
CUSTOMER JOURNEY

Eight-Stage Resident Journey

STAGE 1

Welcome pack issued
STAGE 2

Assess

Whole house checks and retrofit
assessment, additional requirements
will be discussed for your household.

We will discuss measures with
you and confirm what could be 
installed in your home.

We will confirm what measures will
be installed in your home and where
they will be located. Resident
Declaration form filled out.

STAGE 3

Design / Technical Survey
STAGE 4

Pre Start

STAGE 5

Deliver

High quality installation by our  
workforce. Followed by regular 
inspections and communication from
your site manager and Resident 
Liaison Officer.

STAGE 6

Handover

Hands on technology demonstrations, 
bespoke user guides, ventilation 
walkthroughs, energy advice and 
handover packs issued.

STAGE 7

Evaluate

Post installation surveys, scheduled 
check ins at 3, 6, and 12 months, and 
energy savings verification.

STAGE 8

Improve

Annual resident forums, asset 
intelligence updates, and joint Platform 
and Broad Oak process reviews.

Use your phone camera to scan the
QR code to visit our website.

If you would like more information 
please visit www.BroadOakGroup.com

Our end to end customer journey is structured to provide maximum support, clear communication, and minimal disruption for every resident.

This will give you an introduction
to Broad Oak Group, direct contacts
and what to expect.


