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The procedure after sample design and 
selection – Sample implementation and the 

Questionnaire1  
 
The care exercised during sample design and selection should carry over into the 
implementation phase of any load research study. Implementing a study consists of three 
steps: gaining customer participants, installing the hardware, and collecting data. Carefully 
performing each step helps ensure accurate overall study results. Subsidiary tasks, such as 
following a regular maintenance schedule for equipment, also help assure maximum data 
collection.  
 
Customer Solicitation  
 
When it comes to the relation with a customer selected for the sample, the load research can 
be implemented in two ways:  

1. Asking for customer consent  
2. Without customer consent  

 
Asking for customer consent: 
Gaining customer acceptance to participate in the load research study may be important to 
maintaining good customer relations and protecting the sample integrity. Customers who 
understand what to expect as participants are more likely to accept the study at the outset and 
more apt to continue as participants for the duration. Obtaining customer approval for load 
research eliminates potential misunderstandings because of possible brief interruptions in 
electricity supply, more frequent visits of the meter installation personnel and other 
employees of the company to the metering point and ensures that the customer will participate 
in the demographic questionnaire. For the purpose of the studies, such as the one on device 
end consumption, it is necessary to have the cooperation on the side of the customer in order 
to install, maintain and remove equipment for metering inside the customer's premises.  
 
While encouraging customer participation takes time and effort, it usually results in customers 
who are more responsive and cooperative than if they feel they have no choice. This is 
important so that the integrity of the sample can be maintained throughout the duration of the 
study.  Some utilities also offer nominal financial or merchandise incentives to induce test 
customers to participate in load research studies. Here, one has to have in mind that the data 
collection itself can alter the behavior of the individuals being studied.  
 
Without customer consent: 
Contemporary technology today enables metering without the actual contact with the 
customer. This approach is applied in analysis of customers when specific use of appliances in 
households and small enterprises is not of concern. Sometimes, based on the monthly 
consumption of electricity the conclusion can be made on the most important devices used in 
customers premises such as the type of heating used 

                                                           
1 This document is made possible by support from the American People sponsored by the United States Agency 
for International Development (USAID).  The contents are the sole responsibility of the author/s and do not 
necessarily reflect the views of USAID or the United States Government. 
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When selecting a sample one always has to have in mind the possibility of customer “exiting” 
the sample for some reason. For that purpose, there always has to be an alternative solution in 
which it is very important to maintain the features of the sample that represent one group of 
customers.    
 
Customer Solicitation Methods  
 
Solicitation of test customers may not be necessary or even recommended if regulatory bodies 
require the study. In many cases, customer notification is preferred to solicitation. When study 
participation is voluntary, or when installation requires customer permission to access the 
equipment (for example, inside meters), solicitation is required. The experience from foreign 
countries shows that simply notifying the customer of their selection in the study, results in 
few customer refusals. However, the method by which sample customers are solicited varies 
from study to study and 
from company to company. 
 
Mail solicitation without follow-up is inexpensive and easy, but can generate high rates of 
customer refusal. Much like any other piece of mail a customer receives requesting his 
participation; it can be easily lost or discarded. Soliciting sample customers by mail, followed 
by telephone or personal contact, is much more successful. It is more apt to impress the 
importance of the study upon the customer and invites questions before a decision. 
 
Personal contact by phone or in person without using a letter is, of course, another option. 
This method usually expedites the customer-solicitation process and allows the customer to 
ask pertinent questions. Another method that can be employed where outdoor metering is 
involved is to merely install the device without contacting the customer.  
 
The rate of customer acceptance can hinge on the knowledge of the staff doing the 
solicitation. Marketing/customer service representatives or meter supervisors/technicians offer 
advantages at this stage. Marketing/customer service personnel are trained to deal with 
customers on a wide variety of issues. When the representatives are familiar with load 
research issues, they can be persuasive in gaining customer acceptance. Metering personnel 
can also perform test-metering inspection as they solicit customer participation. They can 
often install the test meters on the first call or identify metering problems that might preclude 
customer participation.  
 
Questionnaire – Collecting demographic data and data on consumption  
 
Solicitors often collect demographic and other relevant survey data from sample customers. 
This information usually includes family demographics, housing characteristics, and number 
of appliances in residential studies. In industrial and commercial studies, heating and cooling 
requirements, SIC codes, floor space, employment, and electric end-use loads may be 
collected. The data can be compared with data obtained in prior studies and with results from 
large-scale surveys for representativeness. These data allow the researcher to examine 
differences in load shapes among subsets of sample customers with similar demographic and 
end-use energy profiles.  
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The survey can be conducted by mail, by phone, in person, or by any combination of the 
three.  Mail surveys are the least expensive, but, as is the case with solicitation letters, the 
response rate for mail survey questionnaires can be low and the accuracy-of the responses can 
be suspect. While personal and phone interviews are more expensive, they can produce more 
reliable and accurate information. Interviewers can probe, where necessary, and respond to 
questions.  On-site interviews, in particular, give the interviewer the opportunity to verify 
customer responses by checking appliances and making measurements. If in-house staff is 
unavailable to conduct interviews, an outside research firm can be retained to survey the 
customers. Contracting with a firm knowledgeable about the subject and experienced in the 
field can ensure more accurate and complete responses. Outside firms can usually complete 
the interviews faster than in-house staff and they free in-house staff for other duties. A 
disadvantage of using outside firms is their inability to answer customer questions about 
general utility operations. 
 
Soliciting customer for the end-use consumption study  
 
Much of the previous discussion also applies to end-use studies. However, by their nature, end 
use studies involve other considerations: 

• End-use samples are often not random, since the total population (e.g., all customers 
with central air conditioning) cannot be identified. 

• These studies often involve demand-side management programs or rate design 
experiments. 

• The customer's internal wiring may need to be changed to accommodate metering 
equipment. This adds to study costs and might make some customers reluctant to 
participate. 

• Providing financial incentives becomes an important aspect of these kinds of studies. 
 
These aspects need to be taken into account when planning the project.  
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Sample Customer Participation Letter 
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Example - Questionnaire for household participating in the load research program  
 
INFORMATION POPULATED BY THE COMPANY EMPLOYEE: 
1. Type of metering  

- single tariff  
- two tariff  
- mono-phase  
- three-phase  

 
2. Facility location 

- city 
- suburb  
- village  
 

3. Approved capacity [kW] 
- up to 4 kW 
-  4- 6 kW 
- 6 -10 kW 
- over 10 kW 

 
 
GENERAL INFORMATION  
 
______________________________ 

 
1. How many members are there in your household? 

____________________________________________ 
a. Are all members of the household present at home 7 days a week?   
b. Number of employed/unemployed members of the household.  

 
2. Check the type of building that best describes your home: 

(1) Family house 
(2) Duplex 
(3) Apartment with 4 or less units  
(4) Apartment with 5 or more units  

 
3. Do you live in this home year-round? YES   NO 

 
4. What is the size of your home?  __________________________ m2 

 
5. How many rooms are there in your home?  ____________________________________________ 

 
6. When was your home built (circle the answer)?  

- before 1970 . 
- between 1970 and 1980 
- between 1980-1990 
- after 1990. 
(Adjust to the periods using different building construction techniques) 
 

7. Does your home have:   
 
A basement    YES   NO  
An attic     YES   NO  
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HEATING 
 
 

1. Check the main heating fuel for your home: 
• Electricity  
• Natural gas  
• Liquid gas  
• Crude oil 
• Wood 
• Coal 
• Others 

 
2. Check the primary heating system: 

• Individual heating unit for each unit  
• Central heating system (gas boiler,„Narodno grijanje“) 
• Heating from the city boiler-room 

 
3. Does the system contain a fan motor ? YES   NO 
4. How old is your heating system?_________________________________________ 
5. If you adjust your thermostat, list the approximate time of the day when you make adjustments and 

to what temperature:   
Time  Temperature 

• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

 
6. Do you use other heating sources? 

• Portable electricity heaters  
• Fireplace 
• Wood/coal stove 
• Other 

 
COOLING  
 

1. Does your household have air-conditioning, if yes how old is it? _________________ 
2. To what temperature do you usually adjust your air-conditioning thermostat? 

_______________________ 
3. Do you use fans for cooling?  YES  NO 

 
WATER HEATING 

 
1. Check the main type of water heater in your household: 

• Electricity 
• Natural gas 
• Oil 
• Wood/coal 
• Solar panels  

 
2. What is the capacity of your boiler? ____________________ 
3. How old is your boiler?______________________ 

 
 



 

Bosnia and Herzegovina (BiH) Regulatory and Energy Assistance Project (REAP), p. 7 
USAID Contract No. EPP-I-00-03-00004-00, Task Order 5 

Implemented by Advanced Engineering Associates International, Inc. 

APPLIANCES 
 

Please respond to the following questions in regard to appliances used in your household  
 

1. Do you have a microwave and how old is it? ____________ 
At what time during the day do you use it most?  

• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

 
2. Do you have an electrical stove in your household and if yes, how old is it?_________________ 

At what time during the day do you use it most? 
• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

3. Do you have a fridge in your household and if yes, how old is it?_______________________ 
4. Do you have a self-standing freezer in your household and if yes, how old is it? 

________________ 
5. Do you have a dishwasher and if yes how old is it? _______________________ 
6. How many times a week do you use your dishwasher (on average)? 

____________________________ 
_ At what time during the day do you use it most? 

• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

7. Do you have a washing machine and if yes how old it is?________________________ 
8. How many times a week do you use your washing machine (on average)? 

______________________________ 
At what time during the day do you use it most? 

• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

9. Do you have a laundry dryer at home and if yes how old is it? _________________________ 
10. How many times a week do you use your laundry dryer (on 

average)?_______________________________ 
11. How many TV do you have and how old are they?____________________________ 

At what time during the day do you use it most? 
• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 

12. How many computers do you have in your household and how old are 
they?____________________________ 
At what time during the day do you use it most? 

• 6-14________ __________ 
• 14-20________ __________ 
• 20-24________ __________ 
• 24-6________ __________ 
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Other issues that need to be considered in regard to the Questionnaire:  
 
1. Does the questionnaire need to be implemented in two phases? 

a. For the purpose of sample selection  
b. For the purpose of subsequent analysis  

2. How to account for seasons? . 
 
3. Contents of the Questionnaire for Other consumption  


