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MARKET OF CONSUMERS

Active
EMPOWERED
ENGAGED “ON THE EDGE” | ESSENTIAL

Passive

POLICY : o

LEVERS Innovation Competition Safety Net

POLICY LONG TERM INTEREST OF CONSUMERS

CONTEXT Efficient investment in, operation and use of electricity services



BIGGEST ISSUES FACING AUSTRALIA TODAY
(percentage of all responses)

Cost of Living
Access to Healthcare
Employment/Jobs
Economy
Terrorism/Security
Housing Affordability
Ageing Population
Environment/Climate Change
Law & Order
Asylum Seekers
Education
Income Inequality/Poverty
Population Growth/Immigration
Govt Red Tape/Regulation
Taxation
Infrastructure/Transport
Other

Indigenous Issues
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SOURCE: NAB



GOODS AND SERVICES EXPENDITURE BY THE LOWEST AND HIGHEST
EQUIVALISED DISPOSABLE HOUSEHOLD INCOME QUINTILES

Transport

Current housing costs (selected dwelling)
Food and non-alcoholic beverages
Recreation

Miscellaneous goods and services
Household furnishings and equipment
Medical care and health expenses
Household services and operation
Clothing and footwear

Alcoholic beverages

Domestic fuel and power

Personal care

Tobacco products
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Retail price index (inflation adjusted)—Australian capital cities

Electricity
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Residential disconnections for failure to pay amount due, as a percentage of customers

Electricity Gas
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Note: 2013-14 disconnection data were not available for Victoria.

Sources: Retail performance reports by the AER, IPART (NSW), the ESC (Victoria), ESCOSA (South Australia), OTTER (Tasmania), the QCA (Queensland) and
the ICRC (ACT).
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Generation

Storage

Convenience

Futuring
Energy
Technologies

Communication




Soneter is an innovative,
non-invasive meter which
tracks your water flow,
reducing costs for building
owners and tenants alike.
The tracker also provides
detailed consumption

analysis, usage history and
hazard predictions.

THE FUTURE OF ENERGY USE

Stack is the first truly
responsive light bulb. These
lights adapt to maintain
ideal lighting levels without
wasting excess energy, turn
themselves off when there’s
no one home, and learn
your usage routines to save
you money and time.

Keen Home smart vents
were designed to increase
comfort and reduce energy

costs by working with a

connected thermostat to

close vents and regulate
your home’s temperature,
room-by-room.




GOING IT ALONE

With enough renewable technologies you will only need the grid to help pay your bills .
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A DIGITAL INNOVATION PLATFORM AND
ITS OPPORTUNITIES FOR TELCOS

Own customers, Other customers
own markets in other markets

Digital innovation platform
Telco assets, single view of customers, data from multiple sources, APls

@ \ ’\
Own products and Other peoples’ Developers and
services products and services entrepreneurs

ANALYSYS MASON



FUTURING ENERGY TRENDS
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Think Strategically

-Mapping/identify
stakeholders

-Identifying issues

-Prioritising

Analyse & Plan
Act, Review & Report X

-Review progress

-Planning & follow up ¢

activities -learning from others
-Learning about

-Ensuring Learning rakehold
stakeholders

-ReviewingThe

Engagement -Setting stakeholder

Effective Objectives

-Defining Margins of
movement

-Assuring your

stakeholders StakehOIder
Engagement

Strengthen

Design the Process & Engagement Capacities

Engage
-Strengthening the ability
to respond to an issue

-ldentifying the most
effective Engagement
Approach

-Design the process

-Developing Internal Skills

-Building Stakeholders
capacities to Enagage

FIGURE 13: FIVE STAGE STAKEHOLDER
ENGAGEMENT FRAMEWORK

REDRAWN FROM: KRICK ET AL. (2005, 11)
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Economics LONG TERM INTERESTS OF CONSUMERS Economics

Sufficient INCOME Efficient
Solar PV/battery INVESTMENT Poles & Wires
Life Supports SAFETY Workplace
Cost of Living WACC Debt & Equity
Sufficient RELIABILITY Efficient
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«— NO-ONE EVER GOES WITHOUT ENERGY — Essential



PEANUTS CLASSICS By Charles M. Schuiz

50 WHAT) WHAT DIFFERENCE
DO YOU | DOES IT MAKE ? YOU

Are you listening to your customer?

I WAS JUST | WHEN YOU MAKE

www.snoopy.com  2-2-01

© 1989 United Feature Syndicate, Inc.




CONSUMER BIASES AND EFFECTS ON THE DECISION MAKING PROCESS

Limited Consumer
Capacity

Status quo bias

Loss Aversion

Time Inconsistency

What does it mean?

How does this affect the
decision making process?

Consumers have difficulties

assessing many different options
and large amount of information

about them

Consumers’ awareness of the
challenges they face means that
they do not search at all.

Consumers adopt filters or
shortcuts to navigate the
information (e.g. “rules of
thumb”, “reference points”)

Consumers switch to an option
that is “better” instead of the
one that is the best for them.

Consumers prefer the current
option

Consumers do not search for
alternative deals beyond their
current package and/or
provider.

Consumers over-emphasise
knowledge of existing package
and/or provider.

Consumers do not switch away
from current package and/or
provider.

Consumers attach more weight
to monetary losses than to
monetary gains and avoid risk
taking behaviour

Consumers search less when
energy prices fall than when
they rise.

Consumers give too much
weight to possible losses
relative to potential gains.

Consumers postpone making a
decision.

A preference for immediate
gains means that consumers
place too much weight on costs
incurred now compared to
future savings

Consumers do not search for

new or alternative energy deals

Consumers over emphasise
short-term discounts.

Consumers do not make a
decision.



WHEN AND HOW WE ENGAGED - AN OVERVIEW

. Key phases and initiatives

KEY EARLIER / BUSINESS-
AS-USUAL ENGAGEMENT

Pre mid 2013

INVITE STAKEHOLDERS TO BE INVOLVED
AND BUILD ON ENGAGEMENT

Commenced July 2013

General
customer base

Network connected
customers
(residential and
business throughout
Queensland)

Ergon Energy stakeholder event - launch

tening sessions

Online engagement presence launched

Board/senior leadership regional presentations to customers -
electricity affordability

Accessibility to interested stakeholders

Value to Customer
Research

Service monitoring research / customer complaints reviews

Research and
data analysis

Demand-side customer

Targeted
customers engagement
Network tariff consultation -
strategy themes
Major - new ions

Street light customer engagement - audit

Customer and

community
representatives / consumer
(and other advocacy groups

specialist impacted
stakeholders)

Community Regional stakeholder engagement strategy
leaders
Joining the broader conversation -
The Queensland Plan/PowerQ
Industry Retailer engagement

participants

Demand-side industry participants engagement

General solar industry engagement

UNDERTAKE CUSTOMER RESEARCH
Commenced August 2013

Online survey - investment priorities

Service/Cost Trade-off Research

Queensland Household Energy survey

Customer segmentation and chain of results p5

Network tariff consultation - structures 2014-15

agricultural and resource customers, etc)

Real estate Developer Reference Group

Solar industry engagement -
connection standard

Broader peak body/consumer advocacy group engagement (incl disadvantaged,

VALIDATE OUR SERVICE
COMMITMENTS AND DIRECTION OF
INVESTMENT PLANS

April to August 2014

PRESENT THE
REGULATORY PROPOSAL

September to November 2014

Online survey - service

; Re-launch online presence
commitments

Board/senior leadership regional presentations to customer groups -
strategic direction

Regional customer briefings -
proposal

Validate Direction Research

Network tariff consultation
- 2015-16

Major customer engagement -
proposal

Street light customer engagement - emerging technologies/service level charter/proposal

. Customer Council AER2015
Customer Council ki
Peak body working group

Agricultural Forum - launch

Consumer advocacy info sessions
- proposal

Real estate developer UDIA forums

Retailer engagement -
proposal

Electrical Contractor Sessions (RECESS)

Community leader engageme! Community leader engagement - service
" Community leader eng’ment - proposal
concerns commitments

ERGON ENERGY: INFORMING OUR
PLANS, OUR ENGAGEMENT PROGRAM



Reliability and outages

“We're living in a first world country and paying for a Maintain our current level of reliability.
service”
Most customers rate Endeavour Energy’s level of Introduce a new mobile site to give customers live

reliability as very good and don’t want to pay more for a outage information.
better service. Nor are they prepared to pay less for
poorer reliability. Investigate improved notifications using SMS and

Customers also asked us to improve how we notify them %Tearpugggﬂengﬁg:sénd review our written

about outages and improve content too.

Energy efficiency and demand management Provide low cost, accessible tools on our new
“I've already done a lot to reduce my energy bill and et

welcome information and tools to help manage my Promote our demand management programs for
electricity use” large customers.

Customers appreciate advice on how to keep costs low Maintain our efficiency programs to help keep
but were generally unwilling to compromise their increases in our share of customers’ bill to at or
lifestyle. below CPI.

ENDEAVOUR ENERGY: REGULATORY PROPOSAL
TO THE AUSTRALIAN ENERGY REGULATOR
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