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Making Magic

The Art of Being Unreasonable

Tuesday, March 25t
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What if we made them feel







Is that unreasonable?



Any former servers
In the crowd?



dHoward Johnson




Three
Unreasonable
Things

O01. TtHEBIGIDEA

02, CUSTOMER ENGAGEMENT

03 o TALENT ACQUISITION & RETENTION



Unreasonable

The Big Idea




Clean energy.
Relationships. Energy
efficiency. Connection.
Sustainability. Customer
care. Utility programs.
Engagement. Demand side
management. Trust.
Electrification. Attention.
Load management.
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THE BIG IDEA

Clean energy.
Relationships. Energy
efficiency. Connection.
Sustainability. Customer
care. Utility programs.
Engagement. Demand side
management. Trust.
Electrification. Attention.
Load management. We're
in the hospitality business.




Clean energy.
Relationships. Energy
efficiency. Connection.
Sustainability. Customer
care. Utility programs.
Engagement. Demand side
management. Trust.
Electrification. Attention.
Load management.




Service is black and white.
Hospitality is color.




Unreasonable

Customer Engagement
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CUSTOMER ENGAGEMENT

A Standard Program Journey
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congratulations, nNew York!

rebate Program Launched
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® Energy © Environment

MAY 30, 2024 | Albany, NY

Governor Hochul Announces $39.6 Million is Now Available to Low Income New
Yorkers for Home Energy Efficiency and Electrification Upgrades

Awareness

New York Becomes First State to Offer U.S. Department of Energy Home Energy Rebate Funding;
Funds Now Available Through State’s EmPower+ Program

Advances Climate Act Goal to Reduce Greenhouse Gas Emissions bz 85 Percent bx 2050



CUSTOMER ENGAGEMENT

A Hosloi‘tolble Program Journey

JEA
Entergy New Orleans’ effective energy efficiency programs decrease E Sponsored - @
consumer costs Save $25 instantly on electricteaf blowers, hedge trimmers and lawn

mowers when you buy from participating retailers.
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Cut Lawncare Costs with Instant Savings
SEE STORES WHERE YOU CAN SAVE

Learn More

iy Like ) comment A Share

Keep it, lose the jargon. Think local.
Add bill insert, email & social ads.



CUSTOMER ENGAGEMENT

A Standard Program Journey

1% suUBSCRIBE
Pick a topic, gat

uadaics!

4 BACK TO FIND A PROGHAM

Appliance Upgrade Program

Find a Program Find & Contractor About Search NYSERDA | = Englsh K

Save Money on Efficient Heat Pump Clothes Dryers and Electrical Upgrades

The Applisnce Upgrade Program helps Mew Yorkers save money on the :

purchase of an ENERGY STAR® certified heat pumg clothes dryers from . f
participating retadlers. Heat pump dryers offer superior efficiency in a seli-

contained system that doesn't require ventilation — allowing them ta be —_—
installed in various locations of @ home of apariment.

Eligible residents may also access rebates to complete any necessary
electrical upgrades, including wiring and panel upgrades, to install an
ENERGY STAR certilied heat pumnp clothes dryer in their home. These
electrical upgrades must be performed by & participating confractos to
receive rebates, However, residents replacing an electric-resistance dryer
with & heat pump clethes dryer will likely be able to install it themselves.
Typically, replacements of gas dryers will need o be done by a participating
contractor

How It Works

The maximum rebates a resident may gualify for depends an their income, the cost of the heat pump clothes dryer, and any necessarny electrical
upgrades.

Select your county and the numbser of people that live in your home below 1o see the madimum rebate you may guality for based on household

incame.
Choose Your County # of Househald Members Wiew Resulis Tabde
Franklin e 1 e

Consideration —

For a household of 1in the county of Franklin:

I T

Househaold Income is greater than
$46,800, but less than $97.800

Income Limits Household income ks $46,B00 or less.

100% of the qualified project cost, up 1o 50% of the qualified project cost, up to
Heat Pump Clothes Dryer Rebate 4840 £340

100% of the qualified project cost, up 1o 50% of the qualified project cost, up to
Blectrical Panel Upgrade Rebate 4,000 £4,000

100% of the qualified project cost, up 1o 50% of the qualified project cost, up to
Blectrical Wiring Upgrade Rebate 42500 £2 500




CUSTOMER ENGAGEMENT

A Hosloi‘tolble Program Journey

= (‘ COMMUNITY ENERGY

Smart Thermostat £V Heating  Lighting

FtrstEneLgy®

Met-Ed * Penelec * Penn Power ¢ West Penn Power

Rebates that
Save You Energy
and Money

Check out all the rebates available on
ENERGY STAR?® certified appliances
and HVAC equipment and maintenance.

Smart Thermostat
$100 rebate

+ Limit 2

+ Offer expires 6/30/2021

+ If you enroll in Peak Time Savings, you're eligible
for an extra $50 incentive!

* Qualified products list

HmtEneE

Met-Ed * Penelec » Penn Power + West Penn Power

Shop online with Community Energy

Residential Products Rebate Program

Amazon Gift Card Entry

MName:

Email Address:

Phane Number:

Store/Event:

Google Nest Emerson Sensi

£200 $100 $100 50

Consideration

Purchase through a trusted retailer

Answer a few easy questions to get either a barcode
to scan at the register in store or a code to use
online. Either way, your rebate is instantly applied.

BEST
\o®s ACE BT B )

Set up community information & sign-up
Make the forms more intuitive. events for landlords and residents.

Mobile-first design. Al support.



CUSTOMER ENGAGEMENT

A Standard Program Journey

NEW
YORK
STAIE

Welcome to

MyEnergy!

Find your Username in the

welcome email or through the link

Enrollment




CUSTOMER ENGAGEMENT

A HOSPi‘tolble Program Journey

Enrollment

Offer documddtssgtolidepisck, reNirPy W) upload for
i enbetly upnet et | stocoewification.



CUSTOMER ENGAGEMENT

A Standard Program Journey

Attachment B

Participating Retailers ~/ jew | NYSERDA

STATE

and Development Authority

NYSERD&'s participating retailers are listed below. Some retailers have
retailers also provide online shopping for your convenience. Pleasa contac

Qo r=
T In-store purchose Online purchase

Participating Contractors

Appliance Upgrade Program APPLIANCE UPGRADE PROGRAM New | NYSERDA
- - 2 2 New York State Energy Research
oo [@F o0 Qualified Project List STATE | Oeveiopment Authority
(o] OME LOCATION N MULTIFLE LOCATIONS Effective: December 3, 2024
AC & Appliances Co. Budget Appliances Satinad

NYSERDA's participating contractors are listed belew. Please contact a specific contractar for locations and sarvice questions.

Drum | Estimated Anouat | Energy Test

131-21 Fawler Ave. MNew Yark City and Lang ksland

ENERGY STAR HeatPump | Voltage | Capachy | Heignt Depth |  EnergyUse Cycle Time

Ph: 71B-BEG-4980 347-957-8866 / B16- 673-B338 Unigoa 0 | Bramd Horms | ModotNamber_|__Tuchaokeey fcum | (inches) | (inches) | tncben) | __ Wiy} ot | Adamionst Dry«num Connected
e Ik p— = ) ann i ancas bipcioion,
L E L " prevertion option, Fiter
ADH Group Burke Electrical Contractors tesnirg otcate, e, Eco Cete,
i : ; . Darep Dry Signal.
ﬁMLINE o ""‘V1ous — Service Area: NYC sew?cg Area: Hudson Valley . — e SR | | o - n o - ]| S
N . % .k " Email: info@adhnyccom Email: info@byrkemy.com | Drum bgnt Tirne
Appliance Choice Dynamic Mini Split { Fhone: 800-844-2361 Fhone: 845-265-5033 | oo e o
Dawnstate and Long Island 69-01 Myrtle Avenue Rear Website: www adhnve com Website: https:wwnburkeny. com Darve Dry Signal, o S :
Ph: T18-640-1703  B45-402-1703 Flushing, MY 11385 2266022 Whiripool __|WEDBZOOFC® | Hybrid Heat Pump | 74 B | 7z 31 531 7 r“'ﬁlﬁ‘! e Ventiess No
z/appliancechoiceny. Ph: 347-818-1097 Albany Solar Solutions LLC Centsible House, Inc s O
; aning indica neyela o Cyele, Eco Oycle,
a sidmsapplianc Service Araa: Caputalﬁegmn Senice Area: NYC D,_';YSWL s
"rgmug LOCATION o Email: Ly e ; [s Wast Chester, and Hudson Valle'y | 2266023 Wnirbocl | WEDS290FW® | Mybid Mest Pump 74 EL) £ ESH kL) : Ventiess No
Buy and Save Appliances oL - epe— Phene: 518-720-7779 Email: caria@cantsit amslwngsa _[wossn: _hymmareuprs | 14 | w | 2 | <80 o loveswemoncye ventess | Ne
. | ite: www AlbanySolarSalitions cor . | | \Dmml’tl"  Steam
Earl B. Feiden A li Wehsile H‘ICII'I? 528-675 0025 . 2331311 Whirpool | WHOBE2CH** ! Hest Pumo 74 38 2 3 460 70 |cyeie Sanaization cycle Ventiess Ne
525 Park fve Website [Py Heat urro w_| : o | :
) - wnwcarigelaciric.com 2339999 Samsurg | DVS3BBE300HDAZ |Hybid Heat Pumo | | 78 | 37 | 2 | 3 281 69 |Sanmzation cycle ventiess | No
Brooklyn, MY 11205 Latharm, Cliftan Park, and Kings z | | Filter Drum bght, Time remaining
Arch Electric Inc \
. . _ 4 - . 2391400 Asko |T208H WY Heat Pump 20 | 39 | 1346 | 2343 | 2575 7 aspay Ventiess No
P BRS8N0 Ph Sia-Tio-85an £ S 3t 4 Service Area: Hudsan Valley Charlotte Appliance Inc | orumig ot cesing
= & = £ Ermail: anthonyifarchelectricine com Service Area: Finger Lakes and Monroe County P— I o T ool | e | | [P [ - o m"’;&‘m G 7
a6 Phone: M8-529-5100 Email: gbushnel@charlotteapplisnce.cam = == - O B T orum bgnt.Time terr ? yoiofiter |
ONLINE ONLY 5% omE Locamon Website: it pe v archelaclricservicas com Priane: 585-663-5080 e e e — - ‘ i il aaal o s - iy P |
Connect Distributors Happy Electronics Website: iips:/ : ‘ g s, CorrolLock, Detay
Ph: BEB-212-M559 41-35 Kissena Boulevard B&s EI'I‘I:EI'prISE- US'A Inc . & 2278396 Whirpool | WHDS080G "+ Heat Pump | 20 | 43 M | % 28 | 229 64 |Dryness Level option, Options Ventiess Ne
s edimelarar|iap Fiushing, NY 11355 Service Area: Westem N‘r’qEIuTralo and Rechester) Connect Distributors ‘ Time remaining disguay.Steam cyele.Signal, Cycie Signsi, Conrol Lock, Delay
a, Stan, Timed Dry,
Ph: ME-762-3978 Email: sales Service Area: New York City . 2278428 Wnirpool | WHD3000G** .‘ueumw | 200 | a3 s | . | 2 2 6 mmﬂopﬂon.mm Veatiess No
‘_EB Phone: ?1&_355_34":'0 Phane: 888 212 ?199 C o nfu S I O n 2239054 Blombderg | DHP2£400W |Heat Pump 280 .\ 41 3 | 25 | 27 149 6 Drum g, Ventiess No
77 ONE LOCATION 2239055 Blomberg | DHP24412W |Heat Pump 200 | a1 3 | 25 | 7 129 % nlmmmgmnqcmm.vmrmnuasp«q Ventiess | No
Ch l A l. I Website: cdap 2239057 Beko |HPD2£412W |Heat Pump 200 | a1 | :s | 2 129 &6 |Fiter cieaning inSicstor,Drum UgM.Time remaining isplay | Ventiess No
arlotte Appliance Inc. o Babinov Electric LLC | o ey
% A LOC . N
3200 Lake Averue i Service Area: Capital District and North County County Wide Electric 4l
Rochester, NY 14812 Keith's Appllances Ermail: babinavelectricdgmail.com Service Area: Oranga County and Hudson Vallay 4

Ph: 5B5-663-50E0
hiltps fheeens Charlotteappliance com

Marwich and Mystic Connectic
Ph: 860-889-20583

Phene: 845-706-8183

Blackstone & Associates
Service Araa: NYC

Email: bl 10

Phone: 917-294 1392

Email: sean countyvwidesleciric@gmail.com
Priane: 845-254-7255
Websita: o

DelCore Electric & HVAC Inc.

Service Area. Area- Lcmg Island

Email: sales
Brower Power LLC Phone: 631-835-7272
Websita areeleciric com

Service Area: Hudsan Valley
Email: browerpoweralectric@gmail.com
Phone: B45-706-8183

Buffalo Energy, Inc.
Service Area Western NY
Ermail: infa@bulfalo-enaragycom
Phene: 716-677-4899

Website: wewbulfalo-enargecom

Dynamic Mini Split Corp
Service .P-rea NEW York CII}I‘ and Lnng Island
Email: dyn: 8

Phane: 516-912- ‘34?3 £ 347-336-0247
Websita: dms:




CUSTOMER ENGAGEMENT

A Hosloitable Program Journey

x@ormmumrv

FIND A REBATE

Purchase




CUSTOMER ENGAGEMENT

A Standard Program Journey

Waiting




CUSTOMER ENGAGEMENT

A Hosloi‘tolble Program Journey

E"? FEAMELIN

Xavier Espinoza
Energy Advisor

Welcome to energy

assist.

Develop turnkey travel install . Installerion
Al field tools to r
team for DACs + extended eld tools to reduce

, time to proficiency, speed
hours (nights/weekends). data eI?\try nd ryedgce
Add training for local ’

on-site visit time.
contractors.



Moving On




CUSTOMER ENGAGEMENT

A Hosloi‘tolble Program Journey

K,) comed’ Energy PE®PLES GAS®

wisnoviones | ECNICIENCY ENEAGY EFFICIENCY PROGRAM

Join your
neighbors in
saving energy
and money.

Schedule your FREE

Home Ensrgy

Assessment wih the

Home Energy Savings

program from ComEd It's 50 simple to save energy

and Pecples Gas today: and money. | brag to all my
neighbors about 1t!

= Mary Jonss, Waukagan

It all starts with a FREE virtual or in-home assessment!

Ak your scheduled time, an energy advisor will:
+ Visually assess your homa (virtually or In-person) « Givayou a FREE raport which Includes additional

£O ShOW YOuU Ways Yo Can SavVe anergy. WRYS YOu Can sve &% homa.

+ Provide you with FREE energy-sawing products, « Installa FREE programmable or smart
which have helped Customers save an ange of thermostat It your sxisting thermastat needs 1©
%170 on thar anargy bils last yaar. ba upgraded*

- 0o
Hisnsy n; 'g' \.)

Savings are just 3 dick or call away. Schedute today!
ComEd.com/Assessment | PeoplesGasDailvery com/savings | §55-433-2700

(w?cs =

| MARIN | N”A‘m

use they gave me a magnifice

k‘%’l’ conditioner (mini sﬁllt);\L

E:' S,’,
p oo11/0000 ——M —— —‘)) r3

Local profiles & testimonials - resident &
landlord personas. Referral bonuses.

Referral



CUSTOMER ENGAGEMENT

A Standard Program Journey

Awareness Consideration Enrollment Confusion Waiting Moving On



CUSTOMER ENGAGEMENT

A Hosloi’cable Program Journey

Awareness Consideration Enrollment Purchase Installation Referral
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You heed to be
unreasondable to see a world
that doesn’t yet exist.




Unreasonable

Talent Acquisition & Retention




HIRING PROCESS

Field Positions

Step 1 Step 4

Draft job description In-person or video interview with

hiring manager

Step 2 Step 5

Post job to website and job sites Background check and drug testing

Step 3 Step 6

Phone interview with HR Training




SOLUTION |

Local recruiters. Jargon-
free JDs that convey
culture. Highlight entry
level positions, paid
training + certifications, &
hourly rate. Community

PROBLEM 1

Hard to find qualified colleges & GED programes.
candidates. Indeed & Handshake, not
Standard recruiting. Zip Recruiter. TIKToKk,

Instagram, and Facebook,
not LinkedIn. Referral
bonuses.

Hosloi‘totble recruiting.



PROBLEM 2

Lost candidates in hiring
process.
Standard recruiting.

SOLUTION 2

Night & weekend
interviews. 3 interviews
max & offer video. Text

message reminders.
Proactively share drug test
& background check
dealbreakers in JD or first
iInterview. Divert to other
roles if not a fit. Speedy
process. Manage
expectations.

Hosloi‘totble recruiting.



PROBLEM 3

Lost candidates in training
process or first 90 days.
Standard recruiting.

SOLUTION 3

Peer-led training. 6
months in exchange for
paid training. Day |
Insurance and PTO.
Weekly paychecks. Bonus
upon completion. Free
public transportation and
uniforms. Company
vehicles and installed at
home EVSE. Flex shifts &
structure. Cross-training.
Clearly outline next steps

INn career and help pursue.

Hosloitot le recruiting.



FIELD STAFF 28%
Customer-centric screening Increase in
questions. Focused on Handshake, E XA M P L E
Indeed & community colleges.

Applicants
Surge bonuses for referrals.

# of Hires/Month

& 1007 ncroaso B 150%
Increased hourly base pay. Sped up

. . . Increase in
entire process, with emphasis on Referrals
drug screen and background
checks.

36%
Reduction in
Applicants/Hire

Streamlined onboarding. More
robust training (including for
managers leading new hires). Paid
BPI certification.

Before After




The way you do one thing is
the way you do everything.




Text the
DZT S

(833) 536-3896

An Unreasonably Enjoyable Conference

Need something? Just text. And there’s free
copies of Unreasonable Hospitality in the back.



THANK YOU






