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Our definition of HTR energy users

“In this Task, a hard-to-reach 

energy user is an energy user 

from the residential or 

commercial sectors who uses 

any type of energy or fuel, and 

who is typically either hard-to-

reach physically, underserved, or 

hard to engage or motivate in 

behaviour change, energy 

efficiency and demand response 

interventions that are intended to 

serve our mutual needs.”



HTR Task Research Process
“ABCDE Building Blocks of Behaviour Change”

Karlin B., Forster H., Sheats J.,  Chapman D., and S. Rotmann (2021). The Building Blocks of Behavior Change: A Scientific 

Approach to Optimizing Impact. See Change Institute: Venice Beach. 11pp.

https://seechangeinstitute.com/publications/the-building-blocks-of-behavior-change-a-scientific-approach-to-optimizing-impact/


explore landscape & connect 

stakeholders

Year 1 - Stakeholder Analysis, HTR 
Characterisation, Definitions, Lit Review

?

Karlin et al (2021). The Building Blocks of Behaviour Change. See Change Institute

THE WHY

• Webinar on HTR Task for Users Academy (April 2020) 

• First US national expert workshop

• Survey of 130 HTR experts around the world

• Interviews of 50 HTR experts in participating countries

• HTR Characterisation (Ashby et al, 2020a)

• ACEEE Summer Study paper on interview and survey results 

(Ashby et al, 2020b)

• Literature Review (Rotmann et al, 2020) 

• “Cliff Notes” of Lit Review (Ashby et al, 2021)

https://seechangeinstitute.com/
https://www.youtube.com/watch?v=xxeqnJQlfEM
https://userstcp.org/wp-content/uploads/2020/10/HTR-Characterisation-FINAL.pdf
https://userstcp.org/wp-content/uploads/2020/10/Ashby-et-al-2020_ACEEE-summer-study.pdf
https://docs.google.com/document/d/1lpwngN1lJ04J5tNHbHeW60ouKbam3JLglQmNBlzi17s/edit
https://drive.google.com/file/d/1YqSCFzHHHQBxqKE-2b8lr_2gotX7-bff/view?usp=sharing


“The Beast”

Rotmann, S., Mundaca, L., Castaño-Rosa, R., O’Sullivan, K., Ambrose, A., Marchand, R., Chester, 

M., Karlin, B., Butler, D. and K. Ashby (2020). Hard-to-Reach Energy Users: A critical review of 

audience characteristics and target behaviours. SEA - Sustainable Energy Advice Ltd: 255pp.

determine audience 
& behaviour goals

AUDIENCE BEHAVIOUR

Main findings:

● Criticism: HTR terminology & definitions

● Focus of literature: low-income households & renters

● Biggest gaps: SMEs, high-income, commercial 

● Audience size: at least ⅔ of energy users!

● Missing: Psychographics and needs analysis

https://docs.google.com/document/u/0/d/1lpwngN1lJ04J5tNHbHeW60ouKbam3JLglQmNBlzi17s/edit


Year 2 - Case Study Analyses & 
Research Process 

• Case study analyses:
○ Ashby, K. (2021). Case Study Analysis – U.S. and Canada.

○ Butler, D. (2021). Case Study Analysis – United Kingdom.

○ Feenstra, M. (2021). Case Study Analysis - The Netherlands

○ Mundaca, L. (2021). Case Study Analysis – Sweden.

○ Realini, A. & S. Maggiore (2021). Case Study Analysis - Italy

○ Rotmann et al (2021). Subtask 2: Case Study Analysis Methodology Template 

○ Rotmann, S. (2021). Case Study Analysis - Aotearoa New Zealand

○ Sequeira, M.M., Gouveia, J.P. and P. Palma (2021). Case Study Analysis – Portugal.

• Building Blocks of Behavior Change white paper on ST3 research 

methodology (Karlin et al, 2021)

• Process Matters: Assessing the use of behavioural science 

methods in applied behavioural programmes. (Karlin et al, 2022)

• Hard-to-Reach Energy Users: Lessons from the assessment of 19 

programmes across 8 countries (Mundaca et al, in prep)

develop & test content & delivery 

strategies

CONTENT DELIVERY

https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-US-CANADA.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-US-CANADA.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-UK.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-UK.pdf
https://userstcp.org/wp-content/uploads/2019/10/CSA-Subtask-2-NETHERLANDS_REVISED.pdf
https://userstcp.org/wp-content/uploads/2019/10/CSA-Subtask-2-NETHERLANDS_REVISED.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-SWEDEN.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-SWEDEN.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-ITALY.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-ITALY.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-Methodology_FINAL-1.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-Methodology_FINAL-1.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-New-Zealand-FINAL.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-New-Zealand-FINAL.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-PORTUGAL.pdf
https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-PORTUGAL.pdf
https://seechangeinstitute.com/wp-content/uploads/2021/08/2021_See-Change_Building-Blocks-of-Behavior-Change.pdf
https://www.eceee.org/library/conference_proceedings/eceee_Summer_Studies/2022/4-monitoring-and-evaluation-for-a-wise-just-and-inclusive-transition/process-matters-assessing-the-use-of-behavioural-science-methods-in-applied-behavioural-programmes/


Common engagement strategies for HTR 

● Use trusted Middle Actors

● CO-DESIGN interventions & pilots

● Train MAs to give energy advice

● Face-to-face & tailored in-home advice

● Energy efficiency isn’t the main message

⇒ Examples: EnergyMate, Healthy Homes   

Initiative, SEEC-funded projects

For NZ Case Study Analyses see Rotmann, 2021

https://userstcp.org/wp-content/uploads/2019/10/Case-Study-Analysis-New-Zealand-FINAL.pdf


Year 3&4: Field research & pilots

Field Research:

● Canada / U.S. (Qualitative customer research): 

○ MUSH

○ SMBs

○ Dis/engaged residential customers

○ Behaviour, Energy & Sustainability Training (BEST) 

Course for commercial energy managers & building 

operators

● Aotearoa New Zealand: 

○ Home Energy Assessment Toolkit (Whānau HEAT 

kits) package of interventions (SEEC funded)

○ Energy Hardship research for industry (Mercury & 

Genesis Energy)

launch & evaluate for 

ongoing learning

E
EVALUATION

https://userstcp.org/wp-content/uploads/2019/10/Getting-to-%E2%80%98Yes-with-Municipalities-Universities-Schools-and-Hospitals.pdf
https://userstcp.org/wp-content/uploads/2019/10/U_eBook_SMB_RateResearch.pdf
https://userstcp.org/wp-content/uploads/2019/10/Bridging-the-Gap_-Driving-Energy-Customer-Action.pdf
https://userstcp.org/wp-content/uploads/2020/10/Rotmann-and-Karlin-2020_ACEEE-summer-study.pdf
https://www.eceee.org/library/conference_proceedings/eceee_Summer_Studies/2022/5-towards-sustainable-and-resilient-communities/piloting-home-energy-assessment-toolkits-heat-kits-to-empower-hard-to-reach-energy-users/


Main barriers when engaging HTR 

● Identifying & recruiting whānau

● Community MAs were also often hard-to-reach

● TRUST is one of the biggest barriers

● Current approaches (including library HEAT kits) don’t work for the HTR



SEEC field pilot on HEAT kits

Example of HEAT kit contents in Ireland (Source: Codema.ie) 

Irish HEAT kit analysis:

Rotmann, 2018a; Rotmann 

& Chapman, 2018; SEAI, 

2018

Aotearoa HEAT kit 

analysis:

Rotmann, 2018b

Cross-Country 

Comparison of HEAT kits:

Rotmann, 2018 a & 2018 c

https://userstcp.org/wp-content/uploads/2019/12/13.Task24_Phase2_ST67_Ireland_Energy-Saving-Kits__Cross-Country-Case-Study-Comparison.pdf
https://userstcp.org/wp-content/uploads/2019/12/22.Task24_Phase2_ST9-Ireland-Evaluation-Report_FINAL.pdf
https://userstcp.org/wp-content/uploads/2019/12/12.Task24_Phase2_ST67-Ireland-Task-24-FINAL-Report.pdf
https://userstcp.org/wp-content/uploads/2019/12/11.Task24_Phase2_ST6-and-7_NZ-HEAT-kit-report_final.pdf
https://userstcp.org/wp-content/uploads/2019/12/14.Task24_Phase1_ST67_Ireland_Cross-Country-Report_Summary-of-energy-saving-kit-programmes1.pdf


HEAT kits: DISCOVER



DEFINE: Audiences & Behaviours

HPA: Making Energy Work for Whānau Training
Sustainability Trust Home Energy Performance Advisor at work

1. Healthy housing for those HTR whānau in energy hardship was 

main objective

2. Behaviours targeted:

● Fixing leaks & draughts 

● Energy billing / switching advice

● Low or no-cost energy saving advice

● Non-energy related advice (e.g. mould, overcrowding)

● Education & Habit formation ⇒ 3 Energy “Buckets”

https://hpa.arlo.co/w/courses/8-healthy-homes-making-energy-work-for-wh%C4%81nau


Whānau HEAT kits: (Co) DESIGN





HEAT kits: DEPLOY (n = 45 whānau)

1. Recruit whānau (different ways via community middle actors)

2. Drop off HEAT kit, do interview

● Energy behaviours

● Energy knowledge

● Motivations

● Attitudes

● Appliances

3. Whānau do daily activities for 2 weeks

4. Pick up HEAT kit, exit interview

5. Prizes, koha

6. Call after 5 months

⇒ 100% success rate!



“Hidden” Energy Hardship

● Industry acknowledged that it needed to do more to help customers in hardship

● Contracted SEA, followed our research process

● DISCOVER:

○ Landscape overview (lit review, stats, quiz)

○ Stakeholder assessment (Hui #1)

● DEFINE:

○ Focus on “hidden” energy users

○ Frontline / customer care interviews (n = 13)

○ Community survey (n = 38)

○ Hui #2

○ Empathy interviews (n = 20)



Even harder: those in “hidden” hardship



Even harder: the “hidden” users

‘Forgotten’ or overlooked (marginalised) groups:

● Those affected by mental illness & other disabilities

● Isolated elderly 

● Isolated (Indigenous) rural communities 

● Victims of crime & domestic violence

Socially-stigmatised and often discriminated-against groups:

● Beneficiaries & the unemployed

● Refugees & immigrants from developing countries 

● LBGTQ+ community

● Single mothers

● Gambling & alcohol addicts

Illegalised or criminalised groups:

● Previously or recently-incarcerated

● Illegal overstayers

● Drug users & drug dealers

● Sex workers & their clients

● The homeless (including those who are couch surfing or staying in shelters)

● Perpetrators of (domestic) violence

● Those who disagree with laws set by the government (this includes conspiracy theorists, ‘sovereign citizens’ & anti-vaxxers)

● Gang members or gang affiliates



Who are those living in hidden (energy) hardship?
Terminology & Definitions

“Hidden” hardship
Those living in “hidden hardship” are those clients who live in hardship but may not show up on 

authorities’ (including government agencies, landlords, and utility providers) radar or who aren’t flagged 

(yet) as being in debt or arrears.

82%  {74%  {



Thank you very much for your attention!

Please ask any questions or 

email me:

drsearotmann@gmail.com

Check out our project: https://userstcp.org/task/hard-to-reach-

energy-users/

mailto:drsearotmann@gmail.com
https://userstcp.org/task/hard-to-reach-energy-users/

