APPENDIX

Energy Networks Association Response to:
DECC Smart Meter Implementation Programme Consultation: Consumer Engagement
Strategy (Reference URN 12D/033)

1. Are these the right aims and objectives [paragrophs 2,12 — 2.13) against which to evoluote the
Gavernrent's consumer engogement strategy for smart metering? Please explain your views.

We agree with aims of the consumer engagement strategy with the following provisa. The
smart meter impact assessment indicates that a significant proportion of the benefit to the
customer comes from enabling customers to shift the time when they use their energy through
smiart grid technigues, rather than simply reducing energy consumption. It might be clearer,
and provide a mare direct incentive, to the custamer if the aim was amended to achieving
savings on the energy bill rather than energy savings.

2 What are your views an focusing on direct feedback, indirect feedbock, odwice ond guidance ond
motivational campoigns os behaviour change tools ? What other levers for behaviour change
showld we consider? [See afso Appendix 1.}

Evidence from research in the UK and abroad indicates the need ta keep the messages simple,
whether frem direct or indirect feedback. Some sort of traffic light system, perhaps related to
rate of spend rather than energy use or price level, is likely to be most effective. Valuable
learning will also become available from our Low Carboen Networks fund projects that are
focusing an customer engagement. The strategy must be flexible enough to enable new
Iearning to influence the approach adopted.

f. Da you agree that o centrolised engagement programme, established by suppliers with
appropriate checks and bolances, is the mast practice! solution given ather constraints?
if nat, what other practical alternatives ore there?

We welcome consideration of central engagement for consumers through a central/neutral
bedy. DECC should have an active rale but not necessary as chair, as government should have a
role in shaping the activity of the central engagement group. Digital UK rollout is a gocd
example of what can be achieved through this approach. One delivery mechanism and umbrella
brand for suppliers, networks and other stakeholders as part of a national programme with an
independent brand would be the sensible option. It should be a not far profit organisation
working in partnership with suppliers, government, consumer groups, networks, etc. With
regards a mew brand for this central body, consideration should be given to building upon
existing brand of Digital UK through leveraging the trust this body has already gained,

# Do you think thal suppliers should be obliged through licence conditions to establish and
fund a Central Delivery Body or would a voluntary approach be preferable?

Metwark operatars believe that COB has a critical role ta play in helping to make the smart
metering roll our programme a success. It is essential that suppliers work well together in the
COE with comman aims and abjectives. Ifthere is a risk that this cannot be achieved via a
voluntary framewark (code of practice etc) then abligations through licence conditions may he
mare appropriate.
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Da you have any views on mechanisms for manitoring progress and holding suppliers to
gecount in delivering objectives?

It will be necessary to establish what role the Central Delvery Body has in reviewing progress
and unforeseen or emerging issues, and proposing selutions or alternative ways forward.

What rale, if any, should netwerk companies and communications service providers have
in central engagement ?

ENA and it members are of the view that the creation of a central body ta manage consumer
engagement is the right model to employ, Whilst the vast majority of communications with the
consumer will be Supplier focused there will be areas of communication that are delivering
messages an behalf of the netwark companies. Where this is the case we believe it is
appropriate that network companies have involvemnent in the central engagement body in an
advisory capacity in order to advise on, and agree, any network specific messages that are to be
delivered on their behalf, Representation for the network companies should be managed
through Energy Metworks Association.

Should there be requirements for suppliers to share roil-aut plans with the Central
Delivery Body, and for the body to take them into oocount?

It is essential that suppliers share rollout plans with COR as these are key ta helping form the
central engagement strategy. Supplier rall out plans will also be essential to network aperatars
as it will enable them to plan resource levels for supporting the roll-out.



