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1.
Our role and vision
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The national voice for household and small business energy 
consumers
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The long-term interests of consumers: a energy market that works 
for everyone
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Our vision for the market
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The long-term interests of 

Australian households 

and small businesses 

through ...

Affordable
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Individualised

Better  
consumer  
outcomes



Moving beyond the ‘Trilemma’ – three parts for consumer focussed 
outcomes 
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Industry Dimension Consumer Attribute

Affordable
The industry can only regain trustby  

addressingprices

Satisfied
Paying no more than they need to forthe  

service they want

Individualised
Information and services tomeet  

consumers where theyare

Engaged
Consumers can engage on their terms

Optimised
System decisions include consumers and  

their assets, rewards, prices and decisions

Confident
That the markets/systems are workingin  

their interests



A renewed focus on the ‘LTIC’ 
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Re-focussing on consumer outcomes 
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Consumers and market operation in a transforming system
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From market objectives to a new body and a formalised strategy 
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2.
What are consumers telling us?
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Energy prices have increased faster than wages

ACCC Retail Electricity Pricing Inquiry Preliminary Report 2019 12



Electricity value for money trails other services 

Energy Consumer Sentiment Survey June 2019 13
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Some good news on prices 
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3. 
The LTIC … in a transforming 
market
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“I would prefer my six cents of power, sorry  

my units of power, which aren’t six cents, to  

go into my community. I get six cents from  

[energy retailer], but if I get 25 cents because  

I gave it to you because you have fallen on  

hard times, well I’m delighted.”

Attendee, ECARegionalListening  

Tour April-June2016

Consumers driving

change







Role of markets? Role of government? Timescale and uncertainty 
underline need for strategic investments and innovation.   
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Risk conception/domain Dominant scale Decision framework Field of theory Mitigation 

economic process

Realm of 

opportunity

Pillar of 

policy/response

Ignore/satisfice Short-term/local Indifferent or 

disempowered

Behavioural and 

organisational

Move closer to “the 

best practice frontier”

“Smarter choices” Standards and 

engagement (Pillar 1)

Compensate/optimise Medium 

term/regional

Costs/impacts are 

tangible and 

significant

Neoclassical and 

welfare economics

Make best trade-offs 

along the frontier

Substitute cleaner 

production and 

products 

Markets and pricing 

(Pillar 2)

Secure transform Long-term/global Transformational 

risks and 

opportunities

Evolutionary and 

institutional

Evolve the frontier Innovation 

and 

infrastructure 

Strategic 

investment 

(Pillar 3)

Source: Michael Grubb, Planetary Economics, 2014

https://www.youtube.com/watch?v=l5PVxzg1tHg


4. 
Innovation and investment in 
what? Consumer expectations 
about the future
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New research about experience now and expectations for the 

future (to be published February 2020) 



Forethought Research – early headlines  
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1. Consumers are pre-occupied with their everyday lives, reporting a low level of engagement 

with energy. When they did think of energy, it was most commonly associated with high 

expense and complexity.

2. Despite energy being in the background of life, there were moments and stages where it 

became more important. This highlights an opportunity for the sector to tailor and link 

services to a consumer life context. 

3. Consumers were often caught up in the priorities of their current life and found it difficult to 

contemplate the future (a thought often filled with uncertainty). However, all believed that 

moving forward, energy could and should change for the better.

4. While consumers were mostly clear on the ideal future state, the path to reaching this was 

not clear, and consumers were not being enabled to act themselves. 

5. Consumers generally look to governments to drive and lead change but lack trust in 

motivation, similarly for industry, consumers look to retailers to play their role but lack trust in 

motivation.    



Where are the services to help people manage energy use?   

23



“Retailers won’t act – they would not do 

anything if they won’t make profit.” 

- 29, Early adulthood, SA

24



“Big businesses have a lot to do as well. 

Like Coles and Woolworths banning 

plastic bags. Thy have a lot of power to 

add good to the world.” 

- 29, Early Adult, VIC 
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“That’s the role of government and they 

should be giving the overarching 

strategy and the laws and policies in 

place, that are going to govern how 

we’re going to be using energy in the 

future.”

- 29, Early Adult, TAS
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5.
Implications for policy, regulation 
and beyond
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Network regulation … capable of acceptance? The NewReg Trial  
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A new, more flexible toolkit – The New Energy Tech Consumer Code 

The New Energy Tech Consumer Code

Providers that have signed up to the code 

will provide a higher level of service 

throughout the entire purchasing process, 

and will provide customers with honest 

and independent advice
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Key commitments 

30

a) provide clear, accurate and relevant information

b) encourage customers to be aware of their rights

c) ensure sales practices are responsible

d) ensure products, services, systems and documentation are 

suitable

e) support staff training to ensure compliance

f) be responsive to customer needs and ensure prompt, 

appropriate action in response to a complaint



The LTIC and consumer protection ‘off the (traditional) grid’
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Short description Category 

Transactional Consumer Protections that 

address the 

consumer/provider 

interface

Affordability Consumer protection for 

affordability

Reliability The regulation of the 

electricity system to 

guarantee availability of 

supply (including quality)

Market Power The regulation of firms 

with market power 



The LTIC and consumer protection ‘off the (traditional) grid’
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GRID ONLY GRID + DER DER ONLY

Freestanding 

cases

Standard 

supply 

(NECF + Vic 

and ACL)

‘Behind the 

meter’ (NECF 

+ Vic and 

ACL)

Individual 

Power 

System

(ACL only)

Community

Cases 

Embedded 

network 

(exempt + 

ACL)

Microgrid 

(exempt + 

ACL)

Islanded 

microgrid

(jurisdictional 

and ACL)

Who 

made the 

decision? 

What is the 

source of 

the supply? 



A new view about the source of value … and a question about trust 
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The Energy Charter – a new vehicle for leadership and cultural 
change 
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“Let me begin by acknowledging we’ve sometimes 

lost the customer perspective in our decision-

making. We’re sorry it took us so long to address 

confusion over discount-based pricing which made 

it difficult for customers to compare deals.

After speaking with many customers over the 

phone and in person, I am convinced a new 

approach is required. I’m pleased with the work 

we’ve done on this so far, but I know how much 

further we have to go.”

- Brett Redman, CEO AGL, Meeting with 

Accountability Panel, 11 October 2019

https://soundcloud.com/user-142535591/agl-ceo-meeting-2019


Re-writing how we talk (and think) about energy

“Electricity has traditionally been 

framed as a unit of consumption 

(kilowatt hour). This affects how the 

industry predominantly thinks about 

people who use electricity (e.g. as 

consumers or customers) and the 

types of appeals used to engage 

with them on energy issues.” 
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UKERC … asking consumers what matters … ‘values’ for transition

36



Hawaii … broadening the regulatory construct 

37



A New Energy Compact – Distributed Energy Integration Program 
(DEIP) collaboration  
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Energy is an 
essential service and 

everyone has the 
right to access clean, 

affordable and 
dependable energy

Think long-term 
and be 

responsive

Put the needs of 
people at the 

centre

Drive efficiency 
and reduce 

waste

Zero emissions 
and 

environmentally 
responsible 

Is secure, 
reliable and 

resilient

Be just and fair



6. 
Conclusion 
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Success in the new paradigm depends more than 
ever on trust and partnership



A Suite 2, Level 14, 1 Castlereagh Street, Sydney NSW 2000

T 02 9220 5500

W energyconsumersaustralia.com.au

@energyvoiceau

/energyconsumersaustralia

/energyconsumersaustralia

ABN 96 603 931 326


