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ABSTRACT

This report summarizes the results of interviews with 69 trade allies, design and construction
professionals, vendors, implementation contractors, and trade and professional associations who had
experience (collectively referred to as “contacts”) with NYSERDA’s programs in the New York City and
Westchester County (New York City/Westchester) area. The interviews were conducted by Nexus
Market Research, Inc., part of the process assessment/evaluation management team led by Research Into
Action, Inc., to identify program and market opportunities and barriers in the New York City/Westchester
area. The interviews addressed what is and is not working well for the programs, the drivers and barriers
to participation, and programmatic and market differences between the New York City/Westchester area
and the remainder of the state. The report discusses key themes and issues identified by the interviews.

In general, the financial benefits, particularly the NYSERDA incentives, are the primary motivators for
customer participation in NYSERDA’s programs. The focus on the financial benefits is accentuated by
the high cost of energy in the New York City/Westchester area and the resulting customer interest in
energy efficiency. However, non-financial and non-energy benefits, such as the desire to be green,
organizational stewardship, health and comfort of building occupants, and improved facilities are also
significant customer motivations. Similarly, contacts themselves are motivated to participate in the
NYSERDA programs because of the incentives and business opportunities, as well as less tangible
benefits, such as the assistance of NYSERDA staff, enhancing their capabilities and services, enhancing
their reputations for being green, and ensuring client satisfaction.

The market structure in New York City/Westchester places limits on the opportunities for market actors
and trade allies to generate business, particularly for NYSERDA’s commercial industrial programs. They
cannot do business with the city, county, and state government offices in New York City and Westchester
County, which are served exclusively by the New York Power Authority (NYPA). Therefore, market
actors and trade allies are focused on commercial buildings and market-rate multifamily housing, where
there is limited interest in energy efficiency because these spaces often are leased, which begets the split
incentives barrier.

The interviews also revealed that NYSERDA’s programs need to be enhanced to better meet the scale and
fast pace of business in New York City/Westchester, which involves a number of unique aspects and high
expectations for business responsiveness. At the same time, buildings in the New York City/Westchester
area are larger and more complex, which results in longer project timelines than is typical elsewhere in
the state. In such an environment, the NYSERDA program participation requirements and the time this
adds to customer projects is perceived by trade allies, design and construction professionals, vendors, and
other contacts to be at odds with the operations of businesses in New York City/Westchester. Also, there
appears to be a substantial degree of confusion among end-use customers about which program is
appropriate for project participation, whom one should contact for information, and the various eligible
measures in the different programs.
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EXECUTIVE SUMMARY

This report provides the results of a process evaluation of programs administered by the New York State
Energy Research and Development Authority (NYSERDA) in the New York City and Westchester
County (New York City/Westchester) area.

In October 2007, Research Into Action, Inc. and Nexus Market Research, Inc. (NMR) provided
NYSERDA with a report documenting the results of a scoping study to identify program and market
opportunities and barriers in the New York City/Westchester area, and to outline possible studies that
could shed light on those opportunities and barriers. As a result of this scoping study, in December 2007,
Research Into Action and NMR developed a work plan for a process evaluation to understand
participation in NYSERDA'’s programs in the New York City/Westchester area.

STUDY OBJECTIVES AND METHODS

The process evaluation was designed to address two objectives that program staff identified in the scoping
study:

1. Understand end user motivations for participation
2. Assess how to work better with market actors and trade allies in New York City/Westchester

Accordingly, NMR conducted a total of 69 interviews with trade allies, design and construction
professionals, vendors, implementation contractors, and trade and professional associations who had
experience with NYSERDA’s commercial, industrial, and residential programs in the New York City/
Westchester area. The interviews focused on what is and is not working well for the programs, the
drivers and barriers to participation, and programmatic and market differences between the New York
City/Westchester area and the remainder of the state. This report discusses key themes and issues
identified in the interviews.

SYNOPSIS OF FINDINGS

Objective One

Customers are primarily motivated to participate in the NYSERDA programs by financial considerations,
particularly by the NYSERDA incentives. This customer motivation is heightened in a New York City/
Westchester business environment that is characterized by high energy costs and operating expenses.
New York City/Westchester customers also are motivated by non-financial and non-energy benefits, such
as being green, demonstrating organizational stewardship, and promoting the health and comfort of
building occupants. In particular, customers’ desire to be green and to demonstrate organizational
stewardship have increased in importance recently because of public and governmental concerns about
dealing with climate change.

Objective Two

NYSERDA can improve the effectiveness of its programs in New York City/Westchester by adapting to
the areas’ unique business environment and engaging more closely with market actors, trade allies, and
end users. Business in New York City/Westchester moves at a very fast pace and market actors and trade
allies face pressure to be correspondingly responsive. Furthermore, the buildings in this region often are
large and complex, resulting in complicated processes and long timelines. The procedural requirements
of NYSERDA programs and the delays they can add to customer projects are thus perceived to run
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counter to the needs and practices of businesses in New York City/Westchester. NYSERDA is also
perceived as being primarily Albany-based and having limited involvement with New York City/
Westchester market actors.

CONCLUSIONS AND RECOMMENDATIONS

Based on the above findings and others discussed in the full body of this report, the following conclusions
and recommendations emerge. Even though NYSERDA may already be taking some of these
recommended actions, they reflect the expressed needs or perceptions of the contacts and these actions
may need to marketed or promoted more by NYSERDA. Further, a number of the following
recommendations are associated with raising general awareness of energy efficiency or enhancing
professional and institutional knowledge of energy efficiency; while such efforts are valuable and
necessary, it may not be possible to link them directly to kwWh or Btu savings.

New York City/Westchester Market Structure

1. Conclusion: NYSERDA can be more closely connected to the New York City/Westchester
market. This will increase its effectiveness by allowing it to engage more intensively with other
market players, including end users, program contractors, professional associations, government,
and utilities. Such an approach is suggested in particular by feedback from Commercial and
Industrial (C&lI) program contacts, who cite factors including the fast pace of business in the New
York City/Westchester area, the associated expectation for responsiveness, and the close-knit
network of market actors and trade allies.

Recommendation A: Create New York City-based positions to demonstrate the seriousness of

NYSERDA’s commitment to the New York City area and to coordinate and work more closely

with city and municipal governments. Note that the latter also will help NYSERDA work with

New York City on promoting PlaNYC and other state and city government energy efficiency

initiatives.

- Appoint a high-level staff person (e.g., a Director, for NYSERDA'’s New York City office).
[NYSERDA has already done this, but did so after the interviews for this evaluation were
conducted.]

- Create a new NYSERDA staff position dedicated to helping program participants deal with
city and municipal building departments on codes, regulations, permitting, etc. For example,
association representatives suggested that NYSERDA should work with the city and
municipal governments to create a fast track for permit approvals for energy-efficient
construction.

Recommendation B: Establish a protocol and a process with Consolidated Edison Company of
New York, Inc. (CECONY) for fast-tracking interconnections for incented energy efficiency and
renewable energy measures requiring those interconnections, such as combined heat and power
(CHP). If appropriate, involve the local governments in the process to address code and
permitting issues. C&I program contacts and association representatives specifically mentioned
challenges in getting cooperation from CECONY when working with customers on getting
interconnections for distributed generation projects, such as CHP.

Recommendation C: On the NYSERDA website, create a user-friendly New York City-specific
roadmap by type of customer, type of trade ally, and type of project to provide guidance on the
programs, measures, and available incentives.
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- Integrate similar information regarding other energy efficiency programs, such as those from
CECONY, National Grid, NYPA, etc. This could also make the NYSERDA website a
gateway to energy efficiency for all programs and customers.

Recommendation D: All of the contacts mentioned a need for increased public outreach and
education about energy efficiency and NYSERDA programs, which may be accomplished
through mechanisms such as the following:

- Establish public education kiosks in heavily traveled locations such as Grand Central Station.
- Develop a Public Energy Center in New York City.

Conclusion: C&I program and Multifamily Performance Program (MPP) contacts reported
problems with finding qualified staff and subcontractors in the New York City/Westchester area,
because those who are knowledgeable about energy efficiency are in short supply and, when
available, can be too expensive to hire.

Recommendation: NYSERDA initiatives for workforce development should be certain to include
this area. Such initiatives will help increase the supply of qualified personnel, which, in turn, will
help contain the costs for hiring them.

Conclusion: Association representatives and C&I program contacts observed that spaces in
commercial buildings and market-rate multifamily housing in New York City/Westchester are
often leased, which begets the split-incentive barrier and limits interest in NYSERDA program
participation by the building owners and managers. NYSERDA should seek to address the split
incentive barrier to program participation.

Recommendation A: Although NYSERDA may have limited ability to influence leasing practices,
it should evaluate the potential for effective promotion of green leases (which incorporate
environmental standards for specified levels of energy efficiency, water conservation, etc.) or
triple net leases (in which the tenant pays for taxes, insurance, maintenance, electricity, and other
utilities). NYSERDA could accomplish this, for example, by publicizing the value and benefits
of green leases to building owners, building managers, and tenants.

Recommendation B: Communicate with building owners about the value and importance of
having a green building.

Recommendation C: Identify and target buildings that have primarily a single tenant or a couple
of predominant tenants who will have greater leverage with the building management.

New York City/Westchester Infrastructure and Business Environment

4.

Conclusion: C&I program and MPP contacts noted that the New York City building stock
includes large and complex buildings, resulting in correspondingly complicated new construction
projects with long timelines. NYSERDA programs should allow for the long construction
timelines needed for large buildings, and also for greater complexity of building analyses —
keeping in mind that the costs will occur early for savings that cannot be claimed for many years.

Recommendation A: For longer-term projects that span more than two or three years, consider
incorporating allowances for staff rate increases from the rates that were initially agreed upon
with participating contractors. The allowable increases could be based on a cost-of-living index
or some other accepted measure of increments in professional compensation levels.
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Recommendation B: Offer higher incentives for more complex analyses and find ways to provide
engineering professionals with technical or financial assistance for doing building analyses.*

Recommendation C: Although NYSERDA may be constrained by regulatory and due diligence
requirements, to whatever extent possible, it should consider streamlining reporting requirements
to reflect the needs and characteristics of larger buildings. For example, the types of reports that
are required for smaller buildings could be different from those necessary for larger buildings in
New York City/Westchester. In the larger buildings in New York City/Westchester, contacts
often reported challenges in obtaining access to the physical facilities and energy-related data.
Moreover, even when they are able to obtain the necessary information, it may not fit neatly into
NYSERDA'’s forms that have been designed for smaller buildings.

5. Conclusion: C&I program and MPP contacts commented that the large scale and complexity of
the New York City/Westchester business environment compels large customers to have
professional management of their businesses, including specialized professional staff, formal
procedures, and sophisticated evaluation of their investments in energy efficiency projects.

Recommendation A: Ensure that NYSERDA'’s payback analyses for large commercial customers
align with the sophisticated approaches that these customers use when evaluating energy
efficiency investments in large and complicated construction projects. These analyses would take
into account factors such as different scenarios for increases in fuel costs, as well as comparisons
with alternative investment choices.

Recommendation B: When dealing with larger developers, allow greater flexibility in program
forms, documentation, and requirements to facilitate adaptation to the customers’ own internal
procedures.

6. Conclusion: Business in New York City/Westchester is conducted at a very fast pace — which
may be required to overcome structural impediments — and there are correspondingly high
expectations for responsiveness from all who conduct business there. In such an environment, the
perceptions and actual customer experiences of slow and complex NYSERDA processes are a
significant barrier to program participation, and it is important for NYSERDA not to be seen as
yet another impediment to commerce. The upfront approval processes, in particular, were
mentioned by contacts for all of the programs as a significant source of program contractor and
customer frustration. While many programs in many areas face such issues, these issues are
particularly salient because of the fast pace of the New York City environment, coupled with the
added time pressures associated with bigger projects, longer timelines, and business barriers.
NYSERDA should look for ways to increase its program responsiveness in New York City/
Westchester.

Recommendation A: Address the fast pace of business in New York City by creating a rapid
response team or a fast-track process for customers from the area. Specific objectives of such an
initiative should include shortening the report review process and speeding up program payments.

Recommendation B: Although NYSERDA may be constrained by regulatory and due diligence
requirements, to whatever extent possible, it should make the application and enroliment process
easier and quicker, and streamline application approvals.

Recommendation C: Where appropriate, give contractors some leeway (with a cap on time and
money spent) to start gathering information needed for any analyses while staff reviews and

! This recommendation is not relevant for the New Construction Program because it already provides incentives that
are commensurate with the complexity of analyses and size of projects.
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approves the initial application. Some C&I program contacts mentioned that they are already
doing this for clients with whom they have prior or close working relationships.

Recommendation D: Reduce or streamline the paperwork.

7. Conclusion: The recent economic environment has been marked by rapid increases in energy
costs, particularly in New York City/Westchester. This has had a ripple effect in other sectors of
the economy. For example, some C&I program and MPP contacts reported that the costs of labor
or equipment associated with energy efficiency have undergone rapid increases.

Recommendation: For PON budgets that span more than one or two years, and for large
customers accustomed to dealing with contingencies, build in a cushion to allow incentive
amounts to be adjusted within a limited band, based on the possible volatility of near- to medium-
term market conditions (e.g., rapid increase or decrease in costs of energy, labor, or materials).
This suggested approach is analogous to that used to manage exchange rates that are pegged to
another currency in the volatile foreign exchange markets.

8. Conclusion: The options available to New York City/Westchester area building-code officials
and engineers for learning about energy efficiency are limited or inadequate.

Recommendation A: Have an ongoing program to educate and train building-code and department
officials on energy efficiency technologies and the NYSERDA programs. Association
representatives and residential program contacts, in particular, noted a need for such training and
education.

Recommendation B: Work with the New York State Education Department to certify providers of
continuing education or professional development credits for engineers. An association
representative said that a New York State law requiring engineers to get professional
development hours (PDH) has created numerous questionable operations offering such credits
and that g\lYSERDA should work with the New York State Education Department to end this
practice.

2 Sections 7211 and 7212 of Article 145 of the New York State Education Law, and Sections 68.11 and 68.12 of the
Regulations of the Commissioner of Education.
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SECTION 1:

INTRODUCTION

The New York Energy $mart®™ programs are funded by an electric distribution System Benefits Charge
(SBC) paid by customers of Central Hudson Gas and Electric Corporation; Consolidated Edison
Company of New York, Inc.; New York State Electric and Gas Corporation; National Grid; Orange and
Rockland Utilities; and Rochester Gas and Electric Corporation. Programs are available to all electric
distribution customers that pay into the SBC. The New York State Energy Research and Development
Authority (NYSERDA), a public benefit corporation established in 1975, administers the SBC funds.

In 2003, NYSERDA expanded its evaluation of the New York Energy $mart®" Program, launching a
large-scale assessment using specialized contractor teams to provide evaluation services. Research Into
Action, Inc. has conducted process evaluations of the New York Energy $mart® programs since May
2003. In October 2007, Research Into Action and Nexus Market Research, Inc. (NMR) provided
NYSERDA with a report documenting the results of a scoping study to identify program and market
opportunities and barriers in the New York City and Westchester County (New York City/Westchester)
area, and to outline possible studies that could shed light on those opportunities and barriers.

As a result of this scoping study, in December 2007, Research Into Action and NMR developed a work
plan for a process evaluation to understand participation in NYSERDA'’s programs in New York
City/Westchester. The process evaluation was designed to address two objectives that program staff
identified in the scoping study: understanding motivations for end user participation, and assessing how to
work more effectively with market actors and trade allies in New York City/Westchester.

Accordingly, NMR conducted a total of 69 interviews with trade allies, design and construction
professionals, vendors, implementation contractors, and representatives of trade and professional
associations with knowledge of NYSERDA’s commercial, industrial, and residential programs in New
York City/Westchester.® The interviews focused on what is and is not working well for the programs,
drivers and barriers to participation, and programmatic and market differences among New York City,
Westchester County, and the remainder of the state. The evaluation methodology is detailed below and
Appendix A provides a more detailed description of the sample. Table 1-1 shows the sample disposition
for the interviews associated with each of the NYSERDA programs that were the focus of this study.

® Individuals interviewed are collectively referred to as “contacts” unless another term fits the context of the finding
more appropriately and confidentiality is not breached.
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Table 1-1.  Sample Disposition

Completed
Phase 1: Telephone Interviews Proposed Sample Interviews
Associations / organizations 11 9
FlexTech 6 6
New Construction Program (NCP) 6 7
Enhanced Commercial Industrial Performance Program (ECIPP) 4 4
Peak Load Management Program (PLMP) 4 5
Multifamily Performance Program (MPP) 10 12

Small Commercial Lighting Program (SCLP)

Energy $mart®™ Products

8 7
4 4
New York ENERGY STAR® Homes (NYESH) 8 5
6 5
6 6

Home Performance with ENERGY STAR® (HPWES)

Implementation contractors

Total 73 69

11 OVERVIEW OF THE PROGRAMS

This section provides a brief overview of the NYSERDA programs targeted.

1.1.1 FlexTech

The FlexTech program provides customers with objective and customized information to facilitate wiser
energy efficiency, energy procurement, and financing decisions. Available to all commercial and
industrial sectors, the program strives to increase productivity and economic competitiveness by
identifying and encouraging the implementation of cost-effective energy efficiency measures.

1.1.2  New Construction Program (NCP)

The objective of the New Construction Program (NCP) is to create long-term changes in design practices
by mainstreaming energy efficiency and green building concepts. The program involves a performance-
based approach in which incentives are determined by total building performance and are tiered to reward
progressively more efficient designs. Through design-team incentives and recognition, the program
promotes green building projects and Leadership in Energy and Environmental Design (LEED®)
certification.

1.1.3 Peak Load Management Program (PLMP)

Formerly known as the Peak Load Reduction Program (PLRP), the Peak Load Management Program
(PLMP)* works to improve New York’s energy system reliability and security by reducing energy
demand. The program provides incentives for equipment and technical solutions that enable significant
demand reduction (MW) resources and requires participation in New York Independent System Operator
demand response programs. In addition to incentives for load curtailment and shifting (LC/S), distributed
generation (DG), and interval meters (IM), incentives are also given for permanent demand reductions

* Note that the Enhanced Commercial Industrial Performance Program (ECIPP) and PLMP have now been merged
into NYSERDA'’s Existing Facilities Program.

1-2



NYSERDA Programs in New York City/Westchester Introduction

that are coincident with the electric system peak. This study focused on trade allies who worked in
projects that involved permanent demand reductions.

1.1.4 Enhanced Commercial/Industrial Performance Program (ECIPP)

The Enhanced Commercial and Industrial Performance Program (ECIPP) serves commercial and
industrial businesses, healthcare facilities, and state and local governments. Information and incentives
are provided to improve existing building loads, non-building loads, and process equipment. ECIPP has
three tiers of incentives and includes a custom project incentive path serving industrial process
opportunities, system approaches, and unique applications. Allowing customers, energy service
companies (ESCOs), and contractors access to multiple incentive strategies to support their energy
projects, the program is designed to enable the New York ESCO community to continue to grow the
market for energy efficiency in existing buildings, process equipment, and non-building efficiency
measures.

1.1.5 Multifamily Performance Program (MPP)

The Multifamily Performance Program (MPP) has two tracks: the New Construction component for new
construction and complete gut-rehabilitation projects, and the Existing Buildings component.

The New Construction component provides technical assistance to mid-stream market participants,
addressing renewable technologies, advanced metering technologies, real-time pricing strategies, and
combined heat and power systems, especially for electrically-heated buildings with base domestic hot
water loads. Training regarding the rationale for energy efficiency measures is also provided for
engineers, architects, building owners, building maintenance staff, and tenants.

The Existing Buildings component focuses on enhancing the energy services infrastructure. This involves
developing market-based business opportunities for building auditors, financial packagers, designers,
architects, and construction inspectors.

Both initiatives in the Multifamily Performance Program have low-income components. The low-income
component for new buildings: provides financial assistance during the design and construction phase to
help owners complete the construction process; provides training and education to building owners and
managers; and monitors energy savings. The low-income component for existing buildings provides
technical and financial assistance to building owners and tenants to make energy efficiency
improvements, thus reducing energy bills and providing increased health and safety benefits to building
occupants.

1.1.6  Small Commercial Lighting Program (SCLP)

The Small Commercial Lighting Program (SCLP) demonstrates how effective, energy-efficient lighting
can enhance business opportunities and improves practices for lighting suppliers, electrical contractors,
and retailers. The program provides training, resources, guidance, and incentives for designing and
installing effective, energy-efficient lighting. SCLP is part of the New York Energy $mart> Business
Partners Program.

1.1.7  New York Energy $mart*™ Products Program

The New York Energy $mart®™ Products Program is focused on improving the availability and sales of
residential energy-efficient appliances, lighting, and home electronics products. This initiative works on
both the supply and demand sides of the market. Its goals are: to increase the supply of products through
partnerships with retailers, manufacturers, and distributors; and to create demand for high efficiency and
ENERGY STAR® products through consumer awareness and understanding of the ENERGY STAR®
label.
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The Program Marketing Initiative: provides marketing assistance to mid-stream partners, including
retailers, dealers, vendors, distributors, lighting designers, and manufacturers; develops and distributes
brochures and advertising aimed at consumers; and places advertising.

1.1.8  New York ENERGY STAR® Homes (NYESH)

The New York ENERGY STAR® Homes (NYESH) initiative provides technical assistance and financial
incentives to one- to four-family homebuilders to encourage the adoption of energy-efficient design
features and the selection and installation of more energy-efficient equipment in new construction and
substantial renovation projects. Participating builders construct New York ENERGY STAR® Labeled
Homes that use approximately 30% less energy than homes built to the current energy code. In addition,
the program is an enhanced version of the EPA’s ENERGY STAR® Labeled Homes Program, because in
order to earn the New York ENERGY STAR® Home label, these homes must: include a qualified
ventilation system; have electrical savings measures (either ENERGY STAR® lighting or appliances) that
produce annual electricity savings of 600 kWh, compared to standard efficiency measures; and have their
performance verified by a certified Home Energy Rating System Rater (HERS), who acts as the
independent third party, ensuring that these homes meet program performance criteria.

1.1.9 Home Performance with ENERGY STAR® (HPWES)

The Home Performance with ENERGY STAR® (HPWES) initiative is designed to enhance the current
market capacity for delivering comprehensive energy efficiency services to existing one- to four-family
residences. The program seeks to create a “one-stop shopping” experience for consumers looking to
make energy efficiency improvements to their homes. This is accomplished by requiring the participating
contractor, who provides the comprehensive home assessment, to have the capability to prepare a scope
of work and install the energy efficiency measures. The program also fosters consumer protection by
offering training, a robust quality assurance/quality control (QA/QC) process, and a one-year warranty,
and by requiring certification and accreditation for participating contractors.

1.2 RESEARCH FOCUS

This process evaluation was designed to address two overall objectives:

1. Understand end user motivations for participation

2. Assess how to work better with market actors and trade allies in New York City/Westchester

Topics to be addressed under Objective 1 included:

. How participants get their information and what motivates them to participate

. Why New York City/Westchester participation is better in some NYSERDA programs than in
others

. Effectiveness of NYSERDA marketing and messaging, including which approaches and

messages work, and which do not

. Services and program offerings of other energy efficiency programs in the New York City/
Westchester area

. Assessment of the current presence of NYSERDA programs and other programs in the New York
City/Westchester area

. Exploration of how to maximize synergy between NYSERDA programs and other programs
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Topics to be addressed under Objective 2 included:

. Awareness of, knowledge of, and interest in NYSERDA programs among contractors
. Exploration of how to increase interest in NYSERDA programs

. Why fewer energy service companies operate in New York City/Westchester

. How participating contractors work and the issues they face regarding licensing, etc.

13 METHODOLOGY

Secondary data analysis and in-depth interviews were used in this process evaluation to assess ways to
increase participation in NYSERDA programs in the New York City/Westchester area.

The secondary data analysis drew upon information from a wide spectrum of publicly available sources to
provide the context for energy efficiency in New York City/Westchester. The issues profiled include:
climate change and its impact on New York City/Westchester; energy costs in New York City/
Westchester; PlaNYC and the Westchester County Action Plan; the June 2008 New York Energy
Efficiency Portfolio Standard (EEPS) from the Public Service Commission (PSC); Consolidated Edison
Company of New York, Inc. (CECONY) Energy Efficiency Programs; and National Grid Energy
Efficiency Programs.

As outlined in Table 1-1, NMR completed a total of 69 interviews with trade allies, design and
construction professionals, vendors, implementation contractors, and representatives of trade and
professional associations to address the research objectives. One of the contacts agreed to also respond to
questions in his capacity as an association representative. Sample lists for the study were provided by the
relevant NYSERDA program staffs. To avoid contacting individuals for multiple interviews, NMR
developed a master contact list by consolidating lists from the various programs. The master list was then
reviewed for duplicates and contacts were assigned for interviews for a single program. The process
evaluation team was also conducting separate program-specific process evaluations of the ECIPP, the
Single Family Home Performance Program, and the New York Energy $mart®™ Loan Fund Program;
the team coordinated with these evaluations, as well as with other evaluation teams to avoid duplication
of interviews and research issues.

All of the discussion guides were developed in consultation with NYSERDA evaluation and program
staff. Each interview was recorded and summary notes created. In order to facilitate management and
analysis of the large volume of information generated by so many interviews, NMR categorized and
coded the interview responses using the Atlas.ti qualitative interviewing software.

A copy of the discussion guide for each program is provided in Appendix B of this report.

14 REPORT CONTENTS

The next seven sections present the results of this research into the New York City/Westchester area.
Section 2 presents the context for energy efficiency in New York City/Westchester, based on the
secondary research. Section 3 summarizes study findings related to promoting and implementing the
NYSERDA programs in the area. Section 4 discusses the NYSERDA program drivers — both the
motivations for customers to participate, and the advantages and benefits offered to market actors and
trade allies in the area. Section 5 describes contacts’ perceptions of the challenges and drawbacks to
partnering with NYSERDA and implementing the programs in New York City/Westchester, as well as
barriers faced by potential customer participants. Section 6 summarizes results of the contacts’ approach
to and experience with marketing the NYSERDA programs in the area. Section 7 discusses findings on
contacts’ overall perceptions of the energy efficiency and demand response programs that are active in
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New York City/Westchester, both through NYSERDA and through the utilities and other organizations,
along with suggested improvements to NYSERDA programs. Section 7 also provides a brief review of
the perspectives of trade association representatives on climate change and energy efficiency, and how
NYSERDA could work more closely with the associations. Section 8 summarizes the key conclusions
and recommendations of the study.

15 ABBREVIATIONS

Note that throughout this report we will use the abbreviations shown in Table 1-2 when citing programs
or interviewees, although we collectively refer to interviewees as “contacts” and also use the term to
preserve the confidentiality of individual respondents.

Table 1-2.  Report Abbreviations / Naming Conventions

Interviewee / Program Abbreviation / Naming Convention
Contacts

Implementation contractors Implementation contractor
Associations / organizations Association
Commercial/Industrial Programs C&I Programs

Enhanced Commercial Industrial Performance Program ECIPP

FlexTech FlexTech

New Construction Program NCP

New York Energy $mart>™ Products Energy $mart™ Products
Peak Load Management Program PLMP

Small Commercial Lighting Program SCLP

Residential Programs

Home Performance with ENERGY STAR® HPWES

Multifamily Performance Program MPP

New York ENERGY STAR® Homes NYESH




SECTION 2:

CONTEXT FOR ENERGY EFFICIENCY IN NEW YORK CITY /
WESTCHESTER COUNTY

Concerns over Global Climate Change (GCC), as well as rising fuel prices, have led to an increasing
number of policy proposals and programs to promote energy efficiency and renewable energy in New
York City and Westchester County. This section briefly examines the most significant policy documents
and programs that affect the New York City/Westchester area.

Policy proposals include PlaNYC and the Westchester County Action Plan. PlaNYC is a comprehensive
effort focusing on five areas — land, air, water, energy, and transportation — in mapping out a sustainable
future for New York City. Its goal is to reduce the city’s greenhouse gas emissions to 30% below 2005
levels by 2030. (Without action, the city’s CO, emissions are projected to increase 27% by 2030.) This
chapter highlights the strategies for reducing energy demand and developing new, clean sources of
supply, as well as the findings from a one-year progress report that notes encouraging progress toward the
PlaNYC goal. However, some stakeholders, such as the Sierra Club New York City Group, believe
PlaNYC progress should be greatly enhanced.

The Westchester County Action Plan sets a goal of reducing greenhouse gas emissions in all sectors of
the community by 20% by 2015, and by 80% by 2050. Most strategies center on getting residents to
implement energy-saving actions and take advantage of assistance in retrofitting offered by various
programs. The Westchester County Action Plan also recommends actions at the state and federal levels
that would promote and increase the cost-effectiveness of energy efficiency and sustainability.

Meanwhile, the PSC issued a 2008 decision establishing New York’s Energy Efficiency Portfolio
Standard (EEPS). As part of a statewide program to reduce New Yorkers’ electricity usage by 15% from
forecasted levels by the year 2015, with comparable reductions in natural gas consumption, the
Commission established interim targets and funding through the year 2011. Consolidated Edison and
National Grid proposed a wide range of programs (described in this chapter) affecting electricity and gas
consumption by New York City and Westchester County residential and commercial customers. The
programs offer information (in some cases through on-site audits), free installation of low-cost measures,
and incentives for more expensive measures, to commercial and industrial (C&I), small commercial, and
residential customers. Demand-reduction efforts, offering free, programmable thermostats to customers
with central air conditioning and time-of-use rates are also proposed.

Thus, this chapter offers an overview of the various efforts to promote energy efficiency and renewables
in New York City and Westchester County. The number of such efforts means that NYSERDA will be
dealing with many different market actors and trade allies in this part of the state.

2.1 CLIMATE CHANGE
The Intergovernmental Panel on Climate Change (IPCC) stated in 2007 that:

Warming of the climate system is unequivocal, as is now evident from observations of increases in global
average air and ocean temperatures, widespread melting of snow and ice and rising global average sea
level....Most of the observed increase in global average temperatures since the mid-20th century is very
likely due to the observed increase in anthropogenic (greenhouse gas) GHG concentrations.
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Indeed, carbon dioxide (CO,) annual emissions grew by about 80% between 1970 and 2004.°

2.1.1 Effects of Global Climate Change on New York

The Northeast Climate Impacts Assessment (NECIA), a collaboration between the Union of Concerned
Scientists (UCS) and a team of more than fifty independent experts, has assessed climate change and the
resulting impacts within the Northeast. The NECIA report, Confronting Climate Change in the U.S.
Northeast, claims that over the next several decades, due to the heat-trapping emissions that have been
released in the past, temperatures across the Northeast will rise 2.5° F to 4° F in the winter and 1.5° F to
3.5° F in the summer, regardless of the amounts of CO, emissions produced. Indeed, average
temperatures across the Northeast have risen by more than 1.5° F since 1970, with winters warming by 4°
F between 1970 and 2000.°

NECIA used two scenarios developed by the IPCC - one with greenhouse gas (GHG) emission levels
increasing by 90% between 2000 and 2030, and one with GHG emissions increasing by 25% over the
same period — to model climate change effects in the latter part of the 21% century in the Northeast.

Under the higher emissions scenario, seasonal average temperatures across New York State are projected
to rise 8° F to 12° F above historic levels in the winter and 6° F to 14° F in the summer by 2070; New
York City is projected to have 71 days a year with temperatures over 90° F and 25 days with temperatures
over 100° F. This high number of very hot days is expected to increase the risk of heat stress, heart
attack, and deaths of vulnerable populations, such as the elderly. The hot weather will also adversely
affect air quality, with the number of days with poor air quality projected to quadruple in New York City
by the end of the twenty-first century.

Global warming affects sea levels by causing ocean water to expand as it warms and by melting land-
based ice. Under the higher emissions scenario, the global sea level is projected to rise at least ten inches,
and as much as two feet, by the end of the 21* century. Critical infrastructure in Lower Manhattan is
particularly vulnerable to rising sea levels. What is currently considered a once-in-a-century coastal flood
in New York City is projected to occur at least ten times as often — once per decade, on average — by the
late 21° century.

These effects will be more moderate, but still quite serious, under the lower emissions scenario. Seasonal
average temperatures across New York State would rise about one-half as much as under the higher
emissions scenario by 2070; New York City would have 39 days a year with temperatures over 90° F and
seven days with temperatures over 100° F. What is currently considered a once-in-a-century coastal flood
in New York City would occur, on average, every 22 years.

2.2 ENERGY COSTS

New Yorkers also face historically high and increasing energy costs. Electric service revenue — that is,
the total customer revenues of the electric utilities divided by the kwWh consumed — has remained fairly
constant at high levels, from 12.29¢ per kWh in 2002 to 12.43¢ per kWh in 2007. Gas service revenue,
however, has risen from $9.31 per MCF in 2002 to $14.07 per MCF in 2007.” The average retail price of
electricity in the State of New York was 15.61¢ per kWh, 69% higher than the national average of 9.26¢

® Intergovernmental Panel on Climate Change, Climate Change 2007: Synthesis Report Summary for Policymakers.
November 2007

® Information for this section is from http://www.climatechoices.org/assets/documents/climatechoices/new-
york_necia.pdf, accessed September 5, 2008.

" New York State Department of Public Service, Financial Statistics of the Major Investor-Owned Utilities in New
York State, 2007.

2-2


http://www.climatechoices.org/assets/documents/climatechoices/new-york_necia.pdf
http://www.climatechoices.org/assets/documents/climatechoices/new-york_necia.pdf

NYSERDA Programs in New York City/WestchesterContext for Energy Efficiency in New York City / Westchester County

per KWh. Only two states, Alaska and Connecticut, had higher average retail prices.® The CECONY
average revenue per kWh sold was 11% higher than the composite New York State average in 2007.°

It should be noted that the State of New York uses relatively little energy per capita, ranking 49" among
the 50 states, with 217 million BTUs consumed per capita in 2005. This is 36% less than the U.S.
average of 339.2 million BTUs per capita. Indeed, the Department of Energy’s (DOE’s) Energy
Information Administration notes that, although New York’s total energy consumption is among the
highest in the United States, per capita energy consumption is among the lowest, due in part to the
region’s widely-used mass transportation systems. Moreover, the average New York household
consumes about one-half the electricity of the average U.S. household, largely because few use electricity
as their primary energy source for home heating and because the demand for air-conditioning is low
during typically mild summer months.'® Given the population density of New York City and the
extensive use of its subway system, these data for New York State energy consumption are probably
driven to a notable extent by even lower per capita energy consumption in New York City.

2.3 PlaNYC

PlaNYC, published in April 2007, is a comprehensive effort focusing on five areas — land, air, water,
energy, and transportation — in mapping out a sustainable future for New York City. The goal spelled out
by the plan is to reduce the city’s greenhouse gas emissions 30% below 2005 levels by 2030. (Without
action, the city’s CO, emissions are projected to increase by 27% by 2030.)

The energy component of PlaNYC has outlined fourteen strategies for reducing energy demand and
developing new, clean sources of supply:**

1. Establish a New York City Energy Planning Board

Reduce energy consumption by city government

Strengthen energy and building codes for New York City

Create an energy efficiency authority for New York City

Prioritize five key areas for targeted incentives

Expand peak load management

Launch an energy awareness and training campaign

Facilitate repowering, and construct power plants and dedicated transmission lines
Expand Clean Distributed Generation (Clean DG)

© 0o N o g Bk~ wDh
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©

Support the expansion of natural gas infrastructure

-
=

Foster the market for renewable energy

-
N

Accelerate reliability improvements to the city’s grid

8 Energy Information Administration, Electric Power Monthly, Table 5.6.A, August 25, 2008.

° New York State Department of Public Service, Financial Statistics of the Major Investor-Owned Utilities in New
York State, 2007.

19 Energy Information Administration, State Energy Profiles,
http://tonto.eia.doe.gov/state/state_energy_profiles.cfm?sid=NY, accessed September 8, 2008.

1 City of New York, PlaNYC: A Greener, Greater New York, April 22, 2007.
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13. Facilitate grid repairs through improved coordination and joint bidding
14. Support CECONY'’s efforts to modernize the grid

The PlaNYC one-year status report*? notes some progress on all fourteen energy strategies. Key areas
include the following:

. On July 3, 2007, Mayor Bloomberg signed into law the first overhaul of the city’s building
codes since 1968. The new codes facilitate sustainable building by providing fee rebates for
green design and requiring documentation of compliance with the New York State Energy code.
In addition, New York City has worked to revise the New York State energy code. As part of this
process, in April, the New York State Department of State (NYS DOS) adopted a new standard
that increases required lighting efficiencies by as much as 30% for many building types.

. In September 2007, New York City filed testimony in the CECONY electric rate case
supporting cost effective, rapid deployment of smart meters for all customers, which will
help support expansion of real-time pricing (RTP) and peak load management. The PSC, in a
separate proceeding in December 2007, directed CECONY to proceed with large-scale
deployment of smart meters, beginning in Queens and in Westchester County, which will provide
information on their effectiveness in widespread use.

. On June 25, 2007, New York City launched GreeNYC, the multimedia marketing campaign
of PlaNYC. GreeNYC has begun forging partnerships with non-profit groups, corporations, and
marketing professionals to develop targeted energy efficiency and carbon reduction awareness
campaigns tailored to specific sections of the public. New York City is partnering with the City
University of New York (CUNY) to develop energy efficiency training programs in support of an
application to the U.S. Department of Labor for High Growth Job Training Initiative Grants for
the Energy Industry, including trainings in energy-efficient lighting design and the development
of a not-for-profit lighting resource center.

. In spring 2008, the U.S. Department of Energy (US DOE) designated New York City a
Solar America City and awarded the city funding and technical assistance for solar
programming. As part of Solar Cities, the Mayor’s Office, the New York City Economic
Development Corporation, and CUNY are working with the National Renewable Energy Lab
(NREL) on a series of studies, including: the cost-effectiveness of solar when evaluated on a real-
time pricing basis; how to improve the interconnection process; and the extent to which solar can
help with peak load management. New York City is also supporting legislation that would
increase the opportunity to sell solar electricity back to the grid (net-metering) and to increase
net-metering caps.

. In January 2008, New York City and other parties, including CECONY, National Grid, the
New York Power Authority, and the Natural Resources Defense Council, proposed an Energy
Efficiency Partnership (EEP) to address joint efforts that would align energy-saving
programs within five areas: existing institutional, commercial, and residential buildings, as well
as new construction and appliances/electronics.

Some stakeholders, however, believe PlaNYC progress should be greatly enhanced. The Sierra Club
New York City Group in its report, Sustainable Energy Independence for New York City, released in the
spring of 2008, notes that New York City faces rising and increasingly volatile fuel prices, and possible

12 City of New York, PlaNYC: A Greener, Greater New York: Progress Report 2008, April 22, 2008.
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fuel shortages. It recommends forming a New York City Energy Volatility Task Force to study potential
impacts and mitigations of energy price and supply volatility. Other recommendations include:*

. Setting timetables for PlaNYC’s many energy initiatives, especially the formation of an Energy
Planning Board

. Expanding net metering to two megawatts per site for all customer classes

. Distributing smart meters/time-of-use meters, which enable users to choose less costly off-hours
electricity

. Raising the New York State EEPS (further discussed later in the secondary data analysis) to 30%

reduction of 2006 electric and gas usage rates by 2015
. Updating the State Energy Plan to account for energy volatility

2.4 WESTCHESTER COUNTY ACTION PLAN

In February 2008, the 34-member Westchester Global Warming Task Force released the Westchester
Action Plan for Climate Change and Sustainable Development, a “comprehensive, integrated,
community-wide plan to translate leadership and vision on climate change and sustainable development
into workable strategies that can generate practical actions for all sectors: county and municipal
governments, educational institutions, businesses, and households.” The plan sets a goal of reducing
greenhouse gas emissions by all sectors of the community by 20% by 2015, and by 80% by 2050. Energy
strategies include:*

. Promoting behavioral changes, such as setting back thermostats and disconnecting electrical
equipment when not in use

. Replacing incandescent bulbs with CFLs or LEDs

. Retrofitting existing buildings and taking advantage of all applicable programs, such as

NYSERDA'’s Home Performance with ENERGY STAR®, New York Energy $mart®, energy
audits, and programs for commercial and industrial customers

. Evaluating all new building projects and major renovations for green building opportunities
through the LEED Green Building Rating System, ENERGY STAR®, and the New York State
Education Department High Performance Schools Guidelines

. Reviewing and installing renewable energy options, such as solar photovoltaic cells, solar
heating, geothermal heat pumps, biomass, hydropower and ocean energy, and wind power

. Purchasing of renewable energy credits by the non-public sector — while current state purchasing
requirements do not allow the public sector this choice, the task force recommends they be
modified to allow the purchase of renewable energy, even when it is not the lowest-cost option

In addition to modifying purchasing requirements, the task force recommends the following state
government actions:

. Amending statewide building codes to better address energy efficiency, sustainability, and green
building, as well as streamlining safety and architectural reviews for on-site renewable energy
installations

3 Sierra Club New York City Group, Sustainable Energy Independence for New York City, February 2008.

4 Westchester Global Warming Task Force, Westchester Action Plan for Climate Change and Sustainable
Development, February 26, 2008.

2-5



Context for Energy Efficiency in New York City / Westchester CountyNYSERDA Programs in New York City/Westchester

. Requiring energy audits and disclosure of the energy costs of residential and commercial
buildings at the time of sale

. Creating sales and use tax exemptions for geothermal energy systems equipment (similar to that
for solar energy equipment)

At the federal level, recommendations include:

. Extending and expanding tax credits to consumers for the purchase of renewable energy
. Reinstating tax credits to producers of renewable energy
. Promoting green building, energy efficiency, and renewable energy in new construction in

programs such as Community Development block grants
. Including energy efficiency in the criteria for federal programs for low-income housing

The task force also includes recommendations for publicizing and showcasing energy efficiency projects
and reporting energy savings performance.

2.5 ENERGY EFFICIENCY PORTFOLIO STANDARD

On June 23, 2008, the PSC issued a decision establishing New York’s EEPS. As part of a statewide
program to reduce New Yorkers’ electricity usage by 15% from forecasted levels by the year 2015, with
comparable reductions in natural gas consumption, the Commission established interim targets and
funding through the year 2011. CECONY, National Grid, and other utilities are required to file energy
efficiency programs, and NYSERDA, as well as independent parties, is invited to submit energy
efficiency program proposals for Commission approval.*> On August 20, 2008, the PSC set energy
efficiency initiatives for utilities in New York. The PSC believes CECONY can reduce electricity
consumption by up to 255,316 MWh per year to earn a maximum incentive of $9.92 million.*

Four EEPS working groups were established during the previous year; Working Group 2 (WG2) issued
its final report on December 5, 2007, examining resource acquisition programs currently in place,
potential for different program types, and barriers. WG2 noted that it is:

“...imperative that data needs continue to be evaluated in a coordinated manner to best support the
implementation of expected broader, more extensive program efforts. Efficient collection and coordinated
use of data among the utilities, NYSERDA, NYISO, and other program providers and participants will help
ensure the most efficient delivery of energy efficiency services, and the optimal measurement and
verification of energy savings.”

With regard to New York City, one issue in planning efficiency programs is the existence of many mixed-
use properties. Not only do many residential buildings have ground-floor commercial activity or include
professional offices, but there are also utility or rate-classification data criteria that can put a purely
residential building into a commercial sector or a different rate class simply by virtue of its aggregate
load. The New York Public Service Commission expressed the hope that CECONY’s current efforts to

> New York Public Service Commission, Order Establishing Energy Efficiency Portfolio Standard and Approving
Programs, issued and effective June 23, 2008.

16 New York Public Service Commission, PSC Sets Energy Efficiency Incentives for Utilities, Press Release, August
20, 2008.
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incorporate lot and block data into its information system will facilitate the wider use of targeted
efficiency programs.*’

2.6 CONSOLIDATED EDISON COMPANY OF NEW YORK ENERGY EFFICIENCY
PROGRAMS

As part of its EEPS initiative, on August 21, 2008, CECONY filed a proposal for implementing energy
efficiency programs for small business electric customers, and for both residential electric and natural gas
customers under the Commission’s June 23, 2008, Order for expedited utility programs. The Small
Business Direct Installation program will promote energy efficiency for existing commercial and
industrial customers with monthly peak demand of less than 100 kW through free on-site energy surveys,
direct installation of free low-cost efficiency measures, and recommendations for more extensive energy
efficiency upgrades. Free measures will include compact fluorescent lamps, low-flow aerators, high-
pressure rinse sprayers, and water heater thermostat setbacks. Participants in the program who choose to
install the more expensive recommended measures — such as LED exit signs, water-pipe insulation,
occupancy sensors, programmable thermostats, and HVAC retrocommissioning — will receive
prescriptive rebates of up to 70% of the incremental cost of the installed measure. The program will also
provide customers with information on additional financial incentives that may be available for more
costly equipment upgrades under other efficiency programs or under federal incentives, such as tax
credits.

The Residential HVAC program will promote the purchase and installation of high-efficiency equipment
by residential customers in new and existing homes. It will provide customers with financial incentives to
offset the higher purchase cost of energy-efficient equipment, and information on the features and
benefits of energy-efficient equipment, including natural gas and electric heating, cooling, and water
heating measures (ENERGY STAR®-labeled equipment is specified where available); prescriptive rebates
up to $1,000 will be offered. Additionally, this program requires the use of quality installation methods
for applicable heating and cooling equipment.*®

CECONY gas customers are being served through September 30, 2008, through the NYSERDA Program
Plan, approved on June 1, 2007. Programs and funding beyond October 2008 will be decided by the Gas
Energy Efficiency Collaborative, chaired by CECONY.*

Other programs offered by Consolidated Edison include:*

. Central Air Conditioning Direct Load Control (DLC) program — provides, at no charge, a
$300 high-tech programmable thermostat to residential customers who have central air

7" Case 07-M-0548 - Energy Efficiency Portfolio Standard: Final Report of Working Group 2, New York Public
Service Commission, December 5, 2007. See
http://www.dps.state.ny.us/07M0548/workgroups/WG2_Final_Report.pdf, accessed September 16, 2008

18 Consolidated Edison Company of New York, Inc., Small Business Direct Installation and Residential HVAC
Programs, filed pursuant to the New York Public Service Commission’s June 23rd Order in Case 07-M-0548,
August 21, 2008.

19" Case 07-M-0548 - Energy Efficiency Portfolio Standard: Energy Efficiency Program Inventory Compiled by
Working Group 2, New York Public Service Commission, December 5, 2007. See
http://www.dps.state.ny.us/07M0548/workgroups/inventory/WG2_PS_ConEdCECONY_GEP_for_07-
08_heating_season.doc, accessed September 9, 2008.

% program descriptions from Case 07-M-0548 - Energy Efficiency Portfolio Standard: Energy Efficiency Program
Inventory Compiled by Working Group 2, New York Public Service Commission, December 5, 2007. See
http://www.dps.state.ny.us/07M0548_programs_inventory.htm, accessed September 9, 2008.
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conditioning. With this technology, customers are able to adjust their room temperature manually
at home and while away from home via the Internet. The customer agrees to allow CECONY to
adjust the on-off cycles of their air-conditioner, while their fan continues to operate during times
of system stress. A customer has the ability to override the adjustment if it is not a convenient
time. In addition to the thermostat, customers receive a one-year service warranty and a $25
thank-you gift.

. Small Business DLC program — is similar to the residential direct load control program and
offers small business customers with central air conditioning a programmable thermostat and an
incentive of $50 to participate.

. Time-of-Use program — is designed to encourage customers to reduce electricity use during peak
hours.
. Residential Oil-to-Natural Gas Conversion program — provides incentives in the form of

equipment or rebates to residential customers, including multifamily landlords, who are “service
adequate” for switching over from oil heating to gas heating.

. Targeted DSM program — where CECONY contracts with vendors to provide permanent energy
efficiency improvements to customers in networks or substations where timely reductions in that
network’s demand can result in the deferral of network infrastructure upgrades. The program is
open to Commercial and Industrial, Small Commercial, and Residential customers.

. Emergency Demand Response program (EDRP) — is available to customers who can reduce
their load by at least 100 kW, activated as a response to power shortages or other emergencies as
declared by the New York Independent System Operator (NYISO). The participants are paid for
energy not used during an emergency event.

. Installed Capacity program (ICAP) - is also available to customers who can reduce their load
by at least 100 kW, activated as a response to power shortages or other emergencies as declared
by the New York Independent System Operator (NY1SO). If a customer completely fails to
curtail load, a penalty is assessed. Customers are given a capacity payment for summer and
winter registration, based on the UCAP capacity prices, in addition to an energy payment.

. Distribution Load Relief program (DLRP) — is available to customers and aggregators who can
reduce load by at least 50 kW and 100 kW, respectively, easing the strain on transmission and
distribution lines during times of heavy demand, when CECONY declares a localized event on a
network-by-network basis. Mandatory and voluntary options are available. The mandatory
option includes a Summer Reservation Payment (and penalty) in addition to the energy payment
available for the voluntary program.

2.7 NATIONAL GRID ENERGY EFFICIENCY PROGRAMS

As part of its EEPS initiative, on August 22, 2008, National Grid filed a proposal for implementing an
energy efficiency program for residential gas heat customers under the Commission’s June 23, 2008,
Order for expedited utility programs. The Residential High-Efficiency Heating and Water Heating
Program will provide incentives to residential customers for the installation of high efficiency residential
gas heating and water heating equipment, and related controls. The proposed incentives are designed to
cover about 75% of the incremental cost of installing high efficiency equipment, including furnaces,
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boilers, indirect water heaters, tankless on-demand water heaters, ENERGY STAR® thermostats, and
boiler reset controls.?

Other programs offered by National Grid for gas customers include:?

. Residential Weatherization program — that provides a rebate of 20% of the cost of installing
weatherization measures in a residential heating customer’s home built prior to the inception of
the most recent building energy code, with a maximum rebate of $750. Eligible measures include
attic insulation, wall insulation, basement/crawl space insulation, rim joist insulation, duct
insulation, heating system pipe insulation, attic ventilation (only in conjunction with attic
insulation), ductwork leakage testing, ductwork leakage sealing, air infiltration testing, and air
infiltration sealing. Pre-qualified contractors install program measures.

. High Efficiency Heating program — that provides a rebate of up to $800 for residential
customers, builders, or homeowners who install high-efficiency natural gas heating equipment.

. High Efficiency Water Heating program — that provides a $300 rebate to residential customers
for installing an indirect water heater or a tankless water heater with an Energy Factor of 0.82 or
greater and an electronic ignition.

. Residential Low-Income program — that allows eligible customers to receive up to $4,500 in
qualifying measures. Eligible measures include an energy audit, attic insulation, wall insulation,
air sealing, heating system repair/replacement (on a qualifying basis), and safety inspections.

. Energy Audit/Home Performance program — that provides referrals to educational websites,
information about DSM programs, online audits, and technical assistance regarding the
installation of energy savings measures by phone. Residential customers with plans to install
energy efficiency measures may receive an on-site Home Energy Assessment (HEA) and
installation of high-quality, low-cost energy efficiency Instant Savings Measures (ISMs) that have
an average total value of $20 to $30.

. Rebates for ENERGY STAR® products — such as programmable thermostats, boiler reset
controls, and replacement windows.

. ENERGY STAR® Homes Program — that offers incentives to homebuyers and homebuilders to
promote the construction of homes that meet national ENERGY STAR® Home’s energy
efficiency standards.

. Building Practices and Demonstration program — for residential markets that explores and
demonstrates new and/or underutilized energy-efficient procedures and equipment, including
renewable energy system processes. Homeowners, landlords, and homebuilders may participate,
allowing monitoring of the installation and/or results, and providing tours of the installation by
potential users or other interested stakeholders; publication of the results is done in a case study
format.

. Commercial Energy Efficiency program — provides support services and financial incentives to
commercial and industrial customers to install energy-efficient related natural gas equipment.
Virtually any energy-efficient technology or system design that exceeds the minimum

21 National Grid, Proposed Expedited Gas Energy Efficiency Program to Be Implemented by The Brooklyn Union
Gas Company d/b/a National Grid NY and KeySpan Gas East Corporation d/b/a National Grid, filed pursuant to the
New York Public Service Commission’s June 23rd Order in Case 07-M-0548, August 22, 2008.

22 program descriptions from Case 07-M-0548 — Energy Efficiency Portfolio Standard: Energy Efficiency Program
Inventory Compiled by Working Group 2, New York Public Service Commission, December 5, 2007. See
http://www.dps.state.ny.us/07M0548_programs_inventory.htm, accessed September 9, 2008.
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requirements of the local energy code and which is not covered by another program may be
eligible for a rebate of up to 50% of the installation costs, up to $100,000 per project. This
program also provides no-cost energy audits and engineering grant assistance.

. Commercial High-Efficiency Heating program — offers rebates to commercial, industrial,
governmental, institutional, nonprofit, and multifamily facilities to reduce the incremental cost
between standard and high-efficiency equipment for those that install high-efficiency heating.
Eligible products include furnaces, boilers, infrared heaters, and water heaters. Rebate amounts
range from $150 to $6,000.

. Multifamily Housing Program — offers energy audits and incentives for energy-saving measures
to multifamily facilities on a qualifying commercial rate. Projects may include redesign of space
heating or water heating systems, steam system upgrades, building insulation, premium efficiency
windows and doors, programmable thermostats, heat-recovery ventilation systems, digital energy
management systems, or sophisticated burners and/or controls for boilers. Rebates cover up to
50% of the installation costs, up to $100,000.

. Energy Analyses or Internal Audits — through a company website teach commercial and
industrial customers about energy savings as it relates to both their facility and their industry.
These offer the flexibility of addressing energy concerns at their leisure, including information on
paybacks and available rebates, and the ability to return to the site and review the
recommendations.

. Economic Redevelopment program — targets commercial properties located in designated
economic development areas for funding of qualifying energy-saving measures, up to 50% of the
installation cost, up to a maximum of $100,000.

. Building Practices and Technology Demonstration program — is designed for commercial
markets, and showcases a new or underutilized technology available to the marketplace, or a
customer’s new and innovative building energy operating methodology. Projects become case
study examples for incorporating new technologies or improving practices in the energy
efficiency program portfolio, and may receive up to 50% of project costs up to $100,000.
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SECTION 3:

NYSERDA PROGRAM DRIVERS AND BENEFITS

This section presents the drivers and motivations of New York City/Westchester area customers for
participating in NYSERDA programs, as well as the advantages and benefits offered to market actors and
trade allies. The financial benefits, particularly NYSERDA incentives, were most frequently cited as the
primary motivator for program participation by New York City/Westchester area customers. While
incentives likely serve as a primary motivator statewide, the focus on the financial benefit is accentuated
by the high cost of energy in the New York City/Westchester area and the resulting customer interest in
energy efficiency. However, the contacts also mentioned other non-financial and non-energy customer
motivations, such as being green, demonstrating organizational stewardship, promoting the health and
comfort of building occupants, and improving facilities.

Often paralleling the customer motivations, the market actor and trade ally advantages cited by the
contacts included tangible business benefits, as well as other, less tangible advantages. Tangible business
benefits cited included NYSERDA incentives and helping to generate business. Less tangible benefits
included the assistance of NYSERDA staff, enhancing their capabilities and services, enhancing their
reputations for being green, and ensuring client satisfaction.

3.1 NEW YORK CITY/WESTCHESTER CUSTOMER MOTIVATIONS

Many contacts mentioned a number of customer motivations for participating in NYSERDA programs in
New York City/Westchester, including:

. NYSERDA incentives in response to the higher costs of doing business in the region —
particularly the higher incentives that some programs offer to customers in New York City/
Westchester compared to the rest of the state

. Economic and financial benefits, such as shorter payback periods, higher returns on investment,
increasing market values and marketability of their buildings — such benefits become even more
compelling in a depressed economy

. Higher costs of energy in New York City/Westchester — particularly because there has been a
doubling and tripling of energy costs over the past couple of years, and these costs are expected to
continue increasing for the next few years

. Increased interest in sustainability and the desire to be green

. Importance given to non-energy environmental considerations through such efforts as LEED —
this is also important to large companies because of interest in corporate stewardship and
corporate branding

. Comfort and Health concerns — such as the comfort of tenants, particularly in older buildings, and
high rates of asthma in Brooklyn and the Bronx, as reported by some contacts

Note also that a few contacts that did not see any benefit to their companies from working with the
program

Customer motivations are discussed in more detail in the remainder of this subsection.
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3.1.1 NYSERDA Incentives

The NYSERDA incentives are a widely cited New York City/Westchester customer motivation for
participation, mentioned by contacts working with all of the programs. Of course, incentives are an
important motivator for participation statewide, but their importance in New York City/Westchester is
enhanced because of the higher incentives that some programs offer to customers in New York
City/Westchester in response to the higher costs of doing business in the region.

Some contacts, however, reveal some nuances to this customer motivation. A C&I program contact
mentioned that incentives increase in importance when customers have higher energy efficiency goals,
although they are also important to those with more modest goals, such as not-for-profit and low-income
buildings. Along the same lines, a multifamily program (MPP) contact noted that the NYSERDA
incentives provide a particularly strong customer motivation for affordable housing because they are
much higher than for most other customer groups. Another MPP contact observed that incentives are the
only motivation and that a customer seeking non-energy benefits, such as being seen as green, may go
instead for LEED certification.

3.1.2 Economics / Financial Benefit

Incentives are one aspect of a more general economic and financial benefit that contacts say is the
primary driver of most New York City/Westchester customer participation in NYSERDA programs.
Again, this motivator is not unique to New York City/Westchester, but the higher costs of living and
doing business there enhance the motivating effect. Specific non-incentive motivators include:

. Shorter payback periods
. Higher return on investment
. Increased market values and marketability of buildings

These motivators, some contacts believe, become even more compelling in a depressed economy.

A C&I program contact observed that building owners are not very concerned about anything other than
money. Another C&I program contact noted that it is easier to get people to participate if they can be
made to focus on operating costs rather than first costs. MPP and C&I program contacts said that
increased market values and marketability of their buildings also motivate building owners and managers
to participate in the program. Increased resale value was also cited by a residential program contact as an
important motivation for homeowners and homebuyers.

3.1.3 Energy Costs and Energy Efficiency

As noted previously, contacts interviewed for all of the programs cited high and increasing energy costs
in New York City/Westchester — there has been a doubling and tripling of energy costs over the past
couple of years — as a strong motivator for customers to make their buildings more energy-efficient and to
seek out energy conservation measures. According to the contacts, compared to the past, customers today
have a keener understanding of the importance of energy efficiency and saving energy. All of this
underscores the importance to customers of saving money as a result of participating in NYSERDA'’s
programs. A C&I program contact further noted that customers know they need to become more energy
efficient, but need guidance and so turn to experts, such as trade allies, who work with NYSERDA.

3.1.4 Sustainability, Green Ethos

Numerous contacts, representing nearly all NYSERDA programs under discussion, mentioned the desire
to be green as an important motivator for participating in the NYSERDA programs.

Many of the C&I program contacts noted that there is a big movement in LEED building in New York
City and LEED certification is very important to New York City building owners. One of them observed
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that there has been a surge of interest in LEED for existing buildings in 2008, which is continuing to grow
very rapidly. Another C&I program contact observed that even on the simplest building, there is a desire
to be sustainable and to try to exceed minimum building code requirements. The interest in having a
green building was also mentioned by a number of the MPP contacts and one even thought that this might
be more important than the economic benefits to tenants, given the general buzz in New York City/
Westchester about being green and reducing greenhouse gas emissions (e.g., interest in PlaNYC).

3.1.5 Organizational Stewardship

A few contacts mentioned corporate and governmental stewardship as a motivator for commercial
customers to participate in NYSERDA'’s programs. An MPP contact mentioned that building owners and
developers are looking to increase their corporate stewardship with respect to energy and the
environment, and to reap the resulting branding benefits. A C&I program contact remarked that some
clients, including very large ones, have annual energy conservation goals that drive participation in
NYSERDA programs. Another C&I program contact said that government clients also are responding to
mandates to implement energy efficiency projects. Again, while the motivator may apply elsewhere in
the state, the current interest in green and energy-related issues in New York City/Westchester increases
its importance in that area.

3.1.6 Health and Comfort

Contacts also named health and comfort among the customer motivations for participating in the
NYSERDA programs. Some of the specific New York City/Westchester health and comfort issues raised
included aging infrastructure and equipment that create unhealthy or uncomfortable spaces, especially in
single-family and multifamily residential buildings. Some contacts also reported high rates of asthma in
the region, particularly in the Bronx and Brooklyn.

A C&lI program contact mentioned that building owners have a strong interest in tenant comfort so they
are perceived as running a well-functioning building and that, in the course of making the building more
efficient, comfort is often improved as well. An MPP contact observed that tenant health and comfort
concerns may be a particularly important motivator in older buildings with aging equipment. A
residential program contact also noted that customers are motivated by getting a healthier, cleaner home.

3.1.7 NYSERDA Program Features

A few contacts also cited some features of the NYSERDA programs as a customer motivator to
participate. A couple of MPP and residential program contacts said that customers are motivated to
participate in the NYSERDA programs because the programs provide access to the Energy $mart Loan
Fund. A C&I program contact noted that customers find value in the technical assistance and energy
modeling that the program provides. Another C&I program contact remarked that NYSERDA'’s
validation of their energy reduction proposal provides further reassurance to customers. As with other
motivators, these are not necessarily New York City/Westchester-specific, but they play out in an
environment of higher costs and great concern with being energy-efficient and green.

3.2 NEW YORK CITY/WESTCHESTER TRADE ALLY ADVANTAGES AND BENEFITS

Contacts mentioned a number of opportunities in the New York City/Westchester area that led to work
with NYSERDA. Likewise, they discussed some of the advantages of working on NYSERDA programs
in New York City/Westchester. The opportunities and advantages include the following:

. Ability to help customers address the high cost of energy in New York City/Westchester
. Ability to assist customers to deal with the shortage of energy in New York City/Westchester
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. Availability of numerous energy-saving opportunities in New York City/Westchester buildings

. Importance of sustainability and the green ethos to New York City/Westchester customers

. Qui_cker decision-making by businesses in the fast-paced New York City/Westchester
environment

. Higher density and concentrations of customers in New York City/Westchester

. Convenience of having an office located in New York City/Westchester

. Ability to leverage a few relationships and contacts or access a close-knit network to garner a

large number of projects due to the high concentration of customers in the New York City/
Westchester area

. Little or no need for handholding and educating customers about energy efficiency, as a result of
working with highly qualified and knowledgeable professionals in New York City/Westchester

These motivations are discussed in more detail in the remainder of this subsection.

3.2.1 NYSERDA Incentives

A majority of the contacts in all of the programs mention incentives, both as a reason for partnering with
NYSERDA and as an advantage to them of doing so. Although incentives likely serve as an advantage
throughout the state, the high costs of living and doing business in New York City/Westchester increase
their importance as an advantage to the contacts we interviewed. The benefits of incentives to contacts
include:

. Improving competitiveness

. Generating and increasing business and improving profitability

. Allowing contacts to engage customers in a productive discussion about first costs

. Gaining building owners’ interest in major high-efficiency capital improvements

. Improving project economics and paybacks

. Reducing the burden of fees so that customers are concerned more about efficiency

. Providing validation to the client that the contact is looking out for their best interests

. Enhancing customer satisfaction because the contact is facilitating access to New York State

grant money and the customer is, in essence, getting some of their SBC payments back

A C&I program contact said that the NYSERDA incentives are the key to their business model. Other
C&I program contacts said that the incentives make the payback very compelling and that they are
particularly attractive for companies that are operating during peak demand hours. An MPP contact
praised the program incentives for being market-oriented and transparent.

3.2.2 NYSERDA Staff Help and Program Features

A number of the contacts also cited the assistance of NYSERDA staff and consultants as a reason for
partnering with NYSERDA, and as an advantage to them of doing so. Contacts from the C&I, MPP, and
residential programs said that NYSERDA staff, consultants, and implementation contractors have been
helpful and responsive by providing technical information and doing some of the routine tasks involved in
participation. Most reported that staff or implementation contractors get back to them quickly and are
helpful, although not all contacts voiced this opinion.
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One C&I program contact felt there was value in getting input and feedback on their projects from
NYSERDA. A couple of other C&I program contacts remarked that NYSERDA staff have been very
willing to come with them to meet any clients.

Contacts mentioned specific program features as advantageous to their participating in the program.
While their responses were usually very program-specific, a few advantages were common to many
programs. These included:

. Promotion of energy efficiency education and awareness
. Program transparency, good documentation of standards, analyses, and reports, etc.
. Credibility of independent advice from the NYSERDA program

MPP contacts also remarked that the program is easier to promote because it is truly performance-based,
transparent, and has good documentation and simplified methods of analysis. From an administrative
perspective, an association representative remarked that larger companies have an advantage in working
with NYSERDA programs because they can afford staff to handle the paperwork.

3.2.3 Sustainability, Green Ethos

A number of the C&I, MPP, and residential program contacts remarked that the programs helped them to
satisfy the demand for energy efficiency services and also to enhance their own reputations or their
clients’ reputations for being green, particularly in a New York City/Westchester market environment
increasingly focused on sustainability and energy efficiency.

Some C&I program and MPP contacts reported that the programs give them the advantage of being able
to satisfy customer and market demand for saving energy and focusing on green technologies.

3.2.4 Non-Energy Benefits

A number of the C&I and residential program contacts commented that the program gives them the
advantage of being able to sell their services based on health, comfort, and enhanced productivity.

A number of the C&I program contacts also said that the program allows them to promote improved
aesthetics and design, which in turn can help customers increase productivity and sales. Residential
program contacts also remarked that it is easier for them to sell the program on the basis of non-energy
benefits, such as health, safety, comfort, and environmental friendliness.

Some of the C&I program and MPP contacts also mentioned client satisfaction as a benefit of working
with the NYSERDA program. For example, one C&I program contact noted that customers are pleased
to find out such programs exist, which translates into satisfaction with the contact for making the
customer aware of the opportunity.

3.25 No Advantage or Benefit

There also were a few C&I, MPP, and residential program contacts that did not see any benefit to their
companies from working with the program. Perhaps, not surprisingly, some of these contacts reported
limited experience with the program.

3.3 DRIVERS AND BENEFITS BY CATEGORY

Table 3-1 and Table 3-2 group these customer and trade ally drivers and benefits into the following
categories: Market Structure/Characteristics, Business/Financial, Technical, or Process. In some cases,
individual elements of the same benefit may fall into different categories.
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Table 3-1.

NYSERDA Programs in New York City/Westchester

Customer Drivers and Benefits

Market Structure / Characteristics

Business / Financial

Technical

Increased interest in sustainability and
the desire to be green

NYSERDA incentives, particularly the
higher incentives that some programs
offer in New York City/Westchester

Technical assistance and energy
modeling provided by the NYSERDA
program

Importance given to non-energy
environmental considerations through
such efforts as LEED —important to
large companies because of interest in
corporate stewardship and branding

Shorter payback periods

NYSERDA validation of contractor’s
energy reduction proposal provides
further reassurance to customers about
the accuracy and credibility of the
contractor’s analysis

Comfort and health concerns —i.e.,
comfort of tenants (particularly in
older buildings) and high rates of
asthma in Brooklyn and the Bronx
reported by some contacts

Higher returns on investment

Increasing market values and
marketability of buildings

Higher costs of energy in New York
City/Westchester

Table 3-2.  Trade Ally Drivers and Benefits
Market Structure /
Characteristics Business / Financial Technical Process
Ability to assist customers NYSERDA incentives: NYSERDA staff and NYSERDA staff and

in dealing with the shortage
of energy in New York

= |Improve competitiveness
= Generate and increase

contractor assistance with
technical information

contractor assistance doing
some of the routine tasks

City/ Westchester involved in participation

business and improve
profitability

= Allow trade allies to
engage customers in a
productive discussion
about first costs

Help gain building
owners’ interest in major
high-efficiency capital
improvements

Improve project
economics/paybacks

Reduce the burden of
trade allies’ fees to focus
customers on efficiency

Enhance customer
satisfaction because
contact is facilitating
access to New York State
grant money and they are
getting some of their SBC
payments back

Continued
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NYSERDA Program Drivers and Benefits

Market Structure /
Characteristics

Business / Financial

Technical

Process

Availability of numerous
energy savings
opportunities in New York
City/Westchester buildings

Ability to help customers
address the high cost of
energy in New York City/
Westchester

Program features:

= Promotes energy
efficiency education and
awareness

= Transparency — good
documentation of
standards, analyses, and
reports, etc.

= Credibility from
NYSERDA program’s
independent advice

Importance of sustainability
and the green ethos to New
York City/ Westchester
customers

Quicker decision-making
by businesses in the fast-
paced New York
City/Westchester
environment

Higher density and
concentrations of customers
in New York City/
Westchester

Convenience of having an
office located in New York
City/ Westchester

Ability to leverage a few
relationships and contacts
or access a close-knit
network to garner a larger
number of projects due to
the high concentration of
customers in the New York
City/ Westchester area

Little or no need for
handholding and educating
customers about energy
efficiency, as a result of
working with highly
qualified and
knowledgeable
professionals in New York
City/Westchester




NYSERDA Program Drivers and Benefits NYSERDA Programs in New York City/Westchester
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SECTION 4:

NYSERDA PROGRAM CHALLENGES AND BARRIERS

This section presents contacts’ perceptions of the barriers and challenges to program participation by New
York City/Westchester area customers. The most frequently mentioned barrier was the complicated
NYSERDA program processes that add time to customers’ projects. Other customer barriers cited by
contacts included inadequate incentives, tight budgets, and a lack of awareness of or knowledge about
energy efficiency and NYSERDA programs.

Challenges for trade allies and market actors partnering with NYSERDA and implementing NYSERDA'’s
programs in the New York City/Westchester area include specific issues related to characteristics of the
New York City/Westchester market, concerns voiced about NYSERDA programs overall, economic and
financial difficulties, customer awareness and marketing and project management.

41 NEW YORK CITY/WESTCHESTER CUSTOMER BARRIERS AND CHALLENGES

The contacts mentioned customer barriers and challenges that are specific to, or at least exacerbated in,
the New York City/Westchester market. These include the problem of split incentives, high costs of
doing business, and language barriers among small commercial customers who are often first-generation
immigrants. Low incentives, long paybacks, and budget constraints also pose a barrier to customer
participation in the programs, especially in light of the higher costs of living and doing business in New
York City/Westchester. Contacts also reported a lack of understanding of energy efficiency, low levels of
awareness, and confusion about NYSERDA programs as barriers to customer participation. Finally,
contacts frequently mentioned what they characterized as NYSERDA’s complicated and drawn-out
program process as a barrier to customer participation in the programs.

These barriers and challenges are discussed in more detail in the remainder of this subsection.

4.1.1 Split Incentives

Association representatives and C&I program contacts named split incentives as a barrier to participation
in NYSERDA programs. While this problem exists throughout the state, the concentration of leased
spaces in New York City/Westchester exacerbates the issue. Respondents cited two variations in the split
incentive barrier in the area. In the first, tenants pay their utility bills directly; in these situations, the
owners have little incentive to invest in energy efficiency because they will not gain anything from doing
so. In the second, the owner receives the utility bills, but passes the costs on to the tenants, usually with a
surcharge added on top of the bill. In these situations, the owners will lose money by investing in energy
efficiency, because the energy surcharge will decrease. An association representative specifically
pinpointed large commercial office buildings and market-rate multifamily housing as customer classes
with this problem.

4.1.2 New York City/Westchester Costs

The costs of energy and doing business in general in New York City/Westchester are significant barriers
for customer participation in the NYSERDA programs. Everyone from single-family homeowners to
executives of multinational firms must decide how they are going to spend limited resources in the
expensive New York City environment. As observed in the previous section, although high energy costs
have been a motivator for customer participation, with budgets already stretched, customers will often not
take part if they perceive that the incentives, return on investment, or payback periods are not adequate.
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A C&I program contact noted that the higher costs of construction make it a struggle for owners to get
buildings on budget, constraining their ability to surpass code. Another C&I program contact further
remarked that the price of raw materials is going up at an extremely rapid rate and, as a result, some
developers in New York City are buying their concrete and steel even before their designs are approved
by the city.

4.1.3 Language Barrier

A lot of small commercial customers in New York City are first-generation immigrants with limited
English language skills. Some contacts cited this as a barrier unless the programs were successful at
marketing to specific language groups and overcoming the distrust some of them harbor toward
government programs. A C&I program contact thus suggested that NYSERDA should promote the
programs to these groups in their native languages. Another C&I program contact, however, added that
the NYSERDA program literature and paperwork includes terms that don’t translate well and that can be
a barrier for those with limited English skills.

4.1.4 Inadequate Incentives and Long Paybacks

A number of the C&I, MPP, and residential program contacts said that NYSERDA incentives — even for
programs that have already instituted higher incentives for New York City/Westchester — are inadequate
to induce their clients to move forward with participation in the program, especially in light of lower
savings-to-investment ratios in the area due to higher labor and materials costs.

A MPP contact observed that for two-thirds of their MPP projects, the NYSERDA program incentives
have been insufficient and they have needed additional funding from other non-NYSERDA energy
efficiency programs. A couple of residential program and MPP contacts remarked that the program
incentive for property analysis is too meager. Another residential program contact said that customers
become disillusioned when they realize that the cost of the job is more than if done by a handyman.

Related to the low or insufficient incentives, C&I, MPP, and residential program contacts also said that
long paybacks are a barrier to customer participation in the NYSERDA programs.

4.1.5 Customer Budgets

Contacts also remarked on various aspects of customers’ budgetary constraints as a barrier to their
participation in the NYSERDA programs. For example, for some customers, first costs are always a
concern, even if the program demonstrates longer-term operational savings. A number of the C&l
program and MPP contacts talked about the budgetary tradeoffs that customers have to make when
evaluating program participation; from the customer perspective, the choice may be seen as investing in
energy-efficient lighting, versus investing in the business, versus investing in something else. Similar
issues apply in both single-family and multifamily housing, where investment in energy efficiency is
weighed against often more visible and aesthetic improvements, such as granite countertops or new lobby
furniture. One of the association representatives cited a budgeting practice in universities that separates
funding for capital improvements and funding for on-going maintenance; this practice negates any
incentive to make capital investments that would pay off through reduced long-term maintenance
expenses.
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4.1.6 Complicated and Drawn Out Processes

A number of the contacts cited complicated NYSERDA program processes as a customer barrier to
participation. Besides general remarks about the process being complicated, a number of specific facets
of this barrier were also cited:

. The hassle of dealing with a state authority — C&I program contacts remarked that some
customers view any dealings with state agencies to be a headache.

. Onerous paperwork — C&I program contacts said that some customers simply do not want to
deal with the burden and complications of additional paperwork.

. Confusion about eligible measures — C&I program contacts reported that some customers are
confused about the equipment that is eligible for NYSERDA incentives and that they find it
difficult to decipher the NYSERDA program equipment lists and terminology.

. Lack of user friendliness of the program — C&I program contacts said that some customers see
the program as not being straightforward and lacking a simple and clear approval process.

. The additional layer of complications introduced by having a third party in the loop -
according to C&I program contacts, some customers perceive NYSERDA as a third party in the
project that the contractor is implementing for them and believe this introduces extra
complications and paperwork they do not want to deal with.

A consequence of the complicated process is that it adds time to projects. Thus, in the context of the
accelerated schedules and timeframes in New York City/Westchester, when NYSERDA programs are
perceived to add time to the process, this becomes a barrier to customer participation. The rapid rise in
energy costs over the past few years has customers further demanding quick fixes and being impatient
with NYSERDA schedules. Another facet to this barrier may be the perception among New York City/
Westchester market actors that there is a slower pace of doing business in NYSERDA'’s upstate offices,
so when customers evaluate their decision to participate in a NYSERDA program, they trade off the
NYSERDA incentive against the time added by the NYSERDA process and the associated return on
investment. Some contacts also remarked that customers have complained about late incentive payments.

4.1.7 Lack of Understanding of Energy Efficiency

Numerous C&I, MPP, and residential program contacts mentioned a lack of customer understanding of
energy efficiency and its benefits as a challenge that can limit participation in the programs. Some C&l
program contacts said that their customers are not knowledgeable about their equipment and do not pay
much attention to energy use. Thus, energy efficiency is not a significant priority for them. Other C&I
program contacts observed that, while some of their small commercial customers have a general
awareness of energy efficiency, they often do not know or do not understand its specific benefits. This is
a disadvantage when the customers make tradeoffs against other ways they could invest their funds,
although it also represents an opportunity to market energy efficiency and can be an advantage for the
programs if the customers look to the experts to help them institute energy efficiency improvements of
which they have little understanding.

4.1.8 Lack of Awareness or Confusion about NYSERDA Programs

A further barrier to customer participation cited by contacts is the lack of awareness or knowledge of
NYSERDA programs. Many C&I program and MPP contacts tied low levels of awareness to their
difficulties of marketing the programs in the New York City/Westchester area, as discussed later in this
report.

Even when they are aware of the program, many of the association representatives and C&I program
contacts remarked that customers are confused about program requirements and parameters, and how
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these mesh with other non-NYSERDA program conditions. A number of the C&I program contacts
commented on customer confusion about the number of Program Opportunity Notices (PONs), competing
requirements between the program parameters for participation and energy code or LEED. Some C&l
program contacts also voiced confusion about how to fill out paperwork and identify eligible measures.

4.2 NEW YORK CITY/WESTCHESTER TRADE ALLY CHALLENGES

The C&I, MPP, and residential program contacts cited numerous challenges in working with NYSERDA
programs specific to the New York City/Westchester area. These included:

. Housing stock

. Costs of living and doing business

. Business pace

. Logistical challenges

. Code requirements

. Project characteristics

. Split incentives

. Customer characteristics

. Customer budget constraints and concerns about first costs
. Customer awareness of the NYSERDA programs

Many of the C&I, MPP, and residential program contacts said they could not think of any challenges
associated with working with the NYSERDA programs. However, there were many others who cited
numerous challenges. Some of the challenges that were cited across multiple NYSERDA programs are:

. Slow NYSERDA response

. Complex program processes

. Too many PONs and too frequent issuance of them

. Burdensome paperwork

. NYSERDA oversight and review

. Problems with NYSERDA implementation contractors
. NYSERDA incentives and rates

. Alignment with client needs and schedules

. Focus on installations over operations

. Union rules and NYSERDA programs

. Project management challenges, such as client relationships and human resources

These challenges are discussed in more detail in the remainder of this subsection.

4.2.1 New York City/Westchester Housing Stock

C&l, MPP, and residential program contacts pointed to distinctive characteristics in the New York City/
Westchester housing stock that NYSERDA needs to address for effective implementation of its programs.
These include the density of housing (particularly large and small multifamily housing), the physical
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structures (e.g., flat roofs, buildings that share walls), and the age of the buildings and the technologies
used in them. These characteristics create challenges for the residential programs and MPP in terms of
the types of measures that can be installed (both for practical reasons, as well as code requirements), the
infrastructural difficulties faced in installing measures, and the costs associated with applying a whole-
house or whole-building approach when so much work may be needed. For new construction, a NCP
contact noted that the building projects are significantly larger than those upstate, which results in a
longer design and construction process, and different energy efficiency measures that make sense.

4.2.2 New York City/Westchester Costs

As also cited previously, many contacts said higher costs in New York City/Westchester are a challenge
for them in promoting and implementing the NYSERDA programs. Some C&I program contacts said
that the requirement to use union labor in New York City can double or triple the labor cost of a project
compared to the rest of the state. An association representative also noted that the higher costs in New
York City/Westchester make it cheaper and easier for ESCOs to do projects elsewhere in the state and the
country.

4.2.3 New York City Business Pace

A number of the C&I program contacts commented that the pace of business in New York City/
Westchester is much faster than elsewhere, creating a high-pressure business environment in which
individuals expect quick action and responses. Elaborating on the differences between New York City
and the rest of New York State, a C&I program contact remarked that projects “seem to move faster the
closer to mid-town Manhattan you get. In Albany it’s one thing, in Westchester it’s another, in Bronx it’s
another, and in Manhattan it’s a whole different world.” Another C&I program contact observed that
because of this, they feel more pressure in New York City to be flexible and to move quickly on such
things as drafting contracts. As noted earlier, buildings in the New York City/Westchester area also are
larger and more complex, which results in longer project timelines than is typical elsewhere in the state.
In such an environment, the time it takes customers and contacts to comply with NYSERDA’s procedures
and wait for project or measure approval is perceived to be at odds with the needs and expectations of
businesses in New York City/Westchester.

4.2.4 New York City/Westchester Logistical Challenges

New York City/Westchester also presents a variety of logistical challenges that are cited by association
representatives and some C&lI and residential program contacts. These include such things as city rules
and regulations, heavy traffic when using a van or truck, and the need for personal connections to be
trusted by customers. Contacts with experience working in other parts of the state believe that, in general,
these issues are of greater importance or severity in New York City/Westchester.

4.25 New York City/Westchester Code Requirements

In the New York City/Westchester area, government regulatory and code requirements are more
restrictive than elsewhere in the state. This has numerous ramifications for contacts, such as:

. The need to conduct broader analyses to encompass code requirements

. Limitations on the technologies and energy-efficient measures that can be installed

. More difficult permitting processes

. Historic lack of support for energy efficiency by code and building-related agencies and

departments, although the recent focus in the New York City/Westchester area on being green is
changing this tendency
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A MPP contact observed that it is easier to work in New York City than in Westchester because the
former has a consistent set of regulations citywide, whereas in Westchester each town has its own rules
and regulations. A residential program contact further noted that local building officials may not be very
knowledgeable about energy efficiency technologies, which can be a challenge.

4.2.6 Project Characteristics

The C&I program and MPP contacts noted numerous project characteristics unique to New York City/
Westchester that have an impact on implementation of energy efficiency measures. Due in part to the
greater complexity and size of many projects in the New York City/Westchester area, contacts observed
that they have to consider a wide range of factors, making for a very intricate project management matrix
comprising technical, structural, regulatory, logistical, and administrative variables — some of which may
not be addressed by the NYSERDA programs. The matrices may include the following components:

. Multiple NYSERDA programs running in parallel and associated PON requirements

. A number of different LEED programs

. Construction requirements

. Requirements to use different design, analysis, or modeling tools

. Varying codes and regulations in different jurisdictions

. Owner-tenant relationships (e.g., split-incentives, rent-controlled units)

. Variety of HVAC systems (e.g., hydronic, two-pipe steam, multiple types of chillers, district
steam, dual fuel, converting fuel types)

. Larger buildings that tend to have more complicated electrical configurations and heat imbalances
in the heating systems

. Getting access to spaces to obtain data for energy modeling

. Interacting with big firms from different disciplines — primarily engineering and architecture

4,27 Market Structure

Many association representatives, C&I contacts, and MPP contacts suggested that the market structure in
the New York City/Westchester area poses a significant barrier to increased participation in a number of
the NYSERDA C&I and residential programs for existing buildings. This, in turn, impedes the contacts’
ability to generate business.

Market actors and trade allies cannot carryout NYSERDA-funded projects with the city, county, and state
agencies that are the exclusive province of NYPA; and, in commercial buildings and market-rate
multifamily housing, the split incentive barrier limits interest in participation among building owners and
managers. Working with the numerous co-ops and condos is also a challenge, because market actors and
trade allies must spend time selling the program to the boards and then gaining access to individual units
within the co-op or condo.

4.2.8 Customer Characteristics

The wide variety of customers in New York City/Westchester poses numerous challenges for C&I, MPP,
and residential program contacts. Because many of these have been discussed previously in this report,
they are summarized here:

. A residential program contact remarked that very high-end clients can afford the energy
efficiency measures, but energy costs are not a major concern for them. In contrast, middle-class
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clients are more concerned about energy costs, but often cannot afford the extra expense of
energy efficiency measures.

. Some C&I program contacts observed that many small commercial retailers are first-generation
immigrants with a distrust of government, limited English-language skills, and shoestring
budgets.

. MPP contacts said that condo/co-op boards are educated customers who all have opinions, want

to get involved, and need to be sold on projects.

. C&lI program contacts mentioned that large companies often have sophisticated, specialized staffs
of engineers, architects, attorneys, and accountants who may be very knowledgeable about
implementing energy efficiency measures, or they may have their own procedures that do not
match up with the NYSERDA program procedures.

. C&lI program and MPP contacts remarked that potential customers can have habitual business
practices and prior relationships that keep them from taking part in NYSERDA programs or
working with NYSERDA'’s trade allies, designers, or vendors. Note this could also be an
opportunity for NYSERDA to identify and work with contractors who control these key
relationships.

4.2.9 Economic and Financial Challenges

Many C&I, MPP, and residential program contacts reported that customer budget constraints and
concerns about first costs are significant challenges for them in marketing the NYSERDA programs,
particularly in light of the higher costs of doing business and living in the New York City/Westchester
area. C&I program contacts observed that owners do not like to spend money on soft costs, such as
studies or analysis, compared to more tangible items like motors, and that it is also often difficult for
customers to secure funding for their projects, let alone the installation of energy efficiency measures.

In another vein, an MPP contact noted that rapidly changing fuel costs and utility rates create challenges
for energy modeling and analyses. Furthermore, C&I program contacts remarked that developers in New
York City/Westchester often use more sophisticated analyses of their investment alternatives when
compared to the simpler payback metric NYSERDA uses to demonstrate the value of investment in
energy efficiency, thereby making NYSERDA'’s analysis irrelevant.

4.2.10 Customer Awareness and Understanding

C&l, MPP, and residential program contacts also cited specific challenges associated with customer
awareness, outreach, and marketing. Contacts for most of the programs mentioned lack of customer
awareness or understanding of the NYSERDA programs as a challenge they face in promoting the
programs. A residential program contact remarked that there is very little advertising or understanding
among average consumers concerning the value of ENERGY STAR® homes. Contacts also cited lack of
client interest or motivation as a challenge for them in program promotion. Energy efficiency remains
low on the list of priorities of many management companies, new homebuyers, and existing homeowners,
although rising fuel costs and the increasing importance of energy efficiency and being green in New
York City/Westchester may lead to increased interest.

Small C&I and residential program contacts also believe that customers often have an insufficient
understanding of the payback and value of energy-efficient measures, making them skeptical about the
energy savings, or even that the program incentives will be paid. C&lI and residential program contacts
also mentioned difficulties generating business and getting customers to sign onto the program. In
particular, Small C&I and residential program contacts cited business development obstacles, such as
longer-than-desired payback periods, high business turnover rates, and the length of time it sometimes
takes to get approval from NYSERDA for measures.
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4.2.11 Slow NYSERDA Response

One of the most common complaints from contacts about almost all of the programs was the time that
NYSERDA adds to their projects. This included the time taken by NYSERDA for review and approval
procedures, responses to questions, and for rebate processing and payment. While the NYSERDA
timeline may be similar in other parts of the state, it is a more significant source of frustration for both the
contacts and their customers when paired with the faster-paced business environment of New York City
and the increased costs associated with project delays. As a result of this added time, some C&I program
contacts said that for projects that are on tight schedules, they may not bring in the NYSERDA program.
This also represents an opportunity for NYSERDA, to the extent that the more contacts and customers
feel they are getting the help and the responses they need when they need them, the more likely they are
to participate in a program.

Some C&I program contacts also reported that to keep their customers happy, they sometimes will begin
gathering basic information on a project while NYSERDA reviews their application — at least for clients
with whom they have prior or close-working relationships.

4.2.12 Complex Program and PON Issues

Contacts also cited NYSERDA’s complex rules and procedures as a challenging aspect of these
programs. Some, but not all, contacts said that aspects of the programs are cumbersome and difficult to
deal with. The procedures take time and effort, chewing up financial resources, which are already
strained in the New York City/Westchester business environment.

A few contacts suggested that there are too many PONs and too frequent changes to them, which makes it
very hard for them to keep up and to know what will and will not be paid for.

4.2.13 Burdensome Paperwork

Many of the contacts, for all of the programs, cited complicated and onerous paperwork as a significant
challenge of working with the NYSERDA programs. Contacts said that NYSERDA requires them to
complete a lot of paperwork and supply a lot of data, and sometimes they are not sure that it is worth the
effort. However, some contacts noted that the paperwork becomes easier after doing it the first couple of
times, while others had no concerns with paperwork issues.

Another facet of the paperwork burden of the programs is the complex technical requirements. These
include:

. Requirements regarding the format and structure of documents provided to NYSERDA
. Data requirements

. Equipment specifications

. Complicated calculations

Certainly, trade allies, vendors, designers, and others working with NYSERDA programs likely voice
similar complaints statewide. However, the more complicated nature of many projects in New York City/
Westchester leads to the perception that it is even worse for those working in that region.

An association representative mentioned that larger companies can afford to maintain staff to handle the
paperwork, which small companies cannot; as a result, the smaller companies are more likely to find the
paperwork to be a burden. This perspective is corroborated by the contacts, where those from larger
companies indicated that they were able to handle the paperwork, while those from smaller companies
indicated that the paperwork was a burdensome chore.
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4.2.14 NYSERDA Oversight and Review

Some of the C&I program contacts expressed concerns about NYSERDA'’s oversight and review role.
They did not like the idea of what they described as NYSERDA inserting itself into the middle of their
relationship with their clients, or having NYSERDA look over their shoulder. These contacts feared that
NYSERDA could potentially make them look bad to their clients in the New York City/Westchester
business environment, where relationships are very important.

4.2.15 Problems with NYSERDA Implementation Contractors

C&lI program contacts also reported problems with the quality of some of the NYSERDA implementation
contractors. They reported inconsistent contractor quality and that some do a good job, while others do
not. A specific concern expressed was that some implementation contractors are not responsive enough —
they will not return calls or provide useful answers to questions, and some take too long to review trade
ally studies which, in turn, delays project implementation.

4.2.16 Incentives and Rates for Trade Allies, Vendors, Designers, and other Contacts

A number of C&I program contacts felt that the NYSERDA incentives paid to them (not to customers)
are too low and often not commensurate with the scale or complexity of the projects in the New York
City/Westchester area. Some of these contacts said that they prefer to work with NYSERDA or apply
NYSERDA design principles on smaller projects for which the incentive is more in keeping with the
scale. Another C&I contract remarked that the NYSERDA program contract requires specified personnel
rates at the beginning of the project and for a longer-term project, lasting more than two or three years,
the cost of personnel can increase and the contractor will end up losing money.

4.2.17 Union Rules and NYSERDA Programs

A number of the C&I program contacts mentioned areas where they believed union rules and regulations
were detrimental to the effective implementation of the programs. Examples cited by contacts include the
following:

. Union contracts result in higher installation costs in New York City.

. Union labor in New York City is more expensive than non-union labor.

. The political power of unions influences code requirements that may not be conducive to energy
efficiency improvements.

. Union rules to buy measures only from union distributors or vendors can limit availability of
measures.

An association representative also remarked that union issues are quite difficult to navigate in New York
City.

4.2.18 Client Relationships

C&lI program and MPP contacts reported challenges with various aspects of client relationships, including
time spent on handholding the client, getting data for their analyses from the client staff, and reconciling
client needs and wants with NYSERDA program requirements, an issue made more challenging by the
predominant face-to-face process desired by many New York City/Westchester area clients. For
example, C&I program contacts mentioned that having to estimate costs for energy efficiency measures to
match NYSERDA'’s requirements has put them into conflict with their clients, who have their own cost
estimators with better knowledge of the costs of purchasing and installing those measures in New York
City.
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4.2.19 Human Resources

A few C&I program and MPP contacts also reported problems with finding qualified staff and
subcontractors in the New York City/Westchester area, at least at labor rates that will not throw off the
NYSERDA savings-investment ratios. This is particularly a problem in the area of energy efficiency,
where knowledgeable staff and contractors are in short supply and, when available, can be too expensive
to hire.

4.3 CHALLENGES AND BARRIERS BY CATEGORY

Table 4-1 and Table 4-2 group these customer and trade ally challenges and barriers into the following
categories: market structure / characteristics, business / financial, technical, or process. In some cases
individual elements of the same barrier may be fall into different categories.

Table 4-1. Customer Challenges and Barriers

Market Structure /
Characteristics Business / Financial Technical Process
Language barrier — many Split incentives Complicated and drawn out Complicated and drawn out
small commercial processes processes
cu.stomers_, in New quk Confusion about eligible Hassle dealing with a state
City are first-generation Measiiras authority

immigrants with limited

English language skills Difficult to decipher Onerous paperwork

program equipment lists

. Lack of user friendliness of
and terminology

programs — not
straightforward, lack simple
and clear approval process

Additional layer of
complications introduced
by having a third party in

the loop
Lack of understanding New York City/
about energy efficiency Westchester costs
Lack of awareness or Inadequate incentives and
confusion about long paybacks are
NYSERDA programs inadequate to induce

customers to move forward
with program participation

Customer budget
constraints
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Table 4-2.

Trade Ally Challenges and Barriers

NYSERDA Program Challenges and Barriers

Market Structure /
Characteristics

Business / Financial

Technical

Process

New York City/
Westchester housing stock:

= Density of housing

= Physical structures (e.g.,
flat roofs, buildings that
share walls)

= Age of the buildings
= Building technologies

New York City/
Westchester costs

Burdensome paperwork

Complex technical
requirements:

= Data requirements
= Equipment specifications
= Complicated calculations

Burdensome paperwork
(general)

New York City/
Westchester logistical
challenges:

= City rules and
regulations

= Heavy traffic when using
a van or truck

New York City business
pace

Problems with NYSERDA
implementation contractors
— inconsistent contractor
quality

Problems with NYSERDA
implementation contractors
— not responsive enough

New York City/
Westchester code
requirements

Client relationships — time
spent on handholding client

Client relationships:

= Getting data for analyses
from the client staff

= Reconciling client needs
and wants with program
requirements

Slow NYSERDA response

Union rules and
NYSERDA programs

Incentives and rates for
trade allies, vendors,
designers, and other
contacts

Complex program and PON
issues

Human resources — finding
qualified staff and

NYSERDA oversight and
review:

subcontractors * NYSERDA inserting
itself into the middle of
relationship with clients
= NYSERDA looking over
trade ally’s shoulder
Market structure — New York

opportunities for trade
allies, especially ESCOs,
are non-existent / limited in
key customer segments:

= City, county, and state
agencies are served
exclusively by NYPA

= |n commercial buildings
and market-rate
multifamily housing, the
split incentive barrier
limits interest in
participation among
building owners and
managers

City/Westchester logistical
challenges — the need for
personal connections to be
trusted by customers

Continued
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Market Structure /
Characteristics

Business / Financial

Technical

Process

Customer characteristics:

= Residential program —
high-end clients can
afford energy efficiency
measures, but energy
costs are not a concern,
whereas middle-class
clients have concerns
about energy costs, but
cannot afford energy
efficiency measures

MPP — condo/co-op
boards are educated
customers who all have
opinions, want to get
involved, and need to be
sold on projects

C&I program — large
companies often have
knowledgeable
professional staff for
whom education about
energy efficiency is
unnecessary

Project characteristics —
intricate project
management matrix
comprising technical,
structural, regulatory,
logistical, and
administrative variables

Customer awareness and
understanding:

= All programs — lack of
customer awareness or
understanding of the
NYSERDA programs

= Residential program —
lack of understanding of
the value of ENERGY
STAR® homes

= Small C&I and
residential programs —
insufficient understanding
of payback and value of
energy-efficient measures

Economic and financial
challenges:

= Customer budget
constraints

Customer concerns about
first costs

Rapidly changing fuel
costs and utility rates
create challenges for
energy modeling and
analyses

Developers in New York
City/Westchester often
use more sophisticated
analyses of their
investment alternatives
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SECTION 5:

MARKET ACTOR AND TRADE ALLY MARKETING

This section presents results of the contacts’ approaches to and experiences with marketing the
NYSERDA programs in the New York City/Westchester area. Topics addressed include the contacts’
overall approach to marketing planning, customer targeting, the marketing value and benefit of the
NYSERDA relationship, and the impact of any increased program funding or changes. It is important to
note that there is a heavy reliance on networking as a marketing and outreach tool in the New York City/
Westchester area and this situation sometimes means that contacts have few opinions on more formal
marketing approaches. Furthermore, many of the findings regarding marketing and outreach presented in
this section may apply elsewhere in the state. However, the results reflect the experiences of the contacts
we interviewed for this study; most of them are located in New York City/Westchester and are not in a
position to compare their experiences with marketing and outreach to what happens elsewhere in the state.

5.1 MARKETING PLAN AND APPROACH

The contacts were asked if they had a formal marketing plan. We also inquired about their approach to
marketing, including outreach methods and marketing messages used.

5.1.1 Marketing and Outreach Plan

The large majority of C&I and MPP contacts reported that they do not have a formal marketing plan to
promote the programs. Many of the contacts do not perceive a lack of demand or a need for developing
new sources of business. These contacts cited a variety of reasons for not having a formal marketing
plan:

. They are very busy and have no need to do any marketing.

. They are too small to have a marketing plan or do not have the staff.

. They rely on repeat business, networking, referrals, and word-of-mouth for new business.

. They rely on NYSERDA to provide them with customers or assign them a client.

. They rely on an outside consultant to identify potential business opportunities.

. They have no motivation to market the programs because it is not a priority for them.

. They do not think it provides a basis for competitive differentiation.

. They do not have expectations of much work through the program and, therefore, do not want to

spend money on marketing it.

5.1.2 Value of Having a Marketing Plan

A few C&I and MPP contacts reported having marketing plans for NYSERDA programs and others said
that having marketing plans would be helpful, but many of them said that they currently had enough
business or that NYSERDA'’s marketing was sufficient for them. A couple of C&I and MPP contacts
noted they have targeted specific customer groups for program marketing. C&I contacts have targeted
top-ten architectural, engineering, and construction firms, and MPP contacts have targeted members of
the New York chapters of the U.S. Green Building Council and the American Institute of Architects.
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5.1.3 Marketing Approach

Numerous C&I and MPP contacts, especially for the large commercial and industrial programs, market
their services through relationships, referrals, networking, and targeting specific customer groups, such as
professional associations. A couple of these contacts noted they have targeted certain customer groups
for marketing the specific NYSERDA programs with which they work. While some of the C&I and
residential program contacts working with the small commercial and residential programs also reported
relying on referrals and relationships, contacts for such programs also market their services through print
advertising (typically community, neighborhood, or non-English newspapers), brochures, and pamphlets.

Contacts used broadcast and billboard/mass transit advertising less frequently. C&I and residential
program contacts noted that broadcast advertising tends to be very expensive in the New York City/
Westchester media market and that the messages often get lost with all the others being thrown at
consumers daily. For example, a couple of the contacts have tried more mass marketing, such as radio
advertisements and even advertising on buses and billboards during the busy Thanksgiving and Christmas
season. Neither contact using these mass marketing techniques felt they translated into increased work or
sales.

In discussing their marketing approaches, some of the C&I program and MPP contacts described their
sales pitches to prospective clients. These pitches include such things as the benefits of working with
their company and with the NYSERDA program specifically. Such an approach may also involve
describing the program participation process and the incentive schedule and process.

Some of the C&I and residential program contacts reported that they promote the NYSERDA programs
only to a limited extent among their customers and often do not do any promotion at all. However, a
number of the contacts interviewed for NYESH reported that they actively promote the program to their
customers.

5.1.4 Most and Less Effective Outreach

The most effective methods of outreach cited by many of the C&I, MPP, and residential program contacts
are predominantly based on some form of personal communication — prior relationships, networking,
making personal contact, word-of-mouth, and presentations. Only a few contacts mentioned mass
communication channels, such as advertising or websites, although some of them said this type of
marketing should come through NYSERDA. Other effective outreach methods mentioned include
demonstration projects, a positive company track record, and customer experience with the program.

Some C&I and residential program contacts cited broadcast advertising (i.e., television, radio) as a less
effective outreach method, mainly because they did not believe it brought in enough work to justify the
expense.

5.1.5 Marketing Messages

The few contacts who have engaged in formal marketing reported using varied marketing messages.
Some MPP contacts emphasized the available NYSERDA incentives and how they can help customers
obtain these incentives; another described their capabilities, services, and familiarity with the program;
and yet another focused on their engineering expertise, professionalism, and knowledge of the New York
City/Westchester market. A C&I contact mentioned that he emphasizes education about the range of
NYSERDA programs and how the programs will not add to the length of the project.

5.1.6 Use of NYSERDA'’s Cooperative Advertising Incentives

A few MPP contacts were aware of the cooperative advertising incentives available for some programs.
Few reported having used them, mainly because they have as much business as they need from their
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relationships. Another said that he did not get a return from it. One contact reported using the incentives
in the past, but she stopped doing so because of challenges in adhering to the reporting requirements.

5.2 MARKETING VALUE OF THE NYSERDA RELATIONSHIP

This section reports contacts’ perceptions of the value of the NYSERDA relationship in helping enhance
their credibility with customers and generating business.

5.2.1 Enhanced Credibility and Competitiveness

Many of the C&I, MPP, and residential program contacts believe that their relationship with NYSERDA
improves their credibility in terms of energy efficiency or increases their competitiveness in the tough
New York City/Westchester market. Credibility and competitiveness are enhanced by NYSERDA'’s
careful review and training of those who become trade allies, vendors, partners, and designers, among
other roles. One C&I program contact remarked that NYSERDA'’s involvement helps convince clients
that they really will get the projected energy savings.

Some C&lI and residential program contacts, however, diverged from this opinion. They said that their
own experience and expertise, and not their relationship with NYSERDA, is what gives them credibility
and makes them more competitive. Others found it difficult to answer the question because they are
involved in the types of programs in which customers call for their services, not for program participation,
and the contact suggests bringing the program into the project. They do not need to sell themselves and
therefore the relationship with NYSERDA neither helps nor hinders their perceived credibility or
competitiveness.

5.2.2 New/Additional Business

C&l, MPP, and residential program contacts were split on whether or not NYSERDA was bringing in the
amount of work they expected. Some contacts remarked that the large amount of work they were getting
through the program surprised them, while others (mostly FlexTech and MPP contacts) noted that they
had only completed a few jobs, even though they had invested time and money into becoming a
NYSERDA trade ally, partner, vendor, designer, or other role. Reasons cited for not seeing the expected
amount of work included:

. Program participation being time consuming
. Complex or onerous procedures and administrative requirements
. A whole-building focus losing some potential clients who have the money or inclination to install

only specific measures

. Increase in inquiries, but few conversions to energy studies or installed measures, due either to
the cost of the study or the cost of the measures

It is also worth noting that some contacts had difficulty answering this question because they were
involved in the types of programs in which they generated the work themselves or converted their usual
work into a NYSERDA job. This was especially true of the SCLP, for example.
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SECTION 6:

PERCEPTIONS OF NYSERDA AND OTHER ENERGY EFFICIENCY
PROGRAMS

This section presents findings on perceived customer awareness and perceptions of the NYSERDA and
non-NYSERDA programs, the greatest strengths of NYSERDA programs, the impacts of hypothetical
changes to NYSERDA programs, and suggested improvements to the NYSERDA programs. The section
concludes with a brief review of trade association perspectives on climate change and energy efficiency,
and how NYSERDA could work more closely with the associations.

6.1 ACTIVITY AND EFFECTIVENESS OF NYSERDA PROGRAMS

When asked about their perceptions of the level of activity of the various energy efficiency programs in
the New York City/Westchester area, the association representatives observed that NYSERDA’s
programs have been the most visible and active. One of them added that CECONY’s targeted DSM and
natural gas efficiency programs have also been visible, but on a smaller scale.

Most of the association representatives also reported that NYSERDA had been making presentations to
their members; only one association representative remarked that he had not seen anyone from
NYSERDA at their meetings.

When asked about their perceptions of the effectiveness of NYSERDA programs in New York City, a
number of the association representatives were in agreement that the programs have been very effective.

6.2 IMPACT OF PROGRAM CHANGES

Contacts were asked to assess the hypothetical impacts of NYSERDA increasing its funding or expanding
the NYSERDA programs, including their ability to handle the increased workload and the impact of
recently instituted changes to PLMP/ECIPP and SCLP.

6.2.1 Impact of Increased NYSERDA Funding and Expansion

Many, but not all, contacts across programs said that increased funding would lead to increased
participation and most thought they could handle the increased workload. Contacts diverged, however, in
their views of the amount by which work would increase, given an increase in funding; some said a
funding increase would have minimal impact or would increase their workload only a little, while others
estimated that there would be a doubling or tripling of projects.

Contacts of nearly all of the programs were in agreement that the greatest challenge to handling any
increased workload would be finding qualified staff. A number of the NCP contacts noted that energy
modeling requires specialized skills and training, and that it is not easy to find such people. Other notable
challenges of handling the increased workload mentioned by the contacts included paperwork, software
and technical requirements, cash flow and financing, and the extra time needed to respond to increased
demand.

6.2.2 Impact of the New Existing Facilities Program

Contacts associated with PLMP and ECIPP were asked about the likely impact of combining the two
programs into the new Existing Facilities Program. The majority of contacts working with the PLMP felt
that the new program would help increase business for them and that they would be able to handle the
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increased workload. In contrast, the contacts familiar with ECIPP were mixed in their estimation of the
impact of the new program. A couple of the ECIPP contacts observed that rebates have decreased. While
one of them said that the reduction in incentives would result in reduced business for them, another said
that, overall, the changes to the program would be better for their business. One ECIPP contact said that
higher incentives for the new program might allow them to justify some projects that they could not
justify previously.

6.2.3 Impact of SCLP Program Changes

The contacts interviewed for SCLP were asked about the impact of program changes on their business.
Regarding the removal of the 25,000 square foot limit on projects, the contacts were split: about half
thought it would increase the number of projects they do, while the other half thought it would have little
or no impact. The SCLP contacts also had mixed opinions on the impact of incentives for controls and
metal halides: about one-third thought it would be beneficial to them, about one-third thought it would
have no impact (largely because they do not use metal halides in their work), and the final one-third had
no opinion.

6.3 GREATEST NYSERDA PROGRAM STRENGTHS

Most of the association representatives were in agreement that the NYSERDA programs have been very
effective. Reasons cited for the effectiveness of the NYSERDA programs included program design,
implementation, follow-up, accelerating technology development, and getting money into the marketplace
for installation of equipment upgrades.

The contacts were asked what they thought were the greatest strengths of the NYSERDA program. Not
surprisingly, most of the contacts interviewed for every program cited the incentives. Other strengths
mentioned for most of the programs were helping save energy and the credibility of the NYSERDA
name. A few C&I program and MPP contacts also mentioned that the programs were well designed and
easy to understand, and that they had strong support from NYSERDA or its implementation contractors.
At least some C&I program contacts also appreciated the training from NYSERDA and reported that
what they had learned helped them better serve their customers.

6.4 NYSERDA PROGRAM IMPROVEMENTS

The contacts made numerous suggestions to improve the NYSERDA programs. This section highlights
those that are focused on New York City/Westchester specifically and that could be applied to multiple
programs. Although the section does not report program-specific improvements, it includes comments

about particular programs if those comments are more broadly applicable to others.

6.4.1 New York City/Westchester-Focused Improvements

Association representatives, in particular, made a number of suggestions that they believed would
improve all NYSERDA programs in New York City/Westchester.

The association representatives suggested that NYSERDA should increase local deployment of
management resources, rather than managing programs from Albany or through a contractor who is
located elsewhere. Other contacts echoed this by suggesting that NYSERDA should have more New
York City/Westchester-based staff, including some upper level managers.?® In a similar vein, a number

% These interviews were conducted before NYSERDA had appointed a Director for its New York City office.
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of contacts recommended that NYSERDA tailor program offerings to the New York City/Westchester
building stock and building processes.

The other suggestions made by association representatives referred to NYSERDA’s relationships with the
City of New York, other municipalities, the PSC, and the New York State Education Department. These
suggestions included:

. Work more closely with the City of New York and individual municipalities in Westchester
County. Work with the city and municipal governments to upgrade building code standards.
Train building departments and code officials on NYSERDA programs and new energy
efficiency technologies. Work with the city and municipal governments to create a fast track for
permit approvals for energy-efficient construction.

. Identify and document for New York City officials energy efficiency measures that are currently
not permitted by City code, but which have been used safely and effectively in other congested
cities in the United States, and even internationally.

. Work with the PSC to implement more favorable electric rates for energy-efficient buildings.

. Work with the New York State Education Department to certify providers of continuing
education or professional development credits for engineers, and to require that the credits and
education include topics on the environment and climate change.

6.4.2 Incentives and Funding

The C&I, MPP, and residential program contacts also made numerous suggestions for improving
NYSERDA program incentives. Not surprisingly, a frequent suggestion was to increase the size of the
incentives, particularly because of higher costs in the New York City/Westchester area. Note that
although some NYSERDA programs offer larger incentives for the New York City/Westchester area,
some C&I program contacts felt that the incentives could be higher still. These contacts suggested
scaling incentives to match the size and complexity of projects; they also suggested increasing incentives
for innovative approaches to energy efficiency and for more expensive or more efficient technologies.

A number of the C&I program and MPP contacts suggested that NYSERDA should have phased
incentive payments rather than a lump-sum payment at the end.

6.4.3 Streamlined and Quicker Processes

Many of the association representatives, as well as C&I, MPP, and residential program contacts, also said
that the NYSERDA programs could be improved by streamlining and simplifying their processes,
especially for approvals. Specific process improvement suggestions included:

. Make the application and enrollment process easier (association representatives).

. Reduce the time to approve task work orders and issue the notice to proceed (C&I program
contacts).

. Shorten the report review process (C&I program and MPP contacts).

. Speed up incentive payments to trade allies and customers (MPP contacts).

. Make the process less cumbersome and time consuming (C&I and residential program contacts).

. Reduce the amount of paperwork (association representatives, C&I and residential program
contacts).

. Focus more on the methodology, the algorithms, and the science, and less on the format and

communication procedures (C&I program contacts).
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. Allow electronic receipt of documents — as compared to the current requirement of hard copies
with CD (C&I program contacts).

6.4.4 Program Structure and Features

In addition to suggestions to improve incentives, contacts provided numerous suggestions to improve
other elements of program structure and features.

Clear Policies and Procedures

Some of the C&I program and MPP contacts expressed an interest in having greater clarity in program
descriptions, policies, and procedures. Specific suggestions for improvement included:

. Simple explanations of eligibility criteria and available incentives
. A policy and procedures manual with guidelines and examples

. Clarity on the purpose and procedures of PONs

. Clearer, more user-friendly materials

Website/IT

Some of the C&I, MPP, and residential program contacts provided suggestions related to the NYSERDA
website or information systems. At least some of these suggestions are already in place for individual
programs (e.g., some contractors’ names and contact information are available on the NYSERDA
website), but the contacts either were unaware of their existence or wanted the website features of one
program expanded to include other programs with which they work:

. Fund the development of a software information system for implementation contractor project
tracking and management processes.

. Expedite rollout of the portal for the trade allies, partners, and vendors for each program.

. Post Frequently Asked Questions (FAQs) on the NYSERDA website for each program.

. Put contractor names and contact information on the NYSERDA website for all programs.

Increased Qutreach and Education

Many of the C&I, MPP, and residential program contacts said there needs to be increased awareness of
the program through customer outreach and education. An association representative remarked that
NYSERDA needs to increase its focus on educating the general public, rather than just professionals who
may serve as either program participants or trade allies, because demand from the general public will be
most effective in forcing change.

Other specific program improvement suggestions about increasing awareness, outreach, and education
included:

. Have more personalized marketing of the program to particular end user groups through direct
marketing and outreach, as well as advertising in trade journals.

. Increase mass marketing to consumers for certain types of programs in which networking and
personal relationship are somewhat less important (e.g., HPWES, Energy $mart>™ Products).

. Print materials that can be given to customers and the general public explaining financial and
non-energy benefits.

. Provide information to professional associations to disseminate to members.
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. Sponsor networking events with professional associations, current and former participants,
vendors, trade allies, and NYSERDA staff members.

6.5 ENERGY EFFICIENCY PROGRAM EFFECTIVENESS

Association representatives were asked about their perceptions of the effectiveness of energy efficiency
programs in New York City. Most of them were in agreement that the NYSERDA programs have been
very effective. Reasons cited for the effectiveness of the NYSERDA programs included that the
programs are designed to be highly focused on their objectives, program implementation, follow-up,
speeding up technology development, and getting money into the marketplace for installation of
equipment upgrades.

One of the association representatives qualified his assessment of the effectiveness of all of the energy
efficiency programs by remarking that he is most confident in programs that are delivering permanent
load reductions and that he is less comfortable with programs that are relying on shifting load, scheduling,
and consumer response to deliver contracted energy savings. He added that the latter is true of some of
NYSERDA'’s programs and most of those from Consolidated Edison.

Another association representative remarked that he has worked with Consolidated Edison and NYPA
programs and both have been very effective. He also added that he thinks Consolidated Edison may have
moved to demand billing for steam and was not sure how successful that had been.

6.6 AWARENESS OF AND PARTICIPATION IN NON-NYSERDA PROGRAMS

Asked about any other non-NYSERDA energy efficiency programs in the New York City/Westchester
area that they were aware of, contacts interviewed for nearly all of the programs most frequently referred
to those run by CECONY.

Other New York City/Westchester area energy efficiency and demand response programs that were
mentioned by these contacts included those from NYPA and National Grid, the Division of Housing and
Community Renewal-Weatherization Assistance Program (DHCR-WAP), and New York City/
Westchester incentives for industrials. Note, however, that a number of the contacts involved with all of
the programs also revealed that they were not aware of any energy efficiency programs in the New York
City/Westchester area other than those from NYSERDA.

An association representative observed that NYSERDA programs have been the most visible energy
efficiency programs in New York City/Westchester; however, CECONY’s targeted DSM programs have
also been relatively visible.?

6.6.1 CECONY

Among the non-NYSERDA energy efficiency programs in the New York City/Westchester area, contacts
for nearly all of the programs have the highest awareness of CECONY’s demand response programs.
These programs were variously referred to as the CECONY demand-response program, the CECONY
peak-reduction program, and CECONY targeted zones. Some C&I, MPP, and residential program
contacts had taken part in or served as trade allies to CECONY programs.

A C&I program contact felt that the CECONY demand response programs were not attractive because
they are not available in areas with big, complex buildings and because they are “just looking at light
bulbs.” On the other hand, other C&I program contacts cited a number of reasons for preferring the

# Note that NYSERDA administers the gas efficiency program for CECONY.
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CECONY program including it is a better deal for customers, there is no cap on the amount of incentive
the owner can receive, the program pays up to 100% of project cost, and the documentation is easier.

6.6.2 NYPA

After CECONY, the contacts most frequently recalled NYPA’s energy efficiency programs. A number of
the C&I program contacts noted that NYPA’s jurisdiction over the municipal business in New York City
and Westchester limits the types and number of buildings in which they can implement the NYSERDA
programs. This opinion was echoed by an association representative, particularly in reference to ESCO
activity in New York City. He remarked that New York City is not a very attractive market for ESCOs
because the public sector is the real bread and butter of the ESCO business and that is dominated by
NYPA.

6.7 PlaNYC AND 15 BY 15

Association representatives also were asked about their perspective on PlaNYC and New York State’s 15
by 15 initiative.

A couple of the association representatives said that they did not yet have sufficient knowledge of
PlaNYC. One of them added that they would not be in favor of energy efficiency mandates, but would
rather support voluntary guidelines. Another representative thought that complying with the guidelines of
PlaNYC would be very expensive for their members.

A couple of other association representatives expressed strong support for PlaNYC and one of them
reported that their association is working with the New York City Commissioner of Buildings to help
enforce the guidelines by educating the community. Another association representative expressed both
hope and doubt that PlaN'YC or 15 by 15 would help address problems that prevent increased energy
efficiency in some customer classes in New York City, such as commercial office buildings and market-
rate multifamily housing. Discussing the impact of PlaNYC on NYSERDA'’s programs, one association
representative commented that joint planning and coordination would be critical keys to their success.

6.8 RELATIONSHIP BETWEEN NYSERDA AND OTHER PROGRAMS

This section presents findings on contacts’ perceptions of the relationship between NYSERDA programs
and non-NYSERDA programs, and how they could work together better.

6.8.1 Customer Confusion about Energy Efficiency Programs

Many of the C&I, MPP, and residential program contacts remarked on customer confusion between
NYSERDA and other energy efficiency programs, as well as between the different NYSERDA programs.
The contacts reported customer confusion about which program they should participate in and whom they
should call for information. One MPP contact confessed that he himself was confused by that. Another
MPP contact noted that there was confusion about double-dipping and commented on the inability of
NYSERDA to do a crosscheck on customer self-reports of participation in other programs. Many of the
C&lI program and MPP contacts also remarked that customer confusion is a major reason that customers
turn to providers like themselves for guidance and clarification.

6.8.2 Impact on NYSERDA of Customer Experience with Other Programs

Contacts were asked how customer experiences in other energy efficiency programs might affect their
expectations regarding NYSERDA programs. Some MPP contacts commented that prior experience from
other programs would be positive, because the customers would have had a feel for the programs in terms
of both the process and the incentives. Other C&I program contacts thought that customers would have
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more positive experiences with the NYSERDA programs because they are more structured than some
other programs.

However, a C&I program contact commented that NYSERDA is seen as a source of rebates, whereas
NYPA is seen as an implementation program that will allow them to do the audit and install the
recommended energy efficiency measures. A couple of the C&I program and MPP contacts thought there
would not be much impact, and one of them further remarked that customers do not really know the
difference between NYSERDA and CECONY.

6.8.3 Complementarity and Overlap between NYSERDA and Other Programs

Many of the C&I program and MPP contacts said that the NYSERDA and other programs complement
each other or are not in competition with each other. Some C&I program contacts, however, viewed the
NYSERDA program as being in conflict with CECONY’s demand response program. Contacts also
noted that since NYPA serves government buildings, there is no overlap with NYSERDA programs.

Complementary Programs

A number of the C&I program and MPP contacts said that the NYSERDA programs do not compete with
other non-NYSERDA energy efficiency programs. In fact, many of the C&I program and MPP contacts
said that NYSERDA'’s programs are complementary and synergistic with the other energy efficiency
programs. Some of the programs that were specifically cited as being complementary to NYSERDA’s
programs included:

. CECONY

. NYPA

. J51 tax abatement program

. Enterprise Foundation green communities

. Home Depot Foundation funding affordable projects for LEED for homes
. 2005 EPACT tax credit

. PlaNYC

Reasons for the perceived complementary aspects included:

. They have different, non-overlapping customer targets (e.g., NYPA serves only city, county, and
state governments).

. Other programs are providing prescriptive incentives for technologies that could be implemented
through some of NYSERDA’s programs.

. NYSERDA and the other programs have been aligned with each other.

A couple of the association representatives qualified their responses and said that, while the programs are
mostly complementary, there might also be some redundancy or conflict. Some contacts pointed out,
however, that while they may compete for individual customers, the programs are ultimately
complementary because they are reducing energy demand and use — the shared goal of all the programs.

Overlapping Programs

A few C&I, MPP, and residential program contacts argued that that there is competition between
NYSERDA and other energy efficiency programs because they address similar issues with similar
strategies. Some C&I program contacts remarked that they have sometimes lost work to programs that
offer free measures or focus on individual technologies instead of having the customer pay for part of the
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measure or adopt a whole-house approach. In fact, a few contacts have even suggested that their clients
choose the other programs when they felt the other program was better suited their client’s needs than
NYSERDA'’s. For example, some SCLP trade allies noted that they have had customers drop them to go
with Consolidated Edison’s program, which offers free measures.

6.8.4 Addressing Conflicts between NYSERDA and Other Programs

Suggestions for ways to make the NYSERDA programs more complementary with other energy
efficiency programs included:

. Work more closely with other programs to coordinate and communicate on program participation
by customers to prevent double-dipping.

. Work more closely with other programs on fuel conversions to incentivize high-efficiency boilers
and furnaces. This suggestion came from a residential contact who remarked that CECONY
gives a free, lower efficiency boiler to customers who convert from oil to gas.

. Establish a protocol and a process with Consolidated Edison Company of New York, Inc.
(CECONY) for fast tracking interconnections for incented energy efficiency measures requiring
those interconnections, such as combined heat and power (CHP). C&I program contacts and
association representatives specifically mentioned challenges in getting cooperation from
CECONY when working with customers on getting interconnections for distributed generation
projects such as CHP.

. Work together with other program providers to educate residential customers on energy
efficiency measures beyond those for windows. This suggestion came from a residential contact
who remarked that residential customers most often think of window replacements when
considering energy efficiency measures.

. Find ways to coordinate submission timing and funding requirements. This suggestion came
from an MPP contact who felt that NYSERDA and DHCR (New York State Division of Housing
and Community Renewal) funding requirements should be coordinated; he further observed that
the timing of DHCR funding is not aligned with that of NYSERDA, which can be hindrance to
project implementation.

. Identify potential ways to coordinate complementary incentives to provide customers with the
best package for their needs without double-dipping. The Focus programs may be attempting to
do this to some extent.

6.9 TRADE ASSOCIATIONS AND NYSERDA

The trade association representatives interviewed provided their perspectives on climate change and
energy efficiency, as well as how NYSERDA could work more closely with the associations.

6.9.1 Climate Change and Energy Efficiency

Most of the trade association representatives interviewed said that they have not established a specific
position regarding climate change, but that they encourage and promote the awareness and use of energy-
efficient practices by their membership. Among the exceptions was ASHRAE, which has an extensive
policy on climate change by sector, offering customized green guideline books that can be downloaded at
no cost. A few of the association representatives said that they have been focused on supporting PlaNYC
and New York State’s 15 by 15 initiative.
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6.9.2 Future Energy Efficiency Plans and Initiatives

The ASHRAE representative reported that there are future plans to raise their energy efficiency standards,
but they will need to be done in such a way that industry can keep up, based on an understanding of what
is achievable. The 2009 version of the guidelines will raise the bar on energy efficiency standards.

A representative of a builders association reported that the National Association of Home Builders
(NAHB) has recently developed national green building guidelines, a major component of which is
energy efficiency. The program is going to be approved by the American National Standards Institute
(ANSI), which will certify homes as meeting NAHB’s National Green Building Standards. This
certification is going to be an alternative to LEED from the U.S. Green Building Council, although it is
expected to be as stringent as LEED-H.

6.9.3 Working More Closely with Associations

C&lI program and MPP contacts were asked about ways in which NYSERDA could work more closely
with trade and professional organizations to increase participation in its programs. Suggested approaches
included the following:

. Hold seminars targeted at different types of professionals for the various programs or topics
related to the program. For example, at ASHRAE events, hold a seminar on high-performance
building for developers and design professionals, focusing on the value of the New Construction
Program and its goals.

. Increase awareness of programs, showcase model installations, and provide training at association
meetings; do targeted mailings to association members.

Note, however, that some of the MPP contacts were not in favor of NYSERDA working with trade
associations. They instead recommended that NYSERDA work with the contacts individually to promote
the programs. One of them added that working with the associations might somehow dilute NYSERDA’s
credibility as an independent, quasi-governmental body.
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SECTION 7:

CONCLUSIONS AND RECOMMENDATIONS

7.1 SUMMARY OF FINDINGS

7.1.1 New York City/Westchester Characteristics

The overall business environment in New York City/Westchester has a number of distinctive
characteristics that affect the operation of NYSERDA programs in the area. These include a very fast
pace of business and a correspondingly high expectation for responsiveness from all who conduct
business there. In addition, the cost of doing business in the New York City/Westchester area also is
considerably higher than elsewhere in the state. In particular, energy costs are high and businesses are
sensitive to this. Implementing projects in New York City/Westchester also presents logistical
challenges, including numerous and varied city and municipal code requirements, difficult permitting
processes, and the need to have personal connections in order to be accepted and trusted.

The building stock in the New York City/Westchester area has a number of notable characteristics that
differ from the remainder of the state including: bigger buildings, higher density of multifamily buildings,
fewer single-family homes and more apartments, more buildings with flat roofs, relatively more boilers
than furnaces, buildings with an aging steam infrastructure, and more buildings with shared walls. These
building characteristics affect market actors and trade allies in a number of ways including: greater
concentrations of customers, increased business opportunities, larger and more complex projects, longer
construction timelines, and increased complexity of building analyses. The building analyses are just one
component of a very complex project management matrix that market actors and trade allies have to
consider for projects in New York City/Westchester.

The market structure in New York City/Westchester places limits on the opportunities for market actors
and trade allies to generate business, particularly for NYSERDA’s commercial and industrial programs.
They cannot do business with the New York City government and state government offices in New York
City, which are served exclusively by NYPA. Therefore, they have to focus on commercial buildings and
market-rate multifamily housing, where there is limited interest in energy efficiency because these spaces
often are leased, which begets the split-incentives barrier. That said, the high density of customers in the
New York City/Westchester area also provides market actors and trade allies with numerous business
opportunities.

There is a notable divergence in commercial customer sophistication about energy efficiency in New
York City/Westchester. On one hand, small retailers often are first generation immigrants with limited
English-language skills and a distrust of government. On the other hand, large commercial customers
have teams of specialized professionals, such as attorneys, architects, engineers, and cost estimators.
These professionals have a sophisticated understanding of how to implement energy efficiency projects in
the New York City/Westchester business environment and, consistent with the scale of business there,
these large commercial customers also take very sophisticated approaches to evaluating their investment
alternatives. Furthermore, as a result of the large scale and rapid pace of business, the opportunity cost of
capital is higher, which limits the value of NYSERDA incentives when balanced against the time that
participation in a program adds to a project.

Market actors and trade allies working in New York City/Westchester enjoy marketing advantages based
on having a local market presence and knowledge. In contrast, contacts interviewed for this research also
have the perception of NYSERDA as being Albany-based and without a significant presence in New
York City/Westchester, which they think places NYSERDA at a disadvantage for the promotion and
implementation of its programs.
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7.1.2 Program Participation Motivations and Benefits

Customer motivations for participating in NYSERDA programs include the NYSERDA incentives and
the New York City/Westchester business environment. Foremost among the motivations are the
NYSERDA incentives, particularly the higher incentives that some programs offer to customers in New
York City/Westchester, as compared to the rest of the state. Customers are also motivated by a New York
City/Westchester business environment that is characterized by high energy costs and power shortages.
Other important customer motivations include heightened concern about energy, induced by PlaNYC, and
increasingly strong non-energy environmental considerations.

Paralleling customer motivations, the benefits to market actors and trade allies of working on NYSERDA
programs also include the NYSERDA incentives and the New York City/Westchester business
environment. A majority of the contacts for all the programs mentioned incentives, both as a reason for
partnering with NYSERDA and as an advantage to them of doing so. They also benefit from a high
density and concentration of customers in New York City/Westchester, which creates numerous
opportunities for energy savings. The concentration of professionals in a close-knit network facilitates
leveraging a few relationships to garner a large number of projects. The contacts also perceive an
advantage in being able to use the NYSERDA programs to address customers’ needs and concerns about
high energy costs, power shortages, and sustainability issues.

7.1.3 Program Participation Challenges and Barriers

Customer challenges and barriers to participation in NYSERDA programs in New York City/Westchester
reflect both market characteristics and NYSERDA program issues. The market structure in the New York
City/Westchester area poses a notable barrier, particularly in the ability of ESCOs to generate business for
existing buildings programs. Briefly, city, county, and state governments in New York City/Westchester
are not eligible to participate in programs because they are served exclusively by the New York Power
Authority (NYPA). This leaves commercial buildings and market-rate multifamily housing as the largest
customer groups. However, because most space in New York City commercial buildings — and much of
the multifamily residential building space — is leased by tenants, the consequent split-incentive barrier
limits interest in participation among building owners and managers. Owners, even in some co-ops and
condos, lack the motivation to participate; for institutional customers (if they are not in the public sector),
it is difficult and expensive.

In the small commercial sector, language barriers can be significant — a lot of small commercial
customers in New York City/Westchester are first-generation immigrants with limited English-language
skills. In general, contacts mentioned that they often have to contend with the challenge of dealing with
customers who do not understand energy efficiency and are not aware of the NYSERDA programs. Even
when customers are aware of the NYSERDA programs, there is considerable confusion about the
different PONs, and about the relationship between program requirements and building code
requirements. In addition, contacts mentioned customer barriers, such as complex procedures and
paperwork, which are perceived to add time to projects. Financial challenges, such as low incentives,
long paybacks, and budget constraints also were often mentioned as barriers to customer participation in
the programs.

Paralleling the customer barriers, challenges for contacts working with the NYSERDA programs include
numerous PONSs, slow NYSERDA response time, complex program procedures, and paperwork.
Financial challenges cited by contacts include low NYSERDA incentives, having to overcome customer
concerns about first costs, and providing estimates of payback and savings that pass muster with the
sophisticated expectations of some large businesses. Contacts also noted that the complicated nature of
many projects in New York City/Westchester increases the challenges they face in managing those
projects.
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7.1.4 Marketing by Contacts

The large majority of contacts reported that they do not have formal marketing plans to promote
NYSERDA'’s programs, primarily either because they do not have the resources, or because they rely on
their existing relationships and networking for business. Few contacts thought that having a marketing
plan would be helpful, many of them saying that they currently had enough business or that NYSERDA’s
marketing was sufficient for them. Not surprisingly, the most effective methods of outreach cited by
many of the contacts are predominantly based on some form of personal communication: prior
relationships, networking, personal contact, word-of-mouth, and presentations. Few contacts mentioned
mass communication channels, such as advertising or websites.

Contacts varied in their perceptions of the marketing value of the NYSERDA relationship. Most believed
that the relationship enhances their credibility or improves their competitiveness, but others argued that it
has no effect. The latter group argued that they generate their own work, that their reputation brings in
jobs, or that they bring NYSERDA programs into existing projects. Therefore, NYSERDA neither helps
nor hinders their credibility or competitiveness.

7.1.5 NYSERDA and Other Energy Efficiency Programs

Most of the contacts were in agreement that the NYSERDA programs in New York City/Westchester
have been very effective. The greatest strengths of the NYSERDA programs mentioned by the contacts
were the incentives, helping to save energy, and the credibility of the NYSERDA name.

When asked about their perceptions of the level of activity of the various energy efficiency programs in
the New York City/Westchester area, the association representatives observed that NYSERDA'’s
programs have been the most visible and active, followed by CECONY’s targeted DSM and natural gas
efficiency programs. The contacts remarked on customer confusion between NYSERDA’s and other
energy efficiency programs, as well as between the different NYSERDA programs. The contacts reported
customer confusion about which program they should participate in and whom they should call for
information.

Many of the contacts said that NYSERDA and the other programs complement each other, or are not in
competition. Some, however, held the opinion that NYSERDA programs conflict with CECONY’s
demand response programs. Suggestions for ways to make the NYSERDA programs more
complementary with other energy efficiency programs included working more closely with parties
sponsoring other programs, coordinating program submission timing and funding requirements, and
communicating program and participant information in order to avoid double-dipping.

7.2 CONCLUSIONS AND RECOMMENDATIONS

Based on the above findings and others discussed in the full body of this report, the following conclusions
and recommendations emerge. Even though NYSERDA may already be taking some of these
recommended actions, they reflect the expressed needs or perceptions of the contacts and these actions
may need to marketed or promoted more by NYSERDA. Further, a number of the following
recommendations are associated with raising general awareness of energy efficiency or enhancing
professional and institutional knowledge of energy efficiency; while such efforts are valuable and
necessary, it may not be possible to link them directly to kWh or Btu savings.

New York City/Westchester Market Structure

1. Conclusion: NYSERDA can be more closely connected to the New York City/Westchester
market. This will increase its effectiveness by allowing it to engage more intensively with other
market players, including end users, program contractors, professional associations, government,
and utilities. Such an approach is suggested in particular by feedback from Commercial and
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Industrial (C&I) program contacts, who cite factors including the fast pace of business in the New
York City/Westchester area, the associated expectation for responsiveness, and the close-knit
network of market actors and trade allies.

Recommendation A: Create New York City-based positions to demonstrate the seriousness of

NYSERDA'’s commitment to the New York City area and to coordinate and work more closely

with city and municipal governments. Note that the latter also will help NYSERDA work with

New York City on promoting PlaNYC and other state and city government energy efficiency

initiatives.

- Appoint a high-level staff person (e.g., a Director, for NYSERDA'’s New York City office).
[NYSERDA has already done this, but did so after the interviews for this evaluation were
conducted.]

- Create a new NYSERDA staff position dedicated to helping program participants deal with
city and municipal building departments on codes, regulations, permitting, etc. For example,
association representatives suggested that NYSERDA should work with the city and municipal
governments to create a fast track for permit approvals for energy-efficient construction.

Recommendation B: Establish a protocol and a process with Consolidated Edison Company of
New York, Inc. (CECONY) for fast-tracking interconnections for incented energy efficiency and
renewable energy measures requiring those interconnections, such as combined heat and power
(CHP). If appropriate, involve the local governments in the process to address code and
permitting issues. C&I program contacts and association representatives specifically mentioned
challenges in getting cooperation from CECONY when working with customers on getting
interconnections for distributed generation projects, such as CHP.

Recommendation C: On the NYSERDA website, create a user-friendly New York City-specific
roadmap by type of customer, type of trade ally, and type of project to provide guidance on the
programs, measures, and available incentives.

- Integrate similar information regarding other energy efficiency programs, such as those from
CECONY, National Grid, NYPA, etc. This could also make the NYSERDA website a
gateway to energy efficiency for all programs and customers.

Recommendation D: All of the contacts mentioned a need for increased public outreach and
education about energy efficiency and NYSERDA programs, which may be accomplished
through mechanisms such as the following:

- Establish public education kiosks in heavily traveled locations such as Grand Central Station.
- Develop a Public Energy Center in New York City.

2. Conclusion: C&I program and Multifamily Performance Program (MPP) contacts reported
problems with finding qualified staff and subcontractors in the New York City/Westchester area,
because those who are knowledgeable about energy efficiency are in short supply and, when
available, can be too expensive to hire.

Recommendation: NYSERDA initiatives for workforce development should be certain to include
this area. Such initiatives will help increase the supply of qualified personnel, which, in turn, will
help contain the costs for hiring them.

3. Conclusion: Association representatives and C&I program contacts observed that spaces in
commercial buildings and market-rate multifamily housing in New York City/Westchester are
often leased, which begets the split-incentive barrier and limits interest in NYSERDA program
participation by the building owners and managers. NYSERDA should seek to address the split
incentive barrier to program participation.
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Recommendation A: Although NYSERDA may have limited ability to influence leasing practices,
it should evaluate the potential for effective promotion of green leases (which incorporate
environmental standards for specified levels of energy efficiency, water conservation, etc.) or
triple net leases (in which the tenant pays for taxes, insurance, maintenance, electricity, and other
utilities). NYSERDA could accomplish this, for example, by publicizing the value and benefits
of green leases to building owners, building managers, and tenants.

Recommendation B: Communicate with building owners about the value and importance of
having a green building.

Recommendation C: Identify and target buildings that have primarily a single tenant or a couple
of predominant tenants who will have greater leverage with the building management.

New York City/Westchester Infrastructure and Business Environment

4.

Conclusion: C&I program and MPP contacts noted that the New York City building stock
includes large and complex buildings, resulting in correspondingly complicated new construction
projects with long timelines. NYSERDA programs should allow for the long construction
timelines needed for large buildings, and also for greater complexity of building analyses —
keeping in mind that the costs will occur early for savings that cannot be claimed for many years.

Recommendation A: For longer-term projects that span more than two or three years, consider
incorporating allowances for staff rate increases from the rates that were initially agreed upon
with participating contractors. The allowable increases could be based on a cost-of-living index
or some other accepted measure of increments in professional compensation levels.

Recommendation B: Offer higher incentives for more complex analyses and find ways to provide
engineering professionals with technical or financial assistance for doing building analyses.?

Recommendation C: Although NYSERDA may be constrained by regulatory and due diligence
requirements, to whatever extent possible, it should consider streamlining reporting requirements
to reflect the needs and characteristics of larger buildings. For example, the types of reports that
are required for smaller buildings could be different from those necessary for larger buildings in
New York City/Westchester. In the larger buildings in New York City/Westchester, contacts
often reported challenges in obtaining access to the physical facilities and energy-related data.
Moreover, even when they are able to obtain the necessary information, it may not fit neatly into
NYSERDA'’s forms that have been designed for smaller buildings.

Conclusion: C&I program and MPP contacts commented that the large scale and complexity of
the New York City/Westchester business environment compels large customers to have
professional management of their businesses, including specialized professional staff, formal
procedures, and sophisticated evaluation of their investments in energy efficiency projects.

Recommendation A: Ensure that NYSERDA'’s payback analyses for large commercial customers
align with the sophisticated approaches that these customers use when evaluating energy
efficiency investments in large and complicated construction projects. These analyses would take
into account factors such as different scenarios for increases in fuel costs, as well as comparisons
with alternative investment choices.

Recommendation B: When dealing with larger developers, allow greater flexibility in program
forms, documentation, and requirements to facilitate adaptation to the customers’ own internal
procedures.

% This recommendation is not relevant for the New Construction Program because it already provides incentives
that are commensurate with the complexity of analyses and size of projects.
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6. Conclusion: Business in New York City/Westchester is conducted at a very fast pace — which
may be required to overcome structural impediments — and there are correspondingly high
expectations for responsiveness from all who conduct business there. In such an environment, the
perceptions and actual customer experiences of slow and complex NYSERDA processes are a
significant barrier to program participation, and it is important for NYSERDA not to be seen as
yet another impediment to commerce. The upfront approval processes, in particular, were
mentioned by contacts for all of the programs as a significant source of program contractor and
customer frustration. While many programs in many areas face such issues, these issues are
particularly salient because of the fast pace of the New York City environment, coupled with the
added time pressures associated with bigger projects, longer timelines, and business barriers.
NYSERDA should look for ways to increase its program responsiveness in New York City/
Westchester.

Recommendation A: Address the fast pace of business in New York City by creating a rapid
response team or a fast-track process for customers from the area. Specific objectives of such an
initiative should include shortening the report review process and speeding up program payments.

Recommendation B: Although NYSERDA may be constrained by regulatory and due diligence
requirements, to whatever extent possible, it should make the application and enroliment process
easier and quicker, and streamline application approvals.

Recommendation C: Where appropriate, give contractors some leeway (with a cap on time and
money spent) to start gathering information needed for any analyses while staff reviews and
approves the initial application. Some C&I program contacts mentioned that they are already
doing this for clients with whom they have prior or close working relationships.

Recommendation D: Reduce or streamline the paperwork.

7. Conclusion: The recent economic environment has been marked by rapid increases in energy
costs, particularly in New York City/Westchester. This has had a ripple effect in other sectors of
the economy. For example, some C&I program and MPP contacts reported that the costs of labor
or equipment associated with energy efficiency have undergone rapid increases.

Recommendation: For PON budgets that span more than one or two years, and for large
customers accustomed to dealing with contingencies, build in a cushion to allow incentive
amounts to be adjusted within a limited band, based on the possible volatility of near- to medium-
term market conditions (e.g., rapid increase or decrease in costs of energy, labor, or materials).
This suggested approach is analogous to that used to manage exchange rates that are pegged to
another currency in the volatile foreign exchange markets.

8. Conclusion: The options available to New York City/Westchester area building-code officials
and engineers for learning about energy efficiency are limited or inadequate.

Recommendation A: Have an ongoing program to educate and train building-code and department
officials on energy efficiency technologies and the NYSERDA programs. Association
representatives and residential program contacts, in particular, noted a need for such training and
education.

Recommendation B: Work with the New York State Education Department to certify providers of
continuing education or professional development credits for engineers. An association
representative said that a New York State law requiring engineers to get professional
development hours (PDH) has created numerous questionable operations offering such credits
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and that NYSERDA should work with the New York State Education Department to end this
practice.?

% Sections 7211 and 7212 of Article 145 of the New York State Education Law and Sections 68.11 and 68.12 of the
Regulations of the Commissioner of Education.
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APPENDIX A:

DESCRIPTION OF THE SAMPLE

Nexus Market Research conducted a total of 69 interviews with trade allies, association representatives,
design and construction professionals, vendors, and other contacts (Table A-1). One of the interviewees
responded both as a trade ally and as an association representative.

Table A-1. Sample Disposition

Completed
Phase 1: Telephone Interviews Proposed Sample Interviews
Associations / organizations 11 9
FlexTech 6 6
New Construction Program (NCP) 6 7
Enhanced Commercial Industrial Performance Program (ECIPP) 4 4
Peak Load Management Program (PLMP) 4 5
Multifamily Performance Program (MPP) 10 12
Small Commercial Lighting Program (SCLP) 8 7
Energy $mart>™ Products 4 4
New York ENERGY STAR® Homes (NYESH) 8 5
Home Performance with ENERGY STAR® (HPWES) 6 5
Implementation contractors 6 6
Total 73 69

Overall, most of the contacts described themselves as either engineering firms or energy consultants, and
there also were a number ESCOs, most often in the PLRP or ECIPP. The FlexTech, NCP, and MPP
contacts were predominantly engineering firms or energy consultants. MPP contacts also included a few
real estate and property management firms, and two ESCOs. The SCLP contacts were primarily lighting
designers, distributors, or contractors, plus an architect and an energy efficiency consultant. The NYESH
contacts included two builders/contractors, a developer, and an architect.

The majority of the FlexTech, NCP, and ECIPP contacts reported working primarily with large
companies/institutions and buildings. PLMP contacts reported greater variation in the size of the
companies they work with — ranging from small “mom and pop” stores to Class A commercial office
buildings. Similarly, MPP contacts also reported substantial variations in the size of the buildings they
work with, ranging from five-unit buildings to complexes with a few thousand units.

On average, these contacts reported 2.6 office locations in New York State and 1.0 office locations in
New York City/Westchester. An ENERGY STAR® Products contact reported 50 locations in New York
State, but none in New York City/Westchester. One ECIPP contact reported 7 office locations in New
York State and 2 in New York City. Two of the MPP and PLMP contacts reported that although they do
not have any offices in New York State, they service New York State customers, including those in New
York City/Westchester, out of their offices in New Jersey. In general, HPWES, NYESH, and FlexTech
contacts were the least likely to have an office in New York City/Westchester, and ECIPP, NCP, and
MPP contacts were most likely to have a New York City/Westchester office.

A-1



Description of the Sample NYSERDA Programs in New York City/Westchester

On average, these contacts reported 39.6 employees in New York State and 28.0 employees in New York
City/Westchester. One NCP contact reported 350 New York State employees, all of them in their New
York City office. SCLP contacts were most likely to have the smallest companies, with an average of 9.7
employees in both New York State and New York City/Westchester; ECIPP contacts were the most likely
to have the largest companies, with an average of 100.5 employees in New York State and 38.0
employees in New York City/Westchester. Notably, ECIPP contacts also revealed the greatest variation
in company size — two of them reported very large companies with hundreds of employees and two others
reported a single employee.

MPP, NCP, FlexTech, SCLP, ECIPP, and PLMP contacts reported an average of 69.5 projects in New
York State in 2007. Contacts of MPP, NCP, FlexTech, and SCLP reported an average of 81.3 projects in
New York State in 2007, and an average of 29.6 projects in New York City/Westchester. NCP contacts
reported the highest average number of projects in New York State (92.2) and New York City/
Westchester (53.8). ECIPP contacts averaged the fewest number of projects in New York State (19.7)
and FlexTech contacts averaged the fewest number of projects in New York City/Westchester (6.5).

MPP, NYESH, NCP, FlexTech, ECIPP, and PLMP contacts reported an average of 55.0% of all their
projects participated in a NYSERDA energy efficiency program. PLMP (79.0%) and ECIPP (61.7%)
contacts reported the highest average percentage of NYSERDA program participation. One NYESH
contact reported only 5% of their projects participated in the NYSERDA program.

The contacts reported having been a contractor in their NYSERDA program for an average of 3.5 years.
ECIPP and HPWES contacts reported the longest tenure in their respective programs, averaging 6.5 years.
Since MPP is a relatively new program, its contacts reported the shortest tenure, at one year or less.



APPENDIX B:

INTERVIEW GUIDES

PROGRAM IMPLEMENTER INTERVIEW GUIDE - NEW YORK CITY/WESTCHESTER
SBC/SWP PROJECT - FEBRUARY TO MARCH 2008

Date:
Name:

Program(s) responsible for:

I’m a member of a process evaluation team hired by NYSERDA to understand how its programs operate
in New York City and Westchester County, and how the New York City area differs from the rest of the
state. This information will help NYSERDA to better address program needs, etc. (provide a line that
says — we’re going to use this information to design and implement better programs).

I’d like to ask you about the NYSERDA programs your company or organization is involved in
implementing, focusing on how you work with NYSERDA, end users, trade allies, government agencies,
and other organizations in the New York City area, and how you market and communicate information
about the program/s there.

Your comments are confidential. By the way, if | ask you about areas you don’t know about, please feel
free to tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, I want to verify that you implement the ENERGY STAR Products and Focus on Industrial
for NYSERDA. By implement, | mean that NYSERDA has a contract with you and hires you to
do work directly for the authority. Is that correct? Are there any other NYSERDA programs you
are involved with as a program implementer? [IF YES] Which ones?

2. Are there any NYSERDA programs for which you serve as a program partner, consultant, or
participant but not as program implementer?

3. Are there any other implementation contractors on the ENERGY STAR Products and Focus on
Industrial? Who are they?

[IF YES TO Q.#2, READ: FOR THIS FIRST SET OF QUESTIONS, I’'D LIKE YOU TALK ONLY
ABOUT THE PROGRAMS FOR WHICH YOU SERVE AS IMPLEMENTER.]

4, How long has your company served as the implementer of ENERGY STAR Products and Focus
on Industrial?
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5. What percentage of your time do you spend on ENERGY STAR Products and Focus on
Industrial? How much of that time is specifically related to the New York City area, including
Westchester, rather than the state as a whole?

Participating End Users

[FOR THIS SET OF QUESTIONS, PLEASE DRAW ON ALL YOUR EXPERIENCES WORKING
WITH NYSERDA, WHETHER AS AN IMPLEMENTER, PARTNER ETC.]

6. Avre end users generally aware of NYSERDA'’s programs? Why do you think this is?

7. Are there any challenges specific to the New York City area that limit end users’ (customers”)
participation in ENERGY STAR® Products and Focus on Industrial. What are they? How do
they differ from challenges faced by participants elsewhere in the state? [PROBE FOR
DIFFERENCES WITHIN NYC/ WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC
PROBES COULD INCLUDE]

Types of buildings they occupy

Demographics/firmographics

Cost of living/doing business

Ways of living/doing business

How they make decisions

Mixed-use buildings

Leasing agreements, other owner/tenant issues

Ways of hearing about programs

Any other important differences

—mS@hooooTw

8. Are there any motivations specific to the New York City area that encourage end users’
participation in [PROGRAMS]? What are they? How do they differ from the motivations of
participants elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]

Types of buildings they occupy

Demographics/firmographics

Cost of living/doing business

Ways of living/doing business

How they make decisions

Mixed-use buildings

Leasing agreements, other owner/tenant issues

Ways of hearing about programs

Any other important differences

—Se@ e o0 oW

9. Do you refer end users to other NYSERDA programs? How do you handle such referrals?
[PROBES: suggest end user contact the NYSERDA program, pass the end user’s name onto the
NYSERDA program manager or implementation contractor, other?]
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Trade Allies/ESCOs, Unions, and Professional Organizations
[NOTE: as names of organizations come up, ask for contact information]

10. As part of your work for NYSERDA as the implementer of ENERGY STAR Products and Focus
on Industrial, do you deal specifically with trade allies [Probe: contractors who install energy
efficiency work; partners who perform energy studies, etc.]? Energy Service Companies [i.e.,
people who install energy efficient or demand response measures]? Unions, trade associations, or
professional organizations? [If yes to any] Please describe what this relationship entails.

[IF NO TO ALL #10, GO TO NEXT SECTION]

11. [For each that implementer works with ask] Are [insert group] generally aware of NYSERDA
programs? Why do you think this is?

[IF YES TO TRADE ALLIES AND/OR ESCOS GO TO #12]

[IF YES ONLY TO UNIONS, TRADE ASSOCIATIONS, PROFESSIONAL ORGANIZATIONS, GO
TO #15]

[FOR THE REST OF THE QUESTIONS IN THIS SECTION, PLEASE DRAW ON ALL YOUR
EXPERIENCES WITH NYSERDA, NOT JUST THOSE AS PROGRAM IMPLEMENTER]

12. What type of trade allies and/or ESCOs do you work with?

13. Are there any challenges specific to the New York City area that limit trade allies’/ESCOs’
participation in [PROGRAMS]? What are they? How do they differ from challenges faced by
trade allies/ESCOs elsewnhere in the state? [SPECIFIC PROBES COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Interest in participation
Success in delivering the program/s
f.  Any other important differences

®
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14.

15.

16.

17.

Are there any opportunities specific to the New York City area that encourage trade
allies’/ESCOs’ participation in [PROGRAMS]? What are they? How do they differ from the
motivations of trade allies/ESCOs elsewhere in the state? If so, how? [SPECIFIC PROBES
COULD INCLUDE]
a. Types of businesses working in the program/s
b. Cost of doing business
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Interest in participation
Success in delivering the program/s
f.  Any other important differences

®

Do you find it easy or difficult to get unions, trade associations, and/or professional organizations
to buy into or support NYSERDA’s programs? Why do you think this is?

How do trade allies in the New York City area work with unions and professional organizations?
[PROBE FOR SPECIFIC ORGANIZATIONS AND HOW TRADE ALLIES WORK WITH
THEM.] Does this differ from the way trade allies in other parts of the state work with unions and
professional organizations? If so, how?

Are there ways in which NYSERDA could work more closely with unions, trade associations,
and professional organizations to increase participation in its programs? What are they?

Government Agencies

[HERE, PLEASE ANSWER FROM YOUR PERSPECTIVE AS THE IMPLEMENTER OF ENERGY
STAR Products and Focus on Industrial

18.

19.

What government agencies do you work with in the New York City area in your role as
implementer for the ENERGY STAR Products and Focus on Industrial? [FOR EACH ONE
MENTIONED]
a. How do you work with them?
b. Have there been any changes in how you work with them in the past couple of years?
Why?
c. Would any other changes in the way you work with them be helpful?

Avre there any agencies you don’t work with that it would be beneficial to work with? In what
ways? [PROBE: LICENSING, PERMITS]
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Utilities
[STILL SPEAKING FROM YOUR PERSPECTIVE AS A PROGRAM IMPLEMENTER]

20.

21.

Do you work with Con Edison and KeySpan/National Grid in New York City/ Westchester in
your role as implementer for the ENERGY STAR Products and Focus on Industrial? [FOR
EACH ONE MENTIONED]

a. If not, why not?

b. If so, in what ways?

c.  What have been your experiences to date?

d. Have there been any changes in how you work with them in the past couple of years?

Why?

e. Do you work with them any differently than you work with utilities elsewhere in the
state?

f.  Are there ways in which NYSERDA'’s relationships with the utilities could be improved?
What are they?

What changes, if any, would be helpful in the way you work with Con Edison and
KeySpan/National Grid? [IF THEY MENTION COORDINATION WITH THEIR ENERGY

EFFICIENCY PROGRAMS, SAY WE’LL DISCUSS LATER]

Other Organizations
[AND AGAIN, IN YOUR ROLE AS PROGRAM IMPLEMENTER]

22.

23.

Other than the ones we’ve already discussed, do you work with any other organizations in the
New York City area in your role as implementer for the ENERGY STAR Products and Focus on
Industrial? [FOR EACH ONE MENTIONED]

a. How do you work with them?

b. What have been your experiences to date?

c. Have there been any changes in how you work with them in the past couple of years?

Why?
d. Would any changes in the way you work with them be helpful?

Are there any other organizations you don’t work with that it would be beneficial to work with?
In what ways?

Marketing and Outreach

24.

In your role as the ENERGY STAR Products and Focus on Industrial implementer, do you do
any marketing or outreach for NYSERDA? [WE WILL HAVE A LIST OF PROMPTS HANDY
TO GIVE EXAMPLES OF WHAT MIGHT BE CONSIDERED MARKETING AND

OUTREACH]
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PLEASE FOCUS ONLY ON YOUR M&O IN THE NYC AREA. PLEASE BE AWARE THAT
LINDA DETHMANN MAY BE CONTACTING YOU TO TALK ABOUT M&O MORE BROADLY
FOR NYSERDA. WE ARE WORKING TOGETHER TO TRY TO LIMIT THE NUMBER OF
INTERVIEWS YOU HAVE TO GIVE.

25. Do you have a marketing and outreach plan for the ENERGY STAR Products and Focus on
Industrial in the NYC/Westchester area? If so:

Did you coordinate the development of this plan with NYSERDA?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach

upstate? If so, how?

hD OO o

26. [FOR THOSE WITHOUT A MARKETING PLAN] Why do you not have a marketing plan?
[PROBES: lack of money, time, direction?] Do you believe a marketing plan would be helpful?

27. In your experience, what media work best in the New York City area for ENERGY STAR
Products and Focus on Industrial, and why?
a.  What messages work best, and why?
b. What has not worked so well, and why?
c. Are there any media or messages you would like to try that you have not yet tried—if so,
which ones, and why?
d. Are any specific types of customers more receptive than others? Which?

28. What types of outreach work best the New York City area for ENERGY STAR Products and
Focus on Industrial, and why? [BE PREPARED WITH A LIST OF TYPES OF OUTREACH
SINCE THEY MAY NOT BE FAMILIAR WITH THE TERM.]
a. What types of outreach have not worked so well, and why?
b. Are there any types of outreach you would like to try that you have not yet tried—if so,
which ones, and why? Why haven’t you already tried them?

29. Does the marketing and outreach for ENERGY STAR Products and Focus on Industrial, in the
New York City area target any specific end user groups or trade allies? In what way? Do you
shy away from certain user groups or trade allies? Which ones? Why?

30. What changes have been made to program marketing and outreach in the New York City area in
the past couple of years? Who initiated these changes? [Probe: You, NYSERDA, a program
implementer, someone else?] Why? How well have they worked?
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Program Changes

31. Other than what we have already talked about, have there been any changes in program design or
implementation of ENERGY STAR Products and Focus on Industrial specific to the New York
City area since you became the program implementer? Who suggested these changes? Why
were they made? Have they been successful?

32. What strategic changes would you like to make to the program/s in the New York City area
assuming you had the same resources? More resources?

33. Is your company’s infrastructure [STAFF, CERTIFIED INSTALLERS, ETC.] capable of
handling an increase in activity in the ENERGY STAR Products and Focus on Industrial?
a. Ifso, how much?
b. If not, what changes would need to occur in NYSERDA'’s infrastructure to accommodate
such an increase?
c. If not, what changes would you need to make to your own infrastructure of accommodate
such an increase?

Other Programs

[FOR THIS GROUP OF QUESTIONS, PLEASE DRAW ON ALL YOUR KNOWLEDGE AND
EXPERIENCE OF NON-NYSERDA PROGRAMS in New York City(?)]

34. Are you aware of the programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE #45]

35. What energy efficiency and demand management programs have been available to end users in
the New York City area in the past?
a. Earlier utility programs
b. NYPA programs
c. Earlier NYSERDA programs

36. What steps, if any, have these programs taken to address any challenges specific to the New York
City area (See Q5)? In your opinion, have they been successful at responding to these
challenges? Why or why not?

37. How might end users’ and trade allies’ experiences with these programs affect expectations for
and responses to your current program/s?

38. How might these other programs affect your ability to work with NYSERDA in the New York
City/Westchester area?
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39.

40.

41.

42,

43.

44,

In what ways do NYSERDA'’s programs overlap or compete with the....
Con Edison and KeySpan/National Grid programs?

The City of New York’s programs

NYPA'’s programs

Other statewide initiatives

Federal government programs

Non-energy related programs

hD OO o

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? Can you think of ways your program/s and those offered by the utilities
could be more complementary?

How about....

The City of New York’s programs and policies?
NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]
Federal government programs?

Non-energy related programs?

®Poo o

Do you refer end users to other NYSERDA programs? How do you handle such referrals?

In your opinion what coordination would need to occur between NYSERDA and the other entities
in order to implement complementary programs?

Thinking of the end users and trade allies addressed by your programs, are there any gaps in
coverage—segments, technologies, or anything else you can think of—that are covered neither by
NYSERDA programs nor by utility programs? What could be done to address those gaps?

Summary Views

Finally, we’ve talked about a variety of program issues related to ENERGY STAR Products and Focus on
Industrial in the New York City area. 1’d like you to summarize your thoughts for me in these ways.

45, What would you say are the greatest strengths of ENERGY STAR Products and Focus on
Industrial in the New York City area?

46. What are the most important improvements that still need to be made to [PROGRAMS] in the
New York City area?

47, Are there any other program issues related to the New York City area that we have not discussed
that you would like to mention?

THANK YOU
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ASSOCIATION/ORGANIZATION INTERVIEW GUIDE - NEW YORK CITY/WESTCHESTER
SBC/SWP PROJECT - FEBRUARY TO MARCH 2008

Date:

Name:

NOTE: This guide covers organizations, foundations, and associations that work with NYSERDA, its
implementers, or program contractors and end-users and participants. In short, these are the people
NYSERDA reaches out to and/or collaborates with in order to market its programs. It is not meant for
program implementers or for Flex Tech/Technical Assistance contractors, Multifamily Performance
Program (new or existing construction) partners, or ENERGY STAR Labeled Homes Builders, or Home
Performance with ENERGY STAR auditors and contractors.

For this evaluation, we plan to interview 4 of N Associations/Organizations. Key objectives for these
interviews include gaining insight into:

. Awareness of, knowledge of, and interest in NYSERDA programs among contractors

. Why fewer energy service companies operate in New York City/Westchester

. How participating contractors work and the issues they face regarding licensing, etc.

. Types of lease structures that would encourage installation of energy efficient measures in tenant

spaces in New York City/Westchester

Introduction

I’m a member of a process evaluation team hired by NYSERDA to understand how its programs are
working in New York City and Westchester County, and how the New York City area differs from the
rest of the state. NYSERDA has a number of efforts underway to improve how this work is conducted
and your feedback is valuable in helping to guide where and how improvements are needed. Our process
evaluation is examining the design, delivery, and operations of NYSERDA programs in the New York
City and Westchester area in order to improve their ability to achieve energy savings and other program
goals

I’d like to ask you about your experience with and impressions of NYSERDA programs and its efforts to
reach your members.

Your comments are confidential. By the way, if | ask you about areas you don’t know about, please feel
free to tell me and we will move on. Do you have any questions before we start?

Organizational Background and Perspective on Climate Change, Energy Efficiency, Energy
Security, and Reliability

1. First, can you tell me a little bit about [ORGANIZATION] such as its mission or purpose, and its
membership? [AS APPROPRIATE] About how many members do you have in the New York
City and Westchester County area?
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[NOTE: DEPENDING UPON THE TYPE OF ORGANIZATION, “MEMBERS” MAY BE
INDIVIDUALS, COMPANIES, OR INSTITUTIONS]

2. Does [ORGANIZATION] have an official policy or position on climate change?
IF YES: What is it? IF NO: Why not?

3. Does [ORGANIZATION] have an official policy or position on the role of energy efficiency in
dealing with climate change? IF YES: What is it?
IF NO: Why not? [IF NO OFFICIAL POLICY/POSITION: SKIP TO Q.#5]

[NOTE: IF THEY HAVE AN “OFFICIAL POLICY” ON CLIMATE CHANGE AND/OR ENERGY
EFFICIENCY ASK Q#4 IN REFERENCE TO THAT POLICY. IF THEY DO NOT HAVE AN
“OFFICIAL POLICY” BUT DO HAVE SOME OTHER POSITION, ASK Q#4 IN REFERENCE TO
THAT POSITION. BE SURE TO ASK Q#4 ABOUT BOTH CLIMATE CHANGE AND ENERGY
EFFICIENCY]

4. Does the climate change / energy efficiency policy/position adopted by [ORGANIZATION]
entail changes in the business practices of your members?
IF YES: In what way? IF NO: How do you envision members will implement these climate
change/energy efficiency policies/positions?

5. What is [ORGANIZATION’s] position on the city’s PlaNYC and on New York State’s “15 by
15” clean energy strategy? How will this affect your members? Have you provided any
guidelines or recommendations to members on this issue? What are they?

6. Is your organization working on any future initiatives or policies regarding climate change and
energy efficiency? IF YES: What are they? IF NO: Why not?

7. How concerned is your [ORGANIZATION] about energy security and reliability? Has
[ORGANIZATION] taken a position on how to ensure energy security and reliability? Are there
any actions that your organization and/or your members are taking in regard to energy security
and reliability?

8. Does your [ORGANIZATION] have benchmarks for energy use by your membership?
IF YES: How valuable is this information to you members?
IF NO: Why have you not developed such energy use benchmarks? How valuable do you think
they will be for your members?

B-10
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Awareness of and Participation in NYSERDA’s Programs

9. Are you aware of programs that NYSERDA offers or sponsors in the New York City and
Westchester area? Do you know any specific NYSERDA programs? [PROBE FOR SPECIFIC
NAMES, PROGRAMS, THEMES, ISSUES, RELATIONSHIPS; BUT IF RESPONDENT
DOESN’T KNOW, ASK THEM TO DESCRIBE THE PROGRAM.] How do they benefit your
members?

10. IF AWARE OF PROGRAMS: How and when did you come to learn about the NYSERDA
programs in the New York City and Westchester area?

11. Has a representative of NYSERDA ever....

Given a presentation at one of your meetings

Attended a meeting but not given a presentation or staffed a table

Staffed or hosted a table at one of your trade shows (if applicable)

Served on any of your organization’s committees

Taken part in or co-sponsored a training conducted by your organization

Met one-on-one with you to discuss its portfolio of programs that may be of interest to
your members

hD OO oW

[IF NO TO ALL Q#11 GO TO Q#13]

12. [IF YES TO ANY Q#11] Have your interactions with NYSERDA benefited your members? In
what ways? Do you think NYSERDA has benefited from the interaction? If so, in what ways?
How do you know that? [PROBE FOR DIFFERENCES IN APPROACH]

13. Are there any key sources (e.g., magazines, seminars, trade shows, etc.) that your members
particularly rely on for education and information? What are they? Are there any other
approaches that NYSERDA should utilize to educate and inform your members?

14. Does [ORGANIZATION] promote NYSERDA programs to your members? IF NO: Why not?
How could NYSERDA work with you to promote its programs to your members?

15. [IF NOT COVERED IN Q#9] Have you or any of your members ever participated in any
NYSERDA programs in New York City or Westchester? Which ones?
g. [IF RESPONDENT PARTICIPATED] Why did you decide to participate?
h. [IF RESPONDENT PARTICIPATED] Were you satisfied with the program[s]? Why or
why not? What, if anything, would you change about it?

16. What kind of feedback do your members give you about their experiences with NYSERDA
programs?

B-11
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17. [PROGRAM SPECIFIC] Do you and your members believe that NYSERDA offers sufficient
program opportunities in the New York City/Westchester area? What types of programs
(technologies, markets, topics, issues, etc) do they need to offer more of in NYC/Westchester?

18. [TRAINING SPECIFIC] Do you and your members believe that NYSERDA offers sufficient
training opportunities in the New York City/Westchester area? What types of training (topics,
issues, etc) do they need to offer more of in NYC/Westchester?

19. Do you and your members wish to see a greater emphasis on programs or on training?

20. What are the top reasons your members decide to participate in NYSERDA programs? What are
the top reasons they decide not to participate?

21. Do you have any suggestions for how NYSERDA could increase the interest and participation in
its programs for the New York City/Westchester area by your members?

22, Avre there any key experts or opinion leaders that your members look to for guidance in their
decision to participation in any energy efficiency programs? Who are they?

Awareness of and Participation in other Energy Efficiency Programs

23. Are you aware of other (hon-NYSERDA) energy efficiency programs offered in the New York
City and Westchester area? Which ones?

24, Are there any marketing and outreach methods utilized by the other energy efficiency providers
that have been effective in reaching out to your members? What are they?

25. How do these other energy efficiency programs complement or conflict with the NYSERDA
programs? Is there anything NYSERDA can do to increase the complementarity or reduce the
conflict between its programs and the other energy efficiency programs?

26. Are your members more or less active in the other energy efficiency programs as compared to
those NYSERDA offers in the New York City/Westchester area? Why is that so? How can
NYSERDA increase activity by your members in its programs in the New York City/Westchester
area?
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Building Owner & Manager Questions (for BOMA, REBNY, et al.)
[FOR OTHER GROUPS SKIP TO Q.#29]

217. How receptive are building owners & operators in the New York City area to performance-based
contracting? Why is that so?

28. What barriers are there to greater use of performance-based contracting by building owners &
operators in the New York City area? What would motivate building owners & operators in the
New York City area to use performance-based contracting?

IF INTERVIEWEES ARE NOT FAMILIAR WITH PERFORMANCE-BASED CONTRACTING /
ESCOs, EXPLAIN USING THE DEFINITIONS BELOW.

Energy Service Companies, or ESCOs, develop and implement turnkey, comprehensive energy efficiency
projects. ESCOs offer performance-based contracts (i.e., contracts that tie the compensation of the
ESCO to the energy savings generated by the project) as a significant part of their business.

Differences in New York City/Westchester

29. Are there any differences between your members in the New York City and Westchester areas
and their counterparts elsewhere in New York State that might affect their participation in
NYSERDA'’s programs? [PROBES about what makes each different ]

Types of buildings they occupy

Demographics/firmographics

Cost of living/doing business

Ways of living/doing business

How they make decisions, e.g., lead times required

Importance of financial/energy benefits vs. non-energy benefits (sustainability,

recognition, etc.)

g. Any other important differences
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Building Owner & Manager Questions (for BOMA, REBNY, et al.)

30. Are there models for leases in the New York City/Westchester area that encourage building
owners and tenants to implement more energy efficiency measures in tenant spaces?

a. |IF YES: What are they? How frequently are they used? Why are they not used more
often? What can be done to facilitate the wider use of such leases?

b. IF NO: Are there ways that leases could be structured that would encourage building
owners and tenants in the New York City area to implement more energy efficiency
measures in tenant spaces? What are they? What can be done to facilitate or encourage
the wider use of such lease structures?
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Professional Associations / Enerqy Efficiency Organizations Questions (for NAESCO, NY Energy
Consumers Council, et al.)

31. How does the market for ESCOs in the New York City/Westchester area compare with elsewhere
in the state? For comprehensive energy efficiency projects? For lighting? For HVAC systems?
For building envelope improvements? For controls? Other technologies?
a. IFESCOs ARE LESS ACTIVE: Why are ESCOs less active in the New York
City/Westchester area? What are the barriers to more projects by ESCOs in the New
York City/Westchester area? What can be done to facilitate more projects by ESCOs in
the New York City/Westchester area?

Strengths, Weaknesses, and Suggested Changes

32. What are the most important strengths of NYSERDA'’s programs as they relate to your members
in New York City and Westchester? [Probe for specific programs if respondent is aware of more
than one.]

33. How could NYSERDA improve its programs in order to better meet the needs of your members
in New York City and Westchester?

34. Are there any other changes you would suggest that NYSERDA make to its programs in New
York City and Westchester?

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR MULTIFAMILY PERFORMANCE
PROGRAM - NEW YORK CITY/WESTCHESTER SBC/SWP PROJECT

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers Performance Partners (Partners) working through the Multifamily
Performance Program. For this evaluation, we plan to interview 5 of 43 Multifamily Performance
Program contractors. The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges technical consultants face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I am calling on behalf of a company called Research Into Action. We have been hired by NYSERDA to
understand how its programs operate in New York City and Westchester County. 1’d like to ask you
about the NYSERDA programs for which your company partners with NYSERDA. We are especially
interested in learning how the New York City and Westchester area differ from the rest of the state and
how these differences affect the Multifamily Performance Program. Please note that throughout this
interview. | will refer to New York City and Westchester as the “New York City area.”

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you serve as a Partner with NYSERDA on the [EXISTING/NEW
CONSTRUCTION] portion of the Multifamily Performance Program. Is this correct?

2. How long has your company served a Partner for the MPP program? [CLARIFY FOR
EXISTING AND NEW IF APPLICABLE] Did your company serve as a Partner in the earlier
Assisted Multifamily, ResTech, or Comprehensive Energy Management programs? For how
long?
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3. [IF WORK ON BOTH EXISTING BUILDINGS AND NEW CONSTRUCTION, ASK ABOUT
EACH PROGRAM SEPARATELY]: What percentage of your own time—personally—do you
spend on the Multifamily Performance Program in the New York City area, including
Westchester?

4. Does your company also work with energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? Which ones?

5. Isyour firma(n) ...? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]
a. ESCO
b. Architectural firm
c. Engineering firm
d. HVAC contractor
e. Plumbing/hot water contractor
f.  Electrical/lighting contractor
g. Builder/general building contractor
h. Insulation/air sealing contractor
i. Windows/doors contractor
j. Developer
k. Energy consultant/ building performance specialist
l.

Other, specify

6. What percent of your multifamily projects in New York State (excluding Suffolk and Nassau)
involve new construction, and what percent involve existing buildings? What percent of them are
part of the Multifamily Performance Program?

[SHOULD ADD UP TO 100%; IF NOT, CLARIFY]

1= % New construction [BUILDINGS] % MPP New construction
2= % Existing buildings % MPP Existing buildings
3= [DO NOT ASK] (% Non-building work)

7. Who do you interact with on behalf of NYSERDA programs? [PROBE: building

owners/managers, developers, other trade allies, building managers, etc?] Who do you consider
to be your customers PROBE: NYSERDA, building owners/managers, developers?

8. How large are the buildings you typically work with? [square footage of space, units in building,
etc.]? How many of the buildings would be considered “mixed use”?

9. Do you refer customers to other NYSERDA programs? How do you handle such referrals?
[PROBES: suggest customer contact the NYSERDA program, pass the customer’s name onto the
NYSERDA program manager or implementation contractor, other?]
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Why Partner with NYSERDA

10.

11.

In what ways has partnering with NYSERDA helped your company? [PROBE: increased
business, improved skill set of staff, assisted with worker training, given them a competitive edge,
etc.] Have there been any unexpected drawbacks? [FOR ENTIRE QUESTION: Compare and
contrast with elsewhere in the state if applicable.] Have there been any unexpected drawbacks?

Is serving as a MPP Partner bringing in the amount of work you expected it to? Why do you
think this is?

Challenges and Motivations

12.

What, if any, are some of the challenges of working on the Multifamily Performance Program in
the New York City area? [IF WORK IN OTHER PARTS OF STATE:] How do they differ from
challenges that partners working in the Multifamily Performance Program face elsewhere in the
state? [SPECIFIC PROBES COULD INCLUDE]
a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c.  Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
e. Permitting Issues for NYC agencies (permits for new boilers, building permits, etc.)
f.  Rules or policies in NYC housing agencies that make energy efficiency difficult, e.qg.,
prohibition of new technologies (CHP, bi-level lighting, PV,metering)
g. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, financing and NYSERDA approval, etc.]
h. Interest in participation
i. Multifamily Performance Program Partner qualifying requirements
j. Success in delivering the program/s
k. Coordination with multiple Federal, State, and local organizations (in housing,
preservation, health, etc.)
I.  Any other important differences, suchas_____
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13. What are some of the advantages of working on the Multifamily Performance Program in the
New York City area, including Westchester? [IF WORK IN OTHER PARTS OF STATE] How
do they differ from the advantages of working on these programs elsewhere in the state?
[SPECIFIC PROBES COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Concentration of multifamily housing stock in the New York City area
d. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
e. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
f. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]

Interest in participation

Multifamily Performance Program Partner qualifying requirements

Success in delivering the program

Any other important differences

o oae

14. Avre there things that you would like NYSERDA to do to improve your ability to work with
building owners/managers and developers who participate in the Multifamily Performance
Program in the NYC/Westchester area?
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Participating Customers

15.

Avre there any challenges specific to the New York City area that limit participation in the
Multifamily Performance Program by building owners/managers or developers? What are they?
How do they differ from challenges faced by participants elsewhere in the state? [PROBE FOR
DIFFERENCES WITHIN NYC/ WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC
PROBES COULD INCLUDE]

a.
b.
C.
d.

s«

Types and uses of buildings they occupy / build [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication, available
engineers on staff]
Cost of living/doing business
Amount of available funds for project, esp. relative to value of NYSERDA assistance/
incentives
New Construction: developers don’t own building which limits their interest
Existing Buildings:
i. [IF APPROPRIATE:] Building Owner — tenant split incentives.

ii.  Adversarial relationship between building owners and tenants

iii.  Coop condo board politics

iv.  Improvements to building shell / common areas vs. in-unit improvements
Ways of living/doing business
Prior contractor relationships that make customers unwilling to trust / change to using
you or other program contractors
How they make decisions
Awareness of the Multifamily Performance Program
Perceived complexity of / time required for NYSERDA procedures and processes
Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement, tenants and tenant organizations, low-income regulations and
regulatory organizations]
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16.

17.

Are there any motivations specific to building owners/managers or developers in the New York
City area that encourage their participation in the Multifamily Performance Program? What are
they? How do they differ from the motivations of building owners/managers or developers
elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]
a. Types and uses of buildings they occupy / build [PROBE: mixed use, age, size]
b. Demographics/firmographics [PROBE: customer type and sophistication, lack of
engineers on staff]
c. Cost of living/doing business
d. Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives
e.  Ways of living/doing business
f.  Energy / financial benefits vs. non-energy benefits (e.g., sustainability, going green,
keeping up with competitors / neighbors etc.)
g. New Construction;
i.  Getting Energy Star Label on buildings
ii.  Enhanced attractiveness of building
h. Existing Buildings:
i.  Getting Energy Smart Label on buildings
ii.  Improved tenant comfort / relationship
iii.  Master metered buildings—no split incentive
i. How they make decisions
j.  Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

[IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you would like
NYSERDA to do to improve your ability to work with the Multifamily Performance Program
participants in the NYC/Westchester area? For existing buildings? For new construction?

Unions and Trade Associations

18.

19.

20.

Do you deal specifically with unions, trade associations, or other professional organizations? [IF
YES] Which ones? [IF YES] What is your association with them? [PROBE: member, hire them,
etc.] [IF WORK IN OTHER PARTS OF STATE] Does this relationship with unions or
professional organizations differ in NYC than in the rest of the state?

In what ways, if any, do the union or trade association rules or contracts ease or enhance your
work on NYSERDA projects in the NYC/Westchester area? In what ways, if any, do union or
trade association rules or contracts create difficulties for your work on NYSERDA projects in the
NYC/Westchester area? Do these differ from the difficulties/enhancements you find in other
parts of the state?

Does [INSERT UNION/PROFESSIONAL ORGANIZATION MENTIONED IN Q19] currently
have any relationship with NYSERDA? [IF NOT] In your opinion, how willing are they to
working with NYSERDA? [ASK FOR ALL MENTIONED IN PREVIOUS]
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21.

Are there ways in which NYSERDA could work more closely with unions, trade associations,

and professional organizations to increase participation in its programs? What are they?

Marketing and Outreach

22.

23.

24.

25.

26.

Do you use your role as Partner for the Multifamily Performance Program to market your
company and/or convince potential customers/clients that they should work with you over other
companies? Why or why not?

Do you have a marketing and outreach plan for the Multifamily Performance Program in the
NYC/Westchester area? If so:

What do you consider to be the key elements of marketing and outreach?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach
upstate? If so, how?

g. Was your marketing and outreach plan developed with NYSERDA assistance?

hD OO o

Have you utilized the Multifamily Performance Program’s co-operative advertising incentives?

IF YES:
a. How frequently have you done so?
b. What specific messages have you used?
c. What specific media have you used?
d. How well has that advertising worked for you? Why? Why not?

IF NO: Why have you not utilized the Multifamily Performance Program’s co-operative
advertising incentives?

[IF NO MARKETING PLAN] Why don’t you have a marketing plan? [PROBES: lack of
money, time, direction, lack of need?] Do you believe a marketing plan would be helpful? How?

In your experience, what media work best in the New York City area for multifamily building
clients ? Why? And for the Multifamily Performance Program in particular? Why?
a. What messages work best, and why?
b. What has not worked so well, and why?
c. Are there any media or messages you would like to try that you have not yet tried—if so,
which ones, and why?
d. Are any specific types of customers more receptive than others? Which?
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217. What types of outreach have worked best for you in the New York City area for the Multifamily
Performance Program, and why? [BE PREPARED WITH A LIST OF TYPES OF OUTREACH
SINCE THEY MAY NOT BE FAMILIAR WITH THE TERM- PRINT ADS, RADIO, TV,
DIRECT MAIL, SEMINARS, SPEAKING ENGAGEMENTS, ARTICLES, ETC.]
a. What types of outreach have not worked so well, and why?
b. Are there any types of outreach you would like to try that you have not yet tried—if so,
which ones, and why? Why haven’t you already tried them?

28. Does your marketing and outreach for the Multifamily Performance Program in the New York
City area target any specific customer groups? In what way? Do you shy away from certain
customer groups or trade allies? Which ones? Why?

29. What changes have been made to program marketing and outreach in the New York City area in
the past couple of years? Who initiated these changes? [Probe: You, NYSERDA, a program
implementer, someone else?] Why? How well have they worked?

Program Changes

30. If NYSERDA increased its funding allocations for the Multifamily Performance Program, how
many more multifamily building projects do you think you could complete a year in the
NYC/Westchester area over and beyond what you already do?

31. What would be some of challenges to increasing production?

Other Programs

32. Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE #43]

33. What energy efficiency and demand response programs have been available to utility customers
in the New York City area in the past? [POSSIBLE PROBES INCLUDE]
a. Earlier NYSERDA programs
b. Earlier utility programs
c. NYPA programs

34, How might the utility customers’ experiences with these programs affect expectations for and
responses to NYSERDA’s program/s?
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35.

36.

37.

38.

39.

40.

41.

In what ways do NYSERDA'’s programs overlap or compete with the............ [POSSIBLE
PROBES INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER
PROGRAMS, SKIP TO Q.#43]

Con Edison and KeySpan/National Grid programs?

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

S@ e a0 o

Do you think utility administered programs confuse customers? Do you think any “competition™
between NYSERDA and utility administered programs reduce energy efficiency opportunities?

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? In what ways are NYSERDA'’S program/s incompatible with those
offered by Con Edison and KeySpan/National Grid? Can you think of ways your program/s and
those offered by the utilities could be more complementary?

In what ways are NYSERDA'S program/s complementary or incompatible with.... POSSIBLE
PROBES INCLUDE THE FOLLOWING]

The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs?

@me o0 o

In your opinion, what coordination would need to occur in order to implement complementary
programs?

Thinking of the overall market in the New York City / Westchester area, are there any gaps in
coverage—segments, technologies, or anything else you can think of—that are covered neither by
NYSERDA programs nor by utility programs? What could be done to address those gaps?

Do you ever find that utility customers are confused by the fact that various entities have their
own individual energy efficiency and demand response programs? Are they confused about
which programs to take part in, who to call to get information, etc?
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42. Do you ever help utility customers to mix and match program offerings from the various entities
in order to complete their energy efficiency and/or demand response programs? Does anyone
from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Summary Views

Finally, we’ve talked about a variety of program issues related to the Multifamily Performance Program
in the New York City area. 1’d like you to summarize your thoughts for me in these ways.

43. What would you say are the greatest strengths of the Multifamily Performance Program in the
New York City area?

44, What are the most important improvements that still need to be made to the Multifamily
Performance Program in the New York City area?

45, Are there any other program issues related to the New York City area that we have not discussed
that you would like to mention?

Firmographics
Finally, | have a few questions that will be used for classification purposes only.

46. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 20077
a. <10
10to 20
c. 20to50
d. 50to 100
e. 100 to 200
f. 200 to 500
g. >500
h. Don’t know
i. Refused

47. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

48. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

49, How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]
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50. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR FLEXTECH / TECHNICAL
ASSISTANCE - NEW YORK CITY/WESTCHESTER SBC/SWP PROJECT -
FEBRUARY TO APRIL-MAY 2008

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers technical consultants working through the Flex Tech Program. For this
evaluation, we plan to interview 8 of 21 Con Edison Territory focused FlexTech Contractors (note: there
are 43 FlexTech Consultants serving New York State). The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges technical consultants face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I am with a company called Research Into Action. We have been hired by NYSERDA to understand how
its programs operate in Con Edison Electric Service Territory (i.e., New York City and Westchester
County). We are investigating how the New York City and Westchester area differ from the rest of the
state and how these differences may affect participation in the Flex Program. Please note that throughout
this interview | will refer to New York City and Westchester as the “New York City area.”

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you are a NYSERDA Flex Tech Consultant. Is this correct? In
addition, are you a state-wide FlexTech Contractor or ConEdison service territory only? Do you
work with NYSERDA on any other programs? If so, what are they?

2. [IF ALSO WORK ON OTHER PROGRAMS]: Taking each program separately, please describe
what you or your company do in your role as a FT contractor [OR FOR OTHER PROGRAMS,
FILL IN APPROPRIATE TITLE]?

3. How long has your company served as a NYSERDA Flex Tech Consultant?
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10.

What percentage of your own time—personally—do you spend on the FlexTech Program in the
New York City area, including Westchester? What percentage of your company’s time is spent
on Flex Tech in the New York City area, including Westchester?

Does your company also work with energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? Which ones?

Isyour firma(n) ...? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]

ESCO

Architectural firm

Engineering firm

Energy consultant

Other, specify

®Poo0 o

What is your core area of expertise? Would you say it is...?

Engineering feasibility and technical assistance studies

Detailed analysis of specific energy efficiency projects

Process improvement

Rate analysis, load shapes, and energy service aggregation

Engineering in support of project-financing proposals

Development of long term capital budget strategies for the upgrade or replacement of
energy-consuming equipment

. Retro-Commissioning of energy-efficiency measures in existing buildings

h. Other (Specify: )

hD OO0 o

Do you primarily service specific sector(s) of the market, e.g., healthcare, office buildings,
schools, etc.? Which ones?

Considering all the Technical Assistance studies you do in New York State, what percent are
done for NYSERDA?

% NYSERDA of all Technical Assistance Studies

Who do you interact with when working for the FlexTech program? [PROBE: building owners,
building managers, engineers, architects, other contractors?] Who do you consider to be your
customers [PROBE: NYSERDA; users of FlexTech / Technical Assistance services, e.g.,
building owners or managers]? How large are the companies you typically work with? [PROBE:
square footage of space, owner occupied buildings, leased spaces, etc.]
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Why Partner with NYSERDA

11.

12.

13.

14.

15.

In what ways has contracting with NYSERDA helped your company do work in the New York
City area? [PROBE: increased business, improved skill set of staff, assisted with worker training,
given them a competitive edge, etc.] Have there been any drawbacks? [FOR ENTIRE
QUESTION: Compare and contrast with elsewhere in the state if applicable.]

Is serving as a NYSERDA contractor bringing in the amount of work in the New York City area
that you expected it to? Why do you think this is?

What percentage of your projects in New York City and Westchester involve participation in
NYSERDA programs? In FlexTech specifically?

Has the percentage of your work involving FlexTech changed within the past year? How about
the percentage of your work involving all NYSERDA programs?

Do you involve NYSERDA with the majority of your customers needing Technical
Assistance/Studies? Why not?

Challenges and Motivations

16.

What, if any, are some of the challenges of working with the FlexTech program in the New York
City area including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do they
differ from challenges contractors working with FlexTech face elsewhere in the state?
[SPECIFIC PROBES COULD INCLUDE]
a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payment, etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences
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17.

18.

19.

What are some of the advantages of working with the FlexTech program in the New York City

area, including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do these
advantages differ from the advantages of working with FlexTech elsewhere in the state?
[SPECIFIC PROBES COULD INCLUDE]
a. Types of businesses working in the program/s
b. Cost of doing business [POTENTIALLY PROBE ABOUT INCENTIVES]
c. Ways of doing business
v. Geographic focus
vi. Ease/difficulty of breaking into the New York City Market
vii. Relationship to unions or professional organizations
viii. Specialization and division of labor
d. Logistics of doing business in New York City [Probe: including licensing and code
requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences

What would you say are the greatest strengths of the FlexTech program for projects in the New

York City area?

Are there things that you would like NYSERDA to do to improve your ability to work with the

FlexTech program in the NYC/Westchester area?

Participating Customers

20.

Are there challenges specific to building owners and managers in the New York City area that

limit their participation in the FlexTech program? What are they? How do they differ from
challenges faced by participants elsewhere in the state? [PROBE FOR DIFFERENCES WITHIN
NYC/ WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC PROBES COULD
INCLUDE]
a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]
b. Demographics/firmographics [PROBE: customer type and sophistication, available
engineers on staff]
c. Cost of living/doing business
d. Amount of available funds for project, esp. relative to value of NYSERDA assistance/
incentives

e. Building Owner — tenant split incentives

f.  Competing studies being offered for free by contractors / ESCOs

g. Ways of living/doing business

h. Prior contractor relationships that make building owners and managers unwilling to trust /
change to FT program contractors

i. How they make decisions

j. Time required for NYSERDA procedures / processes

k. Any other important differences [PROBE: leasing agreements, building and energy codes

and enforcement]
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21. Are there any motivations specific to building owners and managers in the New York City area
that encourage their participation in the FlexTech program? What are they? How do they differ
from the motivations of building owners and managers elsewhere in the state? [SPECIFIC
PROBES COULD INCLUDE]

a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]

b. Demographics/firmographics [PROBE: customer type and sophistication, lack of
engineers on staff]

c. Cost of living/doing business

d. Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives

e.  Ways of living/doing business

f.  Energy / financial benefits vs. non-energy benefits (e.g., sustainability, green, etc.)

g. How they make decisions

h. Any other important differences [PROBE: leasing agreements, building and energy codes

and enforcement]

22. [IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you would like
NYSERDA to do to improve your ability to work with building owners and managers who
receive FlexTech services in the NYC/Westchester area?

Unions and Trade Associations

23. Have you experienced any effects from union and trade association rules or contracts on your
work in the NYC area? How about any specific city or borough regulations?

Marketing and Outreach

24. Do you use your role as a NYSERDA Flex Tech Consultant to market your company and/or
convince building owners and managers that they should work with you over other companies?
Why or why not?

25. Do you have a marketing and outreach plan for the FlexTech program in the NYC/Westchester
area? If so:

What do you consider to be the key elements of marketing and outreach?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach
upstate? If so, how?

g. Was your marketing and outreach plan developed with NYSERDA assistance?

mooo0 T

26. [IF NO MARKETING PLAN] Why don’t you have a marketing plan? [PROBES: lack of
money, time, direction?] Do you believe a marketing plan would be helpful? How? Would
NYSERDA assistance be helpful in creating a plan?
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217.

28.

29.

What types of outreach have worked best for you in the New York City area for the FlexTech
program, and why? [BE PREPARED WITH A LIST OF TYPES OF OUTREACH SINCE
THEY MAY NOT BE FAMILIAR WITH THE TERM. PROBE FOR: Building
Owners/Management Firms]
a. What types of outreach have not worked so well, and why?
b. Are there any types of outreach you would like to try that you have not yet tried—if so,
which ones, and why? Why haven’t you tried them?

Does your marketing and outreach for the FlexTech program, in the New York City area target
any specific customer groups? In what way? Are there any customer groups that the program
does not currently reach and should be targeted? Do you shy away from certain customer
groups? Which ones? Why?

What changes have been made to FlexTech program marketing and outreach in the New York
City area in the past couple of years? Who initiated these changes? [Probe: You, NYSERDA, a
program implementer, someone else?] Why? How well have they worked?

Program Changes

30.

31.

If NYSERDA increased its cost-share for the FlexTech / Technical Assistance program, how
many more projects would result in installations in a year in the NYC/Westchester area over and
beyond what you already do?

What would be some of challenges to increasing participation?

Other Programs

32,

33.

34.

Are you aware of other energy efficiency and demand response programs that are available in the
New York City area other than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE
#41]

What energy efficiency and demand response programs have been available to utility customers
in the New York City area in the past? [POSSIBLE PROBES INCLUDE]

a. Earlier utility programs

b. NYPA programs

c. Earlier NYSERDA programs

How might utility customers experiences with these programs affect expectations for and
responses to NYSERDA'’s current programs?
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35.

36.

37.

38.

39.

40.

In what ways do NYSERDA programs overlap or compete with the........ [POSSIBLE PROBES
INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER PROGRAMS,
SKIP TO Q.#40]

Con Edison

KeySpan/National Grid programs?

City of New York’s programs

NYPA programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

—S@mhooooTe

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? Can you think of ways your program/s and those offered by the utilities
could be more complementary?

How about........ [POSSIBLE PROBES INCLUDE THE FOLLOWING]
City of New York’s programs and policies?

NYPA programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA /ENERGY STAR?

Clinton Climate Initiative and other similar efforts

Non-energy related programs?

@me o0 o

In your opinion, what coordination would need to occur in order to implement complementary
programs?

Do you ever find that utility customers are confused by the fact that various entities have their
own individual energy efficiency and demand response programs? Are they confused about
which programs to take part in, who to call to get information, etc?

Do you ever help utility customers to mix and match program offerings from the various entities
in order to complete their energy efficiency and/or demand response programs? Does anyone
from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Summary Views

41,

Are there any other program issues related to the New York City area that we have not discussed
that you would like to mention?
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Firmographics

Finally, | have a few questions that will be used for classification purposes only.

42. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 2007?
a. <10
b. 10to 20
c. 20to50
d. 50to 100
e. 100to 200
f. 200 to 500
g. >500
h. Don’t know
i. Refused

43. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

44, Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

45, How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

46. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR NEW CONSTRUCTION - NEW YORK
CITY/WESTCHESTER SBC/SWP PROJECT - FEBRUARY 2008

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers technical consultants working through the New Construction Program (NCP).
For this evaluation, we plan to interview 6 of 15 NCP OPCs/ TAs. The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges technical consultants (OPCs and TAs) face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

We have been hired by NYSERDA to understand how its programs operate in New York City and
Westchester County. We are interested in learning how the New York City and Westchester area differ
from the rest of the state and how these differences affect the New Construction Program. Please note
that throughout this interview | will refer to New York City and Westchester as the “New York City
area.” At the end of this interview, 1’d also like to ask you about the other NYSERDA programs that your
company works with.

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you or your company is under contract with NYSERDA as an
Outreach Project Consultant (OPC)/ Technical Assistance (TA) Provider for the New
Construction Program. Is this correct? Do you work with NYSERDA on any other programs? If
S0, what are they?

2. Please describe what you or your company does in your role as OPC / TA for the New
Construction Program.

3. How long has your company served as an OPC / TA for the New Construction Program?
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4. What percentage of your own time—personally—do you spend on NYSERDA'’s New
Construction Program in the New York City area, including Westchester? What percentage of
your company’s time is spent on providing services for the New Construction Program in the
New York City area, including Westchester?

5. Do you or your company work with NYSERDA on commercial and industrial energy efficiency
programs in other parts of the state? If so, what are they and what services do you provide? Do
you or your company also work on any non-NYSERDA commercial and industrial energy
efficiency programs in the New York City area? Which ones? How about in other parts of the
state? Which ones?

6. Isyour firma(n) ...? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]
a. ESCO
b. Architectural firm
c. Engineering firm
d. Energy consultant
e. Other, specify

7. Considering all of the commercial and industrial projects your firm works on in New York State,
what percent involve new construction, and what percent involve existing buildings? Of all the
new construction projects, what percent are for the New Construction Program?

[SHOULD ADD UP TO 100%; IF NOT, CLARIFY]

1= % New construction [BUILDINGS] % NCP New construction
2= % Existing buildings
3= [DO NOT ASK] (% Non-building work)
8. Who do you interact with when working for the New Construction Program? [PROBE: building

owners, developers, engineers, architects, other contractors?] Who do you consider to be your
customers [PROBE: NYSERDA,; users of the New Construction Program services, e.g., building
owners or developers]? How large are the companies you typically work with? [PROBE: square
footage of space, owner occupied buildings, leased spaces, etc.]

Why Work with NYSERDA

9. Has being an (OPC/TA) for NCP for the NYC area brought your company the amount of work in
the New York City area that you expected it to? Why do you think this is?
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Challenges and Motivations

10.

11.

12.

13.

What, if any, are some of the challenges of working with the New Construction Program in the
New York City area including Westchester? [IF WORK IN OTHER PARTS OF STATE] How
do they differ from challenges OPCs / TAs working with this program face elsewhere in the
state? [SPECIFIC PROBES COULD INCLUDE]

a.
b.
C.

—h @D

—FT o o@

Types of businesses working in the program/s
Cost of doing business [PROBE incentives, marketing costs]
Ways of doing business
i. Geographic focus

ii. Relationship to unions or professional organizations

iii. Specialization and division of labor
Logistics of doing business in New York City/Westchester [Probe: permitting, licensing
and code requirements]
Time / resource conflicts with other non-NYSERDA projects
Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payment, etc.]
Understanding and explaining NYSERDA funding options
Understanding and explaining New Construction Program
Authority to make decisions for New Construction Program
Interest in participation
Success in delivering the program/s
Any other important differences

What are some of the advantages of working with the New Construction Program in the New
York City area, including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do
they differ from the advantages of working with this program elsewhere in the state? [SPECIFIC
PROBES COULD INCLUDE]

a.
b.
C.

— o Q —h

Types of businesses working in the program/s
Cost of doing business [POTENTIALLY PROBE ABOUT INCENTIVES]
Ways of doing business
i. Geographic focus

ii. Relationship to unions or professional organizations

iii. Specialization and division of labor
Logistics of doing business in New York City [Probe: including licensing and code
requirements]
Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, etc.]
Awareness / knowledge of NYSERDA funding options
Awareness / knowledge of New Construction Program
Interest in participation
Success in delivering the program/s
Any other important differences

What would you say are the greatest strengths of the New Construction Program for projects in
the New York City area?

Avre there things that you would like NYSERDA to do to improve your ability to work with the
New Construction Program in the NYC/Westchester area?
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Participating Customers

14. Are you aware of any challenges specific to building owners and developers in the New York
City area that may limit their participation in the New Construction Program? What are they?
How do they differ from challenges faced by participants elsewhere in the state? [PROBE FOR
DIFFERENCES WITHIN NYC/ WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC
PROBES COULD INCLUDE]

a. Types and uses of buildings they construct [PROBE: mixed use, age, size]

b. Demographics/firmographics [PROBE: customer type and sophistication, available
engineers on staff]

c. Cost of living/doing business

d. Size of total project budget, esp. relative to value of NYSERDA assistance/ incentives

e. Building Owner — tenant split incentives

f.  Ways of living/doing business

g. Prior consultant relationships that make building owners and developers unwilling to
trust / change to NCP program consultants

h. Lack of building owner/developer knowledge/familiarity with energy management

i. How they make decisions

j- Time required for NYSERDA procedures / processes

k. Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

15. Are you aware of any motivations specific to building owners and developers in the New York

City area that might encourage their participation in the New Construction Program? What are
they? How do they differ from the motivations of building owners and developers elsewhere in
the state? [SPECIFIC PROBES COULD INCLUDE]

a.
b.

C.
d.

s e

Types and uses of buildings they construct [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication, lack of
engineers on staff]

Cost of living/doing business

Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives

Ways of living/doing business

Energy / financial benefits vs. non-energy benefits (e.g., sustainability, being green, being
seen as green, keeping up with other green buildings, etc.)

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

16. [IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you would like
NYSERDA to do to improve your ability to work with building owners and developers who
receive New Construction Program services in the NYC/Westchester area?
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Unions and Trade Associations

17.

18.

19.

20.

21.

[SKIP TO NEXT SECTION IF OPC / TA HAS NO EXPERIENCE WITH UNIONS OR
TRADE ASSOCIATIONS] Do you deal specifically with unions, trade associations, or other
professional organizations? [IF YES] Which ones? [IF YES] What is your association with them?
[PROBE: member, hire them, etc.] [IF WORK IN OTHER PARTS OF STATE] Does this
relationship with unions or professional organizations differ in NYC than in the rest of the state?

In what ways do the union or trade association rules or contracts ease or enhance the work you do
for New Construction Program projects in the NYC/Westchester area? In what ways, if any, do
union or trade association rules or contracts create difficulties for the work you do for New
Construction Program projects in the NYC/Westchester area? [IF WORK IN OTHER PARTS
OF STATE] Do these differ from the difficulties/enhancements you find in other parts of the
state?

Does [INSERT UNION/PROFESSIONAL ORGANIZATION MENTIONED IN Q.#17]
currently have any relationship with NYSERDA? [IF NOT] In your opinion, how willing are
they to working with NYSERDA? [ASK FOR ALL MENTIONED IN PREVIOUS]

Are there ways in which NYSERDA could work more closely with unions, trade associations,
and professional organizations to increase participation in its programs? What are they?

In the work you do for New Construction Program projects in the NYC/Westchester area, have
specific city or borough regulations made your work easier or more difficult? In what way?

Marketing and Outreach

22,

23.

24,

Do you use your role as a NYSERDA-approved OPC / TA for the New Construction Program to
market your company and/or convince building owners and developers that they should work
with you over other companies? Why or why not?

As part of your OPC/TA role, did you develop a marketing and outreach plan for the New
Construction Program in the NYC/Westchester area? If so:
a. What was the underlying strategy?

b. What specific messages have you used?

c. What specific media have you used?

d. What types of outreach have you used?

e. Does the approach for the New York City area differ from your marketing and outreach

upstate? If so, how?
f.  Was your marketing and outreach plan developed with NYSERDA assistance?

[IF NO MARKETING PLAN] Why don’t you have a marketing plan? [PROBES: lack of
money, time, direction, lack of need?] Do you believe a marketing plan would be helpful? How?
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25.

26.

27.

What types of outreach work best in the New York City area for the New Construction Program,
and why? [BE PREPARED WITH A LIST OF TYPES OF OUTREACH SINCE THEY MAY
NOT BE FAMILIAR WITH THE TERM -- PRINT ADS, RADIO, TV, DIRECT MAIL,
SEMINARS, SPEAKING ENGAGEMENTS, ARTICLES, ETC. PROBE FOR: Building Owners
/ Developers]

a. What types of outreach have not work so well, and why?

b. Are there any types of outreach you would like to try that you have not yet tried—if so,

which ones, and why? Why haven’t you already tried them?

Does the marketing and outreach for the New Construction Program, in the New York City area
target any specific customer groups? In what way? Are there any customer groups that the
program does not currently reach and should be targeted? Do you shy away from certain
customer groups or trade allies? Which ones? Why?

What changes have been made to New Construction Program marketing and outreach in the New
York City area in the past couple of years? Who initiated these changes? [Probe: You,
NYSERDA, someone else?] Why? How well have they worked?

Program Changes

28.

29.

If NYSERDA increased its funding allocations for the New Construction Program, how many
more projects per year could you provide technical services to in the NYC/Westchester area over
and beyond what you already do?

What would be some of challenges to increasing the number of new construction projects you
provide TA services to?

Other Programs

30.

31.

32.

Are you aware of other energy efficiency and demand response programs that are available in the
New York City area other than NYSERDA programs? Y N [IF NO, SKIP TO Q.#39]

What energy efficiency and demand response programs have been available to utility customers
in the New York City area in the past? [POSSIBLE PROBES INCLUDE]

a. Earlier utility programs

b. NYPA programs

c. Earlier NYSERDA programs

How might utility customers experiences with these programs affect expectations for and
responses to NYSERDA’s program/s?
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33.

34.

35.

36.

37.

38.

In what ways do NYSERDA'’s programs overlap or compete with the........ [POSSIBLE PROBES
INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER PROGRAMS,
SKIP TO Q.#39]

Con Edison

KeySpan/National Grid programs

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

—S@mhooooTe

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? In what ways are NYSERDA'’S program/s incompatible with those
offered by Con Edison and KeySpan/National Grid? Can you think of ways the New
Construction Program and those offered by the utilities could be more complementary?

In what ways are NYSERDA'’S program/s complementary or incompatible with.... [POSSIBLE
PROBES INCLUDE THE FOLLOWING]

The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA /ENERGY STAR?

Clinton Climate Initiative and other similar efforts

Non-energy related programs?

@moo0 o

In your opinion, what coordination would need to occur in order to implement complementary
programs?

Do you ever find that utility customers are confused by the fact that various entities have their
own individual energy efficiency and demand response programs? Are they confused about
which programs to take part in, who to call to get information, etc?

Do you ever help utility customers to mix and match program offerings from the various entities
in order to complete their energy efficiency and/or demand response programs? Does anyone
from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Summary Views

39.

Are there any other program issues related to the New York City area that we have not discussed
that you would like to mention?
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Firmographics

Finally, | have a few questions that will be used for classification purposes only.

40. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 20077
a. <10
b. 10to 20
c. 20to 50
d. 50to 100
e. 100 to 200
f. 200 to 500
g. >500
h. Don’t know
i. Refused

41. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

42. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

43. How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

44, Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR ECIPP - NEW YORK
CITY/WESTCHESTER SBC/SWP PROJECT

Date:
Name:
Program(s) responsible for:

NOTE: This guide covers technical consultants working through the Enhanced Commercial / Industrial
Performance Program (ECIPP). For this evaluation, we plan to interview 4 of 7 ECIPP contractors.
The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges technical consultants face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I am with a company called Research Into Action. We have been hired by NYSERDA to understand how
its programs operate in New York City and Westchester County. 1’d like to ask you about the
NYSERDA programs in which your company has participated. We are especially interested in learning
how the New York City and Westchester area, differ from the rest of the state and how these differences
affect the Enhanced Commercial / Industrial Performance Program (ECIPP). Please note that throughout
this interview | will refer to New York City and Westchester as the “New York City area.”

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you have participated as a NYSERDA contractor in the Enhanced
Commercial / Industrial Performance Program (ECIPP). Is this correct?

2. How long has your company been a contractor for ECIPP? Was your company a contractor in
the earlier Commercial and Industrial Performance (CIPP) or Smart Equipment Choices (SEC)
programs? For how long?

3. How many projects has your company completed under ECIPP?

B-42



NYSERDA Programs in New York City/Westchester Interview Guides

4.

What percent of your projects involve participation in NYSERDA programs? In ECIPP?
[RECORD 0-100%; 888=REFUSED; 999=DON’T KNOW]

a. In ECIPP, what percentage of your projects involve only lighting measures? Only non-
lighting measures? Both lighting and non-lighting measures?
[RECORD 0-100%; 888=REFUSED; 999=DON’T KNOW]

b. In ECIPP, what percentage of your projects receive Tier 1 incentives for - Prequalified
Prescriptive Measures? What percentage of receive Tier 2 incentives for custom
technical studies? And what percentage receive Tier 3 performance-based incentives?
[RECORD 0-100%; 888=REFUSED; 999=DON’T KNOW]

Has the percentage of your work involving ECIPP changed within the past year? How about the
percentage of your work involving all NYSERDA programs?

Does your company also work with energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? Which ones?

Isyour firma(n) ...? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]

ESCO

Energy consultant

Engineering firm

Electrical/lighting contractor

Mechanical/HVAC contractor

Other, specify

D OO o

How large are the companies you typically work with? [PROBE BASED ON TYPE OF TRADE
ALLY: Number of employees, square footage of space, units in building, tenants, etc.]

Why Partner with NYSERDA

9.

10.

In what ways has participating in NYSERDA programs helped your company? [PROBE:
increased business, improved skill set of staff, assisted with worker training, given them a
competitive edge, etc.] Have there been any unexpected drawbacks? [FOR ENTIRE
QUESTION: Compare and contrast with elsewhere in the state if applicable.] Have there been
any unexpected drawbacks?

Is serving as a NYSERDA contractor in ECIPP bringing in the amount of work you expected it
to? Why do you think this is?
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Challenges and Motivations

11. What, if any, are some of the challenges of working with ECIPP in the New York City area? [IF
WORK IN OTHER PARTS OF STATE] How do they differ from challenges contractors
working with ECIPP face elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Size and complexity of the New York City Market
iii. Awareness of ECIPP in the New York City Market
iv. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
v. Relationship to unions or professional organizations
vi. Specialization and division of labor
d. New York City/Westchester codes and regulations
e. Logistics of doing business in New York City/Westchester [Probes: traffic, parking,
storage, disposal]
f. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]

g. Interest in participation
h. Success in delivering the program/s
i. Any other important differences
12. Avre there any barriers to working with ECIPP that are barriers for other contractors but not for

you? What are they and why do they affect the other contractors but not you?

13. What are some of the advantages of working with ECIPP in the New York City area, including
Westchester? [IF WORK IN OTHER PARTS OF STATE] How do these advantages differ from
the advantages of working on ECIPP elsewhere in the state? [SPECIFIC PROBES COULD
INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences
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14. Avre there things that you would like NYSERDA to do to improve your ability to work with
ECIPP for customers in the NYC/Westchester area?

Participating Customers

15. Are there any challenges specific to the New York City area that limit participation in ECIPP by
you and your customers? What are they? How do they differ from challenges faced by
participants elsewhere in the state? [PROBE FOR DIFFERENCES WITHIN NYC/
WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC PROBES COULD INCLUDE]

a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]

b. Demographics/firmographics [PROBE: customer type and sophistication, available
engineers on staff]

c. Cost of living/doing business

d. Amount of available funds for project, esp. relative to value of NYSERDA assistance/
incentives

e. [IF APPROPRIATE:] Building Owner — tenant split incentives

f. [IF APPROPRIATE:] Multiple owners, decision makers

g. [IF APPROPRIATE:] Competing programs from other utilities, e.g., ConEd

h. Ways of living/doing business

i. Prior contractor relationships that make customers unwilling to trust / change to using
you or other program contractors

j-  How they make decisions

k. Other end user factors: program awareness, ease of access to business owners,

I. Perceived complexity of / time required for NYSERDA procedures / processes

m. Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

16. Are there any motivations specific to customers in the New York City area that encourage their

participation with you in ECIPP? What are they? How do they differ from the motivations of
customers elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]

a.
b.

C.
d.

e

Types and uses of buildings they occupy [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication, lack of
engineers on staff]

Cost of living/doing business

Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives

Ways of living/doing business

Energy / financial benefits vs. non-energy benefits (e.g., sustainability, going green,
keeping with competitors / neighbors etc.)

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]
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Unions and Trade Associations

17.

18.

Do you deal specifically with trade associations or other professional organizations in the work
you do for ECIPP? [IF YES] Which ones? [IF YES] What is your association with them?
[PROBE: member, hire them, etc.] [IF WORK IN OTHER PARTS OF STATE] Does this
relationship with trade associations or professional organizations differ in NYC than in the rest of
the state?

Are there ways in which NYSERDA could work more closely with trade associations, and
professional organizations to increase participation in its programs? What are they?

Marketing and Outreach

19.

20.

21.

22.

Do you use your role as contractor for the ECIPP to market your company and/or convince
potential customers/clients that they should work with you over other companies? Why or why
not?

Do you have a marketing and outreach plan for ECIPP activities in the NYC/Westchester area? If
S0:

What do you consider to be the key elements of marketing and outreach?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach
upstate? If so, how?

g. Was your marketing and outreach plan developed with NYSERDA assistance?

mo o0 T

[IF NO MARKETING PLAN] Why don’t you have a marketing plan? [PROBES: lack of
money, time, direction?] Do you believe a marketing plan would be helpful? How? Would
NYSERDA assistance be helpful in creating a plan?

In your experience, what type of marketing and media would work best to support your ECIPP
efforts in the New York City area , and why?
a. What messages work best, and why?
b. What has not worked so well, and why?
c. Are there any media or messages you would like to try that you have not yet tried—if so,
which ones, and why?
d. Are any specific types of customers more receptive than others? Which?
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23.

24.

What types of outreach have worked best for you in the New York City area for ECIPP, and
why? [BE PREPARED WITH A LIST OF TYPES OF OUTREACH SINCE THEY MAY NOT
BE FAMILIAR WITH THE TERM--PRINT ADS, RADIO, TV, DIRECT MAIL, SEMINARS,
SPEAKING ENGAGEMENTS, ARTICLES, ETC..]
a. What types of outreach have not worked so well, and why?
b. Are there any types of outreach you would like to try that you have not yet tried—if so,
which ones, and why? Why haven’t you already tried them?

Does your marketing and outreach for ECIPP in the New York City area target any specific
customer groups? In what way? Do you shy away from certain customer groups or trade allies?
Which ones? Why?

Program Changes

25.

26.

217.

28.

If NYSERDA increased its funding allocations for this program, how many more projects do you
think you could complete a year in the NYC/Westchester area over and beyond what you already
do?

What would be some of challenges to increasing production?

NYSERDA has combined PLRP and ECIPP (Enhanced Commercial / Industrial Performance
Program) into a single program called the Existing Facilities Program. What impact do you think
this would have on your business? What would the impact be for your customers?

NYSERDA is considering developing benchmarks for energy usage and carbon footprint. How
useful do you think these would be to you? How would you use them?

Other Programs

29.

30.

Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE Q#42]

How might the utility customers’ experiences with these programs affect expectations for and
responses to NYSERDA’s program/s?
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31.

32.

33.

34.

35.

36.

In what ways do NYSERDA'’s programs overlap or compete with the............ [POSSIBLE
PROBES INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER
PROGRAMS, SKIP TO Q.#45]

Con Edison and KeySpan/National Grid programs?

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

S@ e a0 o

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? Can you think of ways your program/s and those offered by the utilities
could be more complementary?

How about.... POSSIBLE PROBES INCLUDE THE FOLLOWING]
The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs?

@meooo0 o

Thinking of the overall market in the New York City area, are there any gaps in coverage—
segments, technologies, or anything else you can think of—that are covered neither by
NYSERDA programs nor by utility programs? What could be done to address those gaps?

Do you ever find that customers are confused by the fact that various entities have their own
individual energy efficiency and demand response programs? Are they confused about which
programs to take part in, who to call to get information, etc?

Do you ever help customers to mix and match program offerings from the various entities in
order to complete their energy efficiency and/or demand response programs? Does anyone from
NYSERDA or the other organizations collaborate with you in putting together these packages?

Summary Views

Finally, we’ve talked about a variety of program issues related to ECIPP in the New York City area. 1’d
like you to summarize your thoughts for me in these ways.

37.

What would you say are the greatest strengths of ECIPP in the New York City area?
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38. What are the most important improvements that still need to be made to ECIPP in the New York
City area?
39. Avre there any other program issues related to the New York City area that we have not discussed

that you would like to mention?

Firmographics

Finally, | have a few questions that will be used for classification purposes only.

40. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 2007? And how many did you complete through
ECIPP?

a. <10
b. 10to 20
c. 20to50
d. 50to 100
e. 100 to 200
f. 200 to 500
g. >500
h. Don’t know
i. Refused
41. How many locations does your company have in New York State, excluding Nassau and Suffolk

Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

42. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

43. How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

44, Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW)]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR PLRP - NEW YORK
CITY/WESTCHESTER SBC/SWP PROJECT

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers technical contractors working through the Peak Load Reduction Program
(PLRP). For this evaluation, we plan to interview 4 of 10 PLRP contractors with Permanent Demand
Reduction (PDR) projects. The objectives include the following:

. Gaining insight into barriers specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges contractors face in NYC area

. Identifying competing or complementary programs in NYC area

. Discussing program changes targeting conditions specific to NYC area

Introduction

I am with a company called Research Into Action. We have been hired by NYSERDA to understand how
its programs operate in New York City and Westchester County. 1’d like to ask you about the
NYSERDA programs in which your company has participated. We are especially interested in learning
how the New York City and Westchester area, differ from the rest of the state and how these differences
affect participation in the Peak Load Reduction Program (PLRP). Please note that throughout this
interview | will refer to New York City and Westchester as the “New York City area.”

Your comments will remain confidential. By the way, if | ask you questions about issues you don’t know
about or if the same response applies, tell me and we will move on. Do you have any questions before we
start?

Roles and Responsibilities

1. First, my records indicate that you have participated as a NYSERDA contractor in the Peak Load
Reduction Program (PLRP). Is this correct?

2. How long has your company been a contractor for PLRP? For how long?

3. How many projects has your company completed under PLRP? How many of those are
Permanent Demand Reduction (PDR), and how many for Demand Response or Load Curtailment
/ Shifting (LC/S)? Of the PDR projects, how many are Prescriptive Lighting projects and how
many are more general PDR projects?
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What percent of all your projects involve participation in NYSERDA programs? In PLRP? In
PLRP PDR? In LC/S?
[RECORD 0-100%; 888=REFUSED; 999=DON’T KNOW]

Does your company also work with energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? Which ones?

Isyour firma(n) . ..? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]

ESCO

Energy consultant

Engineering firm

Electrical/lighting contractor

Other, specify

®Po0 o

How large are the companies you typically work with? [PROBE BASED ON TYPE OF TRADE
ALLY: Number of employees, square footage of space, units in building, tenants, etc.]

Why Partner with NYSERDA

8.

10.

11.

In what ways has participating in NYSERDA programs helped your company? [PROBE:
increased business, improved skill set of staff, assisted with worker training, given them a
competitive edge, etc.] Have there been any unexpected drawbacks? [FOR ENTIRE
QUESTION: Compare and contrast with elsewhere in the state if applicable.]

Is serving as a NYSERDA contractor in PLRP bringing in the amount of work you expected it to?
Why do you think this is?

What percentage of your projects in New York City and Westchester involve participation in
NYSERDA programs? In PLRP specifically?

Has the percentage of your work involving PLRP changed within the past year? How about the
percentage of your work involving all NYSERDA programs?
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Challenges and Motivations

12. What, if any, are some of the barriers to developing and implementing projects under the PLRP in
the New York City area? [IF WORK IN OTHER PARTS OF STATE] How do they differ from
challenges contractors working with PLRP face elsewhere in the state? [SPECIFIC PROBES
COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Size and complexity of the New York City area
iii. Awareness of PLRP in the New York City area
iv. Ease/difficulty of breaking into the New York City area [PROBE: competition]
v. Getting the attention of customers
vi. Relationship to unions or professional organizations
1. Impact of unions on increased costs of doing business
vii. Specialization and division of labor
d. New York City/Westchester codes and regulations
e. Con Edison interconnection issues
f. Logistics of doing business in New York City area [Probes: traffic, parking, storage,
disposal]
g. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]
h. Interest in participation
i. Success in delivering the program/s
j-  Any other important differences (such as...)

13. Are there any barriers to working with PLRP that are barriers for other contractors but not for
you? What are they and why do they affect the other contractors but not you?

B-52



NYSERDA Programs in New York City/Westchester Interview Guides

14.

15.

What are some of the advantages of working with PLRP in the New York City area, including
Westchester? [IF WORK IN OTHER PARTS OF STATE] How do these advantages differ from
the advantages of working on PLRP elsewhere in the state? [SPECIFIC PROBES COULD

INCLUDE]
a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City area [PROBE: competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City area [Probe: including licensing and code
requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]
f.  New York City has a higher density of large buildings (that use lots of energy)
i. Corporate HQs and Landmark / Showcase buildings
g. Higher NYSERDA incentives for New York City area
h. Interest in participation
i. Success in delivering the program/s
j-  Any other important differences (such as...)

Avre there things that you would like NYSERDA to do to improve your ability to work with PLRP
for customers in the New York City area?

Participating Customers

16.

Avre there any challenges specific to the New York City area that limit participation in PLRP by
you and your customers? What are they? How do they differ from challenges faced by
participants elsewhere in the state? [PROBE FOR DIFFERENCES WITHIN NYC/
WESTCHESTER—HERE AND THROUGHOUT] [SPECIFIC PROBES COULD INCLUDE]

a.
b.

—>TQ +~® a0
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Types and uses of buildings they occupy [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication, available
engineers on staff]

Cost of living/doing business

Knowledge of energy / energy management

[IF APPROPRIATE:] Building Owner — tenant split incentives

[IF APPROPRIATE:] Multiple owners, decision makers

[IF APPROPRIATE:] Competing programs from other utilities, e.g., ConEd, NYISO
Ways of living/doing business

Prior contractor relationships that make customers unwilling to trust / change to using
you or other program contractors

How they make decisions

Other end user factors: program awareness, ease of access to business owners
Perceived complexity of / time required for NYSERDA procedures / processes

. Any other important differences [PROBE: leasing agreements, building and energy codes

and enforcement]
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17.

Are there any motivations specific to customers in the New York City area that encourage their
participation in PLRP? What are they? How do they differ from the motivations of customers
elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]
a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]
b. Demographics/firmographics [PROBE: customer type and sophistication, lack of
engineers on staff]
c. Cost of living/doing business
i. Higher energy costs in NYC
d. Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives
e.  Ways of living/doing business
f.  Energy / financial benefits vs. non-energy benefits (e.g., sustainability, going green,
keeping with competitors / neighbors etc.)
How they make decisions
Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

e

Unions and Trade Associations

18.

19.

Do you deal specifically with trade associations or other professional organizations in the work
you do for PLRP? [IF YES] Which ones? [IF YES] What is your association with them?
[PROBE: member, hire them, etc.] [IF WORK IN OTHER PARTS OF STATE] Does this
relationship with trade associations or professional organizations differ in NYC than in the rest of
the state?

Are there ways in which NYSERDA could work more closely with trade associations, and
professional organizations to increase participation in its programs? What are they?

Marketing and Outreach

20.

21.

Do you use your role as contractor for the PLRP to market your company and/or convince
potential customers/clients that they should work with you over other companies? Why or why
not?

Do you have a marketing and outreach plan for PLRP activities in the NYC/Westchester area? If
S0:

What do you consider to be the key elements of marketing and outreach?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach
upstate? If so, how?

g. Was your marketing and outreach plan developed with NYSERDA assistance?

moo0 T
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22.

23.

24.

25.

[IF NO MARKETING PLAN] Why don’t you have a marketing plan? [PROBES: lack of
money, time, direction?] Do you believe a marketing plan would be helpful? How? Would
NYSERDA assistance be helpful in creating a plan?

In your experience, what type of marketing and media would work best to support your PLRP
efforts in the New York City area , and why?
a. What messages work best, and why?
b. What has not worked so well, and why?
c. Are there any media or messages you would like to try that you have not yet tried—if so,
which ones, and why?
d. Are any specific types of customers more receptive than others? Which?

What types of outreach have worked best for you in the New York City area for PLRP, and why?
[BE PREPARED WITH A LIST OF TYPES OF OUTREACH SINCE THEY MAY NOT BE
FAMILIAR WITH THE TERM--PRINT ADS, RADIO, TV, DIRECT MAIL, SEMINARS,
SPEAKING ENGAGEMENTS, ARTICLES, ETC..]
a. What types of outreach have not worked so well, and why?
b. Are there any types of outreach you would like to try that you have not yet tried—if so,
which ones, and why? Why haven’t you already tried them?

Does your marketing and outreach for PLRP in the New York City area target any specific
customer groups? In what way? Do you shy away from certain customer groups or trade allies?
Which ones? Why?

Program Changes

26.

27.

28.

29.

If NYSERDA increased its funding allocations for the PLRP, how many more projects do you
think you could develop and implement a year in the New York City area over and beyond what
you already do?

What would be some of challenges to increasing production?

NYSERDA has combined PLRP and ECIPP (Enhanced Commercial / Industrial Performance
Program) into a single program called the Existing Facilities Program. What impact do you think
this would have on your business? What would the impact be for your customers?

NYSERDA is considering developing benchmarks for energy usage and carbon footprint. How
useful do you think these would be to you? How would you use them?

Other Programs

30.

Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE Q#38]
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31.

32.

33.

34.

35.

36.

37.

How might the utility customers’ experiences with these programs affect expectations for and
responses to NYSERDA’s program/s?

In what ways do NYSERDA'’s programs overlap or compete with the............ [POSSIBLE
PROBES INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER
PROGRAMS, SKIP TO Q.#38]

Con Edison and KeySpan/National Grid programs?

NYISO programs

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

—SQ@hooo0 o

In what ways are NYSERDA’S program/s complementary with those offered by Con Edison,
KeySpan/National Grid, and the NYISO? Can you think of ways your program/s and those
offered by the utilities could be more complementary?

How about.... POSSIBLE PROBES INCLUDE THE FOLLOWING]
The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts
Non-energy related programs?

@meoo0 o

Thinking of the overall market in the New York City area, are there any gaps in coverage—
segments, technologies, or anything else you can think of—that are covered neither by
NYSERDA programs nor by utility programs? What could be done to address those gaps?

Do you ever find that utility customers are confused by the fact that various entities have their
own individual energy efficiency and demand response programs? Are they confused about
which programs to take part in, who to call to get information, etc?

Do you ever help utility customers to mix and match program offerings from the various entities
in order to complete their energy efficiency and/or demand response programs? Does anyone
from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Summary Views

Finally, we’ve talked about a variety of program issues related to PLRP in the New York City area. I’d
like you to summarize your thoughts for me in these ways.
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38.

39.

40.

What would you say are the greatest strengths of PLRP in the New York City area?

What are the most important improvements that still need to be made to PLRP in the New York
City area?

Are there any other program issues related to the New York City area that we have not discussed
that you would like to mention?

Firmographics

Finally, | have a few questions that will be used for classification purposes only.

41. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 2007? And how many did you complete through
PLRP? And how many through the Permanent Demand Reduction component of PLRP?

a. <10

b. 10to 20

c. 20to 50

d. 50to 100

e. 100 to 200
f. 200 to 500
g. >500

h. Don’t know
i. Refused

42. How many office locations does your company have in New York State, excluding Nassau and
Suffolk Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

43. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

44, How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

45, Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE - NEW YORK CITY/WESTCHESTER
SBC/SWP PROJECT - JUNE/JULY 2008

Date:
Name:

Program(s) responsible for: SCLP

NOTE: This guide covers technical designers working through Small Commercial Lighting Program
(SCLP). For this evaluation, we plan to interview 8 of 45 SCLP contractors / designers / distributors.
The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges contractors / designers / distributors face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I am with a company called Research Into Action. We have been hired by NYSERDA to understand how
the Small Commercial Lighting Program (SCLP) operates in New York City and Westchester County.
We are especially interested in learning how the New York City and Westchester area, differ from the rest
of the state and how these differences affect SCLP. Please note that throughout this interview | will refer
to New York City and Westchester as the “New York City area.” The interview will take 45 minutes to
an hour. Is now a good time & if not can we schedule a time for this interview? [IF SO CONTINUE; IF
NOT SET UP TIME. REREAD THIS INTRO WHEN CONDUCTING INTERVIEW.]

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you are a lighting [CONTRACTOR, DESIGNER,
DISTRIBUTOR] who has signed up and received training for NYSERDA’s SCLP. Is this
correct? Do you work on any other NYSERDA programs? If so, what are they?

2. Are you an SCLP designer, installer, or do you do both? Please describe the typical stages of an
SCLP project? Thinking about a typical SCLP project, how long does it typically take to follow a
project through to completion? How long does it take to follow a comparable, non-NYSERDA
project through to completion?
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3. How long has your company been involved with the SCLP?

4. Does your company also partner with energy efficiency programs in other parts of the state—
either NYSERDA and/or non-NYSERDA? Which ones?

5. Isyour firma(n) ...? [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM
NAME OR TRADE ALLY LIST]
a. ESCO
b. Architectural firm
c. Interior designer
d. Lighting designer
e. Engineering firm
f.  Electrical/lighting contractor
g. Lighting distributor
h. Other, specify
6. What percent of your projects involve new construction, and what percent involve existing
buildings?
[SHOULD ADD UP TO 100%; IF NOT, CLARIFY]
1= % New construction [BUILDINGS]
2= % Existing buildings
3= [DO NOT ASK] (% Non-building work)
7. Who do you interact with on projects that qualify for SCLP incentives? [PROBE: customers,

other trade allies, building managers, implementation contractors, NYSERDA etc?] Who do you
consider to be your customers [PROBE: NYSERDA, users of SCLP services?] How large are the
companies who typically hire you for lighting projects that qualify for SCLP incentives? [PROBE
BASED ON TYPE OF TRADE ALLY: Number of employees, square footage of space, etc.]

8. Do you refer customers to other NYSERDA programs? How do you handle such referrals?
[PROBES: suggest customer contact the NYSERDA program, pass the customer’s name onto the
NYSERDA program manager or implementation contractor, other?]

Why Partner with NYSERDA

9. In what ways has partnering with NYSERDA helped your company? [PROBE: increased
business, improved skill set of staff, assisted with worker training, given them a competitive edge,
etc.] Have there been any unexpected drawbacks? [FOR ENTIRE QUESTION: Compare and
contrast with elsewhere in the state if applicable.]
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10.

11.

12.

Is serving as a NYSERDA a [CONTRACTOR, DESIGNER, DISTRIBUTOR] bringing in the
amount of work you expected it to? Why do you think this is?
DID NOT MAKE SENSE TO ANYBODY — GENERATE BZNS.

What percentage of your projects in New York City and Westchester involve participation in
NYSERDA programs? In SCLP specifically? What percentage of your projects qualify for
SCLP but do not receive incentives? Why do you or your customers not receive incentives for
these projects?

Has the percentage of your work involving SCLP changed within the past year? How about the
percentage of your work involving all NYSERDA programs?

Challenges and Motivations

13.

14.

What, if any, are some of the challenges of partnering with SCLP in the New York City area? [IF
WORK IN OTHER PARTS OF STATE] How do they differ from challenges contractor,
designers, or distributors partnering with SCLP face elsewhere in the state? [SPECIFIC PROBES
COULD INCLUDE]
a. Cost of doing business [PROBE incentives (including design, installation, ConEd area,
and break the ice), marketing costs]
b. Ways of doing business
i. Geographic focus
ii. Relationship to unions or professional organizations
iii. Specialization and division of labor
c. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
d. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]
e. Competition from ESCOs (esp. ConEd Solutions in targeted zones)
f.  Success in delivering SCLP

What are some of the advantages of partnering with SCLP in the New York City area, including
Westchester? [IF WORK IN OTHER PARTS OF STATE] How do these advantages differ from
the advantages of partnering with SCLP elsewhere in the state? [SPECIFIC PROBES COULD
INCLUDE]
a. Cost of doing business [PROBE incentives, marketing costs]
b. Ways of doing business
i. Geographic focus
ii. Relationship to unions or professional organizations
iii. Specialization and division of labor
c. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
d. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payments, etc.]
e. Success in delivering SCLP
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15. Are there things that you would like NYSERDA to do to improve your ability to work with
recipients of SCLP services in the NYC/Westchester area?

End Use Lighting Customers

16. Are there any challenges specific to the New York City area that limit how often your customers
adopt designs and installations consistent with the SCLP. What are they? How do they differ
from challenges faced by participants elsewhere in the state? [SPECIFIC PROBES COULD
INCLUDE]

a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]

b. Demographics [PROBE: language, education, sophistication regarding lighting or energy
efficiency] /firmographics [PROBE: size of businesses, high rate of business
failure/turnover]

c. Cost/ ways of living/doing business

d. Amount of available funds for project, esp. relative to value of NYSERDA assistance/
incentives

e. 25,000 square foot space size limitation of SCLP

f.  Building Owner — tenant split incentives, energy fees added to rent
Prior contractor relationships that make customers unwilling to trust / change to using
you or other program contractors

h. How they make decisions

i. Perceived complexity of / Time required for NYSERDA procedures / processes /
paperwork, esp. in relation to size of job

j.  Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

DK

17. Avre there any motivations specific to your customers’ interest in adopting or ability to adopt
designs and installations consistent with the SCLP? What are they? How do they differ from the
motivations of customers elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]

a. Types and uses of buildings they occupy [PROBE: mixed use, age, size]
b. Demographics [PROBE: language, education, sophistication regarding lighting or energy
efficiency] /firmographics [Probe: size of business]
c. Cost/ ways of living/doing business
d. Amount of available funds for project, esp. relative to value of NYSERDA assistance /
incentives

Increased sales

Improved employee productivity

Fewer operations and maintenance worries

Other energy / financial benefits vs. non-energy benefits (e.g., sustainability, going green,

keeping with competitors / neighbors etc.)

i. How they make decisions

j.  Any other important differences [PROBE: leasing agreements, building and energy codes

and enforcement]

S —o
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18.

[IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you would like
NYSERDA to do to improve your ability to work with SCLP participants in the
NYC/Westchester area?

Professional Organizations and Trade Associations

19.

20.

21.

22.

Do you deal specifically with trade associations, or other professional organizations? [IF YES]
Which ones? [IF YES] What is your association with them? [PROBE: member, hire them, etc.]
[IF WORK IN OTHER PARTS OF STATE] Does this relationship with professional
organizations differ in NYC than in the rest of the state? And how about unions?

In what ways, if any, do the trade association rules or contracts ease or enhance your work on
NYSERDA projects in the NYC/Westchester area? In what ways, if any, do or trade association
rules or contracts create difficulties for your work on NYSERDA projects in the
NYC/Westchester area? Do these differ from the difficulties/enhancements you find in other
parts of the state? EXCLUDE THIS QUESTION? How about unions?

Does [INSERT PROFESSIONAL ORGANIZATION MENTIONED IN Q19] currently have any
relationship with NYSERDA? [IF NOT] In your opinion, how willing are they to working with
NYSERDA? [ASK FOR ALL MENTIONED IN PREVIOUS] How about unions?

Are there ways in which NYSERDA could work more closely with trade associations, and
professional organizations to increase participation in its programs? What are they? How about
with unions?

Marketing and Outreach

23.

24,

25.

26.

Do you use your role as [CONTRACTOR, DESIGNER, DISTRIBUTOR] for SCLP to market
your company and/or convince potential customers/clients that they should work with you over
other companies? Why or why not?

Are you aware of marketing conducted by NYSERDA or its implementation contractor for the
SCLP?

[IF YES TO Q24,] What type of marketing have they used? In your opinion, what marketing has
been effective in promoting the SCLP? What has been less effective?

Is there any marketing that NYSERDA could do that would help SCLP in the NYC market? If
so, what?
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Program Changes

27.

28.

29.

If NYSERDA increased its funding allocations for SCLP, how many more projects do you think
you could complete a year in the NYC/Westchester area over and beyond what you already do?

What would be some of challenges to increasing production?

NYSERDA is considering making some changes to SCLP.

a. One of these changes may include removing the 25,000 square foot limit on allowable
space size. How do you think this will affect the work you do? Will it increase the
number of projects that you do through the program? Why do you say that? IF
INCREASE WORK: What would be some of challenges to handling the increased
workload?

b. The program may also provide incentives for more efficient lighting technologies such as
use of controls, using metal halides instead of halogens for retail applications. How do
you think this will affect the work you do?

Other Programs

30.

31.

32.

33.

Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO INTRO BEFORE #45]

What energy efficiency and demand response programs have been available to utility customers
in the New York City area in the past? [POSSIBLE PROBES INCLUDE]

a. Earlier utility programs

b. NYPA programs

c. Earlier NYSERDA programs

d. Current NYSERDA programs

How might the utility customers’ experiences with these programs affect expectations for and
responses to NYSERDA’s program/s?

In what ways do NYSERDA'’s programs overlap or compete with the............ [POSSIBLE
PROBES INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER
PROGRAMS, SKIP TO Q.#45]

Con Edison programs?

The City of New York’s programs

NYPA'’s programs

Other statewide initiatives

Federal government programs

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs

Se@ o o0 o
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34.

35.

36.

37.

38.

In what ways are NYSERDA’S program/s complementary with those offered by Con Edison?
Can you think of ways your program/s and those offered by the utilities could be more
complementary? How about.... [POSSIBLE PROBES INCLUDE THE FOLLOWING]

The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

EPA/ENERGY STAR

Clinton Climate Initiative or other similar efforts

Non-energy related programs?

@mooo o

In your opinion, what coordination would need to occur between NYSERDA and these other
organizations in order to implement complementary programs?

Thinking of the overall market in the New York City / Westchester area, are there any gaps in
coverage—segments, technologies, or anything else you can think of—that are covered neither by
NYSERDA programs nor by utility programs? What could be done to address those gaps?

Do you ever find that utility customers are confused by the fact that various entities have their
own individual energy efficiency and demand response programs? Are they confused about
which programs to take part in, who to call to get information, etc?

Do you ever help utility customers to mix and match program offerings from the various entities
in order to complete their energy efficiency and/or demand response programs? Does anyone
from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Summary Views

Finally, we’ve talked about a variety of program issues related to SCLP in the New York City area. I’d
like you to summarize your thoughts for me in these ways.

39.

40.

41,

What would you say are the greatest strengths of SCLP in the New York City area?

What are the most important improvements that still need to be made to SCLP in the New York
City area?

Avre there any other program issues related to the New York City area that we have not discussed
that you would like to mention?
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Firmographics

Finally, | have a few questions that will be used for classification purposes only.

42. Approximately how many projects would you say your company completed in New York State,
excluding Suffolk and Nassau Counties, in 20077
a. <10
b. 10to 20
c. 20to50
d. 50to 100
e. 100 to 200
f. 200 to 500
g. >500
h. Don’t know
i. Refused

43. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

44, Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW]

45, How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

46. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR ENERGY SMART PRODUCTS
PROGRAM - NEW YORK CITY/WESTCHESTER SBC/SWP PROJECT - MAY TO
JUNE 2008

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers manufacturers and retailers working through the Energy Smart Products
Program. The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' and retailers’
participation

. Gaining insight into motivations specific to the NYC area that encourage end users' and retailers’
participation

. For manufacturers and those retailers with locations inside and outside of NYC/Westchester:
Identifying any differences in the number and type of CFLs they send to NYC/Westchester versus
other locations in the state and regionally and why these differences exist, if they do. Regional
questions included in an effort to sort out what is specific to NYC/Westchester and what might be
New York State wide issue.

Introduction

I am with a company called Research Into Action. We have been hired by NYSERDA to understand how
its programs operate in New York City and Westchester County. 1’d like to ask you about the
NYSERDA New York Energy Smart* Products Program, specifically compact fluorescent lamps or
CFLs. We are especially interested in learning how the New York City and Westchester area, differs
from the rest of the state and how these differences affect the New York Energy Smart®™ Products
Program. Please note that throughout this interview | will refer to New York City and Westchester as the
“New York City area.” The interview will take 45 minutes to an hour. Is now a good time & if not can
we schedule a time for this interview? [IF SO CONTINUE; IF NOT SET UP TIME. REREAD THIS
INTRO WHEN CONDUCTING INTERVIEW.]

Your comments will remain confidential. By the way, if | ask you about areas you don’t know about or if
the same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities
[Note: For MANUFACTURERS, these questions act as a screener]

1. [IF LISTED AS A PARTNER] First, my records indicate that you serve as a CFL [INSERT
MANUFACTURER OR RETAILER] for the NYSERDA New York Energy Smart™™ Products
Program. Is this correct?
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10.

11.

[RETAILERS] How many locations does your company have in New York State, excluding
Nassau and Suffolk Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T
KNOW]

[RETAILERS] How many locations does your company have in New York City and
Westchester? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

[IF RETAILER] How many stores do you have in Connecticut? How many in New Jersey?

[RETAILERS] Approximately how many full time employees or full time equivalents does your
organization have working in New York State, excluding Nassau and Suffolk Counties?
[RECORD EXACT NUMBER; 8888=REFUSED; 9999=DON’T KNOW)]

[RETAILERS] Approximately how many full time employees or full time equivalents does your
organization have working in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

[IF MANUFACTURER]? Do you have specific knowledge about shipments to and sales in the
New York City/Westchester area? [IF NO, ASK WHO WITHIN THE COMPANY -
INCLUDING MANUFACTURER FIELD REPS - MAY HAVE THIS KNOWLEDGE. GET
CONTACT INFORMATION, BUT IF NO ONE ELSE, CONTINUE WITH THE INTERVIEW
AND SKIP QUESTIONS THAT DON’T KNOW. ]

[IF MANUFACTURER]? As part of your duties, do you work directly with the NYSERDA New
York Energy Smart™ Products Program or its implementer, Lockheed Martin?

[IF MANUFACTURER PARTNER] Please describe your duties, especially as they relate to the
NYSERDA New York Energy Smart®™ Products Program.

[IF PARTNER] How long has your company partnered with the NYSERDA New York Energy
Smart™™ Products Program?

[ALL MANUFACTURERS] Who do you consider to be your customers? [PROBE: NYSERDA,
retailers/buying groups, end users, distributors]? How large are the retailers/buying groups you
typically work with? [PROBE: Number of employees, square footage of retail space, sales] What
types of retailers are they? How do the types and sizes of retailers you sell to in New York City
and Westchester differ from the upstate retailers? In Connecticut? In New Jersey?
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12.

13.

[ALL MANUFACTURERS] Are there any types of retailers selling light bulbs in New York City
that do not sell CFLs? [PROBE: CORNER STORES, BODEGAS VS. REGIONAL OR
NATIONAL CHAINS?] Do these same types of retailers exist upstate, or are they only found in
New York City/Westchester? If so, do they sell CFLs upstate? Why the difference?

[FOR RETAILERS ONLY] Who are your typical customers? [PROBE: Residential,
commercial, contractors] [APPLIANCE RETAILERS] Based on what you know, would you say
that most of your customers are renters or owners? Do they live in buildings with five or more
units? [IF NOT FIVE OR MORE] Do they live in single family homes including individual row
or town houses, duplexes, triplexes, or quads? [FOR RETAILERS WITH LOCATIONS
OUTSIDE NEW YORK CITY AREA] How does customers in the New York City area differ
from customers in other areas?

Why Partner with NYSERDA

14.

15.

16.

17.

[IF PARTNER] In what ways has partnering with NYSERDA helped your company? [PROBE:
increased sales, more awareness of/demand for your products, more people coming into the store,
given them a competitive edge, etc.] Have there been any unexpected drawbacks? [FOR
ENTIRE QUESTION: Compare and contrast with elsewhere in the state if applicable.]

[IF PARTNER] Is working with the NYSERDA New York Energy Smart® Products Program
bringing in the amount of sales/business you expected it to? Why do you think this is?

[IF PARTNER] How easy or difficult do you find it to comply with NYSERDA'’s data
requirements? Why?

[IF NOT PARTNER] Why do you currently not serve as a partner with the NYSERDA New
York Energy Smart™ Products Program? [PROBE: Amount/type of incentives, NYSERDA
data reporting requirements] Have you considered it in the past? What would have to change to
make you want to partner with NYSERDA?

Lighting Market in New York City vs. Other Areas

18.

19.

20.

[MANUFACTURERS] Where are your distribution centers that serve New York
City/Westchester? Where are your distribution centers that serve the rest of New York?

[RETAILERS] In 2007, what proportion of the light bulbs you sold in the New York City area
were CFLs? Was this higher, lower, or about the same as 20067

[RETAILERS WITH LOCATIONS IN OTHER PARTS OF NEW YORK STATE] What
proportion of the light bulbs you sold in upstate New York in 2007 were CFLs? [IF DIFFERENT
FROM NYC] Why the difference between upstate and the New York City area?
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21.

22.

23.

[RETAILERS WITH LOCATIONS IN CONNECTICUT AND NEW JERSEY] What proportion
of the light bulbs you sold in Connecticut in 2007 were CFLs? How about New Jersey? [IF
DIFFERENT FROM NYC] Why the difference between Connecticut/New Jersey and the New
York City area? [PROBE FOR THE ROLE PLAYED BY THE AMOUNT OF INCENTIVES]

[MANUFACTURERS] Has the number of CFLs sold or shipped to the New York
City/Westchester area increased, decreased, or stayed about the same compared to last year?
How about the past five years? Why? How does this compare to what you sell in upstate New
York? Connecticut? New Jersey? [IF CANNOT ESTIMATE SALES OR SHIPMENTS TO
NYC AREA, ASK WHY NOT, AND SKIP TO #24.]

[MANUFACTURERS THAT ALSO MANUFACTURE INCANDESCENT BULBS] In 2007,
what proportion of the light bulbs you sold or shipped to the New York City area were CFLs?
How about upstate? Connecticut? New Jersey? Why the differences between these areas and the
New York City area? [PROBE FOR WHETHER THE DIFFERENCE IS SOLEY DUE TO
AMOUNT OF PROGRAM INCENTIVES]

Challenges and Motivations

24.

25.

[RETAILER] Why might customers in the New York City/Westchester area not buy CFLSs?
Please focus as much as possible on reasons that may be specific to New York City or
Westchester? [FOR THOSE WITH KNOWLEDGE OUTSIDE OF NYC/WESTCHSTER] How
do these reasons differ from those faced by customers elsewhere in the state? In Connecticut or
New Jersey? [SPECIFIC PROBES COULD INCLUDE]

a. Demographics [PROBE: owner/renter, language/culture, financial considerations,
customer type and sophistication]
Cost of living
Split incentive for renters/condo associations for owners
Ways of living
Prior negative experience with products/previous program
How they make decisions
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[RETAILER] Why might customers in the New York City/Westchester area buy CFLs? Please
focus as much as possible on reasons that may be specific to New York City or Westchester?
[FOR THOSE WITH KNOWLEDGE OUTSIDE OF NYC/WESTCHSTER] How do these
reasons differ from those faced by customers elsewhere in the state? In Connecticut or New
Jersey? [SPECIFIC PROBES COULD INCLUDE]

a. Demographics [PROBE: owner/renter, language/culture, financial considerations,
customer type and sophistication]
Costs of living
Ways of living
Prior positive experience with products/previous programs
How they make decisions
Desire to save money
Desire to save energy
Desire to “be green”
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26.

27.

28.

[IF PARTNER] What, if any, are some of the challenges of working with the NYSERDA New
York Energy Smart™ Products Program in the New York City area, including Westchester? [IF
HAVE STORES IN/KNOWLEDGE OF OTHER PARTS OF STATE] How do they differ from
challenges elsewhere in the state? In Connecticut or New Jersey? [SPECIFIC PROBES COULD
INCLUDE]
a. Types and sizes of retailers in the program
b. Program approach compared to those used elsewhere
c. Cost of doing business [PROBE: partner incentives, marketing costs]
d. Logistics of doing business in New York City/Westchester [Probe: including business
turnover, competition, small square footage to display products]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, requirements to provide sales or other data, etc.]

[IF PARTNER] What are some of the advantages of working with the NYSERDA New York
Energy Smart> Products Program in the New York City area, including Westchester? [IF
HAVE STORES IN/KNOWLEDGE OF OTHER PARTS OF STATE] How do they differ from
the advantages elsewhere in the state? In Connecticut or New Jersey? [SPECIFIC PROBES
COULD INCLUDE]
a. Types and sizes of retailers in program
b. Program approach compared to those used elsewhere
c. Cost of doing business [PROBE: partner incentives, marketing costs]
d. Logistics of doing business in New York City/Westchester [Probe: including
competition, desire to set themselves apart — develop a niche]
e. Logistics of doing business with NYSERDA [Probe: Assistance with/incentives for
marketing, product promotion, etc. ]

[TO ALL] Are there things that you would like NYSERDA to do to improve your ability to sell
ENERGY STAR® Products in the NYC/Westchester area?

Marketing and Outreach

[NOTE: WE WILL PROBABLY TALK ONLY ABOUT MARKETING WITH RETAILERS BUT
BOTH WITH MANUFACTURERS]

29.

Do you have a marketing and outreach plan for CFLs in the NYC/Westchester area? If so...
What do you consider to be the key elements of marketing and outreach?

What is the underlying strategy?

What specific messages have you used?

What specific media have you used?

What types of outreach have you used?

Does the approach for the New York City area differ from your marketing and outreach
upstate? If so, how?

g. Was your marketing and outreach plan developed with NYSERDA assistance?

hD OO o
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30.

31.

32.

33.

[IF NO MARKETING PLAN] Why don’t you have a marketing plan? Do you believe a
marketing plan would be helpful? How? Would NYSERDA assistance be helpful in creating a
plan?

In your experience, what media/outreach work best in the New York City area for marketing
CFLs, and why? [PROBE: radio, TV, newspaper for media; one-on-one recruitment of retailers,
in-store promotions, point-of-purchase displays, etc. for outreach]

a.  What messages work best, and why?

b. What has not worked so well, and why?

c. Are there any media or messages you would like to try that you have not yet tried—if so,

which ones, and why?
d. Are any specific types of customers more receptive than others? Which?

[RETAILERS WHO HAVE MARKETED] Have you ever or do you how use cooperative
advertising/marketing incentives available from NYSERDA? Why or why not?

Does your marketing and outreach for CFLs in the New York City area target any specific
customer/retailer groups? In what way? Do you shy away from certain customer groups or trade
allies? Which ones? Why?

Other Programs

34.

35.

36.

37.

Are you aware of other CFL programs or discounts that are or have been available in the New
York City area other than from NYSERDA programs? Y N [IF NO, SKIP TO Q#44]

What CFL programs have been available in the New York City area in the past? What are these
programs? [POSSIBLE PROBES INCLUDE]

a. Earlier Con Edison programs

b. City programs

c. Earlier NYSERDA programs

Are there any CFL programs other than NYSERDA's that are currently available in the New
York City area? [POSSIBLE PROBES INCLUDE]

a. Con Edison programs

b. City programs

[IF AWARE OF OTHER PROGRAMS IN #36] In what ways do NYSERDA’s programs
promoting CFLs overlap or compete with the...[POSSIBLE PROBES INCLUDE THE
FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER PROGRAMS, SKIP TO Q#44]
a. Con Edison programs?
b. The City of New York’s programs
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38.

39.

40.

41.

[IF AWARE OF CON EDISON PROGRAM] In what ways are NYSERDA’S program/s
promoting CFLs complementary with those offered by Con Edison? Can you think of ways your
program/s and those offered by Con Edison could be more complementary?

[IF AWARE OF CITY PROGRAMS] In what ways are NYSERDA’S program/s promoting
CFLs complementary with the programs and policies being promoted by the City of New York?

In your opinion, what coordination would need to occur between, Con Edison, and the city in
order to implement complementary programs?

Do you participate in any of these other programs? [IF YES] Which ones?

Summary Views

Finally, we’ve talked about a variety of program issues related to NYSERDA New York Energy
Smart®™ Products Program in the New York City area. 1°d like you to summarize your thoughts for me
in these ways.

42. What would you say are the greatest strengths of NYSERDA’s CFL promotions in the New York
City area?

43. What are the most important improvements that still need to be made to NYSERDA’s CFL
promotions in the New York City area?

44, Avre there any other program issues related to the New York City area that we have not discussed
that you would like to mention?

THANK YOU
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TRADE ALLY/PARTNER INTERVIEW GUIDE FOR ENERGY STAR® LABELED HOMES
BUILDERS — NEW YORK CITY/WESTCHESTER SBC/SWP PROJECT - APRIL TO
MAY 2008

Date:
Name:

Program(s) responsible for:

NOTE: This guide covers builders working with the ENERGY STAR Labeled Homes program. The
objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into the motivations specific to the NYC area that encourage end users’
participation

. Understanding the challenges builders of new small family homes face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I’m a member of a process evaluation team hired by NYSERDA to understand how its programs operate
in New York City and Westchester County. We are especially interested in learning how New York City
and Westchester differ from the rest of the state and how these differences affect the ENERGY STAR
Labeled Homes Program.

I’d like to ask you about the ENERGY STAR Labeled Homes Program and any other NYSERDA
programs for which your company or organization partners with NYSERDA. My questions will focus on
how you work with NYSERDA and with customers, contractors, and other organizations in the New
York City area.

Your comments are confidential. By the way, if | ask you about areas you don’t know about or if the
same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that your company serves as builder/architect for NYSERDA’s
ENERGY STAR Labeled Homes program [ESLH]. Is this correct? Do you work with
NYSERDA on any other programs? If so, what are they?
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2. Is your firm a(n): [SUGGEST LIKELY RESPONSE IF POSSIBLE, BASED ON FIRM NAME
OR TRADE ALLY LIST]
a. Architectural firm
b. Engineering firm
c. Builder/general building contractor
d. Other, specify

3. Let me confirm that your company builds/designs one to four family homes in the New York
City/Westchester area? [Y/N] (If no, then not who we want.)

4. How long has your company served as a builder/architect for the ESLH?

5. Does your company also work on energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? (Y/N) Which programs?

6. Whom do you consider to be your customers [PROBE: home buyers, developers, housing
authorities, etc.]?

7. When do you become involved in the process of constructing a new one-to-four family homes?
[PROBE: Design, bidding/contracting process, site location, construction, etc.] Does it depend on
who hires you or what type of project you are working? [PROBE: developer, future resident of
home, housing authorities/EDCs, Spec vs. custom home; low-to-moderate income housing, etc.]

8. Whom do you work closely with in your role as a builder/architect for the ESLH? [POSSIBLE
PROBES: architects, developers, implementation contractors, home buyers, city departments,
housing authorities, economic development groups, non-profit agencies, unions, sub-contractors,
etc.]. Is the number and type of people/organizations you interact with more, less, or about the
same in NYC/Westchester as for builders working with ESLH in other parts of the state?

Why Partner with NYSERDA

9. In what ways has serving as a builder/architect for the ESLH helped your company? [PROBE:
increased business, improved skill set of staff through training, equipment incentives,
accreditation incentives, training incentives, cooperative advertising incentives, a competitive
edge, etc.] Have there been any unexpected drawbacks?

10. Is working as an ESLH builder/architect bringing in the amount of work you expected it to? Why
do you think this is?

11. When your firm is the prime contractor, what percentage of your projects in New York City and
Westchester involve participation in NYSERDA programs? In ESLH specifically? [RECORD 0-
100%; 888=REFUSED; 999=DON’T KNOW]
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12. Has the percentage of your work involving ESLH changed within the past year? How about the
percentage of your work involving all NYSERDA programs?

Challenges and Motivations

13. What, if any, are the challenges of working on the ESLH program in the New York City area,
including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do they differ from
challenges builders/architects working on ESLH face elsewhere in the state? [SPECIFIC
PROBES COULD INCLUDE]

Types of businesses working in the program/s

Cost of doing business [PROBE incentives, marketing costs]

c. Ways of doing business

i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
v. Access to qualified labor

d. Logistics of doing business in New York City [PROBE: including city agencies, housing

authorizes, housing advocacy groups, licensing and code requirements]

e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing

incentives, payment, etc.]

f. Interest in participation

. Success in delivering the program/s

h. Any other important differences

o®

14. What are some of the advantages of working on the ESLH in the New York City area? [IF
WORK IN OTHER PARTS OF STATE] How do they differ from the advantages of working on
ESLH elsewhere in the state? [SPECIFIC PROBES COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
v. Access to qualified labor
d. Logistics of doing business in New York City [PROBE: including city agencies, housing
authorizes, housing advocacy groups, licensing and code requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payment etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences

15. What would you say are the greatest strengths of ESLH in the New York City area? What, if
anything, needs improvement?
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Participating End Users

16.

17.

18.

Avre there any challenges specific to customers in the New York City and Westchester area that
limit participation in ESLH? What are they? How do they differ from the rest of the state?
[PROBE FOR DIFFERENCES WITHIN NYC/ WESTCHESTER—HERE AND
THROUGHOUT] [SPECIFIC PROBES COULD INCLUDE]

Access to land or space on which to build one-to-four family residences
Demographics/firmographics [PROBE: customer type and sophistication]

Cost of living/doing business

Ways of living/doing business

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]
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Are there any motivations specific to customers in the New York City and Westchester area that
encourage their participation in ESLH? What are they? How do they differ from the rest of the
state? [SPECIFIC PROBES COULD INCLUDE]

Access to land or space on which to build one-to-four family residences
Demographics/firmographics [PROBE: customer type and sophistication]

Cost of living/doing business

Ways of living/doing business

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]
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[IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you would like
NYSERDA to do to improve your ability to work with ESLH customers in the NYC/Westchester
area?

Unions and Trade Associations

19.

20.

21.

[IF NOT ADDRESSED ABOVE IN Q8] Do you deal specifically with unions, trade associations,
or other professional organizations? [IF YES] Which ones? [IF YES] What is your association
with them? [PROBE: member, hire them, etc.] [IF WORK IN OTHER PARTS OF STATE]
Does your relationship with unions or professional organizations differ in NYC than in the rest of
the state? If so, how?

In what ways, if any, do union or trade association rules or contracts ease or enhance your work
on NYSERDA projects in the NYC/Westchester area? In what ways do the rules or contracts
create difficulties for your work on NYSERDA projects in the NYC/Westchester area? Do these
differ from the difficulties/enhancements you find in other parts of the state?

Does you know if [INSERT UNION/PROFESSIONAL ORGANIZATION MENTIONED IN
Q#21] currently has any relationship with NYSERDA? [IF NOT] In your opinion, how willing
are they to working with NYSERDA? Why or why not? [ASK FOR ALL MENTIONED IN
PREVIOUS]
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Marketing and Outreach

22. [IF NOT ADDRESSED IN Q9] Do you currently utilize the advertising co-operative incentive
available to participating builders and HERS Raters through NYSERDA’s ESLH program?

23. How much do you spend annually on marketing? How do you market? [specific media, forms of
outreach, etc.]

24. What type of marketing from NYSERDA is the most effective? What other types of marketing
do you think would be effective?

25. When trying to secure jobs, do you promote yourself as an ESLH builder/architect? Why or why
not? [IF SO] Do you think customers recognize the ESLH name? Does it matter to them that
you are an ESLH builder/architect? Do you have the ENERGY STAR or other related logo on
any of your own marketing materials [PROBE: business cards, pamphlets, on truck or van,
contracts, etc.]? Why or why not?

26. If a customer who is not aware of ESLH (i.e., not a program participant) called you to
build/design a one-to-four family home, would you promote the ESLH program to them? Why or
why not?

Program Changes

27. If participation in the ESLH increased, how many more one-to-four family homes do you think
you could complete a year in the NYC/Westchester area over and beyond what you already do?

28. What would be some of the challenges to building/designing more one-to-four family homes
through ESLH?

Other Programs

29. Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO Q#39]

30. What energy efficiency and demand response programs have been available in the New York
City area in the past? What are these programs? [POSSIBLE PROBES INCLUDE]
a. Earlier utility programs
b. NYPA programs
c. Earlier NYSERDA programs

31. How might experiences with these programs affect customers’ and builders’ expectations for and
responses to NYSERDA’s program/s?
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32.

33.

34.

35.

36.

37.

38.

In what ways do NYSERDA'’s programs overlap or compete with the...[POSSIBLE PROBES
INCLUDE THE FOLLOWING. IF THEY DON’T KNOW ABOUT OTHER PROGRAMS,
SKIP TO Q#39xX]

Con Edison and KeySpan/National Grid programs?

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

Non-energy related programs

hD o0 o

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? Can you think of ways your program/s and those offered by the utilities
could be more complementary?

How about....[POSSIBLE PROBES INCLLUDE THE FOLLOWING]
The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

Non-energy related programs?

®Poo0 o

In your opinion, what coordination would need to occur between NYSERDA and other entities in
order to implement complementary programs?

Do you ever find that your customers are confused by the fact that various entities have their own
individual energy efficiency and demand response programs? Are they confused about which
programs to take part in, who to call to get information, etc?

Do you ever help your customers to mix and match program offerings from the various entities in
order to complete their energy efficiency and/or demand response programs? [IF YES] Does
anyone from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Do you refer customers to other NYSERDA programs? Which programs? How do you handle
such referrals?

Summary Views

39.

Are there any other program issues related to NYSERDA'’s programs in the New York City area
we have not discussed that you would like to mention?
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Firmographics
Finally, | have a few questions that will be used for classification purposes only.

40. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

41. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999 = “DON’T KNOW”]

42. How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

43. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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TRADE ALLY INTERVIEW GUIDE FOR HPWES CONTRACTORS - NEW YORK
CITY/WESTCHESTER SBC/SWP PROJECT - APRIL TO MAY 2008

Date:
Name:
Program(s) responsible for:

NOTE: This guide covers contractors working with the Home Performance with ENERGY STAR
program. The objectives include the following:

. Gaining insight into challenges specific to the NYC area that limit end users' participation

. Gaining insight into motivations specific to the NYC area that encourage end users' participation
. Understanding the challenges residential contractors face in NYC

. Identifying competing or complementary programs in NYC

. Discussing program changes targeting conditions specific to NYC

Introduction

I’m a member of a process evaluation team hired by NYSERDA to understand how its programs operate

in New York City and Westchester County. We are especially interested in learning how New York City
and Westchester differ from the rest of the state and how these differences affect the Home Performance

with ENERGY STAR program.

I’d like to ask you about the NYSERDA programs for which your company or organization partners with
NYSERDA, focusing on how you work with NYSERDA and with customers and other contractors and
organizations in the New York City area.

Your comments are confidential. By the way, if | ask you about areas you don’t know about or if the
same response applies, tell me and we will move on. Do you have any questions before we start?

Roles and Responsibilities

1. First, my records indicate that you serve as a contractor for NYSERDA’S Home Performance
with ENERGY STAR program. Is this correct? Do you work with NYSERDA on any other
programs, including Assisted Home Performance? If so, what are they? [IF THEY DO
ASSISTED HOME PERFORMANCE WORK, PROBE AS APPROPRIATE IN REMAINING
QUESTIONS, BUT GENERALLY ADDRESS THE TWO PROGRAMS TOGETHER]

2. [IF WORK WITH MORE THAN ONE READ “Taking each program separately”] Please
describe what you or your company does in its role as a HPWES contractors [OR FOR OTHER
PROGRAMS, FILL IN APPROPRIATE TITLE] ?
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3. How long has your company served a contractor for HPWES? Worked with NYSERDA?

4. Does your company also work on energy efficiency programs in other parts of the state—either
NYSERDA and/or non-NYSERDA? If so, which ones?

5. What is your core area of expertise? Would you say it is...?
a. HVAC
b. Lighting
c. Plumbing and heating
d. Appliance installation and repair
e. Windows
f. General remodeling
g. Insulation and infiltration
h. Other (Specify: )
6. Whom do you work closely with in your role as HPWES contractor? [PROBE: other contractors,

implementation contractors, etc?]

Why Partner with NYSERDA

7. In what ways has contracting with NYSERDA in the New York City area helped your company?
[PROBE: increased business, improved skill set of staff through training, equipment incentives,
accreditation incentives, training incentives, competitive edge, etc.] Have there been any
unexpected drawbacks? [FOR ENTIRE QUESTION: Compare and contrast with elsewhere in the
state if applicable.]

8. Is working as a Home Performance contractor in the New York City area bringing in the amount
of work you expected it to? Why do you think this is?

9. What percentage of your projects in New York City and Westchester involve participation in
NYSERDA'’s programs? In HPWES specifically?

10. Has the percentage of your work involving HPWES changed within the past year? How about the
percentage of your work involving all NYSERDA programs?

B-81



Interview Guides NYSERDA Programs in New York City/Westchester

Challenges and Motivations

11. What, if any, are the challenges of working on the HPWES program in the New York City area,
including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do they differ from
challenges contractors working of HPWES face elsewhere in the state? [SPECIFIC PROBES
COULD INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City/Westchester [Probe: including licensing
and code requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payment, etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences

12. What are some of the advantages of working on the HPWES in the New York City area, again
including Westchester? [IF WORK IN OTHER PARTS OF STATE] How do they differ from
the advantages of working on HPWES elsewhere in the state? [SPECIFIC PROBES COULD
INCLUDE]

a. Types of businesses working in the program/s
b. Cost of doing business [PROBE incentives, marketing costs]
c. Ways of doing business
i. Geographic focus
ii. Ease/difficulty of breaking into the New York City Market [PROBE:
competition]
iii. Relationship to unions or professional organizations
iv. Specialization and division of labor
d. Logistics of doing business in New York City [Probe: including licensing and code
requirements]
e. Logistics of doing business with NYSERDA [Paperwork, procedures, accessing
incentives, payment etc.]
f. Interest in participation
. Success in delivering the program/s
h. Any other important differences

13. What would you say are the greatest strengths of HPWES in the New York City area? What, if
anything, needs improvement?
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Participating Customers

14.

15.

16.

Avre there any challenges specific to customers in the New York City and Westchester area that
limit participation in HPWES? What are they? How are they different from the rest of the state?
[PROBE FOR DIFFERENCES WITHIN NYC/ WESTCHESTER—HERE AND
THROUGHOUT] [SPECIFIC PROBES COULD INCLUDE]

Types and uses of buildings they occupy [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication]

Cost of living/doing business

Ways of living/doing business

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

hD OO0 o

Are there any motivations specific to customers in the New York City area that encourage their
participation in HPWES]? What are they? How are they different from the rest of state?
[SPECIFIC PROBES COULD INCLUDE]

Types and uses of buildings they occupy [PROBE: mixed use, age, size]
Demographics/firmographics [PROBE: customer type and sophistication]

Cost of living/doing business

Ways of living/doing business

How they make decisions

Any other important differences [PROBE: leasing agreements, building and energy codes
and enforcement]

hD o0 o

[IF NOT ADDRESSED IN PREVIOUS SECTION] Are there things that you like NYSERDA to
do to improve your ability to work with HPWES customers in the NY C/Westchester area?

Unions and Trade Associations

17.

18.

Do you deal specifically with unions, trade associations, or other professional organizations? [IF
YES] Which ones? [IF YES] What is your association with them? [PROBE: member, hire them,
etc.] [IF WORK IN OTHER PARTS OF STATE] Does your relationship with unions or
professional organization differ in NYC than in the rest of the state? If so, how?

Do you know if [INSERT THE UNION/PROFESSIONAL ORGANIZATION MENTIONED IN
Q21] currently has any relationship with NYSERDA? [IF NO RELATIONSHIP] In your
opinion, how willing are they to work with NYSERDA? Why or why not? [ASK FOR ALL
MENTIONED IN PREVIOUS]
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Marketing and Outreach

19. When trying to secure jobs, do you promote yourself as a Home Performance with ENERGY
STAR contractor? Why or why not? [IF SO] Do you think customers recognize the Home
Performance name? Does it matter to them that you are a Home Performance contractor? Do
you have the ENERGY STAR or other related logo on any of your own marketing materials
[PROBE: business cards, pamphlets, on truck or van, contracts, etc.] contractor? Why or why
not?

20. If a customer who is not aware of HPWES (i.e., not a program participant) called you to serve
their home, would you promote the HPWES program to them? Why or why not?

21. What type of marketing currently used by NYSERDA is the most effective? What other types of
marketing do you think would be effective?

22. How much do you spend annually on marketing? How do you market? [specific media, forms of
outreach, etc.]

Program Changes

23. If participation in HPWES increased, how many more projects do you think you could complete a
year in the NYC/Westchester area over and beyond what you already do?

24, What would be some of the challenges to serving more homes through HPWES?

Other Programs

25. Are you aware of other programs that are or have been available in the New York City area other
than NYSERDA programs? Y N [IF NO, SKIP TO Q#37]

26. What energy efficiency and demand response programs have been available in the New York
City area in the past? What are these programs? [POSSIBLE PROBES INCLUDE:
a. Earlier utility programs
b. NYPA programs
c. Earlier NYSERDA programs

217. How might experiences with these programs affect customers’ and contractors’ expectations for
and responses to NYSERDA’s program/s?
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28.

29.

30.

31.

32.

33.

34.

In what ways do NYSERDA'’s programs overlap or compete with the....[POSSIBLE PROBES
INCLUDE THE FOLLOWING, BUT FOCUS ON A, B, AND D. IF THEY DON’T KNOW
ABOUT OTHER PROGRAMS, SKIP TO Q.#37]

Con Edison and KeySpan/National Grid programs?

The City of New York’s programs

NYPA’s programs

Other statewide initiatives

Federal government programs

Non-energy related programs

hD OO o

In what ways are NYSERDA'’S program/s complementary with those offered by Con Edison and
KeySpan/National Grid? Can you think of ways your program/s and those offered by the utilities
could be more complementary?

How about....[POSSIBLE PROBES INCLUDE THE FOLLOWING, BUT FOCUS ON A AND
Cl

The City of New York’s programs and policies?

NYPA’s programs?

Other statewide initiatives? [PROBE: 15 BY 15]

Federal government programs?

Non-energy related programs?

®Poo o

In your opinion, what coordination would need to occur between NYSERDA and other entities in
order to implement complementary programs?

Do you ever find that your customers are confused by the fact that various entities have their own
individual energy efficiency and demand response programs? Are they confused about which
programs to take part in, who to call to get information, etc?

Do you ever help your customers to mix and match program offerings from the various entities in
order to complete their energy efficiency and/or demand response programs? [IF YES] Does
anyone from NYSERDA or the other organizations collaborate with you in putting together these
packages?

Do you refer customers to other NYSERDA programs? Which programs? How do you handle
such referrals?

Summary Views

35.

Are there any other program issues related to NYSERDA's programs in the New York City area
we have not discussed that you would like to mention?
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Firmographics
Finally, | have a few questions that will be used for classification purposes only.

36. How many locations does your company have in New York State, excluding Nassau and Suffolk
Counties? [RECORD EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

37. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York State, excluding Nassau and Suffolk Counties? [RECORD
EXACT NUMBER; 8888=REFUSED; 9999 = “DON’T KNOW”]

38. How many locations does your company have in New York City and Westchester? [RECORD
EXACT NUMBER; 888=REFUSED; 999=DON’T KNOW]

39. Approximately how many full time employees or full time equivalents does your organization
have at all your locations in New York City and Westchester? [RECORD EXACT NUMBER,;
8888=REFUSED; 9999=DON’T KNOW]

THANK YOU
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