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Executive summary 
Resident engagement in retrofit is necessary part of successful retrofit initiatives. 
Investing in structured resident engagement as an explicit, funded workstream reduces delivery risk, raises resident acceptance and satisfaction, improves measured energy savings and wellbeing, and protects committed retrofit funding. The following have been outlined as the business case for resident engagement. 
· Strategic case: Resident engagement is essential to achieving large-scale retrofit ambitions and supporting social housing providers in meeting net zero targets. By involving residents early and meaningfully, engagement builds trust, increases awareness of the benefits of retrofit works, and fosters long-term behavioural change that supports energy efficiency and carbon reduction goals. A strategic approach to engagement ensures that retrofit programmes are resident-centred, equitable, and aligned with wider local and national sustainability objectives.
· Financial case: Proactive and sustained resident engagement reduces the financial risks associated with retrofit delivery. Engaged residents are more likely to consent to works, remain committed throughout the process, and avoid late-stage dropouts — significantly reducing operational costs linked to rework, rescheduling, and project inefficiencies. Effective engagement also minimises void periods and helps ensure public and private investment delivers maximum value for money.
· Economic case: Resident engagement increases the likelihood that retrofit measures are correctly used, maintained, and optimised, leading to sustained reductions in household energy bills and fewer maintenance callouts. These savings enhance residents’ financial resilience, reduce fuel poverty, and support local economic wellbeing by keeping more income within communities. At scale, this contributes to a more stable and efficient housing stock, easing pressure on public services.
· Managing programme risks: Early and ongoing engagement helps identify and address barriers to participation, manage expectations, and ensure that resident feedback shapes delivery. By building understanding and trust, engagement mitigates reputational risks for housing providers, prevents costly delays, and reduces the likelihood of non-compliance or post-installation dissatisfaction. Embedding engagement in programme design supports smoother delivery and stronger resident-provider relationships.
· Social value and environmental benefits: Resident engagement maximises the social and environmental returns of retrofit programmes. When residents understand and can fully use new technologies, they experience tangible improvements in comfort, health, and wellbeing, alongside lower energy costs. Engaged communities are more likely to value and sustain low-carbon behaviours, contributing to neighbourhood pride, social cohesion, and reduced carbon emissions.


Strategic Case: 
Retrofit works are inherently disruptive and intrusive, requiring access to residents’ homes and often involving multiple visits and temporary changes to daily routines. Resident consent, cooperation, and trust are therefore mission-critical to successful delivery. Without effective engagement, even technically robust retrofit programmes risk delays, refusals, and high dropout rates that undermine overall performance and value.
Resident engagement is not only good practice, it is a formal requirement under key quality and compliance frameworks, including PAS 2035 and the Decent Homes Standard, which both emphasise the need for occupant involvement, consent, and post-installation support. The RISE guidance also reinforces that engagement must be embedded throughout the project lifecycle, from initial scoping to handover and aftercare, to ensure that residents understand and can benefit from the improvements being made.
Evidence from Strategic Partnerships across the sector shows that inadequate engagement correlates with significantly higher refusal and dropout rates, leading to inefficiencies and reputational risks. Conversely, structured, resident-centred engagement strategies reduce project friction, improve satisfaction, and enable more predictable delivery timelines.
Social housing retrofit is central to both net zero and fuel poverty policy objectives. Achieving the required scale set out in London’s retrofit targets and national decarbonisation programmes, depends on developing and embedding workable engagement models that can be replicated and scaled across diverse housing portfolios. Investing in strong resident engagement is therefore a strategic enabler for policy delivery, ensuring that social housing providers can meet their environmental obligations while maintaining resident trust and wellbeing.
Financial case: 
Resident engagement has a direct and measurable financial impact on the efficiency and viability of retrofit programmes. When residents are not adequately informed or supported, projects face increased risks of refusals, late-stage dropouts, and disputes, which all drive up delivery costs and threaten funding compliance.
A lack of engagement can lead to material losses, as products and equipment are often procured in advance based on planned works. When access is denied or residents withdraw, these materials may need to be stored, repurposed, or replaced, leading to waste and additional procurement costs. If a property drops out after design has commenced, you might at a minimum experience between £3K to £10K sunk cost. Similarly, redesigning retrofit plans to accommodate changes in resident consent or household circumstances incurs professional fees, administrative overheads, and programme delays.
Disputes, complaints, and rework arising from poor communication or misunderstanding of the retrofit process can cause project overruns and contractor downtime. These issues not only increase delivery costs but can also undermine performance metrics linked to funding agreements. For example, missed milestones or under-delivery may result in funding clawbacks or loss of future allocations from DESNZ or other funding bodies.
Conversely, early and continuous resident engagement reduces these financial risks by improving consent rates, reducing rework, and ensuring that works are completed on time and within budget. Investment in high-quality engagement is therefore a cost-avoidance measure which can improve programme efficiency, protect public funds, and enhance value for money across the retrofit portfolio.
Economic case: 
Resident engagement maximises the long-term economic benefits of retrofit programmes by ensuring that installed measures are correctly used, maintained, and optimised. Engaged residents are more likely to adopt energy-saving behaviours and maintain retrofit installations, leading to sustained reductions in household energy bills and fewer repair or maintenance costs.
These savings contribute to improved household financial resilience and reduced fuel poverty, while also easing pressure on public services. At scale, correctly functioning retrofits support efficient housing stock management and enhance local economic stability by reducing avoidable costs associated with reworks, inefficiencies, and underutilised measures.
Managing programme risks: 
Effective resident engagement is a critical risk management tool for retrofit programmes, influencing both operational and strategic outcomes. Key risks mitigated through structured engagement include:
· Minimising rates of refusal: Ensuring residents understand the benefits and process reduces refusal and dropout rates, supporting smoother programme delivery.
· Increasing % of properties completed on schedule: Engagement drives higher consent and cooperation, reducing delays and cancellations.
· Reducing complaints and disputes: Clear communication and responsive support limit misunderstandings, resulting in fewer complaints and reworks.
· Resident satisfaction: Positive engagement experiences strengthen trust and willingness to participate in future works.
· Reducing days lost to access disputes/reworks: Minimising disruptions lowers delivery costs and prevents project overruns.
· Protecting reputational and social value: Successful engagement enhances the social profile of housing providers and strengthens community relations.
· Maximising benefits of retrofits: Engaged residents are more likely to experience improved thermal comfort, reduced energy bills, and better health outcomes, including mental health benefits.
· Supporting environmental targets: Proper use of retrofit measures contributes to reduced carbon emissions.
· Strengthening resident-provider relationships: Engagement builds trust, improving long-term collaboration and acceptance of future programmes.
· By systematically embedding resident engagement into delivery, housing providers reduce operational risks, protect financial and reputational interests, and maximise the social, economic, and environmental value of retrofit investments.

Social value and environmental benefits:
Resident engagement is central to maximising the social and environmental outcomes of retrofit programmes. When residents are fully informed, supported, and involved, they are more likely to use and maintain retrofit measures effectively, which directly contributes to improved thermal comfort within their homes. Warmer, more comfortable homes help reduce health risks, including those associated with cold or damp environments, and can have a positive impact on mental health and overall wellbeing.
Engagement also enables residents to realise reduced energy bills, improving household financial resilience and helping to tackle fuel poverty. When retrofits are successfully implemented and used correctly, they contribute to reduced carbon emissions, supporting local and national climate targets while fostering more sustainable communities.
Beyond environmental and financial benefits, resident engagement strengthens the relationship between residents and social housing providers. Positive interactions build trust, satisfaction, and willingness to participate in future retrofit initiatives, enhancing social cohesion and the reputation of providers as responsive and resident-focused.
In combination, these benefits demonstrate that investment in resident engagement is not only a practical delivery tool but also a mechanism for generating meaningful social value, environmental impact, and long-term community resilience.
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