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 From EPRI’s DSM Process Evaluation: a Guidebook to 

Current Practice (1992): 

 

• The systematic assessment of a utility  

DSM program for the purposes of improving  

its design; its delivery; and the usefulness  

and quality of the services delivered to  

the customer.” 
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Part of the continuous improvement process 
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Plan 

Implement 

Evaluate 

Adjust 



Process evaluation examines 
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Program design 
and processes 

Program 
administrative 

activities 

Program delivery 
and 

implementation 
activities 

Customer response 
Internal and 

external program 
barriers 

Market response  

Program impacts 
Infrastructure 
development  

Customer 
awareness and 

satisfaction 



Common data sources in process evaluation 
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Integrated 
assessment 
of program 

Program 
Staff 

Participants 

Non-
participants 

Trade Allies 

Secondary 
research 



Key process evaluation activities  
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Stakeholder interviews 

Participant surveys 

Market partner interviews 

Focus groups 

Evaluability assessment 

Materials & database review 

Ride alongs 

Benchmarking 

General population surveys 

Trade ally panel study 

Marketing effectiveness review 

Ongoing customer satisfaction 
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Sequence & scope vary to maximize coverage 
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PY2009 PY2013 PY2011 

PY2010 PY2012 

Program Process Evaluations 

Pilot Process Evaluations 

Business Solutions  

Small Business  

Direct Install 

Business Solutions  

Small Business Direct 

Install 

Business Solutions  

Small Business 

Direct Install 

Programmable 

Thermostats 

Hospitality Initiative 

Cross-cutting customer 

& trade ally study 

Web usability testing 

Business Solutions  

Small Business Direct 

Install 

Programmable 

Thermostats 

Non-profit Initiative 

Building Operator 

Certification 

Compressed Air 

New Construction 

New Construction 

Agriculture 

Multiple Measures 

Building Performance 

with Energy Star K-12 

Schools 

Industrial Continuous 

Improvement 

Energy Check 



Scope of C&I process evaluations 
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Process Evaluation  

Data Collection 2012 2013 

Staff interviews 23 staff interviews >15 staff interviews 

Ride-alongs 6 program staff ride-alongs 3 program staff ride-alongs 

Logic models and process mapping 1 process mapping session 4 logic model sessions 

Trade Ally/technician interviews 

83 trade ally interviews 

10 technician interviews 

16 auditors interviews 

30 design professional interviews 

89 trade ally surveys 

11 trade ally web usability tests 

Participant surveys 512 participant surveys 129 participant surveys 

Non-participant surveys 10 non-participant surveys 385 non-participant surveys 

Participant in-depth interviews 75 participant interviews 
5 participant interviews 

6 customer web usability tests 

Literature/peer reviews 4 best practice/peer reviews 3 best practice/peer reviews 
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• Customer satisfaction has consistently been very high 

across all C&I programs 

 Most participants are more satisfied with Consumers Energy 

after participating 

 Satisfaction tends to be highest for interactions with program 

staff and performance of equipment 

 Satisfaction high but not as high for length of time to receive 

rebates and energy savings 

Key Insight: High Ratings, But Some Variation 

Consumers Energy Process Evaluations – C&I 
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Key Insight: Satisfaction Generally Strong 
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Satisfaction scores consistently 

fall in the 7.5 to 8.5 range. 

Most participants report being 

more satisfied with 

Consumers Energy after 

participation. 



Key Findings: Trade Allies Value Consistency 
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Key Findings: Programs Running Effectively  
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Next Challenge: Greater engagement, awareness 
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• Cross-cutting Customer & Trade Ally Study (2013) 

 On-going research to understand how to engage customers 

and trade allies 

 Customers who participate in EE programs are more satisfied 

with Consumers Energy overall than those who have not 

 Customer satisfaction with Consumers Energy increasing 

across the board 

 Message testing of postcards found customers respond best 

to concise postcards with minimal text and clear instructions 

 

 

Key Findings: Frequent Feedback Helps 
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Detailed findings from C&I process evaluations 
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• How do we use the findings from process 

evaluations? 

 Program, implementation, and evaluation staff review 

the findings from the evaluations and develop 

recommendations 

 Recommendations are either implemented immediately or 

incorporated into future program designs 

 The following slides have some examples of how we’ve 

used the process evaluations to improve our programs 



Detailed findings from C&I process evaluations 
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• Business Solutions Process Evaluation:  

 In 2009, participants with more complex projects 

found the rebate process confusing, but were able to 

get support from program staff or their contractor 

when needed 

 In 2010, program material included more examples to 

illustrate program requirements to combat these concerns 

up-front; CAMs and trade allies were informed of changes 

to requirements 



• Business Solutions Process Evaluation (cont.):  

 In 2009, trade allies found the program brochure to be 
unhelpful for their purposes of promoting the program to 
customers 

 In 2010, new marketing materials were created to address 
these concerns, including “leave behind” factsheets, flyers, 
and booklets to have specific examples of measures and 
savings 

• Cross-cutting Trade Ally Study (2013): Trade allies 
interested in more communication and improved 
marketing materials  

 Steps being taken to add more email updates, tailor content 
of materials 

 

 

 

Detailed findings from C&I process evaluations 

Consumers Energy Process Evaluation of Energy Optimization Programs 

21 



• Direct Install (2011): Contractors disliked receiving 
multiple notices of funding increases and stoppages 

 Only one notice sent in 2013 when funds 80% committed 

• Web usability study (2012): small business contractors 
want to be able to generate customer-facing form from 
software tool  

 This and other recommendations are being used to develop 
iPad application (still in development) 

• Multiple Measure Pilot (2012) found that contractors are 
open to coordinating more with contractors from different 
professional specialties, which is critical to achieve deeper, 
comprehensive savings across multiple measure types 

Detailed findings from C&I process evaluations 

Consumers Energy Process Evaluations 
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Detailed findings from C&I process evaluations 

Energy Efficiency Evaluation, Measurement & Verification 

23 

• Programmable Thermostat (2011): technicians’ lack 

of logo wear caused customers to question identity 

of installers 

 In 2011, installers provided with badge and shirts, which 

appeared to help 

• Some programmable thermostats replaced 

programmable thermostats (2011) 

 More training provided to technicians to avoid this practice 

and educate customers about the differences between 

their old thermostat and the new one 

 

 

 



• Pilot program evaluations assess if programs are 

designed and implemented in a way that can be 

successfully and cost-effectively scaled up to full 

program 

 Pilot programs are largely in-line with best practices and peer 

programs in terms of market segmentation, program design, 

and incentive structure 

 Data collected during evaluations have helped support the 

incorporation of pilots into the Business Solutions Program: 

• Compressed Air      Building Operator Certification  

• New Construction      Multiple Measures 

General themes from C&I process evaluations 
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Detailed findings from C&I process evaluations 
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• New Construction Pilot (2011): Incentive structure 

was not profitable enough to encourage architects 

and design teams to participation 

 In 2013, larger incentives were set for design 

professionals to make participation worthwhile 

• There was a need for additional outreach to the 

design community, to engage with participants 

before building design begins 

 Program outreach strategy has changed to expand 

outreach efforts and contact developers and design 

professionals earlier in the design phase 
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Scope of residential process evaluations 
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PY2009 PY2013 PY2011 

PY2010 PY2012 

Program Process Evaluations 

ENERGY STAR 

Lighting 

HVAC and Water 

Heating 

Appliance Recycling 

ENERGY STAR 

Lighting 

ENERGY STAR 

Appliances 

HVAC and Water 

Heating 

Income Qualified WX 

Appliance Recycling 

Multifamily 

Think!Energy 

 

ENERGY STAR 

Lighting 

ENERGY STAR 

Appliances 

HVAC and Water 

Heating 

Appliance Recycling 

Multifamily 

Think!Energy 

Home Performance 

w/ ENERGY STAR 

 

ENERGY STAR Lighting 

ENERGY STAR 

Appliances 

HVAC and Water 

Heating 

Income Qualified WX 

Appliance Recycling 

Home Performance 

w/ENERGY STAR 

Think!Energy 

New Construction 

ENERGY STAR Lighting 

Multifamily 

Think!Energy 

Home Energy Analysis 

Insulation and 

Windows 

Home Performance 

with ENERGY STAR 

OPower 

Ongoing Customer 

Satisfaction 

OPower Home Energy 

Analysis 

Marketing Effectiveness 

 

Pilots and Cross Cutting Process Evaluations 



Process Evaluation Activities by Program  
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Stakeholder interview             

Participant surveys            

Market partner interviews 
 
 

 
 

 
 
 

 
 

 

Focus groups     

Evaluability assessment     

Materials & database review     

Field observation (ride 
alongs) 

   

Benchmarking  

General population surveys 

Marketing effectiveness  
review 

         

Ongoing customer 
satisfaction surveys 

     
 
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ENERGY STAR Lighting  
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• Store manager interviews provide input 
on bulb selection, effectiveness of point 
of purchase materials and in store 
displays, training and educational needs 
of store staff and customers 

• Focus groups and customer surveys 
inform customer awareness, purchasing 
patterns, and pricing and promotions 
with most appeal 
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• Contractor interviews rate 

satisfaction with program  

elements and potential  

for program expansion 

HVAC and Water Heating  

Consumers Energy Process Evaluation of Energy Optimization Programs 

 

32 

Percent of Sales Leveraging Rebates 

Satisfaction on a Scale of 1-10 

Demand for Energy Efficient Equipment 



• Focus groups with customers and contractors helped to identify 

various ways the program is delivered 

Home Performance with ENERGY STAR 
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Contractor View of the Program 



Home Performance with ENERGY STAR 
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Customer View of the Program 



 

Understanding Program Accomplishments 
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Satisfaction with Program Elements 
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Program Expansion Opportunities 
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Cross Cutting Marketing Effectiveness  
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Understanding Barriers and Motivations 
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Ongoing Customer Satisfaction Research 
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YTD Satisfaction and Likelihood to Recommend by Program  

Home Energy Analysis Satisfaction with Program Elements over Time 

Noted 

difficulties in 

application 

process; 

flawed 

application 

review is 

being 

conducted to 

identify 

problem 

areas and 

potential 

solutions 

New 

scheduling 

system 

deployed 



• Primary Residential Evaluation Consultants 

 The Cadmus Group                                                                              
Jill Steiner                
517.281.1920, jill.steiner@cadmusgroup.com 

• Primary Commercial and Industrial Evaluation Consultants 

 Energy Market Innovations,               
Jeremy Kraft, Managing Consultant                              
608.298.7190, jkraft@emiconsulting.com 

• Consumers Energy  

 Joseph Forcillo,                                                                           
Director, Energy Efficiency Research & Evaluation       
517.788.2576, joseph.forcillo@cmsenergy.com                                                                                       

Contacts 
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