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THE STATE OF CONSUMER
ATTITUDES TOWARDS
CONTRACTORS



/ Factors In Selecting A
Heating/Cooling Service Company

70%

Reputable Equipment Equipment Lowest
Contractor Features Brand Prices

Question: What is most important to you when selecting a
K new heating/cooling service company?

~

/ Factors In Selecting A \
New Heating/Air-Conditioning System

49%

Reputable Equipment Equipment Lowest
Contractor  Features Brand Price

/

Decision Analyst

strategic research m analytics mmodeling m optimization

Question: What is most important to you when considering a
K new heating and/or air-conditioning system? /
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Challenges

Working With Pros
. Major Minor Not a
Challenge Challenge Challenge
project costs 21% 18%
Projects being delayed _ 36% 19%
communication 21% 19%
does a bad job 16% 20%
or company
The professional is disorganized — 29% 20%
Doesn’t stand behind work /
no warranty HOOIIIIIIIIR 19%  21%
timeframe needed 39% 24%

Does not offer
financing options

31% 46%

- STATE: . PRO
. AW | | AnnuaI'Report_

N=1000; December 2021
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Homeowners' Deciding Factors Between

Bids From Two Pros
(Ranked #1 or #2)

Younger Generation
(Gen Z / Millennials)

B Older Generation
(Gen X / Boomers / Silent Gen.)
18% |
b STATE..PRO

| R Annual Report
G Stronger Virtual / Digital Virtual / Virtual / Interactive SN\ Y '
commun- references online project online online project
ication quotes rendering customer scheduling trackers N=1000: December 2021

service
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3 Modes of Trust * Interpersonal

Direct word of mouth, social capital, relationships

* Impersonal

Objective standards, certifications, labels, quality marks,

regulatory mechanisms

 Professional Mediators

3rd party experts, perceived protessional capacities

Energy Research & Social Science 51 (2019) 138-147

Contents lists available at ScienceDirect

Energy Research & Social Science

journal homepage: www.elsevier.com/locate/erss

Original research article

The sustainable housing question: On the role of interpersonal, impersonal | M)
and professional trust in low-carbon retrofit decisions by homeowners | s’ |

Mandy de Wilde
Environmental Policy Group, Wageningen University, Hollandseweg 1, 6706 KN, Wageningen, the Netherlands
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Table 2
Key issues and demands of homeowners, and dominant role of various mediators of trust in four phases of a retrofit decision-making process among the 40 respondents in this study. Documented percentages represent the
share of respondents mentioning these mediators of trust.

1. Onentation 2. Customized advice 3. Requesting and comparing quotes 4. Installation, evaluation and confirmation

Key Issues homeowners deal with Not familiar with options (93%) Overwhelmed with information Opaqueness of planning, procedures and quotes (70%) | Concern about proper installation (83%)

Lack of trust in professionals (85%)
Key demands of homeowners Reliable information (83%) T ETSIENT, COMpass (807 Transparency, legitimacy (70%) Audit, check, assurance (93%)
Dominant role of interpersonal mediators 1o provide access (o independent, non- To verify advice from professional o share names ol and expenence with contractors alli

of trust commercial information (67%) mediators (55%) (13%)

Dominant role of impersonal mediators To provide access to independent, non. To verify advice from professional To represent ‘objective’ source of information on To evaluate and confirm the effect of the retrofit
of trust commercial information (50%) mediators (30%) products and financal issues (53%) measure (35%)

Dominant role of professional mediators  No role To deploy non-technical, adaptive To provide reliable communication on product and To provide feedback and monitoring, which was
trust capacities (45%) financial issues (409%) deemed insufficient (60%)

Energy Research & Social Science 51 (2019) 138-147

Contents lists available at ScienceDirect %

SCIENCE

Energy Research & Social Science

- N5

¥
ELSEVIER journal homepage: www.elsevier.com/locate/erss

Original research article

The sustainable housing question: On the role of interpersonal, impersonal
and professional trust in low-carbon retrofit decisions by homeowners

5]

Mandy de Wilde

Environmental Policy Group, Wageningen University, Hollandseweg 1, 6706 KN, Wageningen, the Netherlands
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THE LANDSCAPE OF
CERTIFICATIONS AND TRUST
INDICATORS



COMPANY

BPI GoldStar

CONTRACTOR

’ MITSUBISHI
AV N ELECTRIC

% DIAMOND"
L /CONTRACTOR

PEOPLE

CERTIFIED
PROFESSIONAL

o

HEATING & COOLING
PROFESSIONAL

HOME

N

Pearl

CERTIFICATION

ASK ABOUT

ENERGY STAR
CERTIFIED HOMES

ASSETS/
INSTALLATION

ACCA

(3]

QUALITY INSTALLATION

VERIFIED
EQUIPMENT
OPERATION

QUALITY INSTALLATION

VERIFIED
SYSTEM
PERFORMANCE

Powered by measureQuick

R R T
INSTALLATION
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General Awards &
Trust Symbpols

Ang| Super

Service

2022 Award

VOTED
TOP CHOICE

AIR CONDITIONING AND
HEATING COMPANY IN
GREATER TORONTO AREA

A\TLASCARI

izog oty S0

Expertise.com

2021
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Industry Awards

Home Performance with ENERGY STAR - Contractor of the Year!

,—-\,Ideal. 480.839.0082
F=eneigy
About Us | Testimonials | Blog | Employment | Contact | Education Q

air conditioning done right

AIR CONDITIONING HEATING HOME ENERGY AUDIT INSULATION DUCT SYSTEMS OTHER SERVICES
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Vetted Directories

Select Language ¥ OURPROCESS ABOUTUS BLOG

ASHP FOR HOMEOWNERS FOR CONTRACTORS FORUTILITIES BLOG CONTACT -
, | CLEANENERGY
air source heat pump collaborative CONNECTION CLEAN ENERGY SERVICES ~ CLEAN ENERGY PROJECTS ~ FIND A CONTRACTOR

: CONNECTING CALIFORNIA o
Find a heat pump , | HOMEOWNERS TO CLEAN ENERGY
g CONTRACTORS el

contractor ) T :
&4 |

Your source for experienced heat pump contractors across -

Minnesota

Preferred Contractor Network

PREFERRED CONTRACTOR NETWORK

The contractors on the Clean Energy Connection do the work that supports

The ASHP Collaborative Preferred Contractor . . .
. . . California's transition to Clean Energy
Network is designed to help Minnesota
homeowners find experienced HVAC

contractors committed to quality heat pump

Clean Energy Projects We Encourage @

installations and maintenance.
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TOWARDS A MORE EFFECTIVE
EMBRACE OF CERTIFICATIONS



Sea of Sameness

OUR SERVICES

OUR TEAM OF SPECIALISTS ARE DEDICATED
TO THE COMPLETE SATISFACTION OF EVERY CUSTOMER
GIVE US A CALL! (480) 832-9659

ABOUT US

OUR CORE VALUES

oL 7 -

HVAC Air Conditioning & Heating Contractor in New Jersey

e e Can oty Vo

NE XGEN S —

Closed Sundays For God + Family Time ¢4°

Xperience the Next
Generation in
Home Comfort

Our NexGen Mission

At NaxGan, kindress and quoity of senvice o our
Com v We trudy bebeve that the best woy we
©0n sarve cur custiomen s by QVIng bock 10 ow
Commurity, With the Drecrmens ond Project X
Erograms, we provide POt 10 those thot may
reed 0 heling hand. Payng 1 forward s the
NareGan wery we ek oeme yeas 15 o vy

AC Repeir, Furnace Repeir, and
B B Plumbng Service in Los

e - QD Q@) B N o e 1 e 2 0T
(Y )DIAM@ND ¥==m=ri==

C(502) 753-537%.

Give Diamond
AC & Heating

ACALL FOR YOUR MVAE NEE DS

w Troubleshooter

Guaranteed Furnace Repair in Tulsa

Call the Experts For Tulsa Plumbing Service

o0 o Pt Sarvcrs b

% LIONS

HEATING

LOS ANGELES HVAC COMPANY

10% Off

Any New
HVAC Installation

SoCal Green HVAC Can
2 Conditioning

Check out our amazing offers!

~ Same-Day Repairs

ng Cleveland & Northeast O .

HVAC in Cleveland, OH

Meating & Cooling Experts Serveng Northeast Ohuo

=

Jp— - ecmoms 1 bmergans

Making Every
Penny Count!
24/7

£ Contact Us Today

whebabebel
How do we Make Every Penny Count?

E Cot (313) 547-2036

ebetue tover
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We're the Best!

GEORGE BRAZIL

24-HR SERVICE SINCE 1955

Call (602) 842-0009

Air Conditioning - Heating

See our response to recent issues regarding COVID-19

) ABOUTUS ~ COOLING ~ HEATING BLOG COUPONS CAREERS SCHEDULE

Air Conditioning & Heating Service in Phoenix, AZ

AC & Heating Service that Aims
to Please

?5

-
|
T ‘
(LY ML

2

A
%

Founded on the principles of honesty, integrity and great customer service,
George Brazil Heating & Cooling is Phoenix’s most trusted HVAC company
and the leading provider of HVAC repairs and installs in the Valley of the
Sun.

Schedule HVAC service »

()

7
Best HVAC deals, Best HVAC prices, Best HVAC service,
backed by Ultimate Home Comfort™ supported by flexible financing backed by our 100% satisfaction guarantee

Energy Circle Webinar Series | March 8, 2023




/1| : We Design and Install Heat Pumps The Right Way Financing FAQs Contact Us No-Visit Energy Assessment g 844.637,3733

Unique Expertise is
Becoming More

ELECTRIFY HOME ELECTRIFICATION BENEFITS OUR UNIQUE  THE STORY OF OUR
SERVICES OF ELECTRIFICATION PROCESS COMPANY

Insulation

o E-LEC-TRI-FI-CA-TION
Important | N ¢ |

/@ lektrafe’kaSH(@)n/
Electrification is the process of
transitioning a home to using all
electric appliances and doing
away with fossil-fuel based
energy.

LEARN MORE

GET STARTED ON THE e

ATH TO 1 ]

ELECTRIFICATION (R LET'S BEGIN

I'm not a robot
reCAPTCHA
Privacy - Terms

With an expert by your side!

OR CALL US AT 844-637-3733 TODAY
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INCREASINGLY

DIFFICULT QS
CONTRACTORS

CHALLENGE OF

STANDING OUT

4.5+ STAR
CONTRACTORS

TRULY
DIFFERENTIATED
CONTRACTORS
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Certified

CERTIFIED
G 0||E0l'fh PV Installation

RENEWABLES :
Professional

Josh Baston
John Capron

Bill Levay ion
B\! Levay Corporation

Geoffrey Sparrow

.\ | TES L A /
RISING STARS POWERWA | '

AwWarDs

SROVE SSIONALS ELITE
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X ! N Y

Air Conditioning Insulation Connected Home Energy Audits

SCHEDULE YOUR
SERVICE

Name

What We Know: P -
Trust Symbols S
Improve

(> SuBMIT

GOLD COMFORT EVALUATION PACKAGE

Conversation Rates gk Save $100
We offer a wide range of heating & cooling products including the latest in energy efficient ave
HVAC equipment, as well as insulation and home performance services. @ BOOK YOURS

FREE SECOND OPINION

On ANY AC Estimate

Service Area Financing

For over 80 years, National Heating & Air Conditioning has worked for

The National Difference

you!

National Heating and Air Conditioning has been keeping the Cincinnati, Ohio region comfortable for more than 80
years. Whether you're looking for an oil or gas furnace, a boiler, an electric heat pump, a geothermal heating system, air
conditioning, ventilation, or insulation and energy efficiency services, National can help.

'
BPI- GoldStar
CONTRACTOR | BUSINESS J
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A More Selective
Approach

WHY HESOLAR?

LOCAL FAMILY MASTER GUARANTEE NABCEP GUARANTEE PREMIUM MATERIALS

The Hoffman Brothers are 2nd A Licensed Master Electrician We also guarantee a NABCEP Austin Solar Panels get a lot of
generation Master Electricians will be present AT ALL TIMES Solar Professional will by On- sun. We make the most of this
- We are LOCAL to Austin during the installation of your Site AT ALL TIMES for your energy by using Panasonic HIT
Texas! solar panels. project. Solar Panels!
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Credibility Indicators

Tailored to Your
Market

SUN
LIGHT &
” POWER

SOLAR EXPERTS SINCE 1976

COMMERCIAL SOLAR

SECTORS PORTFOLIO ABOUT US

We are not just one of those other solar panel companies.

We are your experts for

of commercial solar

panels and commercial solar hot water.

CALIFORNIA
GREEN BUSINESS
NETWORK

We are a mission-based company, proud to be
one of the first solar energy companies in the
state to become a as
well as being one of the first certified as

an

REQUEST A

CONSULTATION

CAREERS BLOG CONTACT US Q

Certified
s
FORCE®GOO0D N’

We believe in using business as a force for good
by focusing on people, planet, and prosperity.
Interested in becoming a B Corp?
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ACCA's New

Quality Installation
Program

[3]]

QUALITY INSTALLATION

VERIFIED
EQUIPMENT
OPERATION

Powered by measureQuick

QUALITY INSTALLATION

VERIFIED
SYSTEM
PERFORMANCE

Powered by measureQuick

ENERGY STAR
VERIFIED HVAC

INSTALLATION
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QUALITY INSTALLATION

VERIFIED!

Your new heating and cooling equipment meets ACCA's
minimum requirements for equipment operation*

Certification Date:

Certification Number:
System Location:

Installation Contractor:

VERIFIED EQUIPMENT OPERATION

measureQuick
mTTTTTTC—

onnect. Perform., . Prosper. -

*Excludes proper size calculations and air distribution elements.

This Certification is limited fo an assessment of compliance with the Quality Installation Standards and is not otherwise a warranty of any HVAC contractor’s, or similar person’s, work or performanc

QUALITY INSTALLATION

VERIFIED!

Your new heating and cooling system meets ACCA's requirements for
compliance with the Quality Installation Standards.

Certification Date:
Certification Number:
System Location:

Installation Contractor:

VERIFIED SYSTEM PERFORMANCE

measureQuick®
[ ek

Connect. Perform. Prosper.

This Certification Is limited to an assessment of compliance with the Quality Installation Standards and Is not otherwise a warranty of any HVAC contractor’s, or similar person’s, work or performance.
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QUESTIONS?

Peter Troast

peter@energycircle.com
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