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I have coordinated the Electrify Arlington program for almost four years and for two of
these years I served as Arlington’s Energy Advocate. I have talked with hundreds of
Arlington residents and landlords about heat pumps, weatherization, Mass Save, and
related topics.

I agree with the priorities in the EEAC document, and many of the specific ideas are
excellent. I would like to share twelve comments where I think my on-the-ground
perspective may be helpful for you. The first four comments are about heat pumps, the
next four about focusing the Mass Save offerings, and the final four (which I addressed in
my verbal testimony on June 9) about the importance of timing and when services are
available. I am writing for myself, not for the Town of Arlington or the CFP program.

I know these comments are somewhat detailed, but this work matters enormously to me,
and I would like to see the Mass Save program become as strong and successful as it can
be. Mass Save contributes so much to our Commonwealth, to the financial and physical
health of our residents, and to the larger project of stabilizing our planet’s climate.

Thank you very much for your consideration of these comments, and for all you do to
support our Commonwealth and its residents and businesses.

Heat Pumps

First, I would like to share some observations about residents’ feelings about heat pumps.
When I talk with residents who regret installing heat pumps, they mention three reasons:

1. Higher electricity bills than they expected. Sometimes they feel more
comfortable if I get them to deduct what they previously spent on deliverables
or gas, but not always.

2. They installed a partial-home ASHP and they now wish they had installed a
whole-home ASHP.

3. Premature repairs were required, usually after refrigerant loss.



When [ talk with residents who are reluctant to install heat pumps, they mention four
reasons:

1. Fear of high electricity bills.

2. They have been told, often by installers, that heat pumps don’t work well
enough in cold weather.

3. High up-front costs.
4. Aesthetics, both inside and outside the home.

1. Research variability in annual costs of heat pumps. I strongly agree that we need a
better understanding of when heat pumps produce much higher costs and/or higher
emissions. | am disturbed by the following graphic from the July 22, 2025, Switchbox
report by Bryan Murray and Juan-Pablo Velez, Heat Pump Rates in Massachusetts
(www.switch.box/mahprates). The lower graphic (“1.0”) shows the change in total
winter energy bills from switching to heat pumps affer the implementation of the heat
pump electricity rate.

Change in Total Winter Energy Bills after Switching to Heat Pump from All Fuels
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I have not been able to find any source that convincingly explains this huge variability in
heat pump costs. I suspect the higher costs are caused by some combination of heat
strips, air handlers in unconditioned attics, low efficiency ratings, incorrect sizing, and
poor usage practices by residents. I don’t know what weightings to give these factors,
and there may be other factors.

It would be great if Mass Save could sponsor/find and publicize authoritative research on
why different heat pump systems have very different annual costs.


http://www.switch.box/mahprates

2. Try to increase reliability. Repairs are expensive, are often preceded by refrigerant
releases, and give heat pumps a bad reputation. Different installers use different
practices, and homeowners are generally unable to evaluate the quality of installers’
work.

It would be great if Mass Save could track premature repairs, identify their root causes,
and define and require good practices for all installers who participate in the HPIN
program.

3. Educate beyond mini-splits. For most people, “mini-splits” refers to upper-wall
indoor units. These units don’t fit in some rooms, some people find them unattractive,
and many people aren’t aware that there are other ductless options.

It would be great if the Mass Save ASHP web page and other educational materials didn t

equate ductless heat pumps and mini-splits and included images of floor units and ceiling
cassettes.

4. Be careful with partial heat pump systems. I have talked with several Arlington
residents who installed partial heat pump systems with the expectation that they would
continue to use their existing fossil fuel heater in cold weather, and were blindsided when
their fossil fuel heater or an oil tank needed to be replaced a few years later. Even when a
fossil fuel system is aging, people seem to rarely include the cost of replacing it when
evaluating the relative costs of partial and whole-home heat pump systems.

It is true that one size doesn’t fit all, and a hybrid ducted system can be a good solution if
a home’s existing ductwork isn’t large enough even after weatherization.

Partial heat pumps, however, can increase expenses in at least three ways:

e They can trap residents in a game of leapfrog, with two heating systems on
different replacement cycles.

e Annual maintenance for two heating systems increases annual costs.

e In the absence of a strategic plan for retiring gas pipelines, Mass Save may help
some people install partial heat pumps and a few years later — well within the
lifespan of this equipment — return to encourage them to fully electrify as part of a
non-pipeline alternative.


https://www.masssave.com/residential/rebates-offers-services/heating-and-cooling/heat-pumps/air-source-heat-pumps
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I agree that Mass Save should continue to provide rebates for partial heat pump systems,
but I am wary of the suggestion to reduce the focus on full displacement electrification.
Full displacement is often the best way to serve both individual residents and our
Commonwealth's climate goals.

Also, it would be great if Mass Save removed from the HPIN list installers who falsely tell
customers that heat pumps don 't work in cold weather:

Focus the Mass Save Offerings

I strongly agree with the councilors’ desires to focus, prioritize, and streamline the Mass
Save offerings.

Complexity is a huge problem for Mass Save. Members of the public spend a lot of time
and attention just trying to understand the programs — which is, among other things, an
equity issue. Complexity reduces participation by raising people’s anxiety about whether
they are “getting it right,” and when they get it wrong they are unhappy with Mass Save.
The proliferation of program details has educational costs for everyone in the system:
contractors, property owners, and Mass Save, which pays lots of people to explain the
complexities of Mass Save.

I would therefore like to offer the following suggestions for your consideration.

5. Use data to target marketing for HEAs and weatherization. People who have
already weatherized their homes receive endless weatherization marketing, which wastes
Mass Save’s money and everyone’s time, attention, and patience. People who haven’t
weatherized yet often have reasons, and different strategies will be needed to reach them.

Mass Save could keep track of which properties it has weatherized in 2013 or later (or
whatever standard seems appropriate) and stop marketing weatherization to them.
Energy Advocates and HPCs would be much more effective if we had the data to focus
on properties that need weatherization. The lack of this data wastes time, money, human
effort, and good will.

Mass Save could also make HEAs available to people who have had an HEA in the last
ten years only if they didn’t weatherize after the HEA or they have a specific concern.
Getting conscientious people to sign up for an HEA every few years is low-hanging fruit,
but it does little to reduce emissions if the home has already been weatherized to the
Mass Save standard. Also, the free power strips are often glitchy and therefore not used.



It would be great if Mass Save consolidated data from all of the utilities, targeted HEA
and weatherization outreach on properties that have not been weatherized, and stopped
pestering people who have already weatherized their homes.

6. Narrow the market-rate residential program to the five offerings that have the
most impact on energy use, costs, and emissions, and on residents’ health and safety:
weatherization, barriers to weatherization, heating and cooling, hot water, and
cooking. Mass Save really affects people’s decisions in these “big five” areas, but my
impression is that the smaller rebates (for things like pool pumps, lawn care, and clothes
dryers) rarely affect decision-making, add to complexity, and primarily benefit more
affluent households. Mass Save seems to have a goal of offering something for everyone,
even people who have already participated in the major programs, and this anxiety
increases complexity and budgets.

It would be great if Mass Save focused funding and attention on the five systems that are
most important for a home s energy use/costs/emissions, comfort, and safety:
weatherization, barriers to weatherization, heating and cooling, hot water, and cooking.

7. In the Income Eligible program, include HVAC, water heaters, refrigerators,
stoves, and solar panels on young roofs with good solar exposures. One of the
suggested ideas is to stop replacing non-HVAC appliances. I agree about freezers,
clothes washers, and dehumidifiers, but this phrasing goes too far. Hot water,
refrigeration, and cooking are also necessities in the modern world.

Fridges can be impressive energy hogs. When [ bought my home, my first electric bill
was over $1000, and I quickly found out that almost all of it was due to the fridge. That’s
an extreme case, but inefficient fridges should be replaced even if a low-income family
doesn’t have the cash available up front.

Gas stoves are associated with asthma in children and pulmonary disease in older adults,
and replacing them is an investment in public health. Every time Mass Save invisibly
prevents a hospital visit or a home fire, it saves more than money.

If a roof is young and has a good solar exposure, installing solar panels can both decrease
residents’ electricity bills and help lower grid emissions.

It would be great if the Income Eligible program narrowed its appliance program to
HVAC, hot water, refrigerators, and stoves. It would also be great if this program
included solar panels when a roof is highly suitable.



8. Use point-of-sale, direct-to-contractor, and midstream rebates as much as
possible. Educating retail customers about rebates, and dealing with their questions and
uncertainties and mistakes, adds to the money-costs and time-costs of the system.
Waiting for rebate checks creates anxiety and sometimes financial distress, especially
when people have inaccurate impressions of typical wait times or wait times are longer
than typical.

It would be great if Mass Save could get out of the business of sending rebate checks to
retail customers.

Timin

People think a lot about money, for obvious reasons, but when programs are available and
how long a process takes can really affect outcomes.

9. Prioritize serving home buyers. I have talked with several Arlington couples who
were in the process of buying a home that needed work, and they wanted to get a HEA as
soon as possible to help them decide what to do and make plans. The utilities, however,
did not allow them to even schedule an HEA until they had received a utility bill with an
account number, which usually occurs 4-6 weeks after the closing. These were huge
missed opportunities.

It would be great if home buyers could schedule an HEA for immediately after the
closing, or maybe even between the P&S and the closing. Also, I agree with the
suggestion that more education for realtors could be very helpful.

10. Prioritize upgrading empty rental units. An Arlington contractor contacted me
because he has repeatedly been frustrated with working on rental properties. The best
time to work on a rental unit is when it is vacant between tenants, but the Mass Save
forms for rental properties require tenants’ account numbers. John Massie told All In
Energy and me that Mass Save will support work on a between-tenants unit. The
contractor, however, was not willing to risk not getting paid by submitting a form with
missing information. His impression is that many rental units get just cosmetic
improvements between tenants because Mass Save does not seem to be available at the
time when it would be most useful.

It would be great if Mass Save actively promoted upgrading rental properties when they
are vacant between tenants by changing the forms and expediting approvals.



11. Create a rent-based verification process for rental properties. Income
verification takes a lot of time and creates a lot of friction in the system. Many tenants
are reluctant to share financial information with their landlords and the government (as
they see Mass Save). The need to obtain information from tenants often leads to delays,
frustrates landlords and tenants, and is one of the most common reasons that rental
properties are not served by Mass Save. Also, many low-income households are not
enrolled in a utility discount rate, and the path from LIHEAP to a utility discount rate to
Mass Save takes months.

I keep wishing Mass Save had an alternative verification process for rental properties,
based on the rent that the landlord had charged for the previous three or five years. The
Designated Equity Communities are a great step in the right direction, but organic
affordable and moderate-rent apartments exist statewide.

It would be great if Mass Save supported landlords who charge reasonable rents by
giving them a quick and easy pathway to energy-efficient improvements for their
properties.

12. Create a long-term strategic plan. I agree with the counsellors who say we should
think of this three-year plan as part of a longer process, with a goal. Massachusetts has
set a goal of net zero emissions by 2050. If we want to come close to achieving this goal,
we need to do better prioritization and planning now.

We need to do integrated energy planning, stop creating future stranded assets, and
develop a viable plan for decommissioning our leak-prone gas pipeline system. We need
to use non-pipeline alternatives to electrify neighborhoods, start mothballing lots of
pipeline segments, and stop investing ratepayers’ money in a losing battle.

It would be great if Mass Save strongly supported neighborhood electrification and
strategic pruning of gas pipelines, as part of a long-term plan.

Thank you very much for reading these comments.



