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What we’ll be talking about today...
. Home Energy Reports at PG&E
e Home Inventories to Identify Savings Drivers
 Results from the Inventories and Surveys
 Implications of Results
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HERs at PG&E Produce Energy Reductions
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But How Are HER Customers Saving Energy?
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New Insights from LBNL's Interval Data Analysis
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e Savings are observable
across all hours




In-home Inventories and Surveys

Do HER customers purchase more rebated electric
appliances than non-HER customers?

No data on participation of upstream CFL and televisions exist
In-home inventories can reveal more rebated CFL and TV
purchases

A survey can shed light on behaviors
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Dear Customer:

Pacific Gas and Electric Company (PG&E) and the California Public Utilities Commission (CPUC) are co-
sponsoring an important study regarding home energy use in your area. We are writingto requestyour
household’s participation in the study. Participation is very simple and you will receive $50as a token of our
appreciation. The findings from this study will help us better plan to meet your energy needs and improve
electricity service in our state.

You may call the telephone numberbelow and schedule an appointment, and our interviewer from Population
Research Systems (PRS) will meetyou at your home, at the above address, to interview you. However,an
appointmentis not necessary —in the nextfew days our interviewer will be in your area and will visit your
home to conductthe interview. The topic of the interview is how your household uses electricity. We will not
be asking for confidential information. The interviewer will be carrying proper picture identification and will
be respectful of your home. Please be assured the PG&E-authorized interviewer has passed a stringent
background check.

The appointment will take about 15-25 minutes. During that time, our interviewer will ask you some
questions and will also give you a shortsurvey formfor you to complete on your own. After that, the
interviewer will countafew types of appliances, such as televisions and light bulbs, in your home. He or she
will have shoe covers and will gladly putthem on before steppinginto your home.

We strongly encourage you to call and schedule an appointment, especially if you are away from your home
during the day — eveningand weekend appointments are popular. Please call and schedulean appointmentas
soon as possible in order to secure the most favorable appointment for you.

We look forward to your participation in the PG&E/CPUC Home Energy Use Study and supporting our effortto
continuously improve our service. To learn more or to schedule an appointment, please call PRS at

1-877-932-0611. YourreferenceIDis 13-01-010.

Sincerely,
B el
A &..a L —
[/’:
e
Peter Franzese Janice Berman
CPUC Energy Division Senior Director,

Regulatory Analyst Energy Efficiency Strategy and Market Development, PG&E

Dual signatories announcement by mail
Appointments accommodated
All appeals were face-to-face

Balance safety of interviewers and
comfort of interviewee

Background check

PG&E contractor badge

PRS uniform

Friendly, neat and courteous
interviewers



23 interviewers hired
Full day of training including interviewing
practice and inventory practice at friendly
homes
Important 2-week pretest in four clusters
* |ncentive OK?

e Public vs. private rooms?

* Completion time?

* |nstruments OK?



Study Participants’ Experience

e [n-person interview with visual aids}

e Survey

* |nventory

e Thank you and give incentive

e QA contact with PRS




attempts before assigning non-response

High-performing interviewers took
over the most difficult clusters,

converting refusals to completes in
many cases

Required interviewers’ flexibility with
respect to timing (DOW and TOD) of
visit

Protocol was to make up to 10



HEUS Achieved a High Response Rate

Interviewers attempted 1,194 inventories and successfully
completed 702. 77 attempts were deemed invalid, yielding a net

63% response rate

_ _ Completion Rate
* No non-response bias evident

M Invalid Attempts M Valid Attempts m Complete W Incomplete

Lessons learned...

 Economy was on the upswing
 Gated communities

* Non-English speaking homes

e Summer timing would have been best
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In-Home Survey Results Deepen the Mystery
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M What's Next?

* Field study provides firm footing for PG&E’s HER
program savings claim
e The same care that went into the inventories
revealed that whatever HERs inspire customers to
do is been more subtle than has been assumed
* Need to continue to rethink how we talk to the
customer about energy consumption behavior
* Until we get that right, this study is further
evidence that neighbor-comparison report
research that relies on customer self-reporting
leaves much to be desired
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