Australian Government r—
|
Department of the Prime Minister and Cabinet B I A

Improving energy bills: interim
report

A report prepared for the Australian Energy Regulator
September 2021

_ Behavioural Economics Team of the Australian Government



BETA and behavioural insights

About BETA

The Behavioural Economics Team of the
Australian Government, or BETA, is the
Australian Government’s central unit applying
behavioural insights to improve public policy,
programs and processes.

BETA's mission is to advance the wellbeing of
Australians through the application and
rigorous evaluation of behavioural insights to
public policy and administration.
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What is behavioural
insights?

Economics has traditionally assumed
people always make decisions in their best
interests. Behavioural insights challenges
this view by providing a more realistic model
of human behaviour. It recognises we are
systematically biased (for example, we tend
to satisfy our present self rather than
planning for the future) and can make
decisions that conflict with our own
interests.

Why is it useful for
public policy?

Behavioural insights apply behavioural
concepts to the real world by drawing on
empirically-tested results. These new tools
can inform the design of government
interventions to improve the welfare of
citizens.

Rather than expect citizens to be optimal
decision makers, drawing on behavioural
insights ensures policy makers will design
policies that go with the grain of human
behaviour.



Executive Summary

Context and research design

BETA partnered with the Australian Energy Regulator (AER) to apply
behavioural insights to the design of energy bills. We conducted a literature
review to identify key research questions, which we examined through two
online samples involving over 14,000 Australians, including six randomised
controlled trials.

Bill content: What is the priority content for inclusion on the bill?

« The main purpose of energy bills is to enable customers to make a
payment.

* Many survey respondents said they also use bills to: find information about
how much energy they use, understand how their bill was calculated, and
find information about their energy plan.

Bill simplification: Length, layout, and definitions
» Consumers find bills complex and confusing. We explored two aspects of
simplification: variations in bill length or layout.

* Compared to a short bill, we did not find evidence that a well-designed
longer bill reduced comprehension. Reducing the amount of content may
not be that important for addressing information overload. This is just one
element of simplification.

» We also designed a bill where some information was removed but available
via a link to view a ‘Home Energy Report’. This friction made respondents
much less likely to find the information, even when asked to look for it.

* Including a box with plain English definitions for technical terms had no
positive impact on comprehension.
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Bill comprehension: Understanding how the bill was calculated

« We tested different formats for the detailed charges table showing the
breakdown of costs. None of the alternative designs performed better than the
current ‘invoice-style’ table.

» Simple plan summaries helped consumers to better understand their plan (but
did not improve the likelihood they would choose a better deal).

Bill comprehension: Switching and market engagement

* In two separate trials, adding a ‘best retailer offer’ to bill prototypes increased
respondent’s intention to switch plans. This was based on responses to an
open question seeking suggestions for how to save money.

+ We also tested the impact of comparing plans on bills to a reference price.
Respondents were more likely to say they would shop around for a better plan
if they saw that their plan was equal to the reference price, and less likely to
shop around if they saw that it was below the reference price.

Bill comprehension: Energy usage and solar exports

* A benchmark helped consumers understand how household consumption
compared to similar households but the format didn’t make a difference.

* Energy usage charts worked equally well, irrespective of their format.

+ We tested various formats for a new chart showing solar exports. No format
clearly outperformed the others however 87% of respondents who have solar
panels said they would value having this information on their bill.

Limitations and next steps
 Like any research, ours has limitations. We’ve highlighted these in the report.

* This is an Interim Report prepared to inform the AER’s consultations on the
Billing Guideline. BETA will publish our full report later in the year.

3



A. Context and research design



We undertook a review of existing literature

BETA began this project by undertaking a literature review on three bill content areas:

@®
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Complex bill content and structures are confusing for consumers in the energy market.
Retailers and consumer groups contest what causes this confusion, but there are matters where
evidence in the literature is clear on the changes that can improve energy bills. Replacing text with
graphs, using conversational language, reducing the amount of information, and providing
important information on the first page are proven ways to improve bill comprehension. Further
research should test whether standard presentation of key plan characteristics and plain language
definitions of technical terms improve understanding.

Providing consumers with feedback on their energy usage is an effective way to engage
and educate them on their energy efficiency. However, issues with the format and delivery of
usage feedback in Australia means that many consumers have problems understanding this
information. Existing research does not clarify the ideal format and mode of delivery for this and
the information could be improved to help consumers whilst reducing costs for businesses.

Making bills easier to compare is a crucial step in encouraging switching, but more active
promotion of switching services in bills themselves also motivates inert consumers.
Standardisation of key terms between retailers will help consumers make better decisions when
comparing plans. However, switching providers is often difficult. Encouraging ‘within provider’
switching (i.e. to a cheaper plan offered by one’s current retailer) may be an easier and more
effective method for helping consumers. So-called ‘Best offer’ notices and other calls to action on
bills need further investigation to identify how they can be used to aid consumer switching.

B
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The literature review identified
several well-supported findings:

Energy bills include complex content that
can make them difficult to understand and
cause confusion for consumers.

Bill simplification, based on evidenced-
based behavioural principles, can reduce
the cognitive load that bills place on
consumers, making them easier to
understand and effectively use.

Drawing on the available literature,
stakeholder submissions and broader
evidence from behavioural science, we
identified four key principles for the design
of energy bills:

a. Language: Use simple, conversational
language

b. Presentation: Make the bill visually
attractive

c. Salience: Make the key information
salient

d. Structure: Order the information
carefully and logically.

billing requirements but it was not a full systematic review and so does not claim to be comprehensive.

' Caveat: The literature review sought to cover most of the key research relevant to identifying gaps in relation to energy bill contents and



We identified gaps in the literature

The gaps in the literature that we identified included:

Eg)
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Simple definitions of technical terms, e.g, kilowatt-hours, tariffs, should be
tested to improve comprehension of bills.

The presentation of calls to action (for switching behaviour) should be tested
to improve understanding of consumers while minimising distrust.

A standardised summary of plan characteristics placed on the front page
should be tested for its potential to improve comprehension of a plan.

Different displays of total usage in historical usage graphs should be tested to
improve comprehension of bills.

The impact of taking non-essential information off bills and/or delivering it
through alternative means (such as a link from the bill to a website) should be
tested to determine whether it would improve comprehension.

The efficacy and format of peer comparison (benchmarking) energy usage
graphs should be tested to improve comprehension for consumers and reduce
costs for businesses receiving complaints.

Communication of solar power in bills should be tested to help consumers
more accurately evaluate the value of their solar system and optimise their
consumption.

These gaps shaped our three research questions:

O,

This covers how consumers engage with their energy bills
(what elements they read, and what they use their bills for)
and the impact of some new types of bill content.

®

This covers bill length and layout, as well as inclusion of
plain English definitions of technical terms.

®

Comprehension covers a number of features:
* How the bill is calculated
» Switching and market engagement

* Energy use and solar exports




We conducted research with over 14,000 Australian consumers

We collected 2 online sample populations targeting energy
consumers living in the regions covered by the National Energy
Customer Framework (QLD, NSW, SA, TAS and the ACT). We
oversampled respondents from SA, TAS and the ACT. The
sample characteristics are illustrated on the next slide.

There were 6 randomised controlled trials (RCTs) embedded in
the 2 samples. For each RCT, respondents were shown one bill
design, followed by a series of questions designed to measure
their comprehension (based on up to 9 questions) or intentions.

Respondents were randomly assigned to see different bill
designs independently for each trial.

The first sample population of 6,372 respondents (Group A)
included a survey and 3 trials. In each trial, we tested 4 bills or
bill elements (hence each bill was shown to more than 1,500
respondents). The ordering of the 3 RCTs was the same for all
respondents but the ordering of the survey and the 3 RCTs was
randomised.

The second sample of 7,827 respondents (Group B) included 3
more trials, with 5 bills or bill elements in each trial (again
showing the bill to more than 1,500 respondents). The ordering
of each RCT was randomised.

Group A sample

BETA energy bill trials

Survey
O O
Trial 2 Trial 3
Detailed

Reference price

0000

(4 groups)

N =6,372

charges table

0000

(4 groups)

Group B sample

Trial 1 Trial 2 Trial 3
Plan summaries, Peer Energy usage and
prompts to switch comparisons SOIzr;-x;?o{tl charts
plans & definitions efinitions
00000 00000 00000
(5 groups) (5 groups) (5 group X 2
group factorial
design)
N =7,827

9 Caveat: like any research, ours has limitations. We’ve highlighted these as relevant in the report. Please also see
B=TA

Section G: Limitations and next steps.



The survey reflected groups in varied circumstances in different
parts of Australia*

Educational attainment

'I Home 11% 54% 35%
ownership Year10or  Year11 Postschool
below or 12 education

Location

Rent 40.9% V
QLD 32.9% Own 32.2% O
Mortgage 24% o 2 Age of respondents
Other 2.9% ftﬂ
Age Bracket %
NSW 32.8% :
ACT 4.4% 18 - 24 14.9%
SA 22.4% Gender 25 - 34 19%

@-TAS 7.6% O ()7| 35-44 21%
( ) 45 - 54 12.2%

Main home language 55 - 64 12.3%

3.3% 96.7% 55.5% 44.5% 1% 65-74 14.5%

other English Female Male Other 75+ 6%

(includes diverse and
non disclosed)

* Group A, n=6,372; Group B showed similar diversity.



B. Bill content



Consumers use bills to pay their bills,
and for various related purposes

E Finding out much to

Respondents receive their bills through various channels: an email, a letter, in an
app, and/or on a retailer website.

pay

Most consumers use the bill to find out how much to pay (although this may be
optional for direct debit consumers). Consequently, the most-read bill elements are
the ones relevant to paying the bill: the amount owing, and the due date.

Bills are used for a variety of related purposes. Other popular uses consumers
selected include:

» finding out how much energy they have used,

» checking how their bill was calculated, and

+1-| Checking how their bill

+ finding information about their energy plan.
x[=) was calculated

A substantial minority identified other ways they use the bill, including for complaints,
seeking financial help, or to find interpreter services.

Further details on these survey findings will be presented in the final report, which
will be published later this year.
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We asked consumers whether they would value new or existing
elements of their bills

We tested several types of new and existing bill content designed to meet the Australian Energy Market Commission’s (AEMC) billing objectives. After giving
respondents an opportunity to engage with the bill content (through a randomised controlled trial), we asked a follow-up question to find out whether they agreed that
they would value this information on their own energy bill. The graphics below show that a large majority of respondents strongly, moderately or slightly agreed that
they would value this information.

Percentage of respondents who said they would value having items on their bill
Respondents were asked “To what extent do you agree/disagree with the following statement: | would value having [insert bill item] on my bill”

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
Strongly agree Moderatelyagree Slightly agree Neutral Disagree
@ eestorer IEEEE N D T T N

W

Reference price  |NE- Y I " A T I TR EY
| ¢  Plansummary [T D DT T

genchmar TS AT S S I

- '
¥ sotar' TR AT "N S T2 NI
L4

[]
* Of consumers who have solar energy.

' Caveats: 1) stated preferences do not always match actual preferences. 2) The percentage for each group may be affected by responses
B=TA from ‘non-genuine’ participants. 11



C. Bill simplification: length, layout and definitions




How we developed
well-designed prototype bills

We drew on previous research and key behavioural
insights principles to design prototype bills.

We used a prototype ‘simple bill’ that had we developed during previous
research on energy billing (BETA, 2018) as the starting point for testing
the impact of length and layout.

Our previous research included:
* areview of the literature,

» focus groups in which participants compared three existing electricity
bills, answered semi-structured questions, and designed their ideal bill,

 user testing, including eye tracking of a range of designs and checking
comprehension, and

 testing a subset of the designs through a framed field experiment.

We also applied BETA's ‘WISER framework’ for improving government
forms to the updated bill designs (BETA, 2020) .

B=TA

S

Key design principles applied to energy bills

Language

Use conversational language and plain English, aiming for a
year 7-8 reading level. Remove jargon or technical terms where
possible.

Presentation
Make the bill visually attractive. Use a combination of text,
diagrams and tables.

Salience

Include key information on the front page. Only include one
graphic for the ‘amount due’. Use boxes and bold sparingly to
highlight key information.

Structure

Group the bill contents into common themes (e.g. how to pay,
understand your bill, understand your plan). Order information
carefully and draw out key facts.
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We tested the length and layout of well-designed bills

We designed four bills which varied in length, layout and the number of additional elements on the bill.

The ‘simple bill’ from our previous research (BETA, 2018), was the starting point for all 4 bills developed for this trial. To design a ‘comprehensive bill’, we reviewed

many bills in the market, and drew on key ideas from our literature review and from stakeholder submissions. The ‘basic bill’ was stripped back to minimum essential
information.

In all the bills tested, we set out to make the information as clear and as easy to understand as possible, based on principles established in the existing literature.

Thus, we tested well-designed prototypes, not genuine bills. Each bill element was kept constant across designs so we could isolate the impact of specific changes to

bill length or layout. In subsequent trials, we tested the impact of including individual elements (such as a plan summary) or we tested variations in the design of that
element (such as the past usage chart).

Respondents were randomly assigned to view one prototype bill — described below — and were able to refer to it to answer a series of comprehension questions.

@@ @ @ E

Comprehensive bill (2 pages) Structured comprehensive bill Email-style bill Basic bill (2 pages)
Similar to many existing bills over (3 pages) Main bill contains same content as Only contains information necessary
two, densely packed pages. Same content but with headings, first two pages of Bill 2 in long email to enable payment, a table showing

more white space, and a “home format. The additional information in how the bill was calculated and key
energy report” on the third page (this the “home energy report” is available contact details (omits plan summary,
drew together all the information via a clickable link. definitions, best offer and home
about energy consumption, solar energy report).

exports and benchmarks).

B=TA



Bill 1: Comp

Total

energy O

used

Usage
discount

Peak
timing

B=TA

rehensive

‘ EnergyCo

Azcount holder: Abce Wilkams

Account number: 51932
Issue date 1 April 2021
For supply at:

13 Bridge Road, Carlingford NSW 2118

Your electricity

O—

Understand your plan

Your plan
EnergyCo Simple saver
Contract expires 1 June 2021

15% usage discount (applies to
peak and of-peak usage charges
only)

Rates

$1.02 per day supply charge

20 cants per KWh peak usage
(8am-10pm)

13 cents per kWh off-peak usage
(other times)

@ cents per KWh paid to you for
solar axports

e e

466+

used in 31 days

This bill covers
1 Mar 2021 - 31 Mar 2021

Could you save
money?

We have identified a cheaper plan
for you

You could save $81.45 a yearby
moving o our

EnergyCo

Super Saver Plan.

To move plans, call us on 13 88 27

© www.energyco.com au

@ Enquires

13 66 27

Your bill

$95.41

owe 27 April 2021

Usage discount 15% —
You saved $18.23 off this bill

Technical terms

1 kWh (kilowatt-hour) is about
as much power as using a laptop for
a whole day.

Your usage is any electricity that
you have paid for. It does not include
any of the solar power that you used
yourself,

Your solar exports are the

¥ you scid to the grid. They

ergote ay au

To look at other plans avaiable for
you in the market, go to
energymadeeasy.gov.au

don't include the amount of your
own solar energy that you used
while the sun was shining

Your supply charge is a fixed
dady fee that keeps you connected

ta the electricity grid, and keeps
Power coming o your home.

-0

-0

bill (control group)

Report

O emergency

NMI O-

Amount &
due date

Discount
applied

BPAY

Yourplan  Simple Saver
NI 2043789153
From 1 March - 31 March 2021 (31 days)

Blectricity charges based on actual meter read

Payment Assistance
[=REIRET]

Help us 1o help you_ I you are
naving dificulty paying your
account. please contact us o
AIBCUEE PAYTIEN ABEILINCE

Intarpretar Sarvice
Canin 45

Servizio Irterprab
Dich Vi Thilng Mgan

Average daily electricity usage

and solar exports

40

a8
P
HE
i
Qg_i:-)

0
SEERBBE888
§eascaasg g
153538838 z:;%

AvErage COU par aay. 5156

GrEENMOUSE GOS8 EMISEIONS for March: 0.4 Tonnes

DIRECT DEBIT
Calluson 131 131 k0
St up 3 Jirect cete.

DIRECT
Debit

P

MAIL
Make your chegue
payabie to EnergyCo and
post 1o PO Box 412, East
Ricnmond 3121

PAY

O

details

B s T

PAY IN PERSON

Py by cash, EFTROS
ue & 3y

Ausiralla Post Ofce

Peak usage 19508 20180 381kWh  S0.29MWh 511040 ,.."::._.

Off-peak usage 10008 10003 B5KWh  $0.13%Wh $11.05 Yenym nspesrasn

15% usage discount 51823

Supply charge (for 31 days) $1.020day $31.62

O S| g st serve

GST $13.40

Selar experts 8174 §763  -589kWh  $0.09kWh -$53.01

Total bill $95.41 Conceaslon Information
You may be elgitie for NSW

Government Energy of Life
Support rebates - Cal uk o0
13 83 14 for detalls

How your usage compares to
similar households

Yoo o 1 H P s

Household size (number of pecpie)

- B R

Fiowat-hours (daly average)

This Information has been provided 10 Neip yOu Compare your
electricity use with he average household In your FOsIco0e
Your housenoid may vary Gue 12 INdIVIJL3| CRoUMEtances.

To B3 Gut Mok A0t Baving ENergy vist
ENErgYMAGHEIEY S0V

BY PHONE
Call 138 675 1o pay by Visa,
Mastercars and Sankcard
{up 10 51500 per cim),

Biler Coge: 333 Biller Code: 3456

Fief No 351832 Ref Mo 351532

Contact your participating billpay | Call 131 816 %o pay

Financlal institution for *1 oy credit carg or go o

nformation on BRay. wWww.postbilipay. com.au
10 pay on e Interne




Bill 2: Structured comprehensive bill (3 pages)

‘ EnergyCo

Account holder: Alice Wilkiams

Account number; 351932

Issue date: 1 April 2021

For supply at: 13 Bridge Road, Carlingford NSW 2118
Your electricity

466w
used in 31 days
This bill covers
1 Mar 2021 - 31 Mar 2021
How to pay

PAY IN PERSON
Fay by cash, EFTPOS

@) omecroan

Caluson 121 1%

DIRECT g cabll of cheque at any
Debt 5elupadrectdebit asiraia Fost Oice

MAIL . Biller Code: 333

R Mo 351932

c = Make your chegue

Y payabie %2 EnengyCo and Contact Beipatin

¥ \/ postio PO Box 212, East r.wam ’:or 2
*  Richmond M21 PAY Infarmaton on BOay.

gy e

e WWW.energyco.com.au

® s 13 T4 90

13 66 27

Your bill

%95.41

oee 27 April 2021

Usage discount 15%

You saved $18.23 off this bill.

- BY PHONE
= Call 138 E75 to pay by Visa,

\In=  Mastercard ana Bankcara
— {up % 51500 per bl

Blller Code: 3456
R No 351602

Call 131 815 1o pay

by credlt card or go 10
waw poatbliipay.com.au
to pay on e nlemet.

Understand your bill

Electiricity charges based on actual meter read

Yourplan  Simple Saver
NMI 2043789159
From 1 March - 31 March 2021 (31 days)

Need help?

Payment Asslstance
Canm

Hep Lt 1o help you. If you are
having dificutty paying your
BcooUnt, please contact us o
CISCUSS payment assslante.

Interprater Sarvice
Cal 131 45

Sarvizio interpros
Dich Vy Theag Ngtn

Understand your plan

Your plan

EnergyCo Simple saver
Caontract expires 1 June 2021
15% usage discount (applies fo
peak and off-peak usage charges
only)

Rates

$1.02 per day supply charge

20 cents per kWh peak usage
{8am-10pm)

13 cents per kWh off-peak usage
(other times)

@ cents per KWh paid to you for

solar exports

gy e

Could you save
money?

We have identified a cheaper plan
for you

‘You could save $81.45 a year by
maving to our

EnergyCo

Super Saver Plan.

To move plans, call us on 13 88 27
of go 1o WWW.energyco.com.au

To lock at other plans avalable for
you in the market, go to
energymadeeasy.gov.au

JEE
Peak usage 10808 20189 221 kWh  SD.200%Wh 11040 e i
- Yeryrn napesoyrea

Off-peak usage 10008 10083 B5kWh  30.13%Wh $11.05

15% usage discount $18.23

Supply charge (for 31 days) $1.02day $31.82
Hearing Impalred Service

Sub-total $134.93 31 1300 368 538

GST $13.49

Sclar expons 8174 are3 -580kWh  30.09%Wh -5$53.01

Total bill $95.41 Concesalon Information
You may be eligitie for NSW
Gavemment Energy o Lite
Support redates - call us on
13 B3 14 for getals

Technical terms

1 kWh (kilowatt-hour) is
about as much power as using a
laptop for a whole day.

Your supply charge isa
fixed daily fee that keeps you
connected fo the electricity grid.
and keeps power coming to your
home.

Understand your energy footprint

Average daily electricity usage and solar exports

Your usage is any
electricity that you
have paid for. It does

§ 'g' . not include any of the
2 s 25 Solar exports solar power that you
Eg20 used yourself
g £1s
=0 o Energy uso Your solar
; YURAIE  axpOrts are the
- electricity you sold to
0 R RRRRRRIRRE & the grid. They don't
s 8 g 8 8§ ﬁ ﬁ E 8 8 E g % |rfclu‘.de the a:lo\:m
RESERRREREER i

How your usage compares to similar households

15
m I I
E I
]
You 1 2 3 4 5+

Household size (number of people)

Kilowatl-howr's (dally average)

gy i

energy that you used
while the sun was
shining.

Total usage per day: 15.0 KWh

Solar exports per day: 19.0 kWh

Average cost per day: 53.06

Greenhouse gas emissions for March: 0.4
Tonnes

This information has been provided to help
you compare your electricity use with the
average household in your postoode. Your
household may vary due to individual cir-
cumstances.

To find out more about saving energy visit
energymadesasy. gov.au
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Bill 3: Email-style bill (with link to further information)

®
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Email bill that
participants
received.

Screenshot showing the
link to the Home Energy
Report beneath the ‘email
bill’.

The attachment
that participants
received (when
they clicked on the
relevant link).

®

B wwnergyescom au

car 136627
O BRE

‘ EnergyCo

Your slectricity “four bill

466+ $95.41
used in 31 days e 3T Aped 2021
ThatE s g S e 15%
[ttt You st 53 5

How to pay

Understand your bill

T R ——
o v
From 8 Barch - 31 Mareh 2921 (31

[ oo e PE s wmem  an

Your plan Could you save Technical terms
money?

©

If you need more
information, click on the link
below to download Alice's
Home Energy Report that is
attached to her bill.

Home Energy Report

"How much electricity did | use
this bill?"

466 kWh

Understand your energy footprint

Average daily electricity usage and solar exports

40 Your usage is any
3 electricity that you
a have paid for. It does
g ; . not include any of the
Be = Solar exports  $0lar power that you
Eg20 used yourself
“ gy usage Your solar
" eXports are the
electricity you sold 1o
o

the grid. They don't

R R ARRERBRRBERABARasa &

SRERES 888 RR8 RS Tl
T 3 £ 3 B & T 2 op £ & % of your own solar

F 22353 80225835883

energy that you used
while the sun was
shining.

How your usage compares to similar households

ta
&

15

Klowatt-hours (dally average)
&

5

Total usage per day: 15.0 kWh

Solar exports per day: 19.0 kWh

Average cost per day: $3.08

Greenhouse gas emissions for March: 0.4

Tonnes

This information has been provided 1o help

you compare your electricity use with the

average household in your postcode. Your

household may vary due to individual cir-

cumstances.

To find out more about saving energy visit
Yeu 1 2 3 4 54

energymadeeasy. gov.au

Househald size (number of people)

i o e




Bill 4: Basic bill (2 pages with limited content

What’s in and what’s out?

The basic bill retained essential information:

* How much, when and how to pay
* The detailed charges table
* ‘Need help?’ contact details

The basic bill did not have:
* The plan summary

» Past energy usage, benchmarks or solar exports

e The ‘best offer’
« Definitions of technical terms

Understand your energy footprint

Average daily electricity usage and solar exports

‘ EnergyCo

Account holder:
Account number:
Issue date:

For supply at

Alice Williams
3me32
1 April 2021

13 Bridge Road, Carlingford NSW 2118

P
r/ "
i A i Wi
o L e
)_33 Your sclar
N ST A exporis s e
ETIEEELRY ’ 3 @:derstand your plan
INNEREEFY £
Your plan
EnergyCo Simple saver

Contract expires 1 June 2021
1% usage discount (appiles o
peak and of-peak usage charges
only)

Rates

$1.02 per day supply charge

20 carts par KWh peak usage
(Bam-10pm)

13 cents per KWh of-peak usage
[othver timas)

© cents per kWh paid to you for
solar gxports

Could you save
money?

We have icentfied a cheaper plan
for you

ou could save $81.45 a year by
L

EnergyCo

Super Saver Plan.

To move plans, call us on 13 83 27
£ g to Wikw.energyCo.com au

To look at other plans avalable for
Yeu i the market. go ta
energymadesasy.gov.au

Technical terms

1 kWh [kilowatt-hour) is
about & much power as using &
laptop for a whole day

Your supply charge s s
fixed dadly fee that keeps you
connacied 1o the slectricity grid
and kesps power coming to your
heene.

How to pay

@

DIRECT
Debit

e

DIRECT DEBIT
Caluson 131 13100
542 Lp 3 SIrect debit.

MAIL
13 your CPEgue

able 5o Ene Coand
pp?l:u 20 sex 212, £ast
Ricbmand 3121

Your electricity

466+

used in 31 days

This bill covers
1 Mar 2021 = 31 Mar 2021

PAY IN PERSON

Baer Cooe: 333

Fief o 351932
Conkact your participating
Financial insihution for
Infarmaton on BRay.

2l
2|

© wwwenergyco.com au

e 1366 27
@S&m 13 74 90

Your bill

$95.41

oee 27 April 2021

Usage discount 15%
You saved $18.23 off this bill

BY PHONE
Call 134 £75 to pay by Visa,
L= wastercard ang Bankcars

e {up 2 S1500 per bl

Bl Code: 34858
Fef No 351932
billpay | Call 131 815 % pay
By credt card of Qo o
ww posibilipay.com.au
10 pay o Me lemet

Understand your bill
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In a well-designed bill, the overall length and layout isn’t a big
barrier

Respondents were able to refer to their bill to answer 9 questions that tested: -
% correct bill comprehension

« comprehension of payment information (amount, date, payment methods),

70
»  ability to correctly identify important details (NMI, contact numbers),

« understanding of how their bill was calculated. 60
50
For all 4 bill designs, respondents were about equally likely to find the correct
answers. This was true regardless of whether the bill design was: 40
* re-structured to add more white space, —
* shortened by removing additional content,
20
« arranged in a commonly used format in the market, with a link to more
information. 10
The scope of this research did not include testing genuine bills used by energy o

retailers. We reviewed many bills in developing the trial design however testing a o Structured Email Basic
handful of genuine bills would have had limited value given that retailers have created (control) comprehensive
many different versions. Furthermore, without some standardisation of presentation, if
different bills had performed differently, it would not have been possible to determine
what bill attribute caused it to perform better than others.

Percentage of respondents

Note: We will include the results of a range of secondary outcomes in our final report,
to be published later in the year.

Caveats: 1) We designed our survey experiment to attempt to mimic a real-life situation. Nonetheless, respondents’ comprehension in
an online survey setting may be different from energy consumers’ comprehension in real life.

B=TA 2) The percentage for each group may be affected by responses from ‘non-genuine’ participants however, the differences between
these groups are robust to any such responses.



Why didn’t the shorter bill perform better?

Our literature review concluded that several factors contribute to cognitive
overload when reading energy bills: consumers’ low energy literacy, complex
and inconsistent language, large amounts of information, and confusing
layouts.

And yet the shorter ‘basic bill performed no better than the others — and
perhaps worse on questions related to understanding how the bill was
calculated (see table).

So why didn’t the shorter bill perform better?

» Shorter is not always simpler. Some additional explanatory information can
make a bill easier to understand.

» All layouts drew attention to key information, such as by putting the amount
and due date in a bold circle. Even on the longer bills, this information was
still easy enough to find in our prototypes.

These results suggest that a bill that incorporates sound design principles can
vary (within a reasonable range) in terms of content and length without
compromising comprehension and causing information overload.

B=TA

Key action

Able to pay

=

Metric

Amount
Due date

BPAY code

Results

In all four groups, correct
responses ranged from
77%-79% on average.

Able to find o Discount applied In all four groups, correct
key details responses ranged from
¢ Phone number to 70%-74% on average.
report emergency
Able to e  Total kWhused Comprehensive bill

understand . U di { performed best (50%
how bill was sage discoun correct); Basic bill
calculated . Timing of peak/off- performed worst (42%).

peak periods
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Small friction costs, like clicking a link, are a big deterrent

All bill designs other than the ‘basic bill’ contained information on: past
energy usage, energy benchmarks, and solar exports. This information
was presented in the following formats:

« The Comprehensive Bill (#1) had these charts embedded on page 2
among other information (a common way to present this information).

* The Structured Comprehensive Bill (#2) had larger charts on page 3
with the heading Understanding Your Energy Footprint.

+ The Email-Style Bill (#3) had a link in the bill prompting respondents to
‘Click on the link to download the Home Energy Report’.

For these three bills, we asked respondents additional comprehension
questions about their energy usage and energy generation (solar exports).

We found no differences in comprehension about energy usage or solar
exports between the two comprehensive bills. However, the Email-Style
Bill with the clickable link performed substantially worse on this
measure (21-22 percentage points lower than comprehensive bills, which
contained identical information). This is because only 15% of respondents
in the Email Bill group clicked on the link to download the Home Energy
Report.

on a link in an online survey setting may be different from that of energy consumers in real life. 2) The percentage for each group may be

Percentage of respondents

S0 % correct bill comprehension (energy usage and generation)

40
Note: the

30 basic bill did
not provide
any energy

20 usage, solar
exports or
benchmarks
data so was

10 excluded
from this
test

0

Comprehensive (control) Structured Email Basic

comprehensive

' Caveats: 1) We designed our survey experiment to attempt to mimic a real-life situation. Nonetheless, respondents’ willingness to click
B=TA

affected by responses from ‘non-genuine’ participants however the differences between these groups are robust to any such responses.
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Including a definitions box did
not improve comprehension

We used plain English wherever possible in the energy bill.

However, some technical terms were hard to replace so we tested the impact
of adding a box with plain English definitions for:

» ‘Kilowatt-hours’

‘Solar exports’

‘Supply Charge’ and
» ‘Usage charge’ (or ‘energy usage’).

We explicitly tested definitions twice, adding them to plan summaries and to
home energy charts to see if they boosted comprehension.

We found no positive impact of including a definitions box on
comprehension.

This result was a surprise as we asked a series of comprehension questions
that should have been easier to answer with clear definitions. If anything, our
results suggested the group who received definitions may have performed
worse on these questions. We are unsure why this might be.

We sought to select the appropriate technical terms and provide clear
definitions but we are open to the possibility that different definitions may have
yielded a different response.

B=TA

Electricity charges Based on actual meter read

Your plan
NMI
From

Simple Saver
2043789159

1 January — 31 March 2021 (90 days)

Previous Current Electricity Charges

Reading Reading (kilowatt-hours)
Peak usage 19808 20751 943 kWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports | 7942 8763 | -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50

Plan name

1 June 2021

Usage discount

EnergyCo Simple Saver

Contract expiry date

15% (applies to peak and off-peak usage charges)

Rates

$1.02 per day supply charge

29 cents per kWh peak usage (6am-10pm)

Your plan information

13 cents per kWh off-peak usage (other times)
9 cents per kWh paid to you for solar exports

You could save $81.45 a year by moving to our

To move plans, call us on 13 66 27 or go to www.energyco.com.au

EnergyCo Super Saver plan.

To look at other plans available for you in the market, go to energymadeeasy.gov.au

Could you save money?

We have identified a cheaper plan for you.

Some definitions to help you understand your bill

1 kWh (kilowatt-hour) is about as much power as using a laptop for a whole day.

Your solar exports are the electricity you sold to the grid. They don't include the amount of your own solar
energy that you used while the sun was shining.

Your usage charge is any electricity that you have paid for. It does not include any of the solar power that you
used yourself, which has probably saved you from buying a lot of energy.

Your supply charge is a fixed daily fee that keeps you connected to the electricity grid, and keeps power
coming to your home.




D. Bill comprehension: how the bill is calculated




Plan summaries made it easier to understand
your plan (but not to choose the best deal)

Energy plans have many different characteristics—such as peak and off-peak hours, rates, supply
charges, and discounts. Understanding these characteristics is important for understanding how the bill
was calculated, and how consumers might optimise their energy usage. For example, the breakdown of
charges usually states the peak and off-peak usage, but without knowing which times of day are peak or
off-peak, it is difficult to know how to reduce your bill in the future.

We added in
a summary

In the Australian energy market, few retailers include plan details on the bill. Some include the plan name
but others do not even include this.

We designed a brief summary of plan characteristics that set out: the plan name, contract expiry date,
details of the usage discount, and details of the rates (including the times and rates for peak and off-peak
charges).

We found that a plan summary helped consumers to better understand how their bill was
calculated. Specifically, a higher proportion of respondents who saw the plan summary (62%) correctly
understood the time of peak and off-peak periods (specifically, that midnight was off-peak and 8pm was
peak) compared to those who did not (53%).

We showed
two alternatives

We did not find evidence that a plan summary helped respondents choose a better deal. We asked
respondents to compare three plans: their own bill (either with or without a plan summary) plus two

alternatives drawn from the Energy Made Easy website, both of which were lower cost. However,
respondents who saw a plan summary were no more likely to choose a better deal. We suspect this is
because Energy Made Easy already simplifies plan comparison by prominently displaying what the bill
would have cost under each plan. In this sense, respondents are not disadvantaged when comparing to
other plans through Energy Made Easy.

B=TA

Electricity charges Based on actual meter read

Simple Saver
2043789159
1 January - 31 March 2021 (90 days)

Your plan
NMI
From

Previ

1 Electricity
Reading (kilowatt-hours)

20751 943 kWh
10447

Reading
19808
10008

Peak usage $0.29/KWh $273.47

Off-peak usage 408 kWh $0.13kWh $53.17

-545.00
$91.80
-573.89
$295.55
$36.94
$332.50

I Your plan information

Plan name Rates

EnergyCo Simple Saver $1.02 per day supply charge

29 cents per kWh peak usage (Gam-10pm)

13 cents per kWh off-peak usage (other times)
9 cents per kWh paid to you for solar exports.

15% usage discount
‘Supply charge (for 90 days) | $1.02/day
T2 B763 -821 KWh ] $0.09kWh
Total new charges
GST
Total bill

Solar exports

Contract expiry date
1 June 2021

Usage discount
15% (applies to peak and off-peak usage charges)

Verve Energy Fstimated p
Ultra low rate plan ?_50
Price summary Time of use charges
aaaaaaaaaa g\et. o
Dy“amiG E“ ergy Estimated price
uuuuuuuuu 280-
Flat rate ey I
plan =




Existing charges table performed as well as our re-designs

The detailed charges table is an important bill feature.

Charges tables typically include the number of units of energy consumed (e.g. days or
kilowatt hours), price per unit, and the total amount for the bill. This is usually found on

page 2 of a bill. Electricity charges Based on actual meter read

In our review of existing bills, detailed charges tables were relatively similar across )
. . . .« ) . Your plan Simple Saver

different retailers. A previous study found that their “reengineered bills outperformed - 2043789159
currently in-market ut.ility bills on numerous key metrics of clarity and fluency” in From 1 March — 31 March 2021 (31 days)
research for the Ontario Energy board (BEworks 2016).

. . . . . . Previous Current Reading Electricity Rate Charges
We tested several designs, two of which were inspired by the BEworks design, against Reading (kilowatt-

. o . . h
a version that looks similar to many designs currently in the market. ours)
) . ) . Peak usage 19808 20189 381 kwh $0.29/kWh $110.49

We four)q that the alternative detailed charges tables failed to materially outperform r— 10008 10093 P AT T
the familiar ‘invoice-style’ table. Consumers did not rate the new versions easier to D e e
understand, nor were they able to answer the comprehension questions more p—

o ge discount -$18.23
accu rately' Total charges for electricity usage (after discount) $103.31
In part, this was because respondents who saw the invoice-style table already had a Supply charge (for 31 days) $1.02/day §31.62
high level of comprehension. Three-quarters of thes_e respondents were able to verify — 2042 5763 521 KWh 50 097K 2547
the amount of the supply charge and to rate the detailed charge breakdown as easy to
understand Total new charges $109.46

GST $13.49
different pricing models currently available in the market.

One challenge is to create a design that is flexible enough to be adapted for any of the
2

B=TA



E. Bill comprehension: switching and market engagement



Testing switching behaviours
and market engagement

We tested the impact of two features on switching behaviours and
market engagement, but with differences in methodology

The AEMC final determination specifies that billing information should enable small
customers to “compare their customer retail contract with other energy offers
available to them”.

We used different methods to test how providing ‘best retailer offer’ and ‘reference
price’ information on a bill could impact consumers’ intentions to engage in switching
behaviours.

Best retailer offer

For the ‘best retailer offer’, we tested if adding information about
cheaper plans available from their current retailer prompted participants
to think about comparing or switching plans.

Reference price

For the ‘reference price’, we tested if adding information comparing an
existing plan to the market reference price would increase participants'
intention to shop around.

Methodological differences

We used different measures to evaluate the impact the best retailer
offer and the reference price.

For the best retailer offer, respondents were asked an
open question seeking suggestions on ways to reduce
energy costs or save money on their electricity, and they
could write in any free-text response.

For the reference price, respondents were asked whether
the information about the reference price would lead them
to: shop around for a better deal, stay on their current
deal, or feel unsure.

Consequently, it is not possible to make a direct comparison
between the two sets of results.

However, the differences between groups within a trial (e.g. the
difference between ‘best offer’ and ‘no best offer’, or between ‘equal
to reference price’ and ‘below reference price’) remain reliable
estimates the impact of those features.



[

Electricity charges Based on actual meter read

‘ - , Your plan Simple Saver
€ adaded a pest retalier otrer
From 1 January - 31 March 2021 (90 days)
Previous Current Electricity Rate Charges
Reading Reading (kilowatt-hours)
Paak usage 19808 20751 943 kWh $0.28/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13kWh $53.17
We added information telling consumers about cheaper plans available from their oy ) e
Current reta”er_ Solar exports | 7942 8763 821 kKWh $0.09/kWh $73.89
Total new charges $295.55
The ‘best retailer offer’ was included in a box entitled ‘Could you save money?’ along o —
with a statement of how much money could be saved, and an encouragement to
compare with other plans in the market by visiting the Energy Made Easy web site.
. . . . . We have identified a cheaper plan for you.
We wanted to know whether seeing this information would make people more likely to You could save $81.45 a year by moving to our
. . . EnergyCo Super Saver plan.
ConSIder SWItChIng plans To move plans, call us on 13 66 27 or go to www.energyco.com.au
. ¢ . y . . . Tol r plans available for you in the market, d GOV
We tested the impact of the ‘best retailer offer’ in two different ways: S EEE—— @
» A control group of participants saw the detailed charges table and plan summary,
while another group saw these along with ‘best offer’ box (Group B) @ EnergyCo 8’”’3230?
* A control group saw a bill prototype with no best offer (the basic bill), while three
other groups saw various bills all containing the best offer message but placed in
varying locations (Group A) pubneiyd

Respondents were asked an open question seeking suggestions on ways to save
money on their electricity (Group B) or reduce energy costs (Group A) and could write
in any free-text response.

466+

used in 31 days

e Suncmare 15% Average daily slectricity usage How your usage Compares 1o
M 200 - 34 M 2031 Vs srved §HLE off this bill U — simelas households

- - -
i W e
Under: an e 4 . o i,
e %, e §
’ Could you save Technical terms o N oy 5.
moneVs : i : = 1l
R i - 1RjRigRafangd -
- senesge o a8 sy . -
- . ; . -

Wow e sttt 8 Chasgas psn
et a e

B=TA . T | -




The best retailer offer
increased people’s intention
to switch plans

The presence of a ‘best offer’ message on the bill substantially increased
the proportion of respondents suggesting the bill recipient should compare
their plan or switch to a better one. This was true in both trials.

Respondents were asked for suggestions to save money or reduce energy
costs. We coded responses as ‘comparing or switching plans’ if they
suggested:

» Calling the energy company to ask for a better plan or discounts, or
» Compare the plan with others in the market.

The best offer message was most effective (the effect was tripled) when it
was more prominent on the bill (Group B). But just having it somewhere on
the bill was enough to cause a substantial effect (Group A).

What other money-saving suggestions did people provide? This was an
optional question so around half the respondents did not provide an
answer. Of the remainder, most (other than those listed above) were:

» Suggestions to cut down energy use (the maijority)

» Suggestions to use more solar or off-peak energy, and use less at peak
times

74% of respondents said they would value best offer information on their
bill.

B=TA

Free text responses: suggesting ways to reduce
energy costs

¢¢ Change plans to the ¢¢ Perhaps go to a comparison ¢¢ Do the washing
one recommended site and see if she is using during off-peak
on her bill”’ the cheapest plan” times”
6 Try to use energy- 6¢ Use blanket instead 66 Use power more
saving lights” of heater. Watch TV when sun shining”

16

% of respondents
® o

N

0

in the dark”

% who suggested comparing or switching plans
(Group A: n=6,372. Group B: n=7,827.)
16

% of respondents
o N

IS

no best offer with best offer no best offer with best offer

Group A (whole bill focus) Group B (page 2 focus)

Caveat: The percentage for each group may be affected by responses from
‘non-genuine’ participants however the differences between these groups are
robust to any such responses.



We added a comparison to the

government ‘reference price’

The Reference Price and the Default Market Offer are Government
initiatives intended to lower energy prices and improve participation in the
market. They operate to set a cap on standing offers and to mandate a
consistent benchmark price for comparisons.

While not meant as a proxy for the average market price, the aim of the
reference price is to make it easy for consumers to compare different
electricity plans and prices. In particular, when retailers advertise their
electricity plans, they are required to show how it compares to the
reference price.

We added a comparison to the reference price to the first page of the bill,
depicting plans that were below, equal to or above the reference price.

We expect that adding the reference price to the bill would make it easier
for consumers to quickly compare their current plan with advertised plans
however we were unable to test this.

Instead we tested how consumers’ stated intention to shop around
changed depending on how their plan compared to the reference price
(above, equal to or below). This is a different method to that used to test
‘best offer’ as we asked people explicitly whether they would shop around
for a better deal. This means the proportions saying they would switch
should not be compared between ‘best offer’ and ‘reference price’.

B=TA

Your electricity

567«Wh

used in 30 days

This bill covers

Your plan

Simple
Saver

Equal to

Your bill

$157.40

oe 27 May 2021

Usage discount

1 April 2021 - 30 April 2021 15%
the Reference Price You saved 324 54 off this bl
set by Government*
Your plan Your plan Your plan
Simple Simple Simple
Saver Saver Saver
)90
5% more 1% less 22% less

than the Reference Price
sel by Government*

than the Reference Price
set by Government*

than the Reference Price §

set by Government®
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Including the reference price may prompt some consumers to

shop around

But the reference price could induce complacency for consumers whose plans are below the reference price

We tested the impact of including information that the energy plans was
equal to or below the reference price.

For plans equal to the reference price, 40% of respondents said they
would ‘shop around for a better deal’. But this proportion decreased for
those with a plan below the reference price.

It is possible that consumers who have plans below the reference price
will incorrectly interpret the reference price comparison as a sign they
are on a good plan, inducing complacency. However, we did not test this
directly so this remains a question for further research.

77% of respondents said that they would value having reference price
information on their bill.

Note: we also tested the impact of information showing an energy plan
that was above the reference price, and found an even higher inclination
to shop around. However, in reality, almost no consumers have such
plans so we have focused on the results for the other 3 groups.

% of respondents

= % who would shop around for a better deal

40

30

20

10

11% less than the reference  22% less than the reference

Equal to the
reference price price price

Caveats: 1) We asked respondents about their intentions to shop around however we know that people do not always follow through on

' these intentions. 2) These proportions are not directly comparable to those given in ‘best offer’ testing due to differences in the outcome
_ measures used. 3) The percentage for each group may be affected by responses from ‘non-genuine’ participants however the differences
B=TA between these groups are robust to any such responses.
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F. Bill comprehension: energy use and solar exports




Benchmarks tell you how you
compare to similar households

Energy bill benchmarks compare a consumer’s usage to the average usage
by households with the same number of people in the same postcode.
(Individual usage varies depending on individual circumstances.)

Electricity consumption benchmarks for residential customers are mandatory
for residential customer bills, and the first benchmarks were published in 2011.

Our literature review found mixed evidence on the effectiveness of
benchmarks on energy bills. Several studies have found they are effective
at reducing energy consumption when delivered through an energy efficiency
report. However, it is less clear that this also occurs when benchmarks are
displayed on energy bills. Furthermore, it is possible that such benchmarks
can produce a boomerang effect, where low consumption consumers increase
their usage.

Energy retailers suggested that consumers generally do not like the
benchmark charts because they have “caused unnecessary consumer
distrust, complaints and costs” (AGL, 2020). Ergon Energy (2020) describes
similar customer complaints about issues with the benchmarking graph and
claims that “each customer is unique and there are too many variables in a
household to correctly depict such information on a comparison graph”.

Consumer groups also suggested that consumers do not like peer comparison
charts (e.g. EWON, EWOV, EWOQ and EWOSA, 2020, p.5)

Retailers present benchmarks in a variety of ways so we designed 4 different
ways to present the benchmarks: a table, a chart, a detailed infographic, and
a simple infographic.

B=TA

Benchmark table

How you compare to similar households

How you compare to similar households

1 person household 8.27 kWh per day

2 person household 13.69 kWh per day

You 15.02 KWh per day

3 person household 16.70 kWh per day

4 person household 19.07 kWh per day

5+ person household 23.14 kWh per day

This information has been provided to help you
compare your electricity use with the average
household in your postcode. Your household may vary
due to individual circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au

Benchmark chart

-y
o

w

Kilowatt-hours (daily average)

You 1 2 3 4 5+

Household size (number of people)

o

This information has been provided to help you compare
your electricity use with the average household in your
postcode. Your household may vary due to individual
circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au

Benchmark infographic

How you compare to similar households

3 person

household
Your

household
2 person

household

16.70 kWh

15.02 kWh per day

13.69 kWh Sz

per day

This information has been provided to help you
compare your electricity use with the average
household in your postcode. Your household may vary
due to individual circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au

How you compare to similar households

You used more
electricity than
2 person
households

in your area

Your household may vary due to individual
circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au

Benchmark simple infographic
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Benchmarks helped consumers compare energy usage with
others (but all 4 benchmark designs performed equally well)

We tested whether benchmarks help consumers assess whether energy

usage was ‘higher than other people’. Respondents saw a prototype bill Percentage respondents who identified that
for a single person household and were asked to determine whether the usage was higher than other people
household’s energy usage was above, below or around average, as 50

compared to others.

The control group saw a historical usage chart but did not see a
benchmark. Of these, only 24% correctly answered that their 40
consumption was above average. This question had four options so this
reflects a pure guess. In effect, the control group allowed us to assess
whether comprehension improved for those who saw the benchmark. 30
Consumers who saw a benchmark were more likely to determine
that the energy usage was ‘higher than other people’. They were also
more likely to attribute an expensive bill to high usage, rather than an -
expensive plan or a mistake. In addition, 72% of respondents who saw
benchmark information reported that they would find this information
valuable on their own bills. 1
BETA also tested different benchmark designs but we did not find
evidence that one design outperformed the rest.

0

Note: We will include the results of additional outcome measures in our

% of respondents
o

o

) . i Control group Benchmark table  Benchmark Benchmark Benchmark
final report, to be published later in the year. column chart infographic simple
infographic

N ' Caveat:The percentage for each group may be affected by responses from ‘non-genuine’ participants. (This may partially explain the
B=TA apparently low accuracy rate of 42-45%.) However the differences between these groups are robust to any such responses. 34



Energy usage and solar
exports

We tested standalone electricity usage charts and
some that were merged with solar exports.

The AEMC final determination requires bills to enable small
customers to easily understand “their energy consumption and
production, and related costs and revenue, to assist with using
energy efficiently; comparing their retail contract with other energy
offers available to them; and considering options for energy supply
other than through the distribution system.”

Past energy usage (consumption): Charts showing electricity
use over the past year (usually 13 months or 5 quarters) are a
familiar element of electricity bills. The seasonality of energy use
means that usage charts help consumers to understand why their
bills go up and down from one billing period to the next, and to
track if it has gone up or down, relative to the same time last year.

Solar exports (generation): Bills typically contain very little
information about solar exports even though 31% of survey
respondents (and a similar proportion of Australian households)
have solar panels. Bills usually just show the total number of
kilowatt-hours exported to the grid for that billing period (not
including self-consumption). More efficient self-consumption of
solar has the potential to reduce bills and pressure on the grid at
peak times.

B=TA

Average daily electricity usa

ge and solar exports

verage daily electricity usage

[}

II".II"

MayJun Jul Aug Sep Oct NovDec Jan Feb Mar AprMay
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Average daily slectricity usage
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Average dail ectri

May 20 278
Jun 20 338
Jul 20 367
Aug 20 303
Sep 20 28
Oct20 185
MNew 20 14.7
Dec 20 134
Jan 21 a4
Fob 21 28
Mar 21 204
Ape 21 229
May 21 28

Average daily electricity usage and solar e:

Solar expors
Kilowatt-hours (average daily)

Electricity usage
Kilowatt-hours (average daily)

40 20

May 20 | Same time last year
Jun 20
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Nov 20
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Feo21 [
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Past energy usage:
most charts worked
equally well

BETA tested several versions of a typical 13-month energy
consumption chart. Several versions were combined with
solar generation data.

We tested comprehension using four multiple choice
questions looking at:

* month-on-month comparisons,

* seasons of peak usage,

» expected patterns, and

» comparisons to the same time last year.

Most designs performed about the same, although the
combined bar chart (number 4) appeared to perform worse
than the others.

We tested different types of solar charts, each showing seasonal variation in a way
that mirrors the 13-month energy usage chart. We depicted the solar generation
information in a table, a bar chart, or a line chart. We also varied whether the
information was combined with their past energy usage, or sat adjacent to it.

In this trial, we did not include a pure control group (with no information on solar
generation). Had we done so, the control group would (at best) only have been able to
answer one of the four questions, and even then it would have been complicated.

We did not find evidence that the manner of presentation (e.g. table or chart)
made a difference to the accuracy of respondents’ answers to 4 comprehension
questions. Respondents who actually have solar panels in their home were better at
answering these questions, scoring about 7 percentage points better than non-solar
customers.

87% of solar customers said that they would value this information on their bill.

Note: We will include the results of additional outcome measures in our final report, to
be published later in the year.
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G. Limitations and next steps



There are limitations to our research

We did our best to design our survey and the survey experiments to generate answers to the questions in our research plan. Nonetheless, like any
research, our studies have limitations that should be considered when assessing our results. These have been highlighted where relevant in the results

above.

Survey experiments Intentions vs Actions Reliability of self-reports Online survey panel
We ran experiments within a survey: We used a range of outcome measures At several points in our surveys, we We collected our sample through an
different respondents saw different but most assessed comprehension or asked people what they want to see on  online survey panel, where panellists
versions of the energy bill, and then intentions. Unfortunately, we know the an energy bill. While these 'self-reports'  regularly participate in surveys in return
compared their answers to questions comprehension and intentions alone do  are often a useful guide, sometimes for small incentive payments. This
about their comprehension or not necessarily lead to action - this is they may be misleading. For example, gives rise to two issues.
intentions. known as the 'intention-action gap'. when.tr;‘eople areina re_flectlzletr?tate First, some respondents will not have
The survey environment is different Nonetheless, intentions are a (?f Wi ?c survey gxfperlmte_n ) zy provided genuine responses. Although
from the real-world setting where necessary precursor to action so we 8 ter?I plre erl'Dmore n Io rmaldlon ?tn we attempted to remove clearly
people are likely to be juggling other typically assume that an increase in © a;. rll a IUS%; (;e.? -_\I/vor St? |ng,| q non-genuine responses, some will
activities and distractions when they intentions will lead to some (smaller) ?rga e:_ evels ot aetall sometimes lea remain. We do not expect this to
receive their bill. increase in action. O Inaction. change the main in this report but we

will conduct sensitivity analysis to
assess the impact, if any, of
non-genuine responses.

Consequently, the findings from survey

experiments will only generalise

imperfectly into the real world.
Second, although the sample is large
and diverse, it is not truly
representative of the Australian
population. In particular, it only includes
people who are online and willing to
regularly participate on online surveys.
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Next steps

This is an Interim Report prepared to inform the AER’s consultations on
the Billing Guideline. Accompanying this report are:

+ Aliterature review that BETA prepared earlier this year, and

* The pre-analysis plans we prepared prior to analysing the results of
the randomised controlled trials described in this report.

These publications are all available at:
https://behaviouraleconomics.pmc.gov.au/projects/improving-energy-bills

BETA will publish a full report later in the year. It will include:

* Analysis of ‘intention outcomes’ based on free-text survey responses
+ Survey results

» Subgroup analysis, and

+ Sensitivity analysis, including any variation due to non-genuine
responses.

It will also include appendices that include: the survey questions,
descriptive statistics, and the statistical analysis underpinning the results
in this report.
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https://behaviouraleconomics.pmc.gov.au/projects/improving-energy-bills
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Appendix: Bill designs



Group A: Trial 1 (Length and layout)

Trial 1 investigated whether the length and layout of the bill impacts comprehension. We used bills of varying lengths and
layouts to determine if providing additional information causes information overload.

Trial 1 had the following arms:

» Control (C) = Comprehensive bill

« Treatment 1 (T1) = Structured bill

« Treatment 2 (T2) = Simple email bill with link to additional information
« Treatment 3 (T3) = Basic bill with limited content.

B=TA
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ontrol (C) = Comprehensive bill

‘ EnergyCo

Account holder: Alice Williams

Agcount numbar: 351832

Issue date: 1 April 2021

For supply at: 13 Bridge Road, Carlingford NSW 2118

Understand your plan

Your plan
EnergyCo Simple saver
Contract expires 1 June 2021

15% usage discount (applies to
peak and off-peak usage charges

only)

Rates
$1.02 per day supply charge

20 cents per kWh peak usage
{Bam-10pm)

13 cents per kWh off-peak usage
(other times)

@ cents per KWh paid to you for
solar exports

et o

Your electricity

46647

used in 31 days

This bill covers
1 Mar 2021 - 21 Mar 2021

Could you save
money?

We have identified a cheaper plan
for you.

‘fou could save $81.45 a year by
maving to our

EnergyCo

Super Saver Plan.

To move plans, call us on 13 85 27
or go fo WWW.energyce.com.au

To look at other plans available far
you in the market, go to
energymadeeasy.gov.au

@) wwwenergyco.com.au

comee 13 66 27
S mrrences 13 74 90

Your bill

$95.41

vz 27 April 2021

Usage discount 15%
You saved $18.23 off this bill

Technical terms
1 kWh (kilowatt-hour) is about

© as much power as using a laptop for
awhole day.

Your usage is any eleciricity that

i you have paid for. It does not include

any of the solar power that you used
yourself.

Your solar exports are the
electricity you sold to the grid. They
don't include the amount of your
own solar energy that you used
while the sun was shining.

Your supply charge is a fixed
daily fee that keeps you connected

ta the eleciricity grid, and keeps
power coming fo your home.

Bleciricity charges based on actual meter read

‘four plan Simple Saver
NMI 2043789159
From 1 March — 31 March 2021 (31 days)

Payment &szlstance

Calian

Hielp us to help you. If you are

naving diMicutty paying your
count. please contact us to

discuss payment asslstance.

Intarpretar Sarvica

Call 131 4!
Sarvizio Inerprali

Ojen Wy Thiing Npsn

Peak usage 18808 20188 381 kWh  SD.29/Wh $110.42 e dasi

Off-peak usage 10008 10082 B5kWh  30.13%Wh $11.05 Yenyrn nepeson-uka

15% usage discount -$18.23

Supply charge (for 31 days) §1.02day $31.82

Sub-total 5‘3‘1_93 Hearlng Impalred Sarvice
Call 1300 358 536

GST $13.49

Solar exports B174 8763 -580KWh  $0.08kWh -553.01

Total bill £85.41 Concesslon Information

You may be engiie for NSW
Government Enargy or Life
Suppart rebates - cal us on
13 83 14 for detalls

Average daily electricity usage
and solar exports

How your usage compares to
similar households

a &5
= ¥
£gn g
@23 Solar AL
3 exork =135
?C;~ EXpOns g
e 1
280 —a— Energy 5
s vesgd 2

1
o B
cocsocoo08 8 - o £
podopooegEELdl ]
LR L LR LR
£5333335z:4883¢2
Total usage per day: 15.0 KWh

Solar exports perday: 19.0 kin
Average cost per day: 53.96
GreenNouse gas emisslons for March: [.4 Tonnes

(. DIRECT DEBIT

T Call s on 131 131 to
DIRECT
Debit Setupadirect debi.

MAIL -

“fou

[
3 4 5+

2

Househald size jnumber of peopia)

This Infarmation has been provided to NEP YOUu COMpPare your

slectricity uss with the avera
Your housahald may vary o

o Indlvidual clrcumss;

ehald In your

To fnd ot mare atout saving ensrgy visit
energymadeeasy gov.au

PAY IN PERSON
Pay by cash, EFTPOS
or cheque a any
Augtralla Post Oce

Blller Code: 233
Ref No 351832

Contact your participating

Make your chegue
payabiz to EnergyCo and
b postto PO Box 412, Sast PAY Financial Inssitusion for

Richmend 3121

et o

mformation an BFay.

(D
\1D

anh

BY PHONE

Call 138 675 1o pay by VIEa,

Mastercard and Sankcard
(U ta $1500 per il

Sllier Code- 3456
RefMo 351832

call 131 B15 to pay
by credlt cardor go to
www.postblipay.com.au
%0 pay on the Intemet

B=TA

45



reatment 1

T1) = Structured comprehensive bill

Account holder:

MaiL

Kizke your chaque
payable to EnergyCo and
post fo PO Box £12, East
Richmand 3121

53

et o

Alice Williams

Agcount numbar: 351832
Issue date: 1 April 2021
For supply at:
How to pay
G) DIRECT DEBIT
R Call us on 131 131t
BIMEST et up a rect debit

‘ EnergyCo

13 Bridge Road, Carlingford N3W 2115

Your electricity

46647

used in 31 days

This bill covers
1 Mar 2021 - 21 Mar 2021

PAY

PAY IN PERSON
Pay by cash, EFTPCS
o Cceque at any
Austraiia Fost CfMce

Blller Coge: 333
Ref No 351932

Contact your partieigating
Financial Institution for
Information cn BPay.

@) wwwenergyco.com.au

@ Enquires

13 66 27
Emergencies 13 74 gD

Your bill

$95.41

bue 27 April 2021

Usage discount 15%
You saved $18.23 off this bill

BY PHONE
Call 138 675 to pay by Visa,
Mastercard and Bankcard
{up t $1500 per bll).

Blller Code: 3456
Ref No 351932

Call 131 516 to pay

by credit card or go fo
wew.posibliipay.com.au
1o pay on e ntemet.

billpay

Understand your bill

Blectricity charges based on actual meter read

Your plan Simple Saver
MMI 2043789159
From 1 March — 31 March 2021 (31 days)

Need help?

Paymant Azalatanca
calEt

Help us o nelp you. If you are
having diflicuity paying your
account, please contact us to
OISCUES payment assistance.

Inferprater Sarvice
Call 13145

Servizia Intarprati
Dich Wy Théng Ngén

LESE
Peak usage 10EDE 20189 321 kWh  30.280%KNh 511042 e
= = Venyrm nepenogas
Off-peak usage 10008 10083 83 KWh  F013KWhH $11.05
15% usage discount -$18.23
Supply charge (for 31 days) 51.02/day $31.82
Hearing Impalred Service
Sub-total sikees Cal 1300 368 536
G5T §13.40
Sclar exports B1T4 a7e3 -538 KWh  30.09KWh -§53.01
Total bill §05.41 Concagalon Information

Understand your plan

Your plan Could you save
money?

EnergyCo Simple saver
Contract expires 1 June 2021

\We have identified a cheaper plan
15% usage discount {applies to for you.

peak and of-peak usage charges “fou could save $81.45 a year by

anly) maving to our
EnergyCo
Rates Super Saver Plan.

$1.02 per day supply charge

20 cents per kWh peak usage To move plans, call us on 13 86 27

(Bam-10pm) O 9O 10 WWW.ENENgYCo.com.au

13 cents per kWh off-peak usage
(other times)

@ cents per KWh paid to you for

solar exports

To look at other plans available for
you in the market, go to
energymadeeasy.gov.au

e st o

You may be eliginle for NSW
Govemment Enengy or Lite
Support repates - call us on
1383 14 for oelals

Technical terms

1 kWh (kilowatt-hour) is
: about as much power as using 3
laptop for & whole day.

Your supply charge is a
fixed daily fee that keeps you
connected to the electricity grid,
and keeps power coming to your
home.

Understand your energy footprint

Average daily electricity usage and solar exports

Kilowatt-hours
{dally average)

(S
B

m

Apr-2020
+2020
c-2020

May-2020

Dec

Mar-2020
O

Jun-2020
Aug-2020
Sep-2020
Mow-2020

Jan-2021
Feb-2021

Mar-2021

Your usage is any
electricity that you
have paid for. It does
notinclude any of the
solar power that you
used yourself.

Solar exports

Your solar
exports are the
electricity you sold fo
the grid. They don't
include the amount

“S—Energy usage

of your own saolar
energy that you used
while the sun was
shining.

How your usage compares to similar households

Kilowatt-howrs (daily average)

i

ta
=1

m

o

om

[}

You 1 2 2 4 5+

Housshold size (number of peoaple)

et o

Total usage perday: 15.0 kWh

Solar exports per day: 18.0 KWh

Average cost per day: 53 .98

Greenhouse gas emissions for March: 0.4
Tonnes

This infarmation has been provided to help
‘you compare your electricity use with the
average household in your postcode. Your
household may vary due to individual cir-
cumstances.

To find out mare about saving energy visit
energymadeeasy. gov.au

B=TA
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Treatment 2 (T2) = Simple email bill with link to additional
information

Understand your bill

Yourplan  Simple Saver

Your electricity

© e
. EnergyCo © o 136827

enerences 13 74 90

Your bill

Need help?

Payment assstancs

Electicity charges based on actusl meter read o us e you ryou e
g iy ayig you

Socoun, pess conactus
s paymrt s sance

5102 per cay supply charge

20 cants per kWh pask usage
(Bam-10pm)

12 cants per kIR of-pesk usage
(etrer tmes)

9 cents per kiWh paid fo you for

sotar axports

To moue plans. callus on 13 6627
rgo to winkenereyoo com au

Toook st other plans availabie for
you in the market go to
energymadeeasy.gov.au

ixed caiy fee trat kaeps you
connzctec ta the siscirciy grd,
and keeps powar coming to your
home.

B=TA

‘Aocount holder Aloe Wiliams

1932

Apri 202 B arhea e plen
For suppy at 3 8ridge Roao, Caringford NSW 2118

If you need more
information, click on the link

this bill?"

466 kwh

Understand your energy footprint

Average daily electricity usage and solar exports

Housshold size (number of people)

wemensnpen cu s

466 95.41 N ey
used in 31 days Sue 27 April 2021 35 ¥
a0 have paid for. It does
pg not include any of the
¢
This bil covers usage aiscount 15% E Solar exports solar power that you
20~ 51 e 2021 Vousaeta S ot i ] used yourseff.
g
3
Your solar
How to pay *—Energy usage  aynorts are the
5
- electricity you sold to
() EEmEn DL (e T L, c e e e oo th gric. They dor't
giEey S e, WS Bt REESEEEREESE G include the amount
e g P 3 e ohd :g of your own salar
e ey fore i 5 3 #5353 3 v 8 8 5% =
B =t e glfeke 2235380203848 32 energy that you used
) e e

while the sun was
shining.

H . How your usage compares to similar households
e o= — below to download Alice's y ge comp
Cument | Secicty .
S e o
= e - Home Energy Report that is
| Peak usage 19808 20188 361kWn  S0.29kWh S11048 i R
O e e oo mm  eskin sormkwn  stos| e 25
attached to her bill.
oy chrge (o3 et e, sie Total usage per day: 15.0 KWh
Subioal Tham| A see Salar exparts per day: 19.0 kWh
j i3 Average cost per day: 53.08
o R | [ Greenhouse gas emissions for March: 0.4
Total il sssa1 oncsssion nformation -
Youmayte eigoleor S H ome E nerg y R e po rt Tonnes
e e
S ===
w
ERT This information has been provided to help
Understand your plan ; you compare your electricity use with the
z average housshold in your postcode. Your
Your plan ﬁ:‘:::y‘;“ save Technical terms g = household may vary due to individual cir-
EnergyCo Simple saver 1 KWh (Kilowatt-hour) is £ cumstances.
Cortract xpies 1 June 2521 Ve e e s chesperplan  about s much powerss usng
1ot e et (oppien o oryou lapio for a cle day. . To find out mors about saving snergy visit
pesk and ofi-peak usage charges. You could save $81.45 3 year by n H— H energymadeeasy. gov.au
How much electricity did | use veo 12 & 4 o aymedsezra
EnergyCo
e Super Saver Plan. Your supply charge isa
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reatment 3 (T3) = Basic bill with limited content

‘ EnergyCo

Agcount holder: Alice Williams
35193z
Issue date: 1 April 2021
For supply at: 13 Bridge Road, Carlingford NSW 2118

Your electricity

46647

used in 31 days

This bill covers
1 Mar 2021 - 21 Mar 2021

How to pay

PAY IN PERSON
Fay by cash, EFTPOS
or ceque at any
Austraiia Fost OfMice

G) DIRECT DEBIT

T Call us on 131 131 %0
DIRECT
Debit 5elupadrectdebit

Blller Coge: 333
Ref Mo 351932

MAIL

Make your chaque
payable o EnargyCo and Contact your participating
post 1o PO Sowx 412, East PAY Financial Instituticn for
Richmond 3121 Infarmation on BRay.

et o

@) wwwenergyco.com.au

comee 13 66 27
S mrrences 13 74 90

Your bill

$95.41

vz 27 April 2021

Usage discount 15%

You saved $18.23 off this bill

BY PHONE
Call 136 675 to pay by Viea,
Mastercard and Bankcard
{up %0 51500 per bil).

Blller Code: 3456
Ref No 351932

billpay | Cal 131 816 1o pay

by oredit oard or go fo
ww.postbliipay.com.au
1o pay on te intemet.

Understand your bill

Electricity charges based on actual meter read

Your plan Simple Saver

NI 2043789159
From 1 March — 31 March 2021 {21 days)
Elechricity
(kilowatt-
hours)
Peak usage 18302 20188 381kWh  SD.28/kWh $11040
Off-peak usage 10008 10083 BOEWH  30.13KkWn $11.05
15% usage discount -§18.23
Supply charge (for 31 days) 51.02/day 3162
Sub-total 513453
GET §13.40
Solar exports 8174 a762 -EBOkKWh  S0.00/KWR -353.0
Total bill 595.41

Need help?

Payment Assistanca

Call 131131

Heip us to help you. If you are
having dificuity paying your
accourt, please contact us to
di5CUES paymen: assistance.

Intarprater Sarvice
Call 13145

Servizie Interpretl

Dich Wy Teng Ngan
LINBEERY

PN Y

Venyrm nepenoaunes

et o

Concesslon Information

*ou may be eligibis for NSW
Gowvernment Energy or Li‘e
Support rebates - callus on
13 83 14 for detalls

Haaring Impalrad Servica
Call 1300 363538

B=TA
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Group A: Trial 2 (Reference price)

Trial 2 tested the inclusion of the ‘reference price’ on the bill, to see whether consumers are sensitive to different reference
price levels, and whether they would value the information on the bill. A four-arm trial to test reference price with the following
groups:

Treatment 0 (TO) =
Treatment 1 (T1) =
Treatment 2 (T2) =
Treatment 3 (T3) =

B=TA

Plan is “equal to the reference price”

Plan is “11% less than the reference price”
Plan is “22% less than the reference price”
Plan is “5% more than the reference price”

49



reatment 0 (TO) = Plan is “equal to the reference price”

@) wwwenergyco.com.au
‘ EnergyCO © s 13 66 27

Emergencies 13 74 90

Agcount holder: Alice Williams
Agcount numbar: 351832
Issue date: 1 May 2021
For supply at: 13 Bridge Road, Carlingford NSW 2118
Your electricity Your plan Your bill

Simple $157.40

567xwh
Saver Sue 27 May 2021

used in 30 days

This bill covers E I t Usage discount
1 April 2021 - 30 April 2021 qua O 15%
the Reference Price You saved 526.54 off this bill

set by Government”

How to pay

BY PHONE
Call 138 E75 to pay by Visa,

PAY IN PERSON
Pay by casn, EFTROS

G) DIRECT DEBIT

Caluson 13113110

DIRECT or chegue at any Massercard and Bankcard
Debit Setupadrectdedlt mmﬁ pasto)moe [Up 1051500 par b
MAIL Biler Code: 333 Biller Code: 3455
T e
) Mate yurcheque Ref No 351932 Ref No 351332
S~ | Ppayabieio EnemyCa and Contact your pariicipating billpay | Can 131 16 1o pay
£ by crede card or go to

™~ postio PO Boxd12, East PAY  Firaneal nstiution or
Richmond 3121 Infzrmasion on EFay. www postbllipay.com.au
to pay on the nternet

* The electriclty rates you are paying In your current plan are equ
quickly compars t the rates of olher pians advertised by retaliers.

reference price sat by Govermment. ‘You ¢an usa tis parceniage to
feference price I based on the average electricity Usage in your area.

et o 1
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reatment 1 (T1) = Plan is “11% less than the reference price”

e WWW.ENErgyco.com.au
‘ EnergyCo ©® = 136627

Emergencies 13 74 90

Agcount holder: Alice Williams
Agcount numbar: 351832
Issue date: 1 May 2021
For supply at: 13 Bridge Road, Carlingford NSW 2118
Your electricity Your plan Your bill

Simple $157.40

567xwh
Saver Sue 27 May 2021

used in 30 days

This bill covers 0/ Usage discount
1 April 2021 - 30 April 2021 11 1] IeSS R 15%
than the Reference Price  vo saved 326.54 off this bill.
set by Government”

How to pay

BY PHONE
Call 138 E75 to pay by Visa,

PAY IN PERSON
Pay by casn, EFTROS

G) DIRECT DEBIT

Caluson 13113110

DIRECT or cheque 3t any Mastzrcard and Banacard
Debit Setupadrectdedlt mmﬁ pasto)moe [Up 1051500 par b
MAIL Biler Code: 333 Biller Cads: 3455
RoEE il
) Mate yurcheque Ref No 351322 Ref No 351922
S~ | Ppayabieio EnemyCa and Contact your participating billpay |~ Cat w1 sE 0 pay

™ postioPO Boxdi East PAY  Firaneal nstiution or by crede card or go to
Richmand 3121 Information on BPay. www_poatbllipay.com.au
to pay on te Internat

* The electriclty rates you are paying In your current plan are 11% less than the reference price setby Government. You can use Mis parcentage o
quickly compare to e rates of ather pians adverised by retaliers. The reference price s based on e Fvarags Slectricly USage I your arza.
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reatment 2 (T2) = Plan is “22% less than the reference price”

. @) wwwenergyco.com.au
’ EnergyCO © s 13 66 27

Emergencies 13 74 90

Agcount holder: Alice Williams
Agcount numbar: 351832
Issue date: 1 May 2021
For supply at: 13 Bridge Road, Carlingford NSW 2118
Your electricity Your plan Your bill

Simple $157.40

567xwh
Saver Sue 27 May 2021

used in 30 days

This bill covers 0/ Usage discount
1 April 2021 - 30 April 2021 22 o Iess . 15%
than the Reference Price  vo saved 326.54 off this bill.
set by Government”

How to pay

BY PHONE
Call 138 E75 to pay by Visa,

PAY IN PERSON
Pay by casn, EFTROS

G) DIRECT DEBIT

Caluson 13113110

DIRECT or chegue at any Wastercard and Banscard
Debit Setupadrectdedlt mmﬁ pasto)moe [Up 1051500 par b
MAIL Efler Cods: 333 Biller Code: 3455
Ref No 351932 Ref No 351332

P Maik2 your cheque
S [Eepyti=FE eyt Contact your participating billpa

™ postioPO Boxdi East Finanzial Institution for
Richmand 3121 PAY

Cal 131 816 fo pay

£ by crede card or go to
Inspmasion on BRaY. www_poetollipay.com.au
o pay on e Internat

* The electriclty rates you are paying In your curment plan are 22% less an e reference price 56t by GovemmEnt. You can use this percentage to
quickly compare to e rates of ather pians adverised by retaliers. Te reference price s based on the avarags electricly US3ge I your arsa.

et o

B=TA
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reatment 3 (T3) = Plan is “5% more than the reference price”

. @) wwwenergyco.com.au
’ EnergyCO © s 13 66 27

Emergencies 13 74 90

Agcount holder: Alice Williams
Agcount numbar: 351832
Issue date: 1 May 2021
For supply at: 13 Bridge Road, Carlingford NSW 2118
Your electricity Your plan Your bill

Simple $157.40

567xwh
Saver Sue 27 May 2021

used in 30 days

This bill covers 0/ Usage discount
1 April 2021 - 30 April 2021 5 o more . 15%
than the Reference Price  vo saved 326.54 off this bill.
set by Government”

How to pay

BY PHONE
Call 138 E75 to pay by Visa,

PAY IN PERSON
Pay by casn, EFTROS

G) DIRECT DEBIT

Caluson 13113110

DIRECT or chegue at any Wastercard and Banscard
Debit Setupadrectdedlt mmﬁ pasto)moe [Up 1051500 par b
MAIL Efler Cods: 333 Biller Code: 3455
Ref No 351932 Ref No 351332

P Maik2 your cheque
S [Eepyti=FE eyt Contact your participating billpa

™ postioPO Boxdi East Finanzial Institution for
Richmand 3121 PAY

Cal 131 816 fo pay

£ by crede card or go to
Inspmasion on BRaY. www_poetollipay.com.au
o pay on e Internat

* The electriclty rates you are paying In your current plan are 5% more than the referance price set by Govemment. You can use this percentage o
quickly compars to the rates of olher pians advertised by retaliers. The reference price s based on e awarage electricity Usage In your area.

et o
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Group A: Trial 3 (Detailed charges table)

Trial 3 tested alternative presentations of the detailed charges table to see which most improved comprehension and was
preferred by customers as easy to understand.

Trial 3 involved the following arms:

« Control (C) = Traditional table

 Treatment 1 (T1) = Two tables

« Treatment 1 (T2) = Coloured infographic and two tables

« Treatment 1 (T3) = Black & white infographic and two tables
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Control (C) = Traditional table

Electricity charges based on actual meter read

Your plan Simple Saver

HIM 2043789159
From 1 April — 30 April 2021 (30 days)
Electrici

Corent ot

hours)
Peak usage 20120 20704 515kWh  30.33kWh §180.85
Off-peak usage 10093 10145 52kWh  50.14&Wh §7.28
16% wsage descount -§20.04
Supply charge (for 30 days) $1.02/day $30.60
Sub-total §180.99
GST $12.00
Solar exports 2783 8228 463 &Wh  30.00/kWh -341.68
Total bill $157.40
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Treatment 1 (T1) = Two tables

Electricity charges

Previouz meter reading: 201389
Current reading: 20704

ou used: 515 KWh
You pays 20.33mWh
Total: $169.65
Previouz meter reading: 10093
Current reading: 10145

ou used: 22 KwWh
You pay: 20.14%Wh
Tatal: 37.28

Solar exports
Previcus meter reading: 8763

Current reading: 9228
ou exported: 483 KWh
ou receive: 30.0%'KWh
Total: -541.68

DD o[-
Periad A0 days
You pay $1.02 / day
Total 530.680

B=TA

Your plam Simple Saver

KA 2043789155

From 1 April — 30 April 2021 (30 days)
Feak usage 316965
Off-peak usage §7.28
15% usage dizcount -526.54
Supghy charge S30.80
Sub-total $180.99
GST 515.09
Solar exportz -541.68
Your total amount due $157.40

56



Treatment 1 (T2) = Coloured infographic and two tables

Electricity charges

Peak usage Supply charge
Yiou used: Yiou used: You exported: Period:
515 KkWh 52 kWh 463 kWh 30 days
Yiou pay: Yiou paye You recelve: You pay:
$0.33 /kwn $0.14 / kwn $0.09 /kwn $1.02 / day
$169.65
artar 15% usage discount: Aftar 15% usage dlacount
$144.20 $6.19
Meter Readings Charges
Peak usage Peak usage 21659.65
Pravious meter reading: 20185 Off-peak usage 57.28
Current reading: 20704
15% u=zage discount -326.54
Dﬂpeak usage ) Supply charge 23060
Pravious meter reading: 10093
Current reading: 10145 Sub-total 5180.99
Solar exports GsT 1809
Previcus meter reading: 8763 Solar exports 241 68
Current reading: S226 Your total amount due 815740
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Treatment 1 (T3) = Black & white infographic and two tables

Electricity charges

Peak usage

You used:

515 kWh

You pay:

$0.33 /xwh
$169.65

You used:

52 kWh

You pay:

$0.14 1 kwn

our plan Simple Saver
A 2043789159
From 1 April — 30 April 2021 (20 days)

Solar exports

You exported:

463 kWh

You recelve:

$0.09 /kwn

Supply charge

Period:

30 days

Yaou pay:

$1.02 [ day

aftar 15% ueage discount after 15% usage dlacount
$144.20 $6.19
Meter Readings Charges
Peak usage Peak usage S169.65
Previous meter reading: 20189 Off-peak usage T 78
Current reading: 20704
15% uzsage discount -326.54
ﬂﬁ-p&ﬂk usage _ Supply charge %30.60
Previous meter reading: 100493
Current reading: 10145 Sub-total $180.99
GS5T 218.09
Solar exports
Previous meter reading: 8763 Solar exports -341.68
Current reading: 9228 Your total amount due §157.40
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Group B: Trial 1 (Plan summaries,
market engagement and definitions)

This was a five arm trial with the following groups:

« Control (C) = Detailed charges table only

 Treatment 1 (T1) = Detailed charges table + Plan summary

« Treatment 2 (T2) = Detailed charges table + Could you save money?

« Treatment 3 (T3) = Detailed charges table + Plan summary + Could you save money?

« Treatment 4 (T4) = Detailed charges table + Plan summary + Could you save money? + Definitions

B=TA 59



Control (C) = Detailed charges table only

Electricity charges Based on actual meter read

Your plan Simple Saver
NMI 2043789159
From 1 January — 31 March 2021 (90 days)
Previous Current Electricity Charges
Reading Reading (kilowatt-hours)
Peak usage 19808 20751 943 kWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports 7942 8763 -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50
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Treatment 1 (T1) = Detailed charges table + Plan summary

Electricity charges Based on actual meter read

Your plan Simple Saver
NMI 2043789159
From 1 January — 31 March 2021 (90 days)
Previous Current Electricity Charges
Reading Reading (kilowatt-hours)
Peak usage 19808 20751 943 kWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports 7942 8763 -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50
Your plan information
Plan name Rates
EnergyCo Simple Saver $1.02 per day supply charge
29 cents per kWh peak usage (6am-10pm)
Contract expiry date 13 cents per kWh off-peak usage (other times)
1 June 2021 9 cents per kWh paid to you for solar exports

Usage discount
15% (applies to peak and off-peak usage charges)
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Treatment 2 (T2) = Detailed charges table + Could you save
money?

Electricity charges Based on actual meter read

Your plan Simple Saver
NMI 2043789159
From 1 January — 31 March 2021 (90 days)
Previous Current Electricity Charges
Reading Reading (kilowatt-hours)
Peak usage 19808 20751 943 kWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports 7942 8763 -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50

Could you save money?

We have identified a cheaper plan for you.

You could save $81.45 a year by moving to our
EnergyCo Super Saver plan.

To move plans, call us on 13 66 27 or go to www.energyco.com.au

To look at other plans available for you in the market, go to energymadeeasy.gov.au
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Treatment 3 (T3) = Detailed charges table + Plan summary + Could

you save money?

Electricity charges Based on actual meter read

Your plan Simple Saver
NMI 2043789159
From 1 January — 31 March 2021 (90 days)
Previous Current i Charges
Reading Reading
Peak usage 19808 20751 943 KWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports | 7942 | 8763 -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50
Your plan information
Plan name Rates
EnergyCo Simple Saver $1.02 per day supply charge
29 cents per kWh peak usage (6am-10pm)
Contract expiry date 13 cents per kWh off-peak usage (other times)
1 June 2021 9 cents per KWh paid to you for solar exports

Usage discount
15% (applies to peak and off-peak usage charges)

Could you save money?

We have identified a cheaper plan for you.

You could save $81.45 a year by moving to our
EnergyCo Super Saver plan.

To move plans, call us on 13 66 27 or go to www.energyco.com.au

To look at other plans available for you in the market, go to energymadeeasy.gov.au
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Treatment 4 (T4) = Detailed charges table + Plan summary + Could
you save money? + Definitions

Your plan Simple Saver
NMI 2043789159
From 1 January — 31 March 2021 (90 days)
Previous Current Charges
Reading Reading
Peak usage 19808 20751 943 kWh $0.29/kWh $273.47
Off-peak usage 10008 10417 409 kWh $0.13/kWh $53.17
15% usage discount -$49.00
Supply charge (for 90 days) $1.02/day $91.80
Solar exports 7942 8763 -821 kWh $0.09/kWh -$73.89
Total new charges $295.55
GST $36.94
Total bill $332.50
Your plan information
Plan name Rates
EnergyCo Simple Saver $1.02 per day supply charge
29 cents per kWh peak usage (6am-10pm)
Contract expiry date 13 cents per kWh off-peak usage (other times)
1 June 2021 9 cents per kWh paid to you for solar exports

Usage discount
15% (applies to peak and off-peak usage charges)

Could you save money?

We have identified a cheaper plan for you.

You could save $81.45 a year by moving to our
EnergyCo Super Saver plan.

To move plans, call us on 13 66 27 or go to www.energyco.com.au

To look at other plans available for you in the market, go to energymadeeasy.gov.au

Some tions to help you understand your

1 kWh (kilowatt-hour) is about as much power as using a laptop for a whole day.

Your solar exports are the electricity you sold to the grid. They don't include the amount of your own solar
energy that you used while the sun was shining.

Your usage charge is any electricity that you have paid for. It does not include any of the solar power that you
used yourself, which has probably saved you from buying a lot of energy.

Your supply charge is a fixed daily fee that keeps you connected to the electricity grid, and keeps power
ccoming to your home.
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Group B: Trial 2 (Benchmarks)

This was a five arm trial with the following groups:

« Control (C) = usage chart only

« Treatment 1 (T1) = usage chart + benchmark table

« Treatment 2 (T2) = usage chart + benchmark vertical bar graph
« Treatment 3 (T3) = usage chart + benchmark infographic

» Treatment 4 (T4) = usage chart + benchmark simple infographic
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Control (C) = usage chart only

Comparing to your past usage
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Treatment 1 (T1) = usage chart + benchmark table

Comparing to your past usage
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How you compare to similar households

1 person household 8.27 kWh per day

2 person household 13.69 kWh per day
You 15.02 kWh per day
3 person household 16.70 KWh per day
4 person household 19.07 kWh per day
5+ person household 23.14 kWh per day

This information has been provided to help you
compare your electricity use with the average
household in your postcode. Your household may vary
due to individual circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au
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Treatment 2 (T2) = usage chart + benchmark vertical bar graph

Comparing to your past usage

25
I
[=]
©20
g
© Electricity
%‘15 usage
Rl
z
o
310
2
£
5
25
o .~ Solar
X exports
0
0O 0000000 = —
[ I I S I oV I oV I Y B N I o A I o VI oY B B Y}
O 0O 00000000 o0 OO0
Faoaqgaqaaaaqqaq
> Cc 5 s > 0 C == 3
m:%%’%éomm%mﬂm
=2 < 0 ZOo>w =<3z

How you compare to similar households

25

You 1 2 3 4 5+

Household size (number of people)

= - N
o (4] o

Kilowatt-hours (daily average)
(&)

This information has been provided to help you compare
your electricity use with the average household in your
postcode. Your household may vary due to individual
circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au
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Treatment 3 (T3) = usage chart + benchmark infographic
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How you compare to similar households

3 person
Your household
16.70 kWh
per day

household
2 person

household

13.69 kWh
per day

15.02 kWh
per day

This information has been provided to help you
compare your electricity use with the average
household in your postcode. Your household may vary
due to individual circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au
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Treatment 4 (T4) = usage chart + benchmark simple infographic

Comparing to your past usage
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How you compare to similar households

You used more
electricity than

2 person
households
in your area

Your household may vary due to individual
circumstances.

To find out more about saving energy visit
energymadeeasy.gov.au
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Group B: Trial 3 (Energy consumption
and generation charts and definitions)

This was a 5x2 factorial design trial. The first ‘level’ had 5 groups for the different usage and solar charts. The second ‘level’
had 2 groups for with/without definitions. This means respondents were divided into 10 groups as shown below.

B0 = Without B1 =With
definitions definitions
A0 = Complex consumption chart, solar generation table AO0BO AOB1
A1 = Simple consumption column chart, solar generation table A1B0 A1B1
A2 = Two column charts A2B0 A2B1
A3 = Combined bar chart A3B0 A3B1
A4 = Combined line chart A4B0 A4B1
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A0 = Complex consumption chart, solar generation table

Electricity usage and greenhouse gas emissions Average daily electricity usage and solar exports
1.0 .
— Electricity usage Solar exports
1400 09 8
T E Kilowatt-hours Kilowatt-hours
z 1200 08 2 May 20 27.6 7.1
= 7]
Py 1000 07 5 Jun 20 33.8 5.0
@ 06 9 Jul 20 36.7 6.2
2 80 05 5 Aug 20 30.3 10.4
£ 600 04 8 Sep 20 22.8 15.2
[e]
£ o Oct 20 18.5 16.8
W 400 03 2
° 02 £ Nov 20 14.7 24.3
[ [=
200 01 o Dec 20 134 235
)

0 . 0.0 Jan 21 4.4 27.4
SRARRERAIITTAN B SR s -
>C S ODOG 2 9 Cc a5 s >
g =3 2: (.‘P) 8 Zo 8 s LE g % g Mar 21 204 15.9

Apr 21 229 16.2
m—k\WVh ——Tonnes May 21 228 8.0
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A1 = Simple consumption column chart, solar generation table

Average daily electricity usage Average daily electricity usage and solar exports
Electricity usage Solar exports
Kilowatt-hours Kilowatt-hours
40 May 20 276 71
=35 Jun 20 33.8 5.0
3 30 Jul 20 36.7 6.2
> Aug 20 303 10.4
Q 2 Sep 20 228 15.2
o
o 20 Oct 20 18.5 16.8
315 Nov 20 14.7 243
= Dec 20 134 235
£ 10
] Jan 21 4.4 274
x5 . Feb 21 9.8 222
0 Mar 21 204 15.9
MayJun Jul AugSep Oct NovDec Jan Feb Mar Apr May Apr 21 229 16.2
20 20 20 20 20 20 20 20 21 21 21 21 21
May 21 228 8.0
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A2 = Two column charts

Average daily electricity usage Average daily solar exports
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A3 =

Combined bar chart

Average daily electricity usage and solar exports

Solar exports || Electricity usage
Kilowatt-hours (average daily) | Kilowatt-hours (average daily)

40

20 0 20
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Same time last year I
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40
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A4 = Combined line chart

Average daily electricity usage and solar exports
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B1 = With definitions (placed beneath A~)

1 kWh (kilowatt-hour) is about as much power as using a laptop for a whole day.

Your solar exports are the electricity you sold to the grid. They don’t include the amount of your own solar energy that you
used while the sun was shining.

Your energy usage is any electricity that you have paid for. It does not include any of the solar power that you used yourself,
which has probably saved you from buying a lot of energy.
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