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Executive Summary
This report presents findings from a survey of Northwest Energy Efficiency Alliance (NEEA)
stakeholders conducted in the fall of 2012 to assess NEEA’s value delivery to the region,
communications, and staff interactions. Where comparable, survey results are compared to
findings from similar stakeholder surveys conducted in 2007, 2010, and 2011.
Many aspects of the questionnaire and methodology used in 2011 were retained to meet the
objective of tracking the organization’s progress. However, several changes were made to the
overall scope of work and approach to improve the sampling and data collection processes.
Moreover, advanced analytics are used to identify key drivers of stakeholders’ impression of
NEEA, and index scores have been created to provide additional understanding of how survey
results change over time.
A total of 505 stakeholders completed the 2012 survey: 179 stakeholders who work for utilities
that directly fund NEEA (“Direct Funders”), 75 stakeholders who work for utilities that fund
NEEA indirectly through the Bonneville Power Administration (“Indirect Funders”), and 251
nonutility stakeholders who work for organizations that do not provide funding for NEEA, such
as program implementation and evaluation contractors, market partners, and regional and
national nonprofit and government organizations (“Other Stakeholders”).

Summary of Key Findings
Overall impressions of NEEA are favorable and have improved.


Stakeholders’ overall impressions of NEEA are generally favorable in 2012 with 76%
providing a “favorable” rating and unchanged from 2011 (78%) .



In 2012, more than one out of three stakeholders (36%) indicated their overall
impressions of NEEA have become more positive—a significant increase from 2011,
when only 28% of all stakeholders indicated that their impressions of NEEA were more
positive. Notably, Indirect Funders suggest that their impressions of NEEA have
improved.

Advanced analytics were used to gain a better understanding of the dimensions stakeholders use
to evaluate NEEA’s overall importance. Three dimensions were identified: operational trust,
mission affinity, and staff.


Among Direct Funders, operational trust is the most important factor influencing their
overall favorability rating. Direct Funders’ rating for operational trust is relatively low.
As NEEA’s customers, Direct Funders want more transparency on what NEEA does and
the value NEEA provides to their organization. They may also be more likely to believe
NEEA moves slowly on initiatives because some organizations work directly with NEEA
on programs rather than only being on the receiving end of the program or on an advisory
committee.



Among Indirect Funders, mission affinity by far the most important factor influencing
their overall favorability rating.
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Additional analytics were used to develop four performance indices: three sub-indices that
represent performance on each of the three overall dimensions of performance and an overall
Stakeholder Equity Index that is a weighted sum of the three dimensions. These indices give a
high-level view of NEEA’s overall brand and provide an easy-to-communicate and easy-toreplicate number.


NEEA’s overall Stakeholder Equity Index is 6.74, well above the scale midpoint (5).
There are no significant differences between stakeholder segments.



NEEA’s overall Stakeholder Equity Index has improved slightly from 2011 due to a
significant improvement in the operational trust sub-index.

Stakeholders have generally high expectations for and confidence in NEEA’s ability to meet or
exceed these expectations (74% positive). However, one out of five stakeholders say they have
mixed expectations and confidence, and one out of 25 say they have low expectations and expect
to encounter problems when working with NEEA.


Direct Funders are the most likely to suggest they have mixed expectations and mixed
confidence in NEEA’s ability to meet their expectations (29%).

Consistent with the somewhat mixed impressions of NEEA, Direct and Indirect Funders have
differing combined levels of commitment and perceived future involvement.


Over four out of ten of NEEA’s Direct Funders have a high level of commitment to the
organization and suggest that their organization will be involved in the future. This is in
comparison to only one out of ten Indirect Funders.



On the other hand, a significant segment (29%) of Direct Funders suggest that while they
are committed to NEEA’s organizational goals, they believe their organization will be
less involved in the future.



Learning more about the reasons why the organizations will be less involved in the future
and taking actions to remove the barriers to future involvement could result in moving
stakeholders with high commitment and low future involvement into the segment of high
commitment and high future involvement stakeholders.

Conclusions and Recommendations
NEEA staff are critical to the success of the organization and are generally given high ratings.
Qualitative feedback in the form of responses to open-ended questions on the survey and indepth interviews completed with some stakeholders after the survey suggest that new staff are
not being adequately on-boarded in how to best communicate with stakeholders. Others are
uncertain what the roles of the new staff members are and therefore question the need of such
staff. A review of training processes could address these concerns.
The 2012 Stakeholder Perception Survey results show that the overall impression of NEEA
remains favorable, that stakeholders recognize NEEA’s value in influencing the market in ways
that individual organizations cannot, and that NEEA facilitates collaboration and sharing
between energy efficiency organizations in the Northwest. However, some stakeholders suggest
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that NEEA does not value their input and that it often takes too long to get results. The extent to
which stakeholders, notably Direct Funders, feel that NEEA values their input is a key driver of
their overall favorable impressions. NEEA should provide more transparency into their
budgeting process and expenses. In difficult economic times, some funders are not certain the
value NEEA provides is worth the investment of their increasingly limited dollars. The
timeliness issue may also have an impact on some stakeholders not seeing the increase in new
hires as having value. It may be the case that new hires interacting with stakeholders lack
necessary training or have enough knowledge about NEEA-Stakeholder relationship to
understand what stakeholder’s expectations are and how best to approach them. A barrier
analysis could identify what internal processes are impeding timeliness.
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1. Introduction
The Northwest Energy Efficiency Alliance (NEEA) is a nonprofit organization working to
maximize energy efficiency in the Northwest (Idaho, Montana, Oregon, and Washington).
NEEA is supported by and works in collaboration with the Bonneville Power Administration,
Energy Trust of Oregon, and more than 100 Northwest utilities on behalf of 12 million energy
consumers. By accelerating market adoption of energy-efficient products, services, and practices,
NEEA initiatives assist the region in maximizing energy efficiency and meeting its energy
efficiency goals.
NEEA works to provide the value of energy efficiency to its stakeholders by the following
methods:


Filling the energy efficiency pipeline. NEEA scans the market for energy efficiency
opportunities and drives acceptance and availability of promising emerging technologies.



Accelerating market adoption. NEEA intervenes to remove barriers to market adoption
of energy-efficient products, services, and practices.



Leveraging the power of the region. NEEA identifies and pursues opportunities that
can only be achieved working regionally.

The success of NEEA initiatives depends in large part on how effectively input from NEEA
stakeholders are incorporated into the design, planning and execution of NEEA initiatives. In
2004 NEEA began to receive feedback that the staff at funder organizations were dissatisfied
with the opportunity to provide meaningful input into NEEA initiatives. NEEA initiated a survey
to track the level of satisfaction with NEEA initiatives and other aspects of NEEA’s value
delivery. Subsequent research has been conducted in 2007, 2010, 2011, and 2012 to track the
organization’s progress.
The objectives of the current 2012 Stakeholder Perception Survey were as follows:


Measure and track overall favorability towards NEEA



Measure and track stakeholder perceptions of NEEA’s brand attributes, value to region,
and value to individual utilities or organizations



Ascertain the level and quality of interaction between NEEA staff and stakeholders



Obtain feedback on NEEA communication and events



Use advanced analytics to create brand-equity dimension indices to provide additional
insights on NEEA’s brand



Use advanced analytics to determine which of NEEA’s brand attributes contribute the
most to stakeholders’ overall impression of NEEA.
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2. Methodology
While much of the basic methodology and questionnaire used in 2011 was retained to meet the
objective of tracking the organization’s progress, several changes were made to the overall scope
of work and approach. These changes include the following:


Sampling. Using a set of contacts downloaded from the NEEA Contacts System (NCS)
database as the sampling frame and inviting more non-utilities than in previous years. The
NCS database represents the most up-to-date records for Direct and Indirect Funders.
Moreover, the query tool allowed for a consistent process to identify and select funders.
This was not an option in previous surveys, and more ad hoc methods had been
employed.



Questionnaire. Reducing the number of redundant brand attributes, updating the flow of
the survey to be around larger topical areas, and adding advocacy questions.



Analytics. Using advanced analytics to identify key drivers of stakeholders’ impression
of NEEA and creating index scores to provide additional understanding of how survey
results change over time.

The data collection period for the survey was from November 28 to December 21, 2012. Survey
data were collected by web and telephone. Stakeholders were initially invited to participate
online, and those who did not complete the survey after two weeks were called and offered the
option to complete the survey by telephone. A total of 505 surveys were completed with an
overall response rate of 17.4%.

2.1 Stakeholder Groups
NEEA provided a sample frame that included funder utilities and non-utilities. The funder
utilities were further stratified into Direct Funders, or organizations that directly fund NEEA, and
Indirect Funders, or organizations that indirectly fund NEEA through the Bonneville Power
Administration (BPA). The non-utilities group, referred to as Other Stakeholders throughout this
report, include entities such as program implementation and evaluation contractors, market
partners, and regional and national non-profit and government organizations. The sample frame
included individuals from various roles, including senior-level executives, program staff and
managers, evaluation and customer service staff, general managers, and engineers.
Because a certain level of familiarity with NEEA is required to be able to answer the survey
questions, Direct Funders and other stakeholders were required to be “very “ or “somewhat”
familiar with NEEA and its initiatives to complete the survey. Due to the Indirect Funder group
providing funds through the BPA rather than directly, they were allowed to continue with the
survey with slightly less familiarity with NEEA and its initiatives than the other two stakeholder
groups. This also is consistent with screening in the previous surveys and allows for direct
comparisons over time.
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2.2 Questionnaire
The general flow of the survey was updated in 2012 to be around topic areas to make the survey
easier for respondents to follow. Several changes were also made to the web survey to reduce
mode effects, or differences in the way respondents answer questions that result because taking a
web survey is a different experience than taking a survey via telephone. These differences might
be because an online survey is visual and a phone survey is auditory; or a particular survey topic
is sensitive, respondents may feel compelled to answer questions the way they believe they
should (based on cultural or social norms) when talking to an interviewer on the phone versus
taking a self-administered web survey (Krueter, Presser, and Tourangeau 2008). In this survey,
efforts were made to anticipate these differences and account for them in the design process.
They include the following:


Showing grid questions one at a time in the web survey rather than all at once. This
mimics telephone in that respondents will not be influenced by seeing the questions asked
before and after the immediate question at hand.



The “don’t know” and “prefer not to answer” response options were not provided
initially. They were shown only if a respondent tried to move to the next screen without
providing a response to a question on the current screen. This is because these response
options are not read over the telephone but are accepted by interviewers if they are
offered unaided.



Lastly, because the web survey was the mode initially offered to respondents, the web
questions were purposely written so that very few wording changes were needed for
phone. The majority of changes were to add in a verbal description of the question
response categories or scale.

2.3 Data Collection
2.3.1 Data Collection Activities
The data collection period for the survey was from November 28 to December 21, 2012. A few
days prior to the beginning of data collection, NEEA contacted all stakeholders by email with
notification of the upcoming survey invitation from ORC International.
Respondents were initially invited to complete the survey by email followed by periodic email
reminders. Phone data collection began on December 13 with voicemails left for respondents
who could not be reached asking them to complete the survey. Due to these calls and voicemails,
the reduction in the number of completes between reminders number two and three were not as
large as between the first and second reminder emails.
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Figure 1: Daily and Cumulative Completes
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2.3.2 Response Rates
In 2012, the overall response rate for the survey was 17.5%, for a total of 505 completes. This
response rate is lower than 2011 (39%, 322 completes) and 2010 (47%, 245 completes).
Although the overall response rate was lower in 2012, the number of completed surveys is much
greater than in previous years as a greater number of stakeholders were invited to complete the
survey in 2012 than in previous years.
The response rates for Direct and Indirect Funders were nearly identical with 28% and 29%
responding, respectively. The Other Stakeholder group had a much lower response rate (13%)
but because of the large number of Other Stakeholders in the sample frame, they had the greatest
number of completes among all stakeholder groups. The estimated margin of error (MOE) for each
stakeholder group is included in Table 1.
Table 1: 2012 Response Rates and Margin of Error for Stakeholder Groups

Total
Population

Completed
Surveys

Response Rate

Margin of
Error*

2,901

505

17.5%

4.0%

Direct Funders

635

179

28.1%

5.2%

Indirect Funders

258

75

29.0%

7.9%

2,008

251

12.5%

4.9%

Overall

Other Stakeholders

* 95% confidence level for all stakeholders, 90% confidence level for individual segments; includes a finite
population correction factor, which is typically applied when 10% or more of the population is surveyed.

ORC International - 4 -

3. Key Findings
3.1 Respondent Profile
Table 1 provides a profile of stakeholders who responded to the 2012 survey. The profile is very
similar to 2011 with a couple of exceptions: there is a significant increase in stakeholders with
very short tenure in their organization and in stakeholders who are “somewhat familiar” with
NEEA.
The state of Washington represented the largest proportion of survey respondents among Direct
(58%) and Indirect Funders (40%). The state of Oregon represented the second largest proportion
of survey respondents among Direct (37%) and Indirect Funders (36%). This is similar to
previous years.
Consistent with 2011, 70% of Direct Funders held positions in the commercial sector and 57% in
the residential sector. Indirect Funders who completed the survey held positions in the residential
sector (87%), followed by the commercial sector (65%).
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Table 2: 2012 Respondent Profile
Direct
Funders

Indirect
Funders

Other
Stakeholders

All
Stakeholders

Washington

58%

40%

24%

38%

Oregon

37%

36%

41%

39%

Idaho

1%

7%

10%

6%

Montana

3%

13%

4%

5%

Other states*

1%

4%

21%

12%

Commercial

70%

65%

NA

69%

Residential

57%

87%

NA

66%

Industrial

54%

44%

NA

51%

Agricultural

23%

27%

NA

24%

Less than 1 year

2%

3%

4%

3%

1 to less than 3 years

17%

8%

14%

14%

3 to less than 5 years

28%

7%

15%

18%

5 to less than 10 years

19%

15%

21%

19%

10 years or more

34%

68%

45%

45%

Very familiar

36%

16%

33%

32%

Somewhat familiar

64%

73%

67%

67%

Not very familiar

NA

11%

NA

2%

Base (n)

179

75

251

505

Geography

Sector

Tenure

Familiarity

NA: Not Asked; * Some stakeholders work from locations which are outside the NEEA region
 indicates statistically significant positive changes from 2011;  indicates statistically significant negative change from 2011 |
Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown.
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3.2

Overall Impressions

Stakeholders’ overall impressions of NEEA are generally favorable in 2012 with just over three
out of four stakeholders providing a “favorable” rating; this is statistically unchanged from 2010
and 2011. There has been a statistically significant increase in the percentage of stakeholders
providing a neutral rating for favorability and a slight decrease in the percentage providing an
unfavorable rating, although this decrease is not significant.
Figure 2: Overall Impressions of NEEA
100%

80%

60%

81%

78%

76%

Favorable (5 - 7)

Neutral (4)

40%

Unfavorable (1 - 3)
20%

0%

17%

11%

11%

8%

9%

7%

2010

2011

2012

 indicates statistically significant positive changes from 2011;  indicates statistically significant negative change from 2011 |
Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown| Overall stakeholders: n = 245 in
2010; n = 322 in 2011; n = 505 in 2012
Q1. Please provide a rating of your overall impression of NEEA.
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This year, we see some differences emerge within the three stakeholder segments.






Among Direct Funders, there has been a significant increase in very favorable ratings as
some stakeholders seemingly moved from being favorable last year to very favorable this
year. There is also a slight shift among those who were favorable last year to being neutral in
2012.
Among Indirect Funders, there is a significant decrease in favorable ratings. This decrease is
somewhat offset in the total favorable percentage by a small and therefore not statistically
significant increase in the percentage giving very favorable responses and a nearly equal
increase in the percentage of respondents shifting to neutral this year from favorable last
year.
Total favorable ratings have decreased each year for Other Stakeholders, and while the
change between 2012 (80%) and 2011 (84%) is not significant, the change this year is
significant compared to 2010 (89%).

Table 3: Stakeholder Group Impressions of NEEA
Direct
Funders

Indirect
Funders

Other
Stakeholders

2010

2011

2012

2010

2011

2012

2010

2011

2012

Total Favorable (5–7)

76%

73%

73%

71%

80%

73%

89%

84%

80%

Very Favorable (7)

6%

5%

12%

12%

5%

15%

27%

29%

20%

Mostly Favorable (5–6)

69%

68%

61%

60%

75%

58%

62%

56%

61%

Neutral (4)

14%

14%

19%

19%

12%

24%

6%

8%

14%

Unfavorable (1–3)

11%

11%

8%

10%

5%

3%

5%

8%

6%

Mean

5.07

4.99

5.13

5.10

5.16

5.28

5.71

5.71

5.49

Base (n)

94

149

179

42

59

75

109

114

251

 indicates statistically significant increase from 2011;  indicates statistically significant decrease from 2011 | Numbers may not
add up to 100% due to “don’t know” and “refused” responses not being shown.
Q1. Please provide a rating of your overall impression of NEEA
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Among Direct Funders, the most frequently cited reason for being favorable towards NEEA was
effective/results oriented programs (11%), followed by positive staff interactions (9%). Among
Indirect Funders and Other Stakeholders, the most frequently cited response was promotes
energy efficiency/conservation (12% and 22%, respectively), followed by innovative
programs/ideas /forward thinking (9% and 12%, respectively).
Among Direct Funders who did not provide a high favorability rating, too costly/wasteful/poor
value and lacks vision/direction/appears disorganized were the reasons for their negative rating.
Among Indirect Funders, only too costly/wasteful/poor value was frequently cited (8%), and
among Other Stakeholders, lacks vision/direction/appears disorganized (5%) was the most
frequently given response.
Table 4: Reasons for Favorability Rating
Direct
Funders

Indirect
Funders

Other
Stakeholders

Effective/results oriented programs

11%

3%

10%

Like staff/positive/frequent interactions

9%

1%

8%

Promotes energy efficiency/conservation

7%

12%

22%

Innovative programs/ideas/forward thinking

6%

9%

12%

Too costly/wasteful/poor value

9%

8%

1%

Lacks vision/direction/appears disorganized

9%

0%

5%

Base (n)

179

75

251

Positive Favorability Rating

Negative Favorability Rating

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown.
Q1A. Being as specific as possible, please explain your key reasons for rating your overall impression of NEEA
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3.3

Change in Overall Impressions

In 2012, more than one out of three stakeholders (36%) indicated their overall impressions of
NEEA have become more positive—a significant increase from 2011. Nearly one out of ten
stakeholders (9%) indicated their overall impressions of NEEA are less positive in 2012. This is
a significant decrease in the percentage of stakeholders who are less positive compared to 2010
and 2011.
Figure 3: Change in Overall Impression of NEEA
100%

80%

30%

28%

36% 

More Positive
60%

40%

Remained the Same
55%

58%

14%

13%

2010

2011

56%

Less Positive

20%

0%

9%

2012

 indicates statistically significant positive changes from 2011;  indicates statistically significant negative change from 2011 |
Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown| Overall stakeholders: n = 505
for 2012; n = 322 for 2011; n = 245 for 2010
Q26. Over the past year, would you say that your general opinion of NEEA has become . . . ?
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The percentage of Direct Funders saying their impressions of NEEA were less positive decreased
significantly from 2011 to 2012 by nearly half. Nearly one out of three (34%) are more positive
in 2012 compared to nearly one out of four (26%) in 2011—while this is not a statistically
significant change, it is an indication of change and next year the increase might be significant.
Indirect Funders are the most likely to have said their overall impression of NEEA has become
more positive. Direct Funders also show an increase in the percentage who are more positive;
however, this is not significantly higher than in 2011.
Table 5: Stakeholder Group Change in Overall Impression of NEEA
Direct
Funders

More Positive
Remained the Same
Less Positive
Base (n)

Indirect
Funders

Other
Stakeholders

2010

2011

2012

2010

2011

2012

2010

2011

2012

29%
51%
19%
94

26%
54%
19%
149

34%
56%

26%
67%
7%
42

26%
68%
5%
59

40%
55%
5%
75

33%
53%
12%
119

32%
58%
10%
114

36%
55%
8%
251

10%

179

 indicates statistically significant positive changes from 2011; indicates statistically significant negative change from 2011 |
Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown.
Q26. Over the past year, would you say that your general opinion of NEEA has become. . . ?
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In 2012, a new question was added to gauge how much more or less positive stakeholders are
compared to the previous year. Across stakeholder groups, the majority indicate they are
moderately or much more positive.
Among stakeholders who are less positive, the majority of Direct Funders are moderately less
positive. While a large majority of Indirect Funders are only somewhat less positive. Other
Stakeholders have a small percentage who are much less positive than last year, they are the only
stakeholder group to have anyone indicate they are much less positive.
Table 6: Extent of Positivity Change
Direct
Funders

Indirect
Funders

Other
Stakeholders

Among Those More Positive
Much More Positive

12%

23%

20%

Moderately More Positive

45%

37%

55%

Somewhat More Positive

43%

40%

25%

60

30

91

Base (n)

Among Those Less Positive
Somewhat Less Positive

44%

75%

38%

Moderately Less Positive

56%

25%

42%

Much Less Positive

0%

0%

3%

Base (n)

18*

4*

21*

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown
*Use caution, small n sizes
Q26AA/26BB. You indicated that your general opinion of NEEA has become [more/less] positive. Would you say it is . . .
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Direct Funders (14%) and Other Stakeholders (8%) cite positive and frequent staff interactions
as the reason for their impression of NEEA being more positive. Over 20% of Indirect Funders
credit increased and improved outreach programs and marketing as the reason for their opinion
of NEEA becoming more positive over the past year:
Had a chance to meet NEEA leadership and see that they are sensitive to the concerns of
rural utilities.
I've gained a deeper understanding of NEEA and their initiatives.
Better understanding of the core audiences for their initiatives—more communication
around the strategies behind marketing investments.
Table 7: 2012 Reasons for Change in Overall Impression of NEEA
Direct
Funders

Indirect
Funders

Other
Stakeholders

14%

3%

8%

Meetings/conferences/symposiums

8%

6%

5%

Increased interactions with staff

6%

12%

3%

Increased/improved outreach
programs/marketing/more visibility

4%

21%

6%

Lacks vision/direction/appears disorganized

6%

0%

5%

General negatives comments about
programs/services

8%

9%

4%

179

75

251

Positive Change
Like staff/positive/frequent interactions

Negative Favorability Rating

Base (n)

Q26A. What has occurred during the past year to cause your general opinion of NEEA to become [RESTORE Q26]? Please be as
specific as possible.

ORC International - 13 -

3.4

Brand Equity Dimensions

3.4.1 Overview of Approach: Determining the Overall Dimensions
A major change to the survey methodology was to use advanced analytics to provide further
insights into the research results. In previous years, 20 brand attributes were included. To address
concerns about survey length, preliminary analysis was used to eliminate brand attributes that
were highly correlated. The eliminated brand attributes are included in a table in Appendix 6.2.
As a result of this analysis, fourteen attributes were identified as being unique and were included
in the 2012 survey. A factor analysis1, was then used to identify the major themes or underlying
principles among the brand attributes for all stakeholders.
Three dimensions (or factors) clearly emerged as a result of the analysis: mission affinity, staff
assessment, and operations trust. The dimensions are named based on the variables most
associated with that dimension. The individual brand attributes that most contribute to each
dimension are listed in Table 8. The dimensions and attributes are not listed by order of
importance and instead merely shows how the attributes are categorized into each dimension.
Importance will be discussed in the next section.

1

Factor analysis is a statistical method used to describe variability among observed, correlated
variables in terms of a potentially lower number of unobserved variables called factors. In other
words, it is possible, for example, that variations in three or four observed variables mainly
reflect the variations in fewer unobserved variables.
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Table 8: Brand Equity Dimensions and Primary Attributes
Overall Dimensions

Primary Attributes

Mission Affinity








Staff Assessment

Operational Trust





NEEA accelerates market adoption of energy efficiency products, services,
and practices in the Northwest.
As a regional organization, NEEA is able to influence the market in ways that
individual organizations could not do on their own.
NEEA helps to fill the energy efficiency pipeline to ensure future energy
efficiency opportunities for the Northwest.
By working together through NEEA, energy efficiency organizations can
achieve greater energy savings using fewer resources.
NEEA’s work is critical to the region achieving its future energy efficiency
goals.
NEEA helps mitigate investment risks associated with emerging energy
efficient opportunities.



NEEA staff is responsive to your input.
NEEA seeks your input on their initiatives.
NEEA staff is respectful of your organization’s relationships with key
customers.
NEEA staff treat you with respect.






NEEA moves slowly on its initiatives (-).
NEEA does not understand market conditions in my local service territory (-).
I have access to sufficient information about NEEA’s activities.
NEEA competes with my organization (-).

(-) These questions had scales that were worded to be from positive to negative. Therefore, for use in this analysis, the scales
were inverted.

3.4.2 Dimension by Stakeholder Group
A score was computed for each of the three dimensions for each stakeholder group. Regression
analysis was then used to examine the influence of each dimension on overall favorability toward
NEEA. The regression analysis was used to derive the importance of each dimension.
Figure 4 shows the derived importance of each dimension for Direct Funders and Indirect
Funders. Among Direct Funders, the operational trust attributes impact overall favorability of
NEEA more than mission affinity or staff assessment. As NEEA’s customers, Direct Funders
want more transparency on what NEEA does and the value NEEA provides to their organization.
They may also be more likely to believe NEEA moves slowly on initiatives because some
organizations work directly with NEEA on programs rather than only being on the receiving end
of the program or on an advisory board.
A few Direct Funders said during the qualitative interviews that there is overlap between NEEA
and their organization in services and projects. One Direct Funder noted the beginning phases of
NEEA’s projects are confusing and wonders if NEEA is competing with his/her organization and
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claiming savings. Another Direct Funder cited some lack of trust because of the overlap in
responsibilities and communication problems.
Among Indirect Funders, the mission affinity dimension is far more important than the other two
dimensions. Operational trust is the least important to Indirect Funders; this is in contrast to
Direct Funders, who found operational trust the most important.
Indirect Funders may have different expectations about how they should be treated as customers
because they fund through the BPA and are less likely to have overlapping programs with NEEA
than Direct Funders. Because they are smaller and may have fewer internal resources, they view
their relationship differently and look to NEEA to understand their markets and serve primarily
as a facilitator in the region or as a partner rather than a traditional customer–client relationship.
Figure 4: Importance of Each Dimension among Direct and Indirect Funders

Direct Funders

Indirect Funders

Operational Trust Score

40%

Mission Affinity Score

32%

Staff Assessment Score

50%

Staff Assessment Score

28%

0%
Direct Funders: n = 179

Mission Affinity Score

27%

Operational Trust Score

60%

23%

0%

60%

Indirect Funders: n = 75

Scores for each stakeholder group were calculated to show how NEEA performs on each
dimension. Figure 5 is an attribute chart that visually represents a comparison of these scores
across the three stakeholder groups. Each triangle represents the dimension scores for each
individual stakeholder group. The closer the tip of any part of a colored triangle is to the vertices
(i.e., outer end point) of the gray triangle, the higher the score.
Among Direct Funders, operational trust is the most important dimension (figure 4) in driving
favorability but NEEA scores lowest in this dimension. Staff is low in importance but scores
high, meaning NEEA is over achieving in this dimensions that is not most important.
Similarly among Indirect Funders, mission affinity is the most important dimension (figure 4) in
driving favorability but NEEA scores second highest (and below the mean) in this dimension.
Staff assessment is the dimension that scored highest and NEEA is over achieving in this
dimension that is ranked lower in importance.
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Figure 5: Dimension Ratings by Stakeholder Segment
Direct Funders

Indirect Funders

Other Stakeholders

Mission Affinity Score
0.3
0.2
0.1
0
-0.1
-0.2
-0.3

Operational Trust Score

Staff Assessment Score

Note: Scores are normalized so whole population has mean=0 and variance=1

3.5

Overall Stakeholder Equity Index

A major goal of the annual stakeholder survey is to assess how well NEEA’s brand performs. To
give a high-level view of NEEA’s overall brand and to meet specific study objectives of
providing an easy-to-communicate and easy-to-replicate number that can inform internal
discussions and goal setting, a composite index was developed. This composite index is based
on the three dimensions identified earlier (mission affinity, staff assessment, and operational
trust). A sub-index score was created for each of these three dimensions; combined, these three
sub-indices make up the overall Stakeholder Equity Index.
Regression analysis identified a subset of six brand attributes (out of fourteen) that most
powerfully explains variance in the three dimensions for all stakeholders. Another regression
analysis determined how each of the three dimensions, or sub-indices, should be weighted in the
creation of the Stakeholder Equity Index.
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Table 9: Primary Attributes by Dimension

Overall
Dimensions

Primary Attributes

Mission
Affinity
Sub-Index




NEEA accelerates market adoption of energy efficiency products, services,
and practices in the Northwest.
As a regional organization, NEEA is able to influence the market in ways that
individual organizations could not do on their own.

Staff
Assessment
Sub-Index




NEEA values my input.
NEEA understands my organization’s energy efficiency goals and programs.

Operational
Trust SubIndex




NEEA moves slowly on its initiatives (-).
NEEA does not understand market conditions in my local service territory (-).

(-) These questions had scales that were worded to be from positive to negative. Therefore, for use in this analysis, the scales
were inverted.

These indices can be used in addition to the more traditional Key Driver Analysis that
determines which individual attributes have the most impact on the overall favorability question.
This analysis is discussed in section 3.12. Using these three indices as indicators of how well
NEEA performs provides a richer, multifaceted snap shot compared to using the rating of one
question (i.e., overall favorability) alone. Using the one Stakeholder Equity Index score provides
a singular and simpler measure for tracking.
A mathematical algorithm was developed to (1) provide a weighted sub-index for each
dimension that is the weighted sum of the two attributes in the dimension and (2) provide an
overall index that is a weighted sum of the three sub-indices.
The figure below shows the importance of each of the sub-indices to the overall Stakeholder
Equity Index. The scale indices range from 0 to 10. Mission affinity is the most important subindex contributing to this overall index, followed by staff assessment and operational trust.
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Figure 6: Importance of Individual Sub-indices to Overall Stakeholder Index

Mission Affinity Sub-index

0.46

Staff Assessment Sub-index

0.39

Organizational Trust Sub-index

Overall stakeholders: n = 505

0.14
0

0.05

0.1

0.15

0.2

0.25

0.3

0.35

0.4

0.45

0.5

3.5.1 NEEA’s Performance: Overall Stakeholder Index and Sub-indices
NEEA performs well on the overall Stakeholder Equity Index with a score of 6.74. This score is
well above the scale midpoint of 5.00. There are no differences among stakeholder segments.
NEEA performs significantly higher on the mission affinity sub-index than it does on the two
other sub-indices. NEEA also performs better on the staff assessment sub-index than it does on
the operational trust sub-index.
With the exception of the staff assessment sub-index, ratings are similar across all stakeholders.
The staff assessment sub-index is significantly higher for Direct Funders than for Indirect
Funders.
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Figure 7: Overall Stakeholder Index and Sub-indices Scores by Stakeholder Type
All Stakeholders

Direct Funders

Indirect Funders

Other Stakeholders

10
9
7.53 7.36 7.46 7.69

8
7

6.74 6.64

6.53

6.88
6.30

6.18 6.29

6

5.53

5.77

5.89 5.97
5.44

5
4
3
2
1
0
Stakeholder Equity
Index

Mission Affinity
Sub-Index

Staff Assessment
Sub-Index

Operational Trust
Sub-Index

Overall stakeholders: n = 505; Direct Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders: n = 251
Means are based on a scale ranging from 0 to 10 where “0” represents “very unfavorable” and “10” represents “very favorable.”
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As stated, the Stakeholder Equity Index was developed in part to provide an easy-to-use and
easy-to-replicate number that can be applied to any survey using these questions. As a result it
was possible to compute a Stakeholder Equity Index for the 2010 and 2011 study years.
With the exception of operational trust, there has been little change in stakeholder perceptions
over the years. Operational trust increased significantly in 2012 to 5.77.
Figure 8: Trended Stakeholder Equity Index and Sub-indices Scores
2010
10
9
8
7
6
5
4
3
2
1
0

2011

2012

7.94 7.72
7.53
6.65 6.45 6.74

6.15 5.93 6.18
5.18 4.98

Stakeholder Equity
Index

Mission Affinity
Sub-Index

Staff Assessment
Sub-Index

5.77

Operational Trust
Sub-Index

Overall stakeholders: n = 245 in 2010; n = 322 in 2011; n = 505 in 2012
Means are based on scale from 0 to 10.

Similarly to the overall scores, little has changed in Direct and Indirect Funder perceptions over
the years. Operational trust is the only exception, and it increased for both Direct and Indirect
Funders in 2012. The increase, however, was slightly greater among Indirect Funders.
Table 10: Trended Stakeholder Equity Index and Sub-indices Scores for Direct and Indirect
Funders
2010
Stakeholder Equity Index
Mission Affinity Sub-Index
Staff Assessment Sub-Index
Operational Trust Sub-Index

6.74
7.52
6.45
4.89

Stakeholder Equity Index
Mission Affinity Sub-Index
Staff Assessment Sub-Index
Operational Trust Sub-Index

6.41
7.51
5.41
5.18

2011
Direct Funders
6.51
7.46
6.18
4.80
Indirect Funders
6.30
7.29
5.29
5.08

2012
6.64
7.36
6.29
5.44
6.53
7.46
5.53
5.89

Direct Funders: n = 94 in 2010; n = 149 in 2011; n = 179 in 2012 | Indirect Funders: n = 42 in 2010; n = 59 in 2010; n = 75 in 2011
Means are based on scale from 0 to 10.
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3.6

Advocacy

A new question was added in 2012 to measure the extent to which stakeholders would be likely
to recommend others in similar organizations to become active in NEEA. Stakeholders can be
categorized into four logical groupings as shown below:





Promoters (ratings between 9 and 10) are loyal enthusiasts who will stay involved with
NEEA initiatives and refer others, fueling growth.
Supporters (ratings between 7 and 8) are satisfied but unenthusiastic stakeholders who
may become less involved over time if needs are not fully met.
Passives (ratings between 4 and 6) are likely to have mixed views of NEEA, and these
views are likely to be reflected in other ratings and long-term support.
Detractors (ratings below 4) are unhappy stakeholders who can damage the NEEA brand
and impede growth through negative word of mouth.

Advocacy for NEEA is decidedly mixed. While more than half of stakeholders are promoters or
supporters, one-third have mixed views, and 13% are detractors. Despite overall positive and
improving perceptions of NEEA, Indirect Funders are more likely than Direct Funders and Other
Stakeholders to be passives or detractors.
Figure 9: Advocacy for NEEA
100%
19%

16%

11%
24%

80%
28%
60%

33%

34%
35%

Supporters

39%

40%
32%

Promoters

32%

Passives

32%

20%

Detractors
13%

16%

21%

All Stakeholders

Direct Funders

Indirect Funders

8%

0%

Other Stakeholders

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | All stakeholders: n = 505;
Direct Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders: n = 251
Q52. How likely are you to recommend that others in your organization or in organizations similar to yours become active
supporters of NEEA?
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Among the Direct Funders who are reluctant to support NEEA, their reasons include lack of
clear vision or role, duplication of efforts, and difficulty in getting and finding information from
NEEA:
NEEA seems to lack direction. They flounder at times and seem to easily get distracted as
an organization. … They should behave like any other hired consultant, taking direction
from the client and meeting their expectations. … They should work on a few key issues
and complete them well instead of working on every issue and completing them poorly. …
I think NEEA does a good job in delivering programs that are cost effective and meet our
utility’s needs. However, it takes a great deal of effort to keep track of what they're doing.
I wish they would seek more input from my utility.
They need to focus on multiple stakeholders, impact their ability to provide specific
services that we need. In addition there is overlapping services that can cause confusion
with customers. …
Among Indirect Funders, negative comments centered on meeting the needs of smaller utilities.
Moreover, many of those identified as detractors are simply unaware of what NEEA actually
does and the role it serves.
Overall, NEEA does not seem to represent the EE needs of rural [areas]. They seem to
focus on programs that work well in urban/high density areas.
In my opinion, there has been a recent shift at NEEA as to what their role should be the
NW. NEEA had become a partner to local utility program efforts, and a much needed
resource. But it now appears that NEEA is looking to take on more of a leadership role in
program delivery rather of a supportive role.
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3.7 Expectations
Stakeholders have generally high expectations for NEEA and confidence in NEEA’s ability to
meet or exceed these expectations. However, one out of five stakeholders say they have mixed
expectations and confidence, and one out of 25 say they have low expectations and expect to
encounter problems when working with NEEA.
There are, however, some significant differences across stakeholder groups. Nearly a third (29%)
of Direct Funders have mixed expectations and mixed confidence. Indirect Funders (79%) and
Other Stakeholders (78%) are more likely to say they have high expectations and levels of
confidence in NEEA than Direct Funders (64%). Additionally, Indirect Funders and Other
Stakeholders also have similar levels of mixed expectations and confidence for NEEA.
Figure 10: Expectations of NEEA and Confidence NEEA Will Meet Expectations
100%
8%

8%
19%

80%

60%

High Expectations /
Confidence
56%
71%
59%

40%

20%

0%

High Expectations /
Generally Confident
Mixed Expectations /
Mixed Confidence

29%
17%

15%

5%

3%

4%

Direct Funders

Indirect Funders

Other Stakeholders

Low Expectations / Low
Confidence

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | Direct Funders: n = 179;
Indirect Funders: n = 75; Other Stakeholders: n = 251
Q55. Which of the following statements best describes how you feel about NEEA?
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3.8 Current and Future Engagement with NEEA
Direct and Indirect Funders were asked three questions to measure the extent to which their
organization is committed to NEEA’s mission of accelerating the adoption of energy-efficient
products, services, and practices. They were also asked about the extent to which the stakeholder
personally and his or her organization will be involved with NEEA in the future.
There is a high level of commitment to NEEA’s mission of accelerating the adoption of energyefficient products, services, and practices.


All Direct Funders are at least somewhat committed; nearly three out of four (72%) are
strongly committed.



The majority (78%) of Indirect Funders are also committed. However, only one out of three
Indirect Funders (35%) are strongly committed, and nearly one out of four (22%) suggest
they are not committed.

Figure 11: Organizational Commitment to NEEA’s Mission

100%

35%

80%

Strongly Committed (9 - 10)

61%
72%

60%

Committed (6 - 8)
43%

40%

Not Committed (0 - 5)
20%

32%
27%

0%

22%

6%
All Funders

Direct Funders

Indirect Funders

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | All funders: n = 254; Direct
Funders: n = 179; Indirect Funders: n = 75
QS7. How committed is your organization to accelerating the adoption of energy-efficient products, services, and practices?

ORC International - 25 -

The majority (91%) of funding stakeholders report that their organization is likely to maintain
the same level of involvement (44%) or increase its level of involvement (47%) in the future.
Direct Funders are more likely than Indirect Funders to suggest their organization’s level of
involvement will increase.
Figure 12: Future Organizational Involvement with NEEA
100%

80%

47%

51%

36%

More Involved (5 - 7)

60%
Same (4)

40%

56%

44%

39%

20%

Less Involved (1 - 3)
0%

7%

6%

8%

All Funders

Direct Funders

Indirect Funders

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | All funders: n = 254; Direct
Funders: n = 179; Indirect Funders: n = 75
Q51. Looking forward, do you see your organization as becoming more or less involved with NEEA?

Consistent with the somewhat mixed impressions of NEEA, Direct and Indirect Funders have
differing combined levels of commitment and perceived future involvement.
Over four out of ten of NEEA’s Direct Funders have a high level of commitment to the
organization and suggest that their organization will be involved in the future. This is in
comparison to only one out of ten Indirect Funders.
On the other hand, a significant segment (29%) of Direct Funders suggest that while they are
committed to NEEA’s organizational goals, they believe their organization will be less involved
in the future.
The greatest area of opportunity for NEEA is among stakeholders who have high levels of
commitment to NEEA’s mission but perceive their level of future involvement will be lower.
That those stakeholders have high commitment likely means there is similarity in the mission
and goals of their organization and NEEA. If a synergy exists, then the organizations working
together is a natural fit. Learning more about the reasons why the organizations will be less
involved in the future and taking actions to remove the barriers to future involvement could
result in moving stakeholders with high-commitment and predicted low-future-involvement into
the segment of high-commitment and high-future-involvement stakeholders.
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The open-ended comments suggest organizations will be less involved in the future because of
lack of perceived value provided by NEEA and difficulties with communications and working
with NEEA.
Because NEEA makes it difficult to work together, so we will do our work and let NEEA
do its work more frequently than in the past.
NEEA is expensive and does not appear to be delivering cost-effective programs in our
area. We are looking for a better return on our investment.
If NEEA’s service and communications to funders does not improve, I cannot imagine
that we will be able to continue to the extent that we have …
Figure 13: Level of Commitment and Future Involvement with NEEA

Low Commitment /
High Future
Involvement

High Commitment /
High Future
Involvement

15% Direct Funders
27% Indirect
Funders

42% Direct Funders
9% Indirect
Funders

Low Commitment /
Low Future
Involvement

High Commitment /
Low Future
Involvement

13% Direct Funders
39% Indirect
Funders

29% Direct Funders
25% Indirect
Funders

Direct Funders: n = 179; Indirect Funders: n = 75
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3.9 Mission Affinity—Individual Attributes
In terms of how well NEEA performs in relationship to those attributes that correlate most highly
with the mission affinity dimension, NEEA does best on the following attributes:


Being able to influence the market in ways that individual organizations could not do on
their own. It should be noted however, that ratings for this attribute have declined steadily
over the years.



Accelerating the market adoption of energy efficiency products, services, and practices in
the Northwest. Ratings for this attribute have increased since 2011, although not
significantly, for Direct Funders. Indirect Funders, however, have a significantly higher
agreement than in 2011.



Facilitating collaboration and knowledge sharing between NW energy efficiency
organizations. Ratings for this attribute have remained the same as 2011.



Enabling energy efficiency organizations to achieve greater energy savings using fewer
resources by working together through NEEA. Agreement ratings for this attribute have
also not changed.



Providing work that is critical to the region achieving its future energy efficiency goals.
There has been little change in ratings for this attribute.

While ratings are still above 50%, NEEA gets lower agreement ratings for the following
attributes:


Helping to mitigate investment risks associated with emerging energy efficiency
opportunities. Ratings for this attribute have not changed significantly over the years
among stakeholders.



Helping stakeholder organizations achieve their energy efficiency goals. Ratings for this
attribute have remained stable.



Helping to fill the energy efficiency pipeline to ensure future energy efficiency
opportunities for the Northwest. Ratings for this attribute have not changed significantly
over the years, yet there has been a decrease among all stakeholder groups in 2012.
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Table 11: Ratings for Mission Affinity Brand Attributes
All Stakeholders

Direct Funders

Indirect Funders Other Stakeholders

2010 2011 2012 2010 2011 2012 2010 2011 2012 2010 2011 2012
1

As a regional Agree
organization, NEEA is
able to influence the
market in ways that Strongly
2
individual orgs could not Agree
do on their own.
NEEA accelerates market Agree1
adoption of energy
efficiency products, Strongly
services, and practices in Agree2
the Northwest
By working together Agree1
through NEEA, energy
efficiency organizations
can achieve greater Strongly
2
energy savings using Agree
fewer resources.
NEEA’s work is critical Agree1
to the region achieving its
future energy efficiency Strongly
2
goals. Agree
NEEA facilitates Agree1
collaboration and
knowledge sharing
between Northwest Strongly
2
energy efficiency Agree
organizations.
NEEA helps to fill the Agree1
energy efficiency pipeline
to ensure future energy Strongly
efficiency opportunities Agree2
for the Northwest.
1
NEEA has helped my Agree
organization achieve its Strongly
energy efficiency goals. Agree2
NEEA helps mitigate Agree1
investment risks
associated with emerging Strongly
energy efficiency Agree2
opportunities.

87% 82% 81% 80% 80% 79% 83% 80% 81%

94% 86%

82%

73% 66% 58% 64% 60% 55% 71% 59% 53%

83% 76% 61%

84% 73% 80% 78% 72% 78% 76% 58% 83% 93% 83%

80%

57% 50% 51% 53% 43% 46% 43% 39% 48%

66% 65%

55%

78% 76% 77% 70% 72% 74% 67% 68% 72%

88% 85%

82%

56% 52% 50% 49% 44% 46% 43% 42% 40%

68% 69% 56%

73% 74% 75% 66% 71% 69% 57% 59% 68%

85% 85%

81%

55% 49% 50% 45% 42% 41% 40% 31% 36%

70% 68%

61%

70% 76% 77% 67% 77% 80% 76% 69% 75%

71% 77%

76%

47% 51% 52% 43% 48% 52% 45% 41% 44%

51% 61%

54%

67% 72% 68% 63% 66% 65% 67% 71% 64%

72% 80%

71%

41% 43% 41% 33% 34% 33% 36% 42% 39%

50% 55%

47%

57% 59% 56% 63% 66% 70% 45% 42% 48%

NA

NA

48%

38% 35% 34% 45% 40% 45% 21% 24% 20%

NA

NA

31%

55% 60% 60% 49% 54% 56% 45% 58% 57%

64% 70%

64%

33% 35% 36% 30% 27% 32% 21% 29% 39%

41% 48%

37%

1

Includes ratings of 5, 6, and 7 on a scale ranging from 1 (disagree) to 7 (agree) | 2 Includes ratings of 6 or 7 |  indicates statistically
significant positive changes from 2011;  indicates statistically significant negative change from 2011 | Numbers may not add up to 100%
due to “don’t know” and “refused” responses not being shown | All stakeholders: n = 505; Direct Funders: n = 179; Indirect Funders: n =
75; Other Stakeholders: n = 251 | Q. To what extent do you agree or disagree that …
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3.10 Staff Assessment—Individual Attributes
While still achieving ratings well above the midpoint of the scale, NEEA performs somewhat
lower overall on staff assessment than it does on mission affinity (overall means of 5.00 and
5.23, respectively).
NEEA’s staff receives the highest ratings for these attributes:


Their knowledge about energy efficiency issues. Although the percent of stakeholders
who agree has not changed, this attribute has the highest percentage of stakeholders that
agree among all the staff assessment attributes.



Treating stakeholders with respect. However, ratings for this attribute decreased
significantly in 2012 except among Indirect Funders.

Among Direct Funders, ratings are lowest for the extent to which NEEA seeks stakeholder input
on their initiatives. Among Indirect Funders and Other Stakeholders, ratings are lowest for
NEEA understanding their organizations’ energy efficiency goals and programs. Among Direct
Funders, however, ratings for this attribute are significantly higher than in 2011.
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Table 12: Ratings for Staff Assessment Brand Attributes
All Stakeholders
2010 2011 2012
1

Other
Stakeholders
2010 2011 2012 2010 2011 2012 2010 2011 2012
Direct Funders

Indirect Funders

Agree
NEEA staff treats
you with respect. Strongly
Agree2

91% 89% 78% 92%

91% 79% 82% 75%

79%

94% 91% 78%

81% 80% 67% 82%

81% 71% 64% 58%

61%

86% 86% 65%

NEEA’s staff is Agree1
highly
knowledgeable Strongly
about energy Agree2
efficiency issues.

83% 83% 80%

79% 75%

81% 86%

80%

88% 86%

63% 65% 55% 63%

60% 49% 45% 63%

51%

70% 72% 61%

NEEA staff is Agree1
respectful of your
organization’s Strongly
relationships with Agree2
key customers.

70% 71% 62% 74%

73% 63% 64% 61%

64%

69% 71% 62%

59% 57% 44% 67%

55%

44%

36% 53%

43%

59% 61% 44%

1
NEEA staff is Agree
responsive to your Strongly
input. Agree2

72% 67% 60% 76%

68%

62%

50% 47%

52%

75% 73% 60%

53% 49% 32%

54%

49%

37%

39% 36%

23%

1
NEEA keeps you Agree
well informed Strongly
about their work. Agree2

72% 67% 58% 74%

65%

61%

61% 58%

52%

73% 74% 57%

48% 42% 34% 50%

42%

34%

32% 36%

31%

51% 44%

59% 60%

54%

61%

60%

55%

43% 41%

41%

63% 69% 57%

41% 39%

35%

45%

38%

35%

24% 24%

24%

44% 46%

38%

NEEA Agree1
understands your
organization’s
energy efficiency Strongly
2
goals and Agree
programs.

48% 45%

51%

54%

51% 62% 33% 31%

33%

NA

NA

48%

25% 27%

28%

29%

32%

29%

17% 15%

16%

NA

NA

31%

1
NEEA seeks your Agree
input on their Strongly
initiatives. Agree2

62% 55%

49%

72%

55%

51%

54% 44%

40%

56% 59%

50%

42% 35% 28% 54%

33%

28%

32% 31%

23%

35% 40%

29%

Agree1
NEEA values
your input. Strongly
Agree2

79%

56

53

83%

31%

35%

1

Includes ratings of 5, 6, and 7 on a scale ranging from 1 (disagree) to 7 (agree) | 2 Includes ratings of 6 and 7 |  indicates statistically
significant positive changes from 2011;  indicates statistically significant negative change from 2011 | Numbers may not add up to
100% due to “don’t know” and “refused” responses not being shown | All stakeholders: n = 505; Direct Funders: n = 179; Indirect
Funders: n = 75; Other Stakeholders: n = 251 | Q. To what extent do you agree or disagree that …
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3.11 Operational Trust—Individual Attributes
NEEA receives the lowest overall rating for operational trust. Some items of note include the
following:


This low rating is due primarily to the lower ratings for the speed with which NEEA
moves on its initiatives. This attribute received the lowest overall rating of all the
individual brand attributes. It is noteworthy, however, that ratings for this attribute
increased for all segments and significantly increased among Indirect Funders.



NEEA also receives lower ratings for the extent to which NEEA understands market
conditions in local areas. Ratings for this attribute increased significantly in 2012 for
Other Stakeholders.



While relatively high, NEEA’s ratings for access to information about NEEA activities
have been declining over the years.

Table 13: Ratings for Operational Trust Brand Attributes
All Stakeholders
2010 2011 2012
1
I have access to Agree 76% 70%
sufficient
information about Strongly
NEEA’s activities. Agree2 55% 47%

Agree1 72% 68%
NEEA does not
compete with my
organization*. Strongly
62% 58%
Agree2

Other
Stakeholders
2010 2011 2012 2010 2011 2012 2010 2011 2012
Direct Funders

66%

74%

64%

70%

62% 61% 63%

83% 82% 64%

42%

53%

40%

39%

38% 34% 36%

63% 63% 47%

74%

61%

56%

63%

69% 75% 91% 83% 82%

77%

62%

44%

44%

44%

55% 63%

72%

80% 75%

71%

49%

58%

33% 44%

44%

47% 39% 58%

30%

39%

21% 20%

27%

36% 30% 47%

23%

31%

29% 25% 47% 31% 32%

11%

17%

19% 10%

1
NEEA understands Agree 44% 44% 56% 46%
market conditions in
my local service Strongly
territory.* Agree2 34% 28% 41% 36%
1

Indirect Funders

Agree 28% 27% 37% 24%
NEEA moves
expeditiously on its
initiatives.* Strongly
13% 12% 21%
7%
Agree2

15%

38%

16% 14% 25%

1

Includes ratings of 5, 6,and 7 on a scale ranging from 1 (disagree) to 7 (agree) |  indicates statistically significant positive changes
from 2011;  indicates statistically significant negative change from 2011 | Numbers may not add up to 100% due to “don’t know” and
“refused” responses not being shown | * These statements were worded negatively in the survey. To show consistent direction of change,
the order is reversed to a positive statement for analysis purposes. | All stakeholders: n = 505; Direct Funders: n = 179; Indirect Funders: n
= 75; Other Stakeholders: n = 251 | Q. To what extent do you agree or disagree that …
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3.12 Key Drivers of NEEA’s Overall Brand Ratings
A regression analysis determined which of the fourteen brand attributes contribute the most to
stakeholders’ overall impression of NEEA. This analysis compliments the Stakeholder Equity
Dimension analysis in section 3.4.
Five brand attributes were found to be significantly related to Direct Funders’ overall
impressions of NEEA. This means that among all fourteen attributes, how a Direct Funder feels
about the five attributes below (listed in order of importance) has the most influence on how
favorable he or she is towards NEEA. NEEA’s staff being highly knowledgeable about energy
efficiency issues is the brand attribute that contributes the most to stakeholders’ overall rating of
NEEA.
Table 14: Drivers of Favorability – Direct Funders

Key Attributes Driving Favorability Among Direct Funders
1. NEEA’s staff is highly knowledgeable about energy efficiency issues
2. NEEA competes with my organization*
3. NEEA values my input
4. NEEA does not understand market conditions in my local service territory*
5. NEEA accelerates market adoption of energy efficiency products, services and practices in the
Northwest'
* These questions have a negative scale that is reversed compared to the other questions. For the analysis, the scale was reversed.
Derived importance scores are based on the standardized beta coefficients that are then indexed to sum to 100. The dependent
variable is Q1,“ Please provide a rating of your overall impression of NEEA,” and independent variables were the fourteen brand
attributes. The final model yielded an R2 value of 0.645.
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Only two attributes contribute significantly to Indirect Funders’ overall impressions of NEEA.
The length of each bar in Figure 16 shows the derived importance of each individual rating—that
is, how much that rating contributes to Indirect Funders’ overall impression of NEEA. That
NEEA helps fill the energy efficiency pipeline is the attribute that contributes the most to
Indirect Funders’ overall impressions of NEEA. The second attribute, that NEEA’s staff is
highly knowledgeable about energy efficiency issues, is also a driver for Direct Funders.
Table 15: Drivers of Favorability – Indirect Funders

Key Attributes Driving Favorability Among Indirect Funders
1. NEEA helps to fill the energy efficiency pipeline to ensure the future energy efficiency
opportunities for the Northwest
2. NEEA’s staff is highly knowledgeable about energy efficiency issues
Derived importance scores are based on the standardized beta coefficients that are then indexed to sum to 100. The dependent
variable is: Q1. “Please provide a rating of your overall impression of NEEA,” and independent variables were the fourteen
brand attributes. The final model yielded an R2 value of 0.557.

By plotting the derived importance of the significant brand attributes against the ratings received
in 2012 on these attributes, it is possible to identify potential areas for improvements.
Figure 17 shows the performance versus importance for Direct Funders.
Direct Funders rate NEEA’s knowledgeable staff very highly, and this attribute is the most
important attribute driving their overall impression of NEEA.
Additionally, among Direct Funders, performance ratings are lower than average for one
important key driver of their overall impression: competing with stakeholder organizations.
NEEA is over delivering on accelerating market adoption of energy-efficient products and
services as this attribute performed very well but is considered less important than other
attributes.
NEEA is under delivering on understanding market conditions and making Direct Funders feel
their input is valued. One respondent noted during the qualitative interviews that Direct Funder
input is openly treated with disregard by NEEA, while another stated that Direct Funder input
has been asked for in meetings but they are given very little time during the meeting to provide
input before moving on to a new topic. There are similar comments to open-ended questions in
the survey.
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Figure 14: Direct Funders’ Ratings of NEEA’s Performance on Key Drivers

Performance versus Importance of Key Drivers
5.7
5.6
5.5
5.4
Performance

Staff is highly
knowledgeable

NEEA Accelerates
Adoption

5.3
5.2

NEEA {does not}
compete

5.1
5

NEEA
{understands}
market conditions

4.9
4.8

NEEA values my
input

4.7
10%

12%

14%

16%

18%

20%

22%

24%

26%

Derived Importance
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Among Indirect Funders, NEEA under delivers on helping to fill the pipeline as this attribute has
very high importance yet was given lower ratings than other attributes. NEEA is over delivering
on staff knowledge as this attribute was rated very highly yet is seen as less important than filling
the pipeline.
Figure 15: Indirect Funders’ Ratings of NEEA’s Performance on Key Drivers

Performance versus Importance of Key Drivers
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3.13 Experience with NEEA Staff and Contractors
Similar to past years, stakeholders were asked the frequency in which they interacted with NEEA
staff. Those with any interaction at all were asked a follow-up satisfaction question. In previous
years, stakeholders were asked to estimate their exact number of interactions with NEEA staff.
Direct Funders (26%) and Other Stakeholders (26%) have more frequent interactions with NEEA
staff than Indirect Funders (5%). Nearly one out of five Indirect Funders indicated they have had
zero interactions with NEEA staff in the past 12 months. This is nearly double the percentage of
Direct Funders and Other Stakeholders who have had no interactions.
Direct Funders (74%) are slightly less likely to be satisfied with their interactions with NEEA
than Indirect Funders (76%) and Other Stakeholders (82%). Among the stakeholder groups,
Indirect Funders feel the most neutral in their satisfaction with their interactions with NEEA.
This is likely due to their larger amount of infrequent interactions with NEEA staff.
Table 16: Interaction with NEEA and Satisfaction with Interaction (Past 12 Months)
Direct
Funders

Indirect
Funders

Other
Stakeholders

How Often Interacted with NEEA Staff
Frequently (6–7)

26%

5%

26%

Infrequently (3–5)

46%

52%

42%

Rarely (2)

17%

21%

21%

Never (1)

10%

21%

11%

Satisfaction with Interactions with NEEA
Satisfied (5–7)

74%

76%

82%

Neutral (4)

19%
7%

22%
2%

12%
6%

Dissatisfied (1–3)

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Direct Funders: n = 179;
Indirect Funders: n = 75; Other Stakeholders: n = 251
Q27A. In the past 12 months, how often have you interacted with a member of the NEEA staff? Q27AA. Please rate your
overall satisfaction with your interactions with NEEA.
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There is a positive relationship between satisfaction with interactions with NEEA and frequency
of interactions—that is, as the extent of interaction increases, so does satisfaction. For example,
among stakeholders with frequent interactions, 91% are satisfied with their interactions with
NEEA compared with just 58% who interact rarely. This relationship between extent of
interaction and overall satisfaction with interactions is true for all groups.
Qualitative interviews, however, show there is some dissatisfaction among stakeholders with
newer NEEA staff members. Stakeholders expressed two primary concerns: (1) New staff are not
as adept in communicating and interacting with stakeholders as staff members who have longer
tenure, and (2) the role and responsibilities of new staff members are not always clear.
Figure 16: Relationship between Satisfaction with Interaction and Extent of Interaction with NEEA
Staff—Stakeholders Overall
Satisfied (5 - 7)
100%
80%
60%
40%
20%
0%

91%

Neutral (4)

Dissatisfied (1 - 3)

81%
58%
30%
5%

15%

3%

Frequently

12%

4%

Infrequently

Rarely/Never

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | All stakeholders with contact: n = 440.
Q27A. In the past 12 months, how often have you interacted with a member of the NEEA staff? Q27AA. Please rate your overall satisfaction with
your interactions with NEEA.

Table 17: Relationship between Satisfaction with Interaction and Extent of Interaction with NEEA
Staff by Stakeholder Group
Direct Funders
Rarely/
Freq.
Infreq.
Never

Indirect Funders
Rarely/
Freq. Infreq.
Never

Other Stakeholders
Rarely/
Freq. Infreq.
Never

Satisfied

87%

76%

52%

100%

79%

63%

94%

87%

60%

Neutral

9%

20%

32%

0%

18%

38%

3%

10%

27%

Dissatisfied

4%

5%

16%

0%

3%

0%

3%

4%

13%

Direct Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders: n = 251
Q27A. In the past 12 months, how often have you interacted with a member of the NEEA staff? Q27AA. Please rate your overall
satisfaction with your interactions with NEEA.
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Stakeholders were also asked to rate their level of involvement with NEEA programs and
initiatives in the past 12 months and their satisfaction with these programs or initiatives. This is a
change from last year when they were asked to specify the exact number of times they had
participated in committees or meetings facilitated by NEEA. This is also the first year
stakeholders were asked to rate their specific satisfaction with NEEA’s programs and initiatives.
Direct Funders (17%) and Other Stakeholders (17%) are more heavily involved than Indirect
Funders (7%). All stakeholder groups have similar levels of being satisfied with NEEA programs
and initiatives. A larger percentage of Direct Funders (33%) and Other Stakeholders (31%) have
a neutral level of satisfaction with NEEA programs and initiatives than Indirect Funders (41%).
Table 18: Level of Involvement and Satisfaction with NEEA Programs and Initiatives (Past 12
Months)
Direct
Funders

Indirect
Funders

Other
Stakeholders

Level of Involvement with NEEA Programs/Initiatives
Heavily Involved (6–7)

17%

7%

17%

Moderately Involved (4–5)

36%

37%

34%

A Little Involved (2–3)

31%

43%

34%

Not at all Involved (1)

15%

13%

15%

Satisfaction with NEEA Programs/Initiatives
Satisfied (6–7)

51%

45%

59%

Neutral (4)

33%

41%

31%

Dissatisfied (1-3)

16%

14%

10%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Direct Funders: n = 179; Indirect
Funders: n = 75; Other Stakeholders: n = 251
Q27B. In the past 12 months, how would you characterize your level of involvement with NEEA programs and initiatives? Q27BB.
Please rate your overall satisfaction with your involvement with NEEA programs and initiatives.
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As with the relationship between satisfaction with interactions with NEEA and frequency of
interactions, those who are more heavily involved with NEEA programs and initiatives are more
satisfied with their involvement.
Figure 17: Relationship between Satisfaction with Involvement with NEEA Programs/Initiatives
and Extent of Involvement with These Programs/Initiatives

100%
80%
60%
40%
20%
0%

Satisfied (5- 7)

94%

Neutral (4)

Dissatisfied (1 - 3)

56%

47%

36%
2%

21%

8%

5%

Heavily

32%

Moderately

A Little

Numbers may not add up to 100% due to "don’t know" and "refused" responses not being shown | All stakeholders: n = 505
Q27B. In the past 12 months, how would you characterize your level of involvement with NEEA programs and initiatives? Q27BB. Please rate your
overall satisfaction with your involvement with NEEA programs and initiatives.

Direct and Indirect Funders were asked to rate their level of involvement and satisfaction with
regional advisory committees or other meetings in the past 12 months.
Direct Funders are significantly more likely to be moderately or heavily involved with NEEA’s
advisory committees or meetings than are Indirect Funders. More than two out of five Indirect
Funders stated that they are not at all involved. While not directly comparable due to the change
in question wording, Indirect Funders may be becoming increasingly involved with NEEA’s
advisory committees and meeting than in the past—58% involved in 2012 compared to 49% in
2011.
Satisfaction with involvement is relatively high.
Table 19: Level of Involvement and Satisfaction with NEEA Advisory Committees and Meetings
Direct
Funders
Heavily Involved (6–7)
Moderately Involved (4–5)
A Little Involved (2–3)
Not at all Involved (1)
Satisfied (5–7)
Neutral (4)
Dissatisfied (1-3)

Indirect
Funders

Level of Involvement
23%
4%
23%
17%
22%
37%
31%
41%
Satisfaction with Involvement
59%
27%
14%

42%
40%
19%

 indicates statistically significant positive changes from 2011;  indicates statistically significant negative change from 2011 |
Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Direct Funders: n = 179; Indirect
Funders: n = 75 Q27C. In the past 12 months, how would you characterize your level of involvement with any regional advisory
committees or groups meetings facilitated by NEEA? Q27CC. Please rate your satisfaction with your involvement …
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3.14 Communications
3.14.1 Importance of Information
All stakeholder groups indicated the most important type of information they receive from
NEEA is on emerging technologies. Although this is significantly higher than 2011 for Direct
and Indirect Funders, over time we see it has the highest importance.
Differences between stakeholder groups emerge with the topics they indicate as the second most
important. Direct funders rate progress on NEEA initiatives and Indirect Funders regional
information as next most important. Other Stakeholders find market and industry trends as the
next most important; this is down significantly from 2011.
Direct Funders and Other Stakeholders gave the lowest top three box ratings to economic trends
information NEEA provides. Indirect Funders gave the lowest top three box ratings to NEEA
business results and outcomes (60%), followed closed by economic trends information (61%).
Table 20: Importance of Information
All Stakeholders

Important1

2010 2011 2012

Direct Funders

*

75% 76%

Progress on NEEA
77% 73% 76%
initiatives
Regional energy efficiency
information or news

*

73% 75%

NEEA business results and
67% 63% 69%
outcomes

Economic trends

*

*

61%

Other
Stakeholders

2010 2011 2012 2010 2011 2012 2010 2011 2012

Emerging technologies 76% 76% 85% 81%

Market and industry trends
or data

Indirect Funders

77% 88% 60% 75% 88% 79% 76%

82%

*

75%

78%

83%

78%

84%

77%

84%

78% 73%

72%

*

74%

75%

74%

*

*

58%

64%

60% 63%

73%

68%

71%

67% 79% 50% 44%

60%

*

61%

*

*

*

61%

*

*

74%

76%

67% 68%

65%

*

*

61%

1

Includes ratings of 5, 6, and 7 on a scale of 1 (disagree) to 7 (agree) |  and  indicate statistically significant positive or negative changes from 2011 |
* Question not asked in 2010 or 2011 | Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | All stakeholders:
n = 505; Direct Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders: n = 251 | Q40. Considering all the different types of information NEEA
provides, how important are each of the following?
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3.14.2 Receipt of Annual and Quarterly Reports
Stakeholders were asked if they received the 2011 Annual Report or accessed it online and if
they had read any of NEEA’s quarterly reports in the past 12 months.
The percentage of stakeholders (44%) in 2012 who receive or access NEEA’s Annual Report
online is down significantly compared to 2011 (58%). The reading of quarterly reports is up
significantly for Direct Funders, increasing to 49% from 20% in 2011.
Although the number of Direct Funders who receive or access the Annual Report has been
declining since 2010, the percentage who is reading the quarterly reports has nearly doubled. On
the other hand, Indirect Funders and Other Stakeholders are reading the quarterly reports at
levels similar to 2011.
Table 21: Receipt of Annual Reports and Reading of Quarterly Reports (Past 12 Months)

All Stakeholders
Direct Funders
Indirect Funders
Other Stakeholders

Annual
58%
70%
38%
56%

2010
Quarterly
*
*
*
*

% Yes
2011
Annual
Quarterly
58%
21%
59%
20%
56%
25%
57%
21%

Annual
44%
49%
49%
38%

2012
Quarterly
42%
49%
39%
38%

*Question not asked that year.  and indicate statistically significant positive or negative changes from previous year | Numbers may not
add up to 100% due to “don’t know” and “refused” responses not being shown | All stakeholders: n = 245 for 2010; n = 322 for 2011; n =
505 for 2012 | Direct Funders: n = 94 for 2010; n = 149 for 2011; n = 179 for 2012 | Indirect Funders: n = 42 for 2010; n = 59 for 2011;
n = 75 for 2012 | Other Stakeholders: n = 109 for 2010; n = 114 for 2011; n = 251 for 2012
Q46A. NEEA distributed its most recent 2011 Annual Report online. Have you received the 2011 Annual Report or accessed it online at
NEEA’s website? Q47A. In the past 12 months, have you read one or more NEEA Quarterly Reports?

Stakeholders were also asked to rate the amount of information in the Annual and Quarterly
Reports. Direct Funders and Other Stakeholders find Quarterly Reports more informative than
the Annual Report. Indirect Funders find the Annual and Quarterly Reports to be equally as
informative as the other.
Table 22: Amount of Information in Annual and Quarterly Reports

All Stakeholders
Direct Funders
Indirect Funders
Other Stakeholders

Informative
(6–7)
Annual
Quarterly
26%
34%
28%
37%
22%
24%
26%
35%

Somewhat
Informative (5–3)
Annual
Quarterly
64%
63%
63%
59%
62%
72%
65%
64%

Not at All Informative
(1–2)
Annual
Quarterly
7%
2%
7%
3%
14%
3%
4%
1%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | All stakeholders: n = 505; Direct Funders: n
= 179; Indirect Funders: n = 75; Other Stakeholders: n = 251
Q46B. Overall, how informative did you find the Annual Report? Q47B. How informative do you find the NEEA Quarterly Reports?
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3.14.3 NEEA Website
The majority of stakeholders had visited NEEA’s website within the past year. However, the
frequency of visits is lower as the percentage of all stakeholders who have visited one to five
times is higher than in 2011 and 2010. The percent of Direct Funders (13%) and Other
Stakeholders (13%) visiting the website very frequently (eleven or more times), has decreased
compared to 2011, while the percent of Indirect Funders (3%) visiting the website very
frequently has not changed significantly.
Table 23: Number of Times Accessed NEEA’s Website (Past 12 Months)
Direct Funders
Never
1 to 5 times
6 to 10 times
11 or more times

Indirect Funders

Other Stakeholders

2010

2011

2012

2010

2011

2012

2010

2011

2012

9%
41%
18%
18%

9%
37%
17%
20%

13%
53%
21%
13%

31%
29%
19%
10%

24%
37%
12%
10%

29%
57%
11%
3%

9%
39%
12%
31%

9%
30%
17%
37%

15%
47%
25%
13%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown |  and indicate statistically
significant positive or negative change from previous year | Direct Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders:
n = 251
Q48A. In the past 12 months, approximately how many times have you accessed NEEA’s website, neea.org?

Approximately six months before the survey was launched, NEEA launched a redesigned
website. Stakeholders were asked for an approximation of how long ago they last visited
NEEA’s website. In Table 22, stakeholders are divided into two groups: those who have visited
the redesigned website and those who have not. This allows for some evaluation of the new
website.
Ratings for NEEA’s website post redesign are positive. High positive ratings (6–7) for overall
quality increased from 43% among those who had not visited the new site to 75% among recent
visitors. The new site is seen as significantly more informative, aesthetically pleasing, and better
organized than before.
Table 24: Aspects of Website—Top-Three Box

Overall quality
Informative
Aesthetically pleasing
Well-organized
Easy to use/navigate
Secure
Makes me feel better about/supportive of NEEA

Post-Website Redesign
(Within Last 6
Months)
75%
77%
70%
70%
68%
59%
49%

Pre-Website Redesign
(>6 months ago)
43%
43%
39%
43%
43%
30%
27%

Includes ratings of 5, 6, and 7 on a scale ranging from 1 (poor) to 7 (excellent) | Visitors of website: n = 422
Q48B. When was your most recent visit? Q48C. How would you rate the following aspects of NEEA’s website?
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3.14.4 Conduit
In 2012, the question measuring awareness of Conduit was updated to measure awareness and
the usage level among those who have heard of it.
Direct and Indirect Funders actively participate on Conduit in the same numbers. More Indirect
Funders, however, have never head of Conduit than Direct Funders. Because the question
wording was updated, an exact comparison with 2011 cannot be made. Yet it appears more
Direct and Indirect Funders have heard of Conduit than in 2011. Other Stakeholder awareness is
unchanged.
Table 25: Awareness and Use of Conduit
All
Stakeholders

Direct
Funders

Indirect
Funders

Other
Stakeholders

Registered user and actively participate

7%

10%

8%

4%

Registered user and infrequently participate

48%

65%

57%

33%

Have heard of Conduit and have not visited site

20%

18%

17%

22%

Never heard of Conduit

26%

7%

17%

42%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Overall stakeholders: n = 505; Direct
Funders: n = 179; Indirect Funders: n = 75; Other Stakeholders: n = 251
Q49A. Before today, which of the following best describes your awareness and use of Conduit?
Q49B. Based on what you know about Conduit, to what extent would you agree or disagree that Conduit is a valuable resource for your
The majority of stakeholders who are aware of Conduit feel there is value to it.
organization?

Among stakeholder groups, Direct Funders find Conduit slightly more valuable than do Indirect
Funders and Other Stakeholders. This is similar to 2011.
Table 26: Value of Conduit

Percent Rating Conduit as
Valuable1
All Stakeholders
Direct Funders
Indirect Funders
Other Stakeholders

2011
47%
52%
45%
38%

2012
53%
58%
47%
48%

1

Includes ratings of 5, 6, and 7 |  indicates statistically significant positive changes from 2011;  indicates statistically significant
negative change from 2011 | Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown |
Registered Conduit Users: Overall stakeholders: n = 275; Direct Funders: n = 134; Indirect Funders: n = 49; Other Stakeholders:
n = 92
Q49B. Based on what you know about Conduit, to what extent would you agree or disagree that Conduit is a valuable resource for
your organization?
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3.14.5 General Communications
Email is the communication method used most frequently to communicate with NEEA staff.
Nearly one-third of Direct Funders and Other Stakeholders use email frequently, while 17% of
Indirect Funders do so. The method of communication that the greatest percentage of
stakeholders would never use is in-person meetings, followed closely by telephone. The low
percentages for frequent phone usage and the high percentage for never using phone are an
indicator that phone calls are made when absolutely necessary such as when emails go
unanswered or a matter is urgent or needs to be escalated.
Table 27: Frequency of Communication Mode Usage with NEEA Staff
Direct Funders
Indirect Funders
Other Stakeholders
Freq- SomeFreq- SomeFreq- SomeRarely Never
Rarely Never
Rarely Never
uently times
uently times
uently times

Email 36%

36%

18%

9%

17%

39%

25%

17%

34%

33%

21%

11%

Phone 11%

41%

27%

20%

3%

25%

39%

32%

17%

31%

29%

22%

Meetings/conferences 12%

53%

23%

11%

8%

35%

37%

19%

13%

43%

26%

17%

In-person meetings 9%

35%

31%

23%

3%

17%

45%

33%

13%

33%

33%

21%

Web-based meetings 15%

40%

27%

16%

12%

32%

31%

24%

7%

29%

35%

28%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Direct Funders: n = 179; Indirect Funders:
n = 75; Other Stakeholders: n = 251 | Q35. How often do you use each of the following to communicate directly with NEEA staff?
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Email is the most frequently used mode of communication for stakeholders to learn about NEEA
events and stay informed about NEEA’s work. Among Direct Funders, meetings or conferences
and web-based meetings are used the next most frequently, whereas Indirect Funders use webbased meetings and Conduit, and Other Stakeholders use NEEA’s website the next most
frequently.
Table 28: Learning/Staying Informed about NEEA’s Work
Direct Funders
Indirect Funders
Other Stakeholders
Freq- SomeFreq- SomeFreq- SomeRarely Never
Rarely Never
Rarely Never
uently times
uently times
uently times

Email 43%

38%

12%

5%

35%

39%

17%

7%

33%

37%

18%

9%

Meetings/conferences 16%

42%

31%

8%

8%

43%

39%

8%

10%

44%

27%

16%

Web-based meetings 15%

43%

28%

12%

15%

36%

25%

21%

6%

33%

32%

26%

Conduit 13%

30%

32%

21%

11%

29%

27%

29%

9%

16%

26%

44%

NEEA’s website 11%

39%

37%

11%

5%

25%

47%

20%

16%

39%

31%

12%

In-person meetings 10%

31%

32%

25%

4%

17%

48%

28%

11%

34%

27%

25%

Phone 9%

27%

35%

27%

3%

17%

45%

32%

10%

25%

31%

30%

Numbers may not add up to 100% due to “don’t know” and “refused” responses not being shown | Direct Funders: n = 179; Indirect Funders: n = 75; Other
Stakeholders: n = 251 | Q36. Now thinking about how you learn about NEEA events or stay informed about NEEA’s work, how often do you use each of the
following to get information?
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4. Conclusions and Recommendations
4.1 Conclusions
The 2012 Stakeholder Perception Survey results show the overall impression of NEEA remains
favorable. Affinity for NEEA’s mission is a strong aspect of NEEA’s brand, and stakeholders are
committed to this mission. The majority of stakeholders recognize NEEA’s value in influencing
the market in ways that individual organizations cannot and that NEEA facilitates collaboration
and sharing between energy efficiency organizations in the Northwest.
Stakeholders credit NEEA staff with being highly knowledgeable about energy efficiency issues.
This attribute is an important one—it is a key driver in contributing to the overall impression
NEEA has with stakeholders.
This year, Indirect Funders strongly credit NEEA with accelerating market adoption of energyefficient products and services. Direct Funders continue to see this area as one where NEEA
excels.
The notion that NEEA competes with stakeholders’ organizations is one of the key drivers of the
overall impression of NEEA among Direct Funders. Many Direct Funders believe that NEEA
competes with their organization in some way. This perceived competition may be a result of
overlap in services or programs. In the case of programs, the competition may be a result of who
should claim savings.
Like all organizations with growth in budget and staffing levels, NEEA is experiencing some
growing pains. Some stakeholders do not believe new staff is being adequately on-boarded in
how to best communicate with stakeholders. Others are uncertain what the roles of the new staff
members are and therefore question the need of such staff. A high note, however, is that there is
a strong indication that the more interaction stakeholders have with NEEA staff in general, the
more satisfied the stakeholders are with those interactions.
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4.2 Recommendations
Based upon the key findings of this survey and qualitative interviews with stakeholders, ORC
International offers the following set of recommendations to NEEA to increase stakeholder
engagement.
Continue with efforts to improve communication channels with stakeholders. NEEA should
not simply increase the amount of communication by sending more mass emails or newsletters.
Rather, the focus should be on a meaningful two-way communication channel with individuals.
Improved communications around NEEA’s initiatives, processes, and staffing will help alleviate
NEEA’s slightly negative brand image among some stakeholders.
Conduct a best practice study on communicating with stakeholders. The survey results show
many stakeholders are pleased with their interactions with NEEA staff. NEEA should review the
actions of their more tenured staff for best practices to share with new staff on how to
communicate with stakeholders.
Increase transparency to prove value. NEEA should provide more transparency into their
budgeting process and expenses. In difficult economic times, some funders are not certain the
value NEEA provides is worth the investment of their increasingly limited dollars.
Determine the barriers that prevent timeliness in carrying out initiatives. Stakeholders
indicated NEEA has difficulty with timeliness in their initiatives. This timeliness issue may also
have an impact on some stakeholders not seeing the increase in new hires as entirely positive. A
barrier analysis could identify what internal processes are impeding timeliness.
Put processes into place for ongoing stakeholder involvement and input. NEEA should set
up processes and guidelines for stakeholder involvement and input. Stakeholders feel they need
adequate information around the topic and time to be able to provide thoughtful input. Reporting
back to stakeholders on the input received from them and the final decision would also help
stakeholders feel their input is valued and provide accountability.
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6. Appendices
6.1 Questionnaire

2012 Stakeholder Perception Survey
Note: All questions, except open-ended questions, have a Don’t Know and Prefer Not to Answer
option.

INTRODUCTION / SCREENING
IN1

Welcome to the Northwest Energy Efficiency Alliance (NEEA) 2012 Stakeholder
Perception Survey. This study provides important feedback to help NEEA improve the
value of the products, service, and practices NEEA delivers to its stakeholders and
partners.
Please answer the questions in this survey from your own, individual perspective unless it
is specified the question is about your company.
Please do not use your browser's back button. Please use the “next” and “previous”
buttons below the question text to navigate through the survey.

S1

How familiar are you with NEEA and its initiatives? Would you say you are. . .
01
02
03
04

S2.

Which of the following best describes your job responsibilities?
Please select all that apply.
01
02
03
04
05
06
95

S4.

Very familiar
Somewhat familiar
Not very familiar
Not at all familiar

Energy efficiency or conservation program coordination or management
Account management
Customer service
Evaluation or planning
Operations
General management
Or something else (Please describe)

How much of your work involves implementing or coordinating energy efficiency
programs, products, or services?
01
02
03
04

All
Most
Some
None
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S5.

Which types of customers does most of your work relate to?
Please select all that apply.
01
02
03
04
95

S6.

How long have you been with your current organization?
01
02
03
04
05

S7.

Residential
Commercial
Industrial
Agricultural
Something else, please describe
Less than 1 year
1 to less than 3 years
3 to less than 5 years
5 to less than 10 years
10 years or more

How committed is your organization to accelerating the adoption of energy-efficient
products, services, and practices?

Not At All
Committed
0

S8.

100%
Committed
1

2

3

4

5

6

7

8

9

10

When it comes to decisions related to your organization’s adoption and promotion of
energy-efficient products, services, and practices, which of the following best describes
your role?
01
02
03
04

Sole decision-maker
Share in decision-making
Influence decisions but am not the final decision maker
Not involved in making decisions of this type

Overall Favorability
Q1.

Please provide a rating of your overall impression of NEEA.
Very
Unfavorable
1

Very
Favorable
2

3

4

5

6

7

ASK Q1A IF Q1 > 0 AND < 8
Q1A. Being as specific as possible, please explain your key reasons for rating your overall
impression of NEEA?
[OPEN END:]
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Brand Attributes
GR1

To what extent do you agree or disagree that. . .
Q23.

NEEA values my input

Q24.

I have access to sufficient information about NEEA’s activities
Strongly
Disagree
1

GR2

Strongly
Agree
2

3

4

5

6

To what extent do you agree or disagree that. . .
Q16.

NEEA has helped my organization achieve its energy efficiency goals

Q18.

NEEA understands my organization’s energy efficiency goals and programs
Strongly
Disagree
1

GR3

7

Strongly
Agree
2

3

4

5

6

7

To what extent do you agree or disagree that. . .
Q5.

NEEA helps to fill the energy efficiency pipeline to ensure the future energy
efficiency opportunities for the Northwest

Q7.

By working together through NEEA, energy efficiency organizations can achieve
greater energy savings using fewer resources

Q8.

NEEA accelerates market adoption of energy efficiency products, services and
practices in the Northwest

Q12.

NEEA’s work is critical to the region achieving its future energy efficiency goals

Q13.

As a regional organization, NEEA is able to influence the market in ways that
individual organizations could not do on their own

Q9.

NEEA helps mitigate investment risks associated with emerging energy efficiency
opportunities
Strongly
Disagree
1

Strongly
Agree
2

3

4

5

6

7
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GR4

To what extent do you agree or disagree that. . .
Q10.

NEEA facilitates collaboration and knowledge sharing between Northwest energy
efficiency organizations

Q3.

NEEA’s staff is highly knowledgeable about energy efficiency issues
Strongly
Disagree
1

GR5

Strongly
Agree
2

3

4

5

6

7

To what extent do you agree or disagree that. . .
Q4.

NEEA moves slowly on its initiatives

Q21.

NEEA competes with my organization

Q25.

NEEA does not understand market conditions in my local service territory
Strongly
Disagree
1

Strongly
Agree
2

3

4

5

6

7

PAST YEAR CHANGE IN OPINION OF NEEA
Q26.

Over the past year, would you say that your general opinion of NEEA has become. . .?
01
02
03

More positive
Less positive
About the same

IF Q26=1, ASK Q26AA
Q26AA

You indicated that your general opinion of NEEA has become more
positive. Would you say it is. . .

Somewhat More Positive

Moderately More
Positive

Much More Positive

IF Q26=2, ASK Q26BB
Q26BB

You indicated that your general opinion of NEEA has become less
positive. Would you say it is. . .

Much Less Positive

Moderately Less
Positive

Somewhat Less Positive

IF Q26=01 OR 02 ASK Q26A, ELSE CONTINUE
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Q26A. What has occurred during the past year to cause your general opinion of NEEA to
become [RESTORE Q26]? Please be as specific as possible.
[OPEN END: ]

EXPERIENCE WITH NEEA STAFF, CONTRACTORS
Q27A. In the past 12 months, how often have you interacted with a member of the NEEA staff?

Never
1

Frequently
2

3

4

5

6

7

ASK Q27AA IF Q27A > 1 (NEVER)
Q27AA. Please rate your overall satisfaction with your interactions with NEEA.
Very
Dissatisfied
1

Very
Satisfied
2

3

4

5

6

7

Q27B. In the past 12 months, how would you characterize your level of involvement with NEEA
programs and initiatives?
(Examples of these initiatives include, Solid State Street Lighting, Ductless Heat Pumps,
Industrial Refrigeration Operator Certification, Precision Irrigation, Consumer
Electronics-Televisions, Food Processing, and Existing Building Renewal)
Not At All
Involved
1

Heavily
Involved
2

3

4

5

6

7

ASK Q27BB IF Q27B > 1 (NOT AT ALL INVOLVED)
Q27BB. Please rate your overall satisfaction with your involvement with NEEA
programs and initiatives.
Very
Dissatisfied
1

Very
Satisfied
2

3

4

5

6

7
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Q27C. In the past 12 months, how would you characterize your level of involvement with any
regional advisory committees or other group meetings facilitated by NEEA?
(Examples of these groups include Residential, Commercial, or Industrial Advisory
committees, Cost Effectiveness Committee, Regional Portfolio Committee, Regional
Emerging Technology Advisory Committee, or Northwest Research Group.)
Not At All
Involved
1

Heavily
Involved
2

3

4

5

6

7

ASK Q27CC IF Q27C > 1 (NOT AT ALL INVOLVED)
Q27CC. Please rate your overall satisfaction with your involvement with regional
advisory committees or other group meetings facilitated by NEEA.
Very
Dissatisfied
1

Very
Satisfied
2

3

4

5

6

7

Q30I Continuing to think about the personal interactions you’ve had with NEEA over the past
12 months, please indicate how strongly you agree or disagree with each of the following
statements.
Q30.

NEEA staff treats you with respect

Q31.

NEEA staff is respectful of your organization’s relationships with key customers

Q32.

NEEA staff is responsive to your input

Q33.

NEEA seeks your input on their initiatives

Q34.

NEEA keeps you well-informed about their work
Strongly
Disagree
1

Strongly
Agree
2

3

4

5

6

7

Q34A. What, if anything, could NEEA do to improve how it interacts with you and your
organization? Please note that these comments are very important to improve NEEA’s
service to stakeholders and will remain anonymous. Please be as specific as possible.
[OPEN END: ]
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General Communications
Q35.

How often do you do use each of the following to communicate directly with NEEA
staff?
Never

Q36.

A

E-Mail

B

Phone

C

Attendance at meetings /
conferences

D

In-person meetings

E

Web-based meetings /
conferences

F

Other (please describe)

Rarely

Sometimes

Frequently

Now thinking about how you learn about NEEA events or stay informed about
NEEA’s work, how often do you do use each of the following to get information?
Never
A

E-Mail

B

Phone

C

Attendance at meetings /
conferences

D

In-person meetings

E

Web-based meetings /
conferences

F

NEEA’s website

G

Conduit

H

Other (please describe)

Rarely

Sometimes

Frequently
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Q40

Considering all of the different types of information NEEA provides, how important are
each of the following?
Q41.

NEEA business results and outcomes

Q42.

Progress on NEEA initiatives

Q43.

Emerging technologies

Q43a. Regional energy efficiency information or news
Q43b. Market and industry trends or data
Q43c Economic trends
Q44

Anything else (specify)

Not At All Important
1

Q45.

Extremely Important
2

3

4

5

6

7

Is there anything NEEA could do to improve upon its communications with you and your
organization? Please be as specific as possible.
[OPEN END: ]

Specific Types of Communications / Outreach
Annual Report
Q46A. NEEA distributed its most recent 2011 Annual Report online. Have you received the
2011 Annual Report or accessed it online at NEEA’s website?
01
02

Yes
No

ASK Q46B IF Q46A = 01
Q46B Overall, how informative did you find the Annual Report?
Not At All Informative
1

Extremely Informative
2

3

4

5

6

7

Quarterly Reports
Q47A. In the past 12 months, have you read one or more NEEA Quarterly Reports?
01

Yes

02

No
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ASK Q47B IF Q47A = 01
Q47B. How informative do you find the NEEA Quarterly Reports?
Not At All Informative
1

Extremely Informative
2

3

4

5

6

7

NEEA Website
Q48A. In the past 12 months, approximately how many times have you accessed NEEA’s
website, neea.org?
01
02
03
04

Never
1 to 5 Times
6 to 10 Time
11 or More Times

ASK Q47BIF Q48A > 01
Q48B. When was your most recent visit?
01
02
03
04
05
06

Within the last week
Within the last month
1 – 2 months ago
3 – 4 months ago
5 – 6 months ago
More than 6 months ago

ASK Q48C IF Q48A > 01
Q48C How would you rate the following aspects of NEEA’s website?
Poor
1

A

Easy to use / navigate

B

Informative

C

Aesthetically pleasing

D

Secure

E

Well-organized

F

Makes me feel better about /
more supportive of NEEA

G

Overall Quality

Excellent
2

3

4

5

6

7
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Conduit
Q49A “Conduit” is an online community designed for northwest energy efficiency professionals
that allows them to share information and collaborate with each other. Before today,
which of the following best describes your awareness and use of Conduit?
01
02
03
04

I had never heard of Conduit
I had heard of Conduit but have not visited the site or requested more information
I am registered as a Conduit user but I don’t use it very much
I am registered as a Conduit user and I actively participate in the community

ASK 149B IF Q49A = 03, 04; OTHERWISE GO TO Q50
Q49B. Based on what you know about Conduit, to what extent would you agree or disagree that
Conduit is a valuable resource for your organization?
Not At All
Valuable
1

Very
Valuable
2

3

4

5

6

7

ADVOCACY / GOODWILL
Q50

Looking forward, do you see yourself as becoming more or less involved with NEEA?
Much Less
Involved
1

Much More
Involved
2

3

4

5

6

7

ASK Q53A IF Q50 < 4
Q53A Why do you see yourself as becoming less involved?
[OPEN-END:]
Q51

Looking forward, do you see your organization as becoming more or less involved with
NEEA?
Much Less
Involved
1

Much More
Involved
2

3

4

5

6

7

ASK Q53B IF Q51 < 4
Q53B Why do you see your organization as becoming less involved?
[OPEN-END:]

ORC International - 59 -

Q52

How likely are you to recommend that others in your organization or in organizations
similar to yours become active supporters of NEEA?
Not at All
Likely to
Recommend
2

1

Q54

Very Likely
to
Recommend
3

4

5

6

2

3

4

To what extent do you agree or disagree with each of the following descriptions of
NEEA?
Strongly
Disagree
1

A

An organization I like
to be associated with

B

Innovative

C

Socially and
environmentally
responsible

Q55

7

Strongly
Agree
2

3

4

5

6

7

And finally, which of the following statements best describes how you feel about NEEA?
01

02
03
04
05

I have high expectations of NEEA and I am confident that they will meet my
expectations
for service
I generally expect high quality service from NEEA and I am generally confident
that they will provide high quality service
I generally expected both good and bad service from NEEA and am not fully
confident that they will provide the level of service I would expect
I have low expectations of NEEA and would expect to encounter problems when
working with them
I have very low expectations of NEEA and would not work with them unless I
absolutely
had to

ACTION RESPONSE
ARF_INTRO.
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This concludes NEEA’s annual stakeholder perception survey. Bear in mind that your
responses to the survey above will remain completely anonymous and confidential.
However, you may add additional comments and/or opt for someone from NEEA to
contact you directly to discuss a specific issue or concern by completing the form below.
Note that the information you provide below will be stored and handled completely
separately from your earlier survey responses, which will remain anonymous.
ARF. Are there any other issues or concerns that you would like to pass on to NEEA’s
management?
01
02

Yes
No

IF ARF=1, CONTINUE
ARF1. What is the message that you would like to pass on to NEEA? Please be as specific as
possible so that your concern can be directed to the appropriate individual(s).
[OPEN END: ]
ARF2. Would you like someone at NEEA to contact you directly about the issues or concerns
you mentioned above?
01 Yes
02 No
ASK ARF_INFO IF ARF2=1
ARF_INFO. Please enter your contact information in the form below, and someone at NEEA
will attempt to get in touch with you within three business days. Please note that your
contact information will be stored separately from the rest of your survey results, which
will remain anonymous. We appreciate your feedback.
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6.2 Brand Questions Eliminated in 2012
Brand Questions Eliminated in 2012
Question #

Question

Q2.

You can trust the information that comes from NEEA.

Q11.

NEAA facilitates regional energy efficiency planning and implementation.

Q19.

NEEA’s work complements my organization’s energy efficiency programs.

Q20.

My organization’s investment in NEEA represents an important part of its energy
efficiency portfolio.
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