local residents. Involving residents 

in policy is often referred to by the term participation. However, when the occasion is not relevant 

for the ‘normal’ citizen and is specifically related to residents of a spatial unit are referred to by the 

term ‘resident participation’, in Dutch: bewonersparticipatie (Van Marissing 2008). From a spatial 

perspective this involves participation at neighborhood or district level.  

The participation Ladder  

From a scientific point of view, participation has different forms and gradations. In total eight levels 

of participation are arranged in a ladder pattern, which in literature is known as ‘The Participation 

Ladder’ (Arnstein, 1969). In practice this ladder is being used as sort of a measure scale, as the 

different gradations indicate the extent of influence which citizens have. Participation has a strong 
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top-down character, as professionals decide to what extent citizens are being involved (Van 

Marissing, 2008).   

The Participation Ladder examines the extent and possibilities for citizens to influence plans or 

policy. Arnstein (1969) divides the levels on the ladder into three categories: (1) non-participation, 

(2) degrees of tokenism and (3) degrees of citizen power. These are presented in figure 1.   

 
Figure 1: The Participation Ladder (Arnstein, 1969) 

The first category, non-participation, contains two levels of the ladder: (1) manipulation and (2) 

therapy. The objective with these rungs is not to enable people to participate in any program. These 

forms of participation enable powerholders to ‘educate’ or ‘cure’ the participants. So basically, with 

these forms there is no interest in citizens’ opinions in relation to the policy making process at all.  

The second category, degrees of tokenism, contains the next three levels: (3) informing, (4) 

consultation and (5) placation. Tokenism stands for ‘symbolic power’. This means that citizens are 

being heard by the powerholders. The 3rd and 4th rungs, informing and consultation allows citizens 

to hear and have a voice. Because of this, citizens do have influence on a certain extent, however 

they will never be equal to the powerholders. Placation (level 5), is simply a higher level on the 

ladder in the category and people actually do have some influence but will only be satisfied in order 

to pacify them (calm them down). However, in all cases within tokenism there still is a lack of 

influence, because the powerholders still have the right to decide. 

The third and final category on the ladder concerns various degrees of citizen power, divided into 

three levels: (6) partnership, (7) delegated power and (8) citizen control. This means that citizens 

can directly influence policy making processes. At level 6, partnership, citizens can negotiate with 

the traditional powerholders. Delegated power, which is rung 7, means that citizens possess the 

majority of the decision seats. The final and 8th rung, which is citizen control, allows citizens to pull 

the strings and have full managerial power (Arnstein, 1969).  

Arnstein (1969) explains that the eight-rung ladder of participation is a simplified model. It helps to 

understand that there are significant gradations of citizen participation, what many people miss.  
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Apart from Arnstein (1969), there are others who also developed participation ladders having some 

overlap with the eight-rung model. In their report on interactive policy making, Edelenbos et al. 

(2001) present another model which is from Edelenbos and Monnikhof (1998). This ladder of 

participation contains five levels: 

1. Inform – the board sets their own agenda to a great extent and does not take into consideration 

any stakeholder. Input from concerned parties is never used in policy development. 

2. Consult – the board sets their agenda to a great extent and accepts concerned parties as 

discussion partner during policy development. However, policy makers are not bound to any 

results which come forth out of the conversations. 

3. Advise – in principle, the board sets the agenda, but also gives concerned parties the 

opportunity to bring forward problems and lets them formulate solutions. These results play a 

considerable role in the development of policy.  

4. Co-production: the board and concerned parties collectively agree upon an agenda. 

Afterwards, a solution is found collectively as well.   

5. Decisive power: the board leaves the development and decision making of policy to the 

concerned parties. Officials have an advising role in the process. The board takes over and 

adopts the results and the results have a binding effect.  

In fact, the models of Arnstein (1969) and of Edelenbos et al. (2001) are quite similar. Both models 

logically place the rung where citizens (concerned parties) have all power on top. The rungs that 

give citizens no power at all are at the bottom. 

The participation spectrum of IAP2 is a combination of the models of Edelenbos and Monnikhof 

(1998) and Arnstein (1969). The spectrum describes clearly the goal of public participation and the 

promise to the public from the policy makers. The IAP2-table is presented in figure 2. 

 
Figure 2: Participation spectrum IAP2 (IAP2, 2018). 
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Gradations of participation in Housing Associations 

Debusschere et al. (2009) specifically zoom in on housing associations and explain that social 

housing tenants consider participation as a basic duty. This is because any policy changes made 

by the housing association affect them directly and can have an effect on their dwelling, financial 

situation or life quality. Social housing tenants want to be heard and they want to be taken into 

account.  

In their report on tenant participation in social housing, Debusschere et al. (2009) speak of five 

stages of participation: (1) be informed, (2) think along, (3) talk along, (4) advise and (5) decide. 

The stages of participation in social housing are very similar to the participation ladder models 

which are discussed above (Arnstein (1969) and Edelenbos et al. (2001)) and perfectly fit the 

participation spectrum of IAP2 in figure 2. 

2.1.2 Purpose and potency of participation 

Debusschere et al. (2009) mention a few reasons why participation is important: 

1. Housing associations can respond effectively to expectations and frustrations of tenants 

through good and quick communication; and  

2. Budget and personnel can be used efficiently.  

This means that the quality of the board and the policy may potentially improve, as they become 

better informed which could lead to better decision making.  

Marissing (2008) – in her report regarding urban policy processes, resident participation and social 

cohesion – supplements the points of Debusschere et al. (2009). She describes that professionals 

have all kinds of motives to involve residents during policy making processes.  

First of all, participation refers to the basic principles of democracy: “the direct involvement of the 

citizens is increasingly considered to be an intrinsic element of a truly democratic decision-making 

process” (quote of Ministerie van Binnenlandse Zaken en Koninkrijksrelaties 2003). The local 

democracy can be improved by listening to residents. According to Van den Berg et al. 2020), 

participation can contribute to the improvement of organizing abilities, meaning: the extent in which 

interested parties solve problems and take advantage of opportunities together for the purpose of 

a sustainable development of cities (Marissing, 2008). Also, Debusschere et al. (2009) found that 

participation has a direct connection with the local democracy.  

Secondly, participation is “a way of drawing people who seem to be suffering from exclusion back 

into the mainstream” (quote of Healey 1998). This improves social cohesion. Not only the Dutch 

government has the aim of reducing social inequalities through participation, also housing 

associations more often formulate social ambitions with attention to new forms of participation of 

tenants (Marissing, 2008) supporting this aim of social cohesion. Debusschere et al. (2009) 

supports this by mentioning a reason why participation is important: to improve the interaction 

between tenants in the neighborhood.  

A third motive to involve tenants is because it contributes to the effectiveness of the policy. Within 

urban renewal, participation is being seen as “a means to ensure that regeneration programs are 

more effective in achieving their objectives” (quote van Department of the Environment, Transport 

and the Regions 1997).  

Next to the effectiveness of the policy also the quality of the plans which are the result of the policy 

improve. In a certain way, tenants are specialists regarding their neighborhood or district. They can 

provide the housing associations with specific knowledge regarding their area.  
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There are also reasons to leave residents out of the policy making process (Marissing, 2008): 

- Opponents of participation claim that it delays the decision-making process unnecessarily and 

that it costs a lot of money when residents are being consulted (Van Beckhoven et al. 2005);  

- The knowledge of residents is being criticized. Residents do not have the specific knowledge 

and experience to be part of the discussion (Ngowi & Mselle, 1998). 

Such reasons may result in policy makers not informing the residents about the actual reason for 

their participation. Policy makers provide motives which give residents the feeling that they can and 

may give an important contribution to the process. In practice, participation used to be not always 

desired and therefore of limited use by policy makers, because they don’t want to hand over too 

much power (Arnstein, 1969).  

So, participation could be considered as a form of interactive policy making. Edelenbos et al. (2001) 

state that interactive policy making (or participation) is no more than going through an informal 

process, apart from the formal decision-making process. They also mention that experiments with 

interactive policy making have so far made little contribution to administrative, political and social 

renewal, which in this case means enhancing interactive policy making. The reason behind this is 

that governments fear loss of position and therefore are holding back in this matter.  

However, a set of five advantages is reported which indicate the potency of interactive policy 

making (Edelenbos et al., 2001): 

1. closing the gap between citizens and government: 

in case citizens (or tenants) cannot identify themselves with policy, it could turn them away. 

The involvement of the target group with policy and decision making could close this gap and 

result in more confidence in the functioning of the government; 

 

2. enhance democratic legitimacy: 

the motive of interactive policy making is to meet the wish of more democratic policy making 

processes, meaning to meet the preferences of citizens or social organizations to be able to 

influence policy making (Edelenbos & Monnikhof, 1998; Monnikhof & Edelenbos, 2000; Tops, 

e.a., 1999; Klijn & Koppenjan, 1998 in Edelenbos et al. (2001)). One could argue that 

participation takes away the democratically elected members of a board or council, as cities’ 

citizens get to decide. However, interactive is a way to translate preferences and concerns of 

residents more directly into policy.  

 

3. increasing support for decisions: 

a frequently mentioned motive for initiating interactive policy making is to increase the support 

base for policy or decisions. The concept of ‘support base’ is not the same as ‘acceptance’, 

because in the sense of the latter there is a neutral attitude towards policy (in some cases even 

a negative attitude). ‘’Support base’’ means that the target group in fact supports the policy. 

The central idea is that if the policy is not supported by (a part of) the target group, 

implementation and execution will be difficult.  

 

 

4. striving for integrality in policy: 

interactive policy making could make policy sectors, which fell apart over time, get in touch with 

each other again. The downside is that the opposite may happen where smaller groups look 

after their own interest. Governments should have the complete interest at hear and solutions 

must be found towards a more integral way of aligning developments and interests. 
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5. increasing problem-solving capacity and policy quality: 

with an interactive process more sources of knowledge, expertise and creativity become 

accessible for consultation. In this way, the policy issue could be understood better and policy 

alternatives can be made with great resolving power.  

2.1.3 Conditions for participation  

Tenant participation is a term which is heard more and more often in social housing. In the previous 

paragraph we have seen that interactive policy making has some important advantages. To 

develop a qualitative process, there are a few conditions which have to be fulfilled. Debusschere 

et al. (2009) mention six conditions for participation: 

1. Reliability 

When discussing tenant participation, terms like openness or trust always come up. In a lot of 

cases, this trust (or reliability) is not present during the start of a participation process. However, 

this may not be an excuse to not start this process. To stimulate trust between parties, open 

and complete communication and clear agreements are very important.  

 

Even more important is that the basic facilities of the social housing association are in order. 

Meaning that regular processes like rental and maintenance are very well arranged. Without 

this basis, a form of ‘basic reliability’ or ‘basic trust’ is missing. A result is that the discussions 

during tenant participation will revert to the dissatisfaction towards the landlord regarding the 

regular housing management.  

 

2. Continuity 

The participation process is a process for the longer term and builds on the results of previous 

steps taken towards a constructive relation based on trust. Therefore, it is important to keep 

continuity in the participation process. The start-up of the process is very time- and cost 

intensive because of the preparation it takes. So, it is not productive to let a functioning 

partnership or relationship fade away unless this relation of co-operation is not actively needed 

anymore. 

 

3. Training and support: 

The social housing tenants, as well as the employees of the social housing association must 

have the right knowledge and skills to think and work out participation projects.  

There are two types of support: (1) agogic and (2) content related.  

 

(1) Agogic support refers to teaching tenants and landlords how to handle participation. Think 

of meeting techniques or dialogue in conflict situations. 

(2) Content related support refers to the support regarding the content of a relevant theme 

where extra information can be handed over. Examples for tenants could be information 

regarding the calculation of the rent price, the energy transition, technologic solutions or 

the way a housing association operates. Examples for the housing managers could be 

training in legislation regarding participation, training in the world of the social tenant and 

technological solutions for making dwellings more sustainable.  

 

4. Complete information and clear communication 

Obtaining and spreading of information is very important for good trust and continuity of the 

relation between tenant and landlord of social housing. Good communication and honest 

exchange of information is crucial for a successful participation trajectory. Relevant information 
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like, for example, the implementation of changes in rental charges must be communicated in a 

very clear manner. 

 

5. Qualitative meetings with clear agreements 

Participation means interaction between different parties, most commonly this will be between 

social housing tenant and association. This means that for a favorable participation process, 

meetings of quality are necessary. The rights and obligations of all involved parties must be 

clear in order to reduce misunderstandings in the future. Also, on some points it is important 

to involve other actors, like the municipality or an expert on a relevant subject.  

 

6. Budget  

Participation processes require an investment which consists of the startup phase and a 

phase to maintain the process. This needs to be supported by budget. 

Marissing (2008) mentions two conditions from a residents’ perspective to be involved in a 

process: 

1. the policy making process must be regarding a real and serious problem; and 

2. the resident wants to be taken seriously.  

This implies that the resident does not want to be involved in every matter. Residents have no 

reason to let hear their voice, or participate in any other way, when they and the neighborhood are 

doing well. Not participating can be an expression of satisfaction, lack of interest, lack of time, or 

lack of skill to join.  

2.2 Participation and user acceptance in energy efficient renovations 
Previous paragraph discussed why participation is important and what important conditions are 

for participation. However, the user has to be engaged to the participation process. Therefore, 

this paragraph dives into user acceptance. Topics discussed are motives and barriers to 

participate in renovation processes and what the process looks like. 

2.2.1 Motives and barriers in energy efficient renovations 

One of the largest challenges in the built environment today is the decarbonization of the housing 

stock. It is in line with the international Paris Agreements and getting a lot of attention from 

policymakers, as well as from the social housing associations, financial organizations and tenants’ 

organization. Currently, most improvements in residential buildings consist of basic maintenance 

and shallow renovation.  However, broader or deeper energy renovation measures are required. 

Still, there are some significant barriers related to financing, lack of information and user 

acceptance (Konstantinou et al., 2020).  

Blomsterberg and Pedersen (2015) report that user acceptance is of great relevance for the 

success of major renovations. Konstantinou et al, (2020) point out that complex technical 

characteristics are not always considered by the tenants. They are more focused on the ease of 

use, comfort and living expenses. This paragraph will focus more on what the motives are or could 

be for tenants to accept pro-environmental changes. On the other side, possible barriers are equally 

important.  

Blomsterberg and Pedersen (2015) have done a research towards tenants’ acceptance or rejection 

of major energy renovation measures. By taking interviews they found out what kind of impact the 

renovations were having during the activities.  The overall outcome was that the intrusion was 

greater than they could have imagined beforehand. First, specific spaces needed to be emptied 

and the contents had to be kept in other rooms in the dwelling for a longer period. Also, craftsmen 
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from different subcontractors needed to come into the dwellings to do their work, this limits privacy. 

Besides, it was unclear when the workers would be in the dwelling specifically. On top of that, the 

activities generated a lot of noise, which was perceived as disturbing. As some rooms in the 

dwelling could not be used, tenants were calling for compensation (also for the extra noise and 

dust the renovation generated).  

So, why would tenants accept energy efficiency upgrades in their dwelling, when they can expect 

a lot of nuisance (knowing an increase of rent is reasonable)? Recommendations for future 

renovations point out that residents want to be involved in the process and made into partners in 

the decision making regarding the specific renovation measures. Continuous information about 

intention, reason planning and daily activities are considered as essential. Krysiński et al. (2017) 

claim this as well by writing that the most important means to enhance the acceptance regarding 

energy-efficient renovations by residents, is to communicate intensively and increase information 

provision. Also, craftsmen should announce very precise when they will be in the dwelling. Besides, 

compensation during the renovation phase is expected (Blomsterberg and Pedersen, 2015).  

The acceptance regarding energy renovations by residents increase if they are experienced 

immediately and visibly. The measures must be beneficial for the well-being and quality of life. 

What is also crucial for the acceptance of a renovation, the process and the result is the relationship 

between the housing association and the tenant (Blomsterberg and Pedersen, 2015). On top of 

that, Guerra-Santin et al. (2017) add that by allowing tenants to give input by involving them early 

in the process, it could create more understanding towards the measures that need to be taken. 

Boess (2015) supports this by writing that the perspective of tenants is becoming increasingly 

important and that acceptance should be priority in planning the process. 

Low social awareness and low willingness to implement new technologies in renovation processes 

is considered one of the most important factors limiting opportunities for stimulating the penetration 

of energy efficient solutions. This means that the energy transition is dealing with a technical 

problem as well as a societal problem. Keeping this fact in mind, it is necessary to focus on the 

importance of the human factor in order to understand customers’ expectations, needs, habits and 

preferences (Krysiński et al., 2017). Through a customer journey process regarding energy saving 

measures, this could be explored more deeply. 

2.3 Conceptual framework: the customer journey 
The process of energy efficient renovations starts with information provision from housing 

association to residents. On the way to zero gas emission housing, firms and residents go through 

different steps together. This could be considered the customer journey. This customer journey 

could give some direction to the communication strategies by giving more insight into the steps 

which residents will be going through towards zero gas emission dwellings and which factors are 

of importance during those steps (Richardson, 2010). The Netherlands Organization for applied 

scientific research (TNO), drafted multiple reports regarding a customer journey in the context of 

natural-gas-free living (TNO, 2019 & TNO, 2020).  The journey is like a roadmap and offers points 

of engagement to lead residents towards a next phase. In each phase of the customer journey, 

trust in the organization is of importance in order to get to a next phase (Wilde & Spaargaren, 2018). 

However, it could also occur that there is not enough motivation to go through towards a next step.  

Literature shows different customer journey models varying from for example three steps to six 

steps. Lemon & Verhoef (2016) in their article regarding customer experience throughout customer 

journey differentiates three stages: (1) the pre-purchase stages, (2) the purchase stage and (3) the 

post purchase stage. The pre-purchase stage includes the customers’ entire experience before a 

purchase takes place. The purchase stage covers the choice making and the actual purchase. The 
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post-purchase stage includes behavior like usage and consumption, post-purchase engagement 

and service requests (Lemon & Verhoef, 2016).  

Hamilton et al. (2020) in their article regarding social customer journey use six stages of which 

three stages are pre-decision stages and three are post-decision stages. Their model is presented 

in figure 3. There are similarities between this model and the model of Lemon & Verhoef (2016), 

where the pre-purchase stage from Lemon & Verhoef (2016) would include the motivation, 

information search and evaluation stages from Hamilton et al. (2020), the purchase stage would 

be the decision stage and the post-purchase stage would be the satisfaction and sharing stage. 

  
Figure 3:  Social customer journey (Hamilton et al., 2020) 

The six stages are: 

1. Motivation: there is always a reason (or a need) why a consumer journey starts. 

2. Information search: this stage involves accessing the external environment for relevant 

information regarding a product.  

3. Evaluation: interpreting the actual information which is gathered. 

4. Decision: this stage is in some sense a single one which could be separated into two 

stages: (1) the actual decision whether to buy yes or no and (2) and the actual purchase. 

5. Satisfaction: this stage is regarding experiencing the product. 

6. Sharing: Sharing experiences through post-purchase word-of-mouth.  

Court et al. (2009) developed an approach called the consumer decision journey which describes 

how consumers make decisions. Also, this model has similarities with the models of Hamilton et al. 

(2020) and Lemon & Verhoef (2016). It is presented in figure 4. 

 
Figure 4: the consumer decision model (Court et al., 2009). 
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In figure 5, the similarities between the different models are shown:  

 
Figure 5: similarities between different customer journey models  

In the context of a renovation process for a dwelling, the model would look different. Wilde & 

Spaargaren (2018) in their report describe a model in which they differentiate six stages:  

1. Orientation: raising awareness and inspired by saving on energy consumption.  

2. Consult: residents have oriented and are willing to renovate their dwelling. They want 

information about what options they have. 

3. Offer: an indication of the costs is being made and the resident will choose the fitting 

company to execute the renovation. 

4. Execution: energy efficient interventions in the dwelling are taking place.  

5. Evaluation: the resident will live in a more energy efficient dwelling and can evaluate if the 

interventions meet their expectation.  

6. Inspiration: a satisfied customer could become an ambassador for the intervention (Wilde 

& Spaargaren, 2018). 

For this thesis, the model of TNO (2019) will be used as it is based on a renovation process. The 

models of Wilde & Spaargaren (2018) and TNO (2019) are similar especially after the 

consult/orientation phase. The most noticeable difference is that the pre-intervention phase of TNO 

is more in detail, which is also the reason why the model of TNO will be chosen to elaborate on in 

more detail as the customer journey will be used as the conceptual framework for the field research. 

This will be explained in more detail in paragraph 3.2. Figure 6 shows the customer journey which 

is based on a renovation process. Each step of TNO’s customer journey will be described below 

according to their report.  

 

Figure 6: customer journey based on renovation process (TNO, 2019)  

Model

Lemon & Verhoef (2016) Purchase stage

Hamilton et al. (2020) Motivation Information search Evaluation Decision Satisfaction Sharing

Court et al. (2009) Awareness Familiarity Consideration Purchase

Stages

Pre-purchase stage

Loyalty

Post-purchase stage

1. Awareness 
in general

2. Awareness 
personal 
situation

3. Orientate, 
wait or resist

4. Orientation 
phase 

5. 
Experiencing 

the 
renovation

6. Living in a 
zero-gas 
emission 
dwelling

7. Being an 
ambassador 
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1. Awareness in general  

It all starts with awareness regarding the energy transition in general. Before citizens are willing to 

proceed to action or cooperation, there must be a period in which they get familiar with the concept 

of zero gas emission housing. This could for example be done through media channels. So, 

residents would more likely move on to a next step towards zero gas emission housing when they 

see it as something that matters to them.  

A few factors are important to eventually achieve large scale implementation:  

- Increase the urgency: there will certainly be a point that the Netherlands will turn of the gas 
supply.  

- Create demand: emphasize the advantages. 
 

This indicates that pro-environmental behavior should be encouraged. This starts with information 

provision. The knowledge-deficit model assumes that people do not know about a specific 

(environmental) problem. Information provision aims to overcome this knowledge deficit. So, 

information is needed about whether tenants are conscious regarding the environment at all, 

whether they have enough knowledge or if they feel a sense of urgency and involvement to act. 

2. Awareness of the personal situation 

A next step will be becoming aware of the personal situation: what will the energy transition 

concretely mean for the residents of social housing? At this point tenants need information: what 

is going to replace gas, what interventions are needed in the dwelling, how will there be cooked 

and heated, and will there be an increase in rent? In general, tenants will consider if they find the 

alternatives attractive and urgent enough to co-operate. In this stage important factors are sufficient 

knowledge, enough certainty, the attractiveness of alternatives without a lot of hassle and the 

change in costs. So, in short, tenants need to have a clear idea on how zero gas emission housing 

will look like for them. It is important to know how tenants perceive the information they receive 

regarding the energy transition and if this information is consistent. 

3. Orient, wait or resist? 

In a third step, ‘’orient, wait or resist’’, the personal situation should be clear, and tenants will 

consciously or unconsciously choose: (1) to orient on alternatives, (2) to wait and do nothing or (3) 

it actively resist against zero gas emission housing. Important factors are to create urgency, 

because when tenants do not experience the urgency, they will not make zero gas emission 

housing a priority. An example could be phasing out the option of gas supply. On top of that, there 

must be a specific motive from the housing association. This could for example be information 

regarding the neighborhood plans through a letter, e-mail or personal visit. During this stage there 

is a need for reliable information. For tenants who choose to resist, it is important to provide 

information which explains what happens when one does not co-operate. 

Resistance could be an obstacle. So, information is needed about possible reasons for a tenant to 

resist and considerations for a tenant to participate. Is there a clear view on the impact of zero-gas 

emission housing on the environment and on tenants’ personal living pleasure? 

 
4. Orientation phase 
The next step would be an orientation phase. Tenants most likely have chosen to co-operate with 

the plans of a housing association and are willing to collect information through different channels. 

When being informed sufficiently, a move towards a next step will most likely be made. A lot of 

questions could come up at this point. Tenants would like to know what specific activities are 

involved. They want more specific information regarding the financial consequences. Also, they 

want to know what they have to do. Finally, how much hassle will the renovation give them? 
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Logically, after this step there will be a phase of information provision, like when will the 

interventions start and how will the interventions go? Meaning that for tenants it is important to 

know if any division of tasks is clear for them. It must also be clear how and how frequently there 

will be communicated. 

 
5. Living in a dwelling that is being renovated 
Step 5 is experiencing the renovation. During this phase, people live in a dwelling in which 

renovation is taking place which could cause nuisance. During this phase there must be enough 

support when tenants experience problems, like from professionals or from neighbors. So, 

sufficient information must be provided about where tenants can go with questions or complaints. 

For the housing association it is important to know what possible complaints could be. They should 

also think about solutions for a smoother renovation process.  

6. Living in a zero-gas emission dwelling and 7. becoming an ambassador 

Two steps remain after the renovations are finished, which are living in a zero-gas emission 

dwelling (6) and becoming ambassador (7). After the renovations it is still important that there will 

be support for the tenants when questions arise. For tenants who did not go through the entire 

customer journey yet, the experience of other tenants is very important. The experiences during 

the entire process could have a positive effect on those people. Also, the ambassador could help 

creating awareness by sharing experience. 

So, living in a zero-gas emission dwelling would mean the energy efficient renovation interventions 

are implemented, which is the main target of these renovations.  

2.4 Conclusion 
Participation means the interaction between citizens and policy makers: in the context of this thesis 

it means interaction between the tenants and the housing association. The interaction refers to the 

possibility for citizens to influence the plans being made. Literature indicates several reasons why 

participation is important. It is effective because it keeps in mind the needs and preferences of 

residents. Policy responds better to these needs and preferences when these can be gained during 

a starting trajectory. Besides, it improves the relationship by working together. In addition, by a 

better connection between plans and preferences, the effectiveness of policy can improve. 

Also, some conditions emerged from the literature regarding a successful participation process. 

Firstly, reliability in order to create a good relationship. It is important to involve tenants when 

decisions are being made which influence them in order to create a trust relation and increase 

reliability. Secondly the provision of information and the communication must be good. It is essential 

to communicate intensively and to provide continuous information regarding for example plans and 

daily activity, because this enhances acceptance. Finally, clear appointments must be made 

regarding how the process will go, which also is important for the acceptance of energy saving 

measures. 

So, it is important to understand customers’ (residents’) expectations, needs, habits and 

preferences. A customer journey process regarding energy saving measures describes the steps 

a customer (social housing resident) takes towards the implementation of a project and can help 

to find these expectations, needs, habits and preferences. It starts with awareness, then goes 

through a decision-making phase and an intervention phase and ends with the use of an energy 

efficient dwelling. The customer journey will be used as conceptual framework during the field 

research.  
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3 Methodology 
In this chapter the research methodology that is going to be used will be described. The main goal 

of this research is to find out in what way the participation regarding energy saving housing 

renovations could be enhanced, in order to increase tenant acceptance. Therefore, the needs and 

preferences of social housing tenants regarding the process of energy efficient renovations are 

important, in order to get the tenants to agree to large scale renovation by improving the process. 

Taking into consideration the main goal of this research, tenants should be approached, and 

qualitative and qualitative data should be collected. The report consists of four main components: 

(1) the literature study, (2) the expert interviews, (3) the focus groups and (4) the setup of a stated 

choice experiment. The setup of the SCE will serve as the output product of this thesis and will not 

be executed. The conclusions of the research must give housing associations a better image of 

how to plan, present and ‘sell’ their intended energy efficient renovation measures.  

The literature study has been done in order to provide knowledge regarding the needs and 

preferences of tenants and the topic of energy efficient renovation processes, which was identified 

as the research gap. The results of the literature study gave input for further research. The main 

output of the literature study is a proposed participatory process as conceptual model: an intended 

customer journey, in the context of the actual renovation process. This customer journey will be 

used during the focus group discussions with the tenants.  

The expert interviews will be done to find out what information the experts of the housing 

association are missing. The interviews have to make clear what their needs and preferences are 

regarding the renovation process. It is expected to gain insights regarding their opinions and 

knowledge on the topic of the process regarding energy efficient renovations in social housing. The 

output of the interviews and the literature review will be the main input for the focus groups with 

residents of the housing associations.  

To find out what the needs and preferences are of the social housing tenants within the renovation 

process, this proposed process (customer journey) will be presented and discussed thoroughly 

with the residents during focus group discussions. The expectation is to gain clear insight on what 

is of importance for those residents. The proposed process (customer journey) and the outcome of 

the focus groups will help housing associations to improve their processes.  

There is a need for an additional research. With a stated choice experiment, more in-depth data 

from a broader sample group can be obtained regarding the most important steps within the 

renovation process. The input for the stated choice experiment will be gathered from the first three 

research steps described above. By presenting hypothetical scenarios to the social housing 

tenants, consisting of a set of attributes, respondents will be requested to make a choice between 

different profiles, focussing mainly on process characteristics. These profiles contain attributes 

which are the output of the above-mentioned research steps. These choices between different 

profiles will be presented to the respondents through a survey. The analysis of the output of the 

responses will indicate the value of each attribute. Therefore, in chapter 5, a setup for a potential 

stated choice experiment will be worked out and presented.  

 3.1 Interviews 
The first methodology for this research will be interviews. The interview method is chosen because 

of the advantages it has in terms of data collection. Interviews allow for more a more in-depth view 

on how processes are running now and what the experts of the associations are struggling with. In 

addition, the interviewer has the opportunity to ask for further explanation. Interviews allow the 

researcher to collect facts, or to gain insights into opinions, attitudes, experiences, processes, 

behaviours or predictions (Rowley, 2012).  
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These interviews will be taken among experts within the social housing associations. Two housing 

associations will be approached to take interviews: (1) WoCom and (2) Woonbedrijf. Rowley (2012) 

states that interviews are the preferred method to gain information from someone who are in a key 

position to understand the situation. Therefore, the respondents are chosen carefully, and all have 

a position to understand the situation and the context: the renovation process and the contact with 

tenants. The respondents understand how the renovation process operates at this moment and 

understand what possible flaws could be. Among the respondents there were project consultants, 

renovation project managers and resident counselors.  

The interview type being used was a semi-structured interview, meaning there was a set of 
questions as a guideline. Through this type, the interviewer is able to maintain some structure 
during the interview, but it also allows the researcher to ask additional questions (Verhoeven, 2011 
& Rowley, 2012). 

The set of questions will be shown in paragraph. 3.1.1. The main conclusions will be worked out in 
paragraph 4.1  

3.1.1 Interview design 
In this paragraph, the interview design will be presented. The following table contains the 

questions which will be used during the interviews.  

Energy transition 
 
Q1) Could you tell me how the Energy Transition is interpreted within your organization? 
 
Q2) Is there a policy regarding the energy transition? And what specific measures come forth 
from this policy? 
 
Q3) What else could be done, or how could things be done even better in your opinion?  
 
Q4) What are specific restrictions or rules from the authorities with which you have to comply 
regarding the energy transition, which make the process harder? 
 
Q5) What is the impact of corona on your energy transition plans? 
 
Participation strategies 
 
Q6) What is your interpretation of participation? 
 
Q7a) In which categories does the housing association distinguish different segments of 
tenants?  
 
Q7b) Is there one approach for everyone? Or are there different approaches per target group?  
 
Q8) Which digital technologies (e.g. apps, discussion fora on your site, etc.) do you use for 
contact with the tenants and how are these used in participation activities? 
 
Q9) Are there plans to increase digital communication with the tenants and if yes, which are 
these? 
 
Renovation case: 
 
Q10) Can you tell me what strategies have been applied in terms of tenant participation 
regarding the energy transition?  
 
Q10a) Why was this approach chosen? 
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Q10b) What were the outcomes and what have you learned about the tenants?  
 
Q10c) What were the chosen means of communication to approach tenants? Why? 
 
Q10d) What went very well and what could have gone better? 
 
Q10e) How did tenants perceive your strategy and approach? What are tenant’s reactions 
and/or feedback regarding your approach?  
 
Q10f) Which form of participation would suit the case you explained the most in your opinion? 

 
 
Q11) What are experienced obstacles regarding participation? Are there specific things the 
housing association is struggling with during the process?   
 
Q12) What questions regarding knowledge about your tenants (in terms of the energy 
transition) remain open for you? What information would give the overall process a break?  

 

3.2 Focus group discussion 
A focus group discussion is a form of group interviews, whereby a group of people is being 

interviewed at the same time. Group conversations can be held with 5 to 25 people. However, 25 

is experienced to be too much. Focus groups is a discussion where a specific topic is being 

discussed (Swanborn (2010) in Verhoeven, 2011). The group members sometimes are selected 

based on specific characteristics (for example expertise), but sometimes not.  

Focus group discussions are a good method, because it allows groups of peers to express their 

perspective on a situation. Participants of a focus group discussion have a basis for sharing their 

views, as they feel more secure because they are among others who share many of their feelings 

and experiences (Morgan, 1993). The aim of the focus groups is to find out how residents 

experience the renovation process regarding energy efficient renovations. This will be done by 

presenting the customer journey as was stated in paragraph 2.2.1 and by asking specific questions 

regarding the stages of the customer journey. Stage 6 and 7 are merged as the stage after 

finalization of the renovation (that would mean post-purchase). The setup is presented in the next 

paragraph.  

Through an invitation (see appendix A), residents of three different neighborhoods will be invited 

to participate in the focus group discussions. The neighborhoods are carefully selected, as all those 

neighborhoods already experienced an energy efficient renovation to their dwelling in less than one 
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year ago. This means that all residents have experience the entire customer journey (process) for 

energy efficient renovations, from stage 1 until stage 7.  

3.2.1 Discussion setup 
In this paragraph, the setup of the focus group discussions will be presented. The conversations 

will be split up in six parts, which can be traced back to the customer journey. Within each step, 

several statements will be presented to the residents, with the request to respond to the statements. 

In total, three (3) focus group discussions will be organized. Specific neighborhoods will be chosen, 

which have gone through the entire customer journey (or renovation process). The neighborhoods 

which are chosen are the following: Lievendaal, Tivoli geel and Frans van Mieris. The aim is to 

gather five (5) participants per group and to stay within a 1,5-hour time frame per discussion. Due 

to COVID-19 restrictions, the conversations could not take place in person and Microsoft teams 

has been used. The main characteristics of the focus group discussions will be summarized in table 

2. 

 

Number of groups: 3 

Total aimed participants: 15 

Duration: 1 – 1,5 hours 

Neighborhoods: Lievendaal, Tivoli geel and Frans van Mieris 

Channel: Microsoft Teams (as a result of COVID-19 restrictions) 
Table 2: main characteristics of the focus group discussions.  
 
 

 

Think about the periode BEFORE Woonbedrijf announced the renovation plans (first half of 

2019). Please respond to the statements. 

STATEMENT 1:  
I felt the need to act for a cleaner environment. I was also working on it myself (please indicate 
in what way).  

STATEMENT 2: 
I knew I could contribute to a better environment if my dwelling becomes energy efficient 
(insulation, solar panels, etc.).  

STATEMENT 3:  
I wanted an energy renovation to my home (please indicate why). 

STATEMENT 4: 
I knew housing associations were busy making their housing portfolio energy efficient and I 
expected a renovation to my dwelling. 

 

 

In the autumn of 2019, Woonbedrijf communicated about the renovation plans for the first time. 

Please response to the statements.  

 

STATEMENT 5: 
I was well enough informed about what this renovation would mean to me (and my dwelling). If 
not, what information was missing?  

STATEMENT 6:  
I DID / DID NOT understand that the renovation would save me money and make the dwelling 
more comfortable. If not, why not? 

2. Awareness personal 
situation 

1. Awareness in general 
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STATEMENT 7: 
I WAS / WAS NOT supporting the renovation plans of Woonbedrijf. State WHY or WHY NOT.  

STATEMENT 8: 
I discussed the renovation with people in my neighborhood. With whom? 

 

 

 

STATEMENT 9: 
I WAS / WAS NOT glad to have any choice opportunities. Please indicate why.  

 

STATEMENT 10: 
The choice opportunities had to be organized in a different way. How? 

 

 

Think back to the time when work was taking place in your dwelling.  

STATEMENT 11: 
Name three things that went well. 

STATEMENT 12: 
Name three points of improvement. 

STATEMENT 13: 
Did the activities go as you expected in advance? 

 

 

You now live in a renovated house. 

STATEMENT 14: 
Are you experiencing an improvement in quality of life? Explain. 

STATEMENT 15: 
What aftercare could you use? 

STATEMENT 16: 
Would you recommend this renovation to friends/family? Yes or no? Name the reasons. 

3.3 Stated Choice Experiment 
As described before, the setup of a stated choice experiment (SCE) is one of the important 

components of this research. It will serve as an output product of the thesis. For this reason, the 

SCE will be described in this paragraph as a research method. However, the execution of the SCE 

will not be a part of this report.  

A stated choice experiment consists of a set of choice sets. The choice sets each contain two or 

more choice options. Respondents will be asked to choose one of the options which are shown to 

them. Through the SCE, it can be measured how respondents value the attributes, as individuals 

have a certain preference for the value of the attributes (Kemperman, 2019). In some sense, 

respondents are forced to make a choice. However, for the case that none of the choice options 

fits the preferences, the none-alternative will be included in the choice sets as an extra option, next 

to the other profiles. So basically, respondents can choose the option ‘’none of these’’ (referring to 

the presented options) when they find none of the options attractive (Street, 2007). 

6. The renovation is ready 

5. The renovation is in 
progress  

3. Orientation 

4. Making choices 
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An advantage is that a stated choice experiment makes it easier to research new products or 

facilities. Another advantage is that multiple observations are possible per respondent. A 

disadvantage is the question whether respondents would be making the same choices when being 

in a real-life situation (Kemperman, 2019). 

In order to set up a stated choice experiment, several steps will be taken (Kemperman, 2019):  

1. Relevant attributes will be identified; 

2. Per attribute, different levels will be identified; 

3. When the attributes and their levels are clear, an experimental task will be designed;  

For the execution of a stated choice experiment, there are a few follow up steps which need to be 

done after the experimental design is drafted: 

4. Data collection; 

5. Model estimation; and 

6. Hypothesis testing, validation and simulations. 

As execution is not part of this research, the first three steps will be taken in order to set up a SCE. 

The first step is to identify attributes. Attributes can be quantitative as well as qualitative and can 

be based on data gathered from for example interviews, group discussions, literature review or 

expert opinions (Coast and Horrocks (2007) in Kløjgaard et al., 2012). For the selection of attributes 

in this research, input from the literature review, the expert interviews and the focus groups will be 

used. The step after identifying relevant attributes is determining the levels for each attribute. The 

third step is drafting the experimental design.  

The setup of a stated choice experiment will be designed in more detail in chapter 5. 

3.4 Conclusion 
The expert interviews and the focus group discussions seem to be the logical steps after the 

literature study to reach the main goal of the research: how the participation process can be 

enhanced in order to increase acceptance. This is done in order to find out what needs and 

preferences residents have regarding energy efficient renovations processes and what the most 

important outcomes are for the housing association to improve these processes. The expectation 

is that residents will identify more than a few points of improvement and for this reason the intention 

is to design a setup of a stated choice experiment, focusing mainly on process characteristics. 

However, this stated choice experiment will not be conducted within this research. This quantitative 

experiment is used in order to predict preferences and choice behavior. So, through a stated choice 

experiment more information could be gathered on the relative values tenants attach to different 

renovation and process options. 
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4 Results field research 
This chapter will discuss the results of the field research which is conducted. Moreover, the 

outcome of the expert interviews and the focus group discussions which are explained in the 

previous chapter, will be presented. Paragraph 4.1 will give insight in what the needs and 

constraints of the experts of the housing association are. Paragraph 4.2 will dive into the thoughts 

of the social housing residents regarding the participation process and what their needs and 

preferences are regarding that process.  

4.1 Interviews 
In this paragraph the main conclusions of the expert interviews will be presented. After discussing 

the results, the main points of attention and challenges will be presented in a table. Then, a more 

detailed explanation of the discussed points will be given. First, a summary of all results will be 

given, per question asked or per topic. 

The interviews were structured into two topics: (1) the energy transition and (2) participation 

strategies. The first topic is regarding the energy transition in general and how this was interpreted 

within their organization. When the respondents were asked about how they interpret the energy 

transition within social housing, the answers were similar between all respondents and both 

housing associations. They all referred to the goal their own organization has: the main goal was 

to become almost energy neutral in 2030 and to achieve a minimum average energy label of B for 

all dwellings.  

Also, when the respondents were asked about their policy regarding the energy transition, about 

the restrictions or rules they had to comply with and about the impact of COVID-19 on their plans, 

the answers were very similar. Their policy regarding the energy transition had all to do with 

measures regarding their dwellings. A few aspects had priority, which were: insulation (of roof, 

walls and windows), better ventilation, the boilers and solar panels (which were not always 

mandatory for tenants, as service costs for the tenant were connected to the installation of solar 

panels. Regarding the restrictions, the 70% rule of acceptance was identified as most important. 

The respondents are experiencing that this is become harder to achieve. All respondents were 

experiencing delay as a result of COVID-19.  

One general point of improvement which was mentioned more often among the respondents was 

to standardize the processes where it was possible and necessary. A personal approach seems to 

be the best way of organizing the renovations, but it is experienced as very labor intensive.  

The second topic discussed during the interviews was regarding participation strategies, how 

participation was interpreted by respondents, and about topics like the target groups, the approach 

per target group, means of communication and the participation ladder. Also, improvements and 

obstacles regarding participation were discussed. When respondents were asked about their 

interpretation of participation, the answers were similar. From the housing associations’ point of 

view, participation was defined as ‘involving the tenants in the planning phase’.  

When respondents were asked about how they distinct target groups and how each target group 

is approached, also the answers were very similar. In general, there is no real distinction made in 

target group segments and all tenants are approached in the same way. Especially the respondents 

of Woonbedrijf mentioned that they do not know their tenant base well enough; they believe this 

will become more important. Regarding the means of communication there were no particularities. 

Communication was mainly through e-mail and phone. Woonbedrijf uses a tool called 

Renovationplanner which can visualize changes in dwellings for tenants. It has a chat function. 

However, one-on-one appointments for extra information provision is being done the most. Both 
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housing associations did not have the right tools to digitalize. Also, it is believed that tenants are 

not digitalized enough to go completely digital. Therefore, for now, the trusted way is through paper 

letters for most announcements.  

Regarding the participation level of tenants, the respondents said that the decisions are always 

being made by the housing association. The tenants are on the level between talking along (in 

Dutch: meepraten) and thinking along (in Dutch: meedenken). When referring to figure 2, the 

participation spectrum of IAP2, this would be the second level: consult. Consult: ‘to obtain public 

feedback on analysis, alternatives and/or decisions. The housing association will keep tenants 

informed, listen to them and acknowledge concerns and aspirations, and provide feedback on how 

public input influenced the decision’. 

Regarding the points of improvement regarding participation, the main point the respondents 

mentioned was that tenants must be involved as soon as possible. Also, the housing associations 

have to be even more open in communication upfront and inform more during the process. These 

points were identified as crucial in the literature review and apparently housing associations are 

aware of this. Finally, the housing associations believed that random walk-in evenings should not 

be organized anymore. As more interaction is needed, this should be done in smaller scale in order 

to give the tenants the attention they want and deserve.  

When the respondents were asked about the main obstacles they experience, there were a few 

points mentioned by most of them. Because of a lack of knowledge among tenants regarding 

energy saving technology, a lower support base is reached. The predicted ratio between the 

increase of rent on the one hand, and the energy savings on the other hand, must be correct. At 

the moment, it becomes clear only ex post, when the annual energy statement is received. 

However, housing associations want to assure tenants that energy renovations are profitable. 

Finally, especially Woonbedrijf mentioned that they do not know their tenant base well enough.  

So, it seems that experts from different housing associations share similar experiences. Both, their 

goals and policy, as well as their points of improvements and obstacles are very similar. The most 

important conclusions are being discussed in the next paragraph.  

4.1.1 Conclusions 

The main challenges which came up from the expert interviews are presented in table 3: 

Challenges 

1. It becomes harder to achieve the 70% support for renovations. 

2. Residents do not know enough about energy transition. 

3. Woonbedrijf does not know their residents well enough. More information is needed about 
segments, needs and preferences. 

4. A guideline for residents participation is desirable, to standardize the process. 

Table 3: challenges housing association 

 

A main conclusion following from the interviews is that it is becoming harder to achieve the 70% 

participation level, which is a minimum level specified by law, which allows to proceed with the 

renovation plans. More information about tenants is desirable (their socioeconomics, how they feel 

about the housing association, etc.), in order to make a more targeted participation process 

approach. At the moment, it is not clear how actively tenants want to participate. Specific needs 

and preferences regarding participation are also unclear: e.g. through what means of 

communication do tenants want to be approached. There also seems to be a gap of knowledge 

among tenants regarding the energy transition (think of the main purpose of it, the measures that 

are needed or the task which the housing association has). This could be a reason for lower support 
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base. Finally, a specific standardized ‘’guideline’’ for energy retrofitting and tenants’ participation 

would be nice. At the moment participation processes are project-based and filled in with 

experience from the past.  

 

Also, a few knowledge gaps exist among employees. 

- How can tenants be approached the best in a personal manner? (E.g. one per letter, the 

other prefers an e-mail and others want a personal visit).  

- How can we manage expectations? (e.g. let other tenants who experienced a renovation 

explain the process) 

- What kind of knowledge is important for tenants to have in order to be more willing to accept 

renovation measures? Do they all need to have that knowledge or is an energy coach 

(someone among the tenants) enough?  

- On what stage do tenants feel they are on the participation ladder? Are they prepared to 

be high up on that ladder? (Tenants do not show up too often at meetings or walk-ins. Do 

they want a short trajectory with just some individual choices or a long trajectory in which 

they are more involved?)  

 

Through the interviews, it became clear that the research gap tackled in this report is also a 

knowledge gap for the experts within the social housing associations, namely: finding the needs 

and preferences of the tenants and the most important characteristics within the participation and 

renovation process in the context of energy saving interventions. Therefore, the insights of the 

expert interviews, in combination with the literature reviews will be tested in the next steps: the 

focus group discussion. The concept of a ‘customer journey’ gives a good structure to address the 

issues and discuss them with the residents.  

4.2 Focus group discussion 
In this paragraph the main results and conclusions of the focus group discussions will be presented. 

First, the general results will be shown by going through the statements as set up in paragraph 

3.2.1. The main conclusions or points of improvement will be presented in a table and in more detail 

in paragraph 4.2.1. Also, the limitations which are experienced during the focus group discussions 

will be explained.  

Now, per statement, the results will be discussed.  
 
 
 
 
Statement 1:  
I felt the need to act for a cleaner environment. I was also working on it myself (please indicate in 
what way). 
 
Outcome: 
In general, the residents were not sufficiently environmentally conscious. Standard actions such as 
waste separation were undertaken. A few took energy consumption into account. 

 
Statement 2: 
I knew I could contribute to a better environment if my dwelling becomes energy efficient 
(insulation, solar panels, etc.). 
 
Outcome: 
All residents were aware of this. 
 
 

1. Awareness in general 
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Statement 3: 
I wanted an energy renovation to my home (please indicate why). 
 
Outcome: 
Residents wanted an energy renovation, because they knew it would save energy costs. 

 
Statement 4: 
I knew housing associations were busy making their housing portfolio energy efficient and I 
expected a renovation to my dwelling. 
 
Outcome: 
In general, residents expected an energy renovation, as it was announced several years earlier. 
People had to wait a long time. That seems to have a positive effect: an announcement well in 
advance of the start of the work creates awareness among residents. They are looking forward to 
the renovation. 
 
 
 
 
Statement 5: 
I was well enough informed about what this renovation would mean to me (and my dwelling). If 
not, what information was missing? 
 
Outcome: 
In general, the provision of information about the renovation plans was clear: the brochures sent 
for the renovation contain clear information. Also, about the effect on energy consumption and 
comfort. The model homes could deviate from the tenants' homes, sometimes creating confusion 
about the actual changes. 
 
Statement 6: 
I DID / DID NOT understand that the renovation would save me money and make the dwelling 
more comfortable. If not, why not? 
 
Outcome: 
All residents are aware of this. 
 
Statement 7:  
I WAS / WAS NOT supporting the renovation plans of Woonbedrijf. State WHY or WHY NOT. 
 
Outcome: 
In general, this was the case for several reasons: 
- The rent increase vs. energy saving was attractive. 
- The improved comfort was a big advantage. 
Opponents in the neighborhoods were especially skeptical about the cost savings and feared that 
the rent increase would be higher than the savings. 
 
Statement 8: 
I discussed the renovation with people in my neighborhood. With whom? 
 
Outcome: 
This differed per neighborhood. In Lievendaal, there was a lot of discussion about the 
renovations: 
- Residents gave each other tips on sustainable measures. 
- Skeptical residents had a negative influence. 
 
In Tivoli a lady served as a key figure, she provided direct neighbors with information which was 
received positively. 

2. Awareness personal 
situation 
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In Frans van Mieris there was incidental talk about the renovations, but very little. 
 
 
 
 
 
 
Statement 9: 
I WAS / WAS NOT glad to have any choice opportunities. Please indicate why. 
 
Outcome”: 
Having options during the renovation is experienced as very pleasant. Offering options makes 
participation more attractive. 
 
Statement 10: 
The choice opportunities had to be organized in a different way. How? 
 
Outcome: 
In general, tenants were satisfied with the way the choices were organized. However, in Frans 
van Mieris there were no options and residents would have liked them very much. 
 
 
 
 
Statement 11: 
Name three things that went well. 
 
Outcome: 
Things that were mentioned the most:  
- Tenants agreed that the experience with contractors was very pleasant. Residents were 

listened to. 
- Communication with the contractors was also very good. 
- Residents were satisfied with the clear planning. 
- Usually, the contractors were right on time. 

 
Statement 12: 
Name three points of improvement. 
 
Outcome: 
Things that were mentioned the most: 
- The noise nuisance was annoying, but residents could somewhat accept that. 
- Residents want to know exactly how something will be installed and finished (for example, 

how a ventilation pipe will run through a room). 
- After renovation, a contractor sometimes came by to finish something. 
- Communication with Woonbedrijf must be improved. 
- It was often stated in advance that work will be done in consultation with residents, but 

Woonbedrijf held on to their own program. 
 
Statement 13: 
Did the activities go as you expected in advance? 
 
Outcome: 
Generally, yes. However, it would be nice if there was more clarity about the way of installing and 
finishing works, before the start of the renovation. 
 
 
 

3. Orientation 

4. Choice 

5. Installation (purchase) 

6. Use and loyalty 
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Statement 14: 
Are you experiencing an improvement in quality of life? Explain. 
 
Outcome: 
Tenants are very satisfied with the result: 
- Less draught. 
- A better indoor climate. 
- Better living comfort. 
- Lower energy costs. 
 
Statement 15: 
What aftercare could you use? 
 
Outcome: 
Clear information about equipment and its operation. Also, some of the rooms were left a bit 
messy. That was not taken care of anymore. 
 
Statement 16: 
Would you recommend this renovation to friends/family? Yes or no? Name the reasons. 
 
Outcome: 
In general, everyone said they would recommend it. Residents find it important that energy-
efficient home renovations are promoted by other residents who have already gone through the 
renovation. With regard to housing costs, residents needed a little more time to judge the 
financial side. An important condition is a good process with clear information. Woonbedrijf must 
do as much as possible in consultation with residents. 

4.2.1 Conclusions  

The results of the focus groups are interesting. Residents are satisfied regarding a lot of points. 

However, there is also room for improvement and opportunities to improve the process. The main 

points of attention will be presented in figure 7:  

 
Figure 7: points of attention for the housing association 

The points where residents are quite satisfied about are in stage 2, 3 and 5. For example, in the 

second step: the housing association informs about plans well by handing out information 

brochures and by doing house visits. During step 3, residents feel that they get enough space to 

ask questions, visit model-dwellings and orient on the plans. In general, residents are satisfied 

regarding step 5: the execution of the renovation. However, there are small practical matters 

• Residents would like to participate in this stage 
already.

1. Awareness in general

2. Awareness about personal 
situation

3. Orientation

• Residents like having alternative packages to 
choose from.

4. Choice

5. Installation (purchase)

• People are affected by what neighbors say.Use and loyalty
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regarding the renovation, which seem acceptable by tenants as they always occur and can be 

discussed.  

Next to these steps which are satisfying, a few steps within the process can be improved or need 

extra attention. It was noticed that in the early stage (step 1) more could be done to engage 

residents to the process. Residents would like to participate in this stage already. Especially 

approaching residents in an early phase is helpful. It could give the housing association space to 

exactly find out what residents want. So, besides an early announcement, residents miss early 

involvement in the process.  

Step 4, the phase of making choices, helps to personalize the process by offering choice packages. 

Residents like having alternative packages to choose from. At the moment, it seems very much 

customized per project which is time intensive. This could be organized in a more structured way 

and deviate per project based on the input which is brought in by residents of the specific 

neighborhood.  

There is also opportunity for promoting, which is step 7. People are affected by what their 

neighbors say. Active and satisfied users of the renovated dwelling could act as a promoter, by 

using them to inform residents of a certain neighborhood.  

Limitations focus group discussions 

During the focus group discussions, there were a few points of attention which could be limitations 

to the results. First of all, people with immigration background were not represented, which is a 

substantial target group in social housing. The Netherlands counts 2,16 million social houses. 27% 

(CBS, 2013) of the residents of these social houses have a migration background, which makes it 

a relevant target group. It is important that in further research this target group will be involved. 

Secondly, during two focus groups, only one person showed up. This one opinion is not 

representative for the entire neighbourhood. However, the response of these two focus groups 

were in line with what has been concluded from the focus group where multiple residents showed 

up. This makes the general story consistent and therefore reliable.  
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5 Setup of Stated Choice Experiment 
It is made clear that the goal of this research is finding the needs and preferences of social housing 

tenants regarding the process of energy efficient renovation. In chapter 2 the literature study has 

been done in order to provide knowledge regarding needs and preferences of tenants and the topic 

of energy efficient renovation processes, which was identified as the research gap. The results of 

the literature study gave input for further research. The expert interviews were done to find out what 

information the experts of the housing association were missing. Insights were gained regarding 

their opinions and knowledge on the topic of the process regarding energy efficient renovations in 

social housing. The output of the interviews and the literature review became the main input for the 

focus groups with residents of the housing associations. The main output of the research steps 

above was a proposed participatory process, or intended customer journey, in connection with the 

actual renovation process. To find out what the needs and preferences were of the social housing 

tenants within the renovation process, this proposed process, or customer journey, was presented 

and discussed thoroughly with the residents. This gave a clear insight on what is of importance for 

those residents. The proposed process / customer journey and the outcome of the focus groups 

will help Woonbedrijf to improve their processes. The results of the interviews and focus group 

discussions can be found in chapter 4.  

With a stated choice experiment, more quantitative data from a broader and representative sample 

group can be obtained regarding the most important steps within the renovation process, instead 

of the limited respondents a focus group has. By presenting hypothetical scenarios to the social 

housing tenants, consisting of a set of attributes, respondents will be requested to make a choice 

between different profiles. These profiles contain attributes which are the output of the above-

mentioned research steps. These choices between different profiles will be presented to the 

respondents through a survey. The analysis of the output of the responses will indicate the value 

of each attribute and via this way it could be found out if the conclusions are supported by a broader 

population. 

5.1 Operationalisation 
The stated choice experiment will be split up into two separate ones: one will be regarding the pre-

intervention phase, and one will focus on the intervention phase. This way, data can be gathered 

on two separate phases within the participation and renovation process. Besides, it would be easier 

for the respondent to make choices, when the choice sets are less extensive. The more attributes, 

the more complex the choice sets will become. The two separate SCE designs are worked out in 

paragraphs 5.2 and 5.3.  

5.2 SCE 1 – Pre-intervention phase: Attributes and levels  
The pre-intervention phase contains the steps of the customer journey before any renovation 

activities take place. The attributes of this SCE are presented in table 4.  

 
Table 4: attributes and levels SCE 1 

5.2.1 SCE 1: Attribute description 

In this paragraph, the three attributes, and its levels, which are shown in table 4 will be explained.  

 

Attribute number Appointed attribute Level 0 Level 1 Level 2 Level 3

1 First announcement before activities 3 months 6 months 12 months 24 months 

2 Communication Once a month Twice a month Once a week

3 Extent of influence Low Medium High
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• Attribute 1: Timing of first announcement: 

The timing of the first announcement could give residents time to prepare for what is coming. The 

sooner residents know about the associations’ plans, the more time they have to gather information. 

However, in that case they also need to wait longer. During the focus groups, residents have made 

clear that they want to be involved early in the process. The experts from Woonbedrijf concluded 

that announcing activities too soon could lead to impatience and a lot of confusion. In practice the 

first announcement varies from a few months to a few years before implementation. Therefore, it 

is important to find out what is desirable for the tenants. For that reason, the following levels are 

chosen for this attribute: 

- First announcement 3 months before start of activities;  

- First announcement 6 months before start of activities; 

- First announcement 12 months before start of activities; or 

- First announcement 24 months before start of activities. 

This attribute has to indicate whether residents prefer a soon or (relatively) late first announcement 

of activities. 

• Attribute 2: frequency of communication: 

The frequency of communication indicates whether residents want continuous contact with the 

housing association or prefer less frequent contact. This is counts for both pre-intervention as 

during the intervention. So, must the housing association continuously communicate regarding the 

progress from the moment of announcement? During the fieldwork residents indicated that frequent 

communication is desired. For that reason, the following levels are chosen: 

- Once a month – which would mean an update on a less frequent basis; 

- Twice a month – which would mean an update on a more frequent basis; or 

- Once a week – which would mean an update on a frequent basis. 

 

• Attribute 3: the preferred extent of influence by the tenants 

The extent of influence reflects to the participation ladder, with low being lower on the ladder 

which means having lower influence in plans and high being higher on the ladder which means 

having more influence. Combined with the outcome of the focus group discussions, three 

general levels of influence are being defined.  

o Low 

Level 0 within this attribute means ‘Low influence’ in the pre-intervention phase. Low 

influence in this case means that all plans will be made by the housing association and 

residents will be informed about what those plans will be. Residents can only announce 

if they will agree or not. A participation rate of 70% will be sufficient in order to start 

renovations of a certain residential block. The rent increase will be a fixed one which 

will be the same for every tenant.  

o Medium 

Level 1 within this attribute means ‘Medium influence’ in the pre-intervention phase. 

Medium influence in this case means that basic measures will be taken by the housing 

association. Additional packages will be offered and to each package a rent price 

increase is connected (e.g. a package could be insulation for the entire dwelling or 

adding solar panels). The total of the packages presented will not exceed maximum 

rent for social housing. The way in which certain installations will be applied are fixed 

and are known by tenants beforehand. 
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o High 

Level 2 within this attribute means ‘High influence’ in the pre-intervention phase. When 

having high influence, a list of possible measures will be presented to the residents. 

Residents can choose each intervention they feel is necessary for their dwelling (e.g. 

new windows, a new door or solar panels). To each specific intervention, a rent price 

increase is connected. However, a maximum rent price increase will be decided by the 

housing association. How this ‘budget’ is filled up, is up to the tenant. Residents will be 

given the opportunity to make decisions on the application of installations as well, in 

order to have a voice regarding the lay out of the dwelling. 

5.2.2 Orthogonal design 

Through a standard design code book, the orthogonal design which fits the design of the SCE is 

chosen in order to create different profiles based on the attributes. Design number 99 corresponds 

to a SCE with three attributes of which two have three levels and one has four levels.  

This SCE is not seeking for the possible interaction effects. Its purpose is more to find the preferred 

level of each attribute. Therefore, a fractional factorial design would be sufficient and suitable. 

Design 99A will be a fractional factorial design and the total number of profiles will be sixteen. In a 

survey, this will give in total eight questions where a respondent has to choose out of two profiles. 

For those who do not prefer any of the profiles, a ‘none’-alternative will be added. This will in total 

offer eight times a choice out of three alternatives: (1) profile, (2) profile and (3) ‘none’-alternative. 

All sixteen profiles are generated and presented in appendix B. The meaning of all levels is 

explained in table 4. 

When all profiles are randomly matched, eight combinations will be generated. However, during 

the actual execution of the stated choice experiment these combinations cannot be used 

permanently. The random matching must be performed several times in order to influence the 

estimates as less as possible. For the random matching, the website 

pairs.austincodingacademy.com is used. These combinations will form possible choice options in 

a survey, complemented with a ‘none’-alternative. The ‘none’-alternative is in the case when a 

respondent does not prefer any of the two presented profiles. This way, the respondent is not forced 

into choosing a profile. An example of combinations is presented in table 5. The choice sets are 

worked out in appendix C. 

 
Table 5: randomly matched profiles SCE 

From appendix C, where the choice sets are worked out, one random choice alternative will be 

presented in table 6.  

 
Table 6: example choice alternative 

Combination Profile 1 Profile 2

#1 4 8

#2 1 3

#3 2 13

#4 10 11

#5 5 7

#6 6 16

#7 9 14

#8 12 15
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The respondent would be requested to choose either profile 1 or profile 2, or to choose the ‘none-

alternative’ in case none of those two profiles are desired. 

5.3 SCE 2 – Intervention phase: Attributes and levels  
The intervention phase refers to the phase where renovation activities take place and interventions 

are being done or have been done. The attributes of this phase are shown in table 7. 

 
Table 7: attributes and levels SCE 2 

5.3.1 SCE 2: Attribute description 

In this paragraph, the five attributes, and its levels, which are shown in table 7 will be explained.  

• Attribute 1: Rent price compensation during activities: 

Literature indicated that rent compensation was expected, as some rooms in the dwelling could not 

be used and for the extra noise and dust the renovation generated. This attribute could find out 

whether a rent price compensation could increase tenant acceptance regarding plans. 

o Yes 

A rent compensation is given. 

o No 

A rent compensation is not given.  

 

• Attribute 2: Rent price increase after finalization of the renovation: 

In a lot of cases, energy efficient renovation measures go together with a rent price increase. 

Through this option, it can be found out if, how much and in what situation residents are prepared 

to pay a higher rent after finalization of the energy efficient measures. The rent price increases are 

equally divided, with also a level ‘no-increase’.  

The levels correspond to rent increases which are seen in practice and therefore the choice is 

made to use the following levels:  

o No increase (EUR 0,-) 

o An increase of maximum EUR 25,- 

o An increase of maximum EUR 50,- 

Note: the raise of rent will never exceed the maximum rent price for social housing (liberalization 

limit, in Dutch: liberalisatiegrens). The raise is a gross increase on the current rent price. This 

increase will be compensated through savings on energy usage. 

• Attribute 3: Relocation during the renovation: 

This attribute is to find out if residents wish to move out of their house, until renovation measures 

are finished or only during the day when activities are taking place. 

Taking into consideration: 

Attribute number Appointed attribute Level 0 Level 1 Level 2

1 Rent compensation Yes No

2 Max. Rent increase EUR 0,- Max. EUR 25,- Max. EUR 50,-

3 Relocation Yes Only during day No

4 Maximum duration of activities 28 days 14 days 7 days

5 Renovation bathroom/toilet/kitchen No Yes



 46 

- Relocation will be as near as possible to the current dwelling 

- There will be no extra costs for relocation 

- The houses for relocation will be fully furnished 

 

• Attribute 4: Maximum duration of the renovation: 

When planning all activities in a shorter period, the nuisance would increase as more activities 

would take place at the same time. When planning the renovation over a longer period, activities 

can be planned wider over time. Mechanics would have to come back more times. Through this 

attribute it can be found out if residents prefer a short or a longer renovation period.  

• Attribute 5: Renovation of bathroom, toilet, or kitchen at the same time: 

This attribute means renovation of bathroom, toilet and kitchen at the same time as energy efficient 

measures are taking place, in order to have nuisance at one same period. There are simply two 

levels: yes and no. It can be measured in what cases residents choose the one or the other option. 

5.3.2 Orthogonal design 

Through the same standard design code book, the orthogonal design which fits the design of this 

SCE is chosen in order to create different profiles based on the attributes. Design number 45 

corresponds to a SCE with five attributes of which two have two levels and three have three levels. 

Not all interaction effects would be measured, however with design 45b three effects can be 

measured, which are the effects between the first three columns. Design 45b indicates it will be a 

fractional factorial design and the total number of profiles will be 27. In a survey, this will give 13 or 

14 questions (considering one profile must be doubled or one must be left out) where a respondent 

has to choose out of two profiles. For those who do not prefer any of the profiles, a ‘none’-alternative 

will be added. This will in total offer sixteen times a choice out of three alternatives: (1) profile, (2) 

profile and (3) ‘none’-alternative. 

As mentioned before, interaction between the first three columns in all combination can be 

measured. Therefore, the attributes of which the main interaction effects want to be measured, are 

ordered at the first three columns. The following interaction effects will most likely be measurable: 

1. the interaction effect of rent compensation on max. rent price increase; 

2. the interaction effect of rent compensation on renovation bathroom/toilet/kitchen; 

3. the interaction effect of max. rent price increase on rent compensation; 

4. the interaction effect of max. rent price increase on renovation bathroom/toilet/kitchen; 

5. the interaction effect of renovation bathroom/toilet/kitchen on rent compensation; 

6. the interaction effect of renovation bathroom/toilet/kitchen on max. rent price increase. 

Apart from the above-mentioned interaction effects, it is likely that interaction effects of other 

attributes will also be visible. Other interaction effects which could be investigated are:  

1. the interaction effect of rent compensation on relocation; 

2. the interaction effect of maximum duration of activities on relocation; 

3. the interaction effect of maximum duration of activities on rent compensation. 

When all profiles are randomly matched, fourteen combinations will be generated. To be able to 

gain fourteen combinations, one randomly selected profile will be used twice. However, during the 

actual execution of the stated choice experiment these combinations cannot be used permanently. 

The random matching must be performed several times in order to influence the estimates as less 
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as possible. An example of random matching is shown in table 8. The choice sets are worked out 

in appendix D.  

 
Table 8: randomly matched profiles SCE 2.  

From appendix D, where the choice sets are worked out, one random choice alternative will be 

presented in table 9.  

 
Table 9: example choice alternative 

The respondent would be requested to choose either profile 1 or profile 2, or to choose the ‘none-

alternative’ in case none of those two profiles are desired.  

5.4 Conclusion     
Based on the output of the three main components of this research, (1) literature study, (2) expert 

interviews and (3) focus group discussions, an additional experiment is proposed in order to test 

the outcome among a broader population. By dividing the stated choice experiment in two separate 

ones, the pre-intervention phase and the intervention phase can be analyzed separately. It also 

allows for less complex choice options for respondents. Also, respondents will still pass through 

the entire ‘energy efficient renovation’-related customer journey. By using stated choice modeling, 

individuals’ preference and choice behavior can be predicted. In this case, it could help policy 

makers in order to adapt to this.  

Combination Profile 1 Profile 2

#1 24 10

#2 8 22

#3 2 1

#4 25 13

#5 20 19

#6 6 9

#7 16 15

#8 23 12

#9 5 27

#10 17 4

#11 11 9

#12 14 3

#13 18 26

#14 21 7
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6 Conclusions and discussion 
This chapter will present the main findings of the conducted research and draw conclusions. Also, 

in the discussion paragraph, limitations and recommendations for further research will be 

discussed.  

6.1 Conclusion 
One of the largest challenges in the built environment today is the decarbonization of the housing 

stock. It is in line with the international Paris Agreements and getting a lot of attention from 

policymakers, as well as from the social housing associations, financial organizations and tenants’ 

organization. Currently, most improvements in residential buildings consist of basic maintenance 

and shallow renovation.  However, broader or deeper energy renovation measures are required. 

Still, there are some significant barriers related to financing, lack of information and user 

acceptance in the case of housing associations. It has become harder for them to reach the legally 

required 70% participation rate in order to make renovation plans mandatory. This makes users’ 

acceptance relevant.  

Literature research has been done in order to get insights in the concept of participation, in general 

and in the context of the renovation of social housing. An overview is created regarding the motives 

and barriers of residents towards participation as well as the main conditions for a good 

participation process. Besides, the customer journey is found to be a proper tool which can be used 

in further field research.  

The literature indicates that participation and interactive policy making is important for several 

reasons. Firstly, it closes the gap between citizens and policy makers. For example, a housing 

association will be able to respond to expectations and frustrations of their residents through good 

communication. Furthermore, the result of participation is that policy will be more effective, and of 

higher quality. Besides, the support base for policy increases when residents are included during 

the process. In addition, it improves social cohesion as residents will be more in touch with each 

other. People with a lower education, an immigration background or people who suffer of social 

exclusion are less likely to participate and could be included more. 

However, there are a few conditions for the success of participation. Reliability of the policy makers 

is important, meaning that open and full communication is needed in order to enhance the 

relationship with the target group (e.g. tenants). Training and support are needed for residents as 

well as for housing association employees (policy makers). Both need to have the right knowledge 

and information in order to make a project succeed which in this case would be information 

regarding the energy transition and sustainability related to housing renovations. Besides, for a 

sustainable relation and process, qualitative discussions on the renovation process must be held 

between the association and the residents, leading to clear agreements.  

Regarding the topic of energy saving measures in social housing renovations, there are a few 

points of attention in order to reach the legally required 70% acceptance grade more easily. Firstly, 

early involvement of residents is important for better understanding of plans and the relationship 

between the housing association and the tenant is crucial for the success of major renovation 

projects. Secondly, continuous provision of information regarding planning or daily activities is 

essential and increases the acceptance of energy-efficient renovations. What also increases the 

acceptance of energy-efficient renovations is when they are immediately experienced or visible. It 

is important to understand customers’ (residents’) expectations, needs, habits and preferences. In 

order to do so, a customer journey process regarding energy saving measures describes the steps 

a customer (social housing resident) takes towards the implementation of a project. It starts with 
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awareness, then goes through a decision-making phase and ends with the using phase. The 

customer journey approach is used to structure  processes of participation.  

It appears that housing associations (Woonbedrijf and Wocom) find it harder to get residents to 

participate in their plans. It is important to have sufficient information about the tenants to be able 

to make a more fine-tuned approach towards them. It was not clear how actively tenants are willing 

to participate and contribute to the renovation plans and what their needs and preferences are. 

Through expert interviews, a few obstacles were indicated.  

Mainly the 70% participation level, a minimum level in order to proceed with the plans, of residents 

has become an obstacle. Also, experts indicated that more information about the tenants is desired. 

Think of their socioeconomics, their thoughts about the housing association or how actively they 

want to participate. According to the experts from Woonbedrijf, a reason for limited participation 

could be the lack of knowledge among tenants about the energy transition and energy efficient 

interventions. Regarding the process, a participation guideline for energy efficient renovations 

would be helpful, as at the moment the participation processes are project-based and structured 

based on experience. Therefore, information regarding the needs and preferences of the social 

housing tenants is needed in order to give structure to this process based on actual input from the 

residents.  

During focus group discussions with residents of Woonbedrijf who already passed through the 

entire process of energy efficient renovation, the customer journey, in the context of a renovation 

process, was presented. The results of the focus group discussions made clear that the residents 

were quite satisfied with stages (2) awareness personal situation, (3) orient and (5) living in a house 

where renovations take place. However, the other stages, stage 1, 4 and 6, had a few points of 

attention. Residents would like to participate in the first stage already (1), meaning that besides an 

early announcement, early involvement in the process is desired. Not involving the tenants in an 

early stage could lead to a barrier. Also, residents like having alternative packages to choose from 

(4). This allows residents to personalize the renovation a bit and could be a motive for tenants to 

consider an energy saving renovation. Lastly, there are opportunities in mouth-to-mouth promoting 

through residents who already have experienced the renovation and the effects (6). People are 

affected by what neighbors say and by appointing residents who are willing to function as key-

figure for this purpose, other residents could be persuaded more easily to accept the energy 

efficient renovation measures in their dwelling. So, in this case, residents could be able to motivate 

each other.  

A stated choice experiment is proposed as an experiment for further research. By means of an 

SCE, more quantitative data from a broader and representative sample group can be obtained 

regarding the most important steps within the renovation process. The setup for this experiment is 

drafted. It is focussed on attributes which are derived from the first three research steps. The 

attributes are: timing of first announcement of activities, frequency of communication, extent of 

influence, rent compensation, max. rent increase, relocation during activities, max. duration of 

activities and renovation of facilities like bathroom, toilet and kitchen.  

6.2 Discussion  
For the housing association it is important to know their tenant base. The research finds indications 

that housing associations do not know their tenant base well enough on for example socio-

economic backgrounds. All tenants are approached in the exact same way. However, little is known 

about why minority groups are less likely to participate. To make a more fine-tuned approach 

towards them, it is helpful to know who they are. Further research could indicate whether a different 
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approach per target group could help to increase the participation level in energy efficient 

renovations, as current literature does not cover this topic well enough.  

Also, in this research the focus group discussions had a few limitations. First of all, people with an 

immigration background were not represented during the focus group discussions. Taking into 

consideration they are a substantial group in social housing (27% of all social housing tenants have 

a migration background), it makes it a relevant target group.  

A second limitation during the focus groups was that during two of the three focus group 

discussions, only one person showed up. This practically reduced these two discussions to an 

interview. The two people who were spoken to do not represent the neighborhood. However, the 

reactions of all conversations were in line with each other and complemented each other. This 

makes the result more reliable.  

The stated choice experiment is set up as an output product. The identified attributes are based on 

input from the first three main components of the research: the literature review, the expert 

interviews and the focus group discussions. Through a stated choice experiment (SCE) more 

information could be gathered on the relative values tenants attach to different renovation and 

process options, leading to better insight in how the social housing sector can convince residents 

to support the renovations and thereby smoothly and efficiently contribute to achieving the energy 

goals. Moreover, through the SCE, it can be tested whether the identified attributes are supported 

by a broader sample group; this will also take away the second limitation of the focus group 

discussions. The SCE can also help to reduce the first limitation of the focus group discussions 

(and the conclusions) by starting a survey by some introducing questions (e.g. age, gender, 

education level and migration background).  

6.3 Policy implications for housing associations 
In order to make participation more successful, there are three main preconditions which need to 

be taken into account during the participation process. Firstly, a reliable relationship between tenant 

and housing association must exist. Secondly, The provision of information and communication 

must be of high quality. At least, clear arrangements must be made regarding the process (e.g.: 

the planning or the extent of influence for tenants).  

Furthermore, there are a few points of attention for housing associations regarding the participation 

process, which are important for the acceptance of energy saving measures for dwellings: 

- It is important to involve residents early in the process, especially when choices which are 

being made affect the tenants. By involving them earlier in the process, there will be more 

understanding for the intended measures.  

- It is essential to continuously inform the residents about steps which are being taken. This 

could be regarding the intention of choices, the planning or daily activities.  

For Woonbedrijf, there are three main points of improvement which derived from the focus group 

discussions:  

1. Next to early announcement, early involvement is desired by residents.  

2. Residents like to have alternative packages to choose from. 

3. People are affected by what neighbours say, so use tenants who already experienced a 

renovations as key-figures for promotion purposes.  
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Appendix A: Invitation focus group discussion 
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Appendix B: Profiles of the SCE 
Profiles of SCE 1: 

 

Profiles for SCE 2:  

 

  

Profile

First announcement 

before activities

Frequency of 

communication

Extent of 

influence

1 0 0 0

2 0 2 1

3 0 1 1

4 0 1 2

5 1 1 1

6 1 1 2

7 1 2 0

8 1 0 1

9 2 2 2

10 2 0 1

11 2 1 1

12 2 1 0

13 3 1 1

14 3 1 0

15 3 0 2

16 3 2 1

Profile

Rent 

compensation

Max. Rent 

price increase

Renovation bathroom 

/toilet/kitchen Relocation

Maximum duration 

of activities

1 0 0 0 0 0

2 0 0 1 1 2

3 0 0 0 2 1

4 0 1 0 1 2

5 0 1 1 2 1

6 0 1 1 0 0

7 0 2 0 2 1

8 0 2 1 0 0

9 0 2 0 1 2

10 1 0 0 1 1

11 1 0 1 2 0

12 1 0 1 0 2

13 1 1 0 2 0

14 1 1 1 0 2

15 1 1 0 1 1

16 1 2 0 0 2

17 1 2 1 1 1

18 1 2 1 2 0

19 0 0 0 2 2

20 1 0 1 0 1

21 0 0 0 1 0

22 1 1 0 0 1

23 0 1 1 1 0

24 1 1 1 2 2

25 0 2 0 1 0

26 1 2 1 2 2

27 0 2 0 0 1
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Appendix C: Choice sets SCE 1 
 

Combination 1: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 3 months 6 months  
None of both. First announcement before activities: Twice a month Once a month 

Extend of influence High Medium 

 

Combination 2: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 3 months 3 months  
None of both. First announcement before activities: Once a month Twice a month 

Extend of influence Low Medium 

 

Combination 3: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 3 months 12 months  
None of both. First announcement before activities: Once a week Twice a month 

Extend of influence Medium Medium 

 

Combination 4: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 12 months 12 months  
None of both. First announcement before activities: Once a month Twice a month 

Extend of influence Medium Medium  

 

Combination 5: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 6 months 6 months  
None of both. First announcement before activities: Twice a month Once a week 

Extend of influence Medium Low 

 

Combination 6: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 6 months 24 months  
None of both. First announcement before activities: Twice a month Once a week 

Extend of influence High Medium 

 

Combination 7: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 12 months 24 months  
None of both. First announcement before activities: Once a week Twice a month 

Extend of influence High Low 

 

Combination 8: 

Attribute Profile 1 Profile 2 Profile 3 

Communication frequency: 12 months 24 months  
None of both. First announcement before activities: Twice a month Once a month 

Extend of influence Low High 
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Appendix D: Choice sets SCE 2 
 

Combination 1: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes Yes  
 

None of both 
Max. rent price increase Max. € 25,- € 0,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation No Only during day 

Maximum duration of activities 7 days 14 days 

 

Combination 2: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No Yes  
 

None of both 
Max. rent price increase Max. € 50,- Max. € 25,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Yes Yes 

Maximum duration of activities 28 days 14 days 

 

Combination 3: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No No  
 

None of both 
Max. rent price increase € 0,- € 0,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Only during day Yes 

Maximum duration of activities 7 days 28 days 

 

Combination 4: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No Yes  
 

None of both 
Max. rent price increase Max € 50,- Max. € 25,-  

Renovation bathroom/toilet/kitchen Yes Yes 

Relocation Only during day No 

Maximum duration of activities 28 days 28 days 

 

Combination 5: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes No  
 

None of both 
Max. rent price increase € 0,- € 0,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Yes No 

Maximum duration of activities 14 days 7 days 

 

Combination 6: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No No  
 

None of both 
Max. rent price increase Max. € 25,- Max. € 50,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Yes Only during day 

Maximum duration of activities 28 days 7 days 
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Combination 7: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes Yes  
 

None of both 
Max. rent price increase Max. € 50,- Max. € 25,- 

Renovation bathroom/toilet/kitchen Yes Yes 

Relocation Yes Only during day 

Maximum duration of activities 7 days 14 days 

 

Combination 8: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No Yes  
 

None of both 
Max. rent price increase Max. € 25,- € 0,- 

Renovation bathroom/toilet/kitchen No No 

Relocation Only during day Yes 

Maximum duration of activities 28 days 7 days 

 

Combination 9: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No No  
 

None of both 
Max. rent price increase Max. € 25,- Max. € 50,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation No Yes 

Maximum duration of activities 14 days 14 days 

 

Combination 10: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes No  
 

None of both 
Max. rent price increase Max. € 50,- Max. € 25,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Only during day Only during day 

Maximum duration of activities 14 days 7 days 

 

Combination 11: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes No  
 

None of both 
Max. rent price increase € 0,- Max. € 50,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation No Only during day 

Maximum duration of activities 28 days 7 days 

 

Combination 12: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes No  
 

None of both 
Max. rent price increase Max. € 25,- € 0,- 

Renovation bathroom/toilet/kitchen No Yes 

Relocation Yes No 

Maximum duration of activities 7 days 14 days 
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Combination 13: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation Yes Yes  
 

None of both 
Max. rent price increase Max. € 50,- Max. € 50,- 

Renovation bathroom/toilet/kitchen No No 

Relocation No No 

Maximum duration of activities 28 days 7 days 

 

Combination 14: 

Attribute Profile 1 Profile 2 Profile 3 

Rent compensation No No  
 

None of both 
Max. rent price increase € 0,- Max. € 50,- 

Renovation bathroom/toilet/kitchen Yes Yes 

Relocation Only during day No 

Maximum duration of activities 28 days 14 days 

 

 

 

 


