
 
Our reference: MGLA140623-9809 

12 July 2023 

Dear 

Thank you for your request for information which the Greater London Authority (GLA) received 
on 14 June 2023. Your request has been considered under the Freedom of Information Act 
2000.  

You requested: 

1) the evaluation criteria used to select energy improvement measures and to allocate
funds offered to applicants under the Warmer Homes Scheme 2022-23.

2) the procedures/policies used to process applications under the Warmer Homes
Scheme 2022-23. This should include information pertaining to roles and responsibilities
at every stage of the process as well as monitoring and governance.

Please find below and attached the information we hold within the scope of your request 

1) the evaluation criteria used to select energy improvement measures and to allocate funds
offered to applicants under the Warmer Homes Scheme 2022-23.

The Mayor’s Warmer Homes programme is largely funded by central government, from the 
Sustainable Warmth grant. The Sustainable Warmth scheme guidance requires this programme 
to take a fabric first approach (a focus on heat loss prevention measures first) and all delivery 
partners and subcontractors must adhere to “PAS 2035 Retrofitting dwellings for improved 
energy efficiency. Specification and guidance” (PAS 2035).  

All properties have a retrofit assessment (RA) carried out to determine property eligibility, 
taking into consideration the Warmer Homes terms and conditions. Included in the RA are 
recommendations for Energy Efficiency Measures (EEMs), a medium-term plan, along with risk 
assessments and site notes.  

Under PAS2035 a Retrofitworks Coordinator examines the assessment report and offers 
guidance on the best ‘fabric first’ EEM. If the main EEM is not feasible (e.g. external wall 
insulation on a mid-floor flat in a tower block), other EEMs are examined so the best alternative 
can be recommended.  

There is a ceiling on costs for each award, so a further exercise is completed until an EEM that 
is cost effective, adheres to central government guidelines and increases the properties EPC 



(Energy Performance Certificate) rating by 2 bands, is put forward to the householder.  The 
householder can make suggestions of EEMs they would like on their property, but the final 
recommendation is by RetrofitWorks.  

Further details can be found here: 
Sustainable Warmth Competition: guidance for local authorities (publishing.service.gov.uk) 

Warmer Homes programme - terms and conditions (london.gov.uk) 

2) the procedures/policies used to process applications under the Warmer Homes Scheme 
2022-23. This should include information pertaining to roles and responsibilities at every stage 
of the process as well as monitoring and governance.

The attached outlines the customer journey followed for Warmer Homes. There are two parts to 
the eligibility – firstly the financial assessment of the household and secondly the property 
assessment. The Warmer Homes programme is aimed at helping low-income, low EPC 
properties in London.  

The first stage of assessing the application and calculating the financial eligibility, is carried out 
by Gemserv staff, who are a sub-contractor of our delivery partner - RetrofitWorks. If the 
property is privately rented, then the Landlord must give approval for the application to 
progress, as a landlord must make a financial contribution to the works. 

The second and third stages are managed by RetrofitWorks staff, who allocate work to retrofit 
assessors and installers/contractors.  There are many assessors and contractors that are part of 
the RetrofitWorks cooperative and able to work on the Warmer Homes programme depending 
on the location and measures to be installed. RetrofitWorks admin staff will also handle 
customer engagement throughout Stage 2 and 3 and deal with complaints.  

The GLA Warmer Homes team are responsible for overall governance, contractor management 
of Retrofit Works, monitoring against our KPIs and targets set with central government, and 
dealing with enquiries and complaints via correspondence with the Mayor of London.  

If you have any further questions relating to this matter, please contact me, quoting the 
reference MGLA140623-9809 

Yours sincerely 

Information Governance Officer 

If you are unhappy with the way the GLA has handled your request, you may complain using the 
GLA’s FOI complaints and internal review procedure, available at: 
https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-
information/freedom-information  

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/993972/sustainable-warmth-competition-guidance.pdf
https://www.london.gov.uk/sites/default/files/2022-11/Warmer%20Homes%20programme%20-%20terms%20and%20conditions%20OCT%202022.pdf
https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-information/freedom-information
https://www.london.gov.uk/about-us/governance-and-spending/sharing-our-information/freedom-information
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Stage 1 - Qualification 

Property Ownership:
EPC ?

If the property is freehold:
•Proof of Ownership with the property deed or mortgage agreement

If the property is leasehold:
•Proof of Ownership with the property deed or mortgage agreement
•Leaseholder contact details

If the property is privately rented:
•Proof of Ownership with the property deed or mortgage agreement from 
the landlord
•Proof of tenancy via a tenancy agreement from the resident
Landlord approval?

Sustainable Warmth Document: 
•Mortgage/tenancy agreement or bank statement that shows payments
•Evidence council tax amount
•Three recent payslips (within the last 4 months) or P60 for all adults at the 
property

Core Warmer Homes Documents:

•Recent benefit letter requested as proof of ECO3 measures eligibility
•If ECO4, a DWP check will be run and documents will not be requested 
unless it fails
ECO Flex?

Client 
Submits 

Application

Warmer Homes London Customer Journey

Quality check 
completed along 

with final EPC

Select contractor to complete 
technical survey for works and send 
details of the customer - 
Retrofitworks admin team 

Contractor arranges site visit with 
client to carry out technical survey - 
Contractor

Contractor then sends quotation for 
works to RW admin team for 
approval - Contractor

Once quotations have been 
received they are reviewed. - 
Retrofitworks admin team or 
Retrofit co- ordinator

Appropriate funding is applied 
to confirm approval of works - 
Retrofitworks admin team

Customer make an 
application either on 
the Warmer Homes 

website or via a 
postal application.

An application is received and 
the application is assigned to 

a member of the Warmer 
Homes team to acknowledge 

and review.

The household is 
qualified and 

passed to 
Retrofit works to 
carry out stage 2.

For all documents listed above, we also accept suitable equivalent 
documents.

Approved 
customer details 

received

Whole 
House Plan 
Produced 
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Arrange 
contractor 

technical survey

 Assessor 
Survey 

completed

Stage 2 - Property Assessment

Make contact with resident to confirm survey 
appointment- Contractor or Retrofit Assessor

Retrofit Assessor site survey completed to 
check existing energy efficiency measures 
currently installed at the property along with 
heating type, window type, area of property 
and construction type- draft Energy 
Performance Certificate produced - Retrofit 
Assessor

Upload results of completed property 
assessment survey to Dropbox to allow whole 
house plan to be produced -Retrofit Assessor

Contractor quotation 
received and 

approved

Confirm approved 
measures to client

Client signs paperwork 
for installation to 

proceed

Contractor approved 
to proceed with 

install

install booked with 
client  and works 

completed

Contractor 
completion 

documents and sign 
off

Whole house plan produced and 
bespoke measures suitable for the 
property are checked and approved 
for best value  - Retrofitworks 
admin team

Assemble draft retrofit package for 
property using whole house plan - 
Retrofitworks admin team

Send proposed package of suitable 
measures for review by client - 
Retrofitworks admin team 

Resident reviews proposed 
measures for install - Resident

Resident then confirms approval 
for works  which will be subject to 
funding available and completion 
of a successful technical survey - 
Resident

Once work package  agreed  by 
client approval sought to move to 
next step  which will be technical 
survey and quotation- 
Retrofitworks Admin Team

Create Final Design Statement to 
ensure works are suitable - 
Retrofitworks admin team or 
Retrofit co- ordinator

Create offer pack of approved and 
fully funded measures for client - 
Retrofitworks admin team

Check all documentation for client 
before sending for approval - 
Retrofitworks admin team

Send paperwork to client for signature - 
Retrofitworks admin team

Any questions raised by client answered 
before approval of works - Retrofitworks 
admin team or Retrofit co- ordinator

Resident signs and returns paperwork for 
approval
Resident

Record as funds allocated on central 
database - Retrofitworks admin team

Contractor is assigned 
approved measures for install 
- Retrofitworks admin team

Job accepted by contractor 
and appointment booked with 
client for install - Contractor

Agreed install date with client is 
confirmed and install commences as 
planned. - Contractor

Contractor will contact client  if 
there are any delays once 
appointment has been made - 
Contractor or Retrofitworks admin 
team

Contractor completes works and 
issues all paperwork, certificates and 
warranties as necessary - Contractor

Review site photos and 
paperwork supplied - 
Retrofitworks admin team and 
Retrofit co- ordinator

Confirm TrustMark 
registration and lodgement of 
completed install - 
Retrofitworks admin team, 
Contractor or retrofit co- 
ordinator

Post work Energy Performance Certificate 
completed and lodged - Retrofit assessor, 
Retrofit co- ordinator or Contractor

Quality check carried out on installed 
measures. Any issues found sent to the 
contractor for rectification- Retrofit co- 
ordinator

Contractor completes rectification works 
and sends evidence of completion for 
checking and approval - Contractor and 
Retrofit co- ordinator

Stage 3 - Property Works

Once received client details 
are entered onto data base - 
Retrofitworks admin team

Acknowledgement email sent 
to customer confirming 
approval of application for 
the scheme - Retrofitworks 
admin team
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