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Case Study - ENERGY STAR Hotline and Distribution Center 

ENERGY STAR is a joint program of the U.S. Environmental 
Protection Agency (EPA) and the U.S. Department of Energy 
helping to save money and protect the environment through 
energy efficient products and practices. In 1992 EPA introduced 
ENERGY STAR as a voluntary labeling program designed to identify 
and promote energy-efficient products to reduce greenhouse gas 
emissions. 

The ENERGY STAR label is now on major appliances, office
equipment, lighting, home electronics, and more. EPA has also 
extended the label to cover new homes and commercial and 
industrial buildings. ENERGY STAR provides a trustworthy label on 
over 50 product categories for the home and office. These 
products deliver the same or better performance as comparable 
models while using less energy and saving money. ENERGY STAR 
also provides easy-to-use home and building assessment tools so 
that homeowners and building managers can start down the path 
to greater efficiency and cost savings.

The energy performance of commercial and industrial facilities is 
scored on a 1-100 scale by an engineer. Those facilities that 
achieve a score of 75 or higher are eligible for the ENERGY STAR 
label and plaque, indicating that they are among the top 25% of 
facilities in the country for energy performance. 

The Public Face of the ENERGY STAR Program
The ENERGY STAR Hotline is the public face of the ENERGY STAR 
program.  Pyramid, the Hotline and distribution center operator, is 
responsible for responding to calls and emails on topics such as 
ENERGY STAR labeled products or home improvements, ENERGY 
STAR new homes, or how a building or plant can earn the ENERGY 
STAR label and receive a plaque.  The hotline responds to an 
average of 1,926 calls and emails on these topics each month on 
behalf of the EPA. 

Pyramid performs the following tasks:
•  Provides the necessary facility, equipment and personnel to   
    respond to an average of 1,900 contacts (calls and emails)  
    from the general public in a timely and accurate manner from  
    9am - 5pm on weekdays.  Pyramid performs this task by   
    identifying qualified personnel and training them thoroughly  
    on all facets of the ENERGY STAR program, so that they are  
    subject matter experts and are able to provide thorough   
    support.

Vital Statistics

Organization:
U.S. Environmental Protection Agency 
(EPA)

Quick Facts:
-  Pyramid responds to a monthly  
    average of 1,900 calls and emails from  
    the general public.
-  Pyramid’s email response accuracy  
    rate is 97%.
-  To date, Pyramid has mailed out over  
    3,342 plaques - more than a thousand  
    over contractual estimates.
-  More than 12,000 organizations have  
    partnered with ENERGY STAR  over the  
    past 15 years.

Impetus for Hotline and 
Distribution Center:
-  Assistance to the EPA to handle and  
   respond to calls and emails about the  
   ENERGY STAR Program.
-  Plaque distribution management.
-  Marketing material management and  
   logistics.

Benefits Gained:
-  Hotline services and marketing  
   material promote energy conservation  
   and efficiency among Americans.
-  Organizations striving for the ENERGY  
   STAR label receive accurate and  
   complete assistance on energy  
   efficient products and practices.
-  Increased competition to make  
   products and services more earth- 
   friendly.
-  Steady growth of consumer awareness  
   of the ENERGY STAR label.  By the end  
   of 2007, more than 70% of the  
   American public can identify the  
   ENERGY STAR label.
-  The ENERGY STAR program has saved  
   $14 billion through superior energy  
   efficiency.
-  Over 120,000 new homes were  
   constructed to meet ENERGY STAR  
   guidelines, bringing the total number  
   of ENERGY STAR qualified homes to  
   almost 840,000.
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