Translating
Customer Feedback to
Indicators

empbwer
dataworks



Welcome!

Hassan Shaban, PhD
Principal, Empower Dataworks
(East Wenatchee, WA)

Ask me about:
Data and metrics

Equity-focused/CETA programs:
evaluation, planning and marketing

hassan@empowerdataworks.com



Indicator development is the bridge
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Step 1: What kind of process is this?

Easier

Hard

Hardest
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Indicator development can be done in three phases

THE SYNTHESIZE LISTEN RE
CETA
VISION \ r

UTILITIES

PREPA

%\_AAN

empdwer
dataworks



How do we develop Indicators from Qualitative Feedback?
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Regulatory context

Prior relationships

Existing decision-
making frameworks
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When developing metrics and indicators, preparation is key
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Define the universe of possibilities

For example, starting with the Northwest Power Council’s Direct Resource Cost Framework

Capital/incremental cost

Operations and maintenance
costs

Fuel costs

Incremental transmission costs

Deferred transmission and
distribution

Administrative costs

empower Related to energy affordability
dataworks

Reliability

Particulates and non-carbon
emissions

Impact on land, water and air

Water use

Risk mitigation credits

Resiliency

Economic development

Public health

Safety

Energy Security

Comfort

Aesthetics

Considered in the Regional Power Plan



Filtering and identifying themes
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“Energy burdens reduced for all.
Lifting unheard and
underrepresented voices in all
aspects of a just energy
transition”

“A reliable and affordable energy

“A system that is affordable, system that brings good health,

reliable and clean for everybody” comfort and economic vitality to
the frontline”
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Prioritization

Which do you think is better for creating a greener, greater New
York City?

Require building owners to install outdoor lighting that
directs light down onto the street and not up into the sky
or apartment windows.

Install clean energy production technologies on City-

owned buildings

| can't decide
136119 votes on 268 ideas

Add your own idea here...
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Defining the Indicators: The Fairy Tale

Once upon a time there, was a (community/customer segment etc.).

Most days, they struggled because (insert problem/inequity here).
One day, the utility (took a certain resource planning action).
The (community’s) life got better because (some metric or indicator

improved).

And everyone lived happily ever after. Yay!
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Defining the Indicators: Causality

Correlation is not causation - the resource actions should be linkable to the indicators.

Per capita consumption of beef (US) Per capita consumption of cheese (US)
correlates with correlates with
Deaths caused by lightning Lawyers in Washington

= Per capita consumption of beef (US)
Deaths caused by lightning

= Per capita consumption of cheese (US)
Lawyers in Washington

—
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Defining the Indicators: Distributional vs. Systematic

Equity indicators should generally be attributable to different customer segments.

over a particular threshold
(6% in this example) can be
considered to have unaffordable bills

Avg. Energy Burden (5% income)
Washington: 2%
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i Households with energy burden
:
:
:

# Households
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Defining the Indicators: Behavior

Analog indicator
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Impact

Threshold indicator

Bad

Good

Quantity

Impact
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Defining the Indicators: Other factors

e Frequency of evaluation
e Feasibility and complexity of estimating the indicators

e Signal-to-noise ratio: do externalities have a big impact on
your indicator?
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So, what are the best practices for developing Indicators from Qualitative Feedback?

Rule #1: Garbage in, Garbage out - invest in preparation and guard rails for public input

Rule #2: Fully define your indicators: Type, behavior, quality, causality, granularity, feasibility,
complexity, frequency

Rule #3: This is an iterative process that takes time - it will not and does not need to be perfect
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And who does what within the utility?

Customer Insights

Analytics
Business Intelligence

Planners
Analytics
Business Intelligence

Regulatory/Policy

Community Outreach
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PREPARE

Data inventory

Define the
universe of
possibilities

Identify
stakeholders

LISTEN

Format and
approach

Facilitation

Attendee
recruitment

Community Outreach
Communications

Demand Side Programs
Energy Assistance

SYNTHESIZE

Filtering,
Trends and
themes

Prioritization

Indicator
definition

Customer Insights
Economists/Planners

Everyone else signs off
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Hassan Shaban, PhD
hassan@empowerdataworks.com
EmpowerDataworks.com

Connect on LinkedIN
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