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• Action Research 

• Real-time data collection 

• Analysis of approaches 

• Course correction 

• Qualitative and Quantitative Data 

• Technology Platform 

• Program Dashboards 

N2N Program 
Development 



• Consumer Engagement Tools 

• Contractor Tools 

• Program Administration Tools 

Our  
Technology 



N2N has deployed an extensive customer relationship 
management (CRM) database that tracks: 

Centralized  
Platform 

 
Outreach Data 

• Leads/Contacts 

• Households 

• Outreach Activities 

• Referrals 

• Coalition Partners 

 

 

 

Upgrade Data 

• Project Information 
• Savings, Rebates, Costs 

• Contractor Scorecards 
• Close, Bid, Upgrade 

 

 

 



 

 

Example of a real-time 

field tool to easily: 

 

• Enter leads 

• Connect to events 

• Track referrals 

 



C It ~ https://nall.salesforce.com /OlZGOOOOOOOa3kx 
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Average Days to Assign to Contractor 

Open Projects by Type 

Project Record Type 

HES Assessment 

HES Improvement 

IE: HES Assessment 

IE: HES Improvement 

Lighting Retrofit 

Record Count 

467 

227 

222 

4 

63 

Total 983 

All Open Projects 

Open HES Assessments by Owner 
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Program to Date Dashboard 



 

Course Correction: 

• N2N All-Staff Analyses 

• Refine pitches/materials 

• Prime for upgrades 

• Staff Training 

• Sign up “receipts” 

• Multiple customer touches 

 

Poor Close Rate (26% of leads completed assessment)  
Outreach Team: 

• Low Quality Leads 

• Customer Confusion 

• Information Barriers 

 

 

Pipeline and Close 
Rate Analysis 



Close Rate increased to 60% today. 

 
Contractors: 

• Lost leads 

• Poor contractor 

follow up 

• Low Bid Rates (& 

limited upgrade 

priming) 

 

 

Course Correction: 

• N2N Assign Leads 

• Contractor Scorecards 

• N2N Contractor RFQ 

• Energy Advisors 

• Customer Sales Training 

• Lead “swim lanes” 

 

 

Pipeline and Close 
Rate Analysis 



• Published scorecards every month – to everyone 

Contractor 
Dashboards 

  Project Owner Grand 
Total OR 

HES Program Status 
(9/1/11 to 6/30/12) 1 2 3 6 7 9 10 11 

Program 
Average 

HES Total Leads 159 155 94 418 173 445 218 287 2239 
HES Visits Completed 108 66 58 232 111 348 113 173 1362 
Avg. Days to Complete 45 31 40 58 25 39 38 41 44 
% Completed 
  68% 43% 62% 56% 64% 78% 52% 60% 61% 
% Scheduled  2% 10% 0% 5% 8% 2% 0% 2% 4% 
% Inquiries/Multiple Attempts 1% 8% 0% 8% 19% 3% 0% 3% 5% 
% Lost Projects 25% 40% 34% 30% 7% 14% 46% 33% 28% 



• Published scorecards every month – to everyone 

Contractor 
Dashboards 

  Project Owner Grand 
Total OR 

HES Savings Data  
(9/1/11 to 6/30/12) 1 2 3 6 7 9 10 11 

Program 
Average 

# Visits w/ Savings Data 28 16 12 82 33 159 62 71 514 
Avg % Savings from HES 9.3% 5.2% 8.9% 6.9% 11% 10% 9.1% 8.1% 8.8% 
Savings >15% (% of visits) 7% 6% 0% 10% 15% 14% 6% 7% 11% 
Bids and Upgrades                   
Bids Delivered 10 23 26 69 35 63 13 17 278 
Bid Rate 9% 35% 45% 30% 32% 18% 12% 10% 20% 
Upgrades from HES Leads 5 1 3 13 17 33 5 7 88 
Total Completed Upgrades 7 1 2 18 17 48 5 8 117 
Upgrade % (of bid) 50% 4% 12% 19% 49% 52% 38% 41% 32% 
Upgrade % (of HES) 5% 2% 5% 6% 15% 9% 4% 4% 6% 



Transparency Leads to  
Market Innovation 

Achieved through transparent publishing of N2N data. 

• N2N Process Improvements 
• Automatic emails 

• Customer segmentation 

• Social media integration 

• Customer Acquisition Cost Model (Lifetime Customer 

Value) 
• Business Lens—Portfolio of cost-effective strategies 

• Policy Lens—Compare community-based to other models 



Transparency Leads to  
Market Innovation 

Achieved through transparent publishing of N2N data. 

• Contractors—Huge increase in close rates  
• June 2011=26%, April 2012=50%, June 2012=60% 

• Policy—focus on broader Statewide oppty and 

issues 
• Release forms, utility data partnerships, marketing efforts, 

technology solution RFPs, performance metrics 

• NORC—building demographics and psychographics 

on top of housing characteristics to build repeatable 



Key N2N Evaluation Contacts: 
• Kat A. Donnelly, EMpower Devices 
     (619) 263-2472, kdonnelly@empowerdevices.com 
• Kerry O’Neill, Earth Markets                                                                             

(203) 956-0813, kerry@earthmarkets.com  

Thank you 
 

Questions? 

mailto:kdonnelly@empowerdevices.com
mailto:kerry@earthmarkets.com


Screen Shots of N2N 
Program Admin Tools on 

Salesforce.com 

N2N’s Platform provider is Snugg Home. They have customized 
Salesforce.com to N2N’s needs, including all marketing, outreach, 
HES, upgrade and DOE reporting (via XML transfer). N2N staff and 
contractors enter data into a Salesforce portal. We live on Salesforce! 



Contractor Dashboard 

All HES vendors are required to use the contractor portal to enter 
pipeline/status data for all HES assessments and upgrades, from lead 
to completion. This includes bid info, uploaded HEY tools post-HES 
and post-upgrade, uploaded release forms.  
 
We can click on any box and drill down to a detailed report. 
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HES Assessments Created 

Project Ow ner Self Generated Record Count 

Company 1 No 2 

Company 1 Yes 4 

Compa-ny 2 No 1 

Company 2 Yes 1 

No 7 

Yes 2 

No 2 

Yes 1 

No 8 

Yes 10 

No 2 

Yes 10 

Created Date - This Month 

Project Ow ner Self Generated Record Count 

No 55 
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No 2 

No 22 

Yes 3 
. . . ,.. ~ - ~ No 45 
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Total 200 

Created Date - Last Month 

HES Improvements Created 

Open HES Assessments 

Project Owner Average Age 

28 
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Open HES Improvements 
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Completed HES Assessments 

Project Ow ner Record Count 

Company 1 70 

Company 2 28 

81 

60 

133 

All nme 

Completed HES Improvements 

Project Ow ner 

Company 1 

Comp·any 2 

All nme 

Record Count 

3 

6 

1 

2 

4 

Complete Rate (%) - HES Assessments 

Project Ow ner Complot o Rato (%1 Record Count 

Company 1 30 236 

C6mpany 2 43 65 

45 182 

33 182 

36 371 

85 314 

Total 1,350 



Note the wide swing of 
Inquiry-to-Complete rate 
amongst the vendors – 30% 
to 85% 



Program Dashboards 

A variety of Weekly, Monthly and Program-to-Date dashboards for 
outreach, sign-up, lighting, HES and upgrade activity. 
 
We can click on any box and drill down to a detailed report. 



Program to Date Dashboard 



Program to Date Dashboard 



Monthly Activity Dashboard 



Upgrades to Date Report 



Upgrades by Primary 
Heating Type Report 



Household Upgrade View 

About 100 data points for 
various installed measures 
collected, regardless of 
primary heating fuel.  



Household Upgrade View - HEY 
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