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What’s changing?
The energy paradigm for our end customer is changing.
They will demand choices and solutions.
There are a lot of variables for the industry:
•
•
•
•
•
•
•
•
•
•
•
•

Climate Change
CPRS
RET
ETS
REC’s
Stranded investment
Fuel Parity
Smart Grid
Smart Meters
Energy Conservation
Demand Management
Thermal and Electrical Storage

•
•
•
•
•
•
•
•
•
•
•
•

Renewable Energy
Intermittent Generation
Distributed Generation
Point of Use Micro Generation
National Broadband Network
Electric Transport
Time of Use Tariffs
Capacity Network pricing
Energy equality
Retail regulation
Government policy
To name a few…

Taking a Customer Perspective
• Customers now value Price over Reliability and Safety.
• Customers will not be put in a box.
• They place different values on the various attributes

Value to Customer
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So what do customers really really want? What
do 9,000 people tell us in 22 countries about
being ‘smarter’?
“The economic downturn has made me more concerned about
energy costs and the security of supply. Its no longer just a
question of climate change.”
“I’ just don’t trust my Utility to take
any real action. They just want to
make money.”
“Weren’t we supposed
to have more choice
with energy reforms?
Who is responsible?”
“Its just too
expensive to be
green, the cost of
new products is just
too much!”
“Its too difficult to find
convenient alternatives and
I don’t know who to talk to.”
“I wish my utility would provide
energy advice when I’m getting ready
to buy appliances or give me simple
information on the bill.”

“I am already recycling, changing my light
bulbs, and putting appliances on standby –
I thought that was enough to be energy
efficient?”
“What happened to the
Australian owned energy
companies. I prefer to be
with someone who has
our interests at heart”
“Things will never
change unless we
address our reliance on
fossil fuels”
“Its not just about reduced energy use!
To be really smart we need to develop
low carbon sources of energy”
“I want to see the government step in to
control energy prices and provide
incentives for new technologies. I think
they should take the lead.”

Source: Accenture – The New Energy World: The Consumer Perspective, 9005 consumers in 22 countries, surveyed on-line in November 2009
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Consumers expect energy companies to take action
by developing cleaner energy technologies and
offering low carbon products and sources of
energy…but…
“How important is it that energy companies take action in the following areas in order
to address the current and future energy challenges?”
% Very + Somewhat important
Development of new cleaner energy
technologies (e.g., carbon capture and
storage, next generation of biofuels)

95%

Development of low-carbon products and
services (e.g., more energy-efficient
products and services)

95%

Development of low-carbon sources of
energy (e.g., renewable, nuclear)

92%

Development of consumer information in
order to increase their knowledge on how
to reduce carbon emissions at their
personal level (labeling, education)

92%

Source: Accenture – The New Energy World: The Consumer Perspective. Base: All respondents - Australia

…struggle to trust the energy companies to take
action, particularly in deregulated markets
without government intervention.
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Source: Accenture – The New Energy World: The Consumer Perspective. Base: All respondents

Energy Conservation Trilogy – Tri
Tri--Benefits

Energy
Conservation

Energy Providers

Emissions Reduction

The best unit of energy
is the one we conserve
or do not use

Connecting with customers in
remote and regional communities
Isolated Communities
Energy Savings Pilot
powersavvy
A case study demonstrating success

34 Remote Communities
•

20,000 residents

•

5,500 customers

•

100GWh per year

•

Equalised tariffs

•

Predominantly diesel
based generation

•

Electricity supply costs
exceed revenue by a
factor of at least four

Isolated Communities
Energy Savings Pilot
60% commercial, 40% residential energy use
Pre-payment metering common for residential customers
High proportion of Aboriginal and Torres Strait Islander people
Household income much lower than state average
Household energy use higher than the state average

• $5m initiative
• Funded by the Queensland Government
• Managed by Ergon Energy
• Implemented over 18 months
• Strong focus on monitoring and evaluation

Objective:
To develop and demonstrate a model for engaging with
our customers in remote communities to significantly
reduce electricity consumption, greenhouse gas
emissions and delivered costs of electricity

Community Engagement Strategy
•

Broad strategy aimed engaging with all
elements of the community

•

Communication channels include:
•

Word of mouth

•

Posters on community billboards

•

Community meetings

•

Local radio

•

Newspaper advertisements

•

TV commercials

•

Website

•

Recognise powersavvy businesses in
local papers

•

Aim to encourage and support long
term changes in energy use behaviour

Consulting with residential customers
•

Developed a best practice
model for consulting with
indigenous householders

•

Employed and trained local
residents to conduct
consultations

•

Install energy saving devices
during the consultation

•

Offer follow up visits

•

Average household energy
savings as a result of the
consultations is 17%

Consulting with commercial customers
•

Identify customers using
more than 40,000kWh/year

•

Offer free consultation
including comprehensive
energy audit

•

Offer financial incentives to
businesses to implement
recommendations

•

Work closely with state
government departments
and agencies and local
councils

•

Audits typically show 20% –
30% energy savings with
simple payback within 3
years

Working with Schools
•

Partnership with Education
Queensland

•

Implement energy efficiency
program with schools

•

Use similar resources to the
residential program

•

Identify energy champions
group within school

•

Design logos and stickers

•

Different programs within
each school

•

Inter-school presentation
day

Sustainable Development
•

Engaging with developers to
maximise energy efficiency of
new buildings

•

Encouraging builders to go
‘beyond compliance’ to 6 or 7
star standards

•

Provision of financial
incentives to implement
energy savings initiatives

Energy Efficient Appliances
•

$200 incentive to trade in old inefficient fridges

•

Incentives for retailers to sell more energy
efficient models of air conditioners,
dishwashers, washing machines, clothes dryers,
TVs, fridges and freezers

•

Value of incentives based on likely energy
savings over the life of the appliance

Highlights
•

600 household consultations completed

•

Consultations underway with all 140 targeted commercial customers

•

Seven schools participating in energy efficiency programs

•

Project Services implementing recommendations for Queensland government
buildings

•

External review of the household
consultation process found 2/3
of participants were making
substantial energy savings

•

Ergon Energy likely to implement
the program in the remaining
31 isolated communities

Something to Ponder

“In times of change, learners
inherit the Earth, while the learned
find themselves beautifully
equipped to deal with a world that
no longer exists .”
Eric Hoffer

Questions....

“The best thing about the
future is that it comes only
one day at a time.”

Abraham Lincoln

