
U.S. Dept. of Energy’s EECBG/SEP Technical Assistance
Page 1 of 31
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Richard Faesy, Nikki Kuhn, Andy Meyer


Richard Faesy:
Okay.  Good afternoon.  I’m assuming that everybody can hear me – looks like we have 187 attendees on the line.  Everybody is going to be on mute throughout the webinar here, but we will have opportunity to communicate by using the dashboard on the right side of your screen, and I’ll do some introductions here, since it’s about 2:05 and we expect that most people who plan to attend will be on at this point in time.  This is Richard Faesy with Energy Futures Group, and I will be leading the webinar for the first section.  
I’ll be then handing things off to Nikki Kuhn from VEIC, and I’ll be then taking it back for a couple slides, and handing things off to Andy Meyer at that point in time, afterwards.  So I am – Energy Futures Group is one of the members of the Technical Assistance Program Team being led by Vermont Energy Investment Corporation.  And I’ll do a little bit of introduction on what TAP is.  Nikki Kuhn is a consultant at Vermont Energy Investment Corporation, and previously was the director of the weatherization program in Colorado, so has a lot of experience working with existing homes.  
Andy Meyer is the program manager at Efficiency Maine for the home energy savings program.  And so the three of us will be teaming together to present this information today on DOE’s upcoming Residential Retrofit Program Design Guide.  So let’s see if we can advance the slides – great.  So as most of you, if you’ve attended previous webinars, have seen this, so I’ll do a little bit of introduction in terms of what is DOE’s Technical Assistance Program.  
TAP is an effort that is funded through the stimulus funding to help states and communities through the Energy Efficiency Conservation Block program, block grant program, and the State Energy Program, providing technical assistance to state, local, tribal officials, tools and other implementation efforts to help ensure successful energy programs.  If you haven’t taken advantage of it already, TAP offers a number of different resources you can take advantage of: one-on-one assistance.  If you’ve got a particular program question or issue, or an opportunity that you could use some help with, you can take advantage of expertise and resources that are made available through the TAP program.  
As well, we do a whole series of webinar and then other resources as well, including – and you can go into the Department of Energy’s Solution Center to view both past events that have taken place, and then also tap into resources that are available there as well.  Webinars – there’s a whole series of webinars that have been done; a calendar of upcoming events.  There’s a blog that happens, if you’ve got a particular question that you wanna throw out there and see what responses are.  And then a lot of resources around best practices and programs.  
And the topics being focused on include building state and local capacity, renewable energy and energy efficiency, program design implementation, financing, and performance contracting.  Okay.  I’m not gonna go into all the details here, but you can see that there are a lot of – as you dive deeper, a lot of the resources that are being made available have some good information that you can take advantage of.  And the Technical Assistance Program, the TAP network, has teams that are organized around these particular topics, so there’s state and local capacity building, technical.  
The Team Four that Andy, Nikki, and I are on is the Program Design and Implementation Team.  There’s a team focused just on financing, and one on performance contracting, so a lot of resources available, if you haven’t taken advantage of it.  The Team Four, as I mentioned, is being led by the Vermont Energy Investment Corporation, and is providing program design and implementation technical assistance across the US.  The team is made up of a number of the regional organizations.  You can see geographically how they are listed here, but all of the different nonprofit regional organizations are supporting the local programs, state and community level, in the TAP program.  
So we’ve got some information on accessing the different entities here towards the end of the webinar, so feel free to take advantage of this if we can help out at all.  So today we’re going to be talking about the upcoming, shortly-to-be-published Residential Retrofit Program Design Guide; also, we’ll be calling it Design Guide for short throughout this presentation.  And I’m apologizing if everybody else is seeing the flashing black lines in the upper right corner of the presentation.  I’m not quite sure what’s causing that.  I’m not touching my mouse, so I think, unfortunately, we’ll just have to live with it.  
So this session today is an hour and a half, and we’ll go until 3:30.  Nikki Kuhn and myself, Richard Faesy, will talk through, introduce the elements of the Design Guide.  This is broken into four different sections on assessing, planning, implementing, and evaluating, and so the Design Guide is organized that way.  We’ve organized the webinar in that way as well, and go into a little more detail in each of these four areas to help ensure successful program design, implementation, and revisions and tweaking, yet again.  
It’s a cycle, as we’ll see, and so we’ll walk through those elements; talk a little bit about when and where to find the Design Guide.  I’ll hit on that right now.  We are – the Design Guide has just gone through its final rounds of peer review; the final edits are being made, and the expectation is by the end of the month it should be posted on the DOE Solution Center web site.  So it’s about a 60-page document, and it has really, will be providing the details beyond the outline that we’ll be reviewing today.  It’ll really be those who have been taking a look at it and using it. 
You’ll hear this from Andy Meyer today, who didn’t use it, but has a number of elements that the Maine program went through the similar steps, and it will be useful as a tool for those who are not only designing new programs, but also are thinking about taking existing programs focused on residential retrofit and enhancing them so they can be as effective as possible.  That will be posted and available on DOE’s Solution Center web site by the end of the month.  You’ll also probably – for those of you who subscribe to the TAP Blog, recipients, EECBG and SEP grantees, will also get notice of it through communications from DOE.  
So we’ll be walking through the Design Guide, and then Andy Meyer will give us a case study on Efficiency Maine’s program and how they’ve implemented elements of the Design Guide in their program.  We hope to then have about 20 minutes, 25 minutes at the end for Q&A.  The way that this will work, as with other webinars, is that you’ve got a section on questions on your dashboard on your right side of your GoTo Webinar.  If you’ve got any questions throughout the webinar, feel free to type those in there, and Nikki will be facilitating the discussion as those questions come through.  
So don’t feel like you need to wait for the end to type the question in; submit those as we go along, and we’ll take as many as we can in the time at the end.  So the purpose of the Design Guide is really targeted towards an audience of retrofit program administrators.  We looked around out there, and there wasn’t any sort of operations manual or how-to cookbook on how to put together a residential retrofit program.  So we pulled from a number of different resources, and wanted to come up with something that wasn’t too detailed, but had enough guidance and direction that would help program administrators think through and put in place an effective residential retrofit program.  
The focus could be on a state level, a local level, utilities, local energy alliances, really depending on your particular needs.  It’s not specific to any one entity, but any group that is responsible for putting in place a retrofit program.  And so we are thinking what we’ll be addressing here is talking about thinking through a new program, but also this could be used for evaluating an existing program as well.  Some of the things that we cover here as well as prompting you to think about what questions you might wanna ask or investigate.  What are the elements around putting in place a strong workforce; associated with that is quality assurance elements.  
Certification, whatnot – how to administer; what are some of the issues you want to think about in terms of who’s gonna deliver this for you.  When is it appropriate to launch a program, some ways around marketing, and then incorporating evaluation as well.  So the way, as I indicated earlier, that we’ve thought about this is that this is a cycle, this is a process; it’s not a linear – it’s not a step-by-step linear process.  It is step-by-step, but it comes back around itself, because, as I believe – I don’t wanna steal any of Andy’s thunder, but I believe that you’ll hear from practitioners in the field – and we’ve worked with quite a few programs as well – the work is never-ending.  
And it’s never done as you – when you open the door, that’s not the end.  There are always gonna be opportunities for improving it, for making it better, for making changes; the market changes, the building stock moves over time, depending on economic conditions.  Your contractors change.  There are always gonna be different elements that come and go, and so this is really a cyclical process.  Depending on where you are, you can plug into this cycle at any one point in time to organize this in a linear fashion, where you start with the planning process.  But you could plug in at any point along this path as well.  
So the elements that I’ll be walking through is the assess – we’ll  be looking at the existing community and market conditions.  Nikki’s gonna walk through the planning elements and what you need to think about before you open the doors.  I’ll then be picking things back up and walking through the implement and evaluate sections before we hand it off to Andy for the case study.  So in terms of starting with the assessment – so when you’re thinking about rolling out a program, it’s really important to understand the program’s parameters and the environment in which it will operate.  So what are the characteristics of the market you’re trying to serve?  
You want to not only look at what’s out there right now, but then – in terms of what’s the housing stock, what are the fuels – but you also wanna know and take stock of what are the existing programs and leveraging opportunities.  I’ll go through a little more detail on each one of these, but.  And then the third main element that you wanna look at are what are your existing contractor resources?  How capable are they?  How much training do you need to do?  So if you think about the markets, the programs, and the contractors, I’ll be talking through those in a little more detail.  
So in terms of characterizing the market, some of the questions you may wanna ask yourself, or you should ask yourself, as you’re thinking through the elements of the program, include demographics.  How many households you’re looking to serve, what are the income levels, are there renters vs. owners – all of these have different implications in terms of program design.  Low-income, for instance, would be a logical tie-in to the weatherization assistance programs, or WAP programs that exist out there right now.  Maybe there’s some ways to supplement those, or piggy-back or work with them otherwise.  
People who are – if you’re got a lot of renters in your market vs. owners, they’re gonna be – you’re gonna wanna focus on the building owners, and there aren’t as many opportunities, potentially, to work with renters, because they’re gonna be transient through those buildings.  So understanding the demographics is really quite important, and knowing, as well, where your boundaries begin and end.  Are you focusing just on your local community?  Are you looking at a number of counties?  Are you looking at a statewide basis?  
There is potential to look at regional as well, although there aren’t very many examples of that.  Usually state boundaries are defined as the terms of programs.  But knowing where your program begins and ends is important.  Assessing your climate: heating climate, cooling climate, or both?  That’s gonna make it be important in terms of what sort of technologies you’re gonna wanna look at incentivizing.  Housing stock: what types of buildings are out there?  Single-family vs. multi-family, large vs. small, attached or dis-attached, how old are they.  
Is it like New England – at least where I’m coming from in Vermont – where we’ve got a mix of homes ranging from 200 years old to recently built, or are they all built within the last 30 or 50 years?  It makes a big difference in terms of what sort of measures and the capacity of your contractors you wanna have in place.  If there are some common characteristics that would help think about program design and streamline some of your efforts.  Could you take advantage of some bulk purchasing, or doing some arrangement with contractors, if there is a lot of repeat?  
For instance, water heaters that are all gonna be dying within the next couple years; whatever it may be.  Are there some elements that you could characterize and think about and incorporate in that program design?  Fuel type, of course, is important as well, so having a snapshot of how much energy by what fuels are being used out there.  This is really helpful, especially in terms of leveraging – using this information to leverage resources from your local utilities.  If you can characterize your program and your targeted market in terms of how much gas vs. electricity – and maybe even oil as well is being used out there – and go to your utilities, there are leveraging opportunities there that could be taken care of, if you’ve got the data in hand.  
And is your focus gonna be on heating, cooling, or both?  There will always be water heating involved, but whether you’re a heating-focused program or cooling-focused program is important to understand how much energy is used by which fuel type.  And usually this is good information, not only in terms of training your contractors, but also in leveraging partners.  Getting an understanding of what’s out there in your building stock: what type of heating equipment is being used?  For most of the country, it’s furnaces, which are hot air, which have ducts and deliver heated air in the winter, cooled air in the summer.  
Vs. there are certain regions – like in the Northeast – where there are many more boilers, which heat water and distribute heat through pipes.  So the contractors and technologies that are used to save energy are gonna be different, and the capacity of the contractors and understanding of how to deal with sealing ducts is not as important if your market is primarily boilers, where you’re dealing with how do you distribute and control heated water – so understanding that is important.  Certain areas of the country where there are heat pumps out there; there’s more coming in.  
This is electrical systems, so understanding the equipment as well is important.  In climates where there’s air conditioning, is this done primarily through central air conditioners or room air conditioners?  Different opportunities for how much it costs to improve the efficiency of these and the savings you can get through them, so knowing how many are out there is important.  As I mentioned before, domestic hot water, both the type and the equipment that are going to be – that are found, is important.  Are they primarily gas, primarily electric?  Characterizing all of these end uses is going to help in designing a program and leveraging resources from utilities.  
And then understanding the utilities – really, understanding how the rates work, because ultimately, knowing how much savings is going to be generated through your program is going to drive your cost-effectiveness.  So having a good sense of whether you’ve got off-peak rates or not; what the rates are for gas and electric, and how those are used in households, is really important.  The rate structure – in some rate structures, there’s a lot of savings, dollar savings, available if you save electricity, for example, at certain times of the day.  So understanding how they’re set up and the value of the savings associated with that is really important.  
So that’s the understanding the marketplace, assessing the marketplace.  Moving on to the next piece of assess is looking at and identifying what existing programs and leveraging opportunities there are.  There are lots of programs out there right now that have some sort of impact on existing buildings, and so knowing which of those exists in your marketplace is gonna help you in your program design elements.  Some of these – I’m sure there are more – but some of these that are more readily available include, as I’ve mentioned and some of you know, utility programs, both electric and gas.  
But also water programs too, and for locations where there’s water utility, there’s some great leveraging opportunities for working with your water utility to deliver energy efficiency programs, too.  by sharing some resources and sharing the costs of getting into people’s homes, you may be able to make your program more cost-effective by sharing the cost of energy savings with the water savings as well.  So knowing what’s out there and who has the potential, in terms of the utilities, for having an interest in saving water and energy in homes.  Municipal programs and initiatives exist in many locations.  
State programs as well and then there’s some federal programs that exist that you may or may not know about, but that have great opportunities to leverage.  These might include the DOE’s Weatherization Assistance Program – and this is available in all 50 states for income-eligible homeowners.  So this is existing in all of your jurisdictions and programs and states right now, and it’s a question of some of these are larger than others.  Some are more sophisticated than others.  But they are – this is a nationwide program that is available and is treating low-income homes, so it’s important to understand who’s running that, and figure out how to partner and work with them in your existing jurisdiction.  
EPA and the Department of Energy have a Home Performance with Energy Star program, which focuses on existing homes.  It’s a voluntary program, but many states have taken this and used this as the branding for their local utility program as well.  There may be some other federal initiatives that come along.  Home Star was one that was proposed; it never passed out of the legislature at the national level, but it was designed to provide some program elements and incentives for upgrading existing homes.  So there’s nothing like this available right now, but there may be in the future, so keep your eyes out.  
The DOE has also undertaken and is piloting right now a home energy rating – home energy labeling program, and there are home energy rating programs out there as well.  Many of them focus on new construction, but they have an infrastructure of energy professionals in the marketplace, so even though they’re not currently focusing on existing homes in your marketplace, potentially these are experts who potentially could, and could refocus some of their efforts from new homes to existing.  So home energy rating and labeling programs are out there right now; the DOE is piloting what they’re calling the Home Energy Score.  
There’s a little picture here of the Home Energy Score card that’s being piloted right now that’s a zero to ten scale, and a tool to help upgrade existing homes.  So look for that to move through its pilot phases this fall, and next year it will potentially be a useful tool to access as a way to identify opportunities in existing homes and use a simplified, relatively low-cost mechanism as part of your program.  So this is a piece – not a program in and of itself, but an element that could be rolled into your program and be an effective way of measuring where homes stand on a zero to ten scale, and what the potential is for savings in those homes.  
There are some other ones out there as well, like Energy Performance Score is another one that Earth Advantage organization in Oregon is piloting around the country also.  There are – in many states, there are renewables and efficiency programs that are also available, so look for those to collaborate with and to piggy-back on.  And then financing options – your existing retrofit program’s gonna need a financing element to it to enable homeowners to easily make – pay for the upgrades that are gonna be recommended.  And there may be some financing programs that are available in your jurisdiction.  So…next slide.  Okay.  
So the last aspect of assess would be looking at your existing contractor infrastructure.  This is a commonly overlooked element to a successful residential retrofit program.  Without a credentialed, well-trained, and experienced – although they are not gonna be experienced necessarily initially, but they need to get to an experience level – without a strong contractor base, it’s gonna be hard to have an effective residential retrofit program.  This is a key element, and even if your jurisdiction doesn’t have a strong set of contractors currently, ensuring that your contractor base gets to that level is going to be a critical piece of a successful program.  
So who’s out there right now, and what are they able to do?  Do you already have contractors who meet some of these capabilities in your marketplace that you could work with to get things off the ground, get things started?  So understanding who’s in the marketplace and what sort of credentials they have is important.  There are a couple national certification brands – they’re listed on this slide here – of building professionals.  The Building Performance Institute is designed pretty much exclusively for contractors of existing homes that meet a strong set of national standards.  
And the Residential Energy Services Network, or RESNET, also has a more recent designation as well, called EnergySmart Contractor.  Both of these are brands or labels or certifications of contractors that would be really good to look for and to use in your program.  So Nikki will talk about some in terms of the planning.  But – so how many of these are out there, and could these be used as bell-cow contractors – as contractors who are already out doing this work?  Can you use them to lead the charge and have other contractors emulate their successes?  So are there energy auditors in your marketplace as well you could utilize?  
And then who are the dominant retrofit players that are out there right now?  Each market is gonna be different, and it’s gonna be – in some markets, they’re gonna be contractors who are leading the charge, who are already doing some of this type of work, and it’s really gonna be on a case-by-case basis.  Many times, HVAC contractors can do this work; typically, their focus is only on the equipment that’s in the building, but sometimes there are opportunities to work on whole-house approaches that address the insulation and weatherization as well.  
But – or is your marketplace – do you have these weatherization assistance program subcontractors who are out there doing low-income work who may also be interested in doing non-low-income work, too, as part of a program?  Do you have contractors in your marketplace who own blower doors, who provide air-sealing work?  Is insulation only rolling out fiberglass, or do you have insulators who are blowing foam or blowing cellulose, or some of the newer, more effective types of insulation that will do air sealing as well as insulation?  So the Yellow Pages is an easy place to start with some of this.  
You can also utilize – and we’re seeing some innovative programs that are working with siding contractors to get them into expanding their line of business to do insulation and air sealing as well as just siding.  Are certain remodelers in your marketplace focusing on more than just doing interiors, but doing weatherization work as well?  Window replacement people also are a great opportunity; if they can expand their business and sell some other weatherization products, too, they could be allies in your program.  So understanding who’s out there and how you could work with them in the marketplace is important.  
So as I mentioned earlier, look for contractors who are certified, who have this national designation, as really a starting point, and they’re gonna be the leaders in your community and the ones that others look up to.  And if they’re successful by taking advantage of your program, they will lead the way, and this works hand-in-hand.  If the contractors are able to succeed through your program, then your program ____ then succeeds through their leadership.  Again, look towards the geographic coverage, and make sure that you’ve got – you have enough contractors to meet the needs of the area that you’re focusing on and marketing your program around.  
We have seen programs where they’ve got great coverage in certain areas; they’re trying to provide a program on a wider geographic basis, and there’s some push-back when customers call up and they can’t find any local contractors, and they may be on the other side of the county or the state, so pay attention to where the coverage is.  So with that, I’m gonna turn things over to Nikki Kuhn, and she’s gonna take us through the planning element.
Nikki Kuhn:
Great – thanks so much, Richard, and thanks, everyone, for joining us this afternoon.  Okay, so Richard’s done a really great job of laying out how to assess your current conditions.  The planning section of the Design Guide is gonna help you figure out how to put all the pieces together, as well as identifying which pieces are missing and which will need to be developed.  And this is based upon clearly identifying what your program needs to do, how it’s going to do it, and how it’s going to measure success.  
The Design Guide planning section has areas that first identify program goals and barriers, and then will use that information to help you design your program.  Okay.  So first, the Design Guide talks about identifying the goals of the program.  There are many different goals that you could identify, and they may be related to existing or desired public policy.  For example, legislation that mandates a certain amount of energy savings, say, by a specific date.  Or there may be carbon emissions reductions that is a goal of the state or community.  
Also, residential energy efficiency programs can be an excellent way to stimulate local economies: job creation, increased sales of home retrofit products, energy efficient products and appliances, and even increase spending as households’ overall home energy costs decrease.  Next, the Guide covers how to identify program barriers to achieving the goals you’ve established.  The Design Guide breaks this discussion into demand and supply issues, and lack of demand generally stems from a lack of awareness or a lack of financial resources in order to pursue the efficiency opportunities.  
Lawrence Berkeley National Lab has published an excellent resource that dives into these issues and speaks to how they can be effectively addressed in residential retrofit program designs.  There’s a link to Driving Demand, this Driving Demand paper on the Resources slide that’s at the end of this presentation, and also, it will be in the Design Guide when we put that out.  You also wanna make sure that you design your program to achieve efficiency gains that customers will notice.  Programs that encourage whole-house energy efficiency solutions with deep savings goals are gonna result in more customers with significant reductions in their energy bills.  
And finally, there are the so-called split incentives issues, also known as the landlord-tenant conundrum.  While renters are often the population that could most benefit from energy efficient housing in order to reduce their monthly expenses, they’re not inclined to invest in their buildings to reduce energy consumption, because they don’t own them.  On the other hand, the property owners of the rental buildings typically don’t see the energy bills, so they have little incentive to invest in making efficiency upgrades to their buildings.  
And this offers a challenge and provides a significant barrier; however, the Design Guide does offer some ideas and ways that other programs have attempted to tackle this issue.  Okay, so barriers can also be on the supply side of the equation.  Development of a skilled workforce which understands the art of whole-house energy use and how to achieve savings is essential to all successful programs.  Additionally, contractors need to be able to effectively explain and sell the work to customers.  BPI, the Home Performance Program, and others have developed trainings geared specifically to this audience, and another barrier could be training.  
You should look in your community for an existing training infrastructure.  The state weatherization program may have some training resources that you could tap into; as well, community colleges are increasingly adding these courses to their offerings.  And more and more training centers that are directly surrounding home energy upgrades and retrofits are popping up around the country.  The Design Guide offers a sampling of some of these resources for potential training opportunities.  And if adequate resources aren’t readily available, this may be a barrier and your program will need to overcome it.  
Okay, now we’re planning our program design based on all of this information.  So seeking expert advice is highly recommended in the program design process.  Successful home energy retrofit programs exist, and you can learn a lot from both their successes and failures, and you definitely don’t need to reinvent the wheel.  You should also engage local stakeholders early and actively seek their feedback and get their buy-in.  The Design Guide gives some examples of likely stakeholders, such as local contractor organizations, weatherization program sub-grantees, the state energy office, utility use.

Also groups representing specific target populations, such as seniors or low income or housing organizations.  The Guide also talks about short and long-term funding opportunities.  For example, your ARRA funds can be considered short-term funding that can help you get your program off the ground, while utility funding may be a possible long-term funding opportunity, if they have specific energy-saving targets that you can help them meet.  You should also think of possible financing products that can help make energy efficiency improvements more affordable, and of course, you don’t want to forget about the people that you need to run the program.  
Okay, so the Design Guide offers explanations of what the different administrative models might look like as well as the benefits and down-sides of each.  So there’s various different models that you can consider.  There’s all in-house models, where everything is run under one roof.  There’s in-house administration overseeing an implementation contractor.  And there’s also the efficiency utility model that the Design Guide discusses.  In addition to the administrative structure, you’re also gonna need to plan the service delivery structure, and this is, you know, of course, who will be doing the work on the homes served by your program.   
And each of these models has technical, financial, and even some political implications that you should understand before you or as you are in your planning process, and deciding what your program infrastructure is going to look like.  Okay, so next the Design Guide goes into some of the details that really need to be addressed prior to launching a new program.  Some of these may be self-explanatory, but there are many examples of programs that have been launched without addressing some of these key issues.  For example, under quality assurance, if your program will have specific certification or accreditation requirements, those will need to be well-defined and understood by the contractor network that will be providing the services prior to launching the program.  
Training and monitoring plans are annual and ongoing in successful programs.  Technologies, as Richard pointed out, are always changing, where quality standards get revised; new contractors enter the market, and contractors always need to be able to sell the work effectively.  You need to make sure you budget enough time to procure the program staffing resources, and this takes a lot more time than I think a lot of people realize if they haven’t gone through it before.  The whole process of developing good RFPs that will get you exactly what you’re looking for; hiring contractors and/or internal staff; all of this takes a significant amount of time, and all must be in place prior to a large-scale program launch.  
And you also want to identify what auditing and reporting tools you’re gonna be using.  The Design Guide offers a link to a list of building energy software packages, and some of them are available for free or for a small fee.  some questions you should ask of your auditing and reporting tools are are they equipped to collect and analyze data required by funding sources or your program administrators, for instance.  Are they going to be able to assess your success against the goals that you’ve set for your program, and will you be able to identify issues, be they quality control issues or production issues, as your program goes along?  
You may also consider, when necessary, providing access to or incentives for building diagnostics equipment, like blower doors and those sorts of tools that are gonna help your contractor base both get on board with the whole-house retrofit work that you’re asking them to do, and it’s gonna ease the financial impact of the up-front investment and those costs.  Okay, so before you launch your program you should also develop your marketing materials and your infrastructure to get those out.  This is both for the program managers and/or administrators, but also, as we’ve discussed, helps the contractors have the tools necessary to sell jobs.  
We’ve talked about planning what quality assurance would look like as far as the contractor certification and work quality standards, but you also need to develop processes for assessing adherence to those standards.  So the Design Guide goes into assessing how and when the contractor work will be inspected.  Collecting and using feedback from customers to enhance the quality of your program; establishing processes that encourage continuous improvement.  For example, inspecting work not only after the job is done, but during the audit and during the measure installation – that can provide the crew immediate and direct feedback and support for improving the quality of the work done through your program.  
And you also need to plan how customers are going to engage the program for services by considering the development of a call center.  The Design Guide speaks to this, as well as the potential for coordinating this service with other similar programs.  The importance of properly training your call center staff – and this is because they’re often the first encounter a customer has with your program.  Obviously, you want this to be a good one.  Okay – and then you will also need to develop your incentive infrastructure.  The structure should encourage comprehensiveness, and that’s in order to maximize the energy savings that you receive from your program.  
It also needs to consider the ability of all customer classes to participate.  Thus, some programs offer sliding scales based on income, or they may have attractive financing packages which will help open the door to making the work more affordable for more households.  And also, many programs have designed incentives that can be assigned to the contractors, so this means that the customer doesn’t have to wait around for a check from whoever is running the program, but instead can get the rebate written off their bill from the contractor.  And also, you will need to develop your IT system, which can be integrated with your contractor auditing and recording system, and in order to produce reports that will help you most effectively manage your program.  
And the sidebar on this slide comes right from the Design Guide, and it offers some examples of some common data points for a residential retrofit program.  Okay – and with that, I’m gonna turn it back over to Richard.
Richard Faesy:
Okay.  Thanks, Nikki.  So we’ve been through assess and plan.  It always feels like there’s a lot to do before opening the door, and I think that is our message, is that it’s really important to have all those elements in place, or at least to a point where you feel like they’re ready to go and be made public, before you open the door.  We’ve seen too many examples – and the Design Guide cautions against this – of programs that aren’t quite fully baked yet before they open the door and start rolling out.  And you’re going to end up with unhappy customers, with contractors who provide shoddy work, with people who can’t access financing, with – the list can go on and on.  
But I think the message is pretty loud and clear that it’s really important to make sure that you’re ready to handle customers before you open the doors.  One strategy for addressing this might be to focus on a pilot rather than opening it up to everybody.  But this might be a way to get your feet wet.  If you’ve only got a limited number of contractors ready to deliver the services, this might be a way to sort of pilot-test your IT system to make sure it’s really gonna work with the data transfer from the field into your back office, and all the pieces flow and work well together.  So think about a focused pilot with some clear boundaries as maybe one step towards that wider program.  
As part of implementing, when you’ve got all your assessment and your planning complete, you wanna make sure that the contractors that are doing the work are very clear about what the work is that they should be doing.  So DOE has developed an excellent document that is in its public review stage right now and is moving towards finalization.  But it’s available on the web for review, and we see this as being a document that will be reference-able by many programs, that really spells out specifically how work should be done.  
As opposed to saying “blow R38 in the attic,” you can then reference these Workforce Guidelines, and it will specify the air sealing that needs to be done first, how you put up the baffles around the perimeter of the attic so you don’t blow the insulation into the soffit area, how you air seal the attic hatch when you’re done, how you deal with recessed cans that are up there, attic bypasses.  There’s a whole range of different conditions that are addressed through this one set of Workforce Guidelines, so when the program’s out there and rolling, this can be a great tool and resource to reference to ensure that the work is done to some nationally approved and reviewed standards.  
In addition, there are a number of state-level similar guidelines that are out there also that many of the weatherization assistance programs have been using for years.  So those technical manuals can also be referenced as part of ensuring that quality work is done.  So as a program is rolling, clearly, one of the affects you wanna focus on is to reduce hassles, both for customers and for contractors.  So while the program is designed primarily for reducing energy in customers’ homes, you’re going to find that contractors are your key ally and the safe to the programs, and they are really going to play a difference in terms of whether or not the program succeeds or doesn’t succeed, on many fronts.  
So the easier you can make it for your team members, your contractors, is gonna only help them speak highly of the program, be more efficient in the work that they’re gonna be doing, and make a profit.  After all, for them, this is about making a living, and if they can do well by participating in your program and not have to be worried about hassles and paperwork and IT systems that don’t work smoothly – if they succeed, then the program succeeds, so focusing on the customers and the contractors, making sure hassles are minimized, is really key.  
As part of rolling out the program, it’s going to be important for those you are answering to, be they your city managers, the mayor, the governor of the state – whoever it is who needs the program to succeed – they wanna see the biggest bang for the buck.  So if the program – while cream-skimming is always something we try to avoid – that is, going after the greatest energy savings and not also focusing on those other elements that don’t save as much, but are also out there, available for savings.  If you only focus on the lowest-hanging fruit or do the cream-skimming, that’s not what we’re talking about here.  
But there are opportunities you wanna make sure you don’t overlook as part of making sure the program is successful.  And so the focus here is to identify those areas that are gonna generate the greatest savings and make sure that the program enables contractors and customers to take care of those biggest problems.  A lot of times, this is air sealing.  Air sealing and duct sealing.  If we can tighten up our duct system and the tightness of our homes, and then follow that with insulating uninsulated spaces, we’re gonna see some large impacts.  We’ll hear about some great successes Andy’s had in their program in Maine.  
But we wanna make the program look good, and so saving energy and knowing where to save energy and focusing the program on those areas is the way to ensure that we’re successful.  So the Design Guide also has some discussion around – Nikki’s mentioned some of this as well – measurement and verification systems and information technology services.  So it’s gonna become pretty clear, if it hasn’t already, that having an integrated and robust information technology or computer data system for these programs is really key.  Building off of existing programs that are out there for other reasons is one potential avenue.  
There are some dedicated IT systems that are designed specifically for residential retrofit programs that have great features, that understand the relationships between program administrators and contractors and customers and financers and subcontractors, and links all those together through an integrated system.  Ways you wanna make it easy to have data flow between different tools and different systems – for instance, if you can just, with the customer’s permission, go to your local utility and download their past two years of energy bills or energy consumption records, and have that flow right into your energy auditing tool, without having to key everything in a second time.  
Or every time you move between tools or your energy audit tool, whenever you wanna write up a scope of work, you don’t wanna have to key in the customer’s name and address and relevant house information each time.  So between gathering the energy bills, the energy audit software, the tool that’s generating the reports and writing up the scope of work, any financing tools or programs that you have that need all of this information as well to ensure that the loans are underwritten and have all the data for that.  And then all of your reporting at the end, because you’re gonna wanna generate regular reporting for feedback and program improvement, as well as reporting out to the authorities or your boss or whoever is ultimately responsible for this.  
All those systems need to be integrated together, and there is some effort underway utilizing what’s called an XML protocol that allows different tools to talk to each other and transfer data from one to the other.  So understanding how these systems can work and communicate is gonna be really important, and making sure – before you open the door, test these out, making sure that they work seamlessly and can flow together.  So just sort of a “it would be nice if you could” element: programs, as I mentioned in the beginning, we’re never gonna be done with these types of programs.  
There are always gonna be new twists and turns, new technology, different changes in the marketplace, different approaches, and as there are – as we’re moving through and offering these, there are going to be opportunities for us to learn about what works and what doesn’t work.  Can you leverage somebody who’s got a new technology and work that into your program somehow and see whether it really meets its stated claims?  The budget for doing research and development doesn’t always have to come from the program.  In fact, if you can find it through writing a grant or through somebody else donating time and materials, or a college or university research project, there are some good opportunities out there, not only for your program to learn, but for others as well to benefit from R&D.  
So the Design Guide has some suggestions on just thinking about this, but we’re all in this trying to make these programs work better and taking advantage of them as we try to figure out what works and what doesn’t work is a great opportunity.  So think about R&D as part of that.  And then, finally, contractors are never done learning.  They will require ongoing and continuous support, and we address this quite a bit in the Design Guide about ongoing training and making sure if they bring on new staff to provide opportunities to bring them up to speed, supporting them as they want to increase their credentials and their professional designations.  
So just training the contractors before you open the door is not gonna be enough.  The most effective professional programs out there have ongoing and continual training to support the contractor base.  So the last slide before I turn things over to Andy I want to address – and this is, of course, a spoke in our wheel of the efficiency guide here, is evaluate; commonly overlooked, but really important.  In fact, as part of the planning process, as Nikki mentioned early on, is plan for evaluation.  Unless you put in place systems to gather, collect the information as part of your system, as part of your program up-front, it can be hard to go back later and recreate that data.  
So think about evaluation up front; determine who’s gonna be responsible for this.  Many times the most effective programs have an evaluator identified as part of the planning process, so they can then put in place an evaluation plan and a schedule to make sure that there’s a feedback cycle that’s happening.  So somebody needs to be responsible for evaluation; a schedule should be put in place.  There are lots of different examples out there of determining savings, and sometimes this is just evaluation is done in-house – you just make sure that you’re achieving the savings that you said you’re going to.  
But most of the time, there’s going to need to be a third party who’s interested in the performance of your program, and you’re gonna need to justify spending the money that you are on incentives and training and administration for running the program.  So there are technical reference manuals and some other documents out there that determine what – how much energy is saved, based on what measures and approaches are taken.  As part of this process, part of the planning process, you’re probably gonna want to identify, put out an RFP, select an evaluation contractor.  
And then build this process in, to ensure that the feedback loops and that information comes back, and the program gets tweaked and integrated and changed so that it’s as effective as possible.  There are a number of webinars that have been done already – look for a number more coming up, along with a number of resources on the DOE Solution Center web site.  So here’s the link here, and there are, there’ll be – it will come up again later.  But you can also google DOE Solution Center, and it’s a great resource with a lot of different materials, including a whole section on evaluation.  The Solution Center, which has right now gone through some redesign, but it’s being repopulated with a lot of materials.  
Over the next number of months, you’ll see a whole new section on evaluation and monitoring evaluation, and so this’ll be a good resource for you.  With that, I’m gonna turn things over to Andy Meyer, who’s the program director for Efficiency Maine’s Home Energy Savings Program.  Efficiency Maine is a Better Building grantee, and while the program had started before ARRA came along, Andy will talk about the successes they’ve had and how they’ve implemented many of the aspects of what we’ve been talking about in the Design Guide within the program in Maine.  So turn it over to you, Andy.
Andy Meyer:
Okay – thank you, Richard, and thank you, Nikki.  I should share with you folks that Efficiency Maine, who we are – we are an independent quasi-state agency, and we are charged with managing all energy efficiency and renewable energy programs in the state, regardless of fuel.  On behalf of Efficiency Maine, I want to thank DOE for their funding and for the technical assistance that helped us go from a program that was doing 20 whole-house energy upgrades a year to now we’re doing about 2,000 per year.  And that has happened over the course of just about 12 months, so we could not have done it without the help of a lot of folks. 
And we sure wish we’d had a Design Guide like this one 18 months ago when we first started out.  Our program, just to give you a feel for this particular one, is a residential weatherization program, and it’s important to note that it’s a market-based program, meaning we didn’t hire energy auditors and we don’t hire the contractors who do the install work.  That’s done by the homeowners.  We don’t set prices; that’s done by negotiation between the homeowner and the contractors.  What we do is give rebates to homeowners that averaged about $3,000.00 per job last year, and the total job cost was about $10,000.00.  
All of the upgrades had to be done based on the BPI audit, had to save at least 25 percent heating energy; the average ended up to be about 36 percent energy, so they’re fairly significant upgrades to the homes.  We started the program on January 1, 2010, and as Richard said, we were originally funded by SEP-ARRA grant, and we are now using Better Buildings funding to fund one of the country’s first statewide PACE financing programs.  And as I said, while we didn’t have the benefit of this Design Guide model, a lot of our work paralleled what’s in the Design Guide, and it just looks like a fantastic guide. 
And as I said, I wish that we had had the opportunity to follow it instead of making all the mistakes that we did make.  If I go on to just what I like most about this Design Guide is the fact, as Richard commented earlier, it is a cycle.  It’s nice to think that you go steps one through four and you’re done, but that’s not at all what’s worked for us.  The fact that it’s a never-ending loop and you continue to evaluate the results, reassess, and implement the new has been very powerful for us.  Though we’ve had quite a bit of success in our first year, we’re continuing to evolve the program based on feedback that we get – enrichments.  
So I’m just gonna use this as a model just to share some of the things that we’ve done in Maine.  The first step being assess, that startled look on that face is one that we’re always getting startled by what we learn.  But I’m now getting amazed by the fact that we’re continuing to learn new things, even though we’ve been doing this for about a year and a half now.  We started off on the assess step with a US EPA Home Performance with Energy Star program that did not have any incentives for the homeowner.  
We went and talked to our peers at the New England Energy Partnership – that’s other utility groups and energy-efficient utilities like ourselves in the Northeast – picked their brains.  We had focus groups, about 20 homeowners in multiple focus groups, asking, trying to get insights as to the way they thought and acted.  We attended contractor events and trade shows.  We have an ongoing advisory board I’ll tell you about more later from multiple stakeholders – everywhere from contractors to homeowners to educators to utilities.  
We also make it a point every week to spend about an hour monitoring calls in the call center, and that startled look there is a good description.  We don’t actually join the calls; we just monitor them.  It’s amazing what we learn, the questions that we hear from homeowners, and sometimes the answers that they get.  We employ what I call “secret shoppers,” so a number of friends of the organization who go through the program and report back to us what they found – that has been enormously helpful.  We also spend time actually in homes with these energy advisors, seeing them in action. 
And that has been absolutely probably one of the most powerful tools here.  Just seeing the interaction, given it’s a market-based program, between these contractors and the homeowners, we’ve learned a lot, and we’ve fundamentally made a number of changes to the program based on what we continue to learn from doing that.  And lastly, most of the folks involved with the program have actually gone through the program themselves.  I, as an employee, am not eligible for the rebate incentive, but I went through the program anyway, and that’s pretty eye-opening.  
So this – remember, we’re describing it as step one, but it is also step five, and it is also step nine – it goes on and on and on.  So each time we loop through the cycle, we do more assessing, and this has been a very, very powerful tool in helping us learn ways to improve our program.  If I take a look at step two in the Design Guide, it talks about planning, and for us at Efficiency Maine we start off with our triennial three-year plan, which covers all Efficiency Maine programs.  This was designed by Dunsky Energy consulting, and it gave us program goals.  
Our goal was a 25 percent savings on 4,000 homes, and those to do it ____ by two steps.  One, modifying homeowner expectations, so we spent a lot of time on outreach to homeowners so that they’re not satisfied with leaky pipes and ice dams and cold rooms and hot rooms and smelly, musty basements.  We’re trying to change expectations so that homeowners will take action and stop tolerating that type of home performance.  And the other step to get toward the goal is to help strengthen the home performance industry.  
We were lucky to start with a small BPI-certified energy auditor community, and we’ve built it into, or it has turned into a much larger, much more sophisticated energy advisor community, and installer community.  It’s been very rewarding to see; it’s about tripled the size of the industry, and we’ve seen very significant investments by homeowners in the industry during this otherwise slow period.  So we knew what our goals were is to help the homeowners expect more and the industry to deliver more.  
Our original program design for the Home Energy Savings Program was developed by the Conservation Services Group, who won a request for proposal for a program design and implementation.  It’s been nice having them responsible for both, ‘cause they had to deliver what they had designed, and that’s worked out very well.  Again, I think that the theme here for the DOE model is the original design is critical, but that constant modification is what’s led to our success so far.  If we take a look at step three, implement, the way we started our original program is important.  
But remember, we continue to modify.  What we did is a month before we launched the program publicly we launched it to a Maine Association of Building Energy Professionals trade group.  These are the people who ended up forming the core delivery channel for our program.  We launched it with them, we got feedback, we ran the program for about a month, and we thought we had the program all squared away before we started.  We learned we didn’t, and we bumped into a few kinks, and since it was small, pilot scale, we were able to work out most of those issues.  
And a month later, the governor of Maine – that’s the gentleman on the right – kicked off the program, and up and launched it with tremendous success of the press.  We were in every major newspaper, every major TV channel, we were on public radio – and one of the reasons we did it was the governor.  The other was this woman on the left.  She and her husband were the first graduates of the program, so they were able to provide some pretty powerful sound bites as to what upgrading their 150-year-old farmhouse meant to them.  
It was pretty compelling, and we had the phones ringing off the hook, so we had a thousand phone calls in the next seven days.  In a state the size of Maine, that’s pretty significant.  However, that initial program only yielded 75 upgrades in the first 6 months, and if you remember what I told you, our goal was 2,000 every year.  So it didn’t work.  We had not figured out what the value proposition was.  It’s hard to talk about ice dams over Fourth of July barbecue in Maine, so we modified it.  
And one of the things we implemented was a summer promotion combined with a campaign where we offered an extra $1,000.00 to homeowners who got their homes weatherized, upgraded, by the end of the summer.  It ended up being so successful that we had to extend that program to the rest of the year, but that was an example of how we implemented the initial program and how measuring prompted us to modify.  And if we hadn’t done that, we probably – we may still well be at about 150 upgrades for the year instead of about 2,000.  
Moving ahead to step four of the DOE Program Design Guide is evaluate.  Richard said it earlier – I think Nikki mentioned it – this is really important.  We have weekly reporting – I’m gonna show you some examples – that is pretty in-depth reporting, and we take it very, very seriously, and we share it very, very publicly.  In fact, if any of you guys go on our web site right now, you’ll see how much money we have left.  We update that every week or so.  We have call center monitoring every week, and we report on our answer rates.  
And we also, as I mentioned, listen into the calls for the quality of the calls and how well it conforms to our training materials.  Every month we have an advisory board to give us feedback on how we can be more successful at hitting our goals.  I mentioned it earlier – we’ve got representatives of homeowners, homeowners who have had good experiences, and some are homeowners who’ve had some really awful experiences going through our program.  We have our energy advisors, who are independents, contractors in the field, and we very intentionally only include the highest-performing ones.  
We’ve found that the ones with the poorest performance typically had the most time to give us feedback, but they were – actually, the quality of their feedback was the least helpful.  So we measure on a weekly basis through the top performers; only the top performers are invited to give us feedback.  We have representatives from the trade association I mentioned earlier, Building Energy Professionals.  We have representatives from Maine Oil Dealers Association.  We have a representative from the community college, a representative from a peer utility that covers part of our state with national gas, Unitil.  
And we have a member of a Maine-based environmental outreach group, so we have a number of different points of view.  And it’s been very nice not just to get their feedback, but to get their feedback in that context.  I’ll go into that a little bit more later.  Quarterly management reviews – this is an internal review that we do every quarter.  The companies that we’ve hired to deliver the program – Conservation Services Group for the delivery, and Breland Marketing Associates, who does the marketing, and Efficiency Maine – we get together and we share what’s happened in the last quarter.  
Some of the challenges, reassess the goals, reassess the strategy, and from that, we come out with tactics that we implement for the following 90 days.  We’re also very fortunate to have a Department of Energy Technical Assistance Program checkup.  You all are listening to a Technical Assistance Program webinar right now.  Richard Faesy and a representative from Vermont Energy Investment Corp came out to Maine and gave us what I would call a checkup.  They had about 20 points of what makes a program successful; they shared them with us, and we talked.  
We benchmarked ourselves against that checklist, and that was very helpful to look for opportunities for improvement.  The last thing here is we are about to – we have just selected through a request for proposal an evaluation, measurement, and verification contractor; there’s gonna be a third party to take a look at how our program’s going and ways that we could improve it.  So the evaluation is really the core that restarts the loop again.  I wanted to – I told you I would share some sample reports.  This report – I know it’s fine print, but I thought it might be interesting to know that we look at this every seven days. 
And we track – it’s more than two things, but I left just two on this graph.  One is homeowner, when they’re done getting an energy audit, they then reserve a rebate, making sure we don’t run out of funding, and then they have their home upgraded, and then they claim the rebate.  We have a goal for each by week, and the light blue line there is our goal for number of reservation per week – that’s cumulative – and the yellow line – which I’m happy to say is above that – is the actual number of rebate reservations.  
So you can see that in the beginning, back in May, June, July, we were behind the goal; the blue goal of reservations was higher than our actual number of reservations.  And as you can see, as we continue to modify the program and figure out what motivates homeowners, we see that spiking up.  Our summer promotion expired the end of December, so you can see a big jump there.  The magenta line – if that’s what it’s called – is number of completions.  
That means how many homes actually were upgraded – and the blue line is how many homes were actually upgraded, so there’s two of the goals.  So we’ve ended up with a fair amount of success we’re very pleased with.  The magic here is we knew by looking upstream – we also – I don’t have it graphed here, but we also measure number of homes that are audited before they even reserve a rebate.  We can see if we’re on target.  We can measure the pipeline I refer to it, in multiple places.  
We look at number of calls, number of web hits – that’s early in the food chain – number of audits that are done, typically for about $500.00 – can see how frequently people are reserving rebates.  We can see how frequently they’re completing the upgrades to their homes.  So that visibility of the whole pipeline gives us the ability to respond quickly and modify the program as necessary.  Some of the lessons that I’ll go through is first of all, the importance of observing the entire, the whole value chain.  
It’s very easy to look at the obvious ones, but we had to continue – and we’re continuing to do that now – reassessing everything we do.  Target audience – you think you’d be done with that step one.  However, we were probably nine months into the program before we found our richest target, which is what we call the “last hurrah” market segment.  These are people who are empty-nesters planning to retire sometime soon, and tend to live in their home for a long time.  We didn’t identify that market segment for nine months, and then we ended up getting a loud affirmation that there was a key target after nine months, so the whole value chain.  
Our message – our message has changed.  We went from a focus on getting cash back was our early message, and now you’ll see that our message has matured to talking about home comfort being the primary driver, paid for by energy savings.  And you’ll see that in everything we do on our web site – all our communications.  We look at the channels.  We tried lots and lots of channels – dozens of channels.  We were at chicken dinners with plumbers.  We were at faith communities.  We’ve been to car dealerships talking with their employees.  
Just continuing to experiment – what’s the best channel gonna be?  Advertising is a pretty obvious one – it’s pretty expensive.  PR we’ve used extensively.  Call center, Nikki talked about that.  Web – you can look at our web site, EfficiencyMaine.com.  That’s been one of the most powerful tools for us once we get people motivated.  Continuing through the value chain, Richard commented on the importance of contractors, who we refer to as “energy advisors.”  They are unquestionably at the core of our program as far as the value chain.  
And we’ve looked all the way through.  Our confirmation letters were pretty rough.  The check that came with our final rebate payment – that had some opportunities for tuning.  So we continue to look up and down the whole value chain – that’s one of the key lessons that we learned.  Another lesson that we learned is the importance of listening very hard to all stakeholders and then stealing shamelessly.  This example here is taken as a screen shot from our web page.  
One of the problems we had was homeowners were not willing to pay $500.00 for an energy audit to find out if they would be good candidates to receive 1,500 or $3,000.00 in rebates.  They weren’t gonna start till they knew; they wouldn’t know until they started.  We shared this dilemma with a peer utility, and they said that they have been using a home energy savings calculator.  They had a different name for it, but one that would just be a rough – here you just put in what’s the square footage of your home and how much fuel do you use.  
And you’ll see here we put in fuel oil in gallons; we put electricity in dollars, ‘cause not everyone knows kilowatt hours.  We tried to make it as easy as we could for homeowners.  Some homeowner presses Calculate, and then this little tachometer gives them feedback.  In this particular example, this says “Your home uses 57 percent more energy than a typical weatherized home.  This program is highly likely to benefit you.  Click here to find a participating energy advisor.”  
If their home is more efficient than a typically weatherized home, then this calculator tells them that “You are unlikely to benefit from the program, but if you’re interested, click here.”  So everything we’re doing is trying to move people toward action.  This had been a very powerful tool for the people stuck in that conundrum, and it’s one that we stole, quite shamelessly, from another utility, and they had gotten that, I believe, from the Home Performance with Energy Star web site.  So that’s another lesson that we learned.  
Moving on, another lesson would be listen hard – hopefully you’ve gotten that – as you evaluate, and re-innovate.  And this is another screen shot from our web site of how to find a participating energy advisor.  On the way it works, what we’ve heard in the focus groups was homeowners did not like contractors.  They didn’t like government bureaucrats, either, for those of you on the call, but they especially did not like contractors.  They didn’t know if they could trust them to be competent; they didn’t know if they were trustworthy.  
We heard lots of stories about bad experience with contractors, and that was the number one obstacle we had to success was homeowners being able to trust contractors or energy advisors.  So we developed this web site.  First, we had everyone who joined the program – there’s no fee for it.  We don’t pay them, and they don’t pay us.  If they wanted to participate in the program, they had to be BPI-certified and they had to be insured.  And we started off with a lousy little PDF list that you could find in our web site and print out, and search down and find them.  
That wasn’t good enough, so we went and took a model of a search database that we use in our business programs – that was better, but not good enough.  And we copied – our Maine’s State Housing Authority’s list had much more information on the advisors.  And then we moved to our own, so this is like fourth generation.  We moved to this database.  You can see here you can have the search limited to whatever distance, whatever radius you want from your house: 10 miles, 50 miles, 100, 200, or the entire state.  
And then when you get that search, it shows you the contractor name and contact information, but then you can see here in the green column, it’s sorted by default by the number of projects completed.  And that was a major step for us.  We had problems, or homeowners had problems differentiating between the hobbyists, who were dabbling in this field, and the professionals who were doing it full-time.  So they would end up calling a hobbyist who wasn’t in the mood to do audits that month and not getting a call back.  
So by putting number of projects completed and sorting by it, we eliminated that issue.  We also had the barrier of trusting the energy advisors, so the next column says what’s their customer satisfaction score of this advisor, and we do 100 percent survey on all the jobs.  We call the homeowner and ask them to rate their energy advisor on a scale of zero to five, and we put that average score up on the web.  And you can sort by any of these columns; you can sort by distance, you can see who does audits; who offers financing, who actually does weatherization, who does heating systems, et cetera.  
And the last column is a new one – which of these energy advisors have promised to have their employees follow a code of conduct?  And as silly as it sounds, the way the contractors’ employees were acting on the job was a major obstacle for us getting referrals, so this would be stuff like showing up at inconvenient times.  Leaving the workplace messy was one of the biggest ones.  Things like spitting tobacco on the floor and using foul language – things that we all think would never happen actually happened, and it was a major obstacle for this industry.  
So we came up with a code of conduct saying “I will not do these naughty things,” and we post on our web site who’s agreed to it and who hasn’t.  In all cases where this is market-based, we let the homeowner decide who they want to work with.  You can see here there’s a couple different models.  The first guy here is an audit-only guy, and the second one does audits and they also do weatherization work.  So we didn’t make a decision as to which is better – we just plain old put the information available for the homeowners to make a decision.  
So there’s an example – sorry for the long-winded one, but this has long been the cores of our program’s success is to continue to innovate.  And this search database is probably in its fourth or fifth generation at this point.  I’ll look at one more lesson that we had – I have two more – this is the second to the last – is sales training.  I told you at the beginning – remember that shocked face – one of the things we saw that was quite powerful in doing our shadowing of energy advisors was that the advisors had gotten some excellent building science training, which enabled them to wield an infrared camera and a blower door and a  CAS/Tester with great skill.  
However, many of them had absolutely no training on how to talk with homeowners.  And for a market-based program, this is critical.  We are not handing out job work orders to contractors; we are just directing leads to them.  They have to be able to listen effectively to homeowners and talk in their language if they hope to help a homeowner by doing installs.  We also had a major cultural shift that the energy advisors wanted to just do energy audits and stop there, and we didn’t give them any job credit until they actually helped a homeowner upgrade their home.  
So we found major disconnect between the language the homeowner is speaking and the building science language of the advisors, so we offered sales training – actually, it was done by the private sector, but we facilitated the initial trainings and we helped in the curriculum development.  Dale Carnegie offers this training now across the country, so any of you who want to take advantage of it, it’s available.  And we saw our close rate – the number of homes that were upgraded as a percentage of the number of homes that were audited – climb from somewhere around 20 percent before the sales training to close to 60 percent after the sales training.  
Now, we did some other things during that time period as well, but the feedback that we got from the energy advisors was this revolutionized their business practices.  And you can see the results – it was pretty powerful, and we’re continuing to offer sales training to our energy advisors, and Dale Carnegie, as I mentioned, is offering this training across the country.  One last thing I’ve already talked about was our advisory boards, and the key thing there, as I mentioned, was not just a diversity of opinions, but the ability to hear them all simultaneously and have them hear one another.  
What we did before the advisory board was we were talking and seeking feedback from all these players, but they didn’t get to hear viewpoints – other viewpoints.  So when they get together in a room, it was – it opened their own eyes as to how complex a program can be, and how serving one interest can actually create problems for another interest group.  So this has turned out to be a very powerful tool for us, and it’s part of the evaluate step of the DOE Design Guide model.  
And so that’s the last lesson learned.  We learned many, many more, and we’re continuing to learn them, but this hopefully gives you a feel for how we have followed, paralleled the steps of the DOE Design Guide model of assessing – that’s with our weekly reports now – making a plan, implementing, and evaluating.  With that, I’m gonna turn things back over to Nikki.
Nikki Kuhn:
Great; thank you so much, Andy, that was terrific.  And I apologize to all of you – I’m noticing on my clock now it’s 3:30, so I’m gonna whip through the end of these slides.  And what I’d like to ask is we wanna honor the time frame here, and I’m thinking that maybe we can ask you to send your questions to us, and there’s some contact information at the end of this presentation.  But as we talked about before, here is a list of resources.  This’ll get posted to the Solution Center, and you can link to the Driving Demand paper.  
The Design Guide will be coming soon to the Solution Center, and you can look for it there – hopefully by the end of this month.  You can look at Efficiency Maine’s Home Energy Savings Program, and also the link to DOE’s Workforce Guidelines that are under construction, and largely developed and a tremendous resource.  Let’s see.  So yes, like I said, we encourage you to explore the resources on the Solution Center; as Richard mentioned, that’s getting sort of a facelift, and lots of new information is gonna start to become populated there as well.  
And if you’re a block grantee, or SEP or Better Buildings, you know, please consider submitting any sort of questions or technical assistance requests to the Technical Assistance Center.  Those will get forwarded to the appropriate team, who are really excited to engage you and help you.  And you can always call the call center or e-mail the Solution Center as well.  This is a list of upcoming May webinars that you can register for at the Solution Center, and I think also on the Blog.  
So you can follow the link down here and get registered for these other interesting information seminars.  Here’s the contacts for all of our organizations that make up Team Four, which is, as Richard said, the Program, Design and Implementation Team.  So they’re regionally focused; VEIC is the lead, and here are all the team leads.  And here’s our information, so as I said, it’s 3:33 by my clock here.  Please feel free to take down any or all of our contact information.  E-mail us, call us and ask us any questions, and as you can see, there’s a lot of information here.  
We’re really looking forward to sharing this Design Guide with you, and we have queued up another version of this Design Guide to be released later on this year.  So once it does get posted, when you get a chance to look at it, please do let us know if you have any suggestions for additional pieces of content that you’d like to see in the Design Guide, or links to pertinent information that we should be building in there as well.  And with that, I’ll say thank you so much for joining us.

Richard Faesy:
Nikki, this is Richard.  One of the things I would like to try to do is I see there are quite a few questions that have come in, and I apologize that we didn’t have enough time to answer them.  We will look for some way to respond to those questions, maybe via the Blog or some other way, so that we can get the information back out to you.  So look for – I would say look through the Blog or one of the newsletters from DOE as a way for us to try to respond to your questions.

Nikki Kuhn:
That’s a great suggestion; thanks so much, Richard.  Yeah, we will definitely do that.  We will take these questions and answer them through a Blog post.  Great; thanks so much, everyone.  Have a great afternoon.

[End of Audio]
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