CONTRACTING FOR PAS 2035 COMPLIANT RETROFIT
PHASE TWO – A LIVE TEST AT ST HELENS CEMENT CITY
BRIEFING 4: THE CUSTOMER INTERFACE – ASSESSMENT AND
COORDINATION (UP TO DESIGN)
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1. Introduction
This is Briefing 4 of a series of five that captures lessons learnt from a live test of PAS 2035 compliant assessment
(and coordination) undertaken by The Retrofit Academy CIC on behalf of Local Energy North West Hub (LENW
Hub).
This piece of work follows on from Phase 1, which consisted of a desktop study entitled; “Contracting for PAS
2035 Compliant Retrofit – A Guide for Local Authorities” [Retrofit Academy]. The Hub wanted to consider
factors relevant to procurement and the contracting of Retrofit Assessors (RA/RAs) and Retrofit Coordinators
(RC/RCs). Within Phase 1, four delivery models were described in response to discussions around PAS 2035
delivery for local authority led retrofit programmes.
There will be five key areas covered in a series of briefing notes that describe learnings from the live test,
which investigate the PAS 2035 compliant retrofit from inception up to the lodgement of the Medium Term
Improvement Plan (MTIP) as outlined below:
1.
2.
3.
4.
5.

Pre-programme Activities
Retrofit Assessment
Medium Term Improvement Plans and Retrofit Coordinator Tasks
The Customer Interface – Assessment and Coordination (Up to Design)
How to Ensure an Effective Handover

2. Further Information
Further information on this pilot project, including background information, methodology and the site is
contained in:
Briefing Note 1: “Pre-programme Activities” (which includes the contextual information about the project).
Briefing Note 2: “Retrofit Assessment”
Briefing Note 3: “Medium Term Improvement Plans and Retrofit Coordinator Tasks”
Briefing Note 5: “How to Ensure an Effective Handover”
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Briefing 4: The Customer Interface – Assessment and Coordination
(up to Design)
This is the fourth briefing in the series and will cover customer interactions. There are four sub-sections to this
briefing.
A.

PAS 2035 customer interaction requirements

B.

Retrofit advice

C.

Retrofit design and the customer

D.

Key lessons from the project

A

PAS 2035 CUSTOMER INTERACTION REQUIREMENTS

PAS 2035 has a clear set of requirements for ensuring that the client is engaged in the process of retrofitting a
dwelling. There may be multiple clients:
The Funding Client – such as a local authority or Combined Authority
The Landlord Client – the owner of a social or private rented home
The Resident Client – the person who lives in the home, this may be the owner or the tenant
This series of Retrofit Customer Journey Documents is designed to support your understanding of complying
with PAS 2035 from a ‘Resident Client*’ perspective, aiming to inform and protect the interests of the Resident
Client. It represents a streamlined version of the requirements of PAS 2035 detailed in a way that is clear to
identify what is required of each role, including what they should ask and be able to answer, what they need
to pass to the Funding client / Resident Client and additional good practice when engaging with people. It is
critical that all roles have the confidence and knowledge to ask the right questions of the right people at the
right time.
For all roles, there are key things which should not be done, key questions which should be asked or be
answered, key documents provided and lastly issues that should be passed on to the funding client and the
next role in the chain.
These have been categorised into four sections:

Key Restrictions - This section refers to key elements and pieces of information we would not expect to
be discussed and which are specific to each role type. It is extremely important, for example, not to disclose
opinions or any detail that may affect the retrofit outcomes and for the relevant information to be given and
discussed by the appropriately qualified person.

*Resident Client refers to the occupiers/homeowners/tenants/residents/renters etc of the property. This term was coined by
Aneaka Kellay,of Carbon Co-op, 2021.
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Key Resident Client Questions - Anticipating questions from the Resident Client will help support
consistency and build trust. Questions may arise in relation to wider housing needs or other additional queries.
Although it is important to acknowledge and record these, it is equally important not to deviate from the retrofit
task. Formulating standard responses to FAQs as well as ensuring the correct information is asked at key points
by the relevant retrofit role will promote consistency in responses and avoidance of miscommunication..
Key Info to Resident Client - To ensure compliance, it is essential that the correct documentation is
collected, collated and distributed by the appropriately qualified person in a format that is tailored to the
audience. PAS 2035 requires that a minimum set of documents is owned by the resident client. Where key
information is not collected/disseminated at the appropriate time and to the relevant person, key details may
be missed thus increasing costs and causing project delays.
Key Info to Retrofit Team/ Retrofit Coordinator - To ensure compliance and the quality of retrofit
works, all parties must be kept informed for the process to be successful. Ensuring consistent and accurate
information is shared to enables each retrofit role to successfully complete their part of the retrofit process
in compliance with the specific clauses of PAS 2035. This section highlights information that is to be held/
generated by each role and who should thereafter be in receipt/take responsibility for completion.

B

RETROFIT ADVICE

Retrofit Advice was not part of this project, but the Advisor is a fundamental role in both having an appropriately
qualified person as well as delivering and recording advice at specific intervals on the project in accordance with
PAS 2035 Clause 13. We are anticipating amends to what is required to be qualified to deliver retrofit advice,
elaborating on existing requirements to go beyond behavioural issues and technologies. But full guidance on
the information currently required at each stage is provided. PAS 2035 (13.4.1) states that retrofit advice shall
be provided to householders at the following points in the retrofit process:
• on initial engagement of a household and inception of a retrofit project;
• on completion of the Improvement Options Evaluation;
• on completion of the retrofit design; and
• at the time of, or shortly after, handover of the completed installation.
There may be multiple personnel who engage with residents over the lifetime of a retrofit project/programme,
and it is reasonable to assume that all the roles in PAS 2035 should engage directly. Where there is not
the capacity to have liaison roles to ensure continuity, we have tried to identify the key areas that should be
covered. For local authorities and social housing, it may be possible to provide call centre agents with basic
information on the various stages of any project and guide them on what not to say as well as who to direct
queries to for live projects.
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RETROFIT DESIGN AND THE CUSTOMER

Retrofit design was not part of this project, but the Designer would be required to engage with the Resident
Client although this can be done alongside and in the presence of the RC. Depending upon the type of tenure
and managing agent, the Retrofit Designer (RD/RDs) may engage directly or indirectly via the tenant liaison
role or RC. However, the Designer is responsible for ensuring the most appropriate and compliant energy
efficient measures are designed for each property. PAS 2035 9.1.7 states, “The RD shall review the technically
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project”. Their role is like that of an architect (in most cases a Designer will be appropriately qualified as such).
The Resident Client has a say in what is installed into their home, particularly when they own the property, and
often aesthetics is a big discussion point where space is lost and building appearance is affected.
Further work is being done to establish a crib sheet for Designer, Installer and Evaluator customer interactions.
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KEY LESSONS FROM THE PROJECT

Key Lesson – Assessments per Day: Three assessments per day was the maximum that could be done
to the standards required and with the chance for good customer service. This is what The Retrofit Academy
would use as a guide.
Key Lesson – Next Steps: The assessor needs to understand and communicate to the resident what the
next steps are for them.
Key Lesson – Advice Continuity: This estate has had many energy efficiency projects over many varied
funding streams and the advice has been appropriate and repeated. Good practice would be to keep a record
of all of the advice given over successive projects to ensure that it complies with funding requirements.
Key Lesson – Outcomes Review: Outcomes should be reviewed after assessments are undertaken.
Information from assessments may feed into changes or adaptations of initial outcomes, and this needs to be
done with the Resident Client.
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Further information
Previous briefings
1.
Pre-programme Activities
2.
Retrofit Assessment
3.
Medium Term Improvement Plans and Retrofit Coordinator Tasks
The next briefing in the series is ‘How to Ensure an Effective Handover’, which covers:
•
•
•
•
•

The need for a handover
The scope of each role
Mitigating impacts
Handover procedures
Key lessons from the project

For more information:
https://www.retrofitacademy.org/
sally@retrofitacademy.org
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