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(Program) Fast Feedback is Good

" Collecting reliable data and presenting useful findings rapidly and cost-
effectively is a challenge.

® Energy Trust has done the “Fast Feedback” monthly survey since 2009.

" ADM built an Excel-based system to quickly generate samples, track
completions, and create reporting tables.

" Midyear and End-of-Year (EOY) reports very detailed: hard for program
staff to absorb most important information.

" Energy Trust evaluation staff and ADM worked together to streamline
reports, with minimal revisions to system.
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Fast Feedback Survey Overview

" Monthly surveys of prior month’s Res & Nonres program participants.

" Quarterly 90/10 completion quotas for ~30 strata and ~10 cross-cutting
attributes.

" Online and phone fielding.
" Quarterly, midyear, and end-of-year (EOQY) reporting.

" Results weighted by stratum and survey mode.
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Sampling and Tracking System

- Sample Creation » Administration & Reporting
Project * Monthly participation records. * Follow-up request reports.
Data * Survey ID = each unique participant. * Gift card request reports.
* If multiple projects for a participant, select * Report period selection.
one most needed to achieve targets. * Weights calculation.
* Random sample selection. lo Report tables & graphics. ]

I Implementation f

Completion Tracking
* Qualtrics upload file. m « Survey results uploaded to workbook.

* Reminders. * Tracks survey progress, updates subsequent
* Call lists. completion targets.

* Analyses weights based on project type and by
recruitment and completion mode.
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Sampling and Tracking System
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Sampled | Quota tracking: Completion
completion (qnts, updates targets, by month
Completi Cum.
Prior Target JUN ons This For JUN Completi Completi

Completio Quota for Target MonthAs ForJUN Backup onsThis Still Need onsThis Still Need

Quarterly ns this Q JUN Sample of7/24 calllist Calllist Month  inlUN Qtr This Qtr

Quota / Measure Groups Cross-Cutting Group Name Target Quot
M Smart Thermostats 16 7 9 63 4 5 0 4 5 11 5
2 Heat Pump Advanced Controls 13 8 5 35 2 3 1] 2 3 10 3
2 Ceiling Insulation 17 12 5 35 8 1] 1] g 1] 20 1]
2 Other Insulation 16 11 5 35 1 0 0 1 0 17 0
2 Ducted Heat Pumps 17 15 2 14 2 0 0 2 0 17 0
2 Ductless Heat Pumps 17 14 3 21 3 0 0 3 0 17 0
2 Windows 16 13 3 21 4 0 0 4 0 17 0
2 Gas Fireplaces 16 14 2 14 2 0 0 2 0 16 0
24 Gas Furnaces 17 16 1 7 1 0 0 1 0 17 0
2 Duct Sealing 13 8 5 35 5 0 0 5 0 13 0
2 Sub-Total 170 118 52 364 37 8 0 37 15 155 15
2 Oregon Total 196 118 78 546 37 8 0 37 a1 155 a1
2 Residential - Washington 42 28 14 98 g (5] 1] g (5] 36 (5]
2 Moderate Income Track Moderate Income Track 17 14 3 21 4 1] 201 4 1] 18 1]
2 Rental Properties Rental_Flag 16 14 14 1] 2 75 1] 2 14 2
—1.Manufactured Home Promotions Manufactured Home Promotio 16 5 11 77 1 10 44 1 10 6 10
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Highly Detailed Midyear/EOY Report

" More than 90 tables and 20 charts.

= Sector-level summary and demographics/firmographics data.
" For each of ~20 subprogram or quota groups:

O Multiple satisfaction indices.

O Satisfaction over last five program years.

O Rated influence of incentive, information, contractor, etc.

O Frequency of reported contractor source.
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Summary and Demographics (Res.)

Table 13: Household Size (Number of Members) by Residential Quota Group

Quota Group One Two Three Four Fiwe At Least 5ix
Overall {m = 905) 3% 23% 41% 22% 13% 5%
Smart Thermostats {n = 53 2% 11% 53% 12% 15% 5%
Heat Pump Advanced Contrals (n = 52) &% 10% Si% 23% 2% 1%
Ceiling Insulation {n = 71) 1% 13% 53% 17% 5% 7%
Reside Other Insulztion [n = 65) 2% 18% 37% 16% 24% 1%
Smart Ducted Hezt Pumps (n = 97) 0% 30% 33% 13% 10% 2%
Heat F Ductlesz Heat Pumpz (n = 78) 2% 38% 42% 6% 8% 2%
| ceiline Central Air Conditioner {n = 58) 0% 12% 41% 17% 17% 2%
Cother Windows (n = 75} 3% 27% 31% 24% 9% 5%
E— Gas Fireplaces [n = 62) 2% 18% 45% 15% 5% 1%
Ducter 1™ Gas Furnaces |n = 57) 55 17% 268 308 138 7%
Ductle ™o ont. . Duct Sealing [n = 48) 0% 30% 45% 12% 2% 7%
Centre Residential WA [Exclusive Quota)
Winde Residential-Washingtan |n = 163) 3% | 17% | 53% | 135 10% 55
| GasFi —— Cross-Cutting Quotas
[ :G‘ ndlc Maderate Income Track [n = 70) 0% 20% 350 238 5% 2%
——— | Prope Rental Properties [n = 67) 2% 15% 28% 19% 21% 4%
| Duct S Other* Manufactured Home Promotions (n = 63) 0% 42% 33% 16% 6% %
Instant Incentives {n = 353 2% 23% 41% 17% 13% 2%
Residential-Was Mo Cost Offers [n = 35) 0% 23% 40% 13% 7% 0%
Oregon Population
Moderate Incor US Census | 28% | 37% | 15% | 12% | 5% | 3%
— to - Oregon Population
| Rental Propertit | 25t e | 15 T . | 19% | 28%
Manufactured | | 3504 | |5 Consus % | 2% 4% | 1% | =% | 6% | Tew | mm |
35 1o © i i 1 1 1

IEPEC | OCTOBER 6-8 | DENVER, CO




And Then These ... Times 20
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i i Table 40: Satisfaction Rotings: Heat Pump Advanced Controfs Overall Satisfaction by Program Year
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of new me o — Parformance of new me
Performance of new me | Querall experience [n = of new me | Overall experience [n = |Forformance of new mé "o, - =i experience [n = | Performance of new me of new measure (n =53] 1% k]
Comfert of home after | of new me —omfert of home aftery T orer | | Performance of new me |-Comfort of home after [po rtorance of new ms | Comfart of home sfter { Comfortof home sfter |"c. s of home after naw messure (n - 52) 94% 2 o
Incentive application 16 | Comfort of home after | [1-onive PPUCHONTE [0 oo lication fo | Comfort of home sfter . |-Neentve f2 [ Comfort of home sfter. | Incentive o f | Ineentive "2 | incentive ion form [n = 24) 80% F
Time it took to receive | | Incentive fon fo [(Ime It taok to receive | T racaive § | Incentive application fo | TIMe it took to receive | e o oolication fo | Time it took to receive i | Time it took €0 recaive | 'r; o w0k o receive incentive {n = 23) 73% . -
Time it took to receive | ————————— Timeittooktoreceiveif— | Time it tookto receive i — Contractor Satisfaction 2
Overall experianca in = [ Quersh experience n= = e | Qversll experience (n= Oversl experisnce [n = | Oversllexperience n= "o oo cuparience [ = 48] 88% £
Quality of installztion | Gverall experience [n = |- ooard & oW Quality ot i ion w | Oversll experience [n = | 2o3lity of - Quality of ian w | Quality of on % | Quality of ion work (= 53) 93% 20%
Informatian sbout incer | Quality of installation w |ormetion sbout incer = = o cality of ion w | Information about incer Information sbout ince: | Informtion sbout incer 7y 2 o o i centives (n = 23] 929
- n=53 icati P— c jication (n =53
‘Communicstion {n = 53 | Information sbout incer L — [ i (= 52 | Information about inge; | CoMMunication in = 53 & (n=53 ! = | & (n=53) 93% 0%
with spplicat | C " (n=53, Assistance with applical with spplicar | C jication [n Assistance with applical with =py Assistance with applical ith - In-24] 98% 2020 2021 2022 2023 2024
1 TLE=TILIEE & | Assistance with applical Assistance with appl - Assistance with applicat'—— '~ "4 . : o o B e v !
Tbda A1 [ Flins s B T e tobte 41: inrivence Kat Toble 41: Influence Ratings: Heat Pump Advanced Controls Table 42 Where Found the C: © Heat Pump Controls
ontractor Sou 55)
> Word of mouth
Overall Influence i — -
Influence Level Influence Level n=53] Online service
High High High High High ‘:;b Se_‘“"
———— i b i | Y ertisement
Medium High | Medium High Medium High Medium Medium Medium 25 21% 143 35 -
Lom e Energy Trust websits
Low Medium | — [ow Medium Llow [ edium w 365 33% 8%
Lo | | 36% Low | I Py e e = p— Enerzy Trust refarral E
. w i icable -
| Information! — ; Energy Trust referral _ | Mot Applicable }""7 Not Applicable 2%
P —— EER— Dan't know Ea— o
Trahla AN Caticfrrtinn Ratinne Hont Dimn Anunnner Cantrofc 3
; i . Toble 40: Satisfaction Ratings: Heat Pump Advanced Controls veral Satistaction by Program Year
—— — - — .. . [
Over=ll experience [n Overall exper [ ———— Oversll experience (n = 43) 88% _ 8% B8%
Mpeorr = or oo s | Oversll experience [n Mome cmorooe (o |mormance 9T new ™ | Qverall experience fn= [——————————— Overzll experience (n= -
of new me E L [ IR e L p e r— 0= | verall sxparisnce | | oversil experiencs (n= - , ferformonce of v messbre (0233 z= E
Comfort of home after | [ Lo ANEE ST NSW e = er | Perfarmance of new ms [ o of new m: ot i o [ == M= | Perfermance of new me | Comfort of home after new messure (n = 52) 94% = B0%
T —— | Comfortof home after — - | neentive application 1o [ ¢5méort of home sfrer | |f————————— | Perfarmance of new mi [ comifort of home after | ncentive ion form (n = 24) 20% “
Incentive fo - - Incentive fo | Comtore of home after "5 it toak to receive | | o os aooicanion o |COmOrE of home after [Sommr e o - icati §
[Time it took to receive | | ncentve fo o0k to recoive | | Incentive application fo Incentive LY re— ication fo = £ Incentive fo | Time it took to receive incentive {n = 23) 73% 2 am
Time it took ta receive i | | Timeittooktoreceivei Incentive o | Time it took to receive i Contractor -
e Time it took to receive i [~o 2 [ Time ittook to recsive i [ — - g
T ———— e — versll experience | rrosktoreceve | Time it took to receive | pEy— - ey P H]
Oversll experience [n= —————— | Guerall experience [n = Oy of i o ——————— I | | Oversllexperience (n=48) o
Moo o oo | Oversll experience [n ” | Quality of instellation @ | gyersil experience (n= ——————— Oversll experience (n = . -
Quality of w . M'_‘ LR e w—— ion w | Oversll experience [n = [~ = % Oversll experience [n [ : Mp (0= [ Quality of work [n = 53] 93%
Information sbout ince! [—oal Infarmation sbout incer | Quality of i ion [, i n-53 Quality “ [ qQuality of inse=llation w - Quality * | Information sbout incentives (n = 35) 92%
o — Information about incel — = = Information about incel — Quality of “ | Information sbout incer | ication (n = 53) 93% o%
(n=53 I (n= 53 | Information sbout incel [ pr— : \nformation sbout incal - I
[n=53 . ssistance with applicat [, (n=s53 Information abaut incai | ¢, [n=53 2020 2021 2022 2023 2024
wiith =pplicat with applicar | C (n =53, c . n-52 —— Assistance with application (n = 2} 98%
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- - - N _ Table 41: Influence Ratings: Heat Pump Advanced Controls Table 42: Where Found the C:  Heat Pump Controls
Energy Trust Percent
Loy Word of mouth 72%
Materials
Onli i 1%
Influence Level High JaBuence =212} \.:er::r:‘m 16%
Influence Level i Influence Level Influence Level i
" —_— Hi 96% 43% 53% 50%
o High Influence Level Wediom L Influence Level i Ll Advertissment 6%
LHeh iedm High P — - I vy = igh Medium 2% 213 1% 3% E T - 2%
Wedium P Team Llow [ Medium | High Medium Low 25 26% 33% 25 nergy Trust wabsie
Mow  Llew  Medem | il L Mow Medium Medium Lo | Fry 1 Frny 1 FET 1 Fry ] Enersy Trust referral 3%
L L Law | 2% | Low Low 7I % I Tt% ] 9% I % ] = Energy Trust referral Mot Applicable 2%
Not Applicable o PP Mot Applicable R
Dan't knaw £p Not Applicable |:Pmr Pre— Dun‘l:‘:\uw Mot Apglicable Du"‘l:uw Dan't knaw 0%
Prafer not to answer Prafar not 1o answer Don't know Dan't know S — Prefer not ta answer 2%
Prefer not to answer [ Prefer not to answer  [———————————— | Don'tknow Prefer not to answer 27 |
Prefer not to answer Prefer not to answer
L———————— | Prefer not to answer <7
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Program Feedback

" Hard to absorb the program status and direction.

= April & May 2024, Evaluation Project Manager held 3 sessions with 9 staff
of residential, commercial, industrial programs to identify needs.

" Feedback from sessions:

O Detailed data important for long-term tracking but often not new or
surprising.

O Programs looking for more noteworthy findings: things that are different,
require attention or additional investigation.
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Proposed Revisions

= Keep summary and demographic/firmographic information.

" Move quota-group details to an appendix.
" Add information on quota groups with...
O particularly high or low current overall satisfaction.

O substantive increase or decrease in satisfaction over the last ~3 years.
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High/Low Satisfaction

" Feedback differed among programs on standards/thresholds for high/low
satisfaction or changes: had to compromise on standard definitions.

Quota Group Satisfaction Percentage of Respondents in
Level Group That Are Satisfied

Very High >97%
Low 85% to 89%
Very low <85%
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High/Low Satisfaction : Example

Quota Group Quota Type n %

This replaced _ —
Very High Satisfaction

17 tables in Duct Sealing Exclusive 45 99%
re pOFt bOdy- Moderate Income Tract Cross-cutting 62 97%
Manufactured Home Promotions Cross-cutting 58 99%
Low Satisfaction
Smart Thermostats Exclusive 62 88%
Heat Pump Advanced Controls Exclusive 48 88%
Ceiling Insulation Exclusive 72 88%
Other Insulation Exclusive 60 89%
Central Air Conditioner Exclusive 45 88%
Very Low Satisfaction
Windows Exclusive 69 70%
Gas Fireplaces Exclusive 61 81%
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Satisfaction Change

INCREASE DECREASE
5 percentage points above 5 percentage points below
previous yeatr. previous yeatr.
OR OR

( ) C )

5 percentage points above 5 percentage points below

lowest level in past 4 years highest level in past 4 years

AND AND
Flat or upward trend Flat or downward trend
over past 3 years. over past 3 years.

(S ) (& J
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Satisfaction Decrease: Example

100%

94% e Q5o 96%
80% 88% 88%

=]
Z
T 60% T
3
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S 40%
(18]
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20%
0%

2020 2021 2022 2023 2024
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Satisfaction Decrease: Example

25 pct. points

120% / \
100% 94% 92%
. 339-'.]

Q0% 9%

- Bl%
he
% oo 1
=
G Downward trend
F40%

20%

0%

2021 2022 2023 2024 2025
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Satisfaction Change Analysis

Showing Increase Showing Decreasze [Use overall wt for EB-CR and PE, otherwize moder  Q3_10
2020 2021 2022 2023 2024 2020 2021 2022 2023 2024 Increase Decreaze Cverzll expel
1 Existing B 1005 9% 1005 92% 99% Existing B 97% 90% 95% 97% 91% 1 Existing Buildings - OR
2 Existing B 100% 97% 97% 92% 983% Productic 93% 10056 S3% B3% - 1 2 Existing Buildings - Assembly/Religious Increase
3 Existing B S0 945 100% B2% 100% Productic 95% 96% 100% 100% 95% 2 3 Existing Buildings - Education Increase
4 Productia 100% 82% 97% 100% G4 3 4 Exizting Buildings - Healthcare Incresse
-1 5 Existing Buildings - Office
& & Exizting Buildings - Other Commercial
7 1 7 Exizting Buildings - Restaurant Decreaze
2 . & Existing Buildings - Retail
s @ Index-match formulas populate tables with enumerated 3| Existing Bullcings -Warshoime
10 H H H H H 10 Multifamil
" quota groups and their current and historical satisfaction oty
12 levels. Can cut and paste into written report table. 12 Existing Buildings - Washington
13 13 Production Efficiency
14 2 14 Production Efficiency - Agriculture Decreaze
15 15 Production Efficiency - Compressed air
Formulas enumerate quota groups fon Efic

16 3 1& Production Efficiency - HVAC and controls Decreaze
17 meeting any increase or decrease criterion 17 Production Efficiency - Lighting
pt:3 . . 18 Production Efficiency - Other industrial measures
15 based on current and hlStOl'Ica| data. 4 1% Production Efficiency - Pumps and motors Increzse

Existing Buildings - Assembly/Religicus 1 Existing Buildings - Restaurant 1
100 oo Historical data w

= s *"“—-_._v_,_——'——"—‘_'__ﬁ_""‘—--—, isti ildinges -
E 10;MM% 2 o . 475 2024 Existing Buildings - OR 97
S B0 B0% 9 § 8% L 1% 2024 Existing Buildings - Assembly/Religious a9
o o - .
= = 2024 Existing Buildings - Education S8%
T e T oeo% 2024 Existing Buildings - Healthcare 100%
g 5 2024 Existing Buildings - Office 99%
f; A% % A% 2024 Existing Buildings - Other Commercial 99%
- T 2024 Existing Buildings - Restaurant 91%
z; 208 ff e 2024 Existing Buildings - Retail 96
E A 2024 Existing Buildings-Warehouse 9E%
Ed * .
0% 0% 2024 MIJ|tIfHI'I'1I.|!l' 9E%
2020 001 2022 2023 0 e 1 jlieh] 2023 004 2024 Commercial Solar 97%
2024 Existing Buildings - Washington 100%
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Program Feedback on Revisions

" Helped the program quickly identify areas where overall program satisfaction
changed.

" Helped identify areas for improvement to overall customer satisfaction.

" Not enough time yet to identify program improvements resulting from new
information.

" Possible future revisions:
O Add table summarizing main sources of program influence.
O Incorporate qualitative data (verbatims) to enrich narrative.

O Move demographic/firmographic data into appendix.
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Conclusions

" This demonstrates the value of open dialog among PA’s evaluation team,
program staff, and the evaluation contractor.

" Don't just listen to comments about the report but respond as an evaluator
with a systematic approach:

O Gather additional details about information needs.
O Propose report revisions.
O Implement those revisions.

O Seek feedback on the revisions to assess whether they addressed the
original concerns.
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Conclusions

" Also demonstrates value of existing workbook survey tracking and
reporting system.

" Tables and charts of satisfaction changes easily generated using
satisfaction data already generated for quota group—specific tables.

" This minimized project resources that might otherwise be diverted.
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Contact

Ryan Bliss

ryan.bliss@qualuscorp.com
(971) 401-0758

Cody Kleinsmith

cody.kleinsmith@energytrust.org
phone

Gemma DiMatteo

gemma.dimatteo@energytrust.org
(818) 521-1182
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