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Energy prices have increased more than other essential services
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The energy divide continues to grow, with those on the lowest
Incomes paying 13.6% of their income on energy
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Observations
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O Consumers don’t know where to get support, are confused by what they find, and increasingly
don’t trust what they see.
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@ Australians increasingly believe energy may well become unaffordable.
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There is eroding confidence that the market operates to the benefit of consumers and that
renewables should even be pursued. In the absence of a national narrative, misinformation is

growing.
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There is demonstrable inequity in regulatory protections across the country.
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Demand-side attention/investment must grow rapidly for behavioural assumptions to work.
Consumer generation/storage/demand management must have equal footing and be fairly rewarded.

The future of consumer gas must be decided and communicated soon.
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Many Australian homes have the energy efficiency of a tent.



Misinformation is rife

Donald Trump and dead whales: What's behind Rising Power: In Australia, Nuclear’s Now More Popular T
misinformation on wind farms? Not

There's no evidence wind turbines cause any harm to whales or other animals, but misinformation is s
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Electric Cars

stter.

AEMO slams Murdoch media campaign that claims
renewables are not low cost

Spread of misinformation is a big =

threat to civil Society Who’s behind the latest eff.(
'save the whales'? The fossil

Bizarre .Slmps?l?s link to controversial issue in industry
Australian politics
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Consumers have to navigate a complex and confusing web
of decisions and organisations
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Making just one decision — like buying a battery —is daunting
and confusing

What are battery packs?

Is it compatible with my situation? What do | do first?

How should | best use my battery?
Should | get one?

‘ What contractors |
S
o
I_ [ What type of ,—)_ should | use? I_,
Is it within my battery should | i
How do batteries budget? [ Z ot? Do | apply for the What savings
work? rebate/scheme/incentive How do | have | made to
. s | before or after | sign the maximise date?
oW much are . contract? my solar
Which battery types .
battery packs? ; i
‘ P What is the work best for my solar battery life?
— paypack system? How many quq)tes Am | on track to
How long do they period? should | get? reach my
last? | Are they accredited? Reybaok penod?
Are there rebates, Is there a risk of a
[ subsidies a:1d b;ngentives battery fire? Do | need How and where do
avaiiane to get insurance? | apply for the ;
et b‘:agidsqare How much can | rebate / scheme / Stoud. s:gt; b
avarane / | : : How do the offers to a VPP?
battery packs help me incentive?
reduce my energy i+ does the What does my state : compare? Are they ——  Who do | speak to if
bill? itlmeaaiaie government offer? reasonable? there is an issue?
offer? |—| I
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Am | eligible Should | tell my retailer What if my VPP provider
How long can a about my battery? goes out of business or | sell
batter provide me my house?

with backup
power?



Clarity: consumers who feel they have been communicated to clearly about
the energy transition feel more positive about the future
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1. A national narrative on the transition

There is no roadmap for the energy transition for household
and small business energy consumers.

Market communications about energy are not cutting through.

More than

3/4 1/2 3/5

of households feel they of household consumers O MEUSE NS SEL ey

haven’t received clear haven’t even begun havgn ) Er e
communication from looking for information anything aboutenergy or
government or industry on on energy. ways to reduce energy
what the transition means use in the last 12 months.
for them.
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2. A comprehensive One Stop Shop would be a trusted voice

Perform an energy audit. Access rebates and incentives.

Find a trusted installer. Explain my bill.
Understand my smart meter data. Find the right solar and battery for me.
Prepare for outages. Upgrade my appliances.
Make the most of time-of-use prices. Get off gas.
Learn about flexible exports. Learn about low-cost financing.
Find help if something goes wrong. Choose aretailer and energy plan.

Find the right EV for me. Learn about solar feed-in-tariffs.
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3. Consumer protections must be adequate — and equal

Energy Is an essential service and spoken of as a human right, yet
consumers in financial stress are still being disconnected.

Consumers in regional and remote areas, particularly
First Nations consumers, do not have access to the full range of
consumer protections.

Certain supply arrangements — eg embedded networks, prepayment
meters — don’t provide protections others enjoy — and can’t get CER.

13



4. We need a national plan to get consumers off gas

There is no nationally-agreed support for electrification of homes and small businesses

New residential and small business consumers will keep connecting to the distribution
network in some jurisdictions

Customers are not replacing their old / defunct gas appliances with electric ones

Gas distribution networks are still incurring large amounts of capital expenditure leading to
growing regulatory asset bases

The way gas distribution network costs are recovered may no longer be fit for
purpose, or equitable
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5. Australian homes and offices must become energy efficient

Energy inefficient homes and businesses are driving up bills
and emissions.

Consumers see energy efficiency upgrades as a luxury and
struggle to find the information they need for decision-making.

Energy inefficient homes cause poor health outcomes.

Fragmented policy and regulatory frameworks are creating
poor outcomes for consumers.
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