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https://www.energycircle.com/resources-responding-covid-19
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THE NEW LOW TOUCH WORLD—HERE TO STAY? 

THE EMERGING HOMEOWNER PERSONAS—WHAT 
WE’RE SEEING 

CHANGES AND IMPLICATIONS FOR THE LOW 
TOUCH WORLD—WHERE ARE THE BIGGEST 
IMPACTS 

ACTIONS YOU CAN TAKE NOW 
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Rise of “Digital and Low Touch”

McKinsey & Company COVID-19 US Consumer Pulse Survey 4/20-4/26. n=1052 
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The New COVID-era Homeowner Personas

C’mon in Jim 

Unperturbed 
Not super worried

Cautious Kristina 

Expects new protocols 
Respects overcommunication 
Will put you to the test

Hell No Helen 

Nothing is important 
enough to let you in  
my house 
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Identifying Changes Across the Cycle

Lead Generation Quote/Audit Close/Contract Complete Job Service/Maintenance
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Lead Generation

TACTICS IMPLICATIONS

Digital Marketing 
Online Presence 
Traditional Advertising 
Direct Mail 
Email 
Active Referrals 
Events 
Open Houses 
Community Speaking 
Tabling 
Canvassing 

• Your dependence on direct contact approaches will 
determine how big a shift 

• Increasing competition in digital will require excellence 
• Company presence online elevates in importance 
• Referrals even more important—time for a reward 

program? 
• Shift to webinars for person to person, along with 

everyone else 
• Door to door may be dead 
• Resurgence of telemarketing? 
• Digital approaches to first touch meetings will be the 

norm—zoom is your new friend 
• Far fewer opportunities for face-to-face relationship & 

trust building 
• Increased burden on company brand strength, online 

reviews 
• May require lower touch initial jobs to build relationships 

and trust—water heaters, pool pumps
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Quoting/Audits/First Visit

STD APPROACH IMPLICATIONS

Free Quote 
Site Visit 
Full Energy Audit 
Service Visits

• Remote estimates without a site visit 
• Exterior only—Hover for measurements 
• Alterations to pricing—estimates & change orders 
• Rise of the “virtual” energy audit 
• Homeowner assisted walk arounds—using video 

technology like Stream 
• Less opportunity to educate directly means more 

explainer content—videos, infographics 
• Changing expectations of homeowners—less costly 

sales process?
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Closing/Contract Signing

STD APPROACH IMPLICATIONS

Kitchen table close 
Kitchen table contract 

• Digital contracts & signatures 
• Inevitably less in-person opportunity 
• Trust and relationship building now has digital 

barrier 
• New skill sets for sales personnel 
• One meeting close is harder online 
• Digital proposals must be strong selling documents 

on their own 
• Online proposal software (with engagement metrics)
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The Job/Completing the Work

STD APPROACH IMPLICATIONS

Employee safety 
Home cleanliness

• Clearly demonstrated safety protocols for 
employees and clients 

• More homeowner attention on your team members 
• Pre-visit communications  
• Pre-visit safety checks 
• Call from the driveway 
• New processes and approaches to minimize interior 

contact 
• Portapotties
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Service & Maintenance

STD APPROACH IMPLICATIONS

Emergency Calls 
Routine Service 
Annual Checkups 

• “No Entry” Maintenance Approaches 
• More remote monitoring like Sensi Predict 
• Higher demand for filter maintenance 
• Healthy home check as add on 
• Reduced time in home may result in fewer cross sell 

opportunities
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• Embrace and Get Comfortable with Video Technology 
Zoom, Google Meet, Etc 

Take care to set up properly—mini studio 

Digitally delivered company story 

• Clear Safety Protocols and Elevated Communications 

• Assess Your Marketing Mix/Shift Priorities 
How much previously dependent on in person tactics? 

• Sales Tools to Bridge the In-person Trust Gap 

• Fill in the Digital Tools Gaps 
Online proposal software, dispatch, CRM, etc.  
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Actions Everyone Can Begin to Take
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