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1. Introductory remarks 

In June 2018, Toulouse Métropole formally committed to the energy and ecological transition by 

adopting the Local Energy, Air and Climate Plan (PCAET). While housing is one of the largest sectors 

of energy consumption and greenhouse gas sources in the geographic area, the energy renovation of 

the residential sector is a major issue if the commitments made in the Local Energy, Air and Climate 

Plan (PCAET) are to be respected. 

 

In this context, the I-HEROS (Integrated Home Energy RenOvation Service) project aims to accelerate 

and upscale the energy renovation of homes in the Métropole. This project was funded for three 

years by the European Commission’s Horizon 2020 programme and involved many stakeholders to 

propose innovative solutions for this shared objective. In particular, the deployment of the I-HEROS 

project enabled the setting up of a renovation service that is fully integrated with Toulouse 

Métropole’s services, and identified and proposed solutions to overcome obstacles to renovation. 

 

WP6 focuses on dissemination and communication activities to share the objectives, implementation 

and results of the project and to market the renovation service provided by Toulouse Métropole 

Rénov (TMR). 

 

 

 

The importance of communication initiatives in getting households to commit to energy 

renovation 

In December 2023, ANIL (National Housing Information Agency) published the first part of a 

wider study on the implementation of local housing policies to promote energy renovation. This 

first study, based on the results of a nationwide panel of almost 3,000 households, highlights the 

needs, constraints and wishes of households, which are the main stakeholders in the renovation 

of the housing stock. It provides a number of useful insights into how to support households as 

they go through the renovation process and overcome the obstacles that prevent them from 

taking action. 

Among the problems mentioned, the lack of information and understanding of the renovation 

process (inspections, contractors, renovation aid schemes, implementation of the works, 

compulsory procedures) is proving to be a determining factor in the decision to take action. 
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Dissemination and communication activities help to market the service and increase demand for it, 

improving it while raising awareness of the I-HEROS project and facilitating its upscaling and 

reproduction. 

These dissemination and communication activities are based, among other things, on the tools and 

media developed as part of the previous tasks. 

 

In addition to marketing the service, WP6’s secondary objective is to facilitate WP5’s 

implementation, which aims to replicate and upscale the model in other areas and on other scales. 

The purpose of this technical report is to present the initiatives taken to implement task 6.2 and the 

guidelines proposed by ADIL31 to overcome the difficulties encountered. 

2. Framework of WP6  

2.1. Commitments of the Grant Agreement and ADIL’s role 

As part of WP6, ADIL 31 (Departmental Housing Information Agency) was in charge of task 6.2 

concerning the dissemination and communication of the service’s existence and scope at regional 

and national level over the three-year period of the I-HEROS project. 

As provided for in the Grant Agreement, ADIL31's legal expertise enabled it to create information and 

training materials on the various aspects of the home renovation process. These materials are 

specifically intended to appeal to the various interests of the target audiences identified within the 

GA, in particular owner-lessors, tenants and households in energy poverty. 

2.2. Implementation of the activities of task 6.2 

It should be noted that the I-HEROS project was launched at the same time as the Rénov'Occitanie 

programme. The difficulties associated with the shifting institutional context of renovation in France 

are described in ADIL 31's deliverable 5.3. 

As regards the objectives of task 6.2, the first year and a half of the I-HEROS project was not 

conducive to achieving them. In fact, the creation of the One-Stop-Shop as such was only determined 

at a late stage in relation to the initial commitments. 
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However, the opening of Maison de l'Energie in February 2022 marked the start of TMR’s One-Stop-

Shop activity and led to a major increase in communication and dissemination activities. To mark the 

occasion, a communication campaign was launched in urban spaces (billboards, posters on buses in 

the city), in traditional media (advertisements and articles on the existence of the One-Stop-Shop) 

and also on social networks. In addition, this new public reception area was inaugurated in April 2022 

in the presence of elected representatives such as Jean-Luc Moudenc, the Mayor of Toulouse and 

President of Toulouse Métropole (TM), Thierry Cotelle, a Councillor for the Occitanie Region, 

Souhayla Marty, a Neighbourhood Mayor (Lapujade, Bonnefoy, Périole, Marengo, La Colonne) and 

François Chollet, the Vice-President of Toulouse Métropole in charge of ecology, sustainable 

development and energy transition. 

 

In addition, carrying out the communication and dissemination activities set out in the GA required 

skills in communication strategy and an understanding of communication tools (social networks, 

website, etc.). In order to fulfil its commitments, ADIL 31 participated in a training programme that 

began in 2021 (“Building your communication plan” on 06/10/2021 and specific training on 

communicating on social networks on 29/09/2021). In addition, ADIL 31 was assisted by SAMBA to 

develop its communication. 

2.3. Distinction between communication and dissemination 

Dissemination is defined as the communication of information and can be multi-faceted.  

Within this task, the Grant Agreement distinguishes, on the one hand, dissemination and 

communication activities aimed at the public and future users of the service (marketing and 

promotion of the service) and, on the other hand, dissemination activities aimed at institutions and 

organisations, intended to facilitate the replication and reproduction of the model (subject of WP5). 

 

ADIL31's participation in a number of events relating to real estate and housing renovation, and its 

collaboration with real estate and condominium stakeholders during 2021 and 2022, helped to 

promote the existence of the I-HEROS service. In addition, in-house communication campaigns, on 

social networks and on ADIL31’s website, have made it possible to inform users (mainly private 

individuals) of the service’s existence and content. 
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However, it was difficult to communicate on the service’s scope before the beginning of 2022, in 

particular due to the lack of tangible elements to disseminate (opening of Maison de l'Energie and 

transfer of the Solagro association's energy advisors to TMR at the beginning of 2022). Until then, it 

was difficult to identify the elements that could be communicated in relation to the service’s 

existence and content. 

Therefore, our communication campaigns were mainly focused on the following objective: raising 

awareness among the general public/private individuals and real estate professionals of the 

challenges of energy-efficient housing renovation. 

3. Communication strategy and dissemination 

The implementation of a communication and dissemination strategy has the following main 

objective: to market the service, increase demand for it and improve it, while at the same time 

highlighting the I-HEROS project development process in order to facilitate its upscaling and 

replication. 

This objective can be broken down into the following objectives: 

- Raising awareness of the renovation platform; 

- Raising awareness of the range of services offered by the renovation platform; 

- Highlighting the specific features of the One-Stop-Shop. 

 

To ensure the effectiveness of communication campaigns, both the message and the method of 

communication need to be adapted. The first step in building this strategy is to make a distinction 

between two types of communication: general communication about the service’s existence and 

specific communication about the development of the project. 

General communication about the existence and scope of the service is aimed at private individuals 

and real estate professionals. Specific communication on the creation process of the One-Stop-Shop 

is aimed at institutions, organisations and other stakeholders involved in the implementation and 

management of the home energy renovation policy. 

3.1. Identification of target audiences 

The interest groups targeted as part of the general communication on the service’s existence and 

scope have been identified as follows: 

- Targeted stakeholders as part of general communication about the One-Stop-Shop's services; 
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- Targeted stakeholders for specific communication on the development of the I-HEROS 

project. 

 

 

 

Stakeholders targeted as part of general communication about the service on offer at the One-Stop-Shop. 

PRIVATE 

INDIVIDUALS  

Owner-

occupiers 

Owner-lessors 

Co-owners 

Tenants 

PROFESSIONALS 

Condominium stakeholders 

 condominium managers, property management 

agents  

Real estate transaction stakeholders  

• estate agents 

• notaries  

• inspectors 

• banking institutions 

• insurance companies 

Rental management stakeholders  

Construction trade stakeholders 

• architects  

• design offices  

• tradesmen  

• contractors 

Energy supply stakeholders (GRDF, EDF, 

heating network operators, etc.) 
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Stakeholders targeted for specific communication on the development of the I-HEROS project. 

 

 
 

  

•AT NATIONAL LEVEL 

oANIL/ADIL 

network   

oFrance Rénov 

(ANAH- National 

Housing Agency) 

o) 

 

oNational Real 

Estate Federation 

 
oUNIS  

oEDF 

oAction Logement 

oSOLIHA 

oURBANIS 

oADEME (French 

Agency for 

Ecological 

Transition) 

oAMORCE  

oLa Poste  

AT REGIONAL LEVEL 

oUnion of ADILs in 

the Occitanie Region 

oRénov’Occitanie  

oRegional Energy 

and Climate Agency 

oFrench 

Construction 

Federation of 

Occitania 

AT LOCAL LEVEL 

oToulouse 

Metropolitan Area 

Urban Planning and 

Development Agency 

oEnergy renovation 

One-Stop-Shops in the 

Haute-Garonne 

department 

oChamber of 

Commerce and Industry 

of Haute-Garonne 

oCouncil for 

Architecture, Town 

Planning and the 

Environment of Haute-

Garonne 

oSACICAP (Cooperative 

Public Limited 

Companies of 

Collective Interest for 

Home Ownership) 
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3.2. Communication channels and tools 

Some of our communication activities were based on digital communication. Therefore, ADIL decided 

to call on the services of Samba, a communication agency, to develop its skills. 

An internet page dedicated to the I-HEROS project was created on ADIL’s website (adil31.org) and 

content relating to energy renovation was added to the existing pages. This includes the 

documentation produced as part of the I-HEROS project (renovation guides for single-family houses 

and condominiums, Frequently Asked Questions for lessors, etc.). In parallel, an in-house 

communication strategy was put in place to organise digital communication on the following 

networks: Facebook, Instagram, YouTube and LinkedIn. 

 

 

    

 

 

   

https://www.adil31.org/ladil-de-haute-garonne/role-et-mission/renovation-energetique-des-logements/
https://www.facebook.com/profile.php?id=100071703430987&sk=grid
https://commons.wikimedia.org/wiki/File:YouTube_full-color_icon_(2017).svg
https://creativecommons.org/licenses/by-sa/3.0/
https://creativecommons.org/licenses/by-sa/3.0/
https://en.m.wikipedia.org/wiki/File:Instagram_logo_2016.svg
https://creativecommons.org/licenses/by-sa/3.0/
https://commons.wikimedia.org/wiki/File:LinkedIn_logo_initials.png
https://creativecommons.org/licenses/by-sa/3.0/
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4. Dissemination activities 

ADIL participated in disseminating information about the service’s existence and specific information 

about the development of the project. 

These two objectives were pursued through a variety of channels: digital communication activities on 

social networks, events and presentations to target audiences (private individuals, real estate, 

banking and renovation professionals), and the creation and distribution of information materials. 

4.1.1. General communication on the service’s existence  

4.1.1.1. Digital communication 

In 2021, TM developed a communication strategy by creating a website for TMR’s One-Stop-Shop. 

ADIL’s website was updated to include direct links to TMR’s website. 

In addition, a page dedicated to energy renovation was created on ADIL’s website: it includes 

documentary resources on energy renovation as well as a presentation of the I-HEROS project. 
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https://www.adil31.org/ladil-de-haute-garonne/role-et-mission/renovation-energetique-des-logements/
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Digital communication was made possible by regular publications on ADIL's social networks. 

Information videos on home energy were published on ADIL’s YouTube page: 

→ “Can a lessor rent out poorly insulated housing?”,  

→ “Investing in energy-inefficient housing”,  

→ “Managing a dispute with a tradesman”,  

→ “Rent freeze for properties with low energy efficiency”,  

→ “Lessors: the new Loc'Avantages scheme”. 
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In addition, a specific communication campaign on home energy during the winter period was 

launched on Facebook and Instagram. 

ADIL's social networks (in particular LinkedIn and Facebook) were used to relay the events in which 

ADIL took part. 
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Finally, in order to highlight the complementary nature of the two services, since May 2022, MDE has 

been welcoming a Lawyer from ADIL every Monday afternoon. This service was the subject of digital 

communication on ADIL's social networks as well as those of TMR. 
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4.1.1.2. Creation and distribution of information materials 

At the instigation of TMR’s One-Stop-Shop in March 2022, an information leaflet about energy 

decency was produced jointly with ADIL. Aimed at landlords, this leaflet contains information in the 

form of frequently asked questions about the rights and obligations of landlords in terms of energy 

performance, and presents the renovation aid schemes that enable them to carry out energy 

renovation work in their homes. This leaflet was printed at ADIL's expense so that it could be made 

available at the One-Stop-Shop and ADIL reception points. It is still available on both services’ 

websites and is regularly updated. 

Given the success of this leaflet, another version was produced specifically for individually owned 

properties. It was printed and made available using the same means as the first version. 

 

 

 

 

https://www.adil31.org/ladil-de-haute-garonne/role-et-mission/renovation-energetique-des-logements/
https://www.adil31.org/ladil-de-haute-garonne/role-et-mission/renovation-energetique-des-logements/
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As soon as MDE opened, the One-Stop-Shop set up a schedule of webinars aimed at condominiums 

and, more specifically, at property management advisors, co-owners and property management 

agents. 

These webinars are organised by TMR as part of the Rénovons'Collectif programme. ADIL will be 

leading the following sessions: 

- Key stakeholders in the renovation of co-owned properties; 

- Energy studies and diagnostics for co-owned properties. 

4.1.1.3. External initiatives 

Over the course of the three-year I-HEROS project, ADIL and TMR took part in a number of events. 

- Salon de l’immobilier (Real Estate Exhibition) 

o 10/2021: presence at the exhibition (stands) 

o 11/2022: presence at the exhibition (stands) and participation in conferences 

 What will the Climate and Resilience Law entail for homeowners and co-

owners? Assistance and procedures 

 Energy renovation grants: for whom, for what works, how to obtain them? 

o 09/2023: presence at the exhibition (stands) and participation in conferences 

 Owner-lessors: improve the property’s energy performance and continue to 

rent at the best possible price. Co-owners: what kind of energy renovation? 

What kind of programme? What kind of grants? 

- Conference at the Université de la copropriété organised by UNIS on energy renovation in 

condominiums (17/10/2022) 

- Information session on renovation in condominiums organised by TMR for property 

management agents or advisors (19/10/2022) 

 

In addition, in partnership with TMR, ADIL spoke to professionals from the banking and real estate 

sectors: 

- Information meeting with Square Habitat estate agents (14 December 2021) representing 5 

estate agencies in TM (out of 7 in the Haute-Garonne Department); 

- On 09 April 2022, at the “Acheter, Louer, Rénover” (Buy, Rent, Renovate) exhibition, 

presentation of the One-Stop-Shop's missions and the support offered to bank negotiators in 

the Crédit Agricole network. 
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- Information meeting with the portfolio of lessor customers of the L'Adresse estate agency in 

September 2022. Participants were given a copy of the FAQ for lessor from 2022. 

The preparation of these initiatives enabled us to define the needs of banks in terms of energy 

renovation and to create a presentation that can be reused for future presentations. 

Lastly, in December 2021, two Lawyers from ADIL ran an information meeting for property 

management advisors from the Club des Conseillers Syndicaux de la Haute-Garonne (CCS 31 – Club of 

Property Management Advisors of Haute-Garonne), representing 47 condominiums (around 5,000 

homes). 

4.1.1.4. Specific communication aimed at “energy poor” households 

The GA mentions that communication campaigns should specifically target energy poor households. 

With this in mind, discussions were held between TMR advisor Sandrine Lambert and ADIL. Sandrine 

Lambert used to run training courses for social workers on the issue of home energy. When it comes 

to energy poverty, social workers are invaluable vectors of information: they can sound the alarm 

when a household they are working with has significant unpaid energy bills, or when the home is 

deteriorating due to poor energy performance, or when a household applies for help with bill 

payments. 

A communication campaign on Facebook and Instagram was launched specifically for this audience 

during the winter of 2022-2023. 
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4.1.2. Specific communication on the development of the project 

4.1.2.1. Digital communication 

As part of the communication on the I-HEROS project, ADIL supported TM in the creation of content 

for the website specifically dedicated to the I-HEROS project: 

 - Energy renovation of housing: an obstacle journey? – I-HEROS 

 - The energy performance invited in the definition of the decency criteria: the French case – I-

HEROS 

https://i-heros.eu/2023/02/24/energy-renovation-of-housing-an-obstacle-journey/
https://i-heros.eu/2023/02/24/the-energy-performance-invited-in-the-definition-of-the-decency-criteria-the-french-case/
https://i-heros.eu/2023/02/24/the-energy-performance-invited-in-the-definition-of-the-decency-criteria-the-french-case/


 

25 

 

Task 6.2 - D6.3 - Report on dissemination at 

regional and national level 

PU-Public 

 
In addition, ADIL's social networks were used to relay the communication surrounding I-HEROS, 

which was produced by TM (sharing of publications from the website and LinkedIn account on ADIL's 

LinkedIn account). 
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Lastly, the FAQs for owner-lessors (and owners of individually owned properties) were shared with 

the ANIL/ADIL network so that the template documents could be used by other ADILs throughout 

France (keeping the TM, ADIL31 and I-HEROS logos). 

4.1.2.2. External initiatives 

A brief presentation of the goals of the I-HEROS project was given in November 2020 at the General 

Meeting of the ADILs of Occitanie, which have formed a Regional Union (URADILO). The project was 

then presented at a meeting of the ADIL Directors (90 Departments) in March 2021. 

 

In addition, ADIL and TMR participated in running a workshop alongside Marie-Agnès ALLIER, a 

Condominium project manager at AREC (Regional Energy and Climate Agency), during the annual 

regional meetings of the Rénov'Occitanie network in June 2023. This workshop focused on the issue 

of mobilising condominiums. Under the Rénov'Occitanie scheme, co-ownerships can benefit from full 

support in carrying out energy renovation work. Until December 2023, this programme was available 

to single-family houses. Today, the focus was on the multi-housing building stock. TMR and ADIL’s 

presentation focused on the outreach approach implemented in the Métropole. This proactive 

approach, which includes a detection phase followed by strong mobilisation (public meetings, 

webinars, etc.), represents real added value that complements Rénov'Occitanie’s offer. 
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5. Results and observations 

As mentioned above, the launch of the project encountered difficulties that delayed the 

implementation of its objectives. There were delays in setting up the One-Stop-Shop, which had to 

cope with changes in the institutional context at national and regional level. 

- Postponement of general communication about the service because of delays in its 

operation.  

- Postponement of specific communication initiatives due to the existing growth of other One-

Stop-Shops in the Region (Rénov'Occitanie) and major changes to the France Rénov One-

Stop-Shop model between 2022 and 2024. 

 

The initiatives planned for the institutions could not be carried out as planned in the GA. The 

organisation of a workshop was hindered on the one hand by the health situation over the last two 

years and on the other by the pre-existence of a large-scale regional project proposing a model 

similar to the IHEROS project launched in 2020, the Rénov'Occitanie programme. 

It seems more coherent to involve stakeholders in the replication of the model (planned in WP5) 

through the presentation of the model, its tools and the aspects that can be duplicated and adapted 

to another area. 

Communication campaigns aimed at professionals were postponed until the service was up and 

running (Professional Charter). However, since the implementation of this tool, it has been noted 

that the method (reciprocal commitments, collaborative work) is satisfying. 

 

With regard to initiatives aimed at institutions, it seems appropriate to propose an initiative model 

based on exchanges of experience between several One-Stop-Shops and/or areas. 

These exchanges will enable participants to draw inspiration from existing models and identify ways 

of improving their service. These proposals combine WP6’s tasks with those of WP5. There is in fact 

an undeniable and very close link between these two WP which should be exploited to fulfil the 

objectives of the GA. 
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In this respect, the following initiatives may be considered beyond the framework of the I-HEROS 

project in order to publicise the service offered by the One-Stop-Shop and the results of the 

project: 

- Creation of information leaflets for specific audiences (households in energy poverty, etc.); 

- Working group with social workers to target households in energy poverty; 

- Working group to raise awareness among owner-lessors with real estate stakeholders; 

- Presentations of the I-HEROS project and its results at regional and national institutions; 

- Organisation of information meetings at the One-Stop-Shop to raise awareness among the 

general public; 

- Organisation of workshops to exchange views on existing One-Stop-Shops and consider 

the future of the SPPEH – Public Department for Home Energy Performance (within 

regional and national networks: Rénov'Occitanie, ANIL, etc.). 

  

 


