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What if we made them feel



special?



Is that unreasonable?



Any former servers 
in the crowd?





Three 
Unreasonable 
Things

01.
02.

THE BIG IDEA

CUSTOMER ENGAGEMENT

03. TALENT ACQUISITION & RETENTION



Unreasonable
The Big Idea

01.



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.
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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.



Service is black and white. 
Hospitality is color.



02.

Unreasonable
Customer Engagement



My Mom

Retired widow. Low-income 
resident of disadvantaged 
community. Heats home 
primarily with wood. 
Backup electric resistance 
heating. Constantly 
clogged dryer venting in 
basement. We’re in the 
government program 
business.



Step
1

A Standard Program Journey

CUSTOMER ENGAGEMENT

Awareness



Step
1

A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Awareness

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



A Standard Program Journey

CUSTOMER ENGAGEMENT

Consideration



A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Consideration

Make the forms more intuitive. 
Mobile-first design. AI support.

Set up community information & sign-up 
events for landlords and residents.



A Standard Program Journey

CUSTOMER ENGAGEMENT

Step
3

Enrollment



A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Step
3

Enrollment

Offer document (e.g., license, SNAP, W2) upload for 
identity and eligibility verification.

Add SSO to avoid having to 
set up multiple accounts.



A Standard Program Journey

CUSTOMER ENGAGEMENT

Confusion



A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Purchase

Replace PDF with Find a Contractor & 
Store tool. Recruit contractors in DACs, 

including remediation companies.

Add images and plain 
language to QPL. AI & 

chat.



A Standard Program Journey

CUSTOMER ENGAGEMENT

Step
5

Waiting



A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Step
5

InstallationDevelop turnkey travel install 
team for DACs + extended 
hours (nights/weekends). 

Add training for local 
contractors. 

AI field tools to reduce 
time to proficiency, speed 

data entry, and reduce 
on-site visit time.



A Standard Program Journey

CUSTOMER ENGAGEMENT

Step
6

Moving On



A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Step
6

Referral

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



Step
1

A Standard Program Journey

CUSTOMER ENGAGEMENT

Step
3

Step
5

Step
6

Awareness Consideration Enrollment Confusion Waiting Moving On



Step
1

A Hospitable Program Journey

CUSTOMER ENGAGEMENT

Step
3

Step
5

Step
6

Awareness Consideration Enrollment Purchase Installation Referral



My Mom

A program she gets. Heats 
home primarily with 
electric heat pump. Local 
handholding. Heat pump 
dryer on main living level. 
Trusted local contractor. 
Properly weatherized 
home. Happy customer. 
We’re in the hospitality 
business.



You need to be 
unreasonable to see a world 

that doesn’t yet exist.



03.

Unreasonable
Talent Acquisition & Retention



Field Positions

HIRING PROCESS

Training

Step 6

Background check and drug testing

Step 5

In-person or video interview with 

hiring manager

Step 4

Phone interview with HR

Step 3

Post job to website and job sites

Step 2

Draft job description

Step 1

01

02
03

06

05

04



PROBLEM 1
Hard to find qualified 
candidates. 
Standard recruiting.

SOLUTION 1
Local recruiters. Jargon-

free JDs that convey 
culture. Highlight entry 

level positions, paid 
training + certifications, & 

hourly rate. Community 
colleges & GED programs. 
Indeed & Handshake, not 

Zip Recruiter. TikTok, 
Instagram, and Facebook, 

not LinkedIn. Referral 
bonuses. 

Hospitable 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 

interview. Divert to other 
roles if not a fit. Speedy 

process. Manage 
expectations. 

Hospitable 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 1 
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 

in career and help pursue. 
Hospitable recruiting.



INTERVIEW 28%

150%

36%

OFFER

TRAINING

Customer-centric screening 
questions. Focused on Handshake, 
Indeed & community colleges. 
Surge bonuses for referrals.

Increase in 
Applicants

Increase in 
Referrals

Reduction in 
Applicants/Hire

Increased hourly base pay. Sped up 
entire process, with emphasis on 
drug screen and background 
checks.

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

FIELD STAFF
EXAMPLE

Before After

# of Hires/Month

100% Increase



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



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



THANK YOU




