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A match made in heaven?

1. We have technologies and services with great potential

-  Forimproved customer-utilities service, retainment, relationships,
communication

. For increased transparency on energy use
. For contributing to reduction of energy consumption and DSM

2. We have customers with
. Attitude and knowledge
. Motivations, expectations, needs
. Capacities for action

3. And we have utilities
. Who wish to retain or create better relationships with their customers

. Also with attitude, knowledge, motivations and capacity for
interacting with the customers
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What is the potential of these products
and services?

N\

* The potential is

- As good or bad as the match between the real and the
represented consumer

- And as good or bad as the customer’s attitude; motivation
and capacity allows for

* To complicate the matter:
- many different customers

- And all these customers are embedded in practices
that dictate energy consumption patterns
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Relationships between customers and
utilities

\

The relationship between customers and utilities
depends on 1 key mechanism:

- The creation of a meaningful, empowering relationship
that allows the consumer to either behave the same but
still save energy, or change his practices or successfully
change them
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Creating a meaningful and empowering
relationship. Implications for Utilities

1. Raise attitude, knowledge and
awareness

2. Create motivation
3. Build Capacity

To complicate the issue....:

In all these steps you need to target the
behavioural practice,

not only the individual
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What iIs this behavioural practice??

* What is behaviour?
- two types of energy-related behaviour:
- efficiency behaviour
- curtailment behaviour

* Both types of behaviour strongly interact with and are
iInfluenced and defined by:

- available energy technologies and systems
- the social and cultural norms, networks
- Political/regulatory system

* This interaction is the behavioural practice that defines
to great extent an individual’s motivations; attitude and
capacity for action!
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The importance of this behavioural
practice....

* If the social dilemma is not dealt with
- Costs today, benefits for the future

- Costs individuals, benefits for industry and other
individuals

* And if the systems does not change as well...
* Then:

- the individual will soon revert to the old behaviour for lack
of socio-technical support

That is why utilities need to work with and be supported by
actions of policymakers and regulators!
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Examples of successful approaches

* SANIT_Germany

* Energy expert programme_Finland

* Enerlin_Latvia

* Manchester in My Planet pledge UK
e Samsoe Denmark
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Attitude, Knowledge and Awareness (1)

* The customer needs to know why

* EE needs to be the answer to consumer
problem

* You need to find a message meaningful to

the consumer and his social environment
- Depends/differs for each category of customers
- Customers are not a heterogeneous group
- Customers can have multiple conflicting identities
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Attitude, Knowledge and Awareness (2)

* Message needs to be:

- Clear, fun, easy
- Not blaming the customer!
- Not conflicting with other messages
- l.e. cheap energy vs. consumption reduction

* A new appropriate social norm is to be created
- Social marketing is key!
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Motivating the consumer

* Technology/service needs to fit the needs
and requirements of consumer

* needs and requirements result from the
practices
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Motivating the consumer

* Multiplicity of benefits motivates many

- Benefits different for every customer group

- Even each individual might need multiple benefits to suit his
multiple identities

- focus on benefits in addition to costs, such as increased
comfort, or increased property value, noise reduction, health,
sense of being in control

- The customers calculates immediate costs and not investment
return....

* Easy and quick rewards keep motivated

- Icons of long-term success

- In addition to long(er) term benefits

- Prestige, social status, feeling of empowerment (what | do as an
individual matters!)

- Feedback!
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Motivating the consumer

* Good examples work

- Work with role models (actors, mayor, singers)
- successful examples, excursions, fieldtrips
- use trained experts from target group to help them

- Use representatives with good communication and social
skills... and that are meaningful to/ tailored to the customer

* Beware of comparisons!!

- Knowing what the neighbors or peers do
- can motivate to do even better,
- discourage

- and even motivate to use more
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Empowerment/capacity building

Several resources need to be in place:

1. Infrastructure

- All necessary technologies and knowledge have to be available
on the market or preferably already installed (TV/ Computer/ICT)

2. Feedback on social level

3. A Network (human and technological/infrastructural)
- Back-up/helpdesk
- Make use of already existi

customers

- Embed initiative in broader campaign
- Link up with ongoing initiatives, trends, fashion

4. The necessary supporting policies, regulations and
social norms
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An example of a practice approach:
feedback

N\

To be effective feedback should:

1. build on the most appropriate attitude and
motivations and capacity building

2. Be part of broader action to supply facilitating
conditions
* Initiating a broader change or social movement
« targeting the level of social interaction and mobilization
« focusing on collective action, interaction, negotiation
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An example of a practice approach:
feedback

\

* not only target the respective individuals
* also the other stakeholders
* And not only focus on why people do not behave

e But also focus on what conventions shape the
Individual behaviour: why do people behave the
way they do and find it difficult to change?
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Supporting actions from policy makers
and regulators

* Allow more flexible project planning, goal setting
and evaluation

- iIntermediaries need to adapt to contexts

e support the creation of new ‘appropriate’ energy-
efficient behaviour

- create new institutions, certification schemes,
permanent bodies including end-user
representatives, permanent technological
fixates (e.g. metering devices), new service
providers
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Supporting actions from policy makers
and regulators

* EE priorities framed and funded through long-term
programmes, on national, local and sectoral level.

* Projects should sit within long-term programmes
rather than as standalone initiatives.

* The results should be included in energy policy
evaluations and used as new baselines.

* Aim for long-term changes/short-term goals
- achievable within one electoral cycle.
- Ensures continuity
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-] Changing Behaviour

Aim: develop practical toolkit for practioners to improve

DSM programmes

* EC-FP7
* Coordinator NCRC
e 2008-2010

* 13 project partners

- 6 researchers

- 7 practicioners
->Action research approach
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MECHanism
Make Energy Change Happen toolkit

\

* Goal: consumer behavioural change
* How: supporting developers and implementers

e Status:
- Second version being reviewed
- 1 January 2011: pubiic version oniine in 4 ilanguages
(English, German, Hungarian, Greek)
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Background and links

MECHanisms

Make Energy Change Happen Toolkit

LAt e RN Ll e R i i s o o a0 B A i L Rk s il bk M il
Home Self-Check Step-by-Step Tools and Ideas Dig Deeper Comments Sitemap About

/Step by step

Are you planning a project to save energy in households or small organisations? Do you need advice on how to connect with
energy users and work with them for lasting energy savings? This Toolkit, based on a European project called CHANGING

Search this site

plan for design,

: I = EEHAVIOUR, helps you find your way, It is based on research and practical experience from case studies and pilot projects in I
3, b}
Imp ementation different countries, and takes a practical approach to your problerns. Erh | dO seéen don ts

and evaluation
including tools,

To do ornotto do?

Step-by-Step Case Study Highlight

backgorund info, imate Watch The MECHarisms taoki
examp|es and Educational and award summarized in 10 Dos and Don'ts
| J L y | J programme for school
KQ B groups to reduce CO2
The step-by-step guide offers you advice and tools for each stage in eEMmissians Tools andIdeas
prepating, designing and evaluating your energy saving project, Target Graup: Publicly cwned buidings (e.q.
schoals) Tools and tips to keep in mind:
First time here? * Tods
BIET LTS . o Knowledge Quick Bites
welcome! There are four pages you can start with, This toolkit i Pr 0_](—'_".Lt StOl‘l‘g nghhght

Context info:
A s TG, countries

offers insight on key factors in
successful energy saving projects:
e Backgrounds

* Case Studies

+ Country Profies

« Project Stories

Erergy Acadermy

Manchester Knowledae E?;‘IERGE;V
AL ALY 1R}

Capital working with the

Make Energy Change Happen Toolkit

K surnmarized in 10 Dos and Don'ts, The About page explaing where this,

toolkit comes from. The toolkit introduction shows what you can fin
behind which renu on this site, O, you could start with a self-che
will give you personalized starting points to this toolkit based on
needs.

27 Case studies

Self-check to find
right piece of
info

* Target groups

Short descriptions of
pilots and experiences

)
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Where can | find the details?

* Create Acceptance:

- toolkit to design a good fit between end-users
and a technology

- WwWw.Createacceptance.net

Changing Behaviour:
- toolkit for implementing demand side
management programmes

- www.energychange.info
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Contzxtualising behavioural changs in ensngy programmes involving intermediaries and
polficymaking organizatioms working towands changing behaviowr
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BACKGROUND AND AlM OF THE PROJECT

Shifting the European energy market toward &n increased It &ifms to work together with intermediany organisations
focus on energy services based on end-user needs requires {enerqy agencies, NGO=, consultancies and ESCO8) o

& dese understanding of end-user behaviour. This project develop & theoretically Fich but practical conceptual model
facuses on energy demand side management (D5M) and taalkit of the sociobechnical change involved in energy
programmes o promote energy efficiency and conservation, DSM programimes.

and additionally on integrative mgremmes which combine
clency and end-user generatio

METHOD 5 AND RESULTS
1. Invsentory of European DSM programmes

Wt start cor wark (WPL) by making an inwentary and analysis of cisting programmas to keam
from past success and fallure. W facus on progrmmes with broad target groups, such as
nousehodds. the bullding sector, municlpalities and SHEs. Exampdes of programme covered
molude energy audis for SMES, househids or bulldnegs; market tm flan prograemmes
pramating nt 2ppkances, and renewasie energy scluthns for enc.wsers; programmes
promating energy effiket bullding dedign, renavation and usage; fralning and capacty
developrment programmes; campalgns and

2. l::cmneptual maodel: suocess factors, models of :hanpe,
methods of largel greus inberaction

1t ks pt easy to change patenns of enengy mess b0 reduoe EnEngy

consemption only capture 3 small shar nTtnl Dmermxl e can Aind some

reasons ta this prables In previous social sclence research an technalogical

Systoms. Concepts Il rOUBRES, path dependence and sockotachnical Sysiems

ex plain why exizting patt erns persist even when they ane probleratic. Bub we can

also find posiblve exampies of change from the past. Wie thus kmow Bt change

Az Uty requires @ netwom of AChons. and OCCUTS Vid nepalation 2nd algnment L]

B Interacted wih ENEIe farget oTouzs and wicer etwerics of stakehoitors. W
almn avamine the impact of context on these programmes, ncluding the roi of
«u fhure, Institutions, gender, resktance, educatian and commenication, partid
peatian, risk 2nc TTUSE, economic and peychorogical crivers and barmiers and sector
specific requirements.

3. Dia logue with intermediary organisations

angandsations haree 3 growineg rabe In srergy markets and services, Cur
project aims 1o co-nperabe tansvely with Intermedi ary anganisatians wancng whh
energy ksies and acoekerate their capacky for Energy DSH. Vie do o by mapping
the fleid of energy Intermediaries, by organising worsshaps, discsssing oo findings,
and jantly ing bes: practicns far Eurapean tmnsfer reflecting the different
degrees. of ransfer, the adjust ment to local condltions and bellef systems, 25 well as
ENE NBCEESSTY MENSUNSs to adapt Progrmmes ks niw contests. Four rogionsl
werkshaops ars anganiasd In Tallen, Sudapsst, Mandhester and Athena,

4. Pilot projects with context-tailored best practios programmes

The conceptual madel I‘l!’vdw:ﬂ In the provices mnus h Nﬂh!rhﬁlﬂ In real-ife plot
profects. The pllot profects will alse test variows ways of talkeing existing programmes to
naw znnbetes The plizts will IM‘\MI naw knyEleage aDﬂLI? N PO PAMImaZ BEb 10 BE

designed 5o ac to A Inko thelr culursl, Instiutional and palicy contest. They will hels to

deveiop and refine our appraach umcer real-dfe conditicns.

5. Towlkit development and evaluation

e e it o s zng 3 gy e o o S —————

The atoomes.
Fractlonens. 'I'h-efnulkl will b= sensitive ko the il <onbest, Himing and adtors,
and wil thus fadlitate the cross-country transter and ma-n on b local cortext of

an Best practices. In parbiculs; the: toolc® will address the diversity of condbians:
iour patierms in okl and new EU Memier Stabes.

and
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