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Key features of the GB Smart Metering
Implementation Programme

Accurate
bills,
improved
customer
service

More efficient Enabler of
network the Smart

management | Smart meters will put Grid
consumers in control of
their energy use,
transform their
relationship with energy
suppliers and lay the
ground for future smart

: grid innovation

more consumer

competitive switching
energy (days not
market WEELS)
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industry
processes,
reducing
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We are taking a phased approach to delivery...

Phase 1

Policy Design

Phase 2
Foundation

2011

2016

2020

Establishment of high level
policy design

Industry build and test
systems, and learn what
works best for consumers.

Government establish the
commercial, regulatory and

technical framework

Most householders will have
smart meters installed by
their energy company
between 2016 and 2020

... Industry are leading and the Government is working to

ensure consumer benefits are realised...

)

= =

» Consumer Engagement Strategy, published in 2012, and Energy Supplier Licence

Conditions

» Acentralised, independent body — ‘Smart Energy GB’ — responsible for the national
consumer engagement campaign

« DECC monitoring and evalu

ation
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eermert— SiMart Energy GB’s campaign

Climate Change

* Find out more about Gaz and Leccy
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ceanmernt - Progress to date — over a million meters
operating under the Programme

Climate Change

Figure 1 - Number of smart meters installed by the larger energy suppliers in domestic
properties, by fuel type and quarter
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Smart Meters — Early Learning project

DECC’s Smart Metering Early Learning Project
(ELP):

e explored the experiences of domestic consumers
Involved in the early roll-out stage; and

e Investigated the outcomes consumers have
experienced.

Findings published 2nd March and available from
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Smart PP research
Foundation installations to including smart-type

early 2013 PPM meters by Utilita
(late 2013)

Pre-payment
in-depth
research (90
depths, 8
groups)

Consumer survey
(4000 consumers) &
iIn-depth research

Energy
Consumption
analysis

Synthesis
Integrates evidence on how consumer engagement is working

and identifies where further steps are likely to be effective In
Increasing consumer benefits

Policy conclusions

Behaviour
change

trials (4
‘mini’ trials
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High levels of satisfaction:
89% were satisfied with installation.

72% were satisfied with their smart meter
and IHD overall.
Only 4% dissatisfied.

Word of mouth potential:
Nearly half (47%) of smart meter

customers would speak highly about their
smart meter.
Only a small minority would be critical
(5%).

Low levels of concern:

Most customers did not have any
concerns about their smart meter (82%)

Official Sensitive - Commercial

memer A POSITIVE credit consumer response
to smart meters...

“The smart meter is more
convenient for us and the
energy company. We don't
need to let people in to read
the meter; we were
arranging days off to be in
for meter readings [before].
It's also better security for
us; it could be anybody at
the door.”

Household interview, Middle
iIncome, 18-34, Children in
HH, IHD plugged in
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61% still had their IHD
96% had plugged their ‘ = plugged in

IHD in at some point, of _ , “
which 71% agreed they O ~ Lo ‘I glance at it every day.
found IHD easy to use. 1 Sometimes | look just
| gl Dbefore | go to bed; to see
how much has been spent

iIn a day.” (Middle income, 65

' - d IHD pl di
“If that's not simple [the IHD], | don’t know what is ... that and over, IHD plugged in)

machine doesn’t frighten me.” (Middle income, 65 and over,

IHD plugged in) Smart PP customers were
very positive about the
IHD for enabling better
monitoring of account

balance, and feeling they
were less likely to get

‘caught out’

7 in 10 had immediately used their IHD to see how
much electricity different appliances used and how
much gas they used (if had gas smart meter)

Official Sensitive - Commercial



were  KNOWING how to use the IHD
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Credit customers reported two main ways of using their IHD:

Monitoring’ approach

Information driven’ approach A primary interest in monitoring the
A primary interest in knowing how state of things in the house, or keeping
much energy a specific appliance uses, a general overall eye on energy use
which appliances ‘make it go red’ or day-to-day (e.g. checking everything is
off when they leave the house,

* comparing usage over time).

‘cause a spike’

Linked to more enduring
usage and greater benefits

PPM customers using IHD in a different way -
primarily to monitor account balance rather than
energy consumption info (on a different screen)

Challenge: to move consumers from an ‘information driven’ (or account balance)
approach to one of monitoring to ensure sustained usage and impact of IHD

Official Sensitive - Commercial




o Consumers may need further assistance to

Department
of Energy &
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Positive impacts identified (based on
self-reported actions)

« Evidence suggests more
scope for improving
Impacts in other areas
Including wider energy
efficiency behaviours

In order to improve these
Impacts consumers will
need further support in a)
using the IHD to its full
potential and b) acting on
the information it is giving
them
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v' Prepayment consumers have additional information and support requirements.

v Installers have an important role in engaging and advising consumers during the
installation visit, and maintaining the quality of this activity will be important.

v Providing specific customer groups with suitably tailored information at
installation and in supporting materials could help to meet their additional needs
and to overcome barriers to accessing smart meter benefits.

The IHD is an important tool for engaging consumers with smart metering
information both at the point of installation and in the longer term.

Encouraging a ‘monitoring approach’ to information displayed on the IHD, and
an appropriate calibration to the household consumption level could be more
effective in enabling consumers to use smart metering data to change behaviour
and reduce energy consumption.

Certain groups of energy customers could benefit from post-installation
support
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Issue
To change behaviour,
consumers need to
know what to do to save
energy and realise the
full benefits of smart
meters.

Issue
Key groups of
consumers may need
additional support to
realise the full benefits
of smart meters.

Policy conclusion
DECC will lead a project to develop good

practice energy efficiency advice and
guidance materials to be used at the point
of installation, support installers in
delivering tailored advice appropriate to
the customer’s needs, and potentially in
follow-up support.

Policy conclusion
DECC will assess the planned provision of

follow-up support for vulnerable
consumers and whether further steps are
required to ensure benefits are realised for
key groups of consumers.




&

Department
of Energy &
Climate Change

Thank you for listening.
If you would like to share any evidence from your own
organisation or have any questions about DECC’s
research, please contact:

DECC’s research publications can be found at:

More information on Smart Energy GB’s national
campaign can be found at:




