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Case Study:
APS Home Performance with ENERGY STAR®

Arizona Public Service, Arizona’s largest and longest-serving investor-
owned electric utility, serves more than 1.1 million customers. In 2010, 
APS and its third-party implementer designed and launched the Home 
Performance with ENERGY STAR (HPwES) program. Every year since 
then, the U.S. Environmental Protection Agency (EPA) and Department of 
Energy (DOE) have recognized the utility with an ENERGY STAR Sustained 
Excellence Award. Most recently, APS was lauded for exceeding program 
goals for its HPwES program, completing more than 4,300 audits and 
retrofitting 1,470 participating homes in 2014.

In recent years, trade ally and customer expectations have risen while the 
utility’s cost-effectiveness tests have become more challenging to meet. 
It has become a strategic imperative for APS to invest in technology to 
enhance performance and scalability of the program.

In 2012, the utility embarked on an effort to improve access to program 
data to better serve customers and other stakeholders, reduce manual 
processes to cut costs, and cut administrative overhead for trade allies that 
had been limiting their participation.

“It’s Complicated”

Residential energy accounts for 21% of U.S. energy consumption and 
60% of America’s housing stock was built before modern energy codes. 
Historically, most efficiency activities focused on new construction and 
single-measure improvement strategies. Administered by the DOE in 
conjunction with the EPA, HPwES takes a whole-house approach to 
address the opportunity for the greatest energy savings.

Despite the enormous benefits of HPwES, the DOE has admitted, “it’s 
complicated.” There are a number of important stakeholders, including: the 
utility and its customers, auditors, contractors, QA, third-party evaluators, 
regulators, and others. Additionally, managing the complexity of consumer 
awareness, program workflow, financing, and appropriate incentives 
present challenges requiring innovative program solutions, like modern 
software, to help organize and simplify program implementation.

By 2011, with the early success of HPwES, it was vital for APS to have easy 
access to the data associated with thousands of customers and projects in 
order to scale the program effectively and optimize performance among 
its implementer, trade allies, and customers. 

Trade Ally Challenges

Trade allies were burdened by the administrative overhead required to 
participate in the program as well as a lack of choice among modeling 
tools. Administrative overhead per project was high and ultimately 
contractor satisfaction suffered. And as a contractor-driven program, 
participation barriers inhibit program growth, savings, and cost-
effectiveness.

 “ 
The relationship has been 
phenomenal. EnergySavvy’s 
products have been a huge 
success, but it’s more than 
that. It’s the team that is truly 
invested and dedicated to 
making us successful. We have 
a shared roadmap, a great 
success story and a team built 
on partnership and trust.” 

- Maggie Gibbs, Program Manager   
Arizona Public Service
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Program Management Challenges

With a lack of transparency and access to data, it took hours each month to compile progress reports. Coordination 
with trade allies was difficult for similar reasons–both the utility and its trade allies lacked visibility into project status 
and task assignment, as well as the ability to identify program bottlenecks, which impacted APS customer service. 
Program delivery metrics, from administrative overhead to customer and trade ally satisfaction, were lower than 
expected despite the program’s traction.

Search for Modern Program Delivery Solution

APS searched for a more dynamic software platform for the program. “As we were growing and evolving, we needed 
a scalable system,” said Maggie Gibbs, APS Program Manager. In early 2013, APS released a request for proposal for an 
independent software platform to organize, manage, and automate their HPwES program. “We also needed HPXML, 
an open standard that enables different software tools to easily share home performance data. We wanted something 
more integrated where we had a lot more control and the opportunity to open up the market and let contractors 
choose their own modeling software.”

After an extensive search, APS selected EnergySavvy’s Optix Manage to automate program delivery and Optix Engage 
to better target, recruit, and communicate with customers. Through direct access to all program data and visibility into 
project workflow, APS now has the operational control to help plan, manage, and fuel the growth of its program for 
years to come.

Delivering Greater Value to Customers

APS sees DSM as an opportunity to enhance value provided to customers. Modern customer experiences, visibility 
into projects, clear and concise communication, and decreased time-to-rebate all contribute to greater customer 
satisfaction.

By any metric – cost effectiveness, trade ally performance and satisfaction, customer experience – the Optix 
Demand-Side Management System has been integral to the utility’s program delivery capabilities. 

Improvement Metric

50% Reduction in implementer administrative time and cost to review and approve projects

66% Reduction in data processing time for APS reporting

31% Reduction in contractor administrative time to submit projects

3x Increase in trade ally satisfaction

Enabling Cross Promotion of Programs

Optix Manage has also enabled APS to unlock new sources of value beyond solving their original set of needs. For 
example, customer and project data in Optix has become a target-rich source for APS to improve segmentation and 
program cross promotion. And utility customer satisfaction increases dramatically—as the well-known JD Power 
report1 reinforces—among customers who are aware of, and engage in, utility demand-side management programs.

1 J.D. Power, 2014. “Customer Impact Report: Energy Efficiency Programs and Awareness”


