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Summary

This report presents findings from a telephone
survey of 100 customers living in gas-heated premises
where programmable clock thermostats were installed
free-of-charge by Connecticut Natural Gas Corporation
(CNG).  The survey focused on long-term measure per-
sistence and customer behavior over time.  These topics
have rarely been researched even though assumptions
regarding long-term effects play a crucial role when
financial benefits are estimated for conservation in-
vestments.  The survey was conducted by RPM Sys-
tems, Inc. (RPM) as one part of a PUC-mandated
evaluation of CNG conservation programs.

Two groups of customers were surveyed in the fall
of 1996, both living in private sector housing:  60 now
living in premises where clock and programmable thermo-
stats were installed in 1990-1991 after an RCS audit, and
40 customers now living in premises that received pro-
grammable thermostats in 1994-6 during a CNG service
call.  Twenty percent of the thermostats installed 5-6 years
ago had been replaced, typically with a manual-adjustment
model.

As shown in Figure 1, 21% of all 100 current oc-
cupants maintain a constant temperature, 34% set back
their temperature manually, and 36% set back tempera-
tures automatically.  Comparing the groups using manual
vs. automatic setbacks, there were no statistically signifi-
cant

Figure 1

cant differences in the number of set-backs, the average
setback amount (5°F), or the time required for homes to
heat up after a setback.

Other findings from this survey include:

• Customers whose homes heat up slowly are
less likely than others to set back their
thermostat.

• Most customer-installed replacement ther-
mostats are manual models.

• Customer transience rates average 4.4%
per year.  Very few new occupants use the
automatic feature of the set-back thermo-
stat they found on the wall when they
moved in.

• 33% of customers complain that the clock
thermostat directions were too compli-
cated.

• In the most favorable circumstances (cus-
tomers interested in conservation, receiving
a dependable model thermostat, still living
at the address where it was installed) only
51% of customers used the automatic set-
back feature five to six years after installa-
tion.

These results suggest that programmable thermostat
measure persistence calculations should incorporate:

• A long-term annual utilization loss rate of
about 6%, incorporating the interactive
factors of equipment loss and customer
transience (4.4%/year).

• A more rapid loss of utilization in the first
year or two following installation.

Interviewers did not reach customers who moved
out of premises after thermostat installation.  It is conceiv-
able that there is an education effect which these customers
carry with them to their new home.   They might, for ex-
ample, be more likely to install or use a clock thermostat in
their new dwelling based on their successful use of the
thermostat installed by CNG in their former dwelling.

Survey results also have important implications for
program design.  The effectiveness of clock thermostats is
entirely dependent upon customer behavior.  Customers
must desire a lower temperature.  They must understand
how to use thermostat features and how to replace batteries


