
Streamline Utility Audits:
Increase program participation and customer satisfaction, empower trade allies,  
drive energy and water conservation. 
 
Executive summary 
How do you manage your audits and data collection in the field for your demand 
side management (DSM), energy efficiency, and water conservation programs? 
Traditionally, audits are expensive, manual, and labor intensive. It is not unusual 
for an auditor or engineer to manually complete an audit form and record crucial 
premise and customer data by hand. This manual process is inefficient and makes 
it difficult to increase trade ally and customer participation in utility DSM, energy 
efficiency, and water conservation programs. It also inhibits utilities from collecting 
customer usage and premise data in a single system—preventing utilities from 
being able to target customers and in turn increase program participation.

In this paper, we will discuss how utilities are increasingly recognizing the need 
to move away from manual, inefficient auditing processes. Through the adoption 
of a software-driven approach in the field, utilities are also enabling trade allies 
to more effectively sell energy and water efficiency and in turn increase program 
participation, drive savings and improve customer satisfaction.

Challenges for utilities
Today, most audits are conducted by an engineer, utility staff member, or 
qualified trade ally with pen and paper. Upon completion of the audit, rebate 
applications are physically mailed or faxed in to the utility and land on the desk of 
a program manager. This often becomes a bottleneck in the audit process as the 
utility program manager is tasked with manually sorting through thousands of 
applications and entering information into a spreadsheet or system. This approach 
leads to lengthy lead times, errors in the data, and the loss of momentum—which 
can contribute to decreased program participation as the process becomes 
cumbersome for all involved. 

Without a purpose-built, mobile application to conduct audits, the number of 
qualified auditors can be quite limited. Currently, audits are completed by in-house 
utility resources, engineers, or trained trade allies. With the adoption of a mobile 
audit application, not only is the complete process streamlined but the utility is able 
to mobilize a greater number of trade allies. This is mutually beneficial as the utility 
is able to complete more audits with greater effectiveness, trade allies are better 
equipped to sell efficiency, and program participation increases. With the traditional 
pen and paper method, utilities do not have visibility into audit activity, nor do 
they have insight into what programs are actually being promoted in the field. In 
addition, utilities are simply missing a centralized repository of crucial premise and 
customer data.

Challenges for trade allies
Trade allies face multiple challenges when conducting audits today—the main 
challenge being that the audit process is stuck in the Dark Ages. Time is money for 
trade allies, the more audits a trade ally can conduct and provide rebate/program 
options available to the customer, the more money in their pocket and potential 
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“Silicon Valley Power chose 
Nexant’s iEnergy Onsite solution 
because it stood out as the leader 
of the pack. iEnergy Onsite allows 
Silicon Valley Power to conduct 
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allows us to enhance our future 
programs and services. Once we 
implemented iEnergy Onsite, we 
found the time it took to conduct 
an audit and deliver the report 
was cut in half. We continue to 
be impressed with the solution 
as well as the level of customer 
service we have received from 
Nexant. We truly feel that  
Nexant is our trusted energy 
efficiency partner.”
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for additional business. It is essential that utility program managers understand that trade allies are looking for ways to 
streamline their business in order to become more efficient. If the utility is not taking steps to enable their trade allies, they 
are not motivated to promote the utility’s DSM and water conservation programs as it is a lengthy and frustrating process 
and program participation suffers. In addition to the lack of automation, when the trade ally is on premise with the customer, 
they may not have access to utility program information— creating yet another roadblock when presenting potential rebate/
program information. In turn, the trade ally is not able to easily guide the customer to the appropriate utility program as 
they cannot provide instant information and recommendations to the customer during the audit process—again, losing 
momentum and motivation. It is in the best interest of both the utility and the trade ally to adopt a software-driven approach 
to conduct audits as it reduces; the time it takes to collect crucial premise data, the time to synthesize audit information, and 
the time it takes to deliver the audit report to the customer. By streamlining each step of the audit process, trade allies are 
reaching a greater number of customers, utility program participation is increased, utilities are able to meet and potentially 
even exceed energy savings goals, and customer engagement becomes more effective.

Challenges for customers
There is a clear shift taking place in the utility space—customers are demanding more from their utility. It is no secret that 
many utilities are trailing behind other industries that have recognized and embraced the power of providing customers 
with mobile, real-time access to information. Customers are looking for instant gratification combined with an overall better 
experience when engaging with their utility. If these two key elements are missing, customers will go elsewhere when 
thinking about energy efficiency and water conservation. Similar to trade allies, time is important to customers, therefore, 
customers are looking for a quick and painless audit experience. A software-driven approach allows for an auditor to quickly 
and efficiently walk a customer through a positive audit experience and provide an instant energy report with customized 
rebate/program information during the very same visit—capitalizing on the momentum created during the audit. 

Addressing stakeholders challenges—iEnergy Onsite
The Nexant iEnergy platform is an innovative, purpose-built software 
platform that fundamentally changes how utilities manage DSM, 
energy efficiency, and water conservation programs. As a part 
of the Nexant iEnergy suite, iEnergy Onsite is a mobile auditing 
application designed to deliver a customer-friendly assessment 
report immediately following a site visit. iEnergy Onsite leverages 
a centralized data management system to allow for maximum 
configurability and flexibility, enabling the mobile application to 
change as programs change. iEnergy Onsite has been designed based 
on years of in the field experience and deliberately incorporates 
functionality to remove barriers experienced during field audits that 
utilize traditional pen and paper methods or other off the shelf tools.

Real-time results and reporting
When an auditor completes an audit, iEnergy Onsite delivers a customer-friendly, real-time assessment report—
customized with utility rebate/program information that is applicable to them. This allows auditors to positively engage 
with the customer and discuss findings, next steps, and program offerings. 

Streamlined communication 
iEnergy Onsite communicates seamlessly with utility program operations, 
allowing instant access to data during the audit process. This is important as it 
makes the process easier for the trade ally and improves the overall experience 
as the audit is tailored to the customer. 

Configurability and flexibility 
Data collection in iEnergy Onsite is designed to be as configurable and flexible 
as possible, extending beyond just equipment and system details. This means 
utilities can collect data points that are important to their programs such as: 
marketing and outreach outcome, customer behavior details, and customer 
preferences. Configurable tracking fields, measure lists, savings calculations, and 
reporting deliver results that exactly meet program needs.
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Increase program participation 
Automating the data collection process helps to reduce application and rebate processing times as the process is no longer 
solely dependent upon a program manager to manually process data. By streamlining the audit process, trade allies and 
customers are able to easily engage and actively participate in programs.

Enable trade allies 
By providing utility representatives and trade allies with this mobile assessment tool, they can visit customers and conduct 
quick and streamlined audits. iEnergy Onsite produces assessment results while the auditor is still on premise and can be 
delivered to the customer through several channels such as: discussing with the customer on-screen, emailing from the 
device, or even printing in hardcopy. Delivering the results while still on the premise allows the energy auditor to capitalize 
on the customer’s excitement and drive them toward implementation, increasing program yield. The assessment is also an 
opportunity for trade allies to further educate and continuously engage customers on several areas around their energy and 
water usage and introduce them to other utility program offerings and encourage continued participation. 

Collect and manage crucial customer and premise data
Leveraging a mobile software application approach, data is collected throughout the audit process. The data is synced and 
saved on a backend system and available to utility programs and systems that hold other customer information. At the end of 
the audit, a savings report is instantly generated for the customer. This way, the customer knows exactly which programs they 
are eligible to participate in based on their audit and most importantly—how to take action.

Upon completion of the audit, the customer and premise data are stored in a central repository. This is beneficial to the utility 
on several levels. The utility can segment and mine this data for future program planning purposes. Also, based on the data, 
the utility can develop targeted marketing efforts to drive further program participation and help meet savings goals. 

To ensure data security, audit data resides in a single system that is secure and protected. As information is collected 
throughout the audit, information is sent from the application to a back office DSM management system using industry 
standard encryption protocols. In addition, no assessment information (including customer data) is stored on the mobile 
device itself. There is a wealth of data generated and readily available as a result of the energy auditing process. Leveraging an 
automated, mobile auditing application allows the utility access to this valuable data.

Conclusion
Utilities hold the key to engaging customers, empowering trade allies, increasing program participation, and driving savings 
by adopting a software-driven approach to streamline the audit process. By making it easy for trade allies and customers 
alike to engage with their utility, trust and loyalty is built. This leads to customers turning to their utility as opposed to seeking 
outside resources and vendors for energy efficiency and water conservation and in turn helps to ensure continuous program 
participation. 

Streamlining the audit process is a powerful way for utilities to drive ongoing  
program participation while meeting savings goals. Have you considered  
leveraging purpose-built software to streamline your energy and water audits  
and help meet your savings and customer satisfaction goals?
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