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ABSTRACT 

 

This report describes and analyses the implementation of the “social monitoring” in Grenoble. The 
objectives of this monitoring is to have a better understanding of where residents stand on 
environmental issues and to promote energy-efficient behaviour in the long term in order to allow cities 
to be carbon neutral. It consisted, in the City-zen project, in behavioural research and gathering 
residents' opinions on the thermal renovation of their housing and environmental issues.  

To implement this social monitoring in Grenoble, two main stakeholders were involved: the City of 
Grenoble and the Local Energy and Climate Agency of Grenoble Metropolis (ALEC). They have led a large 
number of initiatives among two groups of people that are described in the report: 

 Social housing tenants: mediation using innovative awareness-raising techniques was organised 
to make tenants more amenable to renovations.  

 Owners: these initiatives were aimed at encouraging co-owners to engage in renovation projects.  

Four complementary approaches were implemented with these targets: 

 a behavioural survey using questionnaires, deployed door-to-door among social housing tenants 
before the work began and after it finished, in order to assess changes in their behaviour 
between the pre- and post-renovation phases, 

 focus groups with inhabitants, 

 interviews with professionals who have followed the progress of renovation projects, 

 a university study about the factors that lead to a collective decision on whether or not to 
engage in thermal renovation and whether to use the "MurMur2" aid scheme. 

This report describes the extensive preparatory work carried out before these elements were 
implemented, the deployment of the door-to-door questionnaire. It provides also an analysis of the 
behavioural survey, as well as the complementary initiatives carried out in order to shed more light on 
the issue and allow a more qualitative analysis. 

The implementation of this social monitoring programme has highlighted that the following elements 
are essential: 

 involve researchers and academics who are familiar with the local context from the outset, 

 involve organisations that are specialised in energy issues and raising-awareness among 
residents,  

 develop alternative and participatory methods of communication and animation to get people 
involved, 

 develop a partnership with local stakeholders to mobilize inhabitants, 

 provide more support for social monitoring : experience has shown that a lot of time must be 
taken with this type of approach if it is to achieve good results.  
 

To conclude, it appears essential to provide more support to residents for a better understanding of 

their energy environment and a better use of their energy resources to move toward greater “energy 
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sobriety”. The benefits of this type of monitoring would have even more impact if there was more 

connection with technical monitoring so that all parties take on board the various issues involved; these 

two aspects also complement one another, which can improve implementation and contribute to 

achieving the end goal: improving energy performance. 
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INTRODUCTION  

The objective of the City-zen project is to implement solutions that allow cities to be carbon neutral. To 
achieve this objective, it is particularly interested in the way residents perceive environmental issues. 
That is why one of the elements of the project, entitled "Social Monitoring", is devoted to studying the 
experiences of the residents, changes in their behaviour, and any possible obstacles. When City-zen was 
launched in March 2014, this part of the project strongly resonated with the City of Grenoble's desire to 
increase citizens’ involvement in the energy transition, by working on raising their awareness and 
making them more empowered. 

A large number of initiatives have been developed as part of the social monitoring programme in 
Grenoble, by two main stakeholders: the City of Grenoble and the Local Energy and Climate Agency of 
Grenoble Metropolis (ALEC). These initiatives were designed to determine what inhabitants think about 
the renovation works, to gain a better understanding of where they stand on environmental issues, and 
to promote energy-efficient behaviour in the long term. They did not therefore involve the other 
schemes developed in the Grenoble area as part of the project (peninsula geothermal network, ALEC 
self-consumption photovoltaic power plant, etc.). These initiatives have been adapted to target three 
different groups: 

 Social housing tenants: mediation using innovative awareness-raising techniques was organised 
during all phases of the work, in particular during meetings held at the foot of the buildings and 
workshops on eco-gestures (e.g. "Summer Comfort" and "Home Energy Reflex" workshops). The 
objective was to make tenants more amenable to renovations, to take into account their 
expectations, and to involve them in the various stages of the project so that they would 
contribute to, rather than oppose, the renovation process. A behavioural survey was also 
carried out among tenants to assess changes in their behaviour between the pre- and post-
construction phases. 

 Owners: these initiatives were aimed at encouraging co-owners to engage in renovation 
projects by familiarising them with the projects and helping them to achieve the expected 
energy savings. Field visits and exchanges were organised between co-owners who were 
interested in this approach and those who were already involved in renovation programs. 

 Other specific groups: initiatives aimed at helping people to behave in an environmentally-
friendly way have been set up, involving users of "Vivacité/Métro Energies", an energy data 
management platform: they were able to take ownership of this tool during the 
experimentation phase, which allowed them to understand their energy environment and 
optimise their consumption. Further support has also been provided via the "Positive Energy 
Schools" Challenge which involved precise monitoring of energy consumption, in which certain 
classes participated voluntarily.  

As part of this social monitoring programme, ALEC developed participation-based methods to approach 
and engage residents. In addition to those detailed here, it also organised several complementary 
initiatives for citizens in their neighbourhoods. 
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This report describes and analyses the four complementary approaches implemented with tenants and 
landlords as part of the social monitoring programme in Grenoble: 

 a behavioural survey using questionnaires, deployed door-to-door before the work began in 
spring 2017, and after it finished in spring 2019, 

 exchanges with inhabitants (Focus groups), 

 interviews with professionals who have followed the progress of renovation projects, 

 a university study of the collective behaviours that influenced co-owners’ decisions to join the 
"MurMur2" renovation campaign (GAEL laboratory – Grenoble Alpes University). 

 

 

Figure 1 : The various actions engaged by WP8 partners to implement social monitoring in Grenoble 

Extensive preparatory work was carried out before these elements were deployed:  

 the questionnaire designed by the Technical University of Delft in the Netherlands was adapted 
to a French-speaking audience with low levels of education, 

 the consent form used to access energy data was reformulated in order to comply with current 
European legislation, 

 a data collection procedure ensuring confidentiality was put in place. 
 

Chapter 1 describes this preparatory work and the deployment of the door-to-door questionnaire. 
Chapter 2 provides analysis of the behavioural survey, as well as the complementary initiatives carried 
out in order to shed more light on the issue and allow a more qualitative analysis (professional 
interviews, Focus Groups, etc.). Chapter 3 concludes this research and action-based work with a 
university study, conducted by the Grenoble Laboratory of Applied Economics (Laboratoire d'Economie 
Appliquée de Grenoble – GAEL) at the Grenoble Alpes University, which focused on the co-owners 
involved in the “MurMur2” thermal renovation campaign. The researchers used linguistic software to 
study the factors that lead to a collective decision on whether or not to engage in thermal renovation 
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and whether to use the "MurMur2" aid scheme piloted by the Grenoble-Alpes Metropole and 
implemented by ALEC. 

 

 

Figure 2: The planning of the renovation works and WP8 actions per operation



 

CHAPTER 1  _  How to  implement  a  European  soc ia l  

research  pro ject  on  the  ground  

1.1. Adapting social monitoring to the particularities of Grenoble 

 

1.1.1. The adaptation of the questionnaire 

 

The main difficulty when carrying out social monitoring in Grenoble arose from the fact that the survey 
was developed for use in Amsterdam, by researchers from Technical University of Delf in the 
Netherlands. The target audience was made up of people who had received assistance from City-zen to 
embark on or continue a renovation program: homeowners, boat owners, or co-owners of buildings. 
Grenoble on the other hand intended to use SPIRAL, a European evaluation method already tested in the 
Mistral district at the beginning of this project, as a basis for implementing the social monitoring 
programme. For reasons explored further below1, this tool was abandoned in favour of the 
questionnaire method developed by the University of Delft, which seemed an interesting option as it 
would facilitate comparative analysis between the two pilot cities involved in the project. However, the 
target audience was very different in Grenoble, as City-zen's grants mainly benefited landlords carrying 
out major renovation work on social housing in difficult neighbourhoods. The respondents were 
therefore tenants who experienced more of a negative impact from the work and did not take part in the 
decision to renovate their building. The questionnaires were designed mainly for Dutch executives with a 
high level of education and income, whereas in Grenoble the majority were tenants with a low level of 
education and income. 

The rewriting of the questionnaire that was not intended for the WP8 T.2.2 missions therefore needed to 
be adapted to make it more coherent and logical and to adapt into French speakers: simplifying the 
vocabulary used, deleting repetitions, grouping paragraphs, and modifying the order of the questions 
and the order in which answers were chosen. The technical sections, particularly those on renewable 
energies, which are difficult for the lay public to understand, were simplified. Questions about people's 
perceptions of themselves, their neighbourhood, and their neighbours’ behaviour were slightly modified 
because they may have been misunderstood by respondents who are not used to positioning themselves 
in this way. There were many exchanges between the City of Grenoble and the University of Delft in 
order to clarify the objectives behind the questions and agree on the changes made to the questionnaire 
so that a comparative analysis with Amsterdam would still be possible. 

The questionnaire was thus divided into five main parts: 

I- General information 
II- Your household and accommodation 
III- Your current energy consumption 
IV- Renovations 
V- You and your opinions  

                                                           
1
 See Chapter 2 – Part 2.1 
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Figure 3: The adaptation of the questionnaire and the energy data consent to French speakers 

 

Part I collected all of the respondent’s personal information: age, gender, nationality, professional 
activity, level of education, etc. Part II gathered information on the household and housing: number of 
children, income, social assistance, level of satisfaction with the housing, etc. Part III collected 
information on the household's energy consumption and the inhabitants’ vision of the environment: 
type of energy used, consumption habits, vision of the environment and global warming. Part IV 
concerned renovation work: the degree of involvement in the decision to carry out the work, how much 
knowledge they had on the type of work carried out, to what extent they supported this work, how they 
intended to use the money saved thanks to the reduction in energy bills, etc. Part V was devoted to the 
individual's vision of themselves and their environment, their values, and to what extent they feel they 
belong in the district2. 

The initial idea was to distribute the questionnaire to the inhabitants of the renovated dwellings three 
times: before renovation, just after the work had been completed, and 6 months after that. In the end, it 
was decided that this questionnaire would only be distributed twice in Grenoble: before and after the 
work. Indeed, delays to the progress of the renovation work, particularly for the two largest operations – 
the Tours Mistral and Clément Bayard – made it difficult to organise a third round of questionnaires, 
considering that the social monitoring programme had to be completed before the summer of 2019 in 
order to be able to process the results and write them up in this report. The other reason was that it was 
difficult to obtain answers during the pre-renovation phase: ALEC explained how difficult it was to get 
residents interested in the issues surrounding the works, and the effort that was required to obtain 
answers to the questionnaire. During this first phase, it proved necessary to be present to help 
inhabitants complete the questionnaire. We therefore decided to concentrate our efforts on the post-
renovation phase and get as many answers as possible at that point, rather than spread our resources by 
carrying out a third round, where there would be too high a risk of many people refusing to answer the 
same lengthy questionnaire again. 

                                                           
2
 See Appendix 1: Questionnaire after renovation 
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In addition to this questionnaire on City-zen renovations, the University of Delft has also developed an 
online questionnaire in order to establish a "reference base" for Grenoble and thus study the impact of 
City-zen renovations on the area as a whole3. This questionnaire was addressed to all residents of the 
Grenoble area: those who own houses or apartments and may or may not have received City-zen 
subsidies as part of the "MurMur2" renovation support scheme deployed by the Grenoble-Alpes 
Metropole, as well as private or social tenants. This questionnaire was also modified and adapted to be 
used in France. In particular, the section on the renovation work had to be revised and made more in-
depth for this version. The objective in this section was to establish people's reasons for becoming 
involved in a renovation programme, what influenced them, whether they had recourse to external 
assistance, their means of financing, the problems they encountered, any advice they may have, the 
savings they expect to make, their degree of satisfaction with the work done, and whether or not they 
want to have any further work done. There were also many exchanges with the University of Deft 
regarding this part, because, unlike the questionnaires handed out before and after renovation, the 
changes had to be recorded on the digital platform, which automatically recorded all the answers. This 
caused a lot of delay and this questionnaire had to be distributed late, in early October 2019, via our 
networks and on the Internet (City of Grenoble internal and external websites, the Mission Ville de 
Demain Facebook and Twitter pages, Echosciences, and on all local partners’ websites and social 
network accounts: METRO, CCIAG, GEG-GreenAlp, CEA, ALEC, Innovia, Hespul, City-zen newsletter). It 
will not be possible to analyse the response rate in this deliverable, but we can assume that this online 
questionnaire will mainly be filled in by people with an interest in environmental issues who are already 
involved, or want to be involved, in renovation projects. 

 

 

Quelles sont vos habitudes de consommation 
énergétique ? Avez-vous pris des mesures d’économie 
d’énergie chez vous ? Pourquoi ? Peut-on sauver la 
planète en changeant ses fenêtres ou sa chaudière ? 

Votre témoignage est important pour nous! Saviez-vous 
que la consommation d’énergie des logements est 
responsable d’environ 24% de la consommation d’énergie 
dans l’agglomération grenobloise ? Nous avons besoin de 
savoir ce qui vous motiverait à agir, les facteurs 
déterminants qui vous inciteraient à rénover de façon 
performante et durable votre logement ou, au contraire, 
vos raisons pour ne pas passer à l’acte! 

Pour nous aider à réduire la consommation d’énergie en Europe, vous avez jusqu’au 31 OCTOBRE pour cliquer ICI 
 

Vos réponses resteront confidentielles et seront utilisées uniquement pour cette étude universitaire dans le cadre du 
projet européen City-zen.Merci beaucoup pour votre collaboration ! 

Figure 4: Message distributed on social networks and websites about the online questionnaire 

 

 

                                                           
3
 See Report D 8.4 "Socio-economic impact of City-zen compared to base case" 

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fthebuiltenvironment.eu.qualtrics.com%2Fjfe%2Fform%2FSV_cwjL0RJD0OR2egZ&data=02%7C01%7CLiselotte.Van.Balen%40dnvgl.com%7C98be24f6943649b137ed08d748bb582f%7Cadf10e2bb6e941d6be2fc12bb566019c%7C1%7C0%7C637057841800335228&sdata=nOJAlHEP4SAB0c%2F6cE6lbq9v3B471rGcJXUJ%2BynbLLk%3D&reserved=0
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1.1.2. Very diverse districts spread across Grenoble 

 

Grenoble is divided into 14 districts and 6 sectors. There is a symbolic border between the North of the 
City, where middle-class and wealthy people tend to live, and the South, where there is a high 
concentration of people in a precarious economic situation. This border persists despite the 
implementation of proactive urban policies to promote social diversity in the 1970s. These policies led to 
projects such as "La Villeneuve", an autonomous district which aims to create a mix of all social classes in 
a building that encourages interaction between inhabitants (corridors, galleries, extended halls, cultural 
halls, companies offering jobs), and the implementation of new educational methods, the idea being to 
invite inhabitants to reflect on how to live together. Grenoble was seen as a testing ground for social 
experimentation. However, these experiments started to decline in the 1990s and suffered from a loss of 
social diversity, which led to Grenoble's districts becoming more segregated. 

 

 

 

Figure 5: Map of the districts of Grenoble 
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For the City-zen project, Grenoble’s local elected officials wanted thermal efficiency renovations to 
include not only homeowners wanting to improve their property (owners of houses or co-owners in 
buildings, supported by the “MurMur2” retrofitting campaign, directed by the Grenoble Metropolitan 
authority and financed in part by City-zen), but also social housing operations, including those located in 
disadvantaged neighbourhoods. There are therefore significant differences between the two contexts in 
which social monitoring initiatives are deployed in Grenoble and Amsterdam, the latter involving mainly 
private homeowners and more socially homogeneous neighbourhoods. This may make it more difficult 
to compare the two pilot cities4.  

 

1.1.2.1. Mistral: a highly vulnerable and disadvantaged district  

 

Mistral is a large heterogeneous neighbourhood located in the south-west of the city, with 7,803 
inhabitants. It has many important public facilities (gyms, schools, tramlines) juxtaposed with traditional 
1950s housing and social housing from the 1960s (43%). Mistral is an old “garden city”, built by a social 
housing company. There were major urban development projects in the 60s and large tower blocks were 
built. This district is currently engaged in a process of urban renewal and a lot of refurbishment and 
demolition is under way: the district’s four emblematic towers were destroyed in 2010. This working-
class neighbourhood is mainly inhabited by workers and employees. The population has been declining 
and growing older in recent years, although it is still one of the youngest neighbourhoods in Grenoble 
(27% of inhabitants are under 20 years old and 40% are families). Residents are suffering from an 
absence of architectural unity and a lack of services and shops, as well as public transport. The existing 
amenities are well-used, in particular sports facilities. Moreover, drug trafficking is still prevalent in the 
area, and a lack of safety and antisocial behaviour are significant threats. Indeed, criminality in Grenoble 
is as high as it is in Paris or Marseilles, a fact considered by the police to be "exceptional, given the size of 
the city". The city is particularly affected by a "gang war" (10 deaths between 2007 and 2008, 4 deaths in 
2015) caused by drug trafficking. This social instability manifests itself on a regular basis through 
dramatic displays of urban violence in these southern neighbourhoods, as in July 2010 during the crisis in 
the suburbs. More recently, in early March 2019, there were urban riots in Mistral. The accidental death 
of two young people from the district who were trying to run away from the police on a scooter caused a 
lot of unrest. It is in this district that one of City-zen's biggest renovation operations is taking place: 
Mistral towers, with its 199 dwellings built in 1970 and managed by ACTIS, the city’s largest social 
housing organisation. 

                                                           
4 

See Reports D 6.2 and D 6.13 for more information on refurbishment operations in Grenoble and Amsterdam 
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Figure 6: Mistral Towers before and after renovation 

 

1.1.2.2. Europole: a residential and family district  

 

Europole is located in the western part of Grenoble, near the “Chorier-Berriat” area, and has 6,417 
residents. It is a newly developed neighbourhood with a diverse range of accommodation, public 
infrastructure, and services. It is still however lacking connections with the city centre due to the fact 
that it is separated from the centre by the train station – in spite of the arrival of a Business School and 
main offices for the tertiary sectors. This neighbourhood is mainly made up of small households (85%), 
and the population is young (55% are 20-39 years old). There is 20% social housing in addition to student 
housing, although property prices in the area are high, which restricts social diversity. A sense of 
community is slowly starting to emerge, even though residents are frustrated at the lack of local 
equipment and activities, especially in the evenings. It is in this area that the “Clément Bayard” project is 
situated: a corner building dating from 1988 with 52 dwellings, managed by social housing company 
Grenoble Habitat. 

 

Figure 7: Clément Bayard before and after renovation works 
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1.1.2.3. Chorier-Berriat: a working-class and cosmopolitan district  

 

Chorier-Berriat is slightly south of Europole, in the western part of Grenoble. It has 15,557 residents 
(10% of the city’s total population). It is a former working-class neighbourhood where the process of 
urbanisation began in 1860, and it has managed to hold on to its working-class identity and atmosphere 
whilst attracting upper-class residents, families and students into the neighbourhood. The population 
has been growing since the 1990s, which has resulted in an increase in property prices. The 
neighbourhood is close to the city centre and has numerous public facilities, good public transport links 
and services, and an active community. There are some highly disadvantaged areas in this district, such 
as Nursery Street where the “Nursery” building with its 5 dwellings is located, a project managed by 
social housing company Grenoble Habitat, as is “Clément Bayard”.  

 

            

Figure 8: The “Nursery” building before and after renovation works 

 

1.1.2.4. Teissiere-Malherbe: a disadvantaged but quiet district  

 

 
Teisseire-Malherbe is in the eastern part of Grenoble and has 13,000 residents. There was widespread 
urbanisation at the end of the 1950s into the beginning of the 1960s and a lot of social housing was built, 
particularly 3-room dwellings. Since 1997, this district has become somewhat ghettoised. A project to 
build a new mosque has been approved as the existing one is not large enough. The population has been 
in decline since 1990, and the area has 3 distinct residential blocks, two of which are social housing (56% 
of dwellings). Families make up one third of the population and a quarter are young people, despite the 
rising average age. The population is mainly comprised of low-income workers and employees. This is a 
relatively quiet neighbourhood with satisfactory public transport links, and “Le Grivolay/Résidence 114” 
building is located here – a property that has been completely renovated and where only three 
household remain. 
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Figure 9: “Le Grivolay/Résidence 114” before and after renovation works 

 

1.2. The issue of consent when accessing individuals’ energy data 

 

In addition to adapting the questionnaires to be used in France, another significant difficulty was the 
consent form used to access energy data, as DNV-GL and the University of Delft wanted to examine 
energy data by household and not by building. France already had stringent legislation on individual 
data, with the CNIL (Commission Nationale Informatique et Liberté). This was reinforced when the 
project was already under way, as new European legislation – General Data Protection Regulation 
(GDPR) – came into force on the 25th of May 2018; legislation designed to give citizens back control of 
their personal data. Energy suppliers have asked the City of Grenoble to be more vigilant in order to 
secure the confidentiality and anonymity of residents' data, as well as ensuring that it will not be used 
for commercial purposes. We therefore revised the consent form5 based on the work already done by 
GEG when developing the “VivaCité/Métro Energies” Platform, a computer interface which will enable 
inhabitants of the Grenoble urban area to manage their energy consumption in the future. GEG was at 
that time working with the CNIL innovation laboratory (Linc) and Infolab in Grenoble6. We ended up with 
two documents to distribute: the questionnaire itself and the energy data access consent form. The 
complexity of the data confidentiality issue seems to have been underestimated by researchers, when it 
could have compromised the collection of the desired data. 

A process for collecting, anonymising, storing, and destroying the data collected also had to be 
established, especially since the data from questionnaire responses was to be cross-referenced with the 
energy consumption data. This process involved the City of Grenoble collecting the answers to the 
questionnaire, ALEC anonymising them by assigning a number to each household (e.g.: Mr Durand = n°1), 
and then providing GEG with a list of the people who had given their consent to access energy data. GEG 
then provided the City of Grenoble with anonymised energy consumption data per household. The City 
then forwarded this data to DNV-GL for consumption analysis and to the University of Delft for cross-
referencing with the questionnaire responses. The City has committed to destroying all data which has 
not been anonymised within one year. The aforementioned data collection procedure is set out below: 

 

                                                           
5
 See Appendix 2: the Energy data access consent form 

6
 See Appendix 3: the "Viva-Cité/Métro Energies” consent form 
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Figure 10: Data collection process 

 

 

1.3. The importance of working with local stakeholders  

 

When carrying out social monitoring on the ground, it is essential to build partnerships with local 
stakeholders: they can be very effective intermediaries and can encourage the district’s inhabitants to 
get involved; they can also ensure that the research work corresponds as much as possible to existing 
local contexts and dynamics. 

From the beginning of the project, we worked closely with ALEC, an association that has a great deal of 
experience in raising public awareness of energy-based renovation. ALEC was the main organisation 
involved in the social monitoring programme before the renovation work. Cooperation between ALEC 
and the City of Grenoble was then stepped up for the post-renovation phase in order to provide 
additional support on the ground: from December 2018 to June 2019, one coordination meeting 
between ALEC and the City of Grenoble was held per month. 
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Figure 11: Coordination meeting between ALEC and the City of Grenoble 

 

This cooperation work has also been strengthened via links with other organisations in the area that 
work directly with inhabitants: the "Maisons des habitants" (MDHs – City of Grenoble residents’ 
associations located in each district in close proximity to inhabitants which provide wide-ranging support 
for people in the area), as well as local agencies for social housing landlords involved in the City-zen 
project (ACTIS, Grenoble Habitat, Pluralis). Our connection with the MDHs as well as with social landlords 
was through "local development agents" who act as intermediaries between their manager and the 
residents. This cooperation started badly because the individuals involved did not have much free time 
and did not know about the project, neither were they particularly responsive to our requests. The 
situation has improved significantly in the post-renovation phase, as certain individuals have left and 
there is now more cooperation in terms of getting local stakeholders involved in the project. Meetings 
were set up with local development agents and their managers from the MDHs and withsocial landlords: 
information was given about the City-zen project, the social monitoring component was explained, and 
we had the opportunity to listen and adapt to one another's constraints. This has allowed us to set up a 
real partnership with regular exchanges in order to get residents involved and to disseminate 
information, which has made it much easier to implement the social monitoring programme on the 
ground, in particular when organising the Focus groups7.  This has strengthened the links between the 
City and the social landlords, something which the latter has greatly appreciated. 

 

1.3. The decision to go “door-to-door”  

 

The length of the questionnaire and the complexity of the consent form meant that the distribution 
method had to be revised. If we had simply left the documents in mailboxes or building lobbies, we 
would have received very few answers. We therefore decided to go door-to-door in the 280 housing 
units in the four neighbourhoods involved in the City-zen renovations. Going door-to-door in this way 

                                                           
7
 See Chapter 2 - Part 2.4 on the Focus Group 
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required significant organisation and communication prior to the work on the ground, as illustrated in 
the following diagram: 

 

Figure 12: The deploying process of the City-zen post-renovation survey 

 

Extra personnel were provided in order to help inhabitants fill in the questionnaire, and thus obtain a 
sufficient number of responses for the subsequent analysis to be relevant. A team of 4 individual 
contractors was therefore recruited, in addition to ALEC and City of Grenoble staff, to go door-to-door 
from April to June 2019, i.e. 7 people working on the ground for 3 months, including 4 who had a more 
active role. When recruiting temporary staff, we targeted people from the districts concerned who were 
confident interacting with the inhabitants and, if possible, who could speak Arabic. This proved very 
useful when explaining the more complex survey questions and making appointments, especially in 
Mistral. A training session was organised upstream to provide information on the City-zen project, to 
explain the objectives of the social monitoring programme and the target audience, to provide the key 
points for understanding the questionnaire, and to clarify some issues. A guide was written on facilitating 
communication with inhabitants8. Each survey taker was equipped with a City-zen case containing 
questionnaires, consent forms, calling cards, and an identification badge. 

                                                           
8 See Appendix 4: the  "Door-to-door guide"  
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There was also increased communication: a letter signed by the landlord was sent to each inhabitant to 
inform them of our visit with the questionnaires, flyers were put in all the mailboxes, and posters put up 
in the hallways of the buildings. This prior communication had a significant positive effect on how we 
were received by residents, who were not surprised by our visit. An introductory statement reminding 
them of our mission was enough to make them remember why we were there. Our badges also clearly 
identified us as agents of the City of Grenoble and ALEC. This meant that any mistrust was avoided, as we 
were associated with an institution which is still respected by residents, and we were distanced from the 
landlords who were the target of grievances arising from all the day-to-day inconveniences. After 
listening to people’s various issues, a dialogue was established and we were generally welcomed by 
residents, the large majority of whom invited us into their apartments. We worked in pairs: one 
conducted the interview, whilst the other entered the answers on a mobile phone via a Google Form 
which the questionnaire had been copied into. We therefore had a visual overview of all the responses, 
which was not possible for the pre-renovation phase. It was easy for tenants to answer the initial 
questions, but there were signs of impatience after 30 minutes. It would appear that the time it takes to 
complete a questionnaire should be limited to 15-20 minutes. Beyond that, respondents are likely to 
abandon the questionnaire if no one is there to encourage them to complete it. It should be noted that 
questions relating to values, self-perception, perception of the neighbourhood, and neighbours’ 
behaviour have often raised questions or even aroused mistrust: two people refused to continue with 
the questionnaire. Indeed, residents, especially those in disadvantaged areas, are not used to being 
asked to step back and analyse themselves. The consent form for access to energy data was discussed at 
the end, once the objectives of the questionnaire were understood. The vast majority of respondents 
agreed to having their data accessed, which was rather unexpected. Being present and being able to 
explain the purpose of the research undoubtedly greatly facilitated these approvals. At the end of the 
interview, we considered it important to offer goodies – key rings with a City-zen logo in the shape of a 
bulb that can be illuminated – to thank people for completing the questionnaire, as it took a significant 
amount of time and was unpaid. 

When going door-to-door, we went through each building at three different times in order to reach as 
many people as possible: once to complete as many questionnaires as we could with the people present 
and to leave calling cards for those who were not in; a second time to attend appointments arranged by 
telephone and to go back to the properties where we had left calling cards; and a  third and final time to 
visit all the remaining properties. In Mistral, door-to-door intervention took place shortly after the riots 
in the district in March 2019. It had to be postponed to avoid complications and we limited our 
interventions to regular 9am-6pm schedules, avoiding evenings. The tenants were often at home when 
we visited because many were retirees or housewives. In Clément Bayard, going door-to-door was more 
complicated because more people work and are therefore absent during the day, and people did not 
follow up on calling cards or reminders. Many were not there for appointments made by phone, unlike in 
Mistral. In the Grivolay building, only 3 households were present before, during, and after the work, and 
only one person replied before the work; we tried to interview this individual after the work. In the 
Nursery building, going door-to-door did not work. We tried to make appointments by phone and on 
site: no one answered or opened their door. This project, located in an unstable area of the Saint-Bruno 
district, brought together very disadvantaged people who did not have much contact with institutions. It 
was not possible to pursue the door-to-door approach here due to lack of time, and the impact was 
considered negligible given the small number of households (5) involved in this project. In this particular 
case, it appears that going door-to-door does not work, and that other solutions would be needed in 
order to gather these people’s opinions. 
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1.5. Cost of investments for City-zen renovations, savings from renovated 

buildings, and economic impact for inhabitants 

 

A first analysis can be shared according to financial aspects of the retrofitted buildings in Grenoble. Data 
related to each project were produced by the social housing companies involved or their subcontractors. 
A more consistent approach is available in the City-zen report ‘D6.2 Retrofitting of Grenoble social 
housing’. Moreover, the report on technical monitoring produced by ALEC ‘D7.6 Monitoring and 
evaluation of the Grenoble buildings’, that will be completed in 2020, will offer a clearer vision of real 
energy savings. 

Cost of investments 

Firstly, about financials data, a special attention must be paid to interpretations and comparisons. An in-
depth and specific analysis is required to draw conclusions about the cost-effectiveness or the duration 
of the return on investment of the retrofitted projects achieved in Grenoble. This is out of the scope of 
this report but these interesting questions will be addressed in light of the technical monitoring. This 
extra time for monitoring will allow taking into account the real energy consumption data. Moreover, 
financial conclusions are important inputs for social housing companies and local politicians in the first 
instance, experts of the energy sector and decision makers in general. Following data are relevant 
information for such kind of analysis. 

Regarding the cost of retrofitting works (which is part of the project’s global cost price that also includes 
fees, insurances, etc.), two trends can be observed: 

• A similar works cost of ≈ 380 €/m² (VAT excl.) for Mistral towers and Clément Bayard 

• A similar works cost of ≈ 900-950 €/m² (VAT excl.) for Nursery St. and Résidence 114 

Two factors can explain the difference between the 2 groups: firstly, Nursery building is very small (5 
dwellings) so it is logical to have a retrofitting cost per m² higher, secondly, Résidence 114 was the only 
project to fully refurbish the dwellings (with only 3 households to move during works out of 24 
dwellings). Again, explanations must be confirmed with an in-depth analysis. Also, it is important to note 
that this works cost is not the ‘exclusive energy-related costs’ because it could cover costs of indoor 
refurbishment (flooring, painting) and new equipment (kitchen, bathroom, letter boxes …). 

Retrofitting and expected energy savings 

For every project, the energy retrofitting has required works on insulation, heating and ventilation 
systems, new joineries and efficient windows. Technical approaches and methods applied illustrate the 
complexity of thermal renovation. Although the replicability is sought by real estate owners because of 
financial interest, a case-by-case approach is required to meet energy performance as better living 
conditions for inhabitants, in a constraining legal context. 

Regarding energy consumption, expected energy savings are substantial:  

 2 retrofitted buildings should consume less than 150 kWh/m²/yr (letter C of the European energy 
label): Résidence 114 with 104 kWh/m²/yr and Nursery St. with 112 kWh/m²/yr 

 Clément Bayard is particularly efficient to reach the top step of the label with 49€ kWh/m²/yr 
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 In order of energy savings compared to their situation before retrofitting:  
o Nursery St. should divide by 5 its energy consumption (4 steps climbed in the label); 
o Clément Bayard by 4,6 (3 steps climbed); 
o Résidence 114 by 3 (2 steps climbed); 
o Mistral towers by 1,7 (2 steps climbed). 

 

Regarding renewable energy contribution, Grenoble’s projects are not as much remarkable. Mistral 
towers and Clément Bayard buildings are connected on the urban district heating network that provides 
heat from 72% of RES and recovery energy (mainly waste incineration and local wood). Only Pluralis with 
Résidence 114 deployed an effort with the pv plant installation. By contrast, the Nursery St. building 
does not have the chance neither to be connected to the DHN nor to present an interesting roof for solar 
production. 

All buildings have fully refurbished common areas, and sometimes dwellings were also improved. For 
financial reasons, but also complexity reason (works in occupied site), the improvement of the dwellings 
is still hard to integrate to a full energy retrofitting project. However, this is a strong element to 
demonstrate that energy transition contribute to a better quality of life. 

Economic impact on tenants 

The social housing company ACTIS is the only one within City-zen that had decided to apply a mechanism 
of financial participation towards tenants, called “contribution to charges savings sharing”. This financial 
contribution can be asked since the end of retrofitting works, and under specific conditions: 

 Tenant is a direct retrofitting beneficiary; 

 Works implementation is justified to tenant; 

 A set of works has been executed in the dwelling, or the dwelling reaches a minimal energy 
performance after renovation. 

Tenant payment is conducted under rent receipt, clearly identified and also known as “third line of rent 
receipt”. This is a flat rate that cannot be revised nor exceeds 15 years. Private and social lessors can 
make use of this legal mechanism9. 

ACTIS plans to implement this financial contribution in 2020 after a negotiation phase with the tenants’ 
association. The objective is also to implement a concrete pedagogy with regard to energy performance 
targets, and to achieve the expected energy savings. A close energy performance monitoring is also 
required for that purpose. 

Grenoble Habitat housing company has decided not to increase rents for both of renovation projects 
Clément Bayard and 6 Nursery Street. The financial gain on energy bills’ tenants has not been estimated 
by Grenoble Habitat. However, the monitoring campaign after renovation, entrusted to Grenoble’s Local 
and Climate Energy Agency (ALEC), will provide this information to the housing company afterwards. 

Pluralis housing company has decided not to apply the “contribution to charges savings sharing” either. 
Furthermore, only three households lived in the building before its retrofit, so it would have required 

                                                           
9
 Legal references: Law of 06/07/1989 to improve rental relations (article 23-1), Law of 25/03/2009 of mobilisation for housing 

and fight against exclusion (article 119), decrees and orders of 23/11/2009. 
Source: National Agency for Housing Information (ANIL)  
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applying a specific regime for them (only 3 out of 24 dwellings). At the end, the financial gain on their 
energy bills will be established anyway, related to the monitoring that is on-going. 

Furthermore, two specific measures have been deployed to improve energy and water savings for 
Pluralis’ tenants, based on nudge principle (“influencing individuals and groups to take action without 
force”): 

 a smart management device is connected on individual meter: this is a “life habits learning tool 
to anticipate energy needs”. This product (Eco Touch by OGGA) is developed and commercialized 
by a French start-up based in Lyon. 

 a smart shower tap installed in order to encourage water savings.  

Pluralis experiments both nudges for the first time. The goal is to achieve the expected savings related to 
the retrofit at building scale, but also to give the opportunity for tenants to obtain a financial benefit of a 
new eco-friendly way of living. 
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CHAPTER  2  _  TH E  N E E D  F O R  A D D I T I O N A L  R E S E A R C H  T O  

O B T A I N  A  M O R E  Q U A L I T A T I VE  A N A L Y S I S  

2.1. Implementing a social monitoring programme in Grenoble: from the 

spiral method to a sociological survey 

 

2.1.1. The SPIRAL method: a consultation process that makes citizens "co-

responsible" 

 

The SPIRAL method was created by the Council of Europe in 2008 to address issues surrounding social 
and regional inequalities, with basic needs now being met in Western societies. It is based on the idea 
that social cohesion comes from society's ability to ensure the well-being of all through the co-
responsibility of all its stakeholders: SPIRAL stands for Societal Progress Indicators for the Responsibility 
of All. It is a participatory approach focused on well-being that encourages citizens to express their 
points of view, with the objective of building a society together where everyone takes their share of 
responsibility for collective change. We therefore start from individual feelings and progress to collective 
interest and well-being: we move from "I" to "us". In addition, this method can be applied to all areas 
and all types of projects. Anyone can access training in this method via the "Together" website, available 
in several languages. Mulhouse was the first city in France to experiment with the SPIRAL method in 
2009. 

© Emdé, juin 2015  

Figure 13: Cover drawing of the final report on the SPIRAL Method experiment in Mistral 
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The objectives: 

 Develop non-monetary and non-economic indicators in order to improve social indicators, which 
are often only negative (crime rates, poverty rates, school dropout rates, etc.) 

 Reinforce citizens’ involvement in the implementation of projects 

 Enable better collective organisation of public action: the SPIRAL method can enhance a pre-
existing approach by evaluating its impact and deciding whether or not to renew it; it can also 
enable a collective to be formed to start a project 

 Build an overall picture of what constitutes well-being in a particular area 

 Allow analysis and comparison between groups from different areas, as the approach and tools 
used are the same for all projects in all areas 

 Encourage participants to go beyond simply formulating demands to making proposals for 
improvement or becoming involved 

 Use general objectives while focusing on more local issues and objectives. 

 

The steps: 

 

1.  Establish a coordination group (professionals and citizens) as a point of contact 
2. Assemble a homogeneous group of 6 to 12 people who are representative of the population and 

its diversity, have a common goal, and are comfortable communicating with each other 
3.  Organise an initial workshop (1h30 of discussion) on the theme "What is well-being for you?" and 

"How do you define discomfort?". Everyone is invited to respond on post-it notes which are then 
shared and discussed. 

4. Enter and analyse the results using the ESPOIR software (created by the Council of Europe for this 
method), classifying them according to 9 sets of pre-defined criteria which characterise the various 
elements of well-being (livelihood, living environment, personal relationships, societal balance, 
etc.), which are themselves divided into 68 components 
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Figure 14: Graph produced by the SPIRAL software following the analysis of the responses 

 

5.  Organise a second workshop based on the priorities established during the first workshop by 
asking the following questions: "What are you willing to do as a citizen to ensure collective well-
being?" and "What would you be willing to do today, as a citizen, to ensure access to this well-
being as we have defined it today for future generations?”. All groups list their commitments, their 
expectations, and the initiatives they are prepared to undertake.6. Bring all participants together 
in a "Rainbow" plenary to share and cross-reference the results from each group. 

 

Adaptations: 

In this method, it is important to take an approach based on meeting people on their own terms (the 
“aller vers” approach in French), and it must therefore be adapted for the people who are using it. A 
version for children has been created with the “Motus” game, which uses cards with various images. 
People are invited to choose cards that represent well-being or discomfort for them and to explain their 
choice, which makes these two concepts more real and allows people to share, ensuring everyone has a 
voice. Another method is to show people an aerial photo of the neighbourhood, the idea being to point 
out places which evoke discomfort or well-being and thus to bring the focus of the reflection more onto 
a neighbourhood or area, and make the workshop more fun and interactive. However it is adapted, the 
objective must be properly explained and fully understood by the coordinators, trainers, and residents 
being interviewed. It is important that the facilitators of the process are well trained. This is why the 
"Together" website has been set up and translated into several languages, to make this training easily 
accessible. 
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2.1.2.  Experimentation in Grenoble: rejuvenating the "aller vers" philosophy 

 
 

Since 2010, the Grenoble Metropolitan authority, in partnership with the University of Grenoble Alpes 
and the City of Grenoble, has been engaged in a process of reflection on how to define the indicators 
used to measure quality of life in the area. In March 2014, with the arrival of a new local team that 
wanted to strengthen public action via participation and the idea of “co-construction”, the decision was 
taken to experiment with the SPIRAL method in the Mistral district as part of the evaluation of the first 
National Urban Renewal Programme (PNRU1). The objectives for Grenoble were divided into two parts: 

 Social and regional development: having citizens participate in assessing their own well-being, 
involving them in an approach based on ‘co-responsibility’ to develop projects that promote the 
well-being of all. 

 Observation: using the qualitative information collected to improve the conclusions reached and 
make regional analysis more precise and nuanced. 

For this experiment, we therefore decided, during the second workshop, to replace the question "What 
would you be willing to do today, as a citizen, to ensure that future generations have access to this well-
being as we have defined it today?” with "What do you expect from public authorities to improve your 
well-being and the well-being of all?”. For Marina Girod de l'Ain, a new member of the City's evaluation 
and foresight committee, this approach has made it possible "to involve residents in a completely 
different way, with the question of citizen involvement on the one hand, and expectations towards 
public authorities on the other. It enables us to work very closely with inhabitants, allows them to get 
involved, and provides priorities for public action. 

To set up this experiment, many City of Grenoble employees were trained via the "Together France" site, 
particularly in the "Maisons des Habitants", the City’s local agencies in the various districts. Thus, from 
September 2014 to June 2015, workshops were held with 10 groups, made up of 110 participants aged 6 
to 85 years old. Diversity of points of view was the priority when putting the groups together, rather 
than aiming for the largest possible number of participants. There were groups of teenagers playing 
football, mothers from the local school, members of Senior Citizens' Clubs, primary school students, 
members of local associations, etc. The coordination team made sure that they gave a clear explanation 
of objectives that may seem abstract (social wealth indicators, definitions of the notion of well-being, 
well-being indicators, etc.). They also made sure that the workshops were user-friendly in order to put 
people at ease, and succeeded in getting people involved by demonstrating the benefit to people or 
structures wishing to set up a project in the area. The two adaptations of the method (the Motus game 
for children and the aerial photo of the neighbourhood) were used. 
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Figure 15:  Participatory workshop with a group in Mistral led by a local City employee 

 

Action sheets were produced from these workshops10. The conclusions revealed the points which evoked 
discomfort in the neighbourhood: the poor quality of housing, deterioration in relations with the main 
landlord, a feeling of having been abandoned by the public authorities. Residents requested 
improvements in cleanliness, noise control, building maintenance, safety, and health, and the 
continuation of the urban project. Other ideas emerged from these workshops, such as bulb planting. 
The SPIRAL method was thus perceived as a tool for bringing people together, a way to enable people to 
live well together, as one participant, Karim, said: "In a cosmopolitan society, our differences must be a 
force for living better together". It also enabled the needs of the Mistral district to be determined. At the 
end of the process, the City was keen to offer this tool to other districts in Deprived Urban Areas (Zones 
Urbaines Sensibles: Teisseire-Malherbes, Abbaye-Jouhaux, Capuche-Bajatière). 

                                                           
10

 See Figure 16 
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Figure 16: Action sheet produced following workshops in the Mistral area 

 

2.1.3. The decision to conduct a behavioural survey 

 

At the time when the City-zen project was being designed, the experiment with the SPIRAL method in 
Mistral aroused the enthusiasm of elected officials and energised the area by providing a link between 
inhabitants and institutions. City officials were convinced of the approach and received training. It was 
an interesting way to get people with diverse profiles to come together around a relevant and inclusive 
notion of well-being: housing. It therefore seemed appropriate for the City-zen project and the 
comparative analysis between the two pilot cities, Grenoble and Amsterdam. However, this method is 
based on the principle of not leading discussions and leaving people free to discuss the topics that are 
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important to them, which may have been a problem as there was a specific subject: the renovation 
work. In addition, this method, with the question on the involvement of public services, appeared to 
generate high expectations among participants regarding the action that was going to be taken. 
However, given the fact that the City’s budget had been reduced, it was not possible to follow up on all 
the issues raised by residents in Mistral, which created disappointment. In addition, the landlords, who 
were partners in the City-zen project, were not very keen on using this tool, as it undermined relations 
with their tenants. It therefore seemed like it may have been problematic to return to this 
neighbourhood with the same method and a new theme. At the same time, the Technical University of 
Delft had proposed a methodology for social monitoring in Amsterdam based on questionnaires. We 
thought that it would be interesting to use the same method as the one used in Amsterdam to set up a 
social monitoring programme in Grenoble, and thus to be able to compare this approach in different 
contexts. The experiment using the SPIRAL method in Mistral has created a certain dynamism in 
Grenoble's public institutions which continues to be reflected in other indicators, such as the Human 
Development and Sustainability Indices. 

 

2.2. General analysis of the surveys 

 

2.2.1. Some key figures on the deployment of the questionnaire 

 

Project No. of 
dwelling
s 

Dates of 
distribution of the 
questionnaire 

No. of 
dwellings 
occupied by a 
household 

No. of 
question-
naires 
completed 
alone 

No. of 
question-
naires 
completed 
with an 
intervie-
wer 

No. of 
question-
naires 
recovered 

 
 

No. of 
consents 
given to 
access 
consump-tion 
data 

BEFORE RENOVATION 

Name No. Date No. % No. No. % No. % No. % 

Mistral - Tower 72 65 11,12,13 July 2017 

  

6 10 63 16 

 

6 

 

Mistral - Tower 76 68 
22,23,24 June 

2017 
  

2 20 91 22 

 

12 

 

Mistral - Tower 74 66 13 July 2017 

  

0 3 100 3 

 

2 

 

Mistral Towers 199 June and July 2017 182 91 8 33 80 41 23 20 49 

Clément Bayard 52 28,29 march 2017 50 96 11 7 39 18 36 14 78 
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Project No. of 
dwelling
s 

Dates of 
distribution of the 
questionnaire 

No. of 
dwellings 
occupied by a 
household 

No. of 
question-
naires 
completed 
alone 

No. of 
question-
naires 
completed 
with an 
intervie-
wer 

No. of 
question-
naires 
recovered 

 
 

No. of 
consents 
given to 
access 
consump-tion 
data 

BEFORE RENOVATION 

Name No. Date No. % No. No. % No. % No. % 

Nursery Street 5 

 

4 80 0 0 0 0 0 0 0 

Le Grivolay/ 
Résidence 114 

24 29 June 2017 3 13 0 1 100 1 33 1 100 

TOTAL 280 Spring 2017 239 85 19 41 68 60 25 35 58 

AFTER RENOVATION 

Name No. % No. % No. No. % No. % No. % 

Mistral -  Tower 72 65 

   

2 27 

 

29 

 

23 

 

Mistral - Tower 76 68 

   

4 30 

 

34 

 

23 

 

Mistral - Tower 74 66 

   

1 10 

 

11 

 

5 

 

Mistral Towers 199 
8 April  -  

15 May 2019 
176 88 7 67 91 74 42 51 69 

Clément Bayard 52 
25 April  - 

15 May 2019 
50 96 4 21 84 25 50 18 72 

Nursery Street 5 2-15 May 2019 3 60 0 1 100 1 33 1 100 

Le Grivolay/  
Résidence 114 

24 2-15 May 2019 3 13 0 0 0 0 0 0 0 

TOTAL 280 Spring 2019 232 83 11 89 89 100 43 70 70 

Figure 17 : Statistics on the deployment of the questionnaires – comparison between before and after renovation 
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This table summarises the results obtained following the deployment of the questionnaires before 
renovation work began in spring 2017, and after the work was finished in spring 2019. These results are 
presented by project and indicate the number of dwellings renovated. They show the period when 
questionnaires were distributed and the number of dwellings occupied at that time, to ensure that the 
statistics are as accurate as possible. The number of completed questionnaires is then specified, those 
completed alone being distinguished from those completed with the help of an interviewer, which 
highlights the impact of door-to-door delivery on the response rate. The number of semi-directive 
interviews is also indicated, although there was such a small number of this type of interview that it was 
not considered relevant to include them. Finally, the number of households where consent was given to 
access energy data is detailed. Whenever it was deemed relevant, a column was added to show the 
percentages, which makes the results easier to read. It should be noted that the percentages for the 
number of questionnaires completed with an interviewer, as well as those for consent given to access 
data, are calculated in relation to the total number of questionnaires completed. At Grivolay/Residence 
114 and Nursery, very few questionnaires were returned. 

 

 

Figure 18: Number of dwellings renovated per operation 
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Figure 19: Number of completed questionnaires per operation 

 

 

2.2.1.1. Figures highlighting the added value of the “door to door” approach 

 

The questionnaire was deployed in 2 phases: before renovation work in spring 2017, and after 
renovation work in spring 2019. These different phases are therefore two years apart. In spring 2019, the 
renovation work had not been fully completed (Mistral towers number 72 and 74, and Clément Bayard). 
The majority of the energy-based renovation was complete, but there was still some work to be done in 
the common areas (painting in halls and corridors, elevators). The final inspection of the work and any 
necessary adjustments had not yet been carried out. For the Grivolay/Résidence 114, the renovation 
work was finished, but the solar panels on the roof, which were provided as part of the City-zen 
program, had not yet been installed. All of this may have had an impact on some of the answers given in 
the questionnaires distributed just after renovation.  
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Most people responded after canvassing (active recruiting), most of them with an interviewer helping 
them to fill out the survey. Employing a team of 7 survey takers from the City of Grenoble and ALEC to 
distribute the post-renovation questionnaire meant that 89% of people had an interviewer to help them 
fill in the questionnaire. There were only 2 survey takers before refurbishment, meaning that only 68% of 
people had help filling in the questionnaire, which is 21% lower: more people had to fill in the 
questionnaires alone. For the second phase of the deployment, a specific effort was made to have more 
survey takers from the beginning in order to be able to go door-to-door as much as possible, especially 
for Mistral Towers, the biggest project (accounting for over half the overall number of dwellings). Filling 
in the questionnaire with residents takes between 30 minutes and an hour and a half. This is what allows 
the survey to be labelled ‘door to door’. “Deploying the survey in the main hall to be picked up by 
residents would have resulted in zero answers”. For the second phase of the deployment, the idea of 
semi-directed interviews was abandoned (only two were conducted before renovation works, in Mistral 
tower n°72 and in the Grivolay/Résidence 114), because it was not feasible: interviewees’ lack of 
understanding made it difficult to ask the questions contained in the survey. It was more of an exchange, 
but it was too far removed from the subject of the survey to produce usable data.  

 

 

Figure 20: The team of survey takers 

 

It was also thanks to canvassing that people agreed to share their energy data, as it meant that survey 
takers could explain the reasons behind the request for consent. This would have been very difficult to 
obtain without the presence of an interviewer. French people are rather suspicious about sharing their 
personal data (for example the controversy surrounding the Linky smart meters that allow electricity 
consumption to be monitored remotely, which has raised questions about the protection of personal 
data and people’s health). It should also be noted that the consent form was fully revised for the second 
phase to make it easier to understand and to provide more protection: 58% gave their consent before 
renovation while 70% of respondents gave their consent after renovation.  
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The response rate was higher after refurbishment due to a bigger staff of survey takers available to go 
door-to-door. This increase is also thanks to a significant amount of upstream coordination work 
between the City of Grenoble and ALEC, and to a stronger partnership with social housing companies. 60 
of the questionnaires distributed before renovation were collected (25%), compared to 100 of the 
questionnaires distributed after renovation, which is a 43% response rate. 

 

Figure 21: Figures highlighting the added value of the “door to door”  

 

 

2.2.1.2. An analysis of the surveys from the 2 biggest City-zen renovation projects  

 

There was only one respondent to the survey at the Nursery building and one at Le Grivolay/Résidence 
114, which makes them statistically irrelevant, but it is still interesting in terms of a qualitative opinion. 
At the Nursery building, it was very hard to find people who were available to take the survey; even the 
owner of the building has trouble getting in touch with their tenants. In Le Grivolay/Résidence 114, only 
one semi-directed interview was conducted – there were only 3 households present before, during, and 
after the renovation. They seemed to be happy with the apartment and had outspoken opinions on 
ecological and energy-related issues. They felt that they were well informed about the upcoming retrofit 
and agreed to share their energy data afterwards. One of the most interesting comments made at the 
end of the questionnaire implied that it was only after the retrofit that the individual in question realised 
how uncomfortable her apartment had been before. Due to a lack of respondents at these two sites, the 
questionnaire analysis mainly concerns the projects at Mistral Towers and Clément Bayard, the 2 largest 
renovations accounting for the biggest number of dwellings: 251 out of a total of 280. 

The City-zen renovation projects concern buildings with 100% social tenants. Some dwellings in Mistral 
Towers and Clément Bayard were rented by companies, although this was exceptional. Others were 
vacant after renovation. This makes it difficult to determine the number of dwellings that should be 
analysed and the response rates (for example in Mistral, 23 dwellings were not occupied by households 
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after refurbishment), so we will only take into account the number of dwellings occupied by households 
when compiling our statistics, an average of 83% to 85% of the total number of dwellings.  

It should be noted that only 26 people responded to both the pre- and post-renovation questionnaires. It 
will therefore not be possible to carry out a strict comparative analysis, but we can use the answers 
given to provide an overview of the situation before and after renovation. 

 

2.2.2. Overall trends  

 

2.2.2.1. Mainly low-income tenants with low levels of education, with a positive self-

image  

 

Most people are poorly educated and have an income not exceeding €2,000 per month for the 
household. A substantial proportion of inhabitants receive some form of financial aid, excluding 
pensions. However, answers regarding income were sometime incoherent, so they may not be entirely 
reliable. Many people were not sure if they needed to include financial aid when stating their income, 
and some inhabitants did not even have a clear idea of the real structure of their incomes. In Mistral in 
particular, a lot of people earn money on the black market, working off the books or even in drug 
trafficking, which will of course not be declared.  

Many inhabitants in Mistral are inactive or retired.  It was easy to take interviews during the day, as 
people tended to be at home.  This was not the case in Clément Bayard, which indicates that many more 
people are professionally active. There is a good balance of male and female respondents. Most people 
consider themselves to be French, but some come from Maghreb countries. There were also people 
from Portugal, Syria, Côte d’Ivoire, Turkey, and Armenia. 
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Figure 22: Key figures on the profile of participants 

 

Self-esteem was generally found to be quite high, and people do not generally feel like they are failing. 
The answers to the questions on the values that are most important to people were too varied to draw 
conclusions. A substantial amount of people found the questionnaire too personal, intrusive, or 
moralising, and some decided to stop participating. The majority of inhabitants did not want to talk 
about their neighbours because they considered it to be too personal and “not their business”. This part 
of the questionnaire seemed strange to them. Finally, a lot of people thought that the questionnaire 
took too long to fill in. 

In Mistral and Clément Bayard, people were generally satisfied with their apartments and the rent they 
pay, but they were not entirely sure about energy costs and the temperature indoors. In Clement 
Bayard, there was a divergence of opinion on energy bills. Many said noise was a problem. There were 
also very diverse perceptions of air quality. Opinions on the green spaces were varied, but many people 
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were still dissatisfied and found that they were not sufficient. In Mistral, there is a lot of dissatisfaction 
around the safety of the neighbourhood. Residents thought that this used to be a good neighbourhood 
in some ways, but that it has gone downhill over time. Some people had been living there for over 40 
years and can therefore testify to the deterioration in the situation. Therefore, if any comments were 
given at all in the free comments section, they were predominantly negative. In Clément Bayard, 
perceptions of the neighbourhood were better: most people found safety in the area to be satisfactory.   

 

2.2.2.2. Some ecological awareness, but little interest in controlling the energy 

environment  

 

An analysis of the questionnaires reveals a fairly high level of awareness of environmental challenges 
among respondents. However, opinions on the severity of these challenges and the solutions were 
rather divergent. Individuals’ environmentally-friendly behaviour was equally diverse. When given the 
phrase “If I do something that saves energy, I am allowed to not think about my energy use for a while. I 
have done my part”, the response was generally to disagree: people do not think it appropriate to waste 
energy savings elsewhere. For most of them, it is easy to take a bag when they go shopping, to use 
energy-saving light bulbs, not to launch a machine half empty, or to travel by public transport or on foot. 
They see buying organic or using a hybrid or electric car as being more difficult, undoubtedly due to 
financial reasons. Other related questions elicited varied responses and a lot of uncertainty, which 
suggests that these questions may be too complicated or irrelevant. People had varying ideas about how 
they would spend the money gained through energy savings, but they did not fall into the trap of 
impulsive spending. It should be noted that in Mistral, some people would pay off their debts, in contrast 
to those in Clément Bayard. For some people, ‘spending on leisure’ was out of question – it was simply 
not an option for them. Some mentioned that they would use this money to visit their families who live 
abroad. Despite their precarious economic circumstances, most people were aware of environmental 
issues.  

 

Figure 23: Some examples of individuals’ environmentally-friendly behaviours  
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However, almost all residents stated that they were not involved in the decision to carry out renovations. 
This is undoubtedly due to the fact that the buildings are owned by social housing companies, and 
therefore it was not the residents’ decision to renovate, unlike co-owners. They could attend meetings 
and be involved in the renovation process, but they had no decision-making powers regarding the 
retrofit.  A substantial amount of people had no idea what the work would involve. However, some of 
these details may have changed later. In Clément Bayard, there was a smaller meeting before the survey 
(October 2016), and one after the door-to-door questionnaire distribution in March 2017 (organised by 
ALEC in September 2017), so inhabitants should by that time have had sufficient information. There was 
also regular contact between construction workers and inhabitants. This was the same in the Mistral 
buildings: before and during the work, meetings organised by ALEC to address these topics would 
typically attract few people: around 3 inhabitants from a total of 180 occupied apartments. After 
retrofitting, there was no real technical briefing for residents about the renovation work that had been 
carried out. There was a stand on ‘ecogestes’ (environmentally-friendly action that individuals can take) 
at the inauguration of the renovated buildings (14/06/2019), but it is very difficult to get residents living 
in these apartment blocks interested in the subject. People tend not to show much interest in the matter 
until things go wrong, as was the case with the heating crisis at Mistral.  

In general, residents did not have a clear picture of their energy consumption. Most of them estimated 
their energy consumption to be average or less than average, but the majority of people did not know if 
they had a smart meter or not. Of those who did have one and knew that they did, many did not check it. 
Only 2 respondents in Clément Bayard said they actually checked their smart meter. In Mistral, there is 
no active online account that residents can use to check their energy data. It has been noted that the 
“Vivacité/Métro Energies” energy data management platform, developed by ATOS and GEG as part of 
the City-zen project, is currently in the testing phase outside of the City-zen building renovation projects. 
People did not seem to be interested in knowing about their consumption data in great detail. 
Furthermore, they do not have easy access to the data on their real consumption. This lack of interest 
could be explained by the fact that some areas have collective heating and people do not pay for what 
they actually consume. Similarly, the majority of people did not know whether their energy supplier 
provides green energy, or if they did the answer was often no. This indicates that people have not made 
any effort to learn about green energy, even with the renovation work being done. It would appear that 
more support is needed to raise residents’ ecological awareness and change their behaviour.  

The analysis of the questionnaires reveals a lack of information and a need to change the way tenants 
are given this information. A substantial number of people felt that they had received insufficient 
information about what the work would entail and what they would have to do after the renovations 
had been completed. Most of them said that they were lacking information on technical matters, 
especially on smart meters. They did not know about the new kinds of systems that were installed during 
the retrofitting, such as the “ventilation VMC hygro B” (a fresh air inlet via the façade, humidity-
controlled extraction: ‘system C+’ in Belgium) – this is important in terms of getting users involved. It 
may be that now the work is finished, there would be more interest in the renovations that have been 
carried out. Conventional information meetings are not enough to inform inhabitants: there are other, 
more relevant ways of reaching out to people.  As such a “pied d’immeuble”11 was organised in Mistral: a 
stand in the entrance hall where people could get direct answers to their specific questions from ALEC 
on various subjects (heating malfunctions, for example). Excellent brochures covering all aspects of 

                                                           
11

 See Appendix 5 : Methodology sheet of « Pied d’immeuble » 
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building installations, energy-related and others, should have been available for residents of Mistral 
Towers12, but it is not clear if and when they were distributed. A more effective way of communicating 
(live info booth, neighbourhood parties) will probably need to be found in any case, as dropping 
brochures in mailboxes is unlikely to result in the desired uptake. 

 

 

2.2.2.3. Varied expectations and a mixed perception of the renovation work  

 

The majority of people expected the following from the retrofit: a decrease in energy costs, improved 
comfort, and better aesthetics. These are fairly balanced expectations. For Clément Bayard, CO2 savings, 
energy savings, and increased comfort were generally considered to be important. Savings on energy 
bills were judged to be very important. Opinions on the increase in real estate value were very diverse. 
People had a relatively clear expectations at this site, whereas at Mistral there was more diversity and 
uncertainty.  

One unexpected result at both Clément Bayard and Mistral was that when people were asked why the 
work had been done, the answers varied substantially. Not everyone understood the nature of the 
renovation work that had actually been carried out. This being said, the work did differ slightly from one 
apartment to the next, especially in Clément Bayard where people had a certain amount of “points” to 
use to renovate certain elements inside their apartments. This was a very positive experience: there was 
a noticeable improvement within residents’ homes. There were, however, some issues with bathtubs not 
being able to be replaced with showers, or urgent kitchen replacements not being possible. Ideally, as 
this was a big renovation project, it was better to allow residents to decide on the renovations to be 
carried out inside their apartments.  

In Clément Bayard and Mistral, residents were generally ‘satisfied’ or ‘very satisfied’ with their 
apartments. However, there were other elements that they thought needed renovating: in particular the 
elevators, the floors, bathrooms, and internal doors. In Mistral, antisocial behaviour and vandalism are 
still causing problems. Many people are unhappy with security in the district. Half of the inhabitants are 
still dissatisfied with noise levels. This is also true for the green spaces. However, it should be noted that 
the green spaces around the towers were still being developed at the time of the survey, and other 
surrounding areas will be revamped over the next 5 years. Perceptions of the area were still relatively 
negative after retrofit. For both operations, there were comments about the quality of the work – 
windows, internal doors, and balconies in particular – but also about the equipment that had been 
installed (in Clement Bayard, there was a problem with hot water pressure). Some people said that the 
work took a long time and that it was difficult to live with whilst it was being carried out, and that 
contractors did not attend the appointments made. In Mistral, for example, there were many problems 
with people’s sunlight being blocked by the renovation work. However, all renovation projects 
experience these kinds of problems – it is the nature of the construction sector. It should also be noted 
that the “réception definitive” – the final delivery of the work – had not yet taken place when the survey 

                                                           
12

 See Appendix 6 : Actis information brochure for Mistral Towers 
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was carried out, and the companies involved are in the process of addressing all the issues that have 
been reported to them. Carrying out another survey a year later should result in a different, more 
positive evaluation – at least this is the general expectation. Nevertheless, these are still isolated issues; 
the general assessment was very positive. Opinions on whether the work was worth the cost of 
renovation were mixed or uncertain. The following comment summarises people’s feelings rather well: “I 
feel fine, I don’t really like my neighbourhood, but I feel fine in my apartment”. 

 

2.3. The renovations from the point of view of the professionals working on 

the project 

 

To complement the social survey carried out with the tenants affected by City-zen’s renovation projects 
in Grenoble, the decision was taken to conduct parallel interviews with the field professionals involved in 
all the projects from March to May 2019 (The  Mistral Towers, Clément Bayard, Le Grivolay/Residence 
114, and the Nursery building). We did not collect much information on the latter project because it is a 
small site with only 5 housing units: it was overshadowed by the nearby Clément Bayard project, a larger 
site with 52 housing units managed by the same landlord, Grenoble Habitat. Eight interviews13 were 
conducted by an employee of the City of Grenoble and/or ALEC, all with a similar format14. These 
interviews lasted on average one hour and have been summarised and reformulated in the appendix15. 
In the record of these interviews, the sentences in quotation marks are interviewee's accounts of their 
experience; these have been included to give us another perspective on the City-zen renovation projects. 

 

2.3.1. Special works: managing the unexpected and dealing with residents 

 

The landlords involved (Actis, Pluralis, and Grenoble Habitat) are more used to running new build 
operations than renovation work ("This is not our core business!"). Renovation operations are more 
complex because there are often unforeseen events to be dealt with that require additional work not in 
the original plans, such as the discovery of asbestos at Grivolay/Residence 114. In Clément Bayard, 
problems with a specialist company at the beginning of the operation had a knock-on effect on the entire 
construction process. This is a reminder of how vigilant we need to be from the outset with regard to 
failing companies, and the importance of reacting quickly to prevent the work from falling too far 
behind. 

The other major difficulty was managing a construction site on a property where people were still living: 
"We had to work with the inhabitants!” This was a complex situation and was managed in different ways 
depending on the number of households that were present. In Grivolay/Residence 114, the 4 remaining 

                                                           
13

 See Appendix 7: list of professionals interviewed  
14

 See Appendix 8: support sheet for interviews with professionals 
15

 See Appendix 9 : Summary of interviews with professionals 
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households were moved from one floor to another. At Clément Bayard (52 units) and Mistral (199 units), 
the number of tenants meant that people had to stay in their apartments. This made managing the work 
more complicated, particularly as it meant that appointments had to be made with tenants across the 
construction site in order to enter their apartments. This required patience and time: some tenants did 
not want to give access to their accommodation, sometimes due to being nervous about letting 
someone into their home or psychological problems (e.g. Diogenes syndrome where sufferers hoard 
rubbish and objects), or because they were not available. 

 

 

Figure 24: Renovation works at the Grivolay/Résidence 114  

 

Due to the number of inhabitants involved, the scale of the work, and the social environment in the 
district, Actis, the landlord in charge of Mistral, decided to delegate management of the relationship with 
tenants to the general contractor in charge of the work being carried out by Eiffage. The company 
therefore appointed a full-time local outreach officer to work on site. This is the first time a landlord has 
employed someone to act as full-time intermediary between themselves and their tenants, and between 
tenants and construction companies: this role is usually taken on by the lessor and the architect. It 
proved to be a wise decision as it allowed all requests from residents to be dealt with effectively, and any 
problems on site to be noted and forwarded to the landlord or company concerned. 

There was an additional element at LeGrivolay/Résidence 114 site: the presence of shopkeepers on the 
ground floor. Shop-owners tend to be unhappy about building work because the scaffolding hides their 
windows and the work requires access to their stores. However, the good relationship and 
communication between the landlord and the companies involved (for example, the masonry company 
organised a barbecue with residents) made it possible for the project to proceed without any problems. 
The fact that the landlord chose local construction companies who already had good relations with 
residents proved essential: it allowed the renovation work to proceed without any major problems, kept 
disputes to a minimum, and led to residents supporting the project. 



City-zen – GA n° 608702   

DELIVERABLE D8.3 | PU Public 

 

p. 46 

 

2.3.2. Mistral: a unique social environment 

 

It was through questioning professionals on the ground that we became aware of the stressful nature of 
working on a construction site like the one at Mistral, and the complications involved. All the people 
interviewed for this project (operations manager, proximity manager, manager of the landlord's local 
agency), despite their experience in the sector, expressed their fatigue and their desire to no longer work 
on large-scale operations in very deprived areas. Three people resigned from the position of proximity 
manager because they faced aggression from tenants whose requests could not be dealt with quickly 
enough. 

These issues at Mistral are in contrast with the great satisfaction expressed by the professionals who 
worked on the Clément Bayard and Le Grivolay/Résidence 114 projects, located in the Europole and 
Teisseire-Malherbe districts where there is a more diverse social environment. The only project which 
bears similarities to Mistral is the Nursery building: it is located in a disadvantaged area where residents 
have serious social problems and with whom it has been difficult to communicate (people refusing to 
open their doors or answer the phone, or who do not speak French). However, this project did not have 
the same impact as the one at Mistral because it is not the same scale: only 5 homes were renovated, 
and it is located in the Berriat district which has a more diverse community. 

The Mistral project has its own particular issues: 

 a major operation, with 199 homes to renovate. 

 several types of renovation work: installing thermal insulation in order to reduce energy 
consumption; renovating communal areas; revamping the areas around the towers and the 
ground floors; upgrading buildings to meet the required standards. 

 a very particular social environment: 

o drug dealers using the hallways: companies’ work timetables and the times when 
workers would be present on site had to be discussed with the dealers (workers had to 
wear red caps so that they could be clearly identified and differentiated from police 
officers or people from outside the neighbourhood). 

o damage to site equipment: barriers being moved to make barricades, site equipment 
destroyed or burned, windows and doors stolen or hidden (it takes 6 to 8 weeks to 
replace broken glass or a stolen door). Some communal areas in the towers are already 
showing signs of damage with marks from cigarette or shisha burns. 

o Antisocial behaviour and workers being attacked on site: household waste, stones, or 
knives being thrown through windows. Workers have exercised their right to withdraw 
several times: this is the right to stop working when the situation threatens their 
personal safety. 

o squatting in housing accessed via platforms and scaffolding. 
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© Photo of the “Dauphiné Libéré” newspaper, March 2019 

Figure 25: Fires during the spring 2019 riots 

 

All of this had a significant impact on the progress of the renovations, as it caused delays in the planning.  
It was also very tiring for professionals and tenants and had an effect on their morale. These problems 
were further exacerbated by the urban riots in the neighbourhood in March 2019 which took place 
following the death of two young people on scooters who were being pursued by the police. During 
crises such as these, it was more difficult to manage the site: burnt cars obstructed access to the site, 
and there was no longer anywhere to store waste because the bins had been destroyed. These 
inconveniences, which resulted from the social environment in the neighbourhood, added to the usual 
building site issues (noise, dust) and made the situation even more difficult for the those working on the 
ground. 

Due to these circumstances, regular meetings were held with the police and the prefecture. A special 
effort was made to ensure that the police did not appear to be working with the general contractor or 
landlord. In fact, every time there was a police raid in the area, the company had to stop work. It was 
important to differentiate their role from that of the police in order to avoid negative perceptions from 
people in the area. It should be noted that this operation allowed a strong partnership to be developed 
between the City and the landlord, who cooperated fully to facilitate work on the site. 

Despite these difficult circumstances, all of the professionals involved agreed that it was a very 
interesting experience. In their view, implementing this type of project in difficult neighbourhoods is 
crucial. This allows to carry out a more global renovation including the common spaces and the 
surroundings of buildings, and thus to reflect on the future of the buildings and the district. 
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2.3.3. From communication between institutions to participation and 

communication at a local level 

 

There was no consultation with residents before any of the work was carried out, as it was deemed 
necessary by the landlord. Moreover, there was no opposition to the work from residents. All of the 
social housing landlords organised meetings with residents prior to the renovations to explain the work 
that was to be done and set out the schedule. However, very few tenants attended any of these 
meetings. In Mistral only about ten tenants came, and these were mainly the tenants who had declared 
an interest in the project and were supposed to act as intermediaries. They did not take on the role of 
representing the other tenants, communicating common issues and disseminating information to 
residents: they defended their personal interests over the interests of the tenants as a whole, for 
example by asking for adjustments (for example sliding windows, radiators that take up less space). They 
could have had a more useful role if their missions had been better defined. Indeed, tenant associations 
help information flow better. "We do not feel that residents have been very demanding regarding these 
projects. I had meetings with another landlord (Actis) in another district (La Bajatière), and out of 160 
housing units, 150 to 200 people attended.” The fact that there were no tenant associations or tenants 
acting as intermediaries in Clément Bayard or Nursery certainly played a role. In general, residents 
expressed little interest in the renovation work. Social landlords did then disseminate a lot of 
information via posters and letters, but these traditional communication methods did not have the 
desired effect. 

 

 

Figure 26: Actis information sheet on renovation for Mistral Towers 
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It is clear that institutional communication does not work in this type of neighbourhood: little interest 
during information meetings or at company offices, unread letters (problems with illiteracy and a poor 
command of French, posters being ripped off: "if it lasts 2 hours, we are happy!”). Information must 
therefore be deployed by other means. These projects have highlighted the fact that oral, informal 
communication at a local level is the most effective. In Mistral, the decision to have a local manager 
present on site full-time, in direct contact with residents, was very wise. All social landlords also 
recognised the value of using ALEC to set up opportunities for participation and exchange. One initiative 
in particular organised by ALEC was to set up stands in the buildings to avoid holding large meetings 
indoors, and instead have informal exchanges with residents passing through the hallway entrance. This 
created an opportunity for discussion with residents, and to gather their opinions and raise awareness of 
the project. For future projects, one landlord had the idea of setting up "site logs" to tell the story of the 
work, the stage it is currently at, and any further plans. 

 

 

Figure 27: A “Pied d’immeuble” stand organised by ALEC at the entrance to the hallway of the Mistral Towers 

 

However, all the testimonies suggest that renovation projects are not enough to change behaviour and 
mindset – initiatives which provide real support for inhabitants must be set up. The most typical example 
is the crisis that was caused when the temperature dropped from 24°C to 19°C: it triggered a lot of 
dissatisfaction among tenants, and a petition was even started against the landlord. “People didn't 
understand how, with more insulation, they could be colder. They thought that when you spend €40,000 
per apartment, it should improve things!” However, when we went door-to-door to distribute the City-
zen social survey, we noticed that tenants were dressed in T-shirts and shorts, and that they had the 
windows open. For future projects, we should consider involving tenants more closely so that better 
energy efficiency becomes a common goal. This would enable people to have a better understanding of 
the new equipment (heating systems, smart meters) and to appropriate it more. This technical 
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monitoring would show them the impact that they could have on reducing their energy consumption. 
“Technical and social monitoring must not be separated. Technology must be held accountable in 
society.” However, it has become apparent during all of these social housing projects that residents are 
much more concerned about issues around security and cleaning, and that it is difficult to get them 
interested in the subject of energy. 

However, one positive outcome of these projects has been that they have encouraged landlords to 
devote more resources to improving communication and relations with tenants, and to be more present 
on the ground (for example organising "building stands" and social events such as the inaugurations of 
the halls in each tower at Mistral). In this way the projects have given added momentum to improving 
relations. There used to be serious problems with human resources: sector managers were in charge of 
managing 1,500 to 1,800 housing units, which left them with little free time to respond to residents' 
requests. Landlords now wish to make "communication-mediation" clauses a more important part of 
works contracts, so that communication and tenant relations become important elements when 
choosing companies to carry out the work. 

 

 

Figure 28: A party held with residents to inaugurate Mistral Tower n°72  

 

2.3.4. Conclusion: recap and perspectives 

 

All professionals on the ground agreed that, technically and aesthetically, the City-zen renovation 
projects have been a success in terms of the quality of the work, the project’s overall approach (the fact 
that it included communal spaces such as entrance halls and corridors), and the improvements made to 
residents’ living environments as well as to the district. "If all real estate buyouts could lead to this, it 
would be great! Everyone is happy: those who live in the neighbourhood, the tenants, and the 
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landlords.” In general, the units were easy to re-let and attracted a new population of tenants. All 
interviewees said that such projects were needed in deprived areas in order to provide more comfort to 
low-income families and lower their energy bills.  

The "à la carte" system set up at Clément Bayard, which involved giving a set amount to tenants to carry 
out work of their choice inside their home (painting, bathroom renovation, kitchen, etc.) appeared to be 
a success and is to be developed further in future operations16. This initiative involves tenants in the 
wider renovation project and encourages them to participate in information meetings. In addition, it 
allows them to see a real improvement in their daily lives, which is more important to them than 
renovating the exterior of the building. Renovation work is no longer seen purely as a nuisance caused by 
a construction site which was decided upon by the landlord. 

There are however some outstanding issues, even though the City-zen renovations were not limited 
solely to thermal insulation and have improved the buildings as a whole. In Clément Bayard, the aging 
elevators have not been replaced, and neither was it possible to carry out work aimed at adapting 
accommodation to ageing tenants (e.g. replacing bathtubs with showers) because this work did not 
come under the same financial bracket, which was very frustrating for tenants and did not make much 
sense financially. 

Finally, with regard to carrying out this renovation work, it would appear that people management has 
been much more complex than the technical details of the work itself. It is therefore difficult to define 
principles which could be applied to other projects, as each site had its own specific set of circumstances, 
particularly in the case of Mistral. 

 

2.4. Focus group analysis 

 

In addition to gathering tenants’ opinions on the renovated social housing, Focus Groups were also 
organised as part of the social monitoring programme, the themes of which were to be provided by the 
research team of the Technical University of Delft to explore certain issues further based on the analysis 
of the questionnaires. In the absence of precise guidelines, it was decided that Focus Groups aimed at 
providing qualitative analysis to complement the surveys would be organised in Grenoble. These were 
open to anyone living in the neighbourhood, and not only to tenants living in the renovated buildings. 

 

2.4.1. A co-design work 

 

Preparatory work on structuring these meetings was carried out with the support of ALEC, which 
specialises in energy issues and organising participatory meetings. We worked on the themes, the 
various stages of the exchange, the way in which the subjects were to be introduced, and the tools 

                                                           
16

 See Appendix 10: the “à la carte” renovation work form of Grenoble Habitat 
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needed to encourage residents’ active participation. The objective was to gather Grenoble residents' 
points of view on the environment, their environmentally-friendly habits, the obstacles preventing them 
from moving towards a more environmentally-conscious lifestyle, the reasons these obstacles exist, and 
what they want from environmental improvements. The final part of the discussion was devoted to the 
renovation work: establishing whether the area’s inhabitants were aware of the work and the impact it 
had on the neighbourhood, comfort, and quality of life. This topic was added at the end as it only 
concerned a small fraction of the participants, but it needed to be addressed as it would have been 
difficult to get the tenants of the renovated housing to come to another meeting. 

To encourage inhabitants to participate, the idea was to organise focus groups run by a neutral speaker 
and an observer responsible for collecting the information (the sessions were run by a member of staff 
from ALEC and a second person from the City of Grenoble, plus an assistant who was there to observe). 
We decided to hold them in neutral locations that were well-known in the district and that brought 
people together: the local City of Grenoble agencies or the "Maison Des Habitants", located within the 
districts in question, which work closely with inhabitants and run activities in the area. Four focus groups 
were organised in the three districts concerned by the City-zen renovations, each lasting an average of 
1h30 to ensure there was enough time for dialogue to develop: 

 in the Chorier-Berriat district where the Nursery and Clément Bayard projects are located, on 
the 21st of June 2019: it was decided that the focus groups for these 2 projects should be 
combined and held at the Chorier-Berriat MDH, because they are located in the same sector 
and the Nursery building is a very small project where it is very difficult to get residents 
involved. 

 in the Mistral district near the Mistral towers on the 12th of September 2019. As too many 
events have been scheduled for the beginning of the summer, the focus group in Mistral has 
been postponed to September. 

 two in the Teisseire-Malherbes district where the Le Grivolay/Résidence 114 project is 
located, on the 18th of June and the 20th of September 2019, to regroup more participants and 
provide a more qualitative analysis. 

 

Figure 29: The key figures of the focus groups 
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It was difficult to find the best time slot to enable as many participants as possible to attend. We 
therefore tested the various possibilities which fitted in with the MDH’s other activities and those held in 
the district (14h30-16h on a Tuesday; 17h30-19h on a Thursday evening; 14h30-16h on a Friday), 
knowing that families with children would not be able to attend in the evenings or on Wednesday 
afternoons, and that people who work would only be free in the afternoons (generally Wednesday or 
Friday afternoons). 

 

2.4.2. Support from local players for providing information and getting residents 

involved 

 

Information was communicated via flyers and posters. Local agents were also present at some events 
held at the MDHs, such as the "Solidarity Baskets" (meetings organised by the MDH where residents 
could collect fruit and vegetable baskets produced by a local farmer) designed to promote the Focus 
Groups. We used the local agents in charge of liaising with the inhabitants of each institution, the MDH, 
and the local social landlord agency to distribute these communication materials: the flyers were posted 
into the mailboxes of all the tenants involved in the City-zen renovation projects, and posters were put 
up in the halls of the renovated buildings, MDHs, and social landlords’ offices. 

 

Figure 30: Poster and flyer distributed to inform people about the Focus Groups 
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The level of resident participation varied according to how active and well-established the MDH in the 
district was. The MDHs in Mistral and Chorier-Berriat are well established and play an active role in the 
neighbourhoods. Residents use them regularly and are satisfied with the activities they offer. It is 
therefore easier to relay information to the inhabitants of these districts and to get them involved when 
dialogue is needed. In Teisseire-Malherbe, it was more difficult because the MDH in this district, which is 
classified as a Priority Urban Area, is less active and does not manage to get inhabitants involved in 
specific activities. An initial attempt to hold a Focus Group was made in this district in June 2019, and 
only 3 people attended. This MDH works more with pre-established groups with specific themes (e.g. 
computer workshops, retirees' clubs, women's collectives, French language learning workshops, etc.). 
This is why we decided to try again, but this time to work more closely with staff at the MDH, in 
particular the public writer, and to join a pre-existing group: a women's collective that opened its doors 
to other residents in the district for this particular event. 

 

2.4.3. Running participatory meetings 

 

The "meta-plan" method was used to run these meetings: a participatory technique that allows an 
exchange to be launched, and quickly and easily gathers all the ideas in a group via stickers and card 
games using different colours. Each sequence can last from 10 to 15 minutes. For each theme, 
participants are initially invited to express their ideas by writing them on pieces of card (1 card = 1 idea), 
which are then pinned onto a board by the facilitators. These cards are then read out, which gives rise to 
discussion, keeping each intervention as brief as possible. The facilitators invite the participants to 
express themselves and give everyone a chance to speak. The rules for participation are set out by the 
facilitators: write your ideas on the cards first, speak for a maximum of 30 seconds, and respect other 
people’s opinions, even if you disagree. 

 

Figure 31: Organising a Focus Group: a central panel with participants seated in a semi-circle 
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The debate was structured around 2 themes: 

 How do inhabitants perceive environmental issues? 

o Are these issues important or are they the concerns only of privileged people that do not 
concern me? 

o Which aspects do they feel are important to them: health / economy / comfort / their 
children’s future? 

o What are the obstacles to taking these issues into account: cost, knowledge, lack of 
interest? 

o What simple initiatives do they think are feasible: separating recycling, making different 
purchasing decisions, soft mobility, new equipment, etc.? 
 

 A look back at the renovation work 

o To what extent were residents involved in the project? 
o What impact will the work have on the neighbourhood, and on comfort and quality of 

life?17 
 

To attract participants, we decided to offer a practical workshop on making your own cosmetics and 

household products, in addition to the participatory debate on environmentally-friendly behaviour. 

Participants had the choice of making lipstick or a multi-purpose cleaner followed by time to chat and 

share some food, to encourage them to mix. 

 

 

Figure 32: Workshop on making household products & cosmetics 

                                                           
17

 See Appendix 11: Sheet of the various stages involved in organising a Focus Group 



City-zen – GA n° 608702   

DELIVERABLE D8.3 | PU Public 

 

p. 56 

 

2.4.4. Residents who participated and were interested in environmental issues  

 
About ten people were present at each Focus Group, except for the June Focus Group in Teisseire-
Malherbes, which only 3 people attended. The vast majority of participants were women, and there was 
a wide age range: between 20 and 60 years old. There were only two men, two children, and no 
students, probably because of when the workshops were held and the fact that the people who tend to 
be most involved in neighbourhood activities are often women. Only two people living in the buildings 
which were renovated as part of the City-zen project were present, despite information having been left 
in mailboxes and building hallways. The two residents who attended were from the Mistral Towers, and 
they talked mainly about antisocial behaviour. Despite this, the Focus Groups were still a good 
opportunity to show the people of Grenoble the City-zen project and the renovation of several social 
housing units and apartments in the city. 
 
During the Focus Groups, people participated willingly in the discussion and respected the rules that had 
been set out. The facilitators organised the debate to ensure that the speaking time per panel would be 
respected, and gave some guidance whilst trying not to influence the participants too much. Three 
people had difficulty speaking French, and were assisted by a local official who spoke Arabic and acted as 
an intermediary, thus ensuring that no one was excluded from the debates. 
 
 
 

 

Figure 33: Attentive participants at the Focus Group in Chorier-Berriat 

 
When asked about their level of interest in environmental issues (poster 3 below), the majority of those 
present indicated that they were very concerned about the environment. However, these answers 
should be put into context: the people who attended the Focus Group were those who are genuinely 
interested in the subject. The reasons for their interest in the environment were spread between health 
and the future – health was essential for them and was seen as synonymous with happiness, whilst being 
linked to the future of the planet in general, not only to that of their children. In Teisseire-Malherbes and 
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Mistral, money became an issue: financial constraints prevent residents from developing their 
environmentally-friendly habits further (e.g. buying organic products or an electric car). As such these 
two districts, which are classed as Priority Urban Zones, are different from the Chorier-Berriat area, 
which is more socially diverse and has a high rate of active and environmentally aware people18. 
 
 

 

Figure 34: Poster n°2 _"Environmental issues are important to me” 

 
 
 
2.4.5. Some limited environmentally-friendly behaviour 

  
 
The most obvious environmentally-aware habits, and those most common among participants, were 
using low-energy light bulbs, sorting waste, and carrying a reusable shopping bag. In Teisseire-
Malherbes, many people indicated that they pick up waste that is left in public areas. Some residents in 
Mistral reported that they are discouraged from sorting waste because of the behaviour of other 
occupants in their building, who throw waste out of the windows or into communal areas, especially in 

                                                           
18

 See Chapter 1 – Part 1.1.2. which describes the various districts of Grenoble  
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Mistral towers. Composting is something hardly any inhabitants are doing in this neighbourhood, 
whereas in the Chorier-Berriat district it is more common. However, some inhabitants were disappointed 
at the lack of training in the use of vermicomposting equipment and said that this lack of support can 
lead to discouragement. Others – those who are renting – could not set up this equipment because the 
co-owners or the building association refused to allow it.   
 
Travel is clearly the area in which residents of all neighbourhoods are the most environmentally-
conscious: most of them already use soft modes of transport, such as walking, cycling, scooters, or public 
transport. In Chorier-Berriat, participants said that it is difficult to manage without a car for longer 
journeys in the evening. In Teisseire-Malherbe and Mistral, the majority of residents do not have cars, 
mainly for financial reasons. In Teisseire, some people say that public transport is too expensive and that 
services are not good enough for families, which leads them to favour their car when they have to take 
several people, or to carpool. Many would like to see free public transport or tickets that are valid for a 
longer period of time (tickets last 1 hour). Some also find cycling dangerous and say that it is not easy to 
locate cycle paths (they sometimes run against the direction of cars in Grenoble). 
 
Most participants pay attention to their energy consumption (water, electricity, heating). This is often for 
environmental reasons, but also for financial reasons. In Teisseire-Malherbe in particular, a large 
proportion of participants put their equipment in standby mode to limit their electricity consumption, 
something which is not often mentioned or particularly well-known. Some social housing residents do 
not like having a collective heating system because they cannot change the temperature. Others use 
recycled water for their plants. 
 
Concerning food, habits vary from one district to another, but all residents are aware of the importance 
of buying organic and local food. In Chorier-Berriat, many participants already buy organic or local 
produce, or use an AMAP (Association pour le Maintien d'une Agriculture Paysanne: an association in 
which people make an advance payment at a fair price at the beginning of the season to obtain some of 
a local farmer’s produce on a regular basis). Some would like to do so, but in addition to the price, they 
are suspicious and find it difficult to identify the labels that will guarantee them quality organic products. 
In Teisseire-Malherbe and Mistral, most people would like to consume organic and local food, but they 
often find it too expensive. They shop at the market or try to buy organic products that are on sale or 
close to the expiry date in supermarkets because they are cheaper. They also try to bulk-buy with 
colleagues, and sometimes from associations that collect discarded or just expired food. Some have 
shared gardens or buy supplies from farmers who give them part of their produce in exchange for help 
with the harvest. Many would like to buy in bulk, but find it time-consuming and an additional "mental 
burden", as you have to go to several different stores. They would like to see more loose items on sale in 
supermarkets so they can shop in one place. Others are suspicious of unpackaged items in supermarkets 
and would like more specialised stores.  
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Figure 35: Poster n°1 _"I think about the environment every day" 

 
In answer to the question "What action am I willing to take to make my behaviour more environmentally 
friendly?”, the category that generated the most responses was sustainable purchasing. Participants are 
prepared to make an effort to consume less and in a different way: buying in bulk, or from an AMAP, or 
growing their own produce in a shared garden. One participant also said they would like to eat less meat. 
Many would like to limit their purchases of objects or clothing by going to thrift stores or coffee shops, 
which they think there are too few of. They also want to recycle their clothes more by donating them to 
charitable associations. Even though not many people are currently doing so, many would like to make 
their own household and cosmetic products. One mother tries to alternate cloth nappies with traditional 
disposable nappies. 
 
Waste sorting is not mentioned here because it is already widely practiced, but those present said that 
they would like to throw away less by reusing packaging and reducing their consumption of plastic. One 
person mentioned a deposit system that is being set up again. Regarding travel, some participants want 
to cycle more, by buying their own bicycle, but some are afraid of having it stolen. They were advised to 
use Grenoble-based association "Métro-vélo", which rents bicycles at very reasonable prices to the 
inhabitants of the wider urban area. In Teisseire-Malherbe and Mistral, many would like to buy a more 
fuel-efficient car, but find hybrid or electric cars too expensive and are concerned about their lack of 
battery range. 
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For the majority, fitting their buildings with solar panels or using green energy is a big challenge because 
it would require the agreement of the co-owners and they do not have enough support or information. 
In Mistral, "tips and tricks" workshops have been organised by residents or associations such as ALEC, 
and many residents in this district are looking for more "knowledge exchange networks" on 
environmental issues, and places to discuss them or to share tips and tools (to help them with DIY, for 
example). Many would like to see more educational workshops on the environment like this one, and 
want to raise their children's awareness. Finally, one of the people present said that they would like to 
be able to work less to have more time to implement all these ideas! 
 
The "Mobilisation" (encouraging others) category was almost never been mentioned: it appears that 
these environmental initiatives are seen as individual habits, with little influence on collective behaviour. 
 
 

 
 

Figure 36: Poster n°3 _ "What action am I prepared to take?” 
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2.4.6. Conclusions: satisfaction overall and requests for more training 

 
 

 
At the end of the event, those present expressed their satisfaction. Some of them were not really 
expecting the discussion in the first part, but in the end were very happy with the way it went. 
Organising these Focus Groups has showed us that residents want to participate in more practical 
workshops providing training on environmentally-friendly gestures. 
 
The Focus Group's practical workshop on making household products was in fact a very a good way of 
rounding up the initial discussion-based session, as it meant that participants could "move on to action", 
and take away the products they had made. People were very interested in the properties of the 
ingredients used, especially the essential oils. Many people left with documentation and booklets 
containing recipes so that they could train themselves and others, and were interested in participating in 
other practical workshops. 
 
 
 

 

Figure 37: Household product-making workshop in Teisseire-Malherbe 

 
These Focus Groups showed a real awareness of environmental issues and a concern for the health and 
future of the planet across a group of participants from different socio-economic backgrounds and of all 
ages. People are obviously already adopting environmentally-friendly approaches: they sort their waste, 
use soft modes of transport, and pay attention to their energy consumption. It is often difficult to take 
the next step when it comes to environmentally-friendly approaches due to financial reasons or a lack of 
knowledge or training. For these participants, it would seem that their personal habits are just that: they 
do not believe in their ability to encourage others with their behaviour. 
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CHAPTER  3  _  A  U N I VE R S I T Y  S T U D Y  O N  C O L L E C T I VE  

B E H A V I O U R  A N D  T H E  D E C I S I O N -M A K I N G  P R O C E S S  T H A T  L E A D S  

C O -O W N E R S  T O  I N V E S T  I N  T H E R M A L  R E T R O F I T S  

 

3.1. The objective of the study  

 

The goal of the study is to develop a better understanding of the factors that lead to the collective 
decision to invest in thermal retrofitting in a multi-family building. A huge energy retrofit of the private 
housing sector is essential if we are to reach the GHG emission reduction targets set out in France’s 
national low-carbon strategy. Understanding the underlying motives behind the decision to renovate is 
key to defining effective public policy in the area. A considerable amount of information has been 
collected on individual housing in recent years, but information on collective housing is still very scarce. 
In private multi-family buildings in particular, this collective decision turns out to be even more complex, 
due to the number of people involved in the decision-making process and the differences between 
individual situations and preferences. 

The objective of the research carried out by the Gael Laboratory at the Grenoble-Alpes University is to 
shed some light on the collective behaviour of co-owners during the decision making-process which 
leads them to carry out an energy retrofit on their multi-family building.  

This research draws on the thermal retrofit incentive programme “MurMur2”, which is currently ongoing 
and which targets private multi-family buildings in the Grenoble urban area – the “Grenoble-Alpes 
Metropole”, or “Metro” for short. 

 

3.2. The research protocol  

 

The research protocol is based on an analysis of the exchanges which take place in the moments when 
people come together during the process leading to the retrofit decision. The research process analyses 
the exchanges between the various stakeholders involved in the decision whether or not to invest in 
thermal retrofitting. It is an innovative approach: to our knowledge, it has not been used in the context 
of energy retrofitting multi-family buildings up to this point. 
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Research material 

Within the “MurMur2” programme, the decision to carry out a thermal retrofit comes after four formal 
steps which each condominium has to follow. The steps of the “Parcours de service” (service process) 
include the following co-owners’ meetings 19:  

 a preliminary information meeting (called an REP meeting) organised by ALEC (The Local 
Energy and Climate Agency of Grenoble Metropolis), where the thermal characteristics of 
the co-owners’ building, the advantages and challenges of insulating it, and the general 
collective financial support offered by “MurMur2” are presented; 

 a general assembly of the co-owners (an MOE meeting) to select and vote for a prime 
contractor; if the general assembly votes against the selection of a prime contractor, the 
condominium cannot benefit from the “MurMur2” Program, and the two meetings 
detailed below do not take place; 

 an information meeting (called a SOL meeting) organized by SOLIHA, setting out all the 
financial assistance mechanisms available to co-owners (including MurMur subsidies, 
loans, and individual financial support);  

 a general assembly of the co-owners (called a FIN meeting) to make the final decision on 
whether or not to invest in the thermal retrofit of their building. 
 

Of the 200 condominiums participating in the “MurMur2” program, twenty-one were selected, 
representing the diverse circumstances found across the Metro area (condominium size, heating type, 
energy used for heating, location). For each condominium selected, the research team planned to attend 
all the meetings organised as part of the service process, as observers. As of August 2019, it has attended 
55 meetings overall: 21 REPs, 12 MOEs, 11 SOLs, 8 FINs, and 3 other optional meetings. It has not been 
able to attend all the meetings that it had initially intended to, as it has not always been informed about 
them. Each meeting lasts between one and two hours; some of them can even extend to almost 3 hours. 

At the MOE meeting stage, a few of the condominiums in our sample decided to vote against a prime 
contractor, which brought the “MurMur2” Programme to an end for them. Some others decided not to 
join the Programme after their SOL meeting. All of the condominiums in our sample that completed all 
four steps decided to invest in a thermal retrofit for their building. Some condominiums have not yet 
gone through the entire service process due to lengthy procedures within their condominiums: their SOL 
and FIN meetings will be held before the end of 2020. 

The research process begins by attending each condominium’s REP, MOE, SOL and FIN meetings. The 
research team acts as observers in these meetings, adhering to an observation protocol. It observes, 
takes notes, and defines common initiatives between the individuals involved, and it records all the 
dialogue. After the meetings, transcription and anonymisation of all the dialogue is carried out by two 
well-trained students. This written corpus constitutes our main material for analysis.  

The considerable corpus produced by these transcripts is then analysed using two different types of 
textual data analysis software, namely IRAMUTEQ and NVIVO.  

                                                           
19
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Research software 

The first piece of software, IRAMUTEQ, is a tool for the automatic analysis of textual data. It analyses the 
structure of text segments and the distribution and concomitance of the words used within the 
segments. In this way, it identifies the main subjects addressed in the dialogue, without having to define 
them beforehand. Its output is in the form of automatic classes of words sorted by similarities found by 
the software. Figure 1 is an illustration of an output from IRAMUTEQ. 

 

 

 

Figure 38: The main subjects addressed during REP meetings (IRAMUTEQ) 

 

With the second piece of software, NVIVO, the transcripts of the meetings must be coded before any 
analysis can be carried out. The research team codes different types of information in NVIVO. First, it 
codes and defines all the people taking part in the dialogue e.g., “co-owner”, “property manager”, “ALEC 
officer”, so that it knows which type of person has said what. It then identifies and codes the dialogue 
according to the various subjects addressed, based on the subjects identified by IRAMUTEQ. Finally, it 
also codes some linguistic elements that may be important in the decision-making process, e.g. 
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“disagreement”, “expertise”, “question”. In total, it has 7 speaker codes, 19 subject codes, and 13 
linguistic codes. Once the coding has been carried out, the research team can start analysing the content 
of the dialogue using NVIVO. NVIVO outputs are in the form of multiple graphs and numerical tables 
chosen by the researchers. 

In conclusion, IRAMUTEQ and NVIVO are complementary tools for carrying out textual data analysis: 
IRAMUTEQ automatically analyses the content of the dialogue, and NVIVO then enables a more detailed 
analysis due to the fact that more specific codes are defined and because the software matches the 
content of the dialogue with the speakers. 

 

Methods of analysis 

The research team is using several methods, employing IRAMUTEQ and NVIVO outputs as well as the 
notes that it has taken during the meetings. 

The first method is a cross-sectional analysis that compares the content of the dialogue in all the 
condominiums at each step of the service process: REP, MOE, SOL, FIN. 

The second method is a longitudinal analysis of the dialogue for every single condominium over the four 
steps of the entire service process.  

The third method is based on comparing the condominiums that have voted in favour of the thermal 
retrofit with those that have voted against it. The goal is to establish any major differences that may 
explain their respective votes. 

 

3.3. The results  

 

Three main subjects addressed during the four types of meetings 

Surprisingly enough, it has emerged that three of the four types of meeting (REP, SOL, FIN) addressed 

three main subjects, even though these meetings had very different aims. The following subjects were 

addressed: 

 technical issues 

 questions related to the MurMur process 

 economic and financial issues 

 

The distribution of the dialogue across each subject differs across the three types of meetings, as shown 

below in figure 2, but the three main subjects are at the core of the meetings, the subject of finance 

being generally slightly less significant.  



City-zen – GA n° 608702   

DELIVERABLE D8.3 | PU Public 

 

p. 66 

 

 

Figure 39: Main subjects addressed by condominium residents during the 4 types of meetings (using Iramuteq) 

 

Similarly, the distribution of the three subjects varies across the different condominiums and types of 

individuals involved. However, these three subjects always prove to be the most important. 

 

The condominiums that voted against the MurMur programme 

The three condominiums that voted against the MurMur programme stand out from those that voted in 

favour of the programme, or those that have not yet voted. In fact, the condominiums that voted against 

the programme tend to spend more time than the others addressing questions related to the MurMur 

process. The latter, conversely, tend to focus more on technical questions. 

Figure 3 shows the subjects addressed during all the meetings (of all types) across all the condominiums 

(toutes copros), separated into those that voted in favour of the programme (OUI), against the 

programme (NON), or that have not voted yet (ND) 



City-zen – GA n° 608702   

DELIVERABLE D8.3 | PU Public 

 

p. 67 

 

 

Figure 40: Subjects addressed by all condominiums across all meetings (using NVIVO) 

 

The condominiums that voted in favour of the MurMur programme 

Even at the final general assembly, co-owners were still asking technical questions, for example how 

their windows and balconies were going to be renovated during the retrofit. However, these technical 

issues vary in importance depending on the condominiums. Condominiums B_003 and B_004 focus very 

little on these issues. Interestingly enough, in these two condominiums, the debates held at the general 

assembly on whether to vote for or against lasted much longer than they did for the other 

condominiums: the outcome of the vote was by no means a foregone conclusion. The profile of these 

two condominiums is similar to that of the condominiums that voted against MurMur earlier in the 

process: these co-owners were more interested in the MurMur process than on what their building 

might look like after the retrofit. 

  

Mur Mur

TK

Coût-Eco-Financ
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Figure 41: Subjects addressed at the final general assembly by the condominiums that voted in favour of the 
MurMur programme (using NVIVO) 

 

 

3.4. Conclusions and public policy recommendations 

 
 
Major lessons learned from this research: 
 

 The topics are consistent but vary depending on the meeting: in all meetings, co-owners 
address the three main subjects, i.e. technical issues, the MurMur process, and economic and 
financial issues, but they do so in variable proportions; 

 When they address technical issues, co-owners look ahead to the upcoming retrofit. This 
corresponds to the profile of the co-owners who, in the end, vote in favour of the retrofit. In a 
way, they already see themselves retrofitting their building; 

 On the other hand, co-owners who eventually vote against the MurMur programme do not 
address technical questions quite as much during the meetings. They are much more focused 
on the MurMur process.  

 Technical questions regarding the private areas of the building (apartment windows and 
balconies) are more prominent than questions related to common areas. 

 This being said, some wealthier co-owners do point to the need to vote in favour of the 
MurMur programme due to the fact that it offers substantial subsidies for poorer households. 
Altruism is evoked in some discussions.  

 It is often difficult to predict the outcome of the collective decision during the meetings as 
different elements come into play, such as complaints, accounts of previous experiences with 
MurMur in other condominiums (good and bad), and leaders emerging among the co-owners. 

 It is very important that those speaking on behalf of the various organisations involved in the 
MurMur process (ALEC, SOLIHA) are consistent, as this reassures co-owners. 

Mur Mur

TK

Coût-Eco-Finance
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Public policy recommendations: 

Our recommendations are based mainly on the observations made during the 51 meetings we attended.  
 

 It is very important to take the condominium’s overall circumstances into account before 
accepting them onto the MurMur program. An additional set of criteria could be defined in 
order to target the condominiums even more precisely and therefore to avoid spending time 
organising meetings with condominiums that are likely to vote against the programme. These 
include condominiums for whom retrofitting the façade is not an urgent matter, and for 
whom the added value of a thermal retrofit does not make much difference to the real estate 
price; 

 As technical questions related to the private areas of the building are prominent, raising those 
issues first could be a starting point for ALEC, SOLIHA, and property managers, who could 
then lead co-owners onto questions related to the common areas of the building; 

 Ensuring that ALEC and SOLIHA are consistent with one another and enhancing the strategic 
role of the SOLIHA meeting may help to persuade co-owners to vote in favour of the MurMur 
programme; 

 Reassuring co-owners through the use of additional information tools may also contribute to 
this objective. Such tools may include a timeline of the various cash flows between the 
decision to carry out the retrofit and the moment when the retrofitting work begins; 

 Training all of the stakeholders involved in the MurMur process (ALEC, SOLIHA, co-
contractors, property managers) to run meetings may also be beneficial. 

 
 

 

 

 



City-zen – GA n° 608702   

DELIVERABLE D8.3 | PU Public 

 

p. 70 

 

C O N C L U S I O N  

 

Integrating the "social monitoring" component into the City-zen project in addition to technical 
monitoring was a new and experimental idea when it was initiated in 2014, as European energy 
transition projects had up to that point tended to be very technical. The benefits of this type of 
monitoring at a European level needed to be tested. The social monitoring element of the City-zen 
project consisted in behavioural research and gathering residents' opinions on the thermal renovation of 
their housing and environmental issues. This was in line with the aims of the new Grenoble municipal 
authority, in place since March 2014, which wanted to develop participatory democracy and citizen 
involvement in public action. 

The main difficulties in implementing the social monitoring programme were: 

 the timetable for City-zen projects. It was difficult to identify renovation projects, and therefore 
to find the inhabitants with whom to carry out social monitoring. The pre-renovation phase 
could therefore not begin until spring 2017. 

 the methodology used for the behavioural survey. This survey was designed and developed for 
owner-occupiers involved in renovation work. However, in Grenoble, the targets of this survey 
were tenants living in social housing being renovated by City-zen. As a result, they have been 
through more "renovations". This produced a discrepancy between the experiences of 
professionals and residents in France and those in the Netherlands, and meant that the survey 
had to undergo a long process of revision. 

The implementation of this social monitoring programme has made it possible to:  

 develop a partnership with local stakeholders that has brought the City of Grenoble closer to its 

inhabitants and institutional partners, something which the latter has greatly appreciated. 

 question the means of communicating with residents and getting them involved, as traditional 

institutional communication methods (official letters, organising meetings before work is due 

to begin, taking minutes) have not succeeded in arousing tenants’ interest. A process of 

reflection has therefore begun on developing alternative methods of reaching out to people: 

meetings at the foot of buildings, going door-to-door, practical workshops, Focus Groups... 

 highlight a clear interest on the part of residents in environmental issues, despite the difficult 

circumstances in some neighbourhoods. 

 observe how little knowledge residents have of their energy environment and their ability to 

control their consumption, and therefore identify the need to support them so that they can 

make better use of the tools available to them. 
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 take part in very informative exchanges with residents and professionals, who provided 

valuable insight into the realities of the situation on the ground, and were a real source of 

added value for the research. 

 

The factors that contributed to the success of these initiatives were: 

 The involvement of organisations that specialise in energy issues and raising awareness among 

residents, such as the Local Energy and Climate Agency of Grenoble Metropolis , which is used 

to conducting participatory workshops with citizens. 

 An ability to adapt to the specificities of each district and use existing local dynamics, in this 

case social housing landlords and MDHs: they can be effective intermediaries to get residents 

to participate. 

 Taking into account the human dimension, rather than focusing purely on technical 

implementation and measuring the energy performance of renovations, to increase the 

positive impact on people’s quality of life and environment. 

 

If this "social monitoring" component is to be replicated in future energy transition projects, the 
following elements are essential: 

 Involving researchers and academics who are familiar with the local context from the outset, in 

order to ensure the relevance and scientific rigour of the survey. 

 Defining the targets of the behavioural survey precisely in advance to allow for comparative 

analysis between cities at European level. 

 Involving local intermediaries from the beginning so that residents feel that they have a stake 

in the project, and developing initiatives in close collaboration with residents. 

 Having more of a connection between technical and social monitoring so that all parties take 

on board the various issues involved; these two aspects also complement one another, which 

can improve implementation and contribute to achieving the end goal: improving energy 

performance. 

 Providing more support for social monitoring, given that this is a relatively recent addition to 

these projects. Experience has shown that time must be taken with this type of approach if it is 

to achieve good results. 

 

To conclude, a combination of social and technical monitoring appears to be the best way to reduce 
energy consumption in Europe. 
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Figure 42: Focus Group in Chorier-Berriat
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