
• Install of measures
• Quality assurance & snagging

HUG2 process flowchart

• Programme development •   Initial potential property identification
• Contract management •   Measure mix
• GIS mapping/areas defined •   Reporting to MNZH

SDC – Ownership and 
strategic direction

• Liaison with contractor & SDC 
on install progress & snagging

• Marketing, communications and 
engagement planning

AOE – engagement planning

• Dedicated phone line
• Initial advisor call
• Explain offer/registration
• Home visit
• Confirmation letters

AOE – householder enquiries

Tenure verification
• Contact landlords
• Process landlord permissions
• Explain contribution process
• Household consent

Householder eligibility
• Income/HHCRO
• Area, IMD Deciles
• Pre-EPCs

AOE – householder sign up

SDC Project Team –
Marketing/engagement plan 

input and approval

• Online/in-person engagement
• Consultation events
• Mailings

SDC Project Team – monitor 
progress • EPC/retrofit assessments

• Technical survey 
• Retrofit plan
• Provide costs & schedule of 

works
• Confirm customer & property 

eligibility

Contractor – assessments

SDC Project Team – approve 
households

• Review and approve plans, 
schedules and costs

• Submit batch of ‘ready to 
retrofit’ properties and costs to 
DESNZ via MNZH

SDC – Batch submission

DESNZ/MNZH –
batch approval

AOE – monitoring install

Contractor – installation

SDC Project Team – reporting 
and acquittal to MNZH

• Client satisfaction surveys
• Case studies

AOE – customer feedback

SDC Project Team – monitor 
progress

Task lead/responsibility:

Stratford on Avon District Council (SDC)

Act on Energy (AEO)

Contractor (commercial delivery partner)

AOE – lead generation

• Stock analysis

Contractor – analysis

AOE – prequalification 
complete

• Info Advice Guidance call to 
approved householders

AOE – IAG call


