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Executive Summary

Puget Sound Energy’s (PSE) Home Weatherization Assistance (HWA) program is designed to improve
energy efficiency, reduce heating and cooling costs, and enhance home comfort for low-income
households. The program provides eligible participants with free whole-home upgrades including
insulation, air sealing, weatherstripping, replacement of inefficient heating systems, and more. The
program requires an income eligibility check before enrollment and provides upgrades free of charge.
PSE and local agency staff also provide educational resources to participants on energy-saving practices
to further empower customers and communities to manage energy use.

Cadmus was contracted to conduct an impact and process evaluation of the HWA program. This
evaluation included a tracking database review, measure case workbook reviews, database engineering
analysis, phone interviews with PSE and local agency staff and a review of marketing materials. This
report presents key findings from Cadmus’ impact and process evaluation.

Impact Evaluation Results

PSE’s HWA program reported 2,829,568 kWh of annual electric savings and 57,938 therms of natural gas
savings in 2022 and 2023. Cadmus evaluated all measures within the HWA program with a database
engineering analysis approach. Overall, the two program years achieved gross realization rates of 99.7%
for electric savings and 102.4% for natural gas savings.

Table 1 and

Table 2 provide reported and evaluated savings, realization rates, and precision for each project type.
Specific details and findings for each project type are presented in the report’s Detailed Savings Results
and Analysis by Measure Type section.

Table 1. PY2022-2023 HWA Electric Energy Savings

Total Reported Evaluated Gross
Measure Type Gross Savings | Gross Savings | Realization
Measures
(kWh) (kwh) Rate (%)

Boiler 2 - - -
Ductless Heat Pump 571 1,174,990 1,161,270 98.8%
Furnace 121 - - -
Heat Pump 81 313,813 305,819 97.5%
Insulation 1,258,190 591,757 586,833 99.2%
Integrated Space and Water Heat 47 - - -
Lighting 3 1,378 1,378 100.0%
Sealing 471,720 382,813 400,177 104.5%
Thermostat 121 11,439 11,471 100.3%
Energy Recovery 13 265,823 265,823 100.0%
Ventilation 499 63,763 63,763 100.0%
Water Heater 24 -183 -183 100.00%
Windows 3,139 23,974 23,964 100.0%
Total 1,734,531 2,829,568 2,820,3151 99.7%
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Table 2. PY2022-2023 HWA Natural Gas Savings

Total Reported Evaluated Gross
Measure Type Measures Gross Savings | Gross Savings Realization
(therms) (therms) Rate (%)
Boiler 2 7,417 7,417 100.0%
Ductless Heat Pump 571 - - - -
Furnace 121 10,426 10,438 100.1%
Heat Pump 81 - - - -
Insulation 1,258,190 23,824 24,320 102.1%
Integrated Space and Water Heat 47 4,888 4,888 100.0%
Lighting 3 - - - -
Sealing 471,720 9,972 10,727 107.6%
Thermostat 121 33 27 80.8%
Energy Recovery 13 - - - -
Ventilation 499 - - - -
Water Heater 24 934 1,046 112.0%
Windows 3,139 445 446 100.3%
Total 1,734,531 57,938 59,308 102.4%

Conclusions and Recommendations

CONCLUSION 1: PSE maintains positive and productive relationships with the local agencies
implementing the program.

Interviews with PSE and local agency staff reveal collaborative, trusting, and communicative
relationships between both organizations. All seven agencies interviewed gave the highest possible
ratings to the quality of their communication with PSE and to their experiences with the HWA program
overall.

CONCLUSION 2: The marketing strategy and materials were adequate, sufficient, and successful.

Marketing materials are available in multiple languages, appropriately targeting the largest minority
languages in the PSE territory. The program has a wide reach that contrasts sharply with the limited
availability of local agencies and the long wait times that customers must wait to receive the service.

RECOMMENDATION 1

While some materials already discuss this, consider indicating in the eligibility one-pager that HWA follows a
first-come, first-served policy, using language such as: “We're excited by the strong interest in this program!
Qualified applicants will be served in the order applications are received. We encourage you to apply
today!” This would increase transparency and set expectations.

One of the Winter emails provides instructions that could potentially be confusing. It states: "Call the [local
agency] in your county to see if you qualify and apply," but does not include contact numbers. Consider
including a link or QR code that leads to local agency numbers in every communication.

The current approach of including families of diverse backgrounds in the mailers is heading in the right
direction and can be taken further. Building on the theme of family, the campaign could benefit from a
wider variety of imagery that showcases multi-generational Hispanic, Vietnamese, and Hindi families, along
with other priority minority communities. This would help highlight the importance of family and improving
the quality of life for future generations, values that resonate strongly within these communities.

CONCLUSION 3: Front-end paperwork can present a barrier for some customers and may even
create confusion among PSE Energy Advisors (EAs).

The front-end paperwork may potentially discourage participation, according to PSE staff. A local agency
also identified that PSE EAs have shown inconsistent familiarity with the program, which may add to
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customer confusion, particularly when individuals call EAs seeking guidance on eligibility or application

procedures.

RECOMMENDATION 2

Consider clarifying the front-end application process where possible, by providing simplified instructions,
checklists, or pre-filled forms, as well as coordinating with the state to identify opportunities for
simplification. In parallel, PSE should provide targeted training and refresher materials to Energy Advisors,
ensuring they are equipped to consistently and accurately respond to customer inquiries regarding eligibility

and application requirements..

CONCLUSION 4: Evaluated savings closely match reported savings for nearly all measure types.

Cadmus found the reported savings calculation methodologies and Unit Energy Savings (UES) values
closely followed measures included in the RTF. Where appropriate, PSE used historical sales data to
update savings calculation baseline input assumptions. PSE revises measure workbooks for all measures
offered through the program on an annual basis to incorporate the latest updates from measures
offered through the RTF. Cadmus did not find any systematic discrepancies or findings that would
warrant recommended changes to energy savings methodologies or calculations.
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Introduction

Program Description

Under Tariff Schedule E/G 201, PSE offers the Home Weatherization Assistance (HWA) Program. The
HWA Program provides energy-saving measures to income-qualified households, aiming to reduce
energy consumption, enhance comfort, and lower utility bills. The program provides whole-home
upgrades free of charge, including insulation, air sealing, duct sealing, furnace tune-ups, and HVAC
system replacement. As shown in Table 3, thirteen measure types are offered through the HWA
program accounting for 2,829,568 kWh of annual electric savings and 57,938 therms of natural gas
savings.

Table 3. PY2022-2023 HWA Program Reported Savings by Measure Type

. Reported Reported
Measure Type Quantity of Electric Gross Natural Gas
Measures . .

Savings (kWh) | Savings (therms)
Boiler 2 - 7,417
Ductless Heat Pump 571 1,174,990 -
Furnace 121 - 10,426
Heat Pump 81 313,813 -
Insulation 1,258,190 591,757 23,824
Integrated Space and Water Heat 47 - 4,888
Lighting 3 1,378 -
Sealing 471,720 382,813 9,972
Thermostat 121 11,439 33
Energy Recovery 13 265,823 -
Ventilation 499 63,763 -
Water Heater 24 -183 934
Windows 3,139 23,974 445
Total 1,734,531 2,829,568 57,938

PSE develops measure case workbooks for each measure type offered through its energy efficiency
programs and revises them on a regular basis. Measure case workbooks include the documentation
necessary to track energy savings calculation methodology and sources, workbook revision history, and
links to the appropriate energy savings calculation workbooks.

The HWA program is implemented through a network of ten social service agencies. Local agencies
receive funding from multiple sources, including PSE, state, and federal programs. While PSE serves as a
funding source and fulfills critical duties such as local agency management and payment, the program is
under the oversight of Washington State’s Department of Commerce (DOC).

Eligible customers can receive program services at no cost, depending on their household income and
location. Enrollment is managed through partnerships with local agencies who handle the installations,
ensuring that each home meets the program’s energy efficiency standards. Customers can apply to the
program directly through their county’s agency, and some are brought into the program by an agency
they are already in contact with via another income-qualified program such as the Low-Income Home
Energy Assistance Program. Once enrolled, customers schedule a site visit with a contractor or in-house
employee from their county agency. At the site visit, the contractor or employee performs an
assessment of the home to identify appropriate measures to install, then provides this information to
the customer verbally and/or via a written report. Once the assessment is complete, customers are
placed on a waitlist for work to be completed. After the upgrades are installed, the local agency
performs another site visit for quality control. Because all upgrades are free, customers are never
invoiced during this process.
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Research Objectives

Cadmus evaluated the HWA program to determine savings achievements, assess cost-effectiveness, and
identify areas for improving program delivery and customer involvement and satisfaction. Table 4 lists
evaluation goals, along with the corresponding evaluation activities employed to achieve those goals.

Table 4. Evaluation Objectives and Activities

Program
Evaluation Objectives Manager
Interviews

Tracking
Database | Reporting
Review

Implementer | Participant | Trade Ally
Interviews Surveys | Interviews

Estimate annual electric energy

and natural gas energy savings

Review program changes and

assess what is working well and X X X
where challenges exist

Assess the effectiveness of

program management and

implementation, including X X X
marketing materials and outreach
strategies

Identify key barriers facing
buildings and opportunities to
resolve these barriers and increase
participation

Document compliance with
regulatory requirements

Impact Evaluation Approach

Each program evaluated during the 2024—2025 biennium was assigned a value of 1 to 3 based on the
level of rigor needed to achieve satisfactory impact and process results. The HWA program, previously
evaluated in 2019-2020, was assigned a value of “1” or low rigor. As such, Cadmus evaluated this
program through the use of a tracking database engineering analysis. Cadmus’ impact evaluation
approach is consistent with PSE’s EM&V Framework and follows best practices described in the Regional
Technical Forum (RTF) Roadmap for Assessment of Energy Efficiency Measures,! the International
Performance Measurement and Verification Protocol (IPMVP),? and the Uniform Methods Project
(UMP)3 to balance the level of evaluation effort with the associated risk.

Impact Evaluation Activities
Cadmus evaluated the HWA program through the following methods.

Tracking Database Review

Cadmus conducted a database review to assess the reasonableness of program data, saving estimates,
and savings protocols. Additionally, the database review afforded the team an opportunity to resolve
any potential data-quality issues. This preliminary review included the following activities:

e Collected and reviewed the DSCM Completed Project Detail Report for the HWA program with
project savings report dates between January 1, 2022, and December 31, 2023

e Identified potentially duplicated records

e Checked for missing or inaccurate data, including participant location, name, contact
information, premise ID, account number, measure type, measure quantity, measure
implementation date, reported savings, and reported savings date

Regional Technical Forum. December 8, 2015. Roadmap for Assessment of Energy Efficiency Measures.
https://apiproxy.utc.wa.gov/cases/GetDocument?doclD=732&year=2015&docketNumber=151871

Efficiency Valuation Organization. International Performance Measurement and Verification Protocol. IPMVP -
Efficiency Valuation Organization (EVO)

U.S. Department of Energy. Uniform Methods Project. Uniform Methods Project: Determining Energy

Efficiency Savings for Specific Measures | Department of Energy



https://apiproxy.utc.wa.gov/cases/GetDocument?docID=732&year=2015&docketNumber=151871
https://evo-world.org/en/products-services-mainmenu-en/protocols/ipmvp
https://evo-world.org/en/products-services-mainmenu-en/protocols/ipmvp
https://www.energy.gov/eere/uniform-methods-project-determining-energy-efficiency-savings-specific-measures
https://www.energy.gov/eere/uniform-methods-project-determining-energy-efficiency-savings-specific-measures
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e Confirmed that savings and incentives match PSE’s filed savings

Measure Case Workbook Review

Cadmus reviewed the measure case workbook for each measure type incentivized between January 1,
2022, and December 31, 2023, for a total of 13 measure case workbooks. Cadmus assessed the savings
calculation methodology, source documentation, and associated engineering calculations. If the
measure case workbook had been updated during the program year, Cadmus reviewed each measure
case workbook version applicable to the evaluated period.

Database Engineering Analysis

Cadmus evaluated energy savings for all measures within the program-tracking dataset using a two-step
process. First, Cadmus audited the database by recalculating energy savings for each measure based on
the savings calculation methodology and assumptions provided in the associated measure case
workbook. This step assesses the risks of clerical errors or misaligned program documentation. If the
audited savings did not match the database savings, Cadmus resolved discrepancies by reviewing and
discussing the anomalies with PSE through conference call meetings and data review discussions. Once
the audited savings matched the tracking database, Cadmus calculated evaluated savings for each
measure in the tracking database. Cadmus used the prescriptive savings calculation methods developed
by the RTF and PSE. For measures classified as Unit Energy Savings (UES) measures by the RTF, Cadmus
followed the energy savings calculation methodology and assumptions described in the associated RTF
measure, but revised calculation input variables based on PSE’s market data, research, or tracking
database data fields. Supporting documentation (such as project applications and invoices) were not
reviewed with a database engineering analysis.

Process Evaluation Approach

Cadmus developed a set of customized research activities relevant to the given target audience for each
research objective. These activities are described in detail below.

Program Staff Interviews

Cadmus interviewed the PSE program manager to gain insight into program design, goals, processes,
marketing, and administration. We used this interview to determine if the program performed
consistently and achieved PSE’s objectives. The interview guide incorporated questions specifically
designed to provide an understanding of the program’s performance.

Local Agency Interviews

Cadmus interviewed eight local agencies that participate in the Home Weatherization Program to gain
insight into program processes and structure, stakeholder opinions, firmographics, barriers to
participation, and marketing strategies. We used these interviews to understand how community
partners serve their constituents, their perspectives on the program’s operation and success, and any
issues they have experienced while participating.

Materials Review

Cadmus reviewed program materials to thoroughly understand program processes and determine the
quality, relevance, and effectiveness of PSE’s program management. In particular, we assessed the
clarity of marketing materials, the relevance of program materials and alignment with the program's
objectives, and the completeness of program information in the materials provided.

PSE provided the following materials for review:
e Program plans
e Process flowchart
e Organizational charts
e Application forms
e Program handouts/informational literature

e Print and digital advertising materials, including social media ads, bill inserts, brochures, and
letters
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Results

Impact Evaluation Findings

Summary
Table 5 shows reported and evaluated gross savings results, along with realization rates by measure
type.

Table 5. PY2022-2023 HWA Program Reported and Evaluated Savings by Measure Type

Electric Gross Savings L. Natural Gas Savings L.
Realization Realization
Measure Type (kwh) (therms)
Rate (%) Rate (%)

Boiler - - 7,417 7,417 100.0%
Ductless Heat Pump 1,174,990 1,161,270 98.8% - - -
Furnace - - - 10,426 10,438 100.1%
Heat Pump 313,813 305,819 97.5% - - -
Insulation 591,757 586,833 99.2% 23,824 24,320 102.1%
Integrated Space and

Water Heat - - - 4,888 4,888 100.0%
Lighting 1,378 1,378 100.0% - - -
Sealing 382,813 400,177 104.5% 9,972 10,727 107.6%
Thermostat 11,439 11,471 100.3% 33 27 80.8%
Energy Recovery 265,823 265,823 100.0% - - -
Ventilation 63,763 63,763 100.0% - - -
Water Heater -183 -236 -129.0% 934 1,046 112.0%
Windows 23,974 23,964 100.0% 445 446 100.3%
Total 2,829,568 2,820,261 99.7% 7,417 7,417 100.0%

Detailed Savings Results and Analysis by Measure Type
The following sections describe Cadmus’ findings based on the impact evaluation activities for each
measure type.

Ductless Heat Pumps
PSE incentivized 571 ductless heat pump measures and used a reported savings methodology based on
two RTF residential measures:

e Air Source Heat Pump Efficiency Upgrade

e Air Source Heat Pump Conversion from Forced Air Furnace.

PSE did not collect data related to the existing HVAC system type from customers. Instead, PSE used
historical sales data from the NEEA Residential Building Stock Assessment to estimate the distribution of
baseline HVAC system types for PSE’s service territory. PSE calculated energy savings for each measure
based on the weighted average of Unit Energy Savings (UES, or deemed) values from the RTF residential
measures and the assumed baseline HVAC system type distribution. The incentivized heat pump make,
model, capacity, or efficiency had also not been collected in the database. Because of these data
collection limitations, Cadmus used assumed values from the RTF measure when evaluating measure
performance.

Cadmus found that the evaluated energy savings matched reported savings for the majority of
incentivized measures. For the evaluated savings for heat pump conversion measures, Cadmus found
that 11 of the 540 measures had misreported savings by basing them on the deemed savings value
associated with multifamily homes instead of single-family homes. Cadmus evaluated savings based on
the appropriate home type and found lower savings were realized.

Furnaces
PSE incentivized 121 furnace measures and used a reported savings methodology based on the RTF
Residential Furnace measure. PSE followed the RTF Residential Furnace measure to report deemed
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savings values based on existing and incentivized furnace AFUE. Existing furnace specifications were not
collected. PSE determined an average AFUE value based on sales data from 2018 through 2021. PSE
collected home type and applied one deemed savings value for single-family homes and another value
for manufactured homes.

Cadmus evaluated savings based on the same RTF measure and found the methodology and source
documentation to be appropriate. The slight difference in evaluated savings from reported savings is
due to rounding of numbers during calculations.

Heat Pumps

PSE incentivized 81 heat pump measures and reported savings based on the RTF residential measure:
“Central Ducted Air Source Heat Pump Upgrades and Conversions.” PSE and the RTF measure assume a
heat pump replaces an electric forced air furnace, but PSE did not collect existing HVAC system type
from customers. Between the 2022 and 2023 program years, PSE updated the savings methodology to
use the RTF measure version (v5.1) approved by the RTF in 2020. Because of this, reported savings per
unit differed between the two years.

Cadmus evaluated savings based on the same RTF residential measure: “Central Ducted Air Source Heat
Pump Upgrades and Conversions”, but based evaluated savings for both years on the measure version
approved prior to the 2022 program year (v5.1) resulting in slightly lower evaluated savings.

Insulation, Windows, and Duct Sealing
PSE incentivized the installation of new insulation, high efficiency windows, and duct sealing for
residential customers. PSE’s reported savings methodology is based on three RTF residential measures:

e Manufactured Home Weatherization
e Multifamily Weatherization

e Single Family Weatherization

PSE incentivized 69 variations of these measure types. Savings were reported on a per-unit basis, and
each variation of the measure types includes distinct assumed baseline and installation characteristics.
The measure names reported by PSE were not identical to the measure names prescribed in the RTF
residential measures.

Cadmus mapped PSE measures to RTF measures based on the measure name (insulation location,
baseline R-value, installed R-value, and home type were not tracked in the database) to evaluate
savings. Cadmus found that PSE reported values matched the RTF, but realization rates ranged from 70%
to 190% by measure type. Realization rate variations were primarily due to the PSE team utilizing fewer
significant digits per unit savings from the RTF while Cadmus evaluated savings with the exact per-unit
savings values from the RTF.

Thermostats
PSE incentivized 121 thermostat measures and reported savings based on two RTF residential measures:

e Connected Thermostats

e Residential Electronic Line Voltage Thermostats

PSE reported savings based on home type, heating system fuel type, and existing thermostat type. PSE
did not collect data for the existing HVAC system type, home size, or year of construction.

Cadmus evaluated savings based on the same RTF savings methodology and assumptions that PSE used.
Only one measure, a thermostat serving a natural gas customer with a single-family home, reported
savings substantially higher than the evaluated savings. For this measure, Cadmus assumed the natural
gas customer used a natural gas furnace for heating, resulting in lower savings than reported.

Ventilation

PSE incentivized 499 ventilation measures in 2022 and 2023. Ventilation measures include high-
efficiency bathroom and utility room fans. The RTF does not include an energy efficiency measure or
savings value for these two measure types. PSE reported savings based on in-house engineering
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calculations. Cadmus reviewed the engineering calculation workbooks and backup documentation and
found them appropriate. Cadmus’ recalculated savings found no discrepancies for these measures.

Water Heaters
PSE incentivized 24 gas and heat pump water heaters in 2022 and 2023. PSE’s reported savings
methodology is based on two RTF residential measures:

e Gas Water Heaters

e Heat Pump Water Heaters

PSE did not collect the existing water heater type, efficiency, or capacity in the tracking data. The water
heater tank type (storage or tankless) was provided in the measure name in the tracking data.

Cadmus evaluated savings based on the same RTF residential measures as PSE used. However, PSE used
an older version of the RTF measures while Cadmus referenced the workbook approved prior to the
2022 calendar year (v5.1). As such, greater natural gas savings were realized for water heater measures
along with a greater penalty in electric energy savings.

Savings to Investment Ratio Measures

PSE reported savings for 65 instances of Savings to Investment Ratio (SIR) measures. SIR measures are
complex and custom projects that do not meet the measure descriptions of the LIW program
prescriptive measure list. Agencies submit applications directly to PSE for SIR measures and PSE
engineers develop custom calculations to report energy savings. All measures reported as Integrated
Space and Water Heat, Lighting, and Energy Recovery measures were implemented as SIR measures.
Two boiler and three lighting measures were also reported as SIR measures. SIR measure savings are
calculated through the use of TREAT (Targeted Residential Energy Analysis Tool), and PSE requires an in-
house engineering review of all custom SIR applications.

Due to the custom nature of calculated savings and the desired rigor level of evaluation (low), Cadmus
passed through savings for SIR measures. SIR measures account for 15% of reported electric energy
savings and 14% of reported natural gas therm savings.

Program Process Findings

This section of the report presents the findings of the process evaluation based on interviews conducted
with program staff and local agencies as well as a materials review. The objective of the process
evaluation was to provide a thorough assessment of the HWA program, capturing insights from various
stakeholders, evaluating current practices, and identifying areas for enhancement.

Program Processes and Recent Changes
This section of the report addresses the research objective of reviewing the program delivery processes
to assess what is working well and where challenges exist.

The customer journey begins when the potential participant learns about the HWA program from the
PSE website, PSE marketing, PSE Energy Advisor (EA), or local agencies’ marketing. Customers verify that
they qualify based on the income guidelines presented on the website or provided by the EA or local
agencies. The customer then contacts their local agency, which administers the program. The local
agency asks the customer whether they are homeowners or renters, and based on their answer, mails
them the appropriate application for the program. Renters must receive permission from their landlord
to participate. The application details the documentation that must be submitted with the completed
application.

Next, the applicant mails or delivers their application to the agency, which verifies documentation. The
agency will reach out to the applicant up to three times to notify them if they are missing any
requirement. If the applicant does not respond, the agency removes their application from
consideration. If the agency determines that the applicant is eligible for the program, they are placed on
a waiting list. Several criteria (called priority points) determine the applicant’s placement on the list. For
example, if a customer is 60 years of age or older, has a disability, has children under the age of 19, is
Native American, or has a high energy burden, these criteria will affect their position on the waiting list.
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According to PSE program staff, wait times at the time of the interview were up to eight months;
according to local agencies, up to a year and a half.

When it is the participant’s turn to be served, an inspector visits their home to conduct an assessment of
the home’s needs. After the inspector’s paperwork is reviewed and approved, a crew is scheduled to
complete the work. Upon completion of the work, the agency conducts a final inspection of the home.
Both the agency and participant sign off on the job.

All seven local agencies interviewed said that they give customers a report after performing the site
assessment. The contents of this report vary by agency but may include any of the following:

e Summary of measures installed
e Results of the final blower door test
e Tips on how to maintain the new equipment

e Owner’'s manuals

In some cases, homes may be deferred from the program due to extreme structural degradation that
prevents measure installation. However, the administering agencies work diligently to minimize
deferrals by addressing as many issues as possible to bring homes into a treatable condition.

The program is considered high-value, as participants can receive an average of $16,000 in home
upgrades. A notable non-energy benefit of the program is its role in housing stability. By addressing
critical home repairs and safety concerns, the program contributes to preventing homelessness among
vulnerable households.

While PSE is not the program administrator, it plays a key role in coordination and verification. PSE staff
ensure quality control, conduct marketing and outreach, and provide essential funding. PSE’s program
funding supports a comprehensive approach to home upgrades, covering structural improvements as
well as essential repair and health/safety measures.

PSE staff indicated that this program involves a significant administrative load. The staff responsible for
its management require extensive technical knowledge, as well as a high level of accountability.
Proficiency in weatherization practices, along with a strong understanding of the partnerships and
administrative intricacies of coordinating with state and federal government agencies, are essential.

PSE maintains direct communication with agencies, primarily through email, and adheres to the
guidelines set by the Department of Commerce, PSE’s main program partner. At the time of the
interview, PSE was transitioning to a new tracking and reporting system used by other PSE programs
called Demand Side Management central (DSMc).

One local agency staffer mentioned being pleased with this recent change. They said that the new
system PSE is using has “made it easier [to complete projects].” In contrast, two local agencies had some
challenges with navigating the new system. One stated that the database can be “a little cumbersome”
but that PSE staff have been receptive to questions and comments on the new database. The other
agency mentioned that the database was “a bit more clunky” but that they were still very satisfied with
the program overall.

Since 2024, PSE has added several measures to the HWA program, including a savings-to-investment
ratio (SIR) measure, a custom rebate calculation measure for upgrades that do not fit the standard
equipment criteria, a prescriptive incentive for slab on grade foundation insulation in multifamily
structures, and an incentive for pool heaters in multifamily buildings. Local agency staff did not mention
these incentives causing any issues, indicating that they have been integrated smoothly into program
processes. PSE staff also reported that incentives have continued to increase over the past three to four
years because of feedback from agencies and external stakeholders that indicated that incentives were
not enough to offset measure costs.

Agencies report what they have installed to PSE on a monthly basis. In turn, PSE tracks the installation of
energy efficiency measures, claims conservation savings once air sealing projects are fully completed,

tracks and reports sources, researches measures, handles customer complaints, and coordinates
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monthly payments. Contracted assistance agencies perform income verification and the Department of
Commerce (DOC) conducts financial audits of the agencies.

The evaluation team asked agencies what measures they installed. Interviewees had the opportunity to
select multiple measures. Figure 1 shows that the three most common were insulation and air sealing
measures (which were mentioned by all seven interviewees), heating equipment (furnaces)
replacements and upgrades, and heat pump installations (each mentioned by four agencies).

Figure 1. Most Common Program Measures Implemented

Insulation/air sealing

Heating equipment upgrade or repair
Heat pumps

Mechanical ventilation

Hot water tank replacement

Water pipe wrap

Weather stripping 1
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Source: Local Agency Interviews. “Which measures in the Weatherization Assistance Program do
you most frequently install?” (n=7)

Interviewees were asked if there was a measure that customers are interested in that is not currently
offered through the program. Four agencies cited windows, and two agencies did not have any
suggestions for new measures. One agency staff member stated that the agency gets frequent requests
for heat pump water heaters, but that PSE funding was not high enough to cover the cost and that
“other state and federal funds cannot be leveraged.” Other measures mentioned by one agency each
were solar photovoltaic chargers and electric vehicle chargers.

When asked what could preclude a participant from continuing the process once started, interviewees
from all seven agencies commented that customers were unlikely to go through the entire application
process and then not proceed with the measures offered by the program. The two agencies that offered
estimates on the percentage of “drop-outs” throughout the process estimated that this number was
below 5%. One agency did specify that roughly 30% of their projects had some sort of scheduling delay
due to customers’ personal scheduling difficulties, but that they have been able to find a suitable
arrangement. According to interviewees, when customers do drop out of the program the most
common reasons are life circumstances such as health challenges or a decision to sell the home, which is
unusual.

The seven agencies confirmed performing post-installation inspections. One agency mentioned that very
rarely have customers refused the agency access to the home after the work has been completed. Three
agencies also confirmed doing inspections throughout the installation process.

Marketing Materials

This section of the report addresses the research objective of assessing the effectiveness of marketing
materials.

The Department of Commerce is in charge of marketing, and PSE supports the HWA program with a
variety of marketing materials, tailoring its marketing volume to each local agency’s needs based on
waitlist times and expressed needs. d.. Local agency staff expressed familiarity with PSE marketing
materials and trust in PSE to distribute the materials. These staff members noted that they have high
opinions of PSE’s marketing collateral and are confident in its quality.
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PSE provided several marketing materials to the evaluation team, which found the materials to be clear,
concise and informative. Materials were visually appealing and directed potential customers to the
proper channels to find more information about the HWA program. Below is a list of the marketing
materials reviewed and Cadmus’ feedback on each material.

o The eligibility one-pager clearly explains weatherization and how it impacts comfort and bill
savings; it includes a graphic of a home and various weatherization upgrades. The one-pager
also describes the program process, explaining that projects begin with a free home assessment;
lists typical upgrades like insulation and air sealing; notes that the program is income based and
delivered through local agencies; encourages customers to check income requirements and
contact local partners; includes a quote from a customer who experienced significant benefits,
including reduced energy usage and improved home comfort; and provides application
guidance, a QR code to the PSE HWA landing page, and phone numbers by county to learn more
about the program. The one-pager is available in Chinese, English, Hindi, Korean, Russian,
Spanish, and Vietnamese.

e  Winter emails and paid social media ads are succinct and educational, focus on home comfort
and free upgrades, and include a link to the PSE HWA landing page. The evaluation team verified
that the link works. Additionally, the email appropriately addresses contractor shortages,
providing transparency and managing expectations for potential participants.

e The winter direct mail material is concise and informative, focuses on home comfort and free
upgrades, and provides a link to the PSE HWA landing page. It also provides a link for Spanish
speakers.

e Winter and spring digital ads are clear and engaging and focus on home comfort and free
upgrades. Each ad links to the eligibility verification on PSE’s website. PSE ran these ads on
Facebook and NextDoor.

e “The Voice of myPSE” brochure is direct and informative, focuses on comfort and energy
savings, and emphasizes that upgrades are free for eligible participants. It includes information
about both the HWA and the Efficiency Boost programs under the same heading “Add comfort
and energy savings.” It provides links to both the HWA and Efficiency Boost website landing
pages.

Figure 2 shows how agency interviewees answered when asked if they had received marketing materials
from PSE. Five reported receiving and using PSE’s marketing materials; one reported not having received
any marketing materials, and one interviewee was unsure if their agency had received them.

Figure 2. Agencies that Received PSE Marketing Materials

.

Source: Agency interviews. “Did PSE provide you with marketing materials or
print collateral promoting the Weatherization Assistance program PSE? ”(n=7)

The agencies that received materials expressed mixed points of view about their usefulness. One
interviewee said the materials were very useful, emphasized that PSE’s outreach was “the primary
outreach” for their agency, and said that they see an uptake of customers after PSE emails go out.
Another said the materials were “basic” but “nice to have when out in the communities that are
primarily served by PSE.” One interviewee expressed some trepidation about using PSE materials and
any materials developed outside of the agency because of concerns about the materials “making
promises to customers that the agency is unable to fulfill.” Another interviewee said, “Most people
come to the program through the energy assistance program, so marketing for low-income
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weatherization isn't really needed.” Interviewees from four agencies reported having their own
outreach team and marketing materials.

PSE’s media partner, The Vida Agency (TVA), provided recommendations for expanding PSE’s
Multicultural media efforts. The primary goals of the recommendations were to raise program
awareness, plant a seed about the program for future use, and encourage eligible customers to look at
income guidelines. TVA recommended to run the Multicultural campaign in November of 2024 in
English, Spanish, and Vietnamese through digital display, television, social media, and audio streaming
advertisements. The Vida Agency suggested running the campaign in November given that this is a time
when customers become more aware of weatherization deficiencies in their homes. The agency
suggested reaching Spanish speakers by digital display advertisements through the Spanish-language
publication La Raza del Noroeste, one of the most widely read Spanish language publications in
Washington. TVA estimated that monthly impressions would reach 113,088. TVA suggested engaging
Vietnamese customers through digital advertisements and Crossings TV, a channel that provides in-
language news, information and entertainment for seven Asian language groups. These outlets would
reach 32,366 monthly impressions, according to TVA. Additionally, TVA suggested running multicultural
digital advertisements including billboards, banners, interstitials, and in-feed native (ads that blend into
the content feed of a site or app, styled to look like editorial content) across platforms, as well as
Facebook, Instagram, and audio streaming ads. According to TVA, digital advertisements could garner
411,111 impressions per language and audio streaming 242,722 impressions per language.

PSE ran multilingual campaigns in 2024. Table 6 describes the results of the digital media adds, including
impressions, clicks and click-through-rate (CTR). Table 7 presents the streaming audio ads performance.

Table 6. Multilingual Digital Media Adds Performance

M Impressions Clicks CTR

English 889,903 5,105 | 0.57%
Spanish 783,589 3,615 | 0.46%
Viethamese 694,428 2,840 | 0.41%

Table 7. Streaming Audio Ads Performance

Ad Type Impressions Completion Rate

Audio Total 1,639 94.14%

In early 2025, PSE underwent a restructuring and is shifting its campaign strategy to a programmatically
bundled outreach. As part of this change, the HWA program was grouped under the broader category of
Assistance Programs. While there is potential to run HWA-specific ads, that decision will depend on
available capacity and has not yet been finalized.

Effectiveness of Partnerships with Local Agencies
This section of the report addresses the research objective of assessing the effectiveness of partnerships
with local agencies.

Both PSE and local agency staff stated that the communication between PSE and local agencies is open
and straightforward. PSE staff further noted that there is a high level of trust and accountability with
local agencies and that agencies consider PSE to be a valuable partner. On a scale of 1 to 5, where 1 was
extremely dissatisfied and 5 was extremely satisfied, all seven local agency interviewees gave maximum
ratings (5) to their satisfaction with their level of communication with PSE. Six qualified their satisfaction
with the HWA program overall with a maximum rating (5), and one rated satisfaction as a 4.5. One
participant said, “A 5 on behalf of PSE, | think PSE is a really good partner and very generous.”

When asked to provide feedback about what PSE could do better, one agency staffer noted that it is
very helpful when PSE sends the agency customer referrals, and they wish to continue receiving
referrals in the future. One more pointed out that they would like to see more training opportunities,
especially regarding emerging technologies.
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A local agency expressed frustration about a perceived “system downtime” in mid-December. PSE staff
clarified that this is not due to a system outage, but rather the result of company-wide Accounts Payable
(A/P) year-end processing requirements, which necessitate payment approvals ahead of the holiday
break. This internal A/P cutoff typically falls two weeks before year-end is outside the control of the
program team. While contractors may submit reimbursement requests in January for projects
completed in late December, doing so requires holding invoices and waiting for payment. This may be
inconvenient for some, but it is not a programmatic limitation. Conversely, missing the cutoff can create
challenges with budget forecasting and tracking, which PSE has experienced in the past. To minimize
disruption, PSE proactively communicates the timeline to agencies in advance.

Five participants suggested increasing PSE incentive levels to have the ability to complete more work
and reduce waiting times, and to simplify administrative burden on agencies. Another interviewee said
that program restrictions “make it difficult to
finish projects with only PSE money” and would
“If the PSE rebates were a bit higher, we prefer “increased flexibility on how funds can be
could complete ‘PSE-only projects.” used to allow for smoother implementation” by

Implementation would be easier and we’d working only with PSE.

complete more work, faster.” -Local Agency

“If PSE increased incentives, that would allow

Staff from six of the seven agencies interviewed stated us to conduct the work using PSE funds only,
that they had received some training from PSE through and this could streamline the administrative
webinars or direct contact with PSE staff. One work.” -Local Agency

interviewee said that more trainings would be

beneficial; in particular, they sought to learn how to

use the new reporting portal. Staff from these six agencies confirmed that the trainings had helped them
prequalify customers based on income prior to conducting any service or site-level visits, and also
helped them perform inspections when work is completed.

Key Barriers and Opportunities for Improvement
This section of the report addresses the research objective of identifying key barriers facing partner
agencies and program staff, and opportunities to resolve these barriers.

PSE staff identified a bottleneck resulting from the fact that, in addition to customer eligibility
requirements, the home itself must meet certain qualifications. For example, if a home has faulty
plumbing or other critical issues, these problems must be resolved before weatherization measures can
be performed. When possible, agency contractors will perform the repairs needed to bring the home
into alignment with the requirements of the upgrade measures. If the structure is too degraded,
agencies issue a deferral form (which local agencies called “walk-away form”) but avoid deferrals as
much as possible to prevent homelessness.

When asked what their next course of action was when a customer qualified for the HWA program but
the home was not ready for upgrades, respondents from two agencies mentioned referring the home to
“readiness programs” or using “readiness funds” to perform pre-HWA improvements. Four agency staff
also mentioned using other funds to complete
the work, including state or federal grants. When
“Historically the walk-away rate was around these funds are insufficient, local agencies refer
20-25% but with more state, federal, and PSE the customer to other agencies such as Habitat
funding, the estimated walk-away rate is for Humanity. One agency mentioned that PSE

LT e -Local Agency funding was “pretty generous,” but rising
inflation over the past 5 years made repairs

more costly, especially in the case of deferral
issues.
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Figure 3 shows the challenges that local agencies reported. Interviewees could select more than one
challenge. Limited supply of qualified contractors (4), scheduling difficulties (3), and behavioral issues
such as mental health issues (3) were the most cited challenges.

Figure 3. Challenges to Program Implementation

Limited supply of qualified contractors
Scheduling difficulties

Behavioral issues (mental health)
Procurement delays

Cost of repairs

Difficult obtaining income €eligibility
proof

w w
P

Source: Agency interviews. “What are reasons customers drop out or do not follow through?”(n=7)

In interviews, PSE staff concurred that the main
challenge for this program is contractor
“The long wait can move people away from availability and bandwidth. There are only 10

the program because they need more local agencies devoted to this program, as the
immediate help and can’t really wait.” Department of Commerce (DOC) established a
-Local Agency guideline to have one local agency serve each

county. In response to this challenge, DOC
started working on workforce development, but
according to PSE staff, the HWA program is
competing against the new construction market, which can be more profitable. Program managers and
six of seven local agencies pointed out that the waitlist to install upgrades can be long, with some
customers waiting up to a year and a half. One local agency mentioned that they had 118 people on the
wait list. To tackle this barrier, PSE informed local agencies about PSE’s Trade Ally Network and its
benefits in April of 2025, so agencies could use this information to attract more talent.

PSE staff reported that the program’s front-end paperwork can be a barrier for some customers but that
the state sets the application guidelines. In addition, one local agency noted that some PSE EAs are not
very familiar with the program, which can cause some confusion among customers who call an EA to ask
for information regarding eligibility and application guidelines.

PSE staff also observed that citizenship status may pose a barrier to program enrollment for some
potential participants due to fear of reprisals from immigration enforcement agencies. However, PSE has
limited control over this aspect of program participation, as the application process and eligibility
criteria, including the sources used for income verification, are determined by Washington State. To
address this issue, PSE ensures that its marketing and outreach staff effectively communicate that the
program is open to all income-qualifying eligible participants, regardless of migratory status. When the
evaluation team asked local agencies to identify other challenges to participation, two of seven also
reported that concern over citizenship status was a challenge for potential participants, but reiterated
that agencies do not ask about citizenship status.

Three of seven agencies mentioned that landlord-renter relationships could pose a hurdle to
participants, since renters must get approval. Two agencies mentioned that other “privacy issues” came
up, such as people not wanting workers in certain rooms or hesitations about sharing income levels.
Another interviewee noted that some potential participants do not have access to the online

15



CADMUS

application. Finally, an agency noted that “trust issues” with the government could prevent
participation, since “some people don’t want to take a handout or to be beholden to the government or
utility,” while others are worried that the home is not code compliant and they will “get in trouble.”

The evaluation team asked local agencies for any additional feedback from program participants. One
interviewee said that “99% of participants are extremely satisfied; 1% of the time somebody does have a
complaint but it's rare.” Another interviewee stated that they do not ask for feedback, but participants
are usually happy with the contractors and the application process. One interviewee said that while the
feedback is positive overall, some customers do have complaints about “some of the contractors causing
small damages to their homes or spreading dust,” but then reiterated that these are minor issues and an
inevitable part of the process. Another interviewee reported that when they get negative feedback, it is
usually due to expectations about the process timeline, which can be “long and trying of people’s
patience due to repeated visits.” Two agencies surveyed the customer after the installation was
complete, and both affirmed receiving very positive feedback.

An additional and final bottleneck identified by PSE staff is that in some cases, the cost of agency-
provided services exceeds the standard prescriptive funding amount and agencies are concerned with
state and federal caps. To address this, PSE has tapped into multiple funding sources to support the
program:

e Shareholder Funding (Below-the-Line Funds): PSE allocates discretionary shareholder funds to
supplement program needs.

e Macquarie Shareholder Fund: This fund, which is tied to the 2019 sale of the company, provides
additional financial resources.

e Ratepayer Budget Allocation: PSE permits agencies to use a portion of their ratepayer-funded
budget to cover essential health, safety, and repair measures. If necessary, agencies can also
apply these funds toward energy efficiency improvements.

PSE has an agreement in place with the agency network allowing agencies to request additional funding
if needed. While maximizing the potential of these programs is a priority, the availability of funding is
less of a limiting factor than are the constraints of agency capacity and contractor availability.

Local Agency Firmographics

All local agencies reported employing between six and 10 contractors on a regular basis. One agency
noted that they sometimes temporarily employ up to 20 contractors depending on the bids they
receive. Six of seven agencies reported hiring contractors to deliver home upgrades; the seventh agency
reported that it primarily uses an in-house crew of certified installers.

Agency respondents reported that most of the weatherization work they complete in PSE service
territory goes through the HWA program. For one interviewee, the percentage of work varied between
35% to 45% annually; for three other respondents it was 50%, 65%, and 70% respectively. For two the
work that the HWA program covers is between 80% and 85%, and for another, it is 100%.

Five of the seven agencies participate in The Energy Project, a Washington State nonprofit organization
that lobbies for energy efficiency and bill assistance services for low-income households. Three agencies
reported being members of the Washington state Community Action Partnership.
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Figure 4. Membership of Local Agencies in The Energy Project and the Washington State Community

Action Partnership

Yes

B The Energy Project

No

B WA State Community Action
Partnership

Unsure

Source: Agency interviews. “Is your organization part of The Energy Project? And Is your organization a
member of the Washington State Community Action Partnership”(n=7)
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Findings and Considerations

FINDING 1: Lack of documentation on incentivized measures reduce the accuracy of savings
calculations

The DSMc tracking database did not include values for all savings calculation inputs from each
incentivized measure. For most measures, the baseline or existing HVAC system type, make, model,
capacity, or efficiency was not collected. For some measures, the new incentivized equipment
specifications were not documented. When savings calculation inputs were not documented, PSE and
Cadmus relied on assumptions from the RTF or historical sales data specific to PSE’s territory.

CONSIDERATION 1

Consider collecting existing HVAC system type, capacity, and efficiency for all applications. Where possible,
consider documenting the incentivized equipment specifications such as HVAC system type, make, model,
capacity, and efficiency. Collection of these calculation inputs will provide greater confidence in reported
and evaluated energy savings.

FINDING 2: Some local agencies experience challenges when trying to access homes for evaluation.

These challenges are often linked to socioeconomic factors, such as limited availability due to work
schedules (residents have multiple jobs and are unable to take time off work to meet the local agency),
housing instability, or other barriers that may affect residents' ability to coordinate evaluations. Other
factors the local agencies mentioned include residents' mental health as a barrier to scheduling
assessments.

CONSIDERATION 2

When possible, local agencies may consider offering evening and weekend appointment options to
accommodate residents with multiple jobs or unpredictable work schedules. Continue providing
appointment reminders via multiple channels (phone, text, email) to improve success rates, and continue
partnering with local agencies, other housing organizations and trusted community leaders to help facilitate
connections and build trust with residents in challenging circumstances. If appropriate, and respecting
landlord-tenant state laws, coordinate with property managers, landlords, or caseworkers who can provide
access on behalf of residents, with their prior approval.

Consider tailoring the marketing message to more specifically and address the unique needs and challenges
of different customer segments. For example, specifying the flexibility of scheduling the assessment in
Deepest Need zip codes. Consider leveraging community-based outreach for households with elderly
members, or families with young children.

FINDING 3: Local agencies report difficulty finding and keeping contractors engaged with the
program due to a shortage of skilled workers. Program staff reported that this challenge is
compounded by prevailing wage requirements.

Local agencies report difficulty finding and retaining contractors for the program, often citing a shortage
of skilled workers. Feedback from PSE program managers indicates the challenge is more complex.
Beyond contractors being fully booked, prevailing wage requirements restrict the number of contractors
willing to take on weatherization projects. These requirements ensure fair pay at state-determined rates
but also drive labor costs well above typical market levels. With fewer contractors willing to participate
in publicly funded projects, agencies face a smaller pool to draw from, leading to longer waiting times
between application and project completion. Because the state sets prevailing wage rates, this challenge
remains a systemic constraint outside the program’s control.
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CONSIDERATION 3

In addition to continuing efforts to partner with trade schools, community colleges, and workforce
development programs to expand the long-term supply of skilled workers, consider strategies that
acknowledge the systemic challenges created by prevailing wage requirements. This may include:

e Engaging with state agencies and industry groups to share data on how prevailing wages affect
contractor participation in weatherization work.

e Exploring whether program design adjustments (milestone-based payments, retention incentives,
or rate adjustments for timely completion) could help offset deterrents for contractors.

FINDING 4: PSE reported negative electric savings for tankless natural gas water heater measures.

Tankless natural gas water heater measures are dual fuel measures with funding based on the natural
gas conservation tariff schedule. Tankless natural gas water heaters may replace existing electric or
natural gas water heaters and the RTF assumes a portion of existing water heaters are electric. While
the RTF measure for tankless water heaters indicates a negative electric impact may exist, PSE’s EM&V
framework specifies that negative fuel savings are not required to be reported when a measure is
funded by another tariff and reports savings from another fuel type.

CONSIDERATION 4

Consider excluding negative electric savings for tankless natural gas water heater measures.
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Conclusions and Recommendations

CONCLUSION 1: PSE maintains positive and productive relationships with the local agencies
implementing the program.

Interviews with PSE and local agency staff reveal collaborative, trusting, and communicative
relationships between both. All seven agencies interviewed gave the highest possible ratings to the
quality of their communication with PSE and to their experiences with the HWA program overall.

CONCLUSION 2: The marketing strategy and materials were adequate, sufficient, and successful.

Marketing materials are available in multiple languages, appropriately targeting the largest minority
languages in the PSE territory. The program has a wide reach that contrasts sharply with the limited
availability of local agencies and the long wait times for customers to receive the service.

RECOMMENDATION 1

While some materials do discuss this, consider indicating in the one-pager that applications go through a
review process, with language such as: “We're excited by the strong interest in this program! Each
application is reviewed and prioritized based on established state criteria. . We encourage you to apply
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today!” This would increase transparency and set expectations.

One of the Winter emails provides instructions that could be potentially confusing. It states, "Call the [local
agency] in your county to see if you qualify and apply," but does not include contact numbers. Consider
including a link or QR code that leads to local agencies’ numbers in every communication.

The current approach of including families of diverse backgrounds in the mailers is heading in the right
direction and can be taken further. Building on the theme of family, the campaign could benefit from a
wider variety of imagery that showcases multi-generational Hispanic, Vietnamese, and Hindi families, along
with other priority minority communities. This would help highlight the importance of family and improving
the quality of life for future generations, values that resonate strongly within these communities.

CONCLUSION 3: Front-end paperwork can present a barrier for some customers and may even
create confusion among PSE Energy Advisors (EAs).

The front-end paperwork may potentially discourage participation, according to PSE staff. A local agency
also identified that PSE EAs have shown inconsistent familiarity with the program, which may add to
customer confusion, particularly when individuals call EAs seeking guidance on eligibility or application
procedures.

RECOMMENDATION 2

Consider clarifying the front-end application process where possible, by providing simplified instructions,
checklists, or pre-filled forms, as well as coordinating with the state to identify opportunities for
simplification. In parallel, PSE should provide targeted training and refresher materials to Energy Advisors,
ensuring they are equipped to consistently and accurately respond to customer inquiries regarding eligibility
and application requirements..

CONCLUSION 4: Evaluated savings closely match reported savings for nearly all measure types.

Cadmus found the reported savings calculation methodologies and UES values closely followed
measures included in the RTF. Where appropriate, PSE used historical sales data to update savings
calculation baseline input assumptions. PSE revises measure workbooks for all measures offered
through the program on an annual basis to incorporate the latest updates from measures offered
through the RTF. Cadmus did not find any systematic discrepancies or findings that would warrant
recommended changes to energy savings methodologies or calculations.
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Appendix A. Data Collection Instruments

PSE Home Weatherization Assistance Program: Local Agencies (Trade
Ally) Interview Guide

Objective: This guide is intended to inform the Cadmus team’s evaluation of how the Weatherization
Assistance program has been operating from the perspective of participating local agencies.

Target Audience: Participating local agencies who have completed at least one Weatherization
Assistance job

Quota: 7 completes out of the total 10 local agencies
INTERVIEW GUIDE TABLE OF CONTENTS

Corresponding

Research Topics Research Questions Question

Numbers

What is the local agency’s background and experience with

Firmographics energy efficiency program? AL-AS
Program structure and Is the current program structure effectively operating as B1-B12 C3-C7
influence designed and is it encouraging program participation? ’
Barriers to participation What are the barriers to program implementation and how can | C1, C2, C8, C9,
they be resolved? D4-D8
. How effective is program marketing?
Marketing and outreach Local agency’s mzrkiting practicesgof the program D1-D3

effectiveness . .
Clarity of program requirements and processes

A. Introduction and Interviewee Details

Thank you for making the time to speak with me. Cadmus is conducting in-depth interviews with the
local agencies delivering the Weatherization Assistance program like yourself to get a deeper
understanding of how your organization is implementing the program, what successes you have
achieved, and what bottlenecks you have encountered.

The purpose of these interviews is to get your perspective on things that are working well and any areas
where you have experienced challenges. The information you provide is very important to informing our
understanding of the program so that we can provide well-rounded and balanced observations and
recommendations. The interview will take about 45 minutes. Please note that your responses are
completely confidential.

[IF NEEDED: “This call is for research purposes only and this is not a marketing call.”]

[IF NEEDED: “To verify the legitimacy of this survey, contact [Utility contact] at PSE”]
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Al. To start, please tell me about your role at your organization.
1. What are your main responsibilities in supporting the Weatherization Assistance program?

A2. Does your organization hire contractors to deliver the Weatherization Assistance program or
does it do the work in-house with your own crew?

A3. [IF THE ORGANIZATION HIRES CONTRACTORS] how many contractors does your agency
employ?

A4. Is your organization a member of the Washington State Community Action Partnership? [IF
NECESSARY, EXPLAIN THAT THIS IS A NETWORK OF NON-PROFITS THAT PROVIODES SERVICES TO
LOW-INCOME HOUSEHOLDS)?

A5. Is your organization part of The Energy Project? [IF NECESSARY, EXPLAIN THE PROJECT IS AN
INITIATIVE BETWEEN WASHINGTON STATE COMMUNITY ACTION PARTNERSHIP (WSCAP) AND
THE DEPARTMENT OF COMMERCE, TO ENCOURAGE ENERGY EFFICIENCY AND BILL ASSISTANCE
SERVICES FOR LOW-INCOME HOUSEHOLDS]

B. Program Structure & Setup

B1. How did you first learn about the program? (PROBE: FLYER; WEBSITE; PSE REACHED OUT; RADIO
AD; SOCIAL MEDIA AD)

B2. What year did you enroll?

B3. What motivated your organization to enroll? (PROBE: PSE’S INCEITIVE, SUPPORTING LOW-
INCOME COMMUNITIES; HELPING MEET EFFICIENCY STANDARDS; FIGHTING CLIMATE CHANGE)

B4. Who is your main point of contact within the program?
1. PSE
2. Washington State’s Department of Commerce
3. Federal Agency (PROMPT: WHICH ONE?)

B5. What were your expectations upon enrollment?
B6. Have those expectations been met?
B7. Prior to participation, did you receive any training?

B8. When you (or the contractor) visit a home, has the customer been pre-qualified or do you help
them determine eligibility?

B9. When the customer qualifies for the service, but the home does not qualify, what is your next
course of action? For example, if the plumbing is faulty.

B10. Has it been the case that the measures installed exceed the rebate you get from PSE?
1. [IF YES]= What do you do in those cases?

B11. What percentage of the weatherization work that your agency completes goes through
this program?

B12. This is a program in high demand. Are there potential participants currently on a
waitlist?

1. [IF YES] On average, how long does a customer have to wait to get the services?

C. Customer Journey
The next set of questions are related to the customers’ experience participating in the program and
trends observed in their participation.

A-2



C1.

C2.

C3.

C4.

C5.

cé.

C7.

C8.

co.

CADMUS

Are there any customer concerns that prevent them from enrolling in the program? [PROBE:
LACK OF INCOME VERIFICATION DOCUMENTS; HEALTH & SAFETY ISSUES PREVENTING WORK,
COMMUNICATING WITH CONTRACTORS, SCHEDULING INSTALLATIONS, ETC.]

What are the major challenges in serving program participants?
1. How do you manage those challenges?

Which measures in the Weatherization Assistance Program do you most frequently install?
[SUCH AS AN ASSESSMENT, INSTALLING EQUIPMENT (AND WHAT EQUIPMENT), HEALTH AND
SAFETY MEASURES]

At the end of the site assessment, do you present the customer with a report?

1. [IF YES] [INTERVIEWER, PLEASE KEEP THIS BRIEF] Can you give me a general sense of what is
included in the report? [PROBE ABOUT HOME CHARACTERISTICS, ENERGY CONSUMPTION,
RECOMMENDATIONS, COST OF UPGRADES, PSE REBATES RECEIVED, AND PROJECTED
ENERGY SAVINGS]

2. [IF NO] Do you provide any materials or hand-outs at the end of the installation for the
customer to review?

Are there any retrofits or equipment that customers are interested in, but are not currently
offered in the Weatherization Assistance Program? If so, what are they?

How frequently do customers cancel or not follow through with the installation of free

measures provided through the program?

1. [IF FREQUENT] Error! Reference source not found.What are reasons customers drop out or
do not follow through?

2. How successful are you at getting them to reschedule and complete participation?

After installation has occurred, does your agency conduct a post installation quality control
inspection?

What kind of feedback do you get from participants?
1. How do you handle customer complaints?

Beyond cost, are there any other factors that typically prevent customers from making upgrades

to their homes or fully taking advantage of the program?

1. Does the program address these obstacles? [PROBE: RENTERS V. LANDLORDS, LANGUAGE
BARRIERS, CITIZENSHIP STATUS, FRONT END PAPERWORK, WEATHERIZATION BARRIERS,
LACK OF TIME]

D. Program Communication, Marketing & Barriers to Implementation
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