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General Introduction 
The main objective of C-REAL is to establish a permanent, structural collaboration between a 
mortgage lender (Onesto) and a renovation advisor (Dubolimburg) to increase the degree of 
renovation and improve renovation quality in the province of Limburg. In addition to this 
and to achieve full customer satisfaction, an effective cooperation between the renovation 
adviser and contractors will be set up. Actively involving lenders to encourage home owners 
and home buyers to renovate provides significant added value.   
 
Lenders play a crucial role in purchasing and are frequently in contact with purchasers. 
Moreover, based on the existing customer relationship regarding the home, lenders can 
address owners directly. It is of great importance to lenders that homes that they finance are 
made optimally energy-efficient and are refurbished qualitatively, as it is believed to reduce 
their financing risk.    
 
A supply of financing options, combined with a range of services to provide advice and 
guidance for the renovation, and timely and qualitative execution, provides all parties with 
significant added value, which paves the way for a clear, solid and scalable business 
model. In setting up these structural collaborations and offering integrated home renovation 
services, we will focus on the following 3 target groups, guiding them through the whole 
customer journey. We want to support new home owners, existing mortgage clients and 
ACO’s. 
 
Executive Summary 
This deliverable describes the execution of task 5.4.1: Developing tools and methodologies 
to successfully recruit ACO’s to enter renovation processes. 
It contains a description of the way the methodology was developed, how it was put into 
practice and the results to be presented so far. 
 

1 Methodology 
• Developing the customer journey during an online work session with ACO expert 

group, with the aim to identify the pain points and to gain insight in ways to facilitate 
the way to an energetic renovation of an apartment building. 

• Recruiting (with the support of municipalities) co-owners and syndics to attend a 
webinar in which we explain the C-REAL approach and what we can do for them, 
with the aim to find candidates for the pilot projects 

• Execution of several webinars, actual recruitment of candidates for pilots 

• Long list of candidates 

• Short list of candidates pilots phase I (to be started September 2021): Distilling the 
best candidates for the first phase  
 

2 Developing  ‘the customer journey of an ACO’ 
 
During a work session a first version of the customer journey of an ACO was elaborated. 
Various stakeholders were gathered to share their experiences, not only to arrive at the 
customer journey of an ACO, but also to identify certain thresholds and levers to convince 
co-owners and syndicates to get advice on the renovation of their building and ultimately to 
have an in-depth renovation done.  
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We found that the customer journey of an ACO can be divided in 3 phases: 
 
Phase 1 – recruitment: 
During this phase the renovation advisor is getting in touch with the ACO with the aim to 
explain the offer and the advantages of renovation guidance, meanwhile raising the 
awareness that renovating together has multiple profits and is not insurmountable. 
We detected 3 possible tracks for recruitment of an ACO:  

• The municipality as partner for recruitment through their communication channels 

• Syndics confronted with issues specific for old apartment buildings 

• Clients of lender Onesto buying an old apartment 
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Phase 2 – proposal: 
During this phase the renovation advisor is examining the building and draws up the 
renovation advice to come to a concrete proposal for works to be executed. 
Besides the technical topics, the advice should also include a financial offer. The best way to 
work is to present the draft of the advice first to a work group to be able to process 
feedback in a final  advice that is more tailored to the specific needs of the ACO.  
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Phase 3 – execution of works: 
In this phase the financing advice will be converted into a credit application and if applicable 
an environmental permit will be applied for. In the latter case the architect will take over 
the role of the renovation advisor   
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3 Collaboration municipalities and associations of syndics 
 
3.1 Call to municipalities to collaborate in recruiting pilots for renovation advice 
A script on how to inform and recruit ACO’s for renovation advice was tailor-made for the 
Limburg municipalities. The script was complemented with a communication toolkit. The 
aim was to give the municipalities a guide on how to encourage the co-owners of apartment 
buildings in their municipality to participate in the webinars and then to sign up for the 
renovation guidance.  
As C-REAL renovation advisor Dubolimburg has a strong link with all Limburg municipalities, 
the latter could be easily approached through their environmental officers. 
The cities of Hasselt, Genk and Hamont-Achel took up this offer and organized information 
sessions for their residents. The C-REAL renovation advisors provided the content for the 
latter sessions and also presented them. 
 
See attachment 7.1: script for municipalities 
 
3.2 Collaboration associations of Syndics 
Because the number of participants recruited by the municipalities was not very high, we 
subsequently approached the syndics directly by e-mail. The mail addresses were bought by 
a company that offers mail addresses per target group. 
Furthermore, the Limburg branch of the federation representing the real estate sector 
including an important number of syndics (CIB), has spread the invite for the webinar 
amongst her members. 
These accumulated efforts ensured that there was still a good turnout.  
 
Originally, we had the idea that the municipalities could be best involved as a partner in 
communicating with the co-owners of the apartment buildings, with the aim of convincing 
them to take part in the renovation advice and guidance offered. 
It became clear however that it would be more efficient to address the Syndics directly 
through their professional associations. 
 
It became clear that the syndic plays a central role in the decision to proceed with energy 
renovation. Moreover, the syndics are in demand for advice and assistance, as they usually 
have insufficient knowledge and time to manage this process themselves.  
The offer of renovation advice and guidance as presented during the webinars was very well 
received.  
 
The director of CIB Vlaanderen (representing the Flemish real estate sector including an 
important number of syndics) is a member of the C-REAL expert team. In this way, we have a 
direct line to this professional organization and hope that they will also be able to support us 
fully. Not only as a sounding board, but also to encourage as many syndics as possible to 
initiate the renovation of the buildings they are managing. 
 
3.3 Webinars for syndics and co-owners 
The webinars addressed the need for future-proof apartment buildings and explained how 
C-REAL could help with that. 
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At the end of the webinar, syndics or ACO’s could apply to participate in the pilots.  
 
See attachment 7.2: webinar explaining C-REAL guidance for syndics and co-owners 
 

4 Results 
 
3 of 42 the Limburg municipalities actually used the script to invite their inhabitants to the 
different webinars, using multiple communication channels (personal letters, information 
magazines, mailing, website,…) 
 
The invite for the webinars was sent directly to 80 email addresses of syndics and was 
spread by CIB, the umbrella organization of the syndics, amongst their members. 
 
5 webinars were organized, and in total 102 participants were counted. 
 
Immediately after the webinars, 10 ACO’s signed the agreement to participate in the C-REAL 
renovation guidance program.  
These were more candidates than planned for phase I of the C-REAL pilots.  
As a consequence, from these 10 candidates the first 5 pilots were chosen, taking into 
account the following objective selection criteria: 

• date of the general meeting, can the decision to implement energy measures be 
taken at a suitable time? 

• Are there already urgent measures planned? 
In this way, we wanted to filter out the ACO’s who will benefit most from the guidance, but 
who can also make the most impact.  
The 5 pilots that were not selected for phase can benefit from the guidance in phase II. 
 

5 Conclusions 
 
ACOs can be reached, on the one hand through (one of the) co-owners, on the other hand 
through the syndics. 
For communication with the co-owners, the municipalities can be called upon. Provided 
these municipalities are supported by providing the right scenarios and communication 
tools, co-owners can be reached quite easily. 
Syndics can be most easily motivated to participate in info session if they are activated from 
their umbrella organizations. 
 
From the moment the renovation advisor gets the chance to present the guidance program 
to the syndics and/or to the owners, receptivity to it is high. It appears that there is indeed a 
great need for relief, and this for several reasons. 
 
After all, renovating old apartments is a complex process and the syndic lacks time and 
knowledge to guide this process. There is the need for an independent guide, who 
overcomes the various difficulties together with the syndics and the co-owners. This guide 
will need to be very skilled, and that both legally, technically, communicatively and socially. 
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We have also clearly found that support for urgent, non-energetic works can trigger an 
interest in guidance for energy-saving measures. 
 
It should be noted that guidance within C-REAL was offered free of charge to the ACO. It is to 
be expected that charging a market-based cost for such advice would be a threshold. 
Consequently, a subsidy, partial or otherwise, for the renovation guidance of VMEs remains 
necessary. 
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6 Attachments 
6.1 Script for municipalities  
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6.2 webinar explaining C-REAL guidance for syndics and co-owners 

 

 



 
 

24 
 

 

 



 
 

25 
 

 

 



 
 

26 
 

 

 



 
 

27 
 

 

 



 
 

28 
 

 

 



 
 

29 
 

 

 



 
 

30 
 

 

 



 
 

31 
 

 

 



 
 

32 
 

 

 



 
 

33 
 

 

 



 
 

34 
 

 
  



 
 

35 
 

 


