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The process of having retrofit done to your house. What to expect at each stage

(Retrofit is when changes are made to a home around how it uses energy. It makes energy cheaper and houses warmer in winter.)

This resource is written in Plain English to make it accessible for more people. Where there are words or terms that some people might not know we have explained them in the jargon buster at the end of the document. Words that are in the jargon buster are in the document in bold. For some terms we have also explained them in brackets when we first use them.

This resource has been created by the Centre for Sustainable Energy, as part of Bristol’s Community Climate Action Project, which puts community leadership at the heart of citywide and local action on climate and inequality. This project is coordinated by Bristol Climate & Nature Partnership and supported by the National Lottery’s Climate Action Fund.


This document explains what the process of having retrofit changes to your house will look like. It explains each stage what you can expect to happen in them.
Stage 1: Finding out about home energy efficiency and retrofit improvements.
This is the beginning of your journey. You will begin to consider options for your home.
Stage 2: Can you get a grant and is your building right for the changes?
1. Can you get a grant?: Check if you are eligible to get a grant. Being eligible for a grant means you meet the rules for the kinds of people they are giving money to. To prove you are right for the grant you will need to show you meet the rules. You will need to send them the paperwork they ask for. You might need to show that you get a certain benefit or make less than a certain amount of money. If you are getting a grant because of a health condition you might need a doctor’s letter. 
2. Is your home eligible for a grant and is it suitable for the work?: (Eligible means a person or house meets the rules for a project that means they can join it. It means they can get the money which is then given to the people making changes.) For example, some grants are only given to homes that do not have gas, or that easily lose heat. The checks will depend on the grant you are asking for. The checks may include an Energy Performance Certificate (EPC) survey (Energy Performance Certificate is a document that says how well a building uses energy. It rates a building from A for very good to G for very bad.). It may also include a larger survey called a Retrofit Assessment. This looks at how draughty your home is, and whether there are any problems with the materials it has been made of. This could include a leaky roof, or damp walls. The person doing the survey will take 2-5 hours, depending on what your home is like. In this time, they will measure how big your house is, how the house is made and what energy is used to keep your home warm and heat your water. They will take lots of photos. They will want to look at your attic. If you have had building work done, they might want to see the documents on this.
Stage 3: Planning the changes and finding someone to do the work 
1. Sharing access needs: This is the point where it is very important you let the company doing the work know about your access needs. Tell them about what you need for communication, accessibility and for your health. You might want to check that they have understood. 
2. What questions they should ask you: Look at the ‘Customer Needs Checklist’ to help with questions they should ask you to make sure the works fully meet your needs. If they have not asked these questions you can tell them this information.
3. Retrofit coordinator: If you have a grant the work will be overseen by a retrofit coordinator. (A retrofit coordinator manages the entire process, is responsible for looking after your interests and is your main point of contact. They will organise all the different workers involved in the work.) When you are told that you will get the grant you will be told who your retrofit coordinator will be.
4. [bookmark: _Hlk207570571]Surveys: Most retrofit work will need a survey to happen before the work can start. This is a survey that is specific to the change that you are having to your house. If you are paying for the works yourself make sure that the person doing the work is doing a survey before they start. (A survey is when someone comes to your house to get the information about the house and you that they need to do the work properly.) For example, if you are getting a heat pump the survey is needed to make sure they are giving you the right type and size of heat pump for your home. (Heat pumps are a technology that takes heat from the ground, air, or sometimes water, outside a house to warm the inside of a house.) This survey must also think about your access needs. For example, where controls will need to be for you to be able to use them. 
5. What the survey might look at in your home: What the survey will need to look at will depend on the changes you are getting. For example, for a heat pump the survey will need to check under the floors to look at the pipes. Or they might look in your attic to check the amount of insulation you have. A survey for cavity wall insulation will need to drill small holes in your walls to check they are suitable for the insulation. (Cavity wall insulation is when material is put into the gaps in the walls. It helps keep heat in.) Some surveys might ask you how you use and heat your home.
Stage 4: Installation
1. Installation is the stage when the work is done and any new technology is put into the house. This stage varies depending on the work that is being done. Many changes will need a skip for waste. Workers will need to get to and use water, power and a toilet in your house. They may arrange to have a portaloo outside.
2. These are some common changes and what happens: You do not need to read all of this. So please only read about the technologies you are thinking about getting.

3. Air source heat pump: 
a. What is it? An air source heat pump uses heat in the air outside your house to heat the water in your radiators.
b. Time: It usually takes 3 to 5 days. 
c. [bookmark: _Hlk207095227]Technology: As well as the heat pump, some new radiators, a new hot water tank and some new pipes will probably be needed. Your current heating technology and water tank will need to be taken out. The heat pump goes outside the house.
d. People in the house: 2-4 workers will need to come into your house. 
e. Difficulties: The house might be without hot water for a day or two. Cold water will need to be turned off for a short time. Power might need to be turned off for a short time. There will be drilling. Scaffolding might be needed but it is not usually. The floor will need to be lifted up in places.

4. Air-to-air heat pump:
a. What is it? An air-to-air heat pump takes heat from air outside the house to heat air inside the house. They do not normally heat water so another heating system to heat your water will be needed too.
b. Time: It usually takes 2 to 5 days. 
c. Technology: Most air-to-air heat pumps have one part outside and one or more parts inside. These are usually put up high on a wall. New pipes will be put in between these parts. If there is not outdoor space for the part outside the house it is still possible to have an air-to-air heat pump but two small holes will need to be drilled through the outside wall to connect to the outside air.  They do not need radiators. Any previous heating system will need to be taken out. 
d. People in the house: 2-3 workers will need to come into your house. 
e. Difficult things: Power might be cut off for a short time. There will be drilling. Several people will be in the home.

5. High heat retention electric storage heaters:
a. What it is? High heat retention electric storage heaters are a type of radiator that stores heat at night when electricity is cheaper, then slowly uses this to heat the home in the day.
b. Time: 1-3 days
c. Technology: Heaters will need to be fitted to the walls. These will be wired in. The hot water tank will also need to be connected so that it can heat water at the cheaper rate. You will need to have either a dual rate meter or a smart meter installed if you do not already have one. (A dual rate meter is a meter than lets you use energy when it is cheaper). For a smart meter you might need to setup a ‘time of use’ tariff with your energy company. (A time of use tariff means that energy costs different amounts at different times of the day or night).
d. People in the house: 2-3 
e. Difficulties: Power supply might be turned off for a short time.

6. Solar PV panels
a. What is it? Panels that collect sunlight and turn it into electricity.
b. Time: 2-4 days.
c. Technology: A system will be added to the roof to fix the panels to. You will need an ‘inverter’ (An inverter is a box connected to a wall that it changes the energy from the solar PV panels so that it can be used in the home.) You will also need another meter called an ‘export meter’. (An export meter measures how much energy is being sent back to the main energy grid). It is good if the inverter and export meter are put somewhere that is accessible.
d. People in the house: 2-3, but they will mostly be outside.
e. Difficulties: Power might be turned off for a short time. Scaffolding to the roof will probably be needed. This can be noisy when it is installed.

7. Loft Insulation 
a. What is it? Loft insulation is putting material into the loft to stop heat escaping upwards out of the house.
b. Time: 1-3 days. 
c. Technology: There is no electric technology. The insulation materials are rolled out between and across joists. (Joists are the wooden bars that run across the floor of the attic.) The loft door needs to be big enough to get the insulation material through. 
d. People in the house: 1-3
e. Difficulties: The loft will probably need work to get it ready for the insulation to go in. Any repairs to the loft that are needed will need to be done first. If the loft is used for keeping things they will need to be cleared. If these things are going back into the loft then raised boards will need to be put in over the insulation. Old insulation might need to be removed and carried out through the house.

8. Cavity wall insulation
a. What is it? Cavity wall insulation is putting material into the gap between the walls. It helps keep heat in.
b. Time: 1-3 days
c. Technology: There is no electric technology. Small holes are drilled into the outside walls. Insulation is then injected through the holes into the gap between the walls. The holes are then covered up. 
d. People in the house: 1-3. The work can usually be done from the outside. Sometimes the insulation needs to be put in from the inside, so there will be some holes to fill and some redecoration.
e. Difficulties: Scaffolding is needed for houses with more than one floor. This can be noisy when it is being installed. 

9. Internal solid wall insulation
a. What is it? Internal solid wall insulation is when the outside walls of the house are made thicker, so less heat is lost through them. The walls are made thicker from the inside of the house. This saves a lot of energy but is a big job to have done to the house.
b. Time: 1-3 days
c. Technology: There is no electric technology. Plaster may need to be removed, along things that are attached to your walls, like skirting boards, light fittings and radiators. Carpet may need refitting. Insulation is put into the inside of the walls. Then the wall is replastered and the items, like radiators, are re-attached. It is important to get a skilled worker for this work as if it is done badly it can cause damp or make an existing damp problem worse.
d. People in the house: 2-4
e. Difficulties: This costs a lot and will make rooms slightly smaller. You will not be able to use rooms while work is happening in them. Furniture and fittings like switches and grab rails will need to be taken out. Though they will be put back after. Pipe and wires may also need to be re-done. It will be noisy and dusty. The rooms will need to be redecorated after. 

10. External solid wall insulation
a. What is it? External solid wall insulation is when the outside walls of the house are made thicker so less heat is lost through them. The walls are made thicker from outside the house. It is a big job to have done to the house, but it saves a lot of energy and it is less difficult to have done and be around than internal solid wall insulation.
b. Time: 3-10 days
c. Technology: There is no electric technology. The insulation put on the outside of the home, which will change how the house looks. Items and structures attached to the outside walls will need to be removed, such as gutters, alarms, TV ariels and handrails. It is important to get a skilled worker for this work.
d. People in the house: 2-4, although they will be outside.
e. Difficulties: Access to the garden is needed. Anything attached to the outside wall, like a hose pipe or handrails, will need to be taken off. Scaffolding may be needed and space for keeping materials. There will be a lot of dust and noise.

11. Under floor insulation
a. What is it? Under floor insulation is when insulation is put under the floor so less heat is lost through them. 
b. Time: 2-10 days
c. Technology: There is no electric technology, Insulation is usually fitted between the wooden structures that hold the floor up. Floorboards may need to be taken up. If insulation is installed on top of existing flooring the height of the room will shrink slightly and doors and fitted furniture may need changing. If there is a basement or similar, insulation can be fitted from below which is less difficult to do and be around.
d. People in the house: 1-4
e. Difficulties:  The whole room must be cleared and floorboards taken up if you have them. You will not be able to use the room while work is happening in it. If it is done in the basement this can be easier.

12. Changing windows
a. What is it? New windows are put in to keep your home warmer.
b. Time: 0.5 days per window
c. Technology:  The old windows are taken out and new ones put in. The gaps are filled and plaster put on the walls around the windows to make them smooth.
d. People in the house: 2-4
e. Difficulties:  If windows are put in from the inside the room will need to cleared enough to get access to the windows. The room is likely to be out of use for the day.  If windows are put in from the outside scaffolding might be needed. It is likely to be noisy and dusty.
Stage 5: After installation
1. The company who did the work should meet you after the work is done to give you documents. These should be in a format accessible to you. They should also make sure you understand how to use and look after any new technologies or equipment. 
2. This process can sometimes be rushed. If you have a carer or caregiver it can be helpful to have them there for the conversation. You might need to ask questions and make sure everything that is needed for you to use the technology has been done. For example, you might need to ask them to setup the app that is used to monitor the solar PV panel. 
3. This should be done in a way that meets your access needs. If it is not, then make sure to push for your needs to be met. 
4. After installation someone might need to come back for a further visit. They might need to check the work has been done well or there might be  more steps to the process. For example, a new Energy Performance Certificate might be needed which will take another survey. If the building work happened in the summer then someone might need to come in the winter to check the heating technology is working as it should. If a heat pump has been installed, then the worker might need to return to check it is set up correctly.
5. If you have had solar PV panels put in it is important that the installer gives you certain documents. These are
a.  1. an MCS Certificate. This shows that the installation is official), 
b. 2. a DNO letter this shows that your panels are connected to the main energy grid.
c. 3. A receipt. This shows that the solar PV panels belong to you). 
6. You need these documents to sign up to a ‘export tariff’. This means that you will get paid for any energy that your solar PV panels make which you do not use, and which you sell to the main energy grid).

Jargon Buster
Access needs: What a Disabled person needs to be able to use something or take part in an event. For example they might need no steps into a building.
Accessible/Accessibility: When something is made in a way so that it is good for Disabled people. 
Advisor: The person who talks to the householder to give advice about work they can have done and what could work best for them.
Air-to-air heat pump: A technology that takes heat from air outside the house to heat air inside the house. They do not normally heat water so technology to heat your water will be needed too.
Air source heat pump: A technology that uses heat in the air outside your house to heat the water in your radiators.
App: A programme that can be used on a phone. 
Building standards: These are rules for how buildings have to be made or changed.
Caregiver: Somone who cares for someone close to them but is not paid for the work.
Cavity wall insulation: When material is put into the gaps in the walls. It helps keep heat in.
DNO letter: A document that shows that your panels are connected to the main energy grid.
Eligible: When a person or house meets the rules for a project that means they can join it, or get the money which is then given to the people making changes.
Energy Performance Certificate is a document that says how well a building uses energy. It rates a building from A for very good to G for very bad. 
Energy tariff: This is what decides how, and how much, you pay your energy company for your energy, and whether there are different prices at different times.
Export meter: This measures how much energy is being sent back to the main energy grid.
Export tariff: When some energy from your solar PV panels is sold back to the electricity company and gives you money.
External solid wall insulation: When the outside walls of the house are made thicker so less heat is lost through them. The walls are made thicker from outside the house. This saves a lot of energy but is a big job to have done to the house. 
Formats: The way in which information is given. For example, you might have a format that uses large writing or one that is just sound.
Grant: Money that you can get from the government, your local council, energy companies, or a charity to have a specific piece of work done to your house.
Heating system: A heating system is a technology that makes heat, the pipes that spread the heat through the house and the controls that are used for it.
Heat pumps: This is a technology that takes heat from the ground, water or air outside a house to warm the inside of a house.
High heat retention electric storage heaters: A type of electric heater that charges at night when electricity is cheaper then slowly releases energy during the day when you want it.
Installation: This is the stage when the work is done and any new technology is put into the house. 
Insulation: When the walls, floor or roof of a house are given an extra layer so that less heat is lost and the house is easier to heat.
Internal solid wall insulation: When the outside walls of the house are made thicker so less heat is lost through them. The walls are made thicker from the inside of the house. This saves a lot of energy but is a big job to have done to the house.
Inverter: A box connected to a wall that it changes the energy from the solar PV panels so that it can be used in the home.
Loft Insulation: When material is put into the floor of the loft. It helps keep heat in.
Main energy grid: This is the network that connects buildings to power plants in the country.
MCS Certificate: A document that shows that the work that has been done is official.
Retrofit: This is when changes are made to a home to make it more comfortable, cheaper to keep warm and better for the environment.
Retrofit Assessment: This is a survey that looks at how draughty your home is, and whether there are any problems with the materials it has been made of. This could include a leaky roof, or damp walls.
Retrofit coordinator: A worker who manages the entire retrofit process, is responsible for looking after your interests and is your main point of contact. They will organise all the different workers involved in the work.
Survey: This is when someone visits your house to gather information about how it is built and how it uses energy. Some surveys, usually at an early stage, will gather a lot of general information. Others will gather more specific information relating to a specific piece of work or installation.
Solar PV panel: A technology that takes energy from sunlight and turns it into electricity.
Time of use tariff: When energy costs different amounts at different times of the day or night.
Under floor insulation: When insulation is put under the floor so less heat is lost through them. 


                 
