Energy Efficiency in Commercial Foodservice Equipment -  Market Effects Study Appendices

Appendix F
Final Hard-to-Reach Instrument and Responses
Food Service Technology Center
Hard-to-Reach In-Depth Interview
Fisher-Nickel Employee

This interview guide is designed to gather information from the person at the Food Service Technology Center (FSTC) responsible for performing the outreach to cooperatives that target the hard-to-reach (HTR) foodservice sector. 

The purpose of the interviews is to document the FSTC efforts to reach this population for the CPUC. 

FSTC Role PI Linkages 7, 8, and 9
1. Please explain to me your role in performing outreach to the HTR market.

Responsible for implementing the third party implementers. It is difficult for the FSTC to reach the hard to reach customers [without going through an organization that already has contact with them]. Often the HTR agencies come to us. We went after the city and county agencies.

2. What percent of your time do you spend on this effort?

70%

3. How many full time equivalent FSTC people are working on this effort?

Only me.

4. Why did the FSTC choose to use cooperatives as an avenue for their outreach?

They are small and looking for help. They work, they fit the mold once we got the HTR targets [for the current program]. Prior to the HTR targets, these organizations were part of our site survey program.

Process with Cooperative PI Linkages 7, 8, and 9
5. How did you work with the cooperatives?

Helped them write their check list for green business early on. We only did EE in the kitchens before (lights etc.).

6. What were your greatest challenges in working with the cooperatives? (Note: this is not the work of auditing the HTR food service sites, but working with the cooperatives themselves.) How were those challenges met?

Developing a schedule and sticking to it, because they are often using volunteers. Record keeping is sometimes weak also.

7. What were your greatest rewards from working with the cooperatives?

When they continue to keep the FSTC involved in their program and continue to introduce us. Also it is exciting to see the customers see the value of the our recommendations.

8. What would you do differently if you were to work with a cooperative type of organization again?

Relatively pleased with the way it works. They often need hand holding to get them to do the work. A program that supplies hand holding beyond the survey would be an improvement. 

Process with HTR Customer PI Linkages 7, 8, and 9
9. Please explain what your interactions were with the HTR customers were.

Meet the manager of the key decision maker, explore the process, ask for a tour. Sometimes they come with us [on the tour]. Meet with the decision maker again at the end. Use a check list to point out issues to decision maker. Half way through program  we were supposed to start giving estimates of kW reductions. Try to go back in some cases and do deliver the report. In some cases we send to the Coops. Prefer a sit down with the decision maker. The dollar savings really open their eyes.

10. How did the cooperative facilitate your interactions with the HRT customers

Depends. Sometimes they come along on visit. Sometimes we are just supplied a contact name. The Coop sets it up so people know that we are coming. When language is an issue, they interpret. Non technical interpreters can be an issue.

11. What were your greatest challenges in working with the HTR customer? How were those challenges met?

Their lack of funding to allow implementation of recommendations. The program hasn’t been going long enough to see how we can really get them to implement. Repeat visits help keep us in their minds.

12. What were your greatest rewards from working with the HTR customers?

When the customers are either already doing things or they are very receptive. Usually most receptive to low/no cost measures. Hopefully they will call when making big capital choices. A couple have called back.

13. What would you do differently if you were to work with customer such as this again?

Skipped.

14. What techniques did you find worked very well with the HTR customers?

Calling and scheduling a meeting. Meetings get more results than phone calls. You can check on what they have done at the same time.

15. What were the biggest challenges that you found the HTR customers had?

Time is always an issue, they are very busy people. Lack of funds to carry out recommendations also a major issue. The language barrier can be an issue. Also, often they don’t own the property so they are unwilling to invest in improvements.

16. What else could either the FSTC program or a different type of program offer the HTR customer that would help them meet those challenges?

Spending more time with the customers, holding their hand more along the process of assessing which measures to do and how to get them done. They are unwilling to or nervous about signing things that they don’t completely understand the language of. We could supply them the [rebate] forms if we had multiple visits. 

Visits currently take about 2.5 to 3.0 hours on average, or about 4 hours with travel time. [Interviewer suggestion: Carry forms with you and hand them out on primary visit. Possibly extend total time on single visit in order to help with forms/explain measures further as cost effective way to encourage implementation.]

Now I am going to change formats.  I will ask you a series of questions that

Changes in Perceptions of Coops and HTR Customers PI Linkage 8

17. How would you rate the awareness of the Coop personnel about energy efficiency prior to their involvement with the FSTC?

Very Aware

Aware

Not very Aware 
Not At all Aware?

18. After their involvement with the FSTC, 

Very Aware

Aware

Not very Aware 
Not At all Aware?

19. How would your rate their attitude toward energy efficiency before their involvement with the FSTC? 

Very Positive

Positive
Not very Positive
Not At all Positive

20. After their involvement with the FSTC? 


Very Positive

Positive
Not very Positive
Not At all Positive

21. How would your rate their knowledge about energy efficiency before their involvement with the FSTC? 

Very knowledgeable

Knowledgeable 
Not very knowledgeable 

      Not At all knowledgeable

22. After their involvement with the FSTC? 

Very knowledgeable

Knowledgeable 
Not very knowledgeable 

      Not At all knowledgeable

Now I want to ask some of the same questions about the your opinions or the same issue for the Hard-to-Reach Customers themselves.

23. How would you rate the awareness of the of the average Hard-to-reach participant about energy efficiency prior to their involvement with the FSTC?

Very Aware

Aware

Not very Aware 
Not At all Aware?

24. After their involvement with the FSTC, 

Very Aware

Aware

Not very Aware 
Not At all Aware?

25. How would your rate their attitude toward energy efficiency before their involvement with the FSTC? 

Very Positive

Positive
Not very Positive [Neutral]
Not At all Positive

26. After their involvement with the FSTC? 


Very Positive

Positive[for the bill payer]
Not very Positive
Not At all Positive

27. How would your rate their knowledge about energy efficiency before their involvement with the FSTC? 

Very knowledgeable

Knowledgeable 
Not very knowledgeable 

     Not At all knowledgeable

28. After their involvement with the FSTC? 

Very knowledgeable

Knowledgeable 
Not very knowledgeable 

 Not At all knowledgeable

Are there any other comments that you would like to make about the FSTC program or methods for reaching or the hard to reach market?

I don’t want this taken wrong, and I don’t want to abandon the HTR, but if it is large kWh savings that are being sought, they won’t find it through the HTR program. On the other side, these customers really appreciate the help.

Thanks for your help.

Food Service Technology Center
Hard-to-Reach In-Depth Interview
Cooperatives

This interview guide is designed to gather information from three different cooperatives that the Food Service Technology Center (FSTC) worked with during their hard-to-reach (HTR) outreach. 

The purpose of the interviews is to document the FSTC efforts to reach this population for the CPUC. 

Cooperative Process PI Linkages 7, 8, and 9
1. Please explain to me your responsibilities within the cooperative.

Currently I am the Northern CA director for the Center for Small Business and the Environment working on a program for Energy Star in Food Service. At the time that I did most of the work with the FSTC I worked for City of San Francisco. That effort supplied stipends to get people to the FSTC seminars.
We run a Greening Ethnic Restaurants Program which implements green technology including energy assessments. In am the executive director.

Program officer – ran programs working with businesses to reduce PG&E costs and implement EE measures.
2. What percentage of your time did you spend helping the FSTC reach these customers?

5-7% 

30%

7%

3. How many full time equivalent people worked on the program in your organization?

No others, just me.
No one else worked on this program. I was only half time.

Occasionally an intern for translations, other than that no others.

4. How did you work with the FSTC?

One of the volunteers will set up a meeting. The FSTC have been going out with us to ethnic restaurants, and they do assessments of energy consumption and supply report. We also Smart Lights in the Berkeley and Oakland areas to implement the recommendations.
Initial contact was when Ann Kelly, who worked for the City of San Francisco informed us that the FSTC existed. Started with lighting retrofits. Contacted Charles and they went into a particular restaurant to assess savings. That led to more.

Initially I contacted them to find out what program they ran. Accompanied FSTC on site surveys. Scheduled the restaurants we went to. Would have followed up. But we didn’t get to that point.

5. What were your greatest challenges in working with the FSTC? How were those challenges met?

Only challenge is that there should be more of them (FSTC personnel). Could use more people to meet the need. We met the challenge by scheduling the audits.

No challenges at all. The FSTC was fantastic, responsive.
At first there was some training to teach them not speak in jargon (i.e., T12 to T8 means nothing to most customers). But that just took a bit of training. I wish they would do implementation. Private contractors rates are much higher than Smart Lights. We overcame the implementation issue by teaming with other programs. The FSTC is getting to be known as the premiere food service EE provider.

6. What were your greatest rewards with working with the FSTC? 

Reports give the restaurant a tangible thing to work with. Numbers are vital for restaurants and for funders. Another reward is that the restaurants have some unbiased source for where to go if something breaks down. 

Learned a lot. Taught me a lot about the details of EE. Charles [Bohlig] was very patient.
The FSTC brings a lot of integrity to the process of efficiency that helps give it credibility. A lot of charlatans out there, which leads to reluctance on the part of the food service establishments. Their authorship of protocols and independence lends creditability. When they were with PG&E that also was OK. PG&E added credibility also. Independence is the key to their credibility.

7. What did you feel the FSTC brought to your customers that they could not get elsewhere?

No one else does what they do, not only regionally but nationwide. The fact that their sole purpose for existing is energy efficiency in Food Service.

More in depth knowledge. Every one was aware of the need, but it demystified what the measures were and how to implement them. Saved them time in researching, and time is always an issue for these people.
Unbiased advice. Outside of Berkeley and Oakland (where Smart Lights also provides the same service for lighting) they are the only source.

Process with HTR Customer PI Linkages 7, 8, and 9
8. Please explain what your interactions are with your customers.

We try to do everything from recruiting to certifying their building as green. Our recruiting rate is 95%. Then we get partnerships to make it all happen. We now have 24 certified green restaurants due to our effort.
I am in the field of developing programs to get food service organizations to invest in EE. In essence it is providing information to get them to invest. Low flow rinse nozzles were a real home run in terms of getting customers attention.
Call and let then know services were available. Scheduled the visit, went along on survey. Help with funding if they were implementing. Helped implement, where possible/applicable.

9. What are your greatest challenges in working with your customers? How do you meet those challenges?

In food service, energy doesn’t pop up as a controllable commodity is difficult. We meet that challenge by going to the easiest job first, then work up.
Language was a significant barrier. 20% are recent immigrants. Cost was always an issue. Getting over the hump to believe that participation could save them money. We explained that it would cost them nothing to try low cost measures.
Languages and trust. The customers often have a mistrust of the government. I have 90 seconds to establish trust. How do you establish trust? Speaking their language, be honest, don’t promise what cannot be delivered. Analysis, reporting, and partnerships all help.

10. What are your greatest rewards with working with the customers?

Seeing the customers understand and realize a sense of relief that they could find help.
The greatest reward is when we see the customer move into a collaboration mode. Once you overcome the initial reticence and they move into collaboration. Richard and Charles move them. It is a package. It is where they are coming from. They are a source that is not biased. That is a key issue. Then going through different parts of EE in food service in a simple visual fashion to get them on board.

To deliver them the best environmental outreach that we can deliver. Saving the environment. To be their friend. Ethnic restaurant tend to be more environmentally friendly than American.
11. What are the biggest challenges you think your customers have?

Trusting the people who come in. If I bring a white male, they often hesitate. When they have to change behavior then they have to learn. This is hard for them.
Don’t trust the utility at all. Always fearful of next month’s bill rising. Small capital expenditure were a big thing for most of them.

Justifying the investment. To invest in efficiency, financing is huge. Cash flow is key to restaurants. It is a big issue in terms of getting serious with efficiency. Give away offers often make them think “why make and investment”. But if we can get them started, and make them understand, then they can move further.

12. What else could either the FSTC program or a different type of program offer your customer that would help them meet those challenges?

Need more of them (FSTC personnel). Need to be able to hit more areas in more depth. This would start change the basic way operations work. Critical mass is the key.

Implementation in addition to the audits. The should include outreach programs like ours in their program. It needs to be part of an overall plan. It doesn’t appear to be planned at the FSTC level.

More written information at the time of the site survey. Maybe a list of 10 easy ways to save money/conserve energy now. Most had computers. Web based [report delivery] format would have been helpful. Time was always important to these customers.
Changes in Perceptions of Coops and HTR Customers PI Linkage 8

13. On a scale of 1 to 10, with 1 being very low and 10 being very high, how would you rate the awareness of the Coop personnel about energy efficiency prior to their involvement with the FSTC?

0-1 In this case it is the staff in the environmental department of the City of SF. 
7 for the owners, staff was lower at about 4.

1-2 

14. After their involvement with the FSTC?

4-5 
8 for staff after involvement.
3-4 It’s a process. They need to build knowledge.
15. On the same scale, how would your rate their attitude toward energy efficiency before their involvement with the FSTC?

9-10 That is an energy efficiency department so their attitude is high going in.

10 
2 

16. After their involvement with the FSTC?

7
10, involvement simply made me more fluent in the details.

9-10 
Now I am going to change formats.  I will ask you a series of questions that

Changes in Perceptions of Hard-to-Reach Customers PI Linkage 8

17. How would you rate the awareness of the of the average Hard-to-reach participant about energy efficiency prior to their involvement with the FSTC?

Very Aware

Aware

Not very Aware 
Not At all Aware?

Very Aware

Aware

Not very Aware 
Not At all Aware?

Very Aware

Aware

Not very Aware 
Not At all Aware?

18. After their involvement with the FSTC, 

Very Aware

Aware

Not very Aware 
Not At all Aware?

Very Aware

Aware

Not very Aware 
Not At all Aware?

Very Aware

Aware

Not very Aware 
Not At all Aware?

19. How would your rate their attitude toward energy efficiency before their involvement with the FSTC? 

Very Positive

Positive
Not very Positive
Not At all Positive

Very Positive

Positive
Not very Positive
Not At all Positive Ambivalent 
Very Positive

Positive
Not very Positive
Not At all Positive

20. After their involvement with the FSTC? 


Very Positive

Positive
Not very Positive
Not At all Positive 
Very Positive

Positive
Not very Positive
Not At all Positive

Very Positive

Positive
Not very Positive
Not At all Positive 
21. How would your rate their knowledge about energy efficiency before their involvement with the FSTC? 

Very
Knowledgeable 
Not very 
Not At all
Very
Knowledgeable 
Not very 
Not At all
Very
Knowledgeable 
Not very 
Not At all
22. After their involvement with the FSTC? 

Very
Knowledgeable 
Not very 
Not At all
Very 
Knowledgeable
 Not very 
Not At all 
They at least begin to pick up the knowledge about what to ask. 
Very
Knowledgeable 
Not very 
Not At all
Are there any other comments that you would like to make about the FSTC program or methods for reaching or the hard to reach market?

Right now the FSTC has the theoretical knowledge and they are really good at the first step. They should leverage the information to make that knowledgeable available for entire cities. Would like to see them have partnerships with contractors to help the customers implement. They need to offer more than just rebates.

No, I think we covered it all.
Run a great program. If anything, and this is a compliment, they are overworked and understaffed. I was always aware that their schedule was booked. Sometimes the reports were a little slow in coming.
Thanks for your help. 

Equipoise Consulting Incorporated
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