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Executive summary

The government’'s Warm Homes Plan has the potential to
improve living standards and the affordability of energy across
the country’. An expanded Boiler Upgrade Scheme and the
promise of new grants for low-income households could bring
energy home upgrades to those who stand to benefit the most.
New government-backed loans could reduce the upfront cost
barriers for millions of consumers. At the same time, home
energy upgrade markets are evolving rapidly, with new products
and services - from plug-in solar to optimisation software -
reshaping how consumers use energy.

However, our research tells us the energy home upgrade market
is very difficult for consumers to navigate. It is a complex
market which is characterised by significant information
asymmetries and unfamiliar technologies. Entrenched
inequalities compound these issues; wealthier consumers can
afford specialist advice and access peer-to-peer networks that
can reduce the likelihood of poor outcomes.

To bridge this gap, the government should develop a national
advice strategy?. This should put in place the building blocks for
an information and advice landscape which helps all consumers
navigate the market and make informed choices. Accessible,
evidence-based advice and information can help democratise
knowledge that otherwise might flow through informal or
inaccessible networks. And targeted advice services can reach
consumers who are harder to engage but who may benefit the
most from energy home upgrade policies.

Ultimately, the success of the Warm Homes Plan hinges on the
government meeting this challenge. This means grounding
policy and delivery decisions in a robust understanding of
how consumers navigate the market, where they seek
information and advice, the barriers they encounter and
which forms of support deliver the best outcomes.

The government has already taken some positive steps in this
direction. The newly announced Warm Homes Agency is
expected to play an important role in providing information and
oversight of delivery.

However, there have been relatively few detailed proposals
outlining how the government should approach the information
and advice challenge3. This report draws on new qualitative
research to help address that gap and sets out policy
recommendations based on our analysis of the current
shortcomings in information and advice provision. We identify
three levels of consumer support: information, advice and
assessments. The government now needs to design a national
advice strategy built around those three levels. This requires
looking holistically at the information and advice landscape,
identifying gaps in provision and strategically strengthening
support where it is most needed.



Summary of recommendations

The government
should design and
implement a

national advice
strategy for energy
home upgrades

The government should create a digital directory and information hub
- hosted on GOV.UK and delivered by the Warm Homes Agency - for
consumers looking for evidence-based information on energy home
upgrades.

The government should design minimum standards for local retrofit
services. A minimum level of advice should also be available to
everyone, no matter where they live. This should be free, tailored,
independent advice delivered nationally which helps consumers
navigate the market.

Consumers need access to high-quality independent assessments and
these should be integrated into the design of new energy efficiency
schemes and government-backed loans. Digital logbooks should also be
rolled out in the retrofit market.



The research

In January 2026, Citizens Advice commissioned People Powered Retrofit and Shortwork to
deliver a qualitative research project looking at experiences of owner-occupiers in England,
Wales and Scotland who had made changes to their homes in the last two years.

The research question: How informed do householders feel when making decisions
about energy home upgrades and what are their information and advice needs?

Across 31 interviews and 5 workshops, 68 participants shared their experiences and
views on their information and advice needs.

Key findings:

The information and advice landscape is fragmented, contradictory and undermined by
disinformation
Installers are the dominant advice source across all routes

Advice that supports holistic, ‘whole house’ planning is valuable but less common

Post-installation support (such as help with using a heat pump) is a consistent gap across all
routes

Consumer rights awareness is low and protections are inconsistently applied

Self-funded consumers experience a high Grant-funded consumers have limited choice, For the full methodology and
information burden, notable diversity of transparency and documentation, with further detail about the
sources, and rely more on independent significant gaps in independent advice research, see the full research

report on our website

expertise



The research identified three levels of consumer support

Depth of support

)

4.

Information

Factual, detailed, and evidence-based resources.

Most helpful at the start of the energy home upgrade journey to build
foundational understanding of measures, approaches, benefits, and costs.

Advice

Tailored, tactical guidance helping consumers navigate the market.

Involves two-way dialogue informed by consumer circumstances, helping
determine short-term actions and recommendation pathways.

(KA EH Assessments

In-home, expert independent property evaluations.

Direct physical observation of the home to actively diagnose specific issues
and produce robust, medium to long-term recommendations.

lllustrative example:
Meri’'s journey

At the start of the journey, Meri
looked online for objective
information and read a beginner's
guide to retrofit

She also spoke to a local architect
who helped her to come up with an
initial plan, translate complex
concepts and understand their
options. Meri also spoke to a local
charity who helped her understand
her eligibility for grants and other
support

Meri went on to pay for an
independent assessor to provide a
whole-house assessment and
detailed recommendations
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Finding: consumers struggle navigating

online information sources

For most participants, regardless of funding route, online
research formed a key part of their energy home upgrade
journey. However, many described the online information
landscape as difficult to navigate. Common themes included:

e Encountering contradictory information, for example
around the benefits or suitability of different
measures

e Uncertainty over whether information was
trustworthy or evidence-based

e Feeling overwhelmed by the range of upgrade options,
as well as the technical detail involved in
understanding them

"There's a lot of positive stuff out there on the net. There's
an awful lot of negative stuff out there in the press... you
have to kind of reason your way through it and there's
vested interests on both sides but yeah it's difficult"”
(mixed funding, heating, solar panels, insulation)

Participants described spending considerable time comparing
sources, verifying information and building confidence in their
decisions, and reported that navigating the information landscape
was burdensome and complex. While the sample was made up of
participants who went on to make energy home upgrades, we
know from other research that for many consumers, accessing
and filtering appropriate information acts as a primary barrier and
can lead to early drop-off from the customer journey altogether®.

Level 1: information needs

"There's definitely a lot of misinformation, and there's a lot
of really not very useful information... even on [national]
sites that should be a repository of everything you need”
(mixed funding, heating, insulation)

“It sort of feels like ...you've got to be a pioneer. | don't want
to be a pioneer because | can't be bothered to trawl through
loads and loads and loads of information.”

(self-funded, insulation, solar panels)

The fragmented nature of the current information landscape is
a significant challenge. While private and third sector providers
may help to fill some gaps, participants’ experiences point to

the value of a trusted, accessible ‘single source of truth’ that

consumers and intermediary
organisations can confidently
rely on and signpost to.




Level 1: information needs

Recommendation: the government should create a digital information hub and directory
for consumers looking for evidence-based information on energy home upgrades

Citizens Advice welcomed the government’'s commitment in the
Warm Homes Plan to establish a Warm Homes Agency, which
has the potential to play an important role in the future advice
landscape. The Warm Homes Agency's first task should be to
design and deliver an information hub, which could provide the
digital foundation for the wider advice landscape.

Our research tells us that the information landscape is currently
fragmented - with consumers getting information from installers,
manufacturers, local authorities, one-stop-shops, advice
providers, government schemes and suppliers>. A
government-hosted information hub could help overcome this
fragmentation by providing consumers with a clear starting point
and signposting them to trusted sources of advice and support.
The government is uniquely placed to provide this role - it can
act as a neutral convenor and establish a consistent,
authoritative source of information across the market.

A digital directory and information hub - held on GOV.UK -
should offer evidence-based information and direct consumers
who want more tailored help to third-party advice services.

Information provided by the Warm Homes Agency should be:
e Evidence-based and grounded in up-to-date research
e Presented in clear, simple and easy-to-understand
language
e  Objective, non-promotional and should avoid promoting
any particular measures

The Warm Homes Agency should also produce a physical
Consumer Rights Information Sheet covering critical information
about consumer protections (for example, where to get help if
something goes wrong). There should be requirements on
installers - via a reformed consumer protection regime - to share
these with their customers®.




Case study: Diya’s story

Diya recently installed a heat pump. During the process, she
used social media resources, looking mainly at social media
groups and forums specifically for heat pump adopters. She
found much of the content useful, but there were also people
who shared political opinions and she regularly had to filter out
the inaccurate information.

How would a digital information hub help?

A digital information hub could provide clear, objective
information, and signpost consumers to more tailored
support, both locally and nationally.

After contacting a local energy charity, she found out about a
scheme where she could go and look at the homes of other
people who had made energy upgrades. She found this really
useful, and by the time she actually came around to choosing a
heat pump, she already knew quite a lot because of the reading
and research she had done.

How would a digital information hub help?

Diya was a motivated and proactive consumer, who was
willing to do lots of research to make sure she was making
the right decision. Other consumers might need more help
than this. A digital information hub could direct consumers to
local schemes, like the one referenced here.

Level 1: information needs

Once installed, she also watched a lot of videos online to figure
out how things worked. It took her six months to get her heat
pump working in the way she wanted.

How would a digital information hub help?

Regardless of the funding route, consumers tell us that managing
and understanding how to use a heat pump can be difficult at first.
A digital information hub could provide clear informational videos,
and signpost people to more help if they need it.

10



What should the Warm Homes Agency deliver?

The establishment of the Warm Homes Agency offers a huge opportunity to
fix a fragmented information landscape and set clear industry standards.

Digital information hub

Research participants reported on
their information needs throughout
the energy home upgrade journey.
Our analysis of the key themes has
identified the following information
topic areas:

Grant schemes
Government-backed loans

What's available in your local
area

Different measures, including
benefits and trade-offs

Principles of or approaches to
retrofit

Different types of in-home
assessments

Using technologies

Post-installation steps (such
as the gas disconnection
process)

Operation and after-care

Directory

As a directory, the Warm Homes
Agency could help consumers find:

Accredited installers and qualified
assessors in their area

National advice services
for more tailored help

Local advice services

Redress services

Level 1: information needs

Consumer protection

The Warm Homes Agency should
oversee key consumer protection
functions, including a single mandatory
quality scheme for installers based on
robust technical and conduct standards.

Property data

In time, the Warm Homes Agency could
also become a central repository for
property data - such as EPC
assessment data - meaning consumers
go to the Warm Homes Agency to
access information about their home.

Developing materials as open-source
could allow other organisations to
adapt them, ensuring consumers from
multiple pathways and entry points can
access high-quality, consistent
information.

11



] Level 1: information needs
A framework for advice Government campaigns and third parties

direct consumers to the information hub

Information hub and directory run by the Warm Homes Agency,
hosted on GOV.UK
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e ae . . . Level 2: advice needs
Finding: consumers find navigating the home upgrade market

difficult and often need help making decisions

Generic information alone did not meet

consumers’ needs

To make energy home upgrades, consumers are required to
navigate a complex market, where decisions can be expensive
and consequential. Participants in our research described
needing to consider difficult trade-offs throughout the customer
journey, from thinking about how to insulate without creating
damp or mould risks to selecting appropriate technology
combinations depending on intended outcomes.

“The thing that I've learned most of all is that even if
you...do the research, and you do your calculations, and
you figure out what the best thing is, and then you
basically, from there, have to kind of compromise and
compromise, because that’s just not available, or it’s too
expensive, or they don’t make it that thickness, or
whatever...it's just a kind of case of, like, stepping back
from that ideal until you get something near enough”
(mixed funding, heating, insulation)

While general information was seen as a useful starting point, it
was rarely sufficient to support decision-making beyond the
early stages of the journey. Analysis of participants’ experiences
highlighted significant variation between homes, household
needs, local supply chains and retrofit approaches. This means
consumers require tailored advice to move past the initial stage
of information-gathering to action. Participants also need advice
when unexpected issues or queries arise.

"Every house here is different. There are very few estates
of loads of houses that are the same. So everybody's
problems and circumstances... [are] individual”
(self-funded, solar panels, insulation)




More engaged consumers actively

sought out tailored advice and expertise

The evidence points to more engaged consumers seeking out
additional sources of tailored advice beyond general information.
This included drawing on friends and family who had already gone
through similar processes and could share practical insights on
what to look out for. Others paid for independent consultants or
used ‘one-stop-shop’ services to access more personalised advice.
Some participants accessed this support via arranging an in-home
assessment, while others sought out professional advice in other
ways - and found this could meaningfully improve their confidence,
reduce risks and enable better decision-making.

“[l] started to read articles on the internet [about heat pumps] ...
Quickly realised there was a big difference between ‘good’ install
and ‘bad’ install. Listened to podcasts to help understand how
they worked and what made a ‘good install.” Found [an expert]
on social media. This helped me understand the tech - and what
to look for in a heating engineer so | could tell if they ‘got it’ or
not.” (self-funded, insulation)

“And one of my friends recommended an architect ... she was
really interested in eco renovation and retrofit. So she’s been a
real kind of support to help me kind of understand, you know,
what | could do to get the project started or to shape the
project...using the information from the retrofit review
document.” (self-funded, insulation, ventilation)

One participant
described attending an
‘eco renovation’ course,
which provided specific
practical advice on
Welsh stone cottages:

"They gave you a lot
of information
about, you know,
Welsh stone
cottages, how to
renovate them and
insulate them and
solar... that was sort
of the start point"
(mixed funding,
heating, ventilation,
solar panels).

Level 2: advice needs
15



e 4. . Level 2: advice needs
Finding: consumers need advice throughout the energy home

upgrade journey: when planning, deciding and managing

Participants told us there were three main stages at which

they needed advice. Martha felt very overwhelmed at the beginning of her home
upgrade journey, but found a beginner’s guide to retrofit

1 Plan: Understanding retrofit principles and measures which helped her:

Participants highlighted the need for support in understanding how

different retrofit measures interact with one another and what this “That book was so useful because it just explained in a

meant in practice for their home. While detailed specifications and really kind of simple way, the different type of measures,

recommendations should ultimately come from assessors and and share quite a lot of tips and really user-friendly advice

installers, participants felt advice at the planning stage could help for people start the journey, because [the author] basically

them make informed decisions about what options were worth did quite a lot of energy efficiency measures in her home,

exploring and which were likely to be unsuitable. Several and she just wanted to share what she had learned.”

participants also said they lacked confidence assessing conflicting (self-funded, insulation, ventilation)

information or claims about different technologies or measures.

“I was really nervous about it. Because it was a completely
new kind of venture. An exciting one that seemed to be full
of pitfalls. And I didn't know anybody that had a heat pump.
I only knew of one person who had solar panels. I'd heard
lots of horror stories about the damage done by having
insulation upgrades...I1 didn't know where to go for a trusted
trader as to who to do the work. | was worried about
spending money on work that didn't need to be done and
even worse having work done that then caused damage to
the property because once it's done it's very very hard to
undo. So that was the starting point.”

(mixed funding, heating, insulation, solar panels)




Level 2: advice needs

1 Plan: Navigating schemes and funding options

A common challenge raised by participants related to navigating
the range of available schemes, grants and eligibility criteria.
Many were uncertain about what support they qualified for, how
different schemes could be used together and how eligibility
could affect the order in which measures should be installed.
With the government set to announce new support for
low-income households, and the recent expansion of the Boiler
Upgrade Scheme, there is a clear need for trusted advice in
helping consumers understand how to navigate their funding
options.

"We assume that nothing is available for us because we
don't meet any particular thresholds... we both work, we
own our own home...I didn’t have a clue the flex scheme
was going to be available for us until | contacted the
relevant department in the council.”

(grant-funded, insulation)

“They give you a shopping list of, oh, here's what you
could get. Here are the fabulous prizes you could win.
Yeah, they don't really tell you, what will the process look
like? How long will it take? Will it be disruptive? Will it be
messy? What could go wrong? We didn't talk about any of
that, so | guess that's what's missing.”

(grant-funded, insulation, ventilation)

>

Jen went to her local council but found that she wasn't eligible
for most of the support on offer.

“I had to do a lot of that kind of [research] myself,
speaking to various banks and organisations, which didn’t
lead anywhere, actually. So | ended up financing the
project, [using] my own money, a mix between saving and
extra borrowing...l1 didn't think there was any, any place,
any anywhere I could go to have a discussion.”
(self-funded, insulation, ventilation)

17



2 Decide: Potential costs, savings and optimisation
Participants told us that understanding the likely costs and
benefits of different measures was one of the biggest barriers
to decision-making. Many felt unable to judge whether a
measure represented good value for money, particularly where
upfront costs were high or savings were uncertain and
long-term. Participants also wanted support in understanding
how to optimise upgrades - for example, which measures
should be prioritised first depending on their desired
outcomes, which combinations worked well together and
whether certain technologies were suitable for their home and
lifestyles.

“Yeah, it was very difficult trying to compare the four
different quotations...because they had different kit,
different suppliers, different specifications in size of
inverter and...size of the battery.... | was new to this house,
so | didn’t have any, old electricity and gas bills to go
on...even then as it’s turned out, I've underspecked the
battery...

I wish I'd got a bigger one now”
(mixed funding, heating,
insulation, solar panels)

Level 2: advice needs

2 Decide: Understanding technical information and choosing
installers

Participants told us that technical information and
recommendations from assessors or installers were often
difficult to engage with and overwhelming to interpret. Many
said they would not realistically read lengthy technical
documents without support. Instead, participants wanted
trusted advice that could translate technical language into
simple explanations, highlight the most important information
and explain what recommendations meant in practice for their
home and finances. This aligns with wider research showing that
technical retrofit recommendations can increase cognitive load
and leave consumers feeling overwhelmed”’.

"There isn't really an idiot's guide... starting from
explaining what a kilowatt hour is, that basic”
(mixed funding, heating, insulation, solar panels)

“I still felt like what we lacked was [...] some kind of
unbiased guide [...] that we widely could have downloaded
ahead of the whole [energy supplier] process so that we
could understand these options a little bit more clearly
because I think that whole business of how much you lose
in coefficient of performance and stuff it’s tricky to get
your head around” (mixed funding, heating, solar panels,
ventilation)

18



3 Manage: Tariffs and ongoing use

Across all funding routes, participants reported the lack of
ongoing, practical guidance on how to optimise their systems,
particularly with regards to heat pumps. Where good aftercare
was provided - such as demonstrations, accessible written
materials, ongoing monitoring support (where applicable) and
advice around tariffs and optimisation - outcomes were
significantly better. Participants reported that often installer
advice was limited to basic operation, without helping
householders to adjust settings to meet their needs. Advice
services could help consumers understand what remote
monitoring options are available and which tariffs could suit
their needs.

Level 2: advice needs

“You need the energy advice
as well as the actual install”
(grant-funded, heating, solar
panels, ventilation)

"We were using the thermostat like a normal boiler
for a long time... we were cranking it up to 21
[degrees]. We were still struggling to get warm. We
were like, 'my god, this isn't working. This is terrible.
And it's really expensive'... if a designated how to use
your heat pump expert had come around after we'd
had it installed and actually talked me through it...
then I would have taken more notice."

(mixed funding, heating, insulation, solar panels)

19



3 Manage: Navigating redress and fixing issues

For participants who experienced issues during their energy home
upgrade journey, there was a clear desire for trusted advice to
help them navigate the redress process and get problems
resolved. Participants said they needed trusted advice to help
them understand their rights, what consumer protections were in
place and where to go for independent support if issues could not
be resolved directly with installers. Several expressed concern
about being left to navigate complaints or technical disputes alone
in what they viewed as a highly complex market.

For example, one participant reported that they had scrutinised
their contract carefully only to find it riddled with errors, and when
they raised this, they discovered it was a standard template:

"They're basically sending out an
[standard] contract that they're
ignoring and expecting you to ignore
as well. | suspect that's quite a
common practice” (mixed funding,
heating, insulation, solar panels)

Level 2: advice needs

“I know about the 14-day cooling off period thing,
but that’s the sort of thing that’s just drilled into
you whenever you take it...isn't it? Is the 14-day
cooling off period...but not really beyond that. |
mean, the thing is, | mean, we weren't expecting to
have rats and black mould and radiators falling off
and stuff like that”

(mixed funding, heating, insulation, solar panels)

20



What type of advice do consumers need?

The evidence tells us that, at a minimum, people need advice to
help them navigate the market. Participants told us they valued
advice which is:

e Independent: the advice comes from an organisation or
individual who has no stake in the consumers’
decision-making

e Tailored: the advice reflects the consumer's actual needs
and circumstances

e Expert: the advice goes beyond generic information and
offers a detailed view on what steps the consumer should
take

In practice, many of the participants sampled in the research
found these qualities in ‘one-stop-shops’ or other local,
non-profit advice services®. These models were also valued
because they provided advice services alongside delivery or
project management offers. Local advice services also benefit
from being rooted in their communities, and can offer local
expertise on typical housing types and support, and can work
with local authorities to support delivery.

However, the quality, scope and availability of such local advice
services varies significantly across the country®. Even as delivery
of the Warm Homes Plan ramps up, regional disparities are
bound to remain due to variations in local authority approaches
and structural supply chain inequalities across the country.

Level 2: advice needs

The government should mitigate this in two ways:

The government should design minimum standards
that funders can follow when it comes to assessing bids
from local retrofit organisations

The government should ensure there is a minimum
advice offer available to everyone in England and
Wales, delivered through a national advice service.

“[The internet] was full of people trying to sell you
stuff, but there wasn't much independent advice...
what would have been helpful would have been a
local charity, a local body that you could ring up and
get advice from and get someone to come around
your house and point you in the right direction”
(self-funded, heating, insulation, ventilation)

21



Level 2: advice needs

Recommendation: the government should design minimum standards for local

retrofit organisations

The government has described the Warm Homes Plan as taking
a ‘place-based’ approach. As delivery ramps up, local authorities
will increasingly look to coordinating bodies or third-party
organisations to help deliver their programmes. There is already
a growing community of non-profit retrofit organisations and
advice services delivering in this space’®. In addition, private
sector companies which previously focused on grant-funded
works may pivot to delivering for broader consumer markets.

However, there is no established framework for assessing or
comparing these retrofit delivery bodies. This creates uncertainty
and risk for private and public sector funders at a time when
scaling of these organisations is crucial to delivering the
ambition set out in the Warm Homes Plan. By comparison, the
European Union's Energy Performance of Buildings Directive
required all member states to establish integrated
‘one-stop-shops’ for residential retrofits. Because public funding
is increasingly tied to these hubs, several EU countries have
developed highly structured, formal accreditation frameworks
for local delivery bodies.

As a key priority, the government should produce minimum
standards which local authorities can use to assess third parties
who bid for projects managing retrofit delivery. It may be that
more stringent frameworks are needed, but as a starting point
minimum standards would help increase the availability of
services while ensuring local authorities have the freedom to
choose their own approaches.

Minimum standards should include requirements around advice,
independence and quality assurance. This should raise
standards and give public and private sector funders the
confidence to invest in the sector - ultimately scaling up the
availability of trusted local advice for consumers.
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Level 2: advice needs

Recommendation: a minimum level of advice should be available to everyone, no
matter where they live. This should be free, tailored, independent advice which helps

consumers navigate the market.

The government should ensure there is a minimum advice offer available to everyone in England and Wales. This should be a
multi-channel service to meet different consumer needs, including a national telephone line. This service could then refer or signpost
consumers to identified local provision where it is available. This should also include a specialist case-handling service for vulnerable

consumers or particularly complex cases.

A centralised national service, like a telephone, will not be able to provide the same level of support as in-home advice from a local advice
service or an independent assessment. However, a minimum advice offer delivered nationally, which anyone can access, could play a vital

role by:

Providing a safety net of advice

This will be particularly useful for people with
problems, but would also give consumers
access to experts to help with
decision-making, reducing the information
asymmetries that exist between consumers
and other actors, like installers, assessors and
manufacturers.

Signposting & referring to more help
A centralised service could develop
strong referral routes or signpost to
other specialist services, such as
case-handling services for more
vulnerable consumers, or local advice
provision.

Creating a feedback loop

A national service - unlike local
provision - can give the government
and other partners a picture of
what's happening in the market,
sharing data and acting as an early
warning system for emerging
issues.
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Existing national advice provision

Consumer protection

Citizens Advice already delivers advice on consumer rights in
England and Wales through its Consumer Service''. This is
advice which is designed to protect consumers from unfair
business practices, scams or faulty products - focusing on
consumer rights, rules, practical steps on how to navigate
issues and spot warning signs. It is crucial that this type of
advice continues to be delivered nationally to ensure
consistency in advice provision, provide direct referrals on to

redress, and identify gaps in consumer protection frameworks.

Energy advice

As the statutory advocate and advice provider for energy
consumers in England and Wales, Citizens Advice also
delivers energy advice nationally via its Consumer Service.
Every energy supplier is required to signpost their customers
to this service via customer energy bills. The service has
direct referral mechanisms to suppliers, the Extra Help Unit (a
specialist service for complex cases and vulnerable
consumers), the Energy Ombudsman and energy debt
services.

In Scotland, a similar service is run by Advice Direct Scotland.

Level 2: advice needs

National advice on energy home upgrades

England

The UK Government's ‘find ways to save energy in your
home' service, hosted on GOV.UK with a national
telephone line, provides some energy efficiency advice
and directs consumers to support, such as the Boiler
Upgrade Scheme and fuel poverty schemes.

Scotland

In Scotland, the Scottish Government funds Home
Energy Scotland: a one-stop-shop providing national
energy advice for energy home upgrades. The service
operates a national telephone line and acts as the main
gateway for consumers to access government-backed
financial support, including loans and grants.

Wales

In Wales, the Welsh Government funds Nest as part of
its Warm Homes Programme. The service operates a
national telephone line and acts as the main gateway
for consumers to access energy advice and funding.
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How should a minimum advice offer
be delivered?

Free, independent advice on some of the topics listed on pages
16-20 is already available to consumers - for example via statutory
services. But to build consumer confidence in energy home
upgrades as the market matures, the government should ensure
consumers can access tailored and independent advice on all
minimum offer topics.

Services need to have the capabilities to provide advice which
takes into account the consumer’s household circumstances,
desired outcomes and vulnerabilities. This means services need to
have enough adviser capacity to manage large national volumes.

Where possible, the government should build on existing advice
services to achieve economies of scale and to utilise existing
expertise, trusted brands and advice pathways. It is crucial that
national advice is independent - from both commercial and
government objectives. This means the government should, as
far as possible, work with existing advice providers to deliver the
national service. Tasking a delivery body with an advice role
creates an inherent conflict of interest, as the pressure to meet
quotas and uptake targets could easily compromise the quality and
impartiality of advice. Instead, the Warm Homes Agency - as a
digital information hub - should signpost consumers to
independent national advice services.
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Finding: access to independent in-home
assessments reduces reliance on
installer advice

Our research indicates that many consumers rely on informal
advice from installers. While installers can provide valuable
in-person technical insight, this advice is not independent; it is
often shaped by the specific products or technologies they
specialise in, creating an obvious commercial conflict of interest
as well as subject matter limitations.

As one participant noted:
"I got very close to going for an air source heat pump...

and they sent somebody around. What put me off was he
was such a salesman...and he was just saying things to me
I didn't need saying to me... | really doubt some of the
information he's giving me about the company"
(self-funded, insulation, solar panels).

Level 3: assessment needs

It is crucial that consumers are aware of the limitations of
installer advice. One alternative - where consumers receive
in-home advice from a technical expert - is an independent
in-home assessment. Our findings show these assessments are
highly valuable for two key reasons:

e They reduce the reliance on installer advice, ensuring
consumers do not receive recommendations purely
focused on a single product or commercial incentive.

e Unlike product-led advice, whole-home independent
assessments tend to consider the home as a whole
system. Assessors are able to evaluate how different
measures interact, identify the most effective sequence of
works and uncover potential risks'?,

As one participant highlighted:

“Having the independent energy consultant was really
helpful at the start...to kind of know what the options
were...and to give a sort of reassurance that a house
like ours could support those kinds of systems” (mixed
funding, heating, insulation, solar panels)
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Case study: Melanie’s story

Melanie lives in a 1920s semi-detached, single-skin brick
property.

She undertook a phased programme of works combining
self-funded and grant-funded measures. She had internal wall
insulation installed first, which she funded herself, followed by a
heat pump installation, which was part-funded by the Boiler
Upgrade Scheme. Prior to the heat pump installation, Melanie
also upgraded a number of radiators to ensure they would work
effectively with the lower flow temperatures of the heat pump.
She later installed solar panels and an electric vehicle smart
charger, both self-funded.

At the beginning of her journey, Melanie paid for an independent
energy consultant to talk through her options. The consultant
visited the home, carried out a thermal imaging survey to
identify weak points and provide advice on what was possible for
her home. The consultant reassured her that a heat pump was
feasible for her property, which was something that had been a
source of doubt.

Melanie identified this independent, in-person advice within the
home as the single most valuable piece of support she received,
providing reassurance on feasibility, clarity on sequencing and
confidence that the measures were suitable.

Level 3: assessment needs
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Finding: consumers receiving
assessments through grants have a

mixed experience

Under the ECO4 scheme, all works have to follow the PAS 2035
framework, which sets out an end-to-end process for energy
efficiency installations'. A cornerstone of this framework is a
thorough property assessment, which directly informs a bespoke
Medium-Term Improvement Plan (MTIP) outlining the
recommended approach for the home.

However, some participants reported issues with the
assessments and services they received. Several participants
reported receiving no formal paperwork, leaving them entirely in
the dark about what works were being recommended and
ultimately carried out. This lack of transparency left participants
feeling they lacked choice and agency. Many felt the assessment
was not conducted for their benefit, but was instead an exercise
for the coordinating body or local authority:

“I made the mistake of thinking the surveyor was
there to represent my interests, but | think they were
just there to sort of smooth everything over for the
council...I should have had an independent person”
(grant-funded, insulation, ventilation)

Level 3: assessment needs

"The assumption was, oh, if we
do this, then your bills will go
down... no real evidence, except,
you know, that's the message
that comes down from on high"
(grant-funded, insulation,
ventilation)
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Level 3: assessment needs

Some of these experiences point to clear compliance issues, where

assessors have not followed PAS 2035 correctly. But they also point
to issues with the design of the ECO4 scheme and the application of
the PAS 2035 framework within government schemes.

ECO4 gave consumers little to no choice when it came to the
measures being installed in their home. And our research tells us that
consumers can be more hesitant to complain because they feel
they're getting something for free'. This means the starting point is
one of the consumers having very little agency and power in the
relationship - unlike a self-funded consumer, they can’t withhold
funds until something is fixed.

PAS 2035 was designed to safeguard consumers by establishing a
strict compliance framework overseen by an independent expert -
the Retrofit Coordinator - who must sign off on the design and
installation. However, within government schemes like ECO4, these
practitioners are often employed or contracted directly by the
installation companies. Instead of acting as independent experts, this
means there is an inherent conflict of interest. This can lead to
practitioners simply signing off retrofit plans that have already been
decided rather than designing the retrofit in the first place, or signing
off work that is not PAS 2035 compliant'.

As the government designs the next generation of low-income energy
efficiency schemes, it is vital that the lessons from earlier schemes
are learned. Future schemes should foster a more consultative
approach between the PAS2035 practitioners and the occupant,
within parameters that still ensure funds are well-spent and targeted,
and consumers can achieve their desired outcomes.
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Level 3: assessment needs

Recommendations for improving grant-funded assessments:

Future energy efficiency schemes should require PAS 2035 practitioners to treat the occupant as the primary
stakeholder and ensure they are able to offer genuinely independent advice. Upcoming reforms to the PAS
2035 framework should confront this issue'®.

The Warm Homes Agency should develop a Consumer Rights Information Sheet which installers should be
required to share with their customers. This document must clearly outline what grant recipients are entitled
to and explicitly direct them to national advice services for tailored, independent consumer protection advice if
things go wrong.

To prevent vital building data from being lost when properties change hands, the government should use grant
schemes to seed the market for secure, consumer-accessible digital logbooks'’. Any property undergoing a
government-funded PAS 2035 assessment should have its findings, data and MTIP automatically recorded,
ensuring long-term transparency for both current and future occupiers.
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Level 3: assessment needs

Recommendations for improving access to in-home assessments

For consumers navigating the market without accessing
whole-house grants where PAS 2035 is required, it's important
they know that a range of independent assessment options
exist and they do not have to rely on installer advice.

However, cost will remain a barrier to many consumers.
Assessments can range from costing £120 - for example for
basic assessments that might produce an EPC report - to £1000
for deep technical surveys.

“Not everyone wants to shell
out 400 pounds or more...but
advice should be realistic about
sequencing” (mixed, heating,
insulation, solar panels)

The government should take the following steps to help lower
the cost barrier for consumers:

1. The government should establish which assessments are
most suitable for the largest number of consumers, balancing
the quality of advice and technical rigour with the impact on
grant take-up and consumer outcomes.

This work should inform:

(@) the development of a digital directory for qualified assessors,
which should be hosted on a government information hub

(b) guidance and information provided to consumers when they
access government support - such as loans and grants - for
energy home upgrades

A tiered system could be developed - similar to the homebuyers
survey landscape - where there are different levels depending on
the depth and complexity of the assessment. PAS 2035 is used for
most government grant schemes, but may not be suitable for all
consumers, depending on their desired outcomes and
circumstances, for example if they already have up-to-date property
data from a recent survey. The government would also need to
undertake a review of the assessor workforce landscape to ensure
assessors have the right level of qualifications and experience.
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2. The government should produce a directory to help people
find qualified assessors in their area and share this on a digital
information hub

As part of reformed standards set by a single quality scheme,
installers should be required to signpost their customers to the
digital information hub proposed at the beginning of this report.
This should also highlight the option of independent assessments
and signpost consumers to national advice services. It could also
provide information on different types of assessments to help
consumers navigate an evolving market.

3. The government should design an assessment voucher
scheme to help people who cannot afford the upfront costs of
assessments

This should be designed to target the ‘missing middle’ - consumers
who can't afford a loan but don't qualify for fuel poverty schemes.
Citizens Advice is calling on the government to offer targeted grants
for homeowners in inefficient homes to help cover the cost of
insulation, solar panels and batteries'®. Grant levels should be
tapered by After Housing Costs income and number of dependants.
Consumers wanting to apply for the scheme, who do not have a
valid EPC but meet the other requirements should be offered a
voucher to redeem towards an assessment, provided it includes an
EPC report.

This approach delivers two distinct benefits: first, the consumer
receives whole-home advice via an assessment, and second, the
assessment process could act as a direct pipeline that drives
consumer demand for grants.

Level 3: assessment needs




Level 3: assessment needs

4. The government should design the consumer journey for
government-backed loans around the information hub and
directory, to ensure consumers can access assessments
before taking out loans.
In the Warm Homes Plan, the government announced that
£1.7bn would be available for government-backed consumer
loans. As part of its work designing these offers, the
government should:
a) introduce requirements on lenders to signpost
consumers to the information hub and directory where
they can access tailored advice and find assessors in
their area
b) encourage lenders offering government-backed loans
to cover assessment costs alongside product and
installation costs

Our 2025 polling found that were they to use a
government-backed low-interest loan, seven in ten
homeowners said they would be concerned about ‘deciding
what energy efficiency improvements are right for their
home'®. Access to assessments that provide independent
advice could help drive demand for loans by giving consumers
more confidence when it comes to choosing the right measure.
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Level 3: assessment needs

5. Scale property logbooks across the wider housing market to
reduce consumers’ assessment costs
Digital logbooks pull together a home’s physical characteristics, past

improvements and energy assessment data. This means they can
play a vital role in ensuring assessment and property data is
preserved, helping people make informed decisions about their
energy home upgrade journey, and reducing instances where
multiple assessments are conducted on the same property.

Converting completed surveys into permanent building assets
reduces the chance of duplicate assessments being undertaken on
the same property by different owners. For instance, the data from
PAS 2035 assessments, which includes a comprehensive 20-30 year
upgrade pathway, is held centrally in a national database. But unless
the new property owner knows such an assessment has taken place
and knows to look for this data, it is effectively lost.

Logbooks can also provide mortgage lenders with greater certainty
by giving them deeper insights into the property, while making it
much easier for consumers moving into a new home to verify if there
are any live warranties for installed technology or past work.

The Ministry of Housing, Communities and Local Government has
recently taken significant steps to integrate digital logbooks into the
housing market?°. The Department for Energy Security and Net Zero
should now build a framework for ensuring assessment information
is recorded in digital logbooks in the retrofit market. The government
should introduce regulatory triggers for mandatory logbook data
entry - such as completion of an EPC assessment - and build a robust
framework that resolves data privacy and interoperability risks.
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Final words

The scale of the challenge is significant. In the coming years,
millions of households will need to make decisions about
unfamiliar technologies, complex funding and finance options
and major investments in their homes.

A robust energy home upgrade advice strategy from the
government will be essential to the success of the delivery of the
Warm Homes Plan?'. Information alone will not be enough.
Consumers need access to a spectrum of support, ranging from
accessible information to personalised advice through to
independent in-home assessments where these are needed.

Not all consumers will require all three levels of support. Some
will be confident in navigating the market independently, while
others will need more intensive support to make informed
decisions. The government’s objective should not be to design a
one-size-fits-all service, but to ensure that everyone can access
the right level of support for them, from organisations with the
appropriate expertise.

The consequences of failing to deliver are significant. Our
research, which primarily involved highly engaged early
adopters, found that even motivated consumers often struggled
to navigate the market. If these consumers face challenges, the
barriers facing less engaged households are likely to be
considerably greater.

Without the right action, there is a real risk that large portions of
the population will be excluded from the benefits of the
transition because of information asymmetries, complexity and a
lack of independent support. In that environment, consumers
are more likely to rely on installers or other market actors whose
incentives may not align with households’ broader needs,
circumstances or long-term interests.

The success of the Warm Homes Plan will depend on whether
consumers have the confidence and support to make the right
decisions and achieve good outcomes. Building a trusted system
of information, advice and assessments is a critical challenge the
government must meet.
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