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To create a more equitable energy system, utilities need a better understanding of historically underserved
customers and communities. Utilities can use market research to accomplish this, especially when the

research is conducted with equity in mind.

At E Source, the goal of conducting market research is to understand customers’ energy-related needs,
behaviors, and beliefs. We can then segment our data based on demographics and geography to understand
the customers in your service territory most in need of energy assistance. In turn, this helps you understand
who these customers are, what programs they’re mostly likely to consider, and what help you can provide.
When you hear directly from your customers you can design truly equitable programs to meet their needs.

Not an E Source member but want to take a look at our market research?

Fill out this short form to learn more about a stand-alone subscription to the E Source Market Research

Service.

How market research can help you understand your customers

There are many ways you can use market research to better understand and create equitable programs for
your customers. One way is to conduct surveys asking for customers’ opinions on particular topics.

For example, we know that beneficial-electrification programs focused on electric air-source heat pumps can



replace almost all heating fuels with electricity, a cleaner fuel. In our report Which customers are ready for

heat pumps? available to members of the E Source Distributed Energy Resource Strategy Service, we share
how households making the switch will save money on their utility bills while reducing carbon emissions.
Despite these benefits, utilities face challenges in encouraging customers to switch.

To better understand this challenge, we conducted the E Source 2021 Residential Electrification Survey, to

learn about:

e Residential customers’ perceptions of electrification technologies
¢ Their readiness for these products
e The kind of equipment they currently have in their homes

Through the study, we learned that when there’s an immediate need to replace a broken appliance,
respondents consider the cost to be most important, followed by the speed of replacement.

And through conversations with utilities, we learned that if customers’ homes aren’t properly wired with
capable electrical panels to effectively manage new electrification loads, they’ll likely choose quick, fossil-fuel-
burning alternatives over a heat pump. Members of the Distributed Energy Resource Strategy Service can
learn more in our report How to prepare single-family homes for electrification.

Which E Source studies and tools can help you create equitable electrification
programs?

Our market research has hundreds of data points on a broad range of energy-related topics. If you're

interested in creating equitable electrification programs, our 2021 Residential Electrification Survey organizes
insights by household income, renter status, and what really drives residential customers’ purchase decisions
when it comes to heat-pump water heaters, heat pumps for home heating and cooling, and induction
cooktops.

Our new study, the E Source Residential Products, Programs, and Services survey, will have fresh insights on

the billing and payment preferences of residential electric and dual-fuel utility customers across the US. We'll
also explore their likelihood to purchase solar, home battery storage systems, and other energy-efficient
technologies, and their interest in utility-provided options like community solar and online marketplaces.

And the E Source US Residential Customer Insights Center, an online analysis tool that compiles data from the

Clatritas Energy Behavior Track annual online survey, has hundreds of insights on customers’ perceptions of
and behaviors around electrification, EVs, battery storage, and more. You can break out the data by
demographics and service territories to understand what your customers really prefer.



https://member.esource.com/130211h6rd/which-customers-are-ready-heat-pumps
https://member.esource.com/130211h6rd/which-customers-are-ready-heat-pumps
https://member.esource.com/residential-electrification-survey
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https://member.esource.com/residential-electrification-survey
https://member.esource.com/public/residential-products-programs-and-services
https://member.esource.com/about-RCIC

Understanding your customers is an important part of designing effective electrification programs and
services. Our market research helps you engage with your customers and understand the market for
electrification technologies in your service territory. For example, customers who are likely to purchase a heat
pump for home heating and cooling in the next three years are typically younger than 45, have at least a
bachelor’'s degree, and live in urban areas (figure 1).

Figure 1: Customers likely to buy a heat pump in the next one to three years

Early adopters are motivated to purchase a heat pump for home heating and cooling.
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However, over 50% of our survey’s respondents aren’t likely to purchase a heat pump in the next three years.
They're older and more conservative, and they live in suburban areas. They're also likely to be single or live
with one other person (figure 2).

Figure 2: Characteristics of customers not likely to buy a heat pump

Customers aren't likely to buy a heat pump because of their satisfaction with their current system, the
hassle of changing their system, and the expense of a purchase and maintenance.
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While they're not early adopters, they're likely a neighbor or acquaintance of early adopters. Keep these

customers in mind for your future heat pump programs, but don’t focus on them yet.
How to put market research insights into action

If you're trying to create equitable electrification programs to offer to all of your customers in your service
area, knowing their characteristics and behaviors is crucial in developing custom solutions that will speak
to—and be feasible for—each individual.

Register for the E Source Forum 2022

Join us in person in Denver, September 13-16, to learn even more about equity and market research from the

experts!

Register for the Forum

To enhance relationships with the community, achieve the next generation of savings, and lead the carbon-
reduction effort, utilities need to think differently, make data useful, and learn from the best strategies across
the industry.


https://member.esource.com/forum2022

Let our research give you the insight you need to meet your goals, whether customer-facing or operational.
Our proprietary, industry-specific market research, benchmarking studies, and assessments can enhance your
programs and customer interactions by giving you a deeper understanding of customers’ needs, behaviors,
and beliefs. You'll also learn how your utility compares to its peers and how to improve your outcomes.

If you're interested in other ways you can use data or ethnographic research to improve equity, read our

E Source E News article Understanding low- and moderate-income customers’ needs through data science and
ethnography. And to learn how we can help with your equity initiatives, visit our Energy equity web page.
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