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The Action Plans for the engagement of citizens
The strategy which has been developed in D3.2 pointed out the tools and instruments that a Local Authority
can use to engage citizens to provide them with the OSS services. The pilot cities (Municipality of Padova,
Municipality of Timisoara, Municipalities of Vidin and Smolyan), starting from the evaluation of the strategy,
have defined an Action Plan which includes the tools/actions they are going to put in place during the project
lifetime or even after. In each Action Plan, the following information have been included:
• Name of the action
• Resources needed for execution: this is an estimation of the costs of the action and the human resources needed by the LA to implement the action
• Time schedule: this information indicates when the action is going to be implemented; each action
could be linked to others (for example, the production of flyers and the organization of an InfoPoint in
a local market). The time scheduling must be coherent with the PadovaFIT Expanded project deadlines and expected activities.
• Responsibility: this information indicates who is responsible for the implementation of the action; in
can be directly the Local Authority, but also, in some cases, other partners or external organizations.
Each pilot area is developing and implementing the tools to concretely engage the citizens and involve them
in the OSS process. Tasks 3.3 “Engagement tools” is a compendium of the engagement tools selected by
the pilot cities in task 3.2 and further developed. Due to the impact of Covid-19, many of these activities could
be strongly endangered, particularly for those requiring a face-to-face approach and a direct contact with
beneficiaries. Nevertheless, correction measures have been identified and implemented, giving a central role
to digital services.

Tools for the engagement of citizens: the Municipality
of Padova
#1: Creating a dedicated website
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The first version of the dedicated website (https://www.padovanet.it/informazione/progetto-europeo-padovafit-expanded) was conceived by the Territorial Information
System Department of the Municipality of Padova, with the collaboration of the Environment and Territory
Department regarding content and dissemination material. The website provides information on the PadovaFIT Expanded project and related services. It focuses on the tax opportunities of the 110% Superbonus
and other building incentives, which can actively stimulate the energy refurbishment of buildings.
In a second phase, when the structure of the OSS is defined, it is planned to upgrade the website, which will
be entrusted to an external consultant, with the budget available to the Municipality as part of the PadovaFIT
Expanded project.
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Who is going to implement the tool? The implementation of the website follows a similar logic. The first version
of the website, dedicated to the Energy desk, which is the first communication tool created by the Municipality
as part of the PadovaFIT Expanded project, has already been published. The second version will be entrusted
to an external consultant.
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Who is the target group of this tool? The website has been designed to offer an information service to citizens,
but also to other operators in the sector (condominium administrators, professionals, companies, etc.). The
Service is initially offered to residents of the Municipality of Padova, but it is being planned to extend it to the
entire metropolitan area (called Co.Me.Pa.).
Who is paying for the tool? The first version of the website was entirely set-up with municipal (personal)
resources, using the server and the domain of the municipality. The upgraded version will instead be supported with project resources. The Municipality of Padova has a budget of 30,000€ for the design and implementation of the website. This version will contain, unlike the first, some interactive content, i.e., based on the
input of data by the users.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The website in its first version offers an information and
technical advice service, through dedicated staff, on the following topics:
• how to reduce energy consumption in your home and save on your bill,
• which technologies to choose for energy efficiency interventions and the production of energy from
renewable sources,
• how to benefit from existing forms of tax incentives and how to finance interventions.
The Energy desk is focused on the tax incentives of Superbonus 110, a facilitation provided for by the
Relaunch Decree that raises to 110% the deduction rate of expenses incurred from 1 July 2020 to 30 June
2022, for specific interventions in the field of energy efficiency, for anti-seismic interventions, for the
installation of photovoltaic systems or infrastructures for charging the electric vehicles in buildings.
The new measures are in addition to the deductions provided for the recovery of the building stock, including
those for the reduction of seismic risk (Sismabonus) and the energy refurbishment of buildings (Ecobonus).
What do the citizens need to be able to do in/with the tool? To make an appointment with the staff of the
Energy desk, the user must access the iCUP service of the Municipality of Padova and click on "Energy desk"
and then on the "Book" button. The user can choose the day and time in the agenda and click on "+" to finalize
the registration. After booking, the user will receive confirmation of the appointment by email. The appointment
will be by telephone; the user will be contacted directly by the Energy desk at the number indicated at the
time of registration.
To cancel or move the appointment, the user can write an email to the address:
risparmio.energetico@comune.padova.it, which has been created for this specific purpose. The telephone
appointment has a maximum duration of 30 minutes. https://cup.comune.padova.it/agende/sportello-per-ilrisparmio-energetico
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The Energy Desk service provided by the PadovaFIT Expanded project

What data elements does the tool need to capture, store, generate, output, etc.? The citizen who intends to
benefit from the services of the Energy desk must provide some personal information to finalize the
registration. The data collected by the system are as follows: first name, surname (mandatory), date of birth,
tax code, email (mandatory), telephone number, mobile number (mandatory), subject (mandatory), company.
What processes does the tool need to support and/or facilitate? The Energy desk is the first step in the energy
refurbishment process of the building. The citizen who obtains the advice of the Energy desk can take more
informed decisions and therefore manages to talk with the right actors in the supply chain (professionals,
companies, etc.).
What other systems does the tool need to interact with? To be effective, this tool must be known to a wide
range of citizens and potentially interested parties in the service offered. The Energy desk has therefore been
supported by targeted communication campaigns, both through the web (social networks, newsletters, etc.),
and through advertising on the territory (on the tram, through public billboards, through the distribution of
information brochures and posters). Each of these communication tools was further detailed in the later
sections of this document.
What data elements does the tool need to exchange with other systems? The system, in its first version, does
not exchange data with other tools. On the upgraded website, the data collected by users will be reworked,
also through an interaction with other databases held by the Municipality of Padova, such as the “Sportello
Unico per l’Edilizia” and the “Cartaweb” application for the evaluation of the urban areas in which the buildings
benefiting from the service fall.
What is the volumetrics for the tool (e.g., # of users, etc.)? The Energy desk, in its first version, guarantees a
maximum number of 20 reservations/week. Assuming intensive use of the tool, it is expected that the number
of contacts on an annual basis can amount to about 1,000. Starting from the activation of the One Stop Shop,
this tool will be further enhanced, to increase the number of users and ensure wider use also for professionals
and businesses in the area.
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What problems does the tool solve or mitigate? The Energy desk service intends to solve one of the main
problems of the process of energy refurbishment of buildings: the lack of knowledge of the existing
opportunities both at a technical level (what interventions can I take to reduce the cost of the energy bill?),
and at the financial level. This information channel made available by the Municipality should increase the
interest and awareness of citizens, favoring more interventions on the territory.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The first version of the website, in the form of the Energy
desk, was activated at the beginning of February 2021, to accompany citizens in the activation of investments
for the energy refurbishment of their buildings and to benefit from the opportunities of the Superbonus 110%.
The upgrade of the website is planned instead by autumn 2021, when the One Stop Shop in Padua will be
active.
When do citizens need to be able to perform specific activities? Citizens can make an appointment through
the iCUP service of the Municipality of Padova, without time constraints. The appointment has a maximum
duration of 30 minutes.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? The
Service is active with two days a week (in the initial phase; a progressive increase is expected during 2021).
Days and times for the telephone appointment: Tuesday, from 9.00 to 14.00; Thursday, from 12.00 to 17.00.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The users of the Energy desk are the citizens residing in the Municipality of
Padova. The service is in development; in the future, it is necessary to extend the audience of beneficiaries
to all residents of the metropolitan area of Padova (area Co.Me.Pa.). To do this, an agreement with the
neighboring municipalities will be necessary, sharing the purpose and costs of the service.
From where do the users need to be able to use the solution? From which devices do the users need to be
able to interact with the tool? In the initial version, also given the restrictions imposed by the Covid-19
pandemic, the service will be usable exclusively through telephone appointments or using other web services
(e.g., Zoom, Skype, etc.). In a second phase, the Energy desk is also expected to become a physical place,
in which the user can interact with the consultants, viewing specific documents (e.g. requalification projects,
energy performance certificates, etc.).
Where can or should the tool be hosted? The website is hosted on the servers of the Municipality of Padova.
The service of the Energy desk, in its digital version, is provided through the iCUP platform, a single booking
center, managed directly by the Territorial Information Systems Department.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The data collected by the iCUP platform are managed and stored on the server of the Municipality of Padua.
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Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool is needed? The tool is promoted by the City of Padova to provide useful information to citizens
on how to refurbish their homes from an energy point of view. Looking ahead, this tool, which from digital will
also become a physical place, should be the single-entry point of the One Stop Shop. The website will
therefore be the channel through which the OSS will give information to citizens, collect the basic data to
elaborate pre-feasibility assessments, connect the various actors active in the supply chain (professionals,
companies, financial operators, etc.). All actors carry out a similar activity on the territory; the Energy desk
aims to become a single information center on the issues of energy efficiency and renewable sources,
guaranteeing third-party and impartiality in the information provided.
Which statutory or organizational rules is this tool intended or need to satisfy? At the organizational level, the
instrument will have to be able over time to include a variety of services, moving from an exclusively
informative and one-way tool - from consultants to citizens - to a platform that can also provide technical,
financial, and fiscal services. The provision of these services will be direct or indirect depending on the
constitutive methods of the One Stop Shop. The statutes of the OSS will define in a timely manner: the
services provided through the website, the recipients of these services, the operators, and any cost for use.
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Material made available for download on the website
https://www.padovanet.it/sites/default/files/attachm
ent/superbonus.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_a_chi_spetta_0.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_adempimenti.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_cessione_del_credito_sconto_in_f
attura.pdf
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https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_costi_tetti_di_spesa.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_interventi_ammessi.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_permessi_edilizi_regolarita_0.pdf

https://www.padovanet.it/sites/default/files/attachm
ent/superbonus_visti_congruita_asseverazioni.pdf
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#2 Engaging citizens - Social Media channels / #3 Municipal newsletter
Who deals with identifying the various actors and players in the solution?
Who is going to design and implement the instrument/tool? The social campaign has been carried out by the
Municipality of Padova through its institutional channels - https://www.facebook.com/informambiente/ https://www.facebook.com/Comune.Padova/.
The newsletter is managed directly by the Informambiente Office belonging to the Municipality of Padova
(http://newsletter.padovanet.it/archivio/31/). In both cases, the role of the Energy desk was highlighted. Following the activation of the OSS, these communication tools will be focused on the services provided to
citizens by the One Stop Shop.
The Energy desk was also advertised through the PadovaFIT Expanded twitter account https://twitter.com/padovafiteu and the project newsletter, managed directly by Climate Alliance https://www.padovafit.eu/fileadmin/inhalte/Documents/Newsletter_1_PadovaFIT_Expanded_20210301.pdf.
Moreover, a communication campaign with local media has been launched, to give initial visibility to the service made available by the Municipality of Padova.

The Facebook account of Informambiente Padova
The Facebook account of the Municipality of Padova
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The Achab Group Facebook account that supported the Municipality of Padova in the initial
phase of the launch of the Energy desk

Some news published by local media on the
activation of the Energy desk (Il Gazzettino di
Padova)

The Twitter account of the PadovaFIT Expanded project

Press release on the activation of the Energy desk by the
Municipality of Padova
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Some tv news published by local media on the activation of the Energy desk (Telenordest) https://www.youtube.com/watch?v=nnU55cJxLBE

The newsletter of the Informambiente Office that relaunched the news of the activation of the Energy desk
service

Who is the target group of this tool? The main targets of these communication tools are citizens. In particular,
the target area corresponds to the geographical distribution of people registered to the Newsletter of Informambiente Office (about 2,500 people), as well as to the followers of the social accounts of Informambiente
Office (621) and the Municipality of Padova (38,700).
Who is paying for the tool? The management of social channels and newsletters is entirely a responsibility of
the Municipality of Padova. The publication of news on the project newsletter and on the project social channels is therefore covered by project resources (personnel costs). The Municipality, to further expand the audience of recipients of the OSS services, is also making use of sponsorship services of published posts, which
increase the visibility of the news conveyed. This service is normally paid for and is covered directly by the
Municipality of Padova.
The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
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What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The use of social channels and the publication of articles in
newsletters are effective tools to reach the potential customers of the Energy desk and subsequently of the
OSS. These tools make the service known to a clientele who tend to be young and computerized, which
however often corresponds to the target of the One Stop Shop. Social networks allow the publication of
cadenced information, which keeps alive the interest of citizens on the service offered, limiting the reduction
of interest that is usually detected after the initial communication campaign.
What do the citizens need to be able to do in/with the tool? The citizens must be enrolled in the mailing list of
the Informambiente Office to receive monthly information on the activities of the department and consequently
also on the service of the Energy desk. As for social channels, the news will be displayed mainly by
subscribers to Facebook or Twitter pages.
What data elements does the tool need to capture, store, generate, output, etc.? This information channel
does not collect any data from end users. The only information that is collected is about views of posts or
articles, which are stored in aggregate form.
What processes does the tool need to support and/or facilitate? The social channels and the newsletter aim
to increase the knowledge of the services offered by the Energy desk and then by the One Stop Shop,
highlighting the steps and procedures to be followed to benefit from it. All social posts and articles in
newsletters contain hyperlinks to be able to access the Energy desk directly and possibly to make an
appointment with the technicians in charge of providing information and support.
What other systems does the tool need to interact with? Social channels and newsletters are tools that provide
visibility to others. They therefore need to interact with all other communication channels and with the website
of the Energy desk and at a later stage with that of the One Stop Shop.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of users who view posts on social
channels or articles in Informambiente and/or project newsletters is strictly dependent on the number of
followers and subscribers. Overall, with every news posted on all social media, at least 40,000 views are
expected. This value can increase if the news is relaunched by some subscribers; in this case, however, it is
not possible to establish an effect in quantitative terms.
What problems does the tool solve or mitigate? These tools aim at significantly increase the number of users
of the services offered by the One Stop Shop of the Municipality of Padova.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? Social channels and newsletters are already active,
starting from February 2021. They will be maintained during the entire duration of the project and even later.
The information that will be conveyed through these tools will be varied; in a first phase they will be focused
on how to access the Energy desk, while at a later stage they will be more oriented towards the services
offered by the One Stop Shop. During the implementation phase of the project, the information conveyed will
be related to the refurbishment of buildings and subsequently on the monitoring of the results achieved.
When do citizens need to be able to perform specific activities? This type of information channel does not
require specific feedback from users. This is a one-sided means of communication. The information arrives
The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
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to the customer of the Energy desk who receives it without giving notice to the sender. Indirectly, however,
the message on social channels can (and should) stimulate the citizen to use the platform made available by
the PadovaFIT Expanded project through its website.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? The
publication of information and messages to citizens on social channels and newsletters must have a certain
temporal cadence, to keep the attention of users on the service offered. The optimal frequency is monthly
and in this sense the Municipality of Padova is moving.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool remains
available 24/7 to users, who can consult the news even in a deferred way compared to their publication on
social channels and in the newsletter. However, this type of information channel has a decreasing
effectiveness over time; the older the news, the less visibility it will have. This is the main reason why a
periodic update is necessary to ensure effectiveness of the communication channel.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? From where do the users need to be able to use the solution? The users of
these communication tools have a broader territorial base than the website and the Energy desk, focused
only on the residents of the City of Padova. However, users will only be able to use One Stop Shop services
if they are in Padova. The Municipality is working with the neighboring municipalities to expand the service
offered; this solution will ensure greater economies of scale than the current model, increase the base of
users of the service, while diversifying the type of families and buildings that will subsequently benefit from
energy refurbishment interventions, in line with the objectives of the project.
From which devices do the users need to be able to interact with the tool? Social channels and newsletters
can be used by various devices, both mobile devices (mobile phone, tablet) and PC. It is, however, a typically
digital communication channel, which therefore does not provide paper solutions and reaches only a certain
target of the population.
Where can or should the tool be hosted? Where will persistent data be stored? Where will temporary data be
stored? Where will backups be stored? As far as social channels are concerned, the data is managed directly
from the platforms where the messages are conveyed. In the case of the Municipality of Padova, the main
channel is Facebook and to a lesser extent Twitter. About the Informambiente newsletter, the data are
managed directly by the Municipality of Padova, through its server.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? These communication tools are among the most used today, because they allow to
reach an exceptionally large number of recipients with extremely low investment costs. The social media and
newsletters have the great advantage of being able to modulate the communication offer according to the
level of response of end users, citizens. In case of low number of users social campaigns can be enhanced,
both in terms of frequency and incisiveness of the messages conveyed.
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#4 Flyer/leaflet distribution/ #5 Putting up a poster
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The graphic definition of the communication material has been
entrusted to an external graphic designer, to ensure a better communication yield and increase the attractiveness of the conveyed message. Various instruments have been prepared:
• a poster in 6 m * 3 m format,
• a poster in 70 cm * 100 cm format,
• a poster in 33 cm * 48 cm format,
• a A5-size flyer,
• a poster for the city tram.
All tools have common graphic elements, to ensure homogeneity in communication and facilitate the
identification of the service by the citizen. It is also planned to create a roll-up of the Energy desk, which will
always be entrusted to the same graph designer.

Advertising of the Energy desk on the city tram

The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
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Advertising of the Energy desk on the city tram

Advertising of the Energy desk on the city tram
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The poster in 33cm*48cm format for distribution at
municipal offices and other points of high contact
with the public in the city (supermarkets, bank
branches, etc.). The QRcode has also been included in the posters for direct access to the iCUP
services of the Municipality of Padova. (100 copies)

The poster in 33cm*48cm format for distribution at municipal offices and other points of high contact with the
public in the city (supermarkets, bank branches, etc.).
The QRcode has also been included in the posters for
direct access to the iCUP services of the Municipality
of Padova. (100 copies)

The poster in 6m*3m format posted in some information panels around the city (8 copies)
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The poster in 6m*3m format posted in via Chiesanuova (Padova) (8 copies)

The poster in 70cm*100cm format for distribution in
billboards around the city of Padova. In this poster
was also included the QR code for direct access to
the services of the Energy desk. (180 copies)

The poster in 70cm*100cm format for distribution in
billboards around the city of Padova. In this poster
was also included the QR code for direct access to
the services of the Energy desk. (180 copies)
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The flyer in A5 format for distribution in municipal
offices and at other points of high contact with the
public in the city (supermarkets, bank branches,
etc.). (2,500 copies). It is one of the communication
materials that will be most used at public events and
in presence that will be organized by the Municipality of Padua.

The flyer in A5 format for distribution in municipal offices and at other points of high contact with the public in the city (supermarkets, bank branches, etc.).
(2,500 copies). It is one of the communication materials that will be most used at public events and in
presence that will be organized by the Municipality of
Padua.
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The roll-up that will be used in the "physical" headquarters of the Energy desk and on the occasion of
events organized on the territory (information evenings and presences in neighborhood markets)

The roll-up that will be used in the "physical" headquarters of the Energy desk and on the occasion of
events organized on the territory (information evenings and presences in neighborhood markets)

Who is going to implement the tool? The printing of the communication material has been entrusted to an
external provider. In the case of the poster for the city tram, the printing of the material is entrusted directly to
the company that deals with this communication channel and that manages its advertising service: Aps Advertising belonging to the Aps Holding group. Moreover, all this material is expected to be put up around in
the city. The poster 6m*3m will be managed directly by Aps Advertising, while the two other formats
(70cm*100cm and 33cm*48cm) will be managed by the Environment and Territory Department of the Municipality of Padova. In the case of advertising through the tram, the material will be applied directly by the
technicians of the company that manages the service (Aps Advertising).
Who is the target group of this tool? These communication tools are designed to integrate digital channels
(website, social channels, and newsletters). The recipients of these communication services are quite different: the intention is to reach all age groups and neighborhoods of the municipality, through a widespread
distribution of the material (posters and flyers). The poster 6m*3m will cover some strategic and high visibility
points around the city. The smaller formats (70cm*100cm and 33 cm*48 cm posters) will be distributed:
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•

at some information desks managed directly by the Municipality of Padova (URP – Public Relations
Office, SUE – Private Buildings information Desk),
• at public and private offices with greater relations with citizens, with which the Municipality has activated forms of collaboration,
• using the billboards around the city (large-scale adverts):
o Headquarters of the 6 neighborhoods,
o Registry Office, Piazza dei Signori,
o Social Services department - Via del Carmine,
o School Services department,
o Sports Services department,
o Police department,
o Cultural centre “San Gaetano”,
o Environment and Territory department - Palazzo Sarpi,
o Tributes department,
o Head Office of the Municipality of Padova - Palazzo Moroni.
For example, as part of the PadovaFIT Expanded project, it was agreed to collaborate with bank branches
for the distribution of communication material on the project. Similarly, a collaboration has been established
with the city's supermarkets, as part of the SUPERHEERO H2020 project.
Here below a map of high-visibility points for the installation of the big format posters, identified because of:
• traffic flows (from the Mobility Urban Plan),
• proximity to intersections (traffic lights/roundabouts),
• visibility from the road.

Installation point address
Via J. CORRADO
Via FRIBURGO
Via VIOTTI
Via TOTI
Via PO
Via MAGAROTTO
Via COLLI
Via BAVIERA

Identification of the 8 installation points of the 6m * 3m road posters, identified according to some parameters
related to visibility and the number of potentials "users"

Who is paying for the tool? The costs for graphics and printing are covered by the PadovaFIT Expanded
project. The Municipality has some resources for communication-related activities. However, some of the
expected costs have been borne directly by the Municipality: this is true for the payment of poster display fees
that are normally requested by another department of the Municipality.
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What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The main objective is to integrate the communication campaign
with non-digital tools and present the information in a distributed way on the municipal territory. These tools
allow to expand the range of potential beneficiaries of the services of the Energy desk and subsequently of
the One-Stop-Shop. The goal of these tools is to raise awareness on the issue of energy savings / energy
efficiency and the availability of services offered by the Municipality of Padova.
What do the citizens need to be able to do in/with the tool? What processes does the tool need to support
and/or facilitate? These communication tools do not require interaction with the user; they convey the
message unilaterally. The citizen, through the information included in the posters and flyers, becomes aware
of the Energy desk service made available by the Municipality and the ways to register an appointment
through the iCUP portal.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? These communication systems interact directly with the Energy desk service, active
during the pandemic phase only through the website (and in a subsequent phase also through the
identification of a physical place). The material highlights the links useful to access the iCUP portal and
QRcode has also been included to facilitate access with mobile devices. The citizen will only have to frame
the code with his device to directly access the registration portal. This QRcode service has been included in
the 70cm * 100cm format and 33cm * 48cm formats.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of users of these communication
services is not easily quantifiable. Unlike digital services, in this case it is not possible to directly control the
number of people viewing the information. However, indirectly, the users of the Energy Desk indicate during
the registration phase the information channel through which they became aware of the service. In this way
it is possible to quantitatively verify the effectiveness of the information channel.
What problems does the tool solve or mitigate? This information channel, as already mentioned, allows the
user to overcome the information gap typical of digital platforms, which are not able to reach all sections of
the population and consequently do not involve certain categories of homeowners. The widespread presence
of posters, flyers and advertising on local public transport should broaden the audience of beneficiaries.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? These tools have been activated since March 2021.
Advertising on the tram was activated in the middle of the month, while posters and flyers have been
distributed at the end of March 2021. In the case of tram advertising, this communication channel remains
active for only one month. The big format poster in 6m*3m will be visible for two weeks. In the other cases
the material will be available for longer periods of time. These instruments will be proposed several times
during the project, at regular intervals to allow their communicative effectiveness over time. It is not possible
to imagine a continuous stay in the territory, since the costs of these services are too high (this applies
particularly to the tram). It was therefore decided to opt for a relaunch every 3-6 months.
When do citizens need to be able to perform specific activities? These communication tools, as anticipated,
allow the citizen to become aware of the services provided by the Municipality of Padova and of the activation
of the Energy desk. The citizen, therefore, can access directly (through the QRcode) or indirectly, by
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consulting the web page, the services of the Energy desk, which will remain active at least until the end of the
project.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? As
anticipated, this information channel will remain active 1 month on the tram, for a slightly shorter period in the
case of 6m*3m posters (2 weeks) and for higher but variable period in the case of 70cm*100cm and
33cm*48cm posters. The interval of the relaunch of these instruments is identified in about 3-6 months but
will be strongly related to the variability in the number of customers of the Energy Desk.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool remains
available 24 hours a day in the case of posters of greater size 6m*3m. On the other hand, the availability of
tram advertising and smaller-format posters/flyers will depend on indirect factors: in the first case, the actual
circulation of the tram (about 12-16 hours per day); in the second case, the opening hours of the Energy
desks, offices, and other locations where the materials will be displayed.
When can data be purged from the tool (just in case)? As anticipated, some of these information channels
provide for the removal of content following a certain time interval: 1 month in the case of the tram, a slightly
shorter period in the case of larger format posters.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? From where do the users need to be able to use the solution? These
communication tools have a direct relationship with the territory because they are posted and disseminated
only in the Municipality of Padova. The content is used in fixed sites around the city (in the offices where the
posters are affixed; in the high visibility points identified for larger panels) or in itinerant form (the tram). Those
who view this information, however, may also not necessarily be a resident in the Municipality of Padova, that
is anyway a necessary condition to benefit from the services of the Energy desk (at least in the first phase).
From which devices do the users need to be able to interact with the tool? Where can or should the tool be
hosted? Where will persistent data be stored? Where will temporary data be stored? Where will backups be
stored? These tools, not being provided in digital form, are not usable through mobile devices. Similarly, the
tools are not "hosted" by specific platforms o servers. Unlike digital content, all information conveyed through
posters, flyers, and advertising on the tram, does not include registration, backup of content; the message
stops when it is no longer visible to the public.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? These tools are necessary to complete the campaign to promote the services of the
OSS, because they fill some of the gaps typical of other digital tools: they reach citizens in a more capillary
and distributed way, allow to have a more direct and territorial relationship with the end customer.
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#7 Creating information points / #9 Dedicated information evenings
or events / #10 Promotional materials
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? These communication activities have much broader aims than
the mere promotion of Energy desk services. In this case, the creation of information points and the organization of information evenings also serve to raise public awareness on the issues of energy efficiency, bill
savings, the production of energy from renewable sources and the sustainability of the measures to be taken
on their buildings. The preparation of this content is therefore delegated to external subjects, with the organizational and logistical support of the technicians of the Municipality of Padova.
Specific collaborations with some key stakeholders will be planned (e.g., with GBC Italia, local neighborhood
councils). In addition, the municipality will make use of the technical and professional expertise of an external
company. Regarding the purchase of gadgets to be distributed to customers of the OSS during the events
that will be organized in the territory, it is planned to select some promotional materials that can be effective
in conveying the importance of energy efficiency and renewable sources. The selection will be carried out
directly by the technicians of the Municipality of Padova. The purchase of promotional materials (gadgets) will
be carried out by the Municipality, according to the rules of public procurement in force in Italy.
Who is going to implement the tool? These communication tools provide for the organization and implementation of information events in the territory. Two channels will be mainly used: the information stands in the
city squares during local markets; the organization of information evenings, at neighborhood level, at municipal offices or the premises of other parties involved in the initiative. The implementation of these tools is
therefore intricately linked to their organization. The external experts of the Municipality – to be identified with
competition - will therefore be involved. Moreover, third parties who will collaborate with the Municipality in
the management of events and the Municipality itself with its staff will have a central role in the organization
of these communication tools. In the case of information evenings, neighborhood councils (https://www.padovanet.it/informazione/le-consulte-di-quartiere) will also be actively involved, to reach citizens more effectively. Promotional materials (gadgets) will be distributed during the organization of events in the city.
Who is the target group of this tool? As anticipated, these information channels aim to reach the entire municipal population and especially those groups that have not been able to access the other communication
channels (elderly people, less well-off families, etc.). Presence on the ground should allow for a more direct
interface with citizens. It is clear, however, that this information channel will only be feasible after the conclusion of the pandemic phase, which is not allowing the organization of such events.
Who is paying for the tool? The organization and implementation of the meetings include some costs: for the
definition of information content, for the definition of the most correct format to convey such contents, for the
graphic definition and printing of content, for the purchase of promotional material (gadgets), etc. Some of
these costs have already been described in the previous points (e.g., posters, flyers, etc.). In this case, however, new material is going to be produced, since the broader communication purpose (awareness-raising).
As anticipated, the definition of the format and contents will be delegated to an external subject, with specific
professional skills. The costs will be borne by the PadovaFIT Expanded project (there are 30,000€ costs for
entrusting this task to a specialized company). Other costs will be covered directly by the Municipality of
Padova or by other subjects involved from time to time in the initiatives that will be organized on the territory.
The costs for the purchase of promotional material will be covered by the PadovaFIT Expanded project (there
are about 10,000€ in "Other direct costs" under "Adaptation and printing costs of implementation and promotional material for target territories").
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What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The main purpose of these communication tools is to raise
awareness among the population on the issues of energy efficiency in residential buildings and the production
of energy from renewable sources. The Energy desk should represent, over time, the single access point to
take advantage of the services offered by the One-Stop-Shop. To achieve this goal, two objectives will
therefore have to be pursued: to make the instrument known to the wider audience of citizens, reaching even
the poorest and least technological groups; to increase citizens' awareness on the opportunities available for
the energy refurbishment of their building and of the advantages that such interventions bring, primarily in
terms of living comfort. The distribution of gadgets should help to achieve both objectives, raising awareness
of the citizen through simple tools of daily use.
What do the citizens need to be able to do in/with the tool? These communication tools provide for strong
interaction with citizens. Their involvement in neighborhood markets and information evenings is necessary
to make communication effective. In both cases the interaction will be vis-a-vis, thus providing for a physical
relationship (this is one of the reasons why this tool has been postponed to a post-pandemic phase). In the
case of neighborhood markets, the interaction will be mainly aimed at providing information on the services
offered by the Energy desk, also through the help of distributed information material (flyers, gadgets, etc.).
Through the participation of specialized technicians on the topic of energy refurbishment, it will also be
possible to foresee short moments of informal exchange, answering the fastest and most frequent questions
of citizens who will approach the stand. For more in-depth questions or for those that need further specification
from the citizen, a reference to the Energy desk service, by telephone appointment or in presence, will be
provided. In the case of information evenings, the interaction will be mediated by facilitators, experts in the
management of events for citizenship and in the active involvement of the public. The format will be defined
jointly with the experts and will be repeated on several occasions, applying a pattern in itinerant form, and
reaching all the neighborhoods of the city. The distribution of promotional material (gadgets) will be subject
to the participation of citizens in the events organized by the Municipality of Padova as part of the project.
What data elements does the tool need to capture, store, generate, output, etc.? These communication
channels, providing for direct interaction with citizens, will also have to collect for contact information (name,
surname, email, telephone number, address, subject of the call). The information to be collected will be
managed in compliance with the privacy and policies defined by the GDPR. The work carried out under WP1
on the collection of end-user data will be capitalized.
What processes does the tool need to support and/or facilitate? These communication channels aim to
facilitate citizens' access to the services made available by the Municipality of Padova through the Energy
desk and the One-Stop-Shop, but also to make citizens more aware and responsible in domestic energy
management. In addition, efforts will be made to facilitate and accelerate relations between the various actors
in the energy refurbishment chain (citizens, professionals, companies, financial operators, etc.) linking the
demand and supply sides.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? These communication channels rely on other tools to ensure adequate effectiveness:
posters, flyers/brochures, roll-up, etc. This information material must be used and/or distributed during the
events organized in the territory. The distribution of additional information material consolidates the
information exchanged only orally and allows better interpersonal communication (word of mouth),
significantly increasing the number of people reached indirectly.
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What is the volumetrics for the tool (e.g., # of users, etc.)? The number of users of these communication
services will be more precisely quantifiable only when the number and nature of the meetings to be carried
out on the territory are defined. Monitoring will be ensured through the collection of contact data of all citizens
who will request information at the stand in the neighborhood markets or who will participate in the information
evenings. As a preliminary step, it can be assumed that the participation of citizens can be quantified in about
50 people per event organized. Considering that it is planned to organize about 6 meetings in neighborhood
markets and another 6-10 evening meetings, it is planned to distribute about 600-800 gadgets.
What problems does the tool solve or mitigate? These communication channels aim to create more direct
relations with citizens and potential beneficiaries of the OSS. They therefore allow to overcome the critical
issues related to the use of digital tools, which do not guarantee such a close relationship with the territory.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? When do citizens need to be able to perform specific
activities? These tools will only be activated after the end of the pandemic crisis, being based on direct
relations with citizens. As a preliminary and entirely precautionary measure, it is estimated that the
organization of information evenings and the participation of the project in neighborhood markets can only
materialize from September 2021. The distribution of promotional materials (gadgets) will take place
simultaneously with the organization of events on the territory.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? Both
the organization of information evenings and the participation in the neighborhood markets provide for a
certain periodicity. The information evenings will be organized in each of the 10 neighborhood councils, to
reach the population in a fair and distributed way throughout the municipal territory. It is planned to organize
the evenings every biweekly. In this case, assuming a start from September 2021, these events will have a
total duration of about five months. However, in some cases, more neighborhood councils may be aggregated
to optimize the timing and costs of these activities. As for the presence in the neighborhood markets, it is
planned to organize the stand in the following: (1) District 2 Nord - Piazzale Azzurri d'Italia; (2) District 3 East
- via Bajardi; (3) District 3 East - Piazzale Silvio Barbato; (4) District 4 Southeast - Piazzale Cuoco; (5) District
4 Southeast – Voltabarozzo; (6) Neighborhood 6 West - Via Sacro Cuore. It is planned to participate on a biweekly basis.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The communication
tools will be organized in two time slots: the organization of the stands in the neighborhood markets will take
place mainly in the morning, within the time intervals of the markets themselves (tend to be between 8 and
14). The information evenings will be provided on an evening time. The organization of events at different
times should allow for wider involvement of the population: the elderly, pensioners, workers, etc.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The users of these communication channels are territorially very deeply rooted.
Unlike digital tools or posters, information evenings and stands at neighborhood markets will be frequented
mainly by the inhabitants of the neighborhoods involved.
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From where do the users need to be able to use the solution? Where can or should the tool be hosted? The
use of these communication tools, providing for a direct interaction between the citizen and the technicians
of the Energy desk, will take place exclusively at the selected neighborhood markets and at the offices of the
neighborhood councils (or other available locations) where the information evenings will be organized.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The only data that will be collected are those related to the contact information of citizens who will participate
in the information evenings or request information at the stands organized in the neighborhood markets. This
data will be managed by the Municipality of Padova in compliance with the GDPR and unless requested by
the users themselves.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? Which statutory or organizational rules is this tool intended or need to satisfy? These
communication tools are the only ones, within the strategy for citizens’ involvement, which provide for a direct
relationship with citizens. It makes possible to reach specific sections of the population and with good territorial
representativeness, since the events are organized at neighborhood level. The creation of a direct relationship
is necessary to ensure long-term sustainability at the Energy desk because it creates loyalty and a recognition
that digital tools are not able to generate.

The promotion of energy saving Energy desk services as part of the "M'illumino di meno" campaign (postcard).
The distribution of information material is one of the communication methods that will be used during meetings on the territory.

The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
31

D3.3: ENGAGEMENT TOOLS

#11 Using testimonials
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The involvement of testimonials will be carried out by the Municipality of Padova with the external advice of technicians specialized in communication activities. The company
that will be selected to support the Municipality in the organization of events in the territory, will also oversee
managing the methods of implementation of this communication activity. The testimonials that will be identified will be of two types:
• on the one hand, personalities recognized at city level (e.g., Councilor for the Environment, etc.),
• on the other hand, they will be users of the Energy desk or other subjects who have already benefited
from the services of the One-Stop-Shop and who become indirect promoters to other citizens.
The design of this communication activity involves the definition of two main elements: the selection of
testimonials, based on specific criteria, and the methods of dissemination of the message (e.g., through the
recording of a short video and publication on digital channels).
Who is going to implement the tool? This tool will be realized by the technicians of the Municipality of Padova
with the support of an external company expert in communication. The tool will be carried out in the form of
interviews, which will be published on the website of the OSS and on social channels. The interviews will be
carried out both with video support and in the form of a question-and-answer document (text format). Interviews will be managed in such a way as to ensure a high effectiveness of communication.
Who is the target group of this tool? As with the other communication tools, the main recipients of this communication channel will be citizens of the Municipality of Padova. Interviews should involve recognized personalities and other citizens who have already finalized the interventions. In this way the emulation process
or curiosity about the services offered by the Energy desk and the One-Stop-Shop should be facilitated.
Who is paying for the tool? The organization of the interviews requires specific skills. For this reason, it is
necessary to involve external experts. The experts involved in this activity will be the same who will support
the Municipality in the organization of events on the territory. As a result, the expenditure to be incurred will
be included among those dedicated to these services (€ 30,000 is provided for in the project budget).

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? These communication tools are intended to involve citizens in
emulation pathways. Very often the information that is given and the opportunities that are guaranteed (e.g.,
Superbonus 110%) to the homeowners are not enough to orient them towards the effective energy
refurbishment of their property. It is sometimes necessary to hear more opinions (the second opinion of the
Anglo-Saxon tradition) or more authoritative ones. The interviews have this finality. The success of these
campaigns has been verified on several occasions: by way of example, a similar approach has also been
used during the pandemic phase to push citizens to get vaccinated against Covid-19, overcoming some
attitudes of mistrust initially widespread.
What do the citizens need to be able to do in/with the tool? Interviews with testimonials will be conveyed in
digital form, using the project channels (website, social channels, newsletters, etc.). Citizens will be called
upon to interact with these tools indirectly, in turn conveying shared content and commenting on news. As
already highlighted above, the citizens receiving the service must be enrolled:
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• to the mailing list of the Informambiente newsletter,
• to Facebook or Twitter accounts.
The testimonial campaign will still be advertised, to get more views and expand the target pool.
What data elements does the tool need to capture, store, generate, output, etc.? This information channel
does not collect any data from end users. The only information that is collected is about views of posts or
articles, which are stored in aggregate form.
What processes does the tool need to support and/or facilitate? Through the publication of interviews with
testimonials, citizens will be called to intervene on their building, benefiting from the tax opportunities existing
at national level and contributing to strategic objectives of sustainability and environmental and social
responsibility. The campaign aims to promote the emulation of virtuous behaviors that go beyond the interest
of the individual citizen (e.g., the reduction of the energy bill) but raising awareness of the collective
importance of the measures promoted by the Energy desk. All social posts and articles in newsletters that will
incorporate interviews with testimonials will contain hyperlinks to be able to access the Energy desk directly
and possibly to make an appointment with the technicians in charge of providing information and support.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? Social channels and newsletters, hosting the interviews, are tools that provide visibility
to others. They therefore need to interact with all other communication channels and with the website of the
Energy desk and at a later stage with that of the One Stop Shop.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of users who view posts on social
channels or articles in Informambiente and/or project newsletters is strictly dependent on the number of
followers and subscribers. Overall, with every news posted on all social media, at least 40,000 views are
expected. This value can increase if the news is relaunched by some subscribers; in this case, however, it is
not possible to establish an effect in quantitative terms.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? Interviews with testimonials are scheduled from
September 2021 and will be disseminated through social channels, newsletters and the website starting from
autumn 2021. The main intention is to align this communication activity with the activation of the One Stop
Shop in the Municipality of Padova. Some interviews will involve public decision-makers (e.g., environmental
councilor of the Municipality of Padova) and the referents of public and private bodies that will join the OSS.
The interviews will also involve some direct beneficiaries of the One-Stop-Shop services; in these cases, the
interviews will be carried out by spring 2022.
When do citizens need to be able to perform specific activities? This type of information channel does not
require specific feedback from users. Indirectly, the message of testimonials conveyed on social media
channels, newsletters and on the website can (and should) stimulate the citizen to use the platform made
available by the PadovaFIT Expanded project through the Energy desk.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? The
publication of interviews with testimonials on social channels, on the newsletter and on the website, will be
cadenced, to keep users' attention on the service offered. The optimal frequency is weekly and in this sense
the Municipality of Padova is moving. All interviews will be published on the website, on a dedicated page
and will be usable both in the form of videos and in text format.
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When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool remains
available 24/7 to users, who can consult the interviews even in a deferred way compared to their publication
on social channels, in the newsletter and on the website.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? From where do the users need to be able to use the solution? Like what has
already been anticipated for social channels, the newsletter and the website, the users of these
communication tools normally have a broader territorial base than only the Municipality of Padova, for which
the service is currently active. The purpose of the interviews is certainly to raise public awareness on the
issues of energy saving and the production of energy from renewable sources. In this sense, the greater the
number of users, the greater the effectiveness of the instrument.
From which devices do the users need to be able to interact with the tool? Interviews can be consulted through
social channels (with weekly publication of news), through the newsletter (with monthly publication) and
through the website, where they will all be collected in a single container. The use of this digital content is
guaranteed for all devices, both mobile devices (mobile phone, tablet) and PC. It is, however, a
communication channel that does not provide paper solutions and therefore reaches only a certain section of
the population.
Where can or should the tool be hosted? As far as social channels are concerned, the data is managed
directly from the platforms where the messages are conveyed. In the case of the Municipality of Padova, the
main channel is Facebook and to a lesser extent Twitter. Regarding the Informambiente newsletter, the data
are managed directly by the Municipality of Padova, through its server. The website where all interviews will
be collected and published will be hosted at an initial stage on the servers of the Municipality of Padova
(Padovanet) and in a second phase on another server (depending on the domain that will be identified for the
publication of the One Stop Shop web-platform).
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The interviews will be published permanently in the web platform that will manage the services of the One
Stop Shop. In line with the privacy legislation contained in the GDPR, all interviews will be carried out and
published with the authorization of the parties involved. The same subjects, in compliance with the same
legislation, may request the deletion of the contents at any time ("Disclaimer" section).

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? This tool intends to disseminate messages of energy sustainability and to highlight
existing incentive opportunities at local and national level effectively, generating virtuous emulation
processes. It is important that the testimonial has an image and characteristics consistent with the service
proposed by the One Stop Shop and the Energy desk and with the message that the Municipality wants to
convey. The attributes of the testimonial should be somehow "transferred" to the service without the citizen
feels some form of inconsistency between them. The choice of testimonials will therefore be central to the
provision of this communication service and will allow to catalyze the attention of citizens towards the energy
refurbishment of their buildings.
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#13 Training Community/Condominium Facilitators
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The training course is designed by the Municipality of Padova
with internal staff. The Municipality will be supported by some project partners, SINLOC and SOGESCA, who
will each contribute for their own areas of expertise, respectively for financial and technical /engineering issues.
Who is going to implement the tool? The implementation of the course consists in the provision of training
modules and therefore in the preparation of the material and the management of the lectures. Each module
will be managed by different parties:
Municipality of Padova
• Introduction to the aims of the course
o The PadovaFIT Expanded project
o The role of the neighborhood facilitator/condominium facilitator
o The training program
• Privacy and data processing
o Procedures for getting access to documents
o Privacy management and data processing
SOGESCA
• Carrying out and evaluating an energy audit
o Data collection
o Field surveys
o Case study analysis
o Simulations with software
Sinloc
• Energy refurbishment of buildings: assessments of the economic and financial sustainability of interventions
o Forms of support and existing incentives
o Energy performance contracts
o Indicators to assess the economic and financial sustainability of interventions
o The mechanisms for the disposal of credit and invoice discount (Superbonus 110%)
IUAV
• The building in the urban context: principles of sustainable urban regeneration
o Design eco-friendly neighborhoods
“È Nostra” cooperative
• The building in the urban context: principles of sustainable urban regeneration.
o Energy communities
“Sestante di Venezia” cooperative
• Techniques for facilitating and mediating conflicts.
o Decision processes
o How to organize and manage and condominium assembly
AISFOR / Rete ASSIST-TED
• Check-ups and support for families in energy poverty
o Check-up of energy consumption
o Management and behavioral solutions to reduce energy expenditure
o Support for families in energy poverty
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Divisione Energia srl
• Superbonus 110% and other forms of incentive
o From legislation to practice
ENEA – National Energy Agency
• Means and methods for communicating energy
• The communication skills of the condominium/community facilitator
• How to prepare a communication plan

The webpage where the training program has been published (Padovanet)

Who is the target group of this tool? The plan is to involve at least 20 participants. Main beneficiaries of the
training course are:
• ITS Red Academy graduates in the courses of "Building Manager" and "Energy Manager 4.0",
The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
36

D3.3: ENGAGEMENT TOOLS
•

it is planned to open the registration also to professionals enrolled in the Professional Associations of
Architects and Engineers of Padova, but reserved only to under 35,
• it is also envisaged to involve recent graduate students at the University of Padova and Venice in the
master's courses of "Environmental Engineering", "Energy Engineering", "Energy Engineering", "Engineering for the Environment and the Territory", "Techniques and management of construction and territory", "Building Engineering and Architecture", "Sustainable Territorial Development".
The selection will be based on CV and on the consistency of the education background with the aim of the
training course. To select the participants, web and social channels of ITS Red Academy, the Professional
Associations, and the University of Padova and Venice will be used, in addition to the channels of the
Municipality of Padova: Office of Public Relations (URP), Informambiente Office. The registration of
participants will take place through the compilation of a Google form: the registration phase will collect only
the data that allow the selection of the students.
Downstream of the use and completion of the training course, participants will be issued a certificate of participation that attests to the acquisition of knowledge and skills necessary to play the role of neighborhood /
condominium facilitator within the PadovaFIT Expanded project.
Who is paying for the tool? The training course will be entirely financed with project resources. The Municipality of Padova has some funds for an external assignment to professional trainers (10,000€), on the topic
of urban regeneration, energy refurbishment of buildings and smart communities. In addition, the Staff of the
Municipality of Padova and other project partners (SINLOC, SOGESCA) will be actively involved in the management and delivery of some training modules.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The main point of the training course is to identify 1-2 people
who may subsequently be involved in the activities of the OSS and in supporting municipal technicians in the
management of the Energy desk. The involvement of these people should materialize starting from autumn
2021, when the One-Stop-Shop will be officially operational and the face-to-face communication activities will
be realized.
What do the citizens need to be able to do in/with the tool? Citizens are not directly involved in this
communication tool. The training course is in fact dedicated to professionals or technicians in the sector. At
the end of the training course, 1-2 participants will be selected to accompany the Energy desk in its
communication and citizenship engagement activities. Specifically, facilitators will be called to participate in
the organization and management of events on the territory, including meetings in condominium assemblies.
What processes does the tool need to support and/or facilitate? The training of condominium/neighborhood
facilitators responds to a specific need of energy refurbishment programs aimed at citizens and/or owners of
real estate: the need to transfer technical information, of a financial or architectural nature, with a simple,
clear, and effective language. This is one of the main non-technological barriers that reduce the effectiveness
of public policies to significantly orient people's behavior towards more sustainable solutions. The facilitator
can perfectly combine the technical skills necessary for the energy refurbishment of a building (design,
economic-financial evaluation, identification of tax opportunities, etc.), with relational, communication skills.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? The provision of the training course does not require specific connections with the other
communication tools.
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What is the volumetrics for the tool (e.g., # of users, etc.)? The assessment of the number of users of this
communication channel is based entirely on the number of students. At least 20 are expected to be involved;
however, given the possibility of providing the entire course remotely (electronically) it will be possible to reach
a maximum of 30 subscribers.
What problems does the tool solve or mitigate? This communication channel aims to encourage the birth and
affirmation on the territory of new professional figures, who join technical with communication skills. The
recipients of the course will be selected according to their professional background and will be supported by
municipal technicians and other trainers in expanding their "toolbox". The presence of facilitators in public
events organized by the One Stop Shop or in condominium assemblies should give greater effectiveness to
the messages conveyed, allowing a higher number of homeowners to decide to proceed with the energy
refurbishment of their property. This is especially true for condominiums, where decisions must be made
collectively and the dynamics that lead to the formation of a majority are uncertain and changeable.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The call for the selection of participants of the training
course will be published by the end of May 2021 and will remain open for two weeks. At the end of this period,
the CV of the candidates will be evaluated by an examination committee of the Municipality of Padova and
the “students” who will benefit from the high-level training will be identified. The training course will have a
total duration of about two months and will be completed by the end of July 2021. The direct involvement of
the condominium/ neighborhood facilitators in the activities of the Energy desk is scheduled from autumn
2021, in an ongoing form until the end of the project.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? 12
lessons (2 per week, on Tuesdays and Thursdays), during pre-evening hours (5.30pm-7.30pm – in some
cases the courses will start at 4.30 pm) are planned. At the end of the training course an evaluation test is
foreseen. The final evaluation will guarantee the identification of the most suitable candidates to play a
supporting role at the Energy desk.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The training course
will be carried out entirely online, in synchronous mode (teacher + students), using the Webex platform in use
at the Municipality of Padova.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The participants in the training course do not necessarily have to be residents
in Padova. Enrolment in the course remains open to all and the only criteria that will be included will concern
the educational background and the qualifications already acquired. Users of the training course will be able
to follow the lessons remotely. However, the support activities at the Energy desk, to which the beneficiaries
of the course will be called to contribute, must be carried out in the Municipality of Padova. The facilitators
will in fact have to support the organization of events on the territory.
From where do the users need to be able to use the solution? From which devices do the users need to be
able to interact with the tool? As anticipated, the course will be available entirely in telematic mode, using the
Webex platform of the Municipality of Padova. Participants in the course will receive the complete program of
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training modules and links for participation in each module. The use of the course will be possible both through
personal computers and other mobile devices (mobile phone, tablet). Participation in the training course is,
however, considered compulsory, at least for the 80% of the modules.
Where can or should the tool be hosted? Where will persistent data be stored? Where will temporary data be
stored? Where will backups be stored? All the material that will be used in the training course (presentations,
recording of lessons, etc.) will be made available to the trainees for an asynchronous use. The material will
be included in the platform of the One-Stop-Shop of the Municipality of Padova and will be accessible only
through the credentials that will be issued at the time of the selection of participants (or, if the platform is not
yet available, at the time it is activated).

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? Which statutory or organizational rules is this tool intended or need to satisfy? The
training course is connected to the organization of events on the territory and participation in condominium
assemblies, to support the decision-making processes of homeowners. In this sense, the training of condominium/neighborhood facilitators is a necessary step to give effectiveness to the communication campaigns
of the Energy desk and the One Stop Shop in Padova. The facilitators will contribute to two respects: on the
one hand they will guarantee high technical support, on the other hand they will provide operational, organizational and communication support to encourage the participation of more homeowners to the offer of the
OSS of Padova.
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Tools for the engagement of citizens: the Municipality of
Timisoara
#1: Creating a dedicated website
Creating a dedicated website: adaptation of the website with an interactive online communication and integration platform and a dedicated section on the existing official websites of The Municipality of Timisoara and
the Environmental Directorate – www.primariatm.ro and www.dmmt.ro. To increase the level of citizen engagement we plan to create a section regarding the services provided by the OSS on each webpage as well
as general information referring to building refurbishment. The section will feature links to the project website
and other useful links to showcase the latest innovations and technologies in the field.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The project implementation team alongside members of the IT
department of the City Hall of Timisoara and from the company responsible for the hosting and maintenance
of the official website of the Municipality of Timisoara and that of the Environmental Directorate, respectively.
The purpose is to integrate an interactive section dedicated to offering information and facilitating communication related to the OSS into the existing websites of the municipality. – www.primariatm.ro and
www.dmmt.ro.
Who is going to implement the tool? The company responsible for the hosting and maintenance of the municipality’s online domains along with members of the IT department.
Who is the target group of this tool? The target group of the tool is represented by the visitors of the municipality’s websites, apartment owners, building associations, etc.
Who is paying for the tool? Since most of the work will be performed under existing contracts or by employees
of the municipality, we anticipate the costs being low. Any design or implementation work that needs to be
outsourced will be covered by the projects budget (subcontracting and municipal personnel costs).

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The purpose of the tool is to offer information about the OSS
itself and what services it provides but also function as a virtual interface for the OSS, providing information
on technical and financial solutions, innovative technologies, etc.
What do the citizens need to be able to do in/with the tool? In addition to its role as an information hub, the
idea behind the online tool is to act as a virtual “office” for the OSS. The citizens must be able to obtain
information on the step-by-step procedure that they must undertake to complete a rehabilitation process. This
information should cover the whole process, starting from the necessary documentation all the way to
financing options and then execution. Moreover, the online tool must facilitate communication between the
citizen and the OSS itself (through its employees).
The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
40

D3.3: ENGAGEMENT TOOLS

What data elements does the tool need to capture, store, generate, output, etc.? The tool needs to offer as
comprehensive a picture on building rehabilitation as possible. It must consider the whole procedure from
beginning to end and walk the citizen through it offering potential solutions along the way. Ideally, it would
allow the citizen to get an idea about what he or she needs to do while at the same time featuring some form
of online communication for the citizen to get in touch with the OSS for direct counselling. Among the things
that the website must contain are:
- a comprehensive list of paperwork that needs to be filed to get the necessary permits,
- a list of rehabilitation measures and innovative technologies for the user to browse and/or chose from
- Contact details for architects, contractors, designers, utility service providers, ESCOs (if available),
energy efficiency auditors and experts, other technical and financial solution providers, professional
organizations etc.
- details on the functionality of the OSS and how to contact a counsellor.
Essentially, the online platform must allow the user to enlist professional help through the OSS in terms of
planning, design, financing, and execution.
What processes does the tool need to support and/or facilitate? The website/section needs to function as an
information repository and support the user in acquiring the necessary data for him to make an informed
decision. Furthermore, it needs to facilitate the communication between the user and OSS representatives
as well as user and representatives of third parties (contractors, building material providers, financial
institutions, architects, etc.). Potentially, it could also contain a function which allows the user to search for a
specific service or material, checks among the third parties associated with the OSS and displays it for the
user in order of price (or other adjustable criteria).
What other systems does the tool need to interact with? The section dedicated to the project and later the
OSS will be integrated into the main website of the Municipality of Timisoara. It should be able to interact with
internal processes (such as obtaining permissions and permits) as well as external ones. Ideally, it will be a
waypoint towards other online systems belonging to third parties associated with the OSS as well as allowing
users to obtain data from those third parties in a centralized fashion (for example perform a search for a
service or material from among all third parties associated with the OSS)
What data elements does the tool need to exchange with other systems? Initially, the online section will
function more as a news outlet for the PadovaFIT Expanded project and the progress being made towards
the end goal which is setting up the OSS. However, in its final form the tool needs to be able to access and
centralize information from various third parties associated with the OSS so as the user can easily identify
the partners of the OSS, a specific technical or financial solution and the cost for a service or product relating
to the rehabilitation process.
What is the volumetrics for the tool (e.g., # of users, etc.)? The official website of the Municipality of Timisoara
receives around X number of unique visitors each month, so we expect the online section dedicated to the
OSS to reach quite a wide audience.
What problems does the tool solve or mitigate? The tool contributes across multiple fronts. On the one hand
it solves the problem of lack of information regarding deep building refurbishment available to the general
audience. It provides information on both technical as well as financial solutions. At the same time, it allows
the user to conduct a comparative analysis between various providers. Moreover, it allows the citizens to get
in touch with OSS representatives and other forms of professional, specialized help that can offer counselling
in all matters related to building rehabilitation. Lastly, it allows citizens to save time and do all the above from
the comfort of their own home which has become increasingly relevant over the last year.
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When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The online section relating to the PadovaFIT Expanded
project and the OSS will be launched in two stages. In its initial incarnation (to be developed over the course
of 2021) it will function as a news hub for the project and the development process of the OSS and once the
OSS itself launches (scheduled for 2022) the online section should be updated to its more comprehensive
form as mentioned above.
When do citizens need to be able to perform specific activities? The website will be set up so as citizens can
get news related to the project, the OSS, building refurbishment and innovative technologies in the field. Once
the OSS is launched additional features will be implemented.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Maintenance will be performed regularly as the section for the OSS will be part of the main website of the
Municipality of Timisoara. Updates will be performed as appropriate.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool should be
available throughout the year.
When can data be purged from the tool (just in case)? Data can be purged from the tool upon request (from
one of the partners for example) or whenever there are fundamental changes either in legislation or
functionality. These should be performed by the company contracted to maintain the website of the
Municipality of Timisoara.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Since it is an online tool, users can be located anywhere and at least partially
benefit from it. Realistically, the main bulk of users are expected to be from Timisoara and the surrounding
area.
From where do the users need to be able to use the solution? The nature of the tool ensures that it can be
used from virtually anywhere so long as there is access to the internet. Physical presence is not required.
From which devices do the users need to be able to interact with the tool? The users need to be able to
interact with the tool from their personal devices (PC, tablets, smartphones).
Where can or should the tool be hosted? The tool will be hosted on the domain of the Municipality of Timisoara
as it will be an integral part of it.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
All permanent and temporary data related to the functioning of the OSS should be stored on the servers of
the Municipality of Timisoara. Where possible some data will be sourced directly from partner websites. The
technical solution will be provided by a specialized company.
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Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? Which statutory or organizational rules is this tool intended or need to satisfy? The
tool is needed so that there is a centralized medium from which citizens can get information regarding deep
rehabilitation from start to finish. Additionally, it is needed to facilitate communication between the supply and
demand side of the market. Since it will function as a part of the official website of the municipality and in
conjunction with the OSS which itself will be organized by the municipality it needs to conform by the same
rules as any other entity functioning under the umbrella of the Municipality of Timisoara.
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#2 Engaging citizens - Social Media channels
Social media represent a powerful tool for citizens’ engagement. To increase the exposure level of the OSS
the Municipality of Timisoara will organize an online campaign targeted towards online audiences. The
municipality already has several followers on its official social media channels which can help disseminate
the information in the online medium. Additionally, a dedicated Facebook page as well as a sustained
newsletter campaign are planned which will include up to date news regarding works facilitated by the OSS.
Also, the online platforms can be used to inform citizens regarding various events that will be used for faceto-face engagement.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The internal team of the institution is going to set up a dedicated
Facebook page for the PadovaFIT expanded project which will mirror the official page of the project but targeted towards Romanian speaking audiences. The design will follow the official identifiers of the project as
they are made available to us.
Who is going to implement the tool? Members of the project implementation team along with the employees
of the Municipality of Timisoara that are responsible for the online presence of the institution.
Who is the target group of this tool? Since members of the younger generations are most likely to use online
tools and especially social media to get the information they seek (for example the percentage of adults who
use social networks as of February 2019, by age group is: 18-29 years old - 90%, 30-49 years old - 82%, 5064 years old - 69%, 65+ years - 40%), this tool will most likely be effective particularly among them.
Who is paying for the tool? Setting up accounts on social media is generally free of charge and maintaining
them will be likely performed by members of the project implementation team and/or other employees of the
municipality tasked with administering our social media accounts (and subsequently by those employed by
the OSS itself) (municipal personnel costs).

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is twofold. On the one hand this tool offers us a
platform to keep people informed on the progression of the project and on the other it can be used to generate
interest in the services that the OSS will provide. Moreover, upon finalization of the project the account can
be converted into a promotional tool for the OSS by way of posts and images that showcase works made
possible by the involvement and counselling of the OSS representatives and their role as intermediary
between the supply and demand side. Additionally, it can be used to promote green and innovative
technologies relating to building rehabilitation.
What do the citizens need to be able to do in/with the tool? Initially the tool will be a means of acquiring
information related to building rehabilitation and it will work in conjunction with the official Facebook page of
the project. It will also provide a link to the project websites and offer updates on the developments of the
project as they happen. Subsequently it can be used as an alternative means of communication between the
OSS representative and the citizen.
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What data elements does the tool need to capture, store, generate, output, etc.? The social media account
will provide information on the works and services provided through the OSS and its partners and function in
a similar fashion to the website in that it will allow users to find the best solution to their rehabilitation needs
by facilitating contact between supply and demand whether that be for execution per say or simply for
receiving expert advice related to the building rehabilitation process.
What processes does the tool need to support and/or facilitate? The tool will function as an appendage of the
website and as an alternate means of communication, but it will be used more as a promotional tool than
anything else.
What other systems does the tool need to interact with? The Facebook account set up for this purpose will
interact with the official project Facebook page and website, or any other means of online communication
related to the project.
What data elements does the tool need to exchange with other systems? Due to the limited functionality of
social media channels the tool is expected to exchange data with the other forms of electronic communication
related to the updates of the project as well as subsequent developments once the OSS is set up.
What is the volumetrics for the tool (e.g., # of users, etc.)? The tool will be used by at least X users/year.
What problems does the tool solve or mitigate? Due to the nature of the tool, it ensures that the information
related to the PadovaFIT Expanded project, building rehabilitation and the OSS reaches audiences it might
not have otherwise. It also allows information to be readily shareable and can be used to showcase success
stories relating to rehabilitation facilitated by the OSS.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? We intend to set up a dedicate local Facebook page over
the next few months as activities around the project pick up pace.
When do citizens need to be able to perform specific activities? Due to the relatively low complexity level the
tool will be set up from the onset to provide links to the other official channels of the project/OSS.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Regular updates will be provided in conjunction to the communication schedule of the project and
subsequently by the OSS.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool needs to
be always available for use.
When can data be purged from the tool (just in case)? Data can be purged from the tool as appropriate since
the interface is provided by the social media platform.
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Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Since it is an online tool, users can be located anywhere and at least partially
benefit from it. Realistically, the main bulk of users are expected to be from Timisoara and the surrounding
area.
From where do the users need to be able to use the solution? The nature of the tool ensures that it can be
used from virtually anywhere so long as there is access to the internet. Physical presence is not required.
From which devices do the users need to be able to interact with the tool? The users need to be able to
interact with the tool from their personal devices (PC, tablets, smartphones).
Where can or should the tool be hosted? The tool will be hosted on the social media platform.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The data will be stored on the servers belonging to the social media platform.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tool is needed to raise interest and reach as large an audience as possible.
Moreover, it will serve as an entry point towards the other official online media of the project and OSS.
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#3 Official Newsletters: promoting information through the Official
Journal of the Municipality of Timisoara.
The Official Journal of Municipality of Timișoara (Monitorul Oficial al Primăriei Municipiului Timișoara) is one
of the best informational tools at the municipal level. This is available in printed form in 125,000 copies and is
freely distributed to all households using the local post. The Official Journal is also available in online form on
the official website of the municipality. We estimate that we will be able to promote the activities of the project
at least two times over a period of one year, but also the OSS itself with clear messages to all houseowners.
The Official Journal of Municipality of Timișoara is the publication with the largest circulation in the city, which
manages to reach the citizens' mailboxes.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The newsletters will be based on the official project newsletters
as designed in accordance with the communication and dissemination strategy of the project. The members
of the project implementation team will adapt it to our local needs.
Who is going to implement the tool? The implementation will be the task of the project implementation team
with the help of other municipal employees whose activities relate to the communication of information from
the city hall towards the citizens.
Who is the target group of this tool? The target group of this tool is represented by household owners in all
age groups although we expect that due to our desire to disseminate the newsletters via the official journal of
the municipality the newsletters are more likely to reach older age groups that are more likely to get their
news from the printed press.
Who is paying for the tool? Since the implementation will be done by the project implementation team and
internal staff, we expect few costs related to this tool. Any extra costs incurred due to design and distribution
issues will be covered from the project budget (municipal personnel costs)

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is to disseminate information related to the PadovaFIT
Expanded project and subsequently the OSS to target groups less likely to be covered by the online platforms
described above.
What do the citizens need to be able to do in/with the tool? As a promotional tool, the main aspect we are
looking at is that citizens become aware of the OSS and its works and that they learn where and when they
can contact the OSS representatives to get professional counseling.
What data elements does the tool need to capture, store, generate, output, etc.? Due to the relative
restrictions in the format the main elements that the tool needs to communicate are related to rehabilitation
programs promoted through the OSS and showcase works already facilitated through the OSS.
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What processes does the tool need to support and/or facilitate? As a promotional tool the main goal is to
generate interest in the rehabilitation programs and the OSS and provide appropriate contact information.
What other systems does the tool need to interact with? Due to the nature of the tool in written format it will
have little direct interaction with other systems outside of providing contact information to the other tools
where appropriate. If and when the newsletter is disseminated in electronic format as well it will also provide
direct links to the other online platforms set up for the project / OSS.
What data elements does the tool need to exchange with other systems? There will be shared information
across platforms however due to the format of the tool it will not exchange data directly with other systems.
What is the volumetrics for the tool (e.g., # of users, etc.)? The official journal of the municipality is issued in
125,000 copies per month. When appropriate the newsletter will be included within.
What problems does the tool solve or mitigate? The purpose of the tool it to cover a section of the citizenship
previously not accounted for and to address the lack of information when it comes to building rehabilitation
from a technical and financial point of view.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The newsletter can be published whenever there is news
about the OSS or the project so long as the material is ready before the official newspaper of the municipality
is issued for that respective month. Otherwise, it will have to be delayed until the following issue. If the
newsletter is also uploaded in online format that can be done at any time on the online platforms that are
administered by the municipality.
When do citizens need to be able to perform specific activities? There are no specific activities relating to this
tool as it serves as an information dissemination tool. Once the OSS launches citizens may contact it via the
contact info displayed in the contents of the newsletter.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Depending on the frequency of the official newsletters of the project, the contents will be adapted and
published on a regular basis – most likely quarterly.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool will be
available for viewing once each issue of the official newspaper is distributed and if published in online format
it can be viewed at any time.
When can data be purged from the tool (just in case)? In its online format the newsletter can be removed from
online mediums. This is not the case in its written form.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The users are residents of Timisoara.
From where do the users need to be able to use the solution? The tool is viewable in either form from the
citizen’s own home as is the contact information displayed within.
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From which devices do the users need to be able to interact with the tool? The users need to be able to
interact with the tool from any personal device in its online format. They will receive the official journal of the
municipality in its written format in their mailboxes.
Where can or should the tool be hosted? The tool should be hosted on the “The Official Journal of the
Municipality of Timișoara (Monitorul Oficial al Primăriei Municipiului Timișoara)” in both its written and online
formats.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The data will be stored in the local authority’s archive and server, respectively.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tool is needed to help disseminate information about the project and OSS to a
segment of the population that is unlikely to otherwise be exposed to said information.
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#4 Flyer/leaflet distribution/ #5 Putting up a poster
Printed media is another crucial method that must be explored to reach as wide an audience as possible. To
help raise awareness regarding the OSS and building rehabilitation in general, informational material will be
designed, displayed and/or distributed during various events on the public event calendar. We are taking into
consideration a door-2-door distribution by an expert and highly professional, cost-effective, targeted, and
local leaflet distribution service to advertise our project to selected residential households. It can be done
along with the distribution of the 125,000 copies of the Official Journal of Municipality of Timișoara.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The instrument will be designed in accordance with the specific
branding requirements of the project. The materials will be adapted for the Romanian audience in accordance
with the official communication and dissemination strategy. The design is going to be adapted with the help
of graphics experts from the company who will be responsible for printing the material.
Who is going to implement the tool? The printing of the material will be done by a specialized company and
the dissemination will be done by members of the project implementation team in conjunction with the department responsible for the Official Journal of the Municipality of Timisoara.
Who is the target group of this tool? These instruments cover a wide variety of target groups due to the varied
means of dissemination whether at events or by mail.
Who is paying for the tool? The design and printing of the material will be done in conjunction with a specialized company and the costs will be covered from the project’s budget as will the distribution (when not included with the official journal). (subcontracting & distribution costs and municipal personnel costs).

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal of the instrument is to raise awareness regarding the
existence of the OSS and rehabilitation programs in general.
What do the citizens need to be able to do in/with the tool? The citizen needs to obtain information regarding
the project, the benefits of building rehabilitation and finally the services provided via the OSS.
What data elements does the tool need to capture, store, generate, output, etc.? The tool will contain
information regarding the project and the OSS along with images in accordance with the visual identity of
established by the communication strategy.
What processes does the tool need to support and/or facilitate? As a promotional tool the main goal is to
generate interest in the rehabilitation programs and the OSS and provide appropriate contact information.
What other systems does the tool need to interact with? Due to the nature of the tool in printed format it will
have little direct interaction with other systems outside of providing contact information for the OSS or other
online instruments where appropriate.
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What data elements does the tool need to exchange with other systems? There will be shared information
across platforms however due to the format of the tool it will not exchange data directly with other systems.
What is the volumetrics for the tool (e.g., # of users, etc.)? This is dependent on the form of distribution
chosen. If it is included with certain issues of the official journal of the municipality it will be in sets of 125,000
but most likely the tool will be distributed during public events. Now it is impossible to specify exactly how
many we foresee due to the COVID-19 pandemic.
What problems does the tool solve or mitigate? Unlike other instruments, due to the specifics of their design,
flyers and posters tend to pop out of the background. Their purpose is to generate interest in the project and
the OSS as a service through carefully chosen imagery and content. These instruments allow for a quick form
of information dissemination which allows citizens to then look up the information referenced in the
flyers/poster on their own time rather than must sit and listen to a presentation of the service right there and
then.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The tools are planned for implementation for the second
half of 2021.
When do citizens need to be able to perform specific activities? There are no specific activities relating to this
tool as it serves as an information dissemination tool.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Updates are only necessary if/when changes are made to either relevant information contained within the
flyer/poster or the visual identity of the project.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? Since it will be
distributed either directly or via mail its use depends on the timing of the campaign. The information contained
within should be relevant throughout.
When can data be purged from the tool (just in case)? Due to the instrument being in printed format the data
on it cannot be purged.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The distribution campaigns will be focusing on Timisoara.
From where do the users need to be able to use the solution? They will be receiving the instrument either via
mail or directly during distribution campaigns or events. They can use the information contained within at their
discretion thereafter.
From which devices do the users need to be able to interact with the tool? The instruments are in physical
form.
Where can or should the tool be hosted? The designs for the instruments will be held on the servers of the
Municipality of Timisoara.
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Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
All design elements and information contained within will be stored on the hardware owned by the Municipality
of Timisoara.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tools are needed because they allow for a more targeted marketing campaign
for the project and subsequently the OSS. Unlike the newsletters the flyers can be distributed by themselves
in public squares during various events and can reach segments of the population which would otherwise be
missed by the communication and engagement campaign.
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#6 Advertisement on local and regional media
We intend to include information on the project in the official press releases of the Municipality of Timisoara
pre and post implementation of the OSS to inform citizens of the existence of the service on the one hand
and update them on the works realized with OSS mediation. The influence of the mass-media on the people
is already well known and was proven in past municipal practices. Local newspapers and their websites are
key to local communities. At the same time, local media sits at the heart of local communities, championing
local causes and values, and holding local government and businesses to account. Advertising in national
newspapers can be expensive, so we propose an orientation towards the local media with a well-structured,
more focused advertising approach. The major interest of the Municipality is to increase the number of citizens
that become aware of the project activities as well as the creation and the activity of the OSS, to ensure better
access for all potential beneficiaries to the services provided by this entity. Each public activity will start with
a short press briefing/conference, and local and regional mass media will be invited. Also, we are looking into
having paid advertisements in local media, due to several reasons: local press is one of the most popular
print mediums, advertising in newspapers has good reach and offers a valuable advertising opportunity and
the fact that newspaper readers are often among the first to access a new service.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The internal team of the institution is going to prepare the informational material to be displayed in advertisements alongside a specialized media company based on the
visual identity standards established by the project. This will include press briefings as well as paid advertisements.
Who is going to implement the tool? The chosen press outlets will implement the instrument as it will be
included in their publications or online platforms.
Who is the target group of this tool? This tool has a broad range as it covers all sorts of mediums from written
press to online media. Therefore, anyone exposed to various forms of local media can fall into the target
group.
Who is paying for the tool? The press briefings will be prepared by members of the project implementation
team alongside other municipal employees who are responsible for communication and media for the municipality. Advertisements will be done in conjunction with a media company which will be paid for from the
project budget along with the costs of advertisement space acquired in various media.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? Depending on the type of material being published it will either
be to advertise the project/OSS with the purpose of promoting them or press briefings with the purpose of
informing readers about recent development and news.
What do the citizens need to be able to do in/with the tool? The citizen needs to obtain information through
these instruments and in the case of online media they may be able to access the official pages of the
project/OSS through advertisements carrying links.
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What data elements does the tool need to capture, store, generate, output, etc.? Depending on the type of
material being published some will be more comprehensive (like press briefings) while others will only serve
a promotional purpose containing only visual identity imagery, promotional imagery and text and contact
information.
What processes does the tool need to support and/or facilitate? The instrument needs to help convey
information to the citizens, keep them up to date and offer another avenue towards contacting members of
the project implementation team and/or OSS.
What other systems does the tool need to interact with? In the case of online media, the advertisements
should be linked with the official pages of the project and/or OSS so that users can readily find official channels
of communication and access additional information.
What data elements does the tool need to exchange with other systems? The most relevant aspect is that
media publications provide contact information for citizens and links to the official pages of the project/OSS.
What is the volumetrics for the tool (e.g., # of users, etc.)? This depends on the number of issues printed for
a written publication and the number of hits received in online media. We intend to keep small advertisements
up for as long as the budget allows.
What problems does the tool solve or mitigate? The tool addresses the issue of lack of representation for the
project outside official channels in the online environment. By using advertisements on other sites, we can
ensure a larger exposure for the project/OSS.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? We plan to launch the tool during the second half of 2021
and keep it up all the way through the end of the project.
When do citizens need to be able to perform specific activities? The citizens need to be able to access links
to the official pages of the project as soon as advertisements are up.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Advertisements will be updated whenever information changes or to ensure a fresh and noticeable design.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool needs to
be available for use at any time after its publication.
When can data be purged from the tool (just in case)? Advertisements can be removed in the online media
but in the printed media due to the format this is not possible.
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Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Online media can be accessed from anywhere, but the likelihood is that it's
users will be located mostly in Timisoara and the surrounding areas. advertisements in printed format will
likely focus on local publications.
From where do the users need to be able to use the solution? Users do not need to be in a specific location
to access the information on the media.
From which devices do the users need to be able to interact with the tool? In the case of online media, the
users need to be able to interact with the tool from any personal device telephone laptop tablet etc.
Where can or should the tool be hosted? All the information and designs for advertisements will be held on
hardware belonging to the municipality but the instruments themselves will be on the platforms provided by
the advertisers.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
Persistent data will be stored on the municipality's hardware while temporary data can be stored either there
or on the servers of the advertisers.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The instrument is necessary because it helps expose audiences that would otherwise
not visit the official channels of the project, or one stop shop to information about our programmes and the
project.
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#7 Creating information points
In order to facilitate face to face engagement we will create an information point within the Direct Citizen
Engagement Department of the Municipality of Timisoara as well as temporary information points during public events in order to distribute printed informational materials. The role of the visitor center has been rapidly
evolving over the past 10 years as well, becoming more of an experience and may be used as a tool to further
disseminate information.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? This instrument will use the same materials created for previous
instruments or other materials created through our project’s communication and dissemination strategy.
Who is going to implement the tool? Members of the project implementation team will implement the tool.
Who is the target group of this tool? Citizens of Timisoara represent the target group of this instrument as
information points can be organising any neighbourhood or public square within the city whether they are
stand-alone or in the context of a public event.
Who is paying for the tool? Since this activity will be performed by members of the project implementation
team the costs will be covered by the project’s budget under personnel costs.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? Information points benefit from the fact that they create a
context in which to distribute printed materials and facilitates face to face counselling and communication
which tends to provide a more lasting interest than just distributing printed materials alone.
What do the citizens need to be able to do in/with the tool? Citizens need to be able to interact with members
of the project implementation team or the one stop shop and obtain information about rehabilitation
programmes, new technologies, financing solutions etc. They need to learn what the OSS does and how it
can help them.
What data elements does the tool need to capture, store, generate, output, etc.? The instrument needs to be
able to provide informational material in printed form (as per the designs discussed above) as well as short
informational discussions regarding the project and/or OSS, respectively.
What processes does the tool need to support and/or facilitate? The tool needs to provide information
regarding the project and OSS by way of face-to-face communication and function as a platform for the
distribution of printed material.
What other systems does the tool need to interact with? The tool will rely heavily on the materials created in
their various forms to help support the delivery of information to the citizens.

The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
56

D3.3: ENGAGEMENT TOOLS

What data elements does the tool need to exchange with other systems? The tool will feature materials
mentioned above in its implementation.
What is the volumetrics for the tool (e.g., # of users, etc.)? Due to the current circumstances, it is not possible
to predict how many events will be held and therefore the number of information points created for these
events is unknown.
What problems does the tool solve or mitigate? The information point set up within city hall can represent the
actual starting point for the OSS and can be built upon. In terms of the temporary information points set up
for various events they will address the lack of information available to the public.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The tool will likely be set up during the second half of
2021.
When do citizens need to be able to perform specific activities? During various events that will feature
temporary information points and at the premises of the city hall of Timisoara at any time after the information
point is set up.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Whenever the information and/or materials need to be updated.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The instrument will
function during normal business hours for the most part. This may vary for the temporary information points
set up during events.
When can data be purged from the tool (just in case)? The data provided through the information point can
be adjusted when necessary and the information point itself can be closed if necessary.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Given that this instrument requires face to face interaction the users will need
to visit city hall or attend the events during which information points will be set up.
From where do the users need to be able to use the solution? The users will need to be present in person to
interact with the representatives manning the information point.
From which devices do the users need to be able to interact with the tool? The instrument requires face to
face interaction.
Where can or should the tool be hosted? The permanent information point should be hosted at the premises
if The Municipality of Timisoara within the Direct Citizen Engagement Department. The temporary information
points will be hosted on location depending on the event.
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Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
Any extra data collected due to the direct interaction with citizens will be stored on the hardware belonging to
the municipality.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tool serves as a placeholder for the creation of the OSS and as an instrument
to disseminate information during various events on the calendar of the municipality.
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#9 Dedicated information evenings or events
Public events such as Energy Days, Public Service Day, Earth Hour, etc., organized by the Municipality of
Timisoara, can also provide good opportunities to improve the visibility of the project and increase the level
of citizen engagement by installing dedicated stands where printed materials can be distributed, and citizens
can receive basic information. One way to increase environmental awareness and encourage more people
to adopt a green lifestyle and take climate action is to promote the different environmental events scheduled
throughout the year. This way, people can get organized, mark events in their annual calendars and make
plans to participate. The whole project, within a social and environmental movement addressing environmental issues through education and activism, can be promoted by flyer/leaflet distribution, and putting up posters
on each occasion. Other relevant channels of dissemination are energy forums dedicated to condominiums
organized in partnership with The Federation of Lodgers Associations as well as Neighborhood Council meetings which are frequently attended by numerous apartment owners and building administrators.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The instrument will use various materials designed in the context
of the other proposed engagement tools and will be held in conjunction with the department responsible for
event organization from within the Municipality of Timisoara.
Who is going to implement the tool? Members of the project implementation team along with colleagues from
the department responsible for event organization from within the Municipality of Timisoara.
Who is the target group of this tool? The public is target group of this tool as we expect that citizens from
various categories will attend different events based on the profile of each event.
Who is paying for the tool? The instrument will use materials already prepared through the project and will be
featured in events already on the calendar of the municipality. Any extra cost incurred will be covered from
the project budget.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is to use the events already on the calendar of the
municipality as a platform to disseminate information relating to the project and the functionality of the OSS.
What do the citizens need to be able to do in/with the tool? The citizen needs to be able to obtain printed
material and a brief overview of the project and how it aims to set up the OSS.
What data elements does the tool need to capture, store, generate, output, etc.? The proposed format means
that we will be using materials already designed and printed and offering counselling through info points as
previously mentioned. Additionally, where appropriate, a brief presentation of the project can be included in
the event, formally or informally.
What processes does the tool need to support and/or facilitate? The tool needs to facilitate direct citizen
engagement.
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What other systems does the tool need to interact with? The instrument will rely on other tools because of the
chosen format (info points, printed material, etc.).
What data elements does the tool need to exchange with other systems? There is no active data exchange.
The tool will make use of the same materials and proposed formats as mentioned above.
What is the volumetrics for the tool (e.g., # of users, etc.)? The volumetrics depends on the event calendar of
the Municipality which atm is uncertain due to the COVID-19 pandemic.
What problems does the tool solve or mitigate? The instrument provides a platform for information
dissemination.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? Unfortunately, the COVID-19 pandemic has greatly
affected the event calendar of the municipality and it is unclear yet when and how public events will be held.
When do citizens need to be able to perform specific activities? The citizens need to be able to get project
specific information when they attend public events.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Materials and information regarding the project and OSS included during events will be updated as
appropriate.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? On the specific
dates when events are held.
When can data be purged from the tool (just in case)? Information will only be featured during the events and
depends on other tools.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Anyone attending the various events on Timisoara’s public event calendar can
be considered a potential user.
From where do the users need to be able to use the solution? They need to be present at the event in
question.
From which devices do the users need to be able to interact with the tool? The nature of the instrument
requires face to face interaction.
Where can or should the tool be hosted? Events are hosted in various locations around the city. There is no
need for any digital storing space as the event are already on the agenda of the Municipality.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The only additional data that may require storing is data resulting from the direct engagement with citizens
which will be stored on the hardware of the municipality.
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Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? It provides a platform for other tools.
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#10 Promotional materials
These materials are a form of advertising generally appreciated by participants. The promotion and support
of the OSS concept in its first phases of development but also during its establishment at the municipal level
will also be achieved through promotional events. During these events we intend to select relevant promotional materials for the project to be sent to citizens and homeowners, considering the key messages of the
project. They are intended to be attractive, useful and in line with the concept of energy efficiency that the
project team will promote.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The instrument will be designed in accordance with the specific
branding requirements of the project. The materials will be adapted for the Romanian audience in accordance
with the official communication and dissemination strategy. The design is going to be adapted with the help
of graphics experts from the company who will be responsible for printing the material.
Who is going to implement the tool? The printing of the material will be done by a specialized company and
the dissemination will be done by members of the project implementation team in conjunction with the department responsible for organizing public events for the Municipality of Timisoara.
Who is the target group of this tool? These instruments cover a wide variety of target groups due to the varied
nature of events. It can include both citizens of Timisoara as well as visitors.
Who is paying for the tool? The design and printing of the material will be done in conjunction with a specialized company and the costs will be covered from the project’s budget as will the distribution (when not done
in conjunction with official events). (subcontracting & distribution costs and municipal personnel costs).

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is to establish a relationship with the potential
“customer” while introducing the new services and facilities (provided via the project/OSS) as well as to
generate interest in the upcoming services.
What do the citizens need to be able to do in/with the tool? That depends on the nature of the promotional
products themselves (e.g., Caps, t-shirts, USB drives, umbrellas, etc.)
What data elements does the tool need to capture, store, generate, output, etc.? The instrument only needs
to carry the brand identifiers of the project. Depending on the type of product they can have the project web
page printed or carry a brief presentation of the project (in the case of USB drives).
What processes does the tool need to support and/or facilitate? The instrument is meant to generate interest
in the project/OSS and the services provided.
What other systems does the tool need to interact with? The tool will likely interact with other types of printed
materials distributed through the info points at various events.
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What data elements does the tool need to exchange with other systems? Promotional material does not
directly exchange data elements with other systems.
What is the volumetrics for the tool (e.g., # of users, etc.)? Depends on the specifics of the contract that will
be signed for the acquisition and branding of the materials as well as the means of distribution (events are
currently on hold due to the COVID-19 pandemic).
What problems does the tool solve or mitigate? The tool serves to generate interest and establish a more
personal relationship with the target user ahead of the OSS being created.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The tool should be ready during the second half of 2021
depending on the specifics related to the restrictions imposed due to the pandemic.
When do citizens need to be able to perform specific activities? Citizens do not need to perform specific
activities relating to this tool.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Periodic activities only need to be performed if there are updates to the brand identity of the project.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The materials can
be used at the discretion of the receiver.
When can data be purged from the tool (just in case)? The data cannot be purged from the physical object
except by destroying the object. An exception to this is the USB drives from which information can be removed
or replaced.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The users are located mainly in Timisoara City and the surrounding areas as
well as visitors that attend various public events.
From where do the users need to be able to use the solution? The instrument is in physical form.
From which devices do the users need to be able to interact with the tool? In the case of USB drives they
should be able to use them with any device that support them.
Where can or should the tool be hosted? The designs will be hosted on the hardware of the municipality.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
All design elements and information contained within will be stored on the hardware owned by the Municipality
of Timisoara.

The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
63

D3.3: ENGAGEMENT TOOLS

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tool is needed in order to establish a more personal connection to the potential
end user and generate interest in the upcoming services.
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#11 Using testimonials
The Municipality will attempt to organize a crowdfunding campaign for the rehabilitation of a condominium
building through the OSS to raise awareness for the initiative as well as showcase the services provided.
After works are finalized the homeowners who benefitted from the initiative can offer testimonials to be used
as engagement tools as well as raise the profile of the OSS. Testimonial videos provided by experienced
project partners, as well as written testimonials presented in PowerPoint, can be run during events to highlight
the benefits of refurbishment and rehabilitation.

Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The project implementation team along with colleagues from the
Building Rehabilitation Department. We expect to work in close collaboration with the Federation of Lodgers
Associations to obtain testimonials from those that have already undergone rehabilitation processes irrespective of the financing mechanisms.
Who is going to implement the tool? The internal team of the institution is going to implement the tool.
Who is the target group of this tool? The instrument addresses quite a large segment of the population as
testimonials can be run during events.
Who is paying for the tool? The internal team of the institution is going to implement the tool and other costs
related to running the presentation on screens will be supported from the project budget if necessary. Running
testimonials on the online media channels of the OSS is not expected to incur additional costs.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is to create a marketing tool that is attractive and can
better showcase the “before” and “after” of a given building both in terms of aesthetics as well as savings
(through charts and graphs). Additionally, firsthand testimony from beneficiaries can be an extremely
convincing tool.
What do the citizens need to be able to do in/with the tool? Get an overview of the benefits of building
refurbishment and learn about the availability of the OSS as a newly created entity.
What data elements does the tool need to capture, store, generate, output, etc.? Testimonials are meant to
contain firsthand testimony from the people that have benefitted from the rehabilitation done to their
condominium building.
What processes does the tool need to support and/or facilitate? The instrument is meant to act as an
advertisement for the services provided through the OSS.
What other systems does the tool need to interact with? The instrument will draw upon the same brand identity
standards as the rest of the materials but will act as a stand-alone advertisement.
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What data elements does the tool need to exchange with other systems? The instrument will contain contact
details for the OSS and its various online communication alternatives.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of users depends on how many visitors
can be attracted to the project webpage and other social media platforms where the project/OSS has a
presence.
What problems does the tool solve or mitigate? The tool is meant to help citizens overcome their skepticism
regarding the functionality of the OSS as well as the benefits of rehabilitation in general.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The tool should be ready around the time that the OSS
is launched.
When do citizens need to be able to perform specific activities? There are no specific activities related to this
instrument due to its nature. It is meant as an advertisement for the services provided. Citizens should be
able to view it/them at any time provided they have access to the internet.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)?
Testimonials will be updated and/or added when available.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The instrument will
be viewable at any time on the online platforms of the municipality or during specific events where testimonials
will be screened.
When can data be purged from the tool (just in case)? The presentations and videos containing testimonials
can be removed when necessary.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? Anyone with access to the internet will be able to access the testimonials. In
the case of those screened at events the target group will be citizens of Timisoara.
From where do the users need to be able to use the solution? The users need to be able to view testimonials
remotely as well as when attending events.
From which devices do the users need to be able to interact with the tool? The users need to be able to
interact with the tool from their personal devices (PC, tablets, smartphones).
Where can or should the tool be hosted? Testimonials will be uploaded to the webpage created for the
project/OSS and the online media associated with it. They can also be displayed on screens during public
events.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
All data will be stored on hardware belonging to the municipality.
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Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The instrument is needed to help citizens overcome their skepticism towards working
with the public authority as well as towards the measures proposed and the financing mechanisms available.
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#13 Training community/condominium facilitators
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The project implementation team along with colleagues from the
department responsible with building rehabilitation, with support from the project leader.
Who is going to implement the tool? The project implementation team along with colleagues from the department responsible with building rehabilitation.
Who is the target group of this tool? The target group will be comprised of building designers and architects
as well as representatives of the condominium owners’ associations.
Who is paying for the tool? The costs will be mainly related to municipal personnel costs and will be covered
by the project budget.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goal is to train facilitators that can interact with the end
user and present the benefits of building rehabilitation and those that the OSS provides. They can also help
mediate the interaction between end user and the public authority or OSS representative.
What do the citizens need to be able to do in/with the tool? The citizen needs to be able to interact with the
community facilitators.
What data elements does the tool need to capture, store, generate, output, etc.? The facilitators need to be
trained to increase the level of dissemination regarding financial and technical solutions available for building
rehabilitation as well as help the end user in their interaction with the public authority.
What processes does the tool need to support and/or facilitate? The instrument is meant to ease the burden
of the end user in relation to the rehabilitation process.
What other systems does the tool need to interact with? The community facilitators will interact with the public
authority / OSS representatives directly.
What data elements does the tool need to exchange with other systems? All necessary information regarding
the services provided by the OSS as well as printed materials will be put at the disposal of the condominium
facilitators.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of end users that will interact with
condominium facilitator is currently unknown.
What problems does the tool solve or mitigate? The tool is meant to ease the way for the end user to access
the information as well as the services provided by the OSS.
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When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? The training programs should be finalized ahead of the
launch of the OSS.
When do citizens need to be able to perform specific activities? The citizens need to be able to interact directly
with the facilitators.
When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly, etc.)? The
facilitators should receive updated information whenever there are legislative changes as well as changes to
the technical and financial solutions available on the market.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tool needs to
be available year-round.
When can data be purged from the tool (just in case)? The facilitators can be informed when the information
is out of date or financial solutions are no longer available.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The users are located mainly in Timisoara City and surroundings.
From where do the users need to be able to use the solution? The users need to be able to contact the
facilitators at their leisure via telephone, e-mail, or other means of communication.
From which devices do the users need to be able to interact with the tool? The users need to be able to
interact with condominium facilitators at their leisure.
Where can or should the tool be hosted? The facilitators will be given training with the help of the municipality
and specialists in the field but will function independently.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
Informational material will be put at the disposal of the facilitators in physical and digital formats.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The tool is needed to help citizens identify the best solution to their needs and
function as an intermediary between the owner’s association and the public authority.
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Tools for the engagement of citizens: the Energy
Agency of Plovdiv
#1 Creation of a dedicated website / #2 Engaging citizens through
the social media channels
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? The municipalities of Vidin and Smolyan at the end of the PadovaFIT Expanded project will receive a methodology for the implementation of their OSSs. Currently both municipalities are using their municipal websites and their social channel accounts, to provide information and
engage citizens, to publish news about planned events such as stakeholders’ meetings, trainings, etc.
Who is going to implement the tool? The municipalities of Vidin and Smolyan have a municipal website and
social media channels and will publish information about the project PadovaFIT Expanded, news, information
about planned events such as stakeholders’ meetings, trainings sessions, etc. The main objective of these
tools is to provide information to the different stakeholders - homeowners, constructions companies, architects
but also collect some data from them giving back useful feedbacks on the need of refurbishment of their
house. The Energy Agency of Plovdiv will prepare the information and person in charge for publication on the
municipal website or on the municipal Facebook webpage will upload information and pictures.
Who is the target group of this tool? The target group of these tools will be citizens, stakeholders, professionals (such as architects) and companies working on the building renovation sector and on building facility
management.

The website of municipality Smolyan

The website of municipality Vidin

The PadovaFIT Expanded project has received funding from the European Union's Horizon 2020 research and innovation
programme under grant agreement No. 847143.
70

D3.3: ENGAGEMENT TOOLS

The Facebook page of municipality Smolyan
The Facebook page of municipality Vidin
Who is paying for the tool? The Energy Agency of Plovdiv is member of the project consortium, but the municipalities of Vidin and Smolyan are not. The EAP will pay for preparation of the information. The publication
on the municipal websites and the Facebook webpages is a responsibility of the municipalities of Vidin and
Smolyan.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? On the municipal website and social media channels will be
published information about the project PadovaFIT Expanded, news, information about planned events such
as stakeholders’ meetings, trainings sessions, etc. The main objective of these tools is to provide information
to the different stakeholders - homeowners, constructions companies, architects but also collect some data
from them giving back useful feedbacks on the need of refurbishment of their house. The Energy Agency of
Plovdiv will prepare the information and person in charge for publication on the municipal website or on the
municipal Facebook webpage will upload information and pictures.
What do the citizens need to be able to do in/with the tool? What data elements does the tool need to capture,
store, generate, output, etc.? What processes does the tool need to support and/or facilitate? Citizens and
stakeholders will be informed about future activities, events and trainings organized by the municipalities. The
tool will also allow the users to provide feedbacks, for instance about the concrete needs of the stakeholders,
etc. Users can comment the shared information and interact between themselves. Through the website, the
stakeholders will be asked to participate to the OSS activities. The EAP will prepare the information for
publication and could provide pictures. The tool could be used for identifying the potential OSS partners, e.g.,
homeowners that would like to renovate their homes.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? The information on the website will be published also on the Facebook page. The digital
version of materials (flyer, poster) and the information about events and trainings will be published on the
municipal website and municipal Facebook page. The project visual identity will be made available to public
through the website and social media channels.
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What is the volumetrics for the tool (e.g., # of users, etc.)? The number of visitors.
What problems does the tool solve or mitigate? These tools will support citizen’s engagement, supplying
information, raising awareness, motivation for participation of the stakeholders.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? When do citizens need to be able to perform specific
activities? When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly,
etc.)? When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The municipal
websites and the social media channels of Vidin and Smolyan already exist. Starting from August 2021
(concerning the website) and from September 2021 (concerning the Facebook page) the information will be
regularly published (monthly) and will be in the timeline with planned activities. When an event will be
organized by the OSS, the citizens will be asked to register for participation through the website or the social
media channels, but also to disseminate the information and to provide comments. The municipal websites
and Facebook will be available 24/7.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? From where do the users need to be able to use the solution? The users come
from the municipalities of Vidin and Smolyan as well as other municipalities in Bulgaria. The municipal
websites are available via Internet and could be reached from everywhere.
From which devices do the users need to be able to interact with the tool? PC / laptop; Mobile phone; Tablet
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The municipality of Vidin and Smolyan will receive a methodology for launching their OSS after the end of the
project. As soon as the OSSs will effectively start, the municipalities will follow the methodology and specific
requirements of the financial institution about stored data.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? The stakeholders could be well informed about the project and future activities and
is a good way to share the information under the Covid 19 pandemic conditions.
Which statutory or organizational rules is this tool intended or need to satisfy? The instruments will raise
awareness of the citizens and different stakeholders about the municipal activities for energy renovation and
preparatory actions for creation of the OSS.
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#4 Flyer/leaflet distribution / #5 Putting up a poster
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? Climate Alliance prepared the graphic of the flyer, the poster, and
the roll-up. EAP adapted the material, translated it into Bulgarian language, and discussed it with the municipalities of Smolyan and Vidin the flyer. EAP also prepared the second poster for municipality of Vidin.

The flyer

The flyer

The roll-up (version 1)

The roll-up (version 2)
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Who is going to implement the tool? EAP adapted the graphic design of the communication material, translated it into Bulgarian, and is going to print it. The material will be then provided to the municipalities of Smolyan and Vidin for local distribution. Some of the flyers will be distributed by community facilitators.
Who is the target group of this tool? The target group of this tools are different stakeholders - citizens, companies working in the field of building renovation and in building facility management, but also professionals
(such as architects, etc.) and the participants of the events organized within the project and the training sessions.
Who is paying for the tool? The Energy Agency of Plovdiv is member of the project, but the municipalities of
Vidin and Smolyan are not. The EAP will pay the printing costs and is covering the adaptation, the translation,
and the definition of the second poster/roll-up with its personnel costs.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The goals and objectives of the tool are to provide information
to the different stakeholders- homeowners, constructions companies, architects and to activate them for
participation in the OSS or to undertake an action for home renovation. The visual identity material gives also
basic information on the project and the main contacts from EAP and the Municipalities to collect more data
and step-up with the refurbishment process.
What do the citizens need to be able to do in/with the tool? What processes does the tool need to support
and/or facilitate? What data elements does the tool need to capture, store, generate, output, etc.? This tool
will help the citizens in understanding what the OSS is offering and for bringing together different
stakeholders. The roll-up and poster introduce the project and the main goals. They will inform citizens and
stakeholders about the project, about the services offered by the One-Stop-Shops and will raise awareness
among citizens. The roll-up will be placed in the meeting room during the events organized for promotional
activities. The posters will indicate the location of the event.
What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? The digital version of flyer, posters and roll-up will be published on the municipal website
and Facebook page. The flyer will be distributed together with the promotional products during the public
events and trainings, during the open days, organized by the municipalities and during participation in other
events- workshops, conferences, trainings organized by third parties.
What is the volumetrics for the tool (e.g., # of users, etc.)? Number of printed and distributed flyers and posters
and citizens reached with theses communication tools.
What problems does the tool solve or mitigate? The tool will support citizen’s engagement, supplying
information, raising awareness, motivation for participation of the stakeholders.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? When do citizens need to be able to perform specific
activities? When do periodic activities need to be performed (e.g., daily, weekly, monthly, quarterly, yearly,
etc.)? When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The tools will
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be ready for dissemination by July 2021. The flyers will be distributed during the events organized by the
Municipalities of Vidin and Smolyan; the digital version will be available 24/7 on the municipal websites and
Facebook pages. The posters will be affixed in different places around the cities. The roll-up will be used in
the meeting room during the public events, on the background during the on-line meetings and trainings; the
digital version will be available 24/7 on the municipal websites and Facebook pages. After seeing the
information materials, the citizens will be aware of what services the municipality offers and can visit the web
/ Facebook page of the municipality for additional information.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? From where do the users need to be able to use the solution? The users are
in the municipalities of Vidin and Smolyan. These tools need a strong connection with the territories where
they are promoted. They will guarantee a bottom-up involvement of homeowners from neighborhoods; the
public events will have a local audience, and, in this regard, they will be replicated several times to cover the
entire population.
From which devices do the users need to be able to interact with the tool? Where can or should the tool be
hosted? Where will persistent data be stored? Where will temporary data be stored? Where will backups be
stored? These tools, not being provided in digital form, are not usable through mobile devices. Similarly, the
tools are not "hosted" by specific platforms or servers. Unlike digital content, all information conveyed through
posters and flyers, does not include registration, backup of content; the message stops when it is no longer
visible to the public.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? This tool will help the citizens in understanding what the OSS is offering and for
bringing together different stakeholders. All material that will be printed and distributed will be compliant with
the visual identity of the PadovaFIT Expanded project and rules of Horizon 2020.
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#9 Dedicated information’s evenings or events / #10 Distribution of
promotional products
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? Who is the target group of this tool? EAP will prepare the information and presentation for the dedicated information’s evenings or events. Together with the Municipalities
of Vidin and Smolyan, EAP will select the promotional gadgets to be distributed during these events. The
target group of these tools are those participating to the organized events: different stakeholders - citizens,
companies working in building renovation and in building facility management, professionals, etc.
Who is going to implement the tool? The experts from EAP and the municipalities of Vidin and Smolyan will
implement the tools. EAP will buy the promotional products, will brand them, and will provide them to the
municipalities for a local distribution.
Who is paying for the tool? The Energy Agency of Plovdiv is member of the project consortium, but the municipalities of Vidin and Smolyan are not. The EAP will pay for the organization of the events and for the
purchase of the promotional material.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The organization of information evenings and public events at
local level will help citizens in understanding what the OSS is offering to them, bringing together different
stakeholders, raising awareness, and giving a first input to the refurbishment process. The distribution of
promotional products to stakeholders will raise their awareness on benefits of the dwelling renovation, how to
undertake action for renovation and what kind of support they could receive from the local actors. In fact, the
promotional material will be distributed during the public events and will be accompanied with other
communication tools, such as the flyers.
What do the citizens need to be able to do in/with the tool? The stakeholders will participate in regional / local
meetings, capacity buildings / peer-to-peer, knowledge transfer and engagements events. These events
enable direct contact between citizens and stakeholders and will support building trust between homeowners
and local actors. Because of the Covid 19 restriction measures this tool has been postponed to a postpandemic phase. The information events could be organized on-line by EAP and supported by the
municipalities of Vidin and Smolyan. When real meetings will be allowed then events could be organized, and
the promotional products will be distributed.
What data elements does the tool need to capture, store, generate, output, etc.? Few information will be
collected during the public events: the list of participants, the minutes, feedbacks about the stakeholders’
needs, possibilities for cooperation and collaboration between parties. The information about the
stakeholders’ needs to be collected. The participants will give a feedback on a voluntary base.
What processes does the tool need to support and/or facilitate? The following processes will be supported
and enhanced: readiness of the stakeholders to participate in the OSS activities, training of experts to support
the implementation of the OSS goals.
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What other systems does the tool need to interact with? What data elements does the tool need to exchange
with other systems? The information about the events will be published on the municipal websites and
Facebook pages, the flyers will be distributed during the events; posters will be affixed in the events room;
promotional materials will be given to the participants. The information about the planned events will be
disseminated during the trainings.
What is the volumetrics for the tool (e.g., # of users, etc.)? The number of the events and the number of
participants by category (technical stakeholders, financial stakeholders, citizens, professionals, etc.). The
number of promotional gadgets that will be distributed during these public events.
What problems does the tool solve or mitigate? The tools will citizen’s engagement, supplying information,
raising awareness, motivation for participation of the stakeholders.

When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? When do citizens need to be able to perform specific
activities? When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The
organization of information evenings and public events will start on March 2021. The distribution of
promotional gadgets will be managed from July 2021. The information about the organized events will be
published on the municipal websites and Facebook pages, which are available 24/7. The participants will
need to register for the events (few contact data will be collected from them). During the events, participants
will receive promotional products.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The participants to the public events and information evening will come from
the municipalities of Vidin and Smolyan but also from other municipalities in Bulgaria.
From where do the users need to be able to use the solution? Where can or should the tool be hosted? The
promotional materials will be distributed during the organized events, providing for a direct interaction between
the citizen and the municipalities.
Where will persistent data be stored? Where will temporary data be stored? Where will backups be stored?
The only data that will be collected are those related to the contact information of citizens who will participate
in the information evenings or request information at the stands organized in the neighborhood markets. This
data will be managed by the Municipality of Smolyan and Municipality of Vidin in compliance with the GDPR
and unless requested by the users themselves.

Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? Which statutory or organizational rules is this tool intended or need to satisfy? The
direct communication supports clear understanding of the services provided by the OSS and better
collaboration between the different actors. The promotional materials will rise interest and awareness on the
project activities and main scopes.
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#13 Training community/condominium facilitators
Who deals with identifying the various actors and players in the solution?
Who is going to design the instrument/tool? Who is going to implement the tool? Who is the target group of
this tool? The training course will be designed by the Municipality of Padova in collaboration with project
partners - SINLOC and SOGESCA. EAP will translate into Bulgarian the training program and will adapt the
tool to local conditions. EAP, with the support of the municipalities of Vidin and Smolyan, will organize trainings. The beneficiaries of this training will be the experts from municipalities of Vidin and Smolyan and the
facility managers. They will then act as neighborhood / condominium facilitators. Downstream of the use and
completion of the training course, participants will be issued a certificate of participation that attests to the
acquisition of knowledge and skills necessary to play the role of neighborhood facilitator / condominium within
the PadovaFIT Expanded project.
Who is paying for the tool? The Energy Agency of Plovdiv is member of the project consortium, but the municipalities of Vidin and Smolyan are not. The EAP will cover the costs for the organization of the training
activities.

What deals with identifying the various functionalities, data, inputs, outputs, deliverables, artifacts,
etc. of the intended solution?
What are the goals and objectives of the tool? The main goal of this tool is to create a new professional figure,
that could provide clear messages to the homeowners (from those who live in a single- family house to those
living in a condominium) and to convince them to undertake actions for home renovation. The training will be
also focused on a methodology on how to communicate with the different stakeholders and how to convince
them to participate in the OSS process.
What do the citizens need to be able to do in/with the tool? What processes does the tool need to support
and/or facilitate? The citizens will be indirectly involved, benefiting from the training of facilitators, which will
help them in the energy refurbishment journey. The facilitators should motivate the citizens to undertake
actions for home renovation. The municipalities will have trained experts, who will play a key role in the
implementation of the OSS with improved skills in the topics of building renovation and communication with
the citizens.
What other systems does the tool need to interact with? The information about the trainings will be published
on the municipal website and Facebook pages. During the trainings flyers and posters will be disseminated;
the roll-up will be affixed in the meeting room or as a background during the on-line meetings. The participants
will also receive promotional materials and other information on how to support homeowners in the energy
refurbishment process.
What is the volumetrics for the tool (e.g., # of users, etc.)? Number of trained participants.
What problems does the tool solve or mitigate? The training course will raise the knowledge and will support
better understanding of the OSS structure. This type of structure is new for Bulgaria. The trainees will improve
their skills on how to motivate of the citizens to undertake actions for home renovation, how to work in a
partnership with other stakeholders.
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When deals with various time-based events, activities, etc. of the intended solution?
When does the tool need to be ready for launching? When do citizens need to be able to perform specific
activities? When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The call
for selection of the participants of the training course will be published by the end of September 2021 and will
remain open for three weeks. Beneficiaries will have to register for participation by answering of the several
questions in the registration form. A selection will be performed, based on their answer’s assessment. In the
middle of October, the selected participants will be informed. The training will start on November 2021. The
information about the trainings and conditions for participation will be uploaded on the municipal websites and
Facebook pages and will be available 24/7.
When does the tool need to be available for use (normal business hours, 24/7/365, etc.)? The training course
will be carried out entirely online, in synchronous mode (trainer and trainees), using the Zoom platform in use
at the EAP.

Where deals with various geographic and/or logistical aspects of a solution?
Where are the users located? The participants of the training program will come from the municipalities of
Smolyan and Vidin but potentially also from other Bulgarian municipalities.
From where do the users need to be able to use the solution? From which devices do the users need to be
able to interact with the tool? The training the course will be on- line, using the Zoom platform of the EAP.
Participants in the course will receive the complete program of training modules and links for participation in
each module. The use of the course will be possible both through personal computers and other mobile
devices (mobile phone, tablet).
Where can or should the tool be hosted? Where will persistent data be stored? Where will temporary data be
stored? Where will backups be stored? All the training presentations will be sent to the trainees.
Why deals with the various drivers and/or constraints (internal and/or external) imposed upon a
solution?
Why is the tool needed? To train the persons which will support OSS activities.
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