
Segmenting Customers for 

Energy Services



The High-Cost Model

• Every client gets served

• Every home gets an energy audit

• Every home gets air leakage work

• Every home gets duct leakage work

• Every home gets a furnace tune-up

• Every client has a file

• Performance is measured in “Completed 
Units”



Customer Segmentation Approach

• Find out what customers want

• Find out what customers need

• Develop a system that can deliver the right 

services at the lowest cost

• If the customer doesn’t want what they 

need, try again…



Self Selection

• Allow customers to opt in to the level of 

service that they want

– Unwilling participants save less energy

– Mass mailing of outreach material and Reply 

Card

– Telephone contact, Web Site, Fax, Walk-in

– Several types of services 



Energy Use Segmentation

• Get customers utility data

– Load Shape analysis

• Prioritize based on savings potential 

– High heating or cooling homes get priority

– Low energy users may not get a visit



Load Shape Segmentation

• Target services based on:

– heating load

– gas base load

– electrical base load

– cooling load
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Winter Home Heating Energy Furnace Efficiency

Six Month Bill Annual 80% 90%

Therm Cost $0.75 $0.87 $1.01 Therms Used Install if the cost is less than:

$224 $244 $280 300 $100 $400

$261 $285 $327 350 $200 $600

$299 $325 $374 400 $400 $800

$336 $366 $421 450 $500 $1,000

$373 $407 $467 500 $600 $1,200

$410 $447 $514 550 $700 $1,400

$448 $488 $561 600 $800 $1,500

$485 $529 $607 650 $900 $1,600

$522 $569 $654 700 $1,000 $1,700 

$560 $615 $701 750 $1,100 $1,850 

$597 $656 $748 800 $1,200 $2,000 

$634 $697 $794 850 $1,350 $2,200 

$672 $738 $841 900 $1,400 $2,300 

$709 $779 $888 950 $1,500 $2,400 

$746 $820 $935 1000 $1,600 $2,800 

$821 $894 $1,028 1100 $1,700 $3,000 

$896 $976 $1,121 1200 $1,850 $3,333 

$970 $1,057 $1,215 1300 $2,000 $3,666 

$1,045 $1,138 $1,308 1400 $2,150 $4,000 

$1,119 $1,220 $1,402 1500 $2,300 $4,500 



Building Type Segmentation
• Site Built Homes

– Age and location can help to predict insulation

– High heating bills in newer homes may 

indicate a furnace replacement

• Mobile Homes

– Furnace replacement is usually more cost 

effective than insulation work (in CO)

• Multi Family homes 

– Requires a specialist



Service Structure
• Mass mailing of outreach material & BRC

• Tier 1
– Low cost kits mailed to homes

– Direct installations of low-cost materials

– Level 1 Audit

• Tier 2
– Heating and/or refrigeration appliance replacements

• Tier 3
– DOE Weatherization Program

– State Weatherization Program



Clients qualified at 80% AMI or less and not 

qualified for Federal E$P

Clients qualified at 185% of poverty or via 

entitlement 

DOE LEAP Utility StateUtility

Data Processing

Response Card Data Capture

Utility Data Acquisition

Data Filter

Client Lists for Appropriate Service Provider

Tier 1: Low Cost Measures & Level 1 Energy Audit
Mail out kits to those who want no, or are not qualified for other services

Direct installation of low-cost measures. 

Level 1 Energy Audit to determine the need for further services.

Tier 2: Appliance replacements
Refrigerators

Freezers

Furnaces

Water Heaters



DOE LEAP Utility StateUtility

Tier 1: Low Cost Measures & Level 1 Energy Audit
Mail out kits to those who want no, or are not qualified for other services

Direct installation of low-cost measures. 

A Level 1 Energy Audit to determine the need for further services.

Tier 2: Appliance replacements
Refrigerators

Freezers

Furnaces

Water Heaters

Tier 3: Building Shell Measures

State Weatherization

Single or multiple building shell measures

Little or no testing

Minor safety repairs associated w/measure 

All utility eligible measures

E$P financial and reporting requirements

E$P work and inspection protocols

For profit sub-grantee/contractors allowed

DOE Weatherization

Whole House Weatherization Plus

DOE testing, audit, work and inspection protocols

DOE approved priority lists

DOE financial requirements

E$P reporting requirements



Tier 1 Energy Kit Program

• Targeted to homes with low energy use

– Energy kits mailed to people who respond 

that they want no other services

– Energy kits mailed to areas with long waiting 

lists

– Energy kits provided to walk-in customers



Tier 1: Direct Install Program

• Targeted to homes of elderly and disabled

• Targeted to homes with high energy use

• A Level 1 Energy Audit 

– Refer home to the appropriate Tier 2 or Tier 3 

service provider 



Colorado Energy $aving Partners

Electric Savings Gas  Savings 

Program Cost kWh/yr Therms/yr Baseload Heatload

Direct Install $228 250 (±56) 1 (±4) 10 (±3) -9 (±4)

showerhead 5 (±5) 14 (±3) -9 (±5)

no 

showerhead -4 (±6) 4 (±4) -8 (±6)

Kits:

Mass Mail $21 28 (±36) -2 (±2) 5 (±1) -7 (±2)

Mail Reply Card $43 145 (±86) -2 (±5) 3 (±3) -6 (±4)

Weatherization: ~$3000

E$P (no fridge) 311 (±98)
E$P No 

targeting 125 (±13)

E$P (fridge) $500 

1023

(±176)
E$P targeting 

energy use 151 (±6) 25 (±4) 126 (±6)



Tier 2

• Site built homes with no major insulation 

opportunities

• Mobile homes with pre-existing insulation 

on all surfaces

• Measures: Refrigerators, freezers, water 

heaters and condensing furnaces 

• Other measures possible…



Tier 3: DOE Weatherization

• All DOE rules apply

• All building shell work

– Air leakage

– Insulation

• Health and Safety 

• Building durability



Tier 1 Strategies

• Conduct Neighborhood Blitz programs.

• Enlist volunteer organizations.

• Partner with organizations with access to 

non-LEAP households.


