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Ask customers about their program experience and for feedback on
how your program can improve—and listen to their responses

Better Buildings Neighborhood Program partners found that conducting surveys of program participants [1] that
focus on tangible, easy-to-answer questions [2], such as the timeliness of service and the quality of work, resulted
in better feedback. By including open-ended questions [3] and questions about non-energy benefits [4], partners
were able to garner a broader range of information [5] and a better understanding of who their customers are and
what they value (e.g., comfort, cost savings). Partners also found that administering customer surveys during or
immediately following completion of the customer’s energy upgrade led to a higher rate of response.

e Enhabit [6], formerly known as Clean Energy Works Oregon, requests feedback from all customers during the
upgrade process to help assess how contractors can improve their customer service. Quarterly customer surveys
of participants who have completed assessments and upgrades include questions about customer satisfaction
with the contractor’s work. This feedback enables the program to track what is working and what is not, and to
respond with improvements quickly.

Local Energy Alliance Program [7] (LEAP) in Charlottesville, Virginia and Northern Virginia, dramatically
modified its home energy upgrade process in response to homeowner feedback. Recognizing that many
homeowners found a several thousand dollar investment challenging, LEAP implemented a “staged upgrade”
process that allowed homeowners to implement home energy upgrades over a period of time, dividing the
financial investment into smaller payments.

(function(i,s,0,9,r,a,m)i['GoogleAnalyticsObject]=r;i[r]=i[r]|[function(){ (i[r].q=i[r].q||[).push(arguments)},i[r].I=1*new
Date();a=s.createElement(o), m=s.getElementsByTagName(0)[0];a.async=1;a.src=g;m.parentNode.insertBefore(a,m)
H(window,document,'script’,'//www.google-analytics.com/analytics.js','ga’); ga('create’, 'UA-43507104-20', ‘auto’, {'name":
'BBNPOQ'}); ga('BBNPO.send', 'pageview');ga('BBNPO.send', 'pageview'); var _gaq = _gaq || [];
_gag.push('BBNPO._setAccount’, 'UA-43507104-207); jQuery(document).ready(function() { jQuery(‘body
alhref$=".pdf"]").each(function() { jQuery(this).click(function() { var title = jQuery(this).attr(‘text’);
_gaqg.push([BBNPO._trackEvent', 'PDF', '‘Download, title]); }) }) });(function() { var so = document.createElement('script’);
so.type = 'text/javascript’; so.async = true; so.src =
'https://rpsc.energy.gov/sites/all/modules/custom/pnnl_google_analytics/js/eere.js’; var s =
document.getElementsByTagName('script’)[0]; s.parentNode.insertBefore(so, s); }();

Source URL: https://rpsc.energy.gov/tips-for-success/ask-customers-about-their-program-experience-and-feedback-how-
your-program-can

Links

[1] https://rpsc.energy.gov/sites/default/files/reports/c-210_la-research.pdf

[2] https://rpsc.energy.gov/sites/default/files/attachment/c-211_la-phone.pdf

[3] https://rpsc.energy.gov/sites/default/files/presentations/c-236_voice.pdf

[4] https:/Irpsc.energy.gov/sites/default/files/program-materials/c-288_repowersurvey_0.pdf

[5] https://rpsc.energy.gov/sites/default/files/attachment/c-212_pge-whole.pdf

[6] https://enhabit.org/

[7] http://leap-va.org/


https://rpsc.energy.gov
https://rpsc.energy.gov/sites/default/files/reports/c-210_la-research.pdf
https://rpsc.energy.gov/sites/default/files/attachment/c-211_la-phone.pdf
https://rpsc.energy.gov/sites/default/files/presentations/c-236_voice.pdf
https://rpsc.energy.gov/sites/default/files/program-materials/c-288_repowersurvey_0.pdf
https://rpsc.energy.gov/sites/default/files/attachment/c-212_pge-whole.pdf
https://enhabit.org/
http://leap-va.org/

