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RESEARCH FOCUS:
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Quantitative methods used to delve deeply 
into values, attitudes and behaviors

Sample
• Online panel of residential consumers:

• 1,500 from the U. S.
• 512 from Canada

• U. S. respondents align with general 
population census proportions for:
• Age, 
• Home ownership, 
• Education
• Census region
• Income



Quantitative methods used to delve deeply 
into values, attitudes and behaviors

Survey techniques
• 20-minute online questionnaire including 

multiple choice responses, rating scales and 
a MaxDiff exercise 

• Topics included attitudes about:
• Energy use
• Barriers to participation in energy management 

and savings programs
• Home improvement investments 
• SECC’s segmentation battery



PERSONA:
The Selectively Engaged
Attitudes
• Consider themselves highly knowledgeable; do not rank energy bills 

as a pressing issue 
• Do not make a strong connection between energy use and 

environmental impact
• Express moderate satisfaction with their electricity provider

Energy Upgrade Behaviors
• Most likely energy-related investment: Lighting and appliances
• Primary motivation: Immediate need for improvement or repair
• Preferred sources of information: In-person research at brick-and-

mortar stores
• Key barrier to efficiency upgrades: Knowing the total upfront costs 

and how much they will save
• Key barriers to engagement: Don’t think to involve their energy 

provider; do not seek out financing



Affordability is extremely important, but 
comfort, security & clean energy also matter
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Affordability is extremely important, but 
comfort, security & clean energy also matter
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Understanding cost and savings potential 
are the biggest barriers to action 



Improvements are driven by different 
needs

Immediate need drives appliance, HVAC, water heater 
and window investments

Saving energy or increasing comfort drive insulation, 
solar, lighting and thermostat investments



THE ENERGY ENGAGEMENT 
JOURNEY
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INSIGHT & FINDINGS:
The Energy Engagement Journey

INSIGHT
Comparing consumers who 

have done virtually nothing with 
those who did something small 

or made a much larger 
investment provided deep 

insight into the energy 
engagement journey many 

consumers take.



INSIGHT & FINDINGS:
Fundamentals get consumers off the couch 

1. Customer satisfaction is fundamental. 
The more satisfied a consumer is with their 
provider, the more likely they are to engage. 

2. Make energy-related actions easy and 
barrier-free. Consider automatic enrollment, 
instant rebates/buy-downs and lighting kits. 

3. Open an additional communication 
channel. Leverage any vehicle that can 
engage a consumer more often than a 
monthly bill and deliver personalized 
messages and offers this way.



INSIGHT & FINDINGS:
Personalize and remove barriers 

1. Focus on specific measures. Don’t “spray and 
pray”, but deliberately choose offers based on 
knowledge of what the consumer has already done. 

2. Meet the consumer in the moment. Make it easy to 
take an additional step while the consumer is 
involved in an energy-related investment. Cross-
market and partner to inform consumers about 
relevant offers. 

3. Use “new technology” messages. Many 
consumers are drawn to the “new and cool”. Frame 
offers in this language. 

4. Offer financing to overcome capital outlay 
barriers. Many consumers don’t think to ask and few 
providers offer on-bill financing. Many consumers 
would consider leveraging this if it was available.



INSIGHT & FINDINGS:
Help consumers choose what to do next  

1. Energy-related upgrades often follow non-
energy-related investments. Meet the 
consumer in the moment while they’re 
planning or doing major home upgrades. 
Partner with permitting offices and contractors; 
inform through online marketing.

2. Follow the connections path. Our research 
demonstrates that some energy-related 
investments logically flow. Take advantage of 
these to help consumers along their journey.



The era of transaction 
services is over and the 
age of the relationship 
journey is here.
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KEY TAKEAWAYS:
Meet them wherever they are in their journey

Personalize and 
contextualize services.

Requires listening and a 
willingness to get to know 
consumers “one-on-one”.

Help consumers meet THEIR goals,
first and foremost.
Developing a win-win opportunity starts here. 

Empower consumers to 
control their journey. 
As consumers move along, 
they will do it at their pace 
and on their path. Help them 
make smart choices
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QUESTIONS?
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