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Level 20, 175 Pitt St
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Dear Mr Huang,
Value of Customer Reliability (VCR) Pilot Survey Report

KPMG were engaged by the Australian Energy Regulator (AER) in collaboration
with Insync to provide survey and analysis to support the calculation of the Value
of Customer Reliability (VCR). Insync is responsible for survey design, delivery
and analysis of results, while KPMG is managing the overall project and providing
the choice modelling component of the survey.

Procedures
Our work has been performed in accordance with the scope of work in your
Order for Service dated 16 January 2019 and varied on 7 May 2019. To meet this

scope, we will complete our work in two stages:

1. Design and undertake pilot VCR residential and business customer surveys,
and prepare a report summarising findings and recommendations

2. Design and undertake main VCR residential, business and direct connect
customer surveys, and prepare a report outlining results and findings

This report provides a description of the development of the Pilot Survey and its

results. The report includes recommendations for changes to the design of the
Main survey.

KPMG

Deals Tax Legal

Tower Two, Collins Square
727 Collins Street
Melbourne, VIC 3000

Distribution

ABN: 51 194 660 183
Telephone: +61 3 9288 6436
DX: 1056 Sydney
www.kpmg.com.au

This Final Report has been prepared exclusively for the AER in relation to the VCR.
The Report must not be used for any other purpose or distributed to any other person
or party, except as set out in our engagement letter, or as otherwise agreed by us in

writing.

Yours sincerely

Sabine Schleicher
Partner, Infrastructure Projects Group
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Important Notice
Inherent Limitations

This report has been prepared as outlined in the Objective, Scope and Approach
Section. The services provided in connection with this engagement comprise an
advisory engagement, which is not subject to assurance or other standards
issued by the Australian Auditing and Assurance Standards Board and,
consequently, no opinions or conclusions intended to convey assurance have
been expressed.

KPMG have indicated within this report the sources of information provided. We
have not sought to independently verify those sources unless otherwise noted
within the report.

No warranty of completeness, accuracy or reliability is provided in relation to the
statements and representations made by, and the information and documentation
provided by the Australian Energy Regulator management and personnel
consulted as part of the process.

KPMG is under no obligation in any circumstance to update this report, in either
oral or written form, for events occurring after the report has been issued in final
form.

The findings in this report have been formed on the above basis.
Third party reliance

This report has been prepared at the request of Australian Energy Regulator in
accordance with the terms of KPMG's engagement contract dated 16 January
2019 and varied on 7 May 2019 and is not to be used for any other purpose or
distributed to, or relied upon by, any other party without our prior written consent.

Other than our responsibility to Australian Energy Regulator, neither KPMG nor
any member or employee of KPMG undertakes responsibility arising in any way
from reliance placed by a third party on this report. Any reliance placed is that
party’s sole responsibility.

KPMG
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Introduction

Executive Summary

Introduction

In January 2019, KPMG were engaged by the Australian Energy Regulator
(AER) in collaboration with Insync to provide survey and analysis to
support the calculation of the Value of Customer Reliability (VCR). Insync
is responsible for survey design, delivery and analysis of results, while
KPMG is managing the overall project and providing the choice modelling
component of the survey. The AER must publish its first calculated VCRs
by 31 December 2019.

The engagement is in two phases; a Pilot Survey and a Main Survey. The
Pilot survey tests the survey design before the larger Main Survey is
released. The results of the Pilot are used to make recommendations to
improve the Main Survey.

The purpose of this report is to provide high level results of the main
guantitative elements of the Pilot Survey and to recommend
improvements to be made in the Main Survey.

Survey Methodology

The methodology for the Pilot Survey was based on AEMQO's National
Electricity Market (NEM)-wide VCR study undertaken in 2014. Consistent
with this approach, a contingent valuation (stated preference) question
was used to assess willingness to pay (WTP) and a choice model to
assess the value of outage scenarios with differing characteristics.

Alternative methodologies, such as revealed preference exercises, were
not pursued for the Pilot Survey for a number of reasons. There was not
sufficient time to design and scope a new methodology, especially where
there is no precedent to compare against. The risk of a significant variance
from prior VCR studies was recognised as requiring significant time to
prepare and execute.

Survey Design

The language of the survey was revised to ensure consistent
understanding of the questions. This was based on a validation exercise
involving eight focus groups and 24 in-depth interviews across Australia.

Willingness to pay questions using cost prompts’ used by AEMO in 2014
were removed from the revised Pilot Survey in favour of an open-ended
WTP question.

kPG

1. Cost prompt questions are phrased “Would you be willing to pay $x to...?” Open-ended
questions ask “How much would you be willing to pay to...?"

Survey Methodology

Survey Design Survey Results Recommendations

The choice model for the Pilot Survey was based on the AEMO 2014
approach. Many changes were made to simplify the definitions in the choice
model based on the survey validation process:

The hours for a peak outage were updated to reflect changes in peak
system demand and customer usage

Question wording was made less technical to improve accessibility for
respondents with lower literacy levels

Definitions of choice model attributes were simplified

Language around seasonality was changed to cater for respondents in
tropical Australia

Design/font changes were made to direct respondents to the attributes
that were variable in the choice model

The definitions of “localised” and "“widespread” were improved

Behaviours that might alter the value of reliability were tested and
redundant/unused items were deleted from the survey

Overall, the 2019 Revised Pilot Survey was shorter, more accessible and had
improved psychometric reliability and validity.

Splitting of pilot survey

The residential Pilot Survey was run in two streams; a control group
answered a survey which included the WTP and choice model questions as
per the AEMO 2014 survey. The rest of the sample answered the updated
version. The contextual and demographic questions were common to both
surveys.

Number of responses by survey version and state

Residential Residential Business
Control Revised
NSW/ACT 209 209 123
Victoria 272 106
227 69
105 20
209 813 318
insync
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Survey Results

RO‘B OT SUI/\/ey (ESUHS |ﬂ The purpose of the Pilot Survey is to test the survey design and methodology, not to calculate a
VCR.

: Changes in average WTP relative to AEMQO's 2014 study may not directly translate into proportional
Ba‘CU‘a“ﬂ \/CR changes in VCR, as the effect will be combined with changes in demand and outage probability.
This means that a reduction in WTP may not translate to an equivalent reduction in the VCR, or a
reduction at all.
The Main Survey data will be converted into $/kWh based on outage probability, demand profile

Willingness J_fo Pay and regional load weighting. The final VCRs will be presented as a $/kWh value.
result establishes

the value the
baseline outage

Willingness to Pay

All the survey versions have an open-ended question asking customers to provide the additional
amount they would pay on their bill to avoid the baseline outage. Residential customers are asked
to provide their response in dollars, while business customers provide their answer as a
percentage increase.

The baseline outage has the same characteristics across all surveys:
* Localised, one hour outage, twice a year, in winter, off-peak on a weekday

[llustrating the effect of the change in survey design, the figure below shows the distribution of
open-ended WTP responses for NSW residential respondents in the control group and those who
received the revised version of the survey. The respondents were recruited from the same pool,
but contrary to the revised survey, the Control group answered two questions with cost prompts
before the open ended question.

Choice modelling Over 40 per cent of customers have a willingness to pay of zero, regardless of the survey
methodology. The distribution of responses above zero implies that the cost prompts have an

establishes the effect on respondents’ idea of a ‘reasonable’ amount if they are willing to pay above zero.

variance from the

baseline for chosen

characteristics Control 39% 9% | 7% {49%
n=209
()

n=209

#$0 ®m$0-$5 mw$5-$10 m$10-$33 mover $33

Note: Percentages may not add up to 100 due to rounding

kPG insync
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Table 1: Average residential WTP under different methodologies ($/month)

Survey Version

Methodology Description

1. Uncapped

2. Capped
average

3. AEMO

Control Revised
(n=209) (n=813)
Simple average of input value $10.26 $19.27
Simple average of Input value. Max input capped $4.30 $5.99
at $332 per month
Input values not used. WTP derived from cost $2.39 na

prompts and Y/N responses as per 2014 study

Table 2: Average Business WTP by Sector

No. of responses - e

(% bill increase)
Agriculture 5 7.6
Manufacturing and Construction 53 15.1
Energy, Supply Chain Logistics 45 15.8
Retail, Hospitality, Arts and Recreation 70 12.5
Professional, Administrative and Education Services 114 13.7
Critical Health and Safety Services 25 9.1
Other 6 7.0
Overall 318 13.4

2. $33 was set as the cap for analysis of the Pilot survey results. The value of the cap may be revised as the
methodology is developed for the Main survey.

kPG
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Survey Design Survey Results Recommendations

Average Willingness to Pay - Residential

There are a number of ways to calculate the average WTP from the survey
results. For comparison, this report includes three methodologies? to
understand the effect of different approaches.

Table 1 includes average WTP results based on the different methodologies,
and split by the version of the survey taken.

Average WTP to avoid the baseline outage for residential customers ranges
between $2.39 and $19.27 for residential customers depending on the
version of the survey taken and methodology used (as described in Table 1).

Average WTP was lower for respondents who received the Control Survey,
indicating that the presence of cost prompts may have an effect on the
answer to the open-ended question.

The change in the result from capping illustrates how a small number of high
WTP responses can drive the average. The cap is applied to only four per
cent of responses to the control survey, but reduces the average by sixty per
cent.

Average Willingness to Pay - Business

Due to the greater variance in electricity costs for businesses, WTP for this
cohort is expressed as a percentage increase in the total bill. The average
WTP to avoid the baseline outage is a 13% increase in bills, although the
results vary by sector (see Table 2).

Choice modelling

The choice model provided statistically significant results, although findings
were influenced by respondents who repeatedly selected the baseline option
(22 per cent of respondents selected the baseline in all of the eight choices
presented to them). A wider distribution of choices may have provided better
results. A number of recommendations to the presentation of the choice
model have been provided on the following page to minimise the residual
risk of this happening again in the Main Survey.

3. The methodologies are described in detail on page 25.

insync 7
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Recommendations - Willingness to Pay Recommendations - choice model
To provide the greatest flexibility for the main survey, we recommend We recommend three changes to the choice model to increase
including the two closed questions (cost prompts) followed by an open respondents’ engagement with the choices and trade-offs on offer.

question to gather WTP data. The response to the open question can be
used to calculate average WTP, however values exceeding a set amount can
be capped. The cap represents the approximate value of private investment
required to avoid the baseline outage®.

» The range of discounts offered in the choice model should be raised
from $3, $7, $15 per month. A focus group could be employed to set
more realistic values, or the discounts could be raised in line with the
average increase in retail electricity prices over the period.

The open question provides more granular data in comparison with AEMO’s

approach in 2014 and does not make assumptions about WTP based on the

string of closed question answers.

e In the Pilot Survey, the baseline was always provided as Option 1. For
the Main Survey, we suggest placing the baseline option in different
positions on screen.

Appreciating that respondents may be biased by the cost prompts

presented, they serve the purpose of framing a realistic range of values.

Focus group and interview participants have suggested that many

respondents will need the closed questions as a guide and found the

question far easier to answer after seeing the cost prompts. This is
evidenced by a higher incidence of larger WTP amounts in the revised pilot
survey that employed only the open-ended approach.

» For the Main Survey, we recommend putting the discount at the top of
the menu, so that customers are evaluating the other attributes of the
outages more consciously against the discount.

2. Randomise the position

of the baseline option

3. Move discount | | |
to the top of the

ﬂ Option 1 Option 2 Option 3
Localised/widespread Localised Widespread Widespread
Duration 1 hour 3 hours 3 hours
Frequency Twice a year Twice a year Tivice a year
Summer/winter Winter Winter Summer
Weekday/weekend Weekdays Weekdays Weekends
Time of day Off-Peak Peak (7-10am and 5-8pm) Peak (7-10am and 5-8pm)

—— AR Nochenge [ sorower s21 over |

1. Increase the value of

the discounts R
kPMG insync &

4. $33 was set as the cap for analysis of the Pilot survey results. The value of
the cap may be revised as the methodology is developed for the Main survey. Document Classification: KPMG Public






Executive Summary Introduction Survey Methodology

Background

In July 2018, the Australian Energy Market Commission
(AEMC) amended the National Electricity Rules (NER) to
give the AER responsibility for determining the VCR. VCRs
seek to reflect the value different types of customers place
on reliable electricity supply under different conditions and
are usually expressed in dollars per kWh of unserved
energy. The VCR links efficiency and reliability, playing a
pivotal role in network planning and investment and
informs the design of market and network price caps and
incentives, such as for network reliability.

The AER must publish its first calculated VCRs by 31
December 2019.

In January 2019, KPMG and Insync were engaged by the
AER to provide survey and analysis to support the VCR's
calculation.

Scope of work

The engagement is in two phases; a Pilot Survey followed
by a Main Survey. KPMG/Insync has been requested to:

e Design and undertake pilot VCR residential and
business customer surveys, and prepare a report
summarising findings and recommendations

e Design and undertake main VCR residential, business
and direct connect customer surveys, and prepare a
report outlining results and findings

Document Classification: KPMG Public

Survey Design

Recommendations

Survey Results

Purpose

The purpose of this report is to provide high level results of
the main quantitative elements of the Pilot Survey and to
recommend improvements to be made in the Main Survey.

The Pilot Survey results will not be converted into $/kWh.
The purpose of the Pilot Survey is to test the survey design
and methodology, not to calculate VCRs.

Structure of the Report

The report structure follows the stages of development of
the Pilot survey and is structured as follows:

Section 1 - Survey Methodology

Section 2 - Survey Design

Section 3 - Survey Results — WTP and Choice model
Section 4 — Recommendations

Section b — Survey Results — Demographic and contextual

Appendix A — Survey guestionnaires

insync 10
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Introduction Survey Methodology

AEMO 2014 approach

The methodology for the pilot study was based on AEMQO's
NEM-wide VCR study undertaken in 2014. The methodology
adopted by AEMO for that study is consistent with good
practice, and market leading in terms of existing precedent.

A high-level summary of the approach taken by AEMO in
2014 is as follows:

Sample size
e 1499 business customer responses
e 1416 residential customer responses

e Direct connect customers separately targeted
(13 surveyed)

Method of recruiting respondents

e Online panel and CATI recruitment (phone) fieldwork
method

Survey construct (main elements) - residential
customers

e Qutage experiences over the last 12 months

e Choice experiment used to assess value of outage
scenarios with differing characteristics (each respondent
presented with eight different scenarios, each with three

options, selecting their “preferred power outage option”):

« Contingent valuation (stated preference) used to assess
willingness to pay for baseline outage scenario (1 hour,
twice a year, weekday, Winter, off-peak and localised)

Document Classification: KPMG Public

Survey Design

Survey Results Recommendations

*  Willingness to pay question repeated for “rare but long
power outages” and “power outages during an extreme
heatwave”

e Respondent demographics, including NMI and alternate
energy sources

« Exploration of energy use and appetite for reducing usage
Business customers

In addition to the above, the business customers’ survey
explored the potential damage to a business resulting from
power outages.

insync 12
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Survey Methodology

Opportunities for improvement

Consistent with AEMO'’s approach in 2014, the Pilot Survey
for the AER in 2019 was designed in three main parts:

e an assessment of the respondent’s willingness to pay to
avoid a baseline outage

» a series of choice responses to provide statistical data on
how the respondent values specific attributes of outages

* demographic and contextual data
Survey validation process

As part of the development of the Pilot Survey, Insync ran a
survey validation process to test the language and format of
the 2014 AEMO survey with everyday customers to ensure
that the interpretation and understanding of each question
was consistent.

The validation process involved eight focus groups and 24 in-
depth interviews across Australia. Following this process a
revised version of the survey was designed which
maintained the same methodology, but using different
language.

Changes were made to the demographic and contextual
questions in order to provide more useful background data
and to improve the likelihood of completion.

Document Classification: KPMG Public

Survey Design

Survey Results Recommendations Appendices

Residential Control Group

A risk to the acceptance of the revised survey approach is a
material change in the resulting output metric. This variation
may be the result of the different methodology, or the fact
that respondents’ values have changed over time. To better
understand these differences, it was decided to split the Pilot
Survey between a reproduction of the 2014 AEMO
methodology and the revised survey methodology.

The residential Pilot Survey was run in two streams; a control
group answered a survey which included WTP and choice
model questions taken from the AEMO 2014 survey®. The
rest of the sample answered the updated 2019 version. The
contextual and demographic questions were common to
both surveys.

Business customers 2019

Business customers all answered the same survey, with
WTP and choice model questions similar to the updated 2019
residential version.

5. The WTP in the control group included two closed prompt questions followed by an
open-ended question.

insync 13
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AEMO 2014 WP Questions

1. Would you be
willing to pay an
increase of 3
Randomly assigned
) $x/month between $2 and $15
in your electricity bill

“

2. Would you be 2. Would you be

willing to pay an willing to pay an
Double increase of increase of Half of
opening opening
value in your electricity bill in your electricity bill value

| |
! !

'
EE EN BN ES

3. What is the maximum increase in $ per month in your
electricity bill you would be willing to pay to avoid the
same outage?

kPG

Survey Methodology Survey Design Survey Results Recommendations Appendices

Pilot Survey Design — Willingness to Pay (WTP)

The structure of the willingness to pay questions was changed for the 2019
Pilot survey.

In the AEMO 2014 survey respondents were asked two questions based on
cost prompts:

Would you be willing to pay an increase of $x/month in your electricity
bill (over six months this is a total of $x) to avoid this type of outage?

The question is then repeated with a second value; if the response was yes,
the x is doubled, if the response was no, the x is halved.

The opening $x is assigned randomly from a value between $2 and $15
After this, the AEMO survey presented an open ended question®:

What is the maximum increase in $ per month in your electricity bill
you would be willing to pay to avoid the same outage?

There are two main issues with this approach

1. The cost prompts may anchor a respondent’s answer to the open-ended
question

2. Arespondent’s answer to the open-ended question may not align with
their responses to the cost prompts

The 2019 Revised version of the residential and business Surveys did not
include cost prompt questions. (A Residential Control survey included cost
prompt questions). The Revised Surveys had one open-ended question on
willingness to pay:

How much of an increase would you be willing to pay in your

monthly/quarterly electricity bill to avoid the power outages described
in the above scenario?

The Pilot Survey included a new question for all respondents to estimate
their willingness to pay to avoid momentary outages:

How much would you be willing to pay in $ to avoid one momentary
outage?

6. It is understood from the published survey questionnaire that the closed questions were
followed by an open question, although no results from the open question are included in the
final report.

insync 15
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Pilot Survey Design — Choice Model

The role of the choice model in the VCR's calculation is to determine the

different value that customers place on various attributes of an electricity
outage; such as duration, time of day and season.

Choice modelling involves asking respondents repeatedly to select a
preferred option from a set of scenarios. Over a number of choices and with
a large enough sample, statistical analysis can calculate the relative value of
the attributes across the group.

Sample size vs Margin of Error (CI 95%) The Pilot Survey choice model largely replicated the model used by AEMO in

7.0% - 6.5% 2014. A more detailed description of the model attributes is on Page 17.
6.0% | 5 3% A minimum number of responses is required to achieve a statistically valid
4.6% result with the choice model. A minimum sample size of 200 per group was
0, 4 . . . . . . .
5.0% | 41% determined for the Pilot survey. This was derived in accordance with

0, . .
4.0% - 4.m\ 38% 350 33% 410 established formulae from industry research papers’:&.
i A7 2 9% . )
3.0% | 3.8% | The chart on the left shows that a sample size of 200 per cohort will be
0, .. . . . .
5 0% 3.3% 2.9% 70, sufficient to ensure a margin of error within 5 per cent when allowing for 2-
. 0 7 . (]

25% 23% 220 510 way interactions between choice set attributes. Further, we note that this is
1.0% ' consistent with “rule-of-thumb” practical guidelines from the same authors,
which recommend a minimum of 200 per group when the intention is to
compare groups of respondents, as is the case for this survey

Margin of error

0.0%
100 150 200 250 300 350 400 450 500

Sample size per cohort

—— Main effects = —=— 2-way interactions

7. Johnson, Rich, and Bryan Orme. "Getting the most from CBC” Sequim: Sawtooth Software
Research Paper Series, Sawtooth Software (2003)

8. Orme, B (2010) Getting Started with Conjoint Analysis: Strategies for Product Design and
Pricing Research Second Edition, Madison, Wis.: Research Publishers LLC

kPG insync 16
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Pilot Survey Design — Choice Model
. - gt Choice Model Design Process
Gn0| Ce M U U 6| Ueﬂ ﬂ |J[ | O ﬂS The model for the Pilot survey consists of a number of blocks, each
containing eight choice sets (sometimes referred to as ‘cards’), with three

Options to choose from. Every choice set includes the baseline option. Five
different blocks of choice sets were required to provide suitable variety of
choices for analysis.

Generating the choice sets for the model was a combined automated and
Choice Model Design Hierarchy manual process.

Respondents are randomly assigned one of five 1. Generating the Blocks and Sets
Choice Block different choice blocks. Each Block contains 8 The different blocks were generated with code in R? that would optimise the
Choice Sets (also called Choice Cards). selection process. The code used Federov's algorithm to return a table of
Choice Set/Card Each Choice Set/Card has three options to choose selected choice sets. This algorithm optimises data variation to make a
OICE SEle from. statistically efficient model (i.e. with as large as possible variations to explain
_ Each Option describes six different attributes of an the full factorial dataset). In any process to develop a statistically efficient
Attributes outage (see details below) model, it does not ensure against implausible situations or very obvious
Level Attributes take two to four values, known as choices.
evels levels'. 2. Sense check

This choice sets were subsequently reviewed manually to ensure “common
sense” trade-offs between concepts such as severity and discounts. This

scrutiny led to the revision of several choice sets where the options required
rebalancing to provide choices that would provide discounts more consistent

with the attributes presented in relation to the baseline.

3. Test distribution of levels

Severity Localised/Widespread

DuEier 1hr, 3hr, 6hr, 12hr Following this, an assessm_ent was undertaken to ensure that no levels were
- under or over represented in non-baseline choices, and any required changes

Season Summer/Winter made.

Time of Day Off-peak/Peak
Time of week Weekday/Weekend

4. Sense check

As a result of the modifications undertaken as part of points 2 and 3, a

0,3,7,15 dollars per month (residential) subsequent sense check was undertaken on the choice sets.
0, 1,2,3 % lower (business)

Discount

kPG

9. R is a programming language and software environment for statistical computing

insync 17

Document Classification: KPMG Public



Executive Summary Introduction Survey Methodology Survey Design Survey Results Recommendations Appendices

Choice Model - Definitions

The figures below show the definitions presented to respondents
for the choice model attributes’®.

The table on the left is taken from the AEMO 2014 survey. The
Residential control group were presented with the AEMO 2014
version of the definitions in the choice model.

The table on the right shows the definitions presented to the
Residential revised group and the business customers.

AEMO 2014 Survey/Residential Control Group

Term

Definition

Localised /widespread:

If you live in a high density area, a localised outage is a power outage affecting your property and
vour neighbourhood. You may notice that surrounding residential dwellings, nearby shops and nearby
schools are affected by the outage but your neighbours living in adjacent suburbs are unaffected.

If you live in a low density area, a localised outage is a power outage affecting your property and
entire town. Local residences, businesses and essential amenities are affected but your neighbours
living in adjacent towns are unaffected Widespread outages affect a larger proportion of the regional
electricity grid than localisad outages. They are usually caused by major storms (e.g. from tree
branches falling on major power lines) or explosions caused by overheated electricity equipment,

If you live in a high density area, a widespread outage is a power outage affecting several
neighbourhoods at once, an entire city, or even several cities within a region.

If you live in a low density area, a widespread outage is a power outage affecting several
neighbouring suburbs at once within a region.

Choice Model - Changes to definitions

Several changes were made to the appearance and context for the
choice model based on the survey validation process. For example:

¢ The definitions of Localised/widespread, Duration and
Summer/Winter were simplified

¢ The evening peak hours were changed from 3-6pm to 5-8pm

¢ The description of the Discount (Change to your bill) was revised
and shown differently on screen, with reference to the
respondent’s billing frequency.

Revised Survey

Term Definition

Localised means a power outage that is limited to homes and businesses in your
Localised/Widespread outage street and surrounding streets.
Widespread means your suburb and the surrounding suburbs,

Duration

An outage can last for various lengths of time. We describe duration in hours over which electricity is
not delivered to you.

Duration Duration is the number of hours your home and affected area is without power.

Frequency

The number of times outages are expected to occur in a year,

Frequency Frequency is the number of outages each year.

Summer/Winter

Electricity is important all year round, but it is typically maore valuable in either summer because we
want to keep cool or in winter because we want to keep warm. In spring and autumn heating and
cooling are less important.

Electricity is important all year round, but is often more valuable at some times of the
year due to the need for heating or cooling.

Summer = December, January and February.

Winter = June, July and August.

Summer/Winter

Weekday /weekend

A power cut during the weekend might affect you differently from one during the working week.

Peak/off-peak

A peak time power cut will include some or all the peak time for the grid, which takes place in the
intervals 7-10am and 3-6pm.

Weekday/Weekend You may use maore or less electricity on weekends compared to weekdays.

Monthly bill decrease

We are asking you to consider accepting 2 rebate or discount on the bill for suffering the unexpected
power outage. Please imagine the following scenario: power outages are inevitable but new regulation
requires your electricity provider to compensate you with a bill rebate for the inconvenience caused to
you by specific power outages.

In this survey, Peak time occurs between 7-10am and 5-8pm every day. Off-peak

Time of day time occurs anytime except 7-10am and 5-8pm every day.

To answer these questions consider whether you would accept less reliable electricity
supply if you received lower electricity bills. This may mean you experience more
severe unexpected power outages.

Change in your quarterly (every
three months) electricity bills

kPG

10. Full versions of the surveys are included at Appendix A.
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Executive Summary Introduction

Residential bhoice ar

AEMO 2014 Question 7 out of 8
Survey
Residential Option 1 Option 2 Option 3
Control Group
Localised/widespread Localised Widespread Localised
Duration 1 hour 1 hour 3 hours
Frequency Twice a year Twice a year Twice a year
Summer/winter Winter Winter Winter
Weekday/weekend Weekdays Weekends Weekends
Peak/Off-peak Dff-Peak Off-Peak Peak (7-10am and 3-6pm) -
Monthly bill decrease No change $7/month F3/month
Revised Survey  Question 3 out of 8
Option 1 Option 2 Dption 3
Localised/widespread Localised Widespread Widespread L 1. Peak Hours
Duration 1 hour 3 hours 3 hours changed
Frequency Twice a year Twice a year Twice a year
Summer/winter Winter Winter Summer
Weekday/weekend Weekdays Weekdays Weekends
Time of day Dff-Paak Peak (7-10am and 5-8pm) Peak (7-10am and 5-8pm) -
iree monine) elecrchy bls (Lo charae v e T presented differently

Document Classification: KPMG Public
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Pilot Survey Design — Demographic and contextual
questions

Minor changes were also implemented to demographic and
contextual questions.

The order in which items are presented to respondents was
also reviewed, with the aim of placing choice model items as
early as possible in the survey, to minimise the impact of
fatigue on items that require the greatest attention from
respondents.

KPMG insync 20
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Pilot Survey Design — Sample plan

Three factors drove the sample plan for the Pilot Survey:
1. Large, granular sample plan for the Main Survey

2. Experimental changes to survey design

3. Decision to split the residential Pilot

The AER intends to survey 10,000 consumers in 2019 to estimate the VCR,
including coverage across regional and rural Australia. Some of the target
sample areas are traditionally difficult to recruit survey participants from.
When the decision was made to split the pilot, it was a known risk that some
Pilot Survey results may end up being incompatible with the Main Survey
responses and would have to be disregarded. To mitigate against wastage of
responses from the most difficult to reach groups, the pilot was targeted at
capital cities on the understanding that this sample could reliably be filled
again with new respondents for the Main Survey.

Small businesses are very difficult to recruit for surveys. To increase the
number of small business responses, the survey opened with two questions
that directed respondents to the business survey if they indicated they were
employed and had input in to the electricity spending at their place of work.
This boosted the small business response.

The Pilot survey had a target sample of 1000 residential and 300 businesses.
Sample plan by climate zone

e T E The AER have suggested a sample plan based on Climate zone boundaries
rather than State borders for the calculation of VCR figures in 2019. The table
and map to the left includes the results of the Pilot Survey by climate zone

Climate | Major city Survey Survey Population compared with the Australian population.
zone Responses Responses _

(no.) (%) (%) | SurveyVersion

Residential Residential Business

“ . - Control Revised
B2 Brisbane 237 23% 21%
n 1 0% 1% NSW/ACT 209 209 123
4| 39 4% 5% 22 10
B Sydney Adelaide 301 29% 26% e 227 69
B Velbourne 393 38% 37% (SA ] 105 20

Hobart, Canberra 39 4% 8% TOTAL 209 813 318
}3% insync" 21
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Presentation of results

The Pilot survey results will not be converted into $/kWh. The purpose of the

LONVErsion ar survey datainto VR Pl s 210 et the suvey deogn end methrkion. ot o et

The results presented in this report are:

* Average Willingness to Pay (WTP)
Average WTP and choice ]
model results for each e Outputs from the choice model

cohort Changes in average WTP relative to AEMQ’s 2014 study may not directly
translate into proportional changes in VCR, as the effect will be combined
with changes in demand and outage probability. VWhat this means is that a
reduction in WTP may not translate to an equivalent reduction in the VCR, or
a reduction at all.
Probability of outage
scenarios based on specific
outage history

The main survey data will be converted into $/kWh for each cohort based on
outage probability, demand profile and regional load weighting. The data to
support this transition is sourced from a number of external sources
including MSATS, DNSP RINs and ESAA data.

The final VCRs will be presented as a $/kWh value and there will be more
Approximation of granular results than we have presented in this report. The intention is to
unserved energy during segment residential results for each climate zone and remoteness category

an outage and calculate separate VCRs where there are adequate responses, and
significant statistical differences. Business results will be separated by
sector.

Load weighting

$ per kWh

kPG insync 23
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Figure 1: Residential Open-ended WTP responses ($ per month) - NSW only Open-ended Willingness to Pay (WTP) responses

All the survey versions have an open-ended question asking customers to
provide the additional amount they would pay on their bill to avoid the

baseline outage. Residential customers are asked to provide their response

Control 39% 9% | 7% K% . ; ) . .

n=209 in dollars, while business customers provide their answer as a percentage
increase.

Revised 24% 19% 20% 8% | 10% The baseline outage has the same characteristics across all the surveys:

(NSW) . . .

n=209 * Localised, one hour outage, twice a year, in winter, off-peak on a

weekday

E$0 ®m$0-$5 m$5-$10 m$10-$33 mover $33

Figure 2: Business Open-ended WTP responses (% of bill) Figure 1 shows the effect of the diff_eren'_t survey designs on the open-ended
WTP response. It compares the Residential control group with the

Residential Revised respondents from NSW. These customers were drawn
B from the same pool, and would be expected to have similar results.
n=318 Over 40 per cent of residential respondents stated a WTP of zero regardless
m0% m0-5% ®m5-10% m10-25% ®m25-50% =50-100% of the survey taken.

In the control group 39 per cent of respondents were willing to pay between
one cent and $5, compared with 19 per cent in the equivalent NSW
residential group. Nine per cent of respondents to the Residential Control
survey were willing to pay between $5 and $10 compared with 20 per cent
of the Residential Revised group.

Note: Percentages may not add up to 100 due to rounding

Figure 3: Business WTP responses against monthly bill

$99,000
$25,000 Residential respondents to both surveys were equally likely to provide a
value between $10 and $33, although the control group was less likely to
$20,000 provide a response over $33.
g The control group answered the Yes/No questions with cost prompts before
£  $15000 the WTP question. On the basis of the WTP responses there may be an
3 anchoring effect which can affect responses to the open-ended question
$10,000 relative to the prompts. This distribution implies that the cost prompts have
an effect on respondents’ idea of a ‘reasonable’ amount if they are willing to
$5.000 pay something above zero.
Figure 2 shows the distribution of WTP responses from businesses. Aside
$0 from the 0% responses, the dollars per month implied by the responses will

0 20 40 60 80 100 vary depending on the size of the business's electricity bill.

WTP (% of hill
Focil Figure 3 illustrates the range of business responses by WTP and monthly bill

showing the wide range of responses, including one business with monthly
electricity costs of $99,000.

kPG insync 24
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Average residential WTP under each methodology ($)

Residential Residential
Control Revised
N=209 N=813
Methodology Description
Uncapped Simple average of input value $10.26 $19.27
Simple average of Input value. Max input
Capped average capped at $33/month $4.30 $5.99
Input values not used. WTP derived from
R cost prompts and Y/N as per AEMO 2014 2K na
Key points

e The uncapped average is 2-3 times higher than the capped average, although
the cap is applied to less than 10 per cent of responses.

e Under the AEMO 2014 methodology the maximum WTP is constrained by the
range of cost-prompts. The highest value possible would be $30 (for a
respondent who received the maximum opening prompt of $15 and answered
Yes-Yes). In the Pilot survey, the highest WTP recorded, when calculated via the
cost prompts only, was $26.

e Under the AEMO 2014 methodology, 67 per cent of responses are set to zero
as a result of answering No-No. This is higher than the 42 per cent of
respondents who answered zero in the open-ended question. A third of the
respondents who answered No-No, entered a willingness to pay that is greater
than zero.

Average Business WTP by Sector

No. of responses - WL

(% bill increase)
Agriculture 5 7.6
Manufacturing and Construction 58] 15.1
Energy, Supply Chain Logistics 45 15.8
Retalil, Hospitality, Arts and Recreation 70 12.5
Professional, Administrative and Education Services 114 13.7
Critical Health and Safety Services 25 9.1
Other 6 7.0
Overall 319 13.4

kPG

Average Willingness to Pay (WTP)

This section calculates the willingness to pay to avoid the baseline outage
using three approaches.

1. Uncapped Average

This approach is based on respondents’ input to the open-ended WTP
question. It is a simple average of the responses with no reference to
Yes/No questions. High input numbers have a significant impact on this
result.

2. Capped Average

This approach takes a simple average of the responses to the open-ended
WTP question, after capping responses at a maximum value of $33 per
month. $33 was considered equivalent to the value of private investment
that a consumer would need to make at their premises to install a back-up
system sufficient to protect their property from the baseline outage'®. The
cap was applied to 4 per cent of the control group (8 responses) and 65 of
the 813 responses to the revised survey.

3. AEMO 2014

This approach is a replication of the methodology used by AEMO in 2014 .
WTP is implied from the responses to the Yes/No questions.

1) a "No-No" implies a zero WTP

2) a "No-Yes" implies a WTP = half of the first cost prompt

3)a "Yes-No" implies a WTP = the first cost prompt

4) a "Yes-Yes"” implies a WTP = twice the value of the first cost prompt

For this report we can only apply this methodology to the Residential Control.
Group as it relies on the cost prompt questions, which were not included in
the revised survey. The equivalent result of this methodology in the AEMO
2014 study (for residential customers in NSW) was $2.32.

Analysis of the outcomes using each methodology allows for the
identification of the appropriate methodology to support the Main Survey.

10. $33 was set as the cap for analysis of the Pilot survey results. The value of the cap may
be revised as the methodology is developed for the Main survey.

insync 25
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Choice Model Results

Table 1 Residential Control - all responses

Coefficient Standard 0 o Duration appears to be a significant_ consideration factor to th(_a pref_erence of

Estimate Error outage for both residential and business respondents. Scenarios with 3, 6

Status Quo 0.565 0140  4.041 0.000 and 12 hours of duration displayed large negative directions to outage
Severity 0.003  0.086 0031 0.975 preferences.
Duration - 3 Hours -0.493 0.119  -4.137 0.000 e The duration of the outage attribute is not monotonic, that is, for the
Duration - 6 Hours -0.845 0124 -6.806 0.000 Residential Control and Business responses, the magnitude of the
Duration - 12 Hours -0.798 0136 -5.852 0.000 negative coefficient does not progress to larger negative values moving
Season - Summer 0.196 0.091  2.159 0.031 between 6 and 12 hours. This may indicate that respondents do not have
Time of day - Peak -0.281 0.083  -3.405 0.001 a significant preference for a 6 hour outage over a 12 hour outage?
w68kend S S - 0866 No. of records : 5016 » Businesses have a greater preference for an outage on the weekend than
Discount 0.031 0.008 3.624 0.000 No. of respondents : 209 on Weekdays
Table 2 Residential Revised - all responses

* The high coefficient estimate for Status Quo is mainly driven by the

COEIEENY SEMEEIC] ol e substantial proportion (22 per cent) of respondents that selected the

S Error baseline choice as the preference for all eight choice survey questions.
Status Quo 0.520 0.073 7.150 0.000
Severity -0.080 0.046 -1.715 0.086
Duration - 3 Hours -0.749 0.062 -12.114 0.000
Duration - 6 Hours -1.169 0.064 -18.140 0.000
Duration - 12 Hours -1.232 0.073 -16.984 0.000
Season - Summer 0.109 0.048 2.262 0.024
Time of day - Peak -0.408 0.045 -0.144 0.000
Weekend -0.018 0.050 -0.368 0.713 No. of records : 19512
Discount 0.062 0.004 14.025 0.000 No. of respondents: 813
Table 3 Business - all responses

Coefficient Standard z-value Pr(>[2])

Estimate Error

Status Quo 0.541 0.117 4.621 0.000

Severity -0.096 0.070 -1.360 0.174

Duration - 3 Hours -0.620 0.097 -6.368 0.000

Duration - 6 Hours -0.916 0.101 -9.104 0.000

Duration - 12 Hours -0.709 0.108 -6.556 0.000

Season - Summer -0.010 0.074 -0.132 0.895

Time of day - Peak -0.194 0.068 -2.838 0.005

Weekend 0.303 0.078 3.885 0.000 No. of records : 7656
Discount 0.071 0.036 1.948 0.051 No. of respondents : 3191

kPG insync 26

11. The choice modelling for business customers included one response which was

subesquently excluded from the WTP analysis after scrutiny of the answer pattern. Document Classification: KPMG Public
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Recommended changes to Main Survey

This section of the report includes proposed changes to the design and
methodology for the Main Survey based on the results of the Pilot.

On the whole, the design updates, particularly the reduction in complexity
and the use of more inclusive language, have made the survey more
streamlined. This is reflected in the high completion rate.

From the results, there are three main issues that need to be addressed in
preparation for the Main Survey:

1. The difference in average WTP between the two residential surveys and
the range of results from employing different methodologies to calculate
the average.

2. Regardless of the methodology, the average is heavily affected by a
relatively small proportion of very high WTP inputs and the large number
of zeroes. Efforts to cap WTP at a reasonable level reduces the average.

3. The choice model is providing statistically significant results, but the
baseline choice is over represented (58 per cent of all responses).

1. Calculating WTP

The decision to split the pilot has been beneficial in understanding the
difference between the two survey methodologies.

The results on page 24-25 illustrate the extent that the cost prompts and the
Y/N questions may influence the respondent’s open-ended willingness to pay
response. It is not clear if the responses from the control group are anchored
at a low level by the cost prompts, or if the revised survey responses are
high because they are provided in the absence of any context.

Using only the Y/N responses to calculate WTP, as AEMO did in 2014,
constrains a response to either zero (if N/N combination), or to the cost
prompt at which the last Yes was selected. Without a follow-up open ended
question, we lose potential granularity. For example, a customer with a
genuine willingness to pay of $3, faced with a $1 dollar opening cost prompt
would be ascribed a WTP of $2. The same person, faced with a $15 cost
prompt would be ascribed a WTP of $0.

kPG

Survey Methodology

Survey Design Survey Results Recommendations

We recommend continuing with the open-ended WTP gquestion for the Main
Survey, and the two cost-prompt questions should also be included in the
survey to provide context and assist in framing realistic values.

2. High WTP responses

One problematic aspect of the open-ended WTP results is the effect of very
large numbers on the average. For the Pilot Survey we used ex-post methods
to cap these at $33. For the main survey, we recommend that capping is also
only applied to results in the post-survey analysis phase.

3. Willingness to pay of zero

The large numbers of zeroes in the open-ended WTP question shows no
willingness to pay to avoid the baseline outage. This has been observed
among 40 per cent of residential respondents. This is common to both
survey groups (Control and Revised methodologies) and is consistent across
states for residential customers.

A lower portion (22 per cent) of business respondents were unwilling to pay
more on their bill to avoid the baseline outage.

insync 28
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Recommended changes to the choice model

Overrepresentation of the baseline option affected the results of the choice
model. We have suggested three changes to the survey design to reduce
this effect in the Main Survey by making the trade-offs in the choices more
prominent.

1. Discount levels

The monthly bill reductions presented in the choice model in the Pilot survey
were; no change, $3, $7 or $15 per month for residential customers. For
business customers the discounts are expressed as 1%, 2% or 3% per cent
off the bill. For the Main Survey we suggest increasing the discounts to be
more significant and provide more reason for customers to express their
preferences on the other attributes. A focus group could be employed to set
more realistic values, or the discounts could be raised in line with the
average increase in retail electricity prices over the period.

Survey Methodology

Recommendations

Survey Design

Survey Results

2. Position of baseline choice

The survey presented customers with the baseline as Option 1 on the left in
each of the 8 choice questions, making it very easy to select the baseline
every time without engaging with the other options. For the Main Survey, we
suggest placing the baseline option in different positions at random on
screen to increase respondents’ engagement with the choices and trade-offs
on offer.

3. Placement of discount

The discount from the electricity bill was placed at the bottom of each choice
card as the last attribute. For the Main Survey, we suggest putting the
discount at the top of the menu, so that customers are evaluating the other
attributes of the outages more consciously against the discount.

2. Randomise the position
of the baseline option

3. Move discount |
to the top of the

ﬂ Option 1 Option 2 Option 3
Localised/widespread Localised Widespread Widespread
Duration 1 hour 3 hours 3 hours
Frequency Twice a year Twice a year Twice a year
Summer/winter Winter Winter Summer
Weekday/weekend Weekdays Weekdays Weekends
Time of day Dff-Peak Peak (7¥-10am and 5-8pm) Peak (7-10am and 5-8pm)
I L [ serower 521 over |

1. Increase the value of
the discounts

insync 20
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Residential sample

As noted earlier in this report, the residential Pilot Survey was run in two streams; a
control group answered a survey with willingness to pay (WTP) and choice model
questions identical to the AEMO 2014 survey (“control” survey), and the rest of the
sample answered the updated 2019 version (“revised” survey). Contextual and
demographic questions were common to both surveys.

NSW was chosen for the comparison between the control and revised surveys, with
209 responses received for each survey version. An further 604 responses were
received for the revised survey, targeting Brisbane, Melbourne and Adelaide where a
sufficient sample can still be obtained for the main survey phase.

Residential responses by State and survey type
Control survey

New South Wales
(entire State)

Queensland
(Brisbane)

Revised survey

South Australia

E
[y

(Adelaide)
Victoria
(Melbourne) 272
209 Total 813

For the main survey phase, analysis by climate zone and Accessibility/Remoteness
index will be conducted. For the pilot phase, many of these cohorts are not fairly
represented to warrant exploration of pilot results.

Across all residential survey respondents (control and revised surveys), the following
response numbers were obtained for demographic items.

Residential responses by Household size
1 person n=(198) _ 19%
2-3 people n=533) || T 52
4+ people n=291) || GGG 23

0% 15% 30% 45% 60%

Residential responses by Gender

Female n=(551) | EEEEEEEE 5+
male n=465) [N /o
Prefer not to say n=(3) | 0%

0% 15% 30% 45% 60%

Residential responses by Age

under 30 n=(194) || 19%
30-39n=193) |GG 1°%
40-49n=187) | I 13%
50-59 n=180) [ 18%
60-69n=(134) [ 13%

70 oroldern=(134) | 13%

0% 15% 30% 45% 60%
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		4+ people n=(291)

		2-3 people n=(533)

		1 person n=(198)



$WTP (Capped @ $33) - Resi Revised survey

0.2847358121

0.5215264188

0.1937377691
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				$WTP (Capped @ $33) - Resi Revised survey

		4+ people n=(291)		28%

		2-3 people n=(533)		52%

		1 person n=(198)		19%
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		Prefer not to say n=(3)

		Male n=(468)

		Female n=(551)



$WTP (Capped @ $33) - Resi Revised survey

0.0029354207

0.457925636

0.5391389432
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				$WTP (Capped @ $33) - Resi Revised survey

		Prefer not to say n=(3)		0%

		Male n=(468)		46%

		Female n=(551)		54%
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		70 or older n=(134)

		60 - 69 n=(134)

		50 - 59 n=(180)

		40 - 49 n=(187)

		30 - 39 n=(193)

		Under 30 n=(194)



$WTP (Capped @ $33) - Resi Revised survey

0.1311154599

0.1311154599

0.1761252446

0.1829745597

0.1888454012

0.1898238748
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				$WTP (Capped @ $33) - Resi Revised survey

		70 or older n=(134)		13%

		60 - 69 n=(134)		13%

		50 - 59 n=(180)		18%

		40 - 49 n=(187)		18%

		30 - 39 n=(193)		19%

		Under 30 n=(194)		19%
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Residential sample

Residential responses by Current financial situation

Live comfortably n=(243) _ 24,
Meet basic expenses with alittle left over for _ 36Y%
extras n=(372) g

Just meet basic expenses n=(290) _ 28%
Don't have enough to meet basic expenses o
=95 H o
Prefer not o say n=(22) I 2%
0% 15% 30% 45%

Residential responses by Non-English language spoken at home

Yes, always n=(71) . 7%

Yes, sometimes n=(87) - 9%

No n=s6) | ::°:
Prefer not to say n=(8) | 1%

0% 15% 30% 45% 60% 75% 90%

Document Classification: KPMG Public

insync 32



Chart1

		Prefer not to say n=(22)

		Don't have enough to meet basic expenses n=(95)

		Just meet basic expenses n=(290)

		Meet basic expenses with a little left over for extras n=(372)

		Live comfortably n=(243)



$WTP (Capped @ $33) - Resi Revised survey

0.0215264188

0.0929549902

0.2837573386

0.3639921722

0.2377690802
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				$WTP (Capped @ $33) - Resi Revised survey

		Prefer not to say n=(22)		2%

		Don't have enough to meet basic expenses n=(95)		9%

		Just meet basic expenses n=(290)		28%

		Meet basic expenses with a little left over for extras n=(372)		36%

		Live comfortably n=(243)		24%
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		Prefer not to say n=(8)

		No n=(856)

		Yes, sometimes n=(87)

		Yes, always n=(71)



$WTP (Capped @ $33) - Resi Revised survey

0.0078277886

0.8375733855

0.0851272016

0.0694716243
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				$WTP (Capped @ $33) - Resi Revised survey

		Prefer not to say n=(8)		1%

		No n=(856)		84%

		Yes, sometimes n=(87)		9%

		Yes, always n=(71)		7%
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We have explored the varying WTP averages based on the first cost prompt
presented to the respondent. With relatively low responses across each individual

cost prompt, we have grouped responses in to brackets. Results show little increase
in average WTP results for respondents presented with initial costs beyond $5.

Figure 2: Open WTP by initial cost prompt
Control group
As noted earlier in this report, we recommend including closed cost prompt
questions in the main survey as well as using the open willingness to pay (WTP) Initial cost prompt of $2 to $5 (n=59)
question for analysis purposes, with values capped at the amount advised by the
AER ($33). The results presented on this page are based control version of the
residential survey which represents our recommended design for the main survey.

$3.33

Initial cost prompt of $6 to $10 (n=75) $4.65

WTP analysis (open question, capped at $33) by age shows that average WTP values

decreases for older cohorts. Initial cost prompt of $11 to $15 (n=75) $4.71
Figure 1: WTP by age $0.00 $2.00 $4.00 $6.00
Control Survey Overall (n=209) _ $4.30 Respondents who “live comfortably” have the highest reported WTP.

Figure 3: WTP by household financial situation

Meet basic expenses with a little left over
for extras (n=71) N ;:
Just meet basic expenses (n=57) _ $3.38
60 - 69 (n=23) - $1.22
Don't have enough to meet basic expenses _ $5.34
70 or older (n=27) - $1.48 (n=16) 5

$0 $1 $2 $3 $4 $5 %6 $7 $8 Prefer not to say (n=5) $6.80

$0 $1 $2 $3 %4 $5 %6 $7 98
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		Initial cost prompt of $11 to $15 (n=75)

		Initial cost prompt of $6 to $10 (n=75)

		Initial cost prompt of $2 to $5 (n=59)



$WTP (Capped @ $33) - Resi Revised survey

4.7066666667

4.6533333333

3.3306779661



Sheet1

				$WTP (Capped @ $33) - Resi Revised survey

		Initial cost prompt of $11 to $15 (n=75)		$4.71

		Initial cost prompt of $6 to $10 (n=75)		$4.65

		Initial cost prompt of $2 to $5 (n=59)		$3.33






Chart1

		70 or older (n=27)

		60 - 69 (n=23)

		50 - 59 (n=42)

		40 - 49 (n=40)

		30 - 39 (n=43)

		Under 30 (n=34)

		Control Survey Overall (n=209)



$WTP (Capped @ $33) - Resi Revised survey

1.4814814815

1.2173913043

4.3811904762

4.9625

5.0465116279

6.7941176471

4.2990909091
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				$WTP (Capped @ $33) - Resi Revised survey

		70 or older (n=27)		1.48

		60 - 69 (n=23)		1.22

		50 - 59 (n=42)		4.38

		40 - 49 (n=40)		4.96

		30 - 39 (n=43)		5.05

		Under 30 (n=34)		6.79

		Control Survey Overall (n=209)		4.30
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		Prefer not to say (n=5)

		Don't have enough to meet basic expenses (n=16)

		Just meet basic expenses (n=57)

		Meet basic expenses with a little left over for extras (n=71)

		Live comfortably (n=60)



$WTP (Capped @ $33) - Resi Revised survey

6.8

5.34375

3.377193

3.302958

5.866667
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				$WTP (Capped @ $33) - Resi Revised survey

		Prefer not to say (n=5)		6.80

		Don't have enough to meet basic expenses (n=16)		5.34

		Just meet basic expenses (n=57)		3.38

		Meet basic expenses with a little left over for extras (n=71)		3.30

		Live comfortably (n=60)		5.87
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Momentary outages General observations

The revised residential survey included a single open ended question to assess WTP,

without the initial cost prompt questions. This is not the design we are suggesting for
the main survey, however the larger number of pilot responses for this methodology

still allows us to compare the average WTP results (capped at $33) for a wider range

of demographics.

Residential respondents were asked how much (in dollars) they would be willing to
pay to avoid a momentary outage (defined as lasting no more than 3 minutes). All
respondents across both the control and revised survey versions were presented
with the same item, hence results are calculated across the entire residential pool of
1,022 pilot responses.

Further observations from the survey results which are not included in the earlier

figures include:

Figure 4: WTP to avoid momentary outages by state ) . . )
« Respondents from Adelaide recorded a WTP almost twice as high as Brisbane

All residential respondents combined _
(n=1022) $13.54 ($8.37 versus $4.45)

«  Swimming pool owners had a slightly lower WTP to respondents without a pool

New South Wales - entire State (n=418) - $9.47 ($5.58 versus $6.05). This may be a function of location as per the above point

) ¢ Electric vehicle owners had a WTP over three times higher than respondents who
el BEINSRE 2L - $7.58 do not own an electric vehicle ($18.40 versus $5.70)
) ) * Respondents with rooftop solar panels had a slightly higher WTP than
Selib et e gt (i ) Ssto respondents without rooftop solar ($6.09 versus $5.96)

Victoria - Melbourne (n=272) _ $17.95 * Respondents with both rooftop solar and a home battery storage solution had an

average WTP of $20.84, far greater than a $5.92 average for respondents with

$0 $5 $10 $15 $20 $25 $30 $35 neither
* WTP increased with household size ($3.96 for 1 person household, $5.71 for 2-3
Figure 5: WTP to avoid momentary outages by age people, $7.97 for 4+ people)

under 30 (n=194) || s25.05
30-39 m=193) || 52065
40-49 m=187) || 31405
50-59 (n=180) [ $746
60-69 (n=134) [ $4.20

70 or oider (n=134) [ $3.41

$0 $5 $10 $15 $20 $25 $30
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BUSINESS Sample

318 business responses were obtained during the pilot phase. Pilot survey responses
are largely dominated by respondents in major capital cities as per Figure 6. This
reflects the pilot sample plan targeting major capital cities (Brisbane, Melbourne,
Adelaide) where a potentially wasted sample could be risked and have minimal
impact upon obtaining a representative sample for the main phase. Respondents
across all regions of NSW were targeted to satisfy the residential control exercise.

Figure 6: Responses by geographic area

Suburban/industrial estate in a capital city _ 42%
Suburban/industrial estate in a regional town - 14%

Rural (acreage properties and farms) - 5%

0% 10% 20% 30% 40% 50%

Note: Percentages may not add up to 100 due to rounding

The pilot study has revealed that several respondents living within either Brisbane,
Melbourne or Adelaide have proceeded to complete the Business survey on behalf of
a business located rurally or within a regional town.

Suburban/industrial
Suburban/industrial estate in a regional Rural (acreage
Inner city/CBD estate in a capital city town properties and farms)
New South Wales (n=121) 14% 4%
Queensland (n=63) 30% 2% 12%
South Australia (n=20) 35% 10% 0%
Victoria (n=106) 36% 11% 3%

kPG

Respondents were also asked to confirm their employment status as one of the
qualifiers for the business survey.

Figure 7: Responses by employment status

emptoyed ful tme | 55
Employed part time/casual - 20%
Self-employed / business owner - 22%

0% 20% 40% 60% 80%

Upon qualifying for the business survey, respondents were asked to select the
industry sector of the organisation they work for. Industry sectors have been grouped
to the segments as per Figure 8.

Figure 8: Business responses by industry sector

Agriculture (n=5) I 2%

Manufacturing and Construction (n=53) 17%

Energy, Supply Chain Logistics (n=45) 14%

Retail, Hospitality, Arts and Recreation (n=70)

22%

Professional, Administrative and Education Services

0,
gt I
Critical Health and Safety Services (n=25) - 8%
other (n=6) [J] 2%
0% 10% 20% 30% 40%
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Business sample The spread of FTE head count across the business sample is as follows.

Proportions of respondents across the granular ANCSIC industry codes is included Figure 10: Business respondents by FTE

below.
Figure 9: Business respondents by Industry 0 employees . 3%
Retail Trade (n=43) _ 14% 1- 10 employees _ 40%
Professional, Scientificand Technical Services (n=39) _ 12% 11 - 20 employees _ 18%

Education and Training (n=33) _ 10%
21 - 100 employees _ 22%
Construction (v-31) | 10%

Health Care and Social Assistance (n=25) _ 8% 101 - 200 employees - 8%
Manufacturing (n=22) _ 7% >200 employees - 9%
) _ o
Transport, Portal and Warehousing (n=18) ||| I % o 10% 20% 20% a5 )

Arts and Recreation Services (n=18) _ 6%

Administrative and Support Services (n=16) _ 5%
Financial and Insurance Services (n=14) _ 4%
Wholesale Trade (n=13) _ 4%

Information Media and Telecommunications (n=13) _ 4%
Accommodation and Food Services (n=9) - 3%
Rental, Hiring and Real Estate Services (n=9) - 3%
Agriculture, Forestry and Fishing (n=5) - 2%
Public Administration and Safety (n=3) . 1%
Mining (n=2) I 1%
Electricity, Gas Water and Waste Services (n=1) I 0%
Other Services / None of the above (n=4) . 1%

0% 5% 10% 15%
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36 per cent of respondents indicated their business suffered zero outages over the
last year. As we would expect, the proportion of respondents (blue bars) decreases
as the number of outages experienced increases. Also included is the average
assessment of “disruptiveness” associated with the outage(s) experienced. The
rating scale ranged from O (not disruptive) to 7 (very disruptive). The overall average
across all business respondents was 4.62.

Figure 11: Experience of outages and level of disruptiveness

# outages Proportion of responses Disruptiveness

R
1 outage (n=78) _ 25% 419

2 outages (n=54) _ 17% 4.61
3 outages (n=35) - 1% 5.20

4 outages n=14) [J] 4% 4.50

5 outages (n=12) . 4% 5.08

6 outages (n=3) I 1% 5.33

7 outages (n=7) I 2% D10/
0% 10% 20% 30% 40%

Respondents were asked how much of an increase in their bill they would be willing
to pay to avoid a particular scenario of two unexpected outages. Each outage occurs
on a different random weekday in Winter and lasts for one hour in off peak times.
Each outage only affects the respondent’s local area.

It was explained to respondents that the outages could mostly be avoided if the
electricity network was improved.

Respondents were separately asked to enter the number of outages they had
experienced in the previous 12 months.

The average response across all 318 business responses is presented in the top bar

of Figure 12, and the bars below show willingness to pay split by the number of self-
reported outages in the previous year. In general, customers who have experienced

more outages have higher willingness to pay.

Figure 12: Business WTP (% of bill) by reported outages in previous year

All Respondents combined (n=318) - 13%
0 outages (n=115) - 10%
1 outage (n=78) - 12%
2 outages (n=54) - 12%
3 outages (n=35) - 19%
4 outages (n=14) - 10%
5 outages (n=12) _ 28%
6 outages (n=3) _ 44%,
7 outages (n=7) _ 3%

0% 20% 40% 60%
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Business results

WTP results vary by industry sector.
Figure 13: WTP (% of bill) by industry sector

Agriculture (n=5) 8%

15%

Manufacturing and Construction (n=53)

Energy, Supply Chain Logistics (n=45) 16%

Retail, Hospitality, Arts and Recreation (n=70) 13%

Professional, Administrative and Education
Services (n=114)

14%

Critical Health and Safety Services (n=25) 9%

Other (n=6)

7%

0% 5% 10% 15% 20%

Respondents in Queensland, on average, reported lower willingness to pay than
other States.

Figure 14: WTP (% of bill) by state
New South Wales (n=121) 16%

Queensland (n=69) _ 10%
south Australia (n=20) ||| T 13
VISR ——

0% 5% 10% 15% 20%

Self-employed/business owners are, on average, only willing to pay a six per cent
increase on their bill.

Figure 15: WTP (% of bill) by employment status of respondent

Empioyed ot tme o=1c%) |
Employed part tmecasual v-54) | ¢
Self-employed / business owner (n=71) _ 6%

0% 5% 10% 15% 20%

Respondents were also asked how much (in dollars) their business would be willing
to pay to avoid a momentary outage (defined as lasting no more than 3 minutes).
Results by Industry sector are presented below. Within sector group “Other”, a
single respondent within the Mining industry indicated a value in excess of $1,000,
heavily skewing the average result.

Figure 16: WTP ($ per month) to avoid momentary outages by industry sector

Agriculture (n=5) . $33

Manufacturing and Construction (n=53) - $102
Energy, Supply Chain Logistics (n=45) _ $178

Retail, Hospitality, Arts and Recreation (n=70) - $69

Professional, Administrative and Education - $103
Services (n=114)

Critical Health and Safety Services (n=25) - $60

$0 $80 $160 $240 $320  $400
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- 5 ALSTRALIAN p * f AUSTRALIAN
£ - __‘«“ — EMNERGY e — ENERGHY
Australian Goyvernmont l'l CLULA i IR Auwtralian Governmeni |\| ( || LA T( ||‘-:
Planas ol to sss additiens] tosting featurss Which of the following best describes your current employment status?
S#lesl ore
Balf amployed | buainass ownar
Frrplonssd & Girmas
lgnared errar: SE-03 Vartable ple’ required for list='2" Eiriioed part imelcasual
Insync _is.c:arryling out a study on behalf of the Aus_tralian Energy Regulator [AERJ,_ [ Bdem Biveri o residential
Ausfralia's national energy regulator. _T_he study will be used by the AER to determing how Hathe dhilins: kil Euadimitidnala iy s 1Ll Bra:taras
much customers value reliable electricity supply.
Ralrad
Why your view matters to us 1 —
Fower reliability is imporiant. Electricily inlermuplions can be coslly, and il can be expensive
to avoid them completely due to the cost of building and maintaining electricity poles and
e . ¥ s Continue > @

Wircs

This survay is for you te share your thoughts on how unsxpected power cutages affect you
and haow far we should go to avoid them. The results of this survey will be used by the AER
to help ensure elactricity providers invest the right amount, balancing reliability and
affordability to deliver power to businesses and residences

This survey should take about 15 to 20 minutes to complete. But please, take as long as
you need because accurate responses are what matter,

Confidentiality: In this survey you may provide information that identifies or could
reasonably identity an individual through the survey respanses. |he intarmation collected
as part of this survey will be used to produce aggregated statistics. No information in the
published results can be traced back to you, The AER will handle any personal information
in accordance with its privacy obligations.

For any queries or concerns, please email surveys+AER@Insyncsurveys.com.au or call
(03) 9909 9251,
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Do you have any input on how much your business either spends on elactricity or
consumes in electricity in relation to the activities of the business?

In this survey we are only interested in business locations within Australla. Please exclude
overseas business locations, If your business has mulliple locations within Australia,
answer 'ves' if vou have input in electricity use at one or more locations.

Gabacl o

Yeq

Continue > @

— %
i i, AUSTRALIAN
e A — ENERGY
Australian Government REGULATOR

Whenever we talk about a power outage in this survey, we mean an unexpected failure of
the electricity supply network occurring on average once in every six month period,
which affects yvour household and one or more suburbs nearby far a period lasting up to

several hours,

Continue = @
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Please adwize yvaur faur digit past eode of suburk or area you live in Which ane of these suburbs da you live in?
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Australian Government

How often do you receive your electricity bill?

Bplad| o

Sardhly

Fmont iy (aveey Ban menfhs)
Sty (avery three months)
Pay-as-you-go | Gthar

Dlan't knaw

[Bilting Teqmncy 10 |
used throughout

the survey. "Pay as
you go" and "Don't
know" used
"Monthly" billing
frequency

ALUSTRALIAN
ENERGY
RECULATOR

Continue =

1% | 14%
" 2 § AUSTRALIAN
s - — ENERGY
Australinn Government REGULATOR

Approximately how much was your last quarterly (every three monthe) electricity bill for
your househaold?
Plagaa snter & nurmber T

% |
Billing frequency
inserted

D't know

Continue > @
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I

145 14%
pL AUSTRALIAN T AUSTRALIAN
—_ ENERGY i —_ ENERGY
Australlan Government REGULATOR Australian Governmen! REGULATOR
Which of the fallowing best deseribes your loeal area? Thie section ineludes eight questions which we ask you ta eongider carefully, For each
Select one question, please choosa your preferred option out of the three options. Thase questions
may appear rapetitive. but your choices will help us work out different customer
Moot peopls live in units. lownhousas ar high rise spatments pFEIE rences.

Mnst prcnie liva n standalone hoises inoa capital city suboh

We ask you to make eight choices, one on each of the following eight screens.
Most peopie liva n a suburb ina regional lown

Mot peopée live on acreage or a farm To answer these questions, consider whether you would accept less reliable electricity
supply if you received lower electricity bills. This may mean you experience more severe
;'[\ unaxpected power oulages.
Continue > ©

MNote; Italicised text (ke (s means this particular characteristic is the same in all three
options,

Definitions for the terms used in the question are included below.

Term Befinition
In AER 2019
approach, this iem Localised meens a power outage that [s imited to homes and businesses In your
is used o fine tune Localised | Widespread outage straet and surraunding strocts

A Widespresd maim yuar suburk and e surmesnding suburbes,
the definition used

for the localised/ Duration Duration is the number of howrs your home and affected area (s without power,
widespread
attribute within the Frequency Frequancy iz the number of outages sach year

choice model

Electricity is important 3l vear round, but s often more valuable at some times of the
year due to the nesd for heating or cooling.

v ey F¥ Summer = December, Tanuary and February,
Winter = June, July and hugust
Weoakday Weakand You may wuse mond or less electricity on weskiends compared to wesldays.,
Thma of d'\" Tan Lhily wmarvery, Pealy thrae voees betwess T D00 a3 H|J||| every :J.rr-. QIT'PIIH

time occurs anytime except 7-10am and 5-Bpm eeery diy.

Tor anaper these questions consider whethar you woilld scoept lass rellable alectriclby

Chiing i yolir qunﬂ?a_rl',’ (e supply If you received Iower electricity bills. This may mean you expesence more

thees I'I'IHIIH‘II} H;:ct‘rll:l’l‘v bl sivere unexpeched power outages,
[Billing frequency 1‘ Continue > @
inserled
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Plaa=a indicate which of the thres options you would prefar:
Wi S80 DO WU Sovaar an e bakd el dasonalion beow for luher desoriadons belans Jou angwe
Question 3 out of 8
Bplion 1 Optian 2 Opticn 3
Lozalsed wideigeead Loenismd Wischurs prasad [T
Csratinn 1 Wit 3 hoiss 3 heus
Fregquency Tiice & pear TR 3 pEar T B O
Summestmintar Veinter wnier Summer
W hdiry fweuiend Wi [T VhanRncs
Time of day O P Paak (7-Ham and B-3pm)| Paak (7-102m and 5-8pm]|
. =
Change i your quarierly (avery b LA~ oy o] —
e prusmth | s teieitg hids g o 4 4
-
e
= 0 e
HEE - EE R Continue = @
e r - :
EE o wilas
& & [ EESE 1
239 ga3as
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1 gaE 3
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Survey Methodology

yaeakie GLOZ ?J:I'u'|

Recommendations Appendices

Survey Results

Survey Design

AER 2019 approach

— a7

& AUSTRALIAN
— ENERGY
REGULATOR

Australian Government

Imagine you experience two unexpected power outages a year. It turns out that each of the
unexpected outages occurs on a different random weekday in winter (Jun, Jul, Aug) and
lasts far one hour in off peak times (outside of 7-10am, 5-8pm). Each one anly affects yvour
local area.

Many outages could mostly be avoided if the electricity network was improved. However,
improvements would be funded by higher electricity bills. To answer the following questions
there is no ‘right answer’. When considering your responses please consider how much
you value a reliable electricity network, You could consider, for example, the inconvenience
ot having to reset your clocks, not being able to watch TV or access the internet'wi-fi
during an outage, and interruption to other at-home activities requiring electricity.

How much of an increase would you be willing to pay in your quarterly (every three
mantha) electricity bill to avoid both the power outages describfd in the above scenario?

Continue > ©

Billing frequency
inserted
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F\E-‘-ﬁo 2014 approach 5%
P AUSTRALIAN
%.‘ —_— ENERGY
Australian Government REGULATOR

We are asking you to make eight choices; one choice on each of the following eight
Screens

We ask you to consider accepting a rebate or discount on your electricity bill to
compensate you for experiencing specific types of unexpected power outages. Imagine the
following scenario: power outages are inevitable but new regulation requires your

electricity provider to compensate you with a rebate for the inconvenience caused to you ars &
by specific unexpected power outages. i ALSTRALIAN §
i@ —_— ENERCY E
Note: italicised text ke this means that this paricular characterstic is the same (n all three PR S REGLILATOR E
options. E
Fleaze indicate which of the thres options you would prefer; L
Definitions for the terms used in the question are included below. ) )
Yot AN DO yaur S an e bakd et dascriahion Below v faie descapiions Defone you anawer
| tion 7 out of 8
Term | Dafinition Shmdie Foi
1 Optizn 1 i 2 Optn 3
If you lve in 2 high density area, a bocallsed outage s a power outage affecting your property and {
yaur neighbouwrhood, Yeu may potice that surrounding residentiol dwellings, nearby shops amnd nearky Lozl twiiwpread L anes Wit Lomabet
schoals are affected by the outage but vour nelghbours Iving In adjacent suburbs are unaftected. —_—— - i
If you Ive in & low density ares, a locelived outage 15 o power cutage affeting your property and Fmquanzy Tivioe: a yaer Teice & poar
Entire town, Local residences, businesses and essential amenitias are affected but your nelghbours
Indimg i adjacent towns & unaffected \Widlespread cutages affect a larger progortion of tha reglonal Busmmaleonr Wrtlar Wik Pt
l.Dl:lli“l‘l.fvﬂllﬂpulli'. electricty grid then localsed ouleges. They ane usualy Caused by major slore (2., froem ree otk Wi sk s
Branchies Ralliing on Major power Imes) oF expioslons caused by overhéaled Eectricty squipment, - . ik i
Frakif-pask - Paak. OF-Faok Pk 710 oed 3-Epm|
IFyou ve in a high density area, o widespread outages is o power outage affecting several
neghbourtdads ab onte, an erting chy, or even several diies within & regian. Marrthity Gl decrmame | tin crange Shmasih sxmenth

T,
I you lve in & low density area, 4 widespread culage Is a power oulage alfecting séveral % 8 J
MEdNBoUrg Subirts ab e willin a redsin u Continue = @

® 8

c s

-

g =

An outapn ean bl for varlsos sngths of Bme We deeeite dorabion i hooes ouer which slecer ey ic ; -

Parasan not delivered to you i1E
&L

=

Froyuuney Tl rnstee of Unigs weloges oo expeuied bo g i a yoa, _;-.:’

7

Electricy Is important all year round, but & is typically more valuabie in ither summer because we e

Ejmm![,f Wintar want to kesp coal or in wirber Deteoss we want B keep warm. [0 S[ving and aufumn I"r_'.il'n“ and
coaling are less important.

Weekday /weekend A poveer cut during the weekend might affect you differently from one during the working week.

A peak tire power il Wil ifcluds some o all e peak e for the grid, which takes peace in the

Peak /off-peak i S
fuff-pea Intervirks 7-10wm and 3-6pm,
We are asking you o considar acoepting 8 rebate or discount on the blll fer suffering the unexpacted
Manthly bill decvessa | POWE! Sulage. Atme Imagine the folowing scenbria; parer Gulages are Inevilable but new regulation

reEcpiines your elertriciby provider b enmpescate pen with & bill rehate far the incomenienne cansed ba
you by spacific power outages.
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AEMOD 2014 approach _ - AEMO 2014 approach _ .

AUSTRALIAN il AUSTRALIAN
— ENERGY Eri A s— ENERGY

Auwiralian Government I\ri GLILA “’ H(’ Australian Covernmoent |\l‘| ( |l ] "\ll.l ( }l{
Please imagine that your moset likely unexpected power autage is once avery six months Pleage imagine that your most likely unexpected power outage is ance every six months
and with duration of ane hour. It is likely to be on a weekday, in winter, off-peak and and with duration of one hour. It is likely to be on a weekday, in winter, off-peak and
localised (i.e. only affecting vour streat). localised (i.e. only affecting vour streat)
Consider the possibility of avoiding this type of power loss during this outage by paving Would you be willing to pay an increase of §7/month in your electricity bill {over six months
towards additional investment to ‘bolster’ the network or alternative power supplies. this is a total of $42) to avoid this type of outage?

Sekect ane

TS

Ha The "starting value" used in this item varied in whole dollar
amounts from $2/month up to $15/month

Continue > ©

Continue > ©

If the respondent selects "Yes” to this item, the following
guestion (over the page) asks the respondent if they would
be willing to pay double the staring amount. (e.g. 37/maonth
would be doubled to $14/imanth)

If the respondent selects "Mo” to this item, the following
question (over the page) asks the respendent if they would
be willing to pay half the starting amount. {e.9. $7/month
wolld be halved to $3.50/maonth)

kbt s
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|AEMO 2014 approach
= 52%

ol ALISTRALIAN
# ng — ENERGY
Australian Gevernment REGULATOR

Please imagine that yaur most likely unaxpacted pawer autage |s ance avary six months
and with duration of ane hour. It is likely to be on a weekday, in winter, off-peak and
Iocalised (i.e. only affecting your straat).

Would vou be willing to pay an increase of $14/month in yvour electricity bill (over six
months this is a total of $84) to avoid this type of outage?

Select ane
Yes

Mo

Continue> @

Survey Methodology

Survey Design Survey Results

AEMO 2014 approach
AUSTRALIAN
— EMERGH

REGULATOR

Australian Government

Please imagine that your most likely unaxpacted pawer autage is once evary six manths
and with duration of one hour. It is likely to be on a weekday, in winter, off-peak and
lncalised (i.e. only affecting your street)

What is the maximum increase in $ per month in vour electricity bill vou would be willing to
pay to avoid the same type of outage?

\ Continue > @

Im the AEMO 2014 approach,
respondents were only ever asked for
their maximum increase per month.
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From this point on both versions of the o

Residential survey are identical

‘ \l STRALIAN
" Jr\.II\(n
Aumllhu(.nmmm-l RECULATOR

Maomentary outages last na more than 3 minutes. The number of mamentary autages can
be reduced by investing in the network, Investmant would be funded by higher electricity
bills. Hew much would you be willing to pay in $ to avoid ane momentary outage?

Please anbér o nmber

Continue > @

B AUSTRALIAN
‘%‘ e— EMNERGHY

Australian Government REGULATOR

What is yaur hausehald giza?

Bl Girve
| parson
73 paopin

4+ paoph

83%

Continue > @
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BE% a89%
Ak AUSTRALIAN wom AUSTRALIAN
T o S— ENERGY i A S ENERGY
Australian Governmoni REGULATOR Australian Government REGLULATOR
Do yau have a poal? Does your house have maing gas?
SEladl ang BElscl ans
LG Yos
1] M
Uinsure Linsure
Continue > @ Continue > @
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B89% 0%
i ol ALSTRALIAN 25 ALUSTRALIAN
e — ENERGTY e i m— ENERGTY
Austrolian Governmeni REGULATOR Austrolian Covernmseni REGULATOR
Does your house have slab heating? Do you speak a language other than English at hame?
Salscl one Balscl o
¥es Yes, always
Mn ¥ &rrmalimag
Linsura No

Prader not 1068y

Continue > @
Continue > ©
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H50%

AUSTRALIAN
p— ENERGHY

Ausiralian Government REGULATOR

Which of the fallawing apply ta veu now?

Saaal all thal apply
You oriidrve an alecting valicke
¥our hesssm has mafion solar panais
Your house has a battery siorage systemn (e.g. Tesla Powerwall or similar)
Your howse has & home automation system (controling sppliances and devicas in paur home over the intarnat)
Yiou work feam Puemie al ol one day par week

Marm of he aboye

continue = @

1%
ALSTRALIAN
e ENERGY
Austrulian Governmont REGULATOR
Which af the fallawing de yau think might apply to you in five years from now?
Skt all thal apply
You ovmidrive an alectria vehicle
Youw bowese has roofion solar pannis
Youwr howse has a baltery slorage system (e.g. Tesla Powsrwall or similar)
Your house has & home autometion system (controling sppliances and davieas in your home ovar the intarnat)
Yo widk from homa al masl e day par ek
Mo af ihe aboyve
Continue > @
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22%

815
AUSTRALIAN

1, il AUSTRALIAN b
gt _ ENERGY E‘@ - Npbud e

Australian Government REGULATOR Australian Governmont REGULATOR

Please salest your age.

Salsal o

Please salect your gander.

Bkt ondg
Famala Uindar 30
Wala 3 -38
Prater to selt-dascribe 45 - 49
Preder nol 1o say 50 - 50
B0 - 08
M or older

Continue > @

Continue > @
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= AUSTRALIAN
e — ENERGY

Australian Governmont REGULATOR

Which of the following best describes vour financial situation?

Balssl ane

Live comiartally

Mant Bagic acpenzes with & [tbe laft ouer bor exiras
Just meet basic expanses

Dot have engugh to maet basic axpanses

Pradisr nol 1o aay

Continue> @

v m AUSTRALIAN
'@“ —_— ENERGY

Australian Governmont RECULATOR

The Australian Energy Regulator (AER) is earrying out a study to determine how much
customers value reliable electricity supply. We have employed Insync, KPMG and the
Melbourne Energy Institute (Service Providers) to assist us throughout this study. As part
of this survey, we ask you to provide your Mational Metering Identifier (NMI) code. NM| is a
unigue number assigned to the electricity meter at your address. If you have more than
one meter at your premise (for example if you have controlled load supply for hot water or
for your pool), there will be more than one NMI listed in your bill,

Your NMI(s) can be found on your electricity bill (typically located on the back of your bill),

The NMI will be used by the AER to identify how much electricity Australian households
generally consume in a year. This dala s important for identifying cusiomer preferences for
reliable energy supply.

If you provide your NM| as part of this survey we need your consent for your electricity
distributor to releass the fellewing infermation akeut your anergy ceneumption (Energy
Data) to the AER and our Service Providers:

= up tn 1R monthe af your anargy consamptinn

- up to 18 months of your solar export data (if applicable).
These will be matched to the NMI you provide.

Your Energy Data will be provided to the AER and its Service Providers, who will analyse it
together with your survey responses to develop the VCR (value of customer reliability).
The information you provide will not be used for marketing or similar purposes.

The AER will publish the results of this project on its website. It will not publish
Individualised Energy Data and you will not be able to be [dentifled In any way from the
published data.

Do you consant to your electricity distributor providing your Energy Data to the Australian
Energy Regulator, understanding that you will net ba identifiable from any publiehed data?

Ties. | have access to iy NMI now and am hapoy to aravide this in the ned cuestion of this surey
e, though | will havee 1o provide my NI at a fater stage e | do not have a copy of my sfeciricity bill handy

Na, | do nod consant to tha above

Continue > @
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93% 4%
el AUSTRALIAN AUSTRALIAN
e S ENERGY . S ENERGY
Australian Government REGULATOR Austrulian Government REGULATOR
Please type in your Mational Metering |dentifier (MMI) code. Your MMI{g) can be found on Please click the 'Continue’ buttan when yau are happy to submit your responses. This is
your alectricity bill (typically located on the back of your bill) tha last question of the survey

Continue > @

Continue > @
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0% U
AUSTRALIAN A & AUSTRALIAN
T —_— ENERGY e — ENERGY
Australian Covernment REGULATOR Amatralinn Covorsment REGLULATOR

Whizh of the follawing best describes your current employment status?

Balee anie

Pluass logh to ase additions] testing lsalures

Ball-amplavad | businass cwwnar

Fmpinyed full e

lgnored ermar: S£-03 Variable 'pld* required for list=2"

Employed part trme/casual

Insyne is carrying out a study on behalf of the Australian Energy Regulator (AER), Studant
Australia’s national energy regulator. The study will be used by the AER to determine how
much customers value reliable electricity supply.

o dullas [naligsng malamiypalemily man, Tl tms o
Rafinnd

Wl'l‘yf YDI.II’ view matters 1o us Linamployad

Power reliability is important, Electricily interuplions can e coslly, and il can be expensive
to avoid them completely due to the cost of building and maintaining electricity poles and
wiras. PR . ’ e Continue > @

This survay is for you to share your thoughts on how unexpected power outages affect you
and how far we should go to avaoid them. The results of this survey will be used by the AER
to help ensure electricity providers invest the right ameount, balancing reliability and
affordability to deliver power to businesses and residences.

This survey should take about 15 to 20 minutes to complete. But please, take as long as
you need bacause accurate responses are what matter.

Confidentiality: In this survey you may provide information that identifies or could
reasonably identity an indwidual through the survey responses. | he intarmation collected
as part of this survey will be used to produce aggregated statistics. No information in the
published results can be traced back 1o you. The AER will handle gany persondl information
in accordance with its privacy obligations.

For any queries or concermns, please amail surveys+AERE Insyncsurveys cam.au or call
{03} 9009 0251,

Continue > @
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[ 3% | 0%
i L ALSTRALIAN AUSTRALIAN
i — ENERGY - ENERGY
Australian Government REGULATOR Australian Government REGULATOR
Which of the following categories beet describes the business you wark for? Oa yau have any input on how mueh your business either spands on electricity or
Belect o, Yo can i yoiur cursar Al each of e warding In each snswer chalee fer mare delalis about be ndusiny betane you consumes in electricity in relation to the activities of the business?

choosa @&n arswar

In this survey we are only Interested In business locations within Australla. Please exclude
overseas business locations. If your business has multiple locations within Australia,
answer 'ves' if vou have input in electricity use at one or more locations.

Agncubure, Forasiry and Fishing

i Salect ane
Manufastunng )
as
Efactricity, Gas Water and Waste Sendces
M

Consfruction
Wholesaks rade
Retal Trade Continue > @
Ascommodation and Food Sarvices

Transport, Portal and Warnehousing

Infarmation Media and Telecommunicatons

Financial and nsurance Serices

Raptal, Hinng and Real Estale Senvicas

Profeasional, Boimiio and Techmical Services

Administralive and Suppor Sarvices

Pblie Aomindstrabon and Salely

Education and Training

Heslth Care and Boclal Assistance

Auts and Recraalion Serdoey

Ohher Servicas | None of ihe above: please speaily.

Cunlinue » @
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R AUSTRALIAN
i L _— ENERGY

REGULATOR

Auwtrallan Governmaent

Please answer this survey in relation to the business location in Australia over which you
have input into how much is either spant on electricity or consumed in electricity. If there
are multiple business locations, please answer for the business location you are most

familiar with. If you are familiar with muitiple locations, please pick the location that uses

the most electricity.

Continue > ©

2 ALISTRALIAN
el —_— ENERGY
Australinn Government REGULATOR

Describe the nature of the business location which you are answering for in this survay (for
example head office, manufacturing site, farm site)

Plamas ba a8 apecile as pekslbla

Continue > @
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[—| 1%
ALISTRALIAN
: — ENERGY
Austealian Government REGULATOR

Which af the following best describes tha lacal area of your buginess? If thera are multiple
business locations, answer for the same business location you identified as the one you
are most familiar with.
SEEC] o

Innier cby'CED

Suburbanindustrial estate ina capial oty

Suburbanindustrial estate ina ragionall fown

Rural (acreage propeties and farms)

Continue > ©

= 12%
AUSTRALIAN
§ fip— ENERGH
Auutrllim{:-uwnrnm REGULATOR

What is the post code of your business? If your business has multiple lacatinns, answaer for
the same business location you identified as the one you are most familiar with,

Plaasa anier o whdahn nurmbar

Continue> @
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— 3%
p 2 | AUSTRALIAN
i — ENERGY
Australian Government REGULATOR

Which ane of thees suburbe ie your buginess lacated in?

Rarlact i

Continue> @

Survey Methodology Survey Design Survey Results

(] 16%
L3 Al ICTR ! A K
& § VUSTRALIAN
'o:'_\ r.'l.':' — | M :':L |'1-
Austrulinn Government REGULATOR

Hew often dose your buginess receive an electricity bill?

Halect ani

Mot vty

Fi-manikhly (rumre we morihes)
Quartarly (seery threa momths)
Pay-as-you-go [ Other

[Chait't ki

Continue > @

62

Document Classification: KPMG Public

Recommendations Appendices



a
|| é Executive Summary Introduction Survey Methodology Survey Design Survey Results Recommendations Appendices
|

L4
17% [ 18%
AUSTRALIAN i 2, AUSTRALIAN
o ENERGHY Eii — ENERGY
Australinn Government REGULATOR Australian Gavernment REGULATOR
Approvimately how mueh was your last quarterly (every three manths) electricity bill? Hew many sites does this electricity bill cover?
Pl @rilar & e s Plagss enler oo widla nurrilir
]
Continue ~ @ Continue ~ @
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a
|| é Executive Summary Introduction Survey Methodology Survey Design Survey Results
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16% — |
2 AUSTRALIAN

ALUSTRALIAN "
: g —_— ENERGY

a— ENERGHY
REGULATOR Anstralian Govermment REGULATOR

Australlan Government

How many employeas (ar full time equivalent) work acrogs the sita(e) that are coverad by lg the electricity hill for yvaur business included with any househald bille?

your electricity kill?

Eelect one

Halec! ans
Yae tha alaciricity bill from my busness B combinad wilth my househald bdlis )

B s elecdricity bl s snlely far my Biisiness

1-10
Vi=2Q

21100 Continue > ©
104=200

=00

Continue > @

64

Document Classification: KPMG Public



Executive Summary Introduction Survey Methodology Survey Design

Survey Results

Recommendations Appendices

ALISTRALIAN
— ENERGY
Australisn Government REGLULATOR

Power outage description:

Whenever we talk about a power outage in this survey, we mean an unexpected failure of
the electricity supply network occurring on average once in every slx month period,
which affects vour business and one or more suburbs nearby for a perod lasting up to
several hours, If your business has multiple sites, please pick the location which you

identified as the one you are most familiar with,

Continue> ©

Anatralian Government

AUSTRALIAN
EMNERGY
REGULATOR

To the hest of your knowledge, how many times has your business experienced a power

outage in the last 12 months?

Select ane

o

1

e than 8 imes.

Document Classification: KPMG Public

Continue > ©

65



Executive Summary Introduction Survey Methodology Survey Design Survey Results Recommendations Appendices

T 2% | 23%
5 = ALISTRALIAN A 2 AUSTRALIAN
i e —_ ENERGY il —_— ENERGY
Australian Government REGULATOR Ausiralinng Government REGULATOR
In general, how disruptive have thege outages been to your company? Please think about the potential losses you may incur during a power outage. Such lossas
Bt one can vary greatly across different business operations. Please select any option(s) that may
apply ta your business:
1 = nell dlimruptvie 2 4 i <] ]
Pleass salect any option(s) thal may apply 10 your businass
[rasatished csinmens
ERpaniime Trom expensve equipment Kepl idis
Cﬂnt‘lnua = n Lost revenues from fewer sales

Damage o procasses snd squipmant

Adeitonm lime and labeur beyvond ususl dulses | Mesponss o povwer cUtage
Loss of Ivasioak

Lot proguction

Loss of work from paid staff

Additional tima and labeur 1o check activiliesirestart systems

Chvarfime wagas incurred

Spcdlnga o loss of pariehable goods

Ciihar

Gontinue = @
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] 4% [ 24%
i F AUSTRALIAN " & ALISTRALIAN
L)
et pr— ENERGY e — ENERGY
Australlan Covernment REGULATOR Australian Government REGULATOR
Thinking of your business oparatione, is there a time of day that is worse for you (o lg thera a particular month or season in the year that js warse for you to experience an
experiance an outage? outage?
Select ona Select ane
Yeg, pleage slaborate Yag plassa alaboraie
Mo 151
Continue ~ © Continue ~ ©
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o AUSTRALIAN
g ¥ J— ENERGY
Awstralinn Governmint RECGULATOR

This saction includes eight questions which we ask you to consider carefully. For each
question, please choose your preferred option out of the three options. These questions
may appear repetitive, but your cholces will help us work out different customer
preferences.

We ask you to make eight choices, one on each of the following eight screens.
To answer these questions consider whether you accept less reliable electricity supply if

you received lower electricity bills. This may mean you experience more severe
unexpected power outages

Note: ltalicisad text like this means this particular characteristic is the samea in all threa
optians

Dafinitions for the terms usad in the quastien are included balow.

b ALSTRALIAN
i ‘ — ENERGY
Aastralian Gavernmest REGLILATOR

Please indicata which of the three options you would prefer:
Wil SR BEINT FOUF Srsoran e Dol S descaahian Beiow B RaTher feRcnpfions Defose you anamey

Question 4 out of 8

ptien 1 gtz Gption 3
Loz ai sed widenperad Lucaium L b Wi
Term Derinizion
Duaration T s LT & hivora
Localissd maans a power outsos that is imiked to Pomes and busnesses In vaut Frequency Treve o poar Tkod 5 prar THiE @ e
Localisad /' Widaspraad outaga: street and surrounding strsaets, 3 4
Widespresd rmeam pour suburb and the surounding suburbs, ey o b ——
Wruhdaptasechend sk tays Wisskanas [T
M " " L
Duration Duration & the number of hours your Dusiress s without power v o - i A
1 ﬁfjm:}f::z‘_‘f_"_’!:’;ﬁff” hic changs 1% knnm 2 kv |
Frequency Frequency it the number of outages aach year, )
1 Continue > @
EleCtricity is important all year round, DUt Some Dusinesses valug it more at paricelar
; Hrva ol By yar
AT IITEAE Sumamer = December, January and Febroary.
Winter = June, July and ALQUST,
Weakday /Weakend Your bosiness may use mome of less ekectricdty on weekends companed to weakdays,
Time of day: I this sirvidy, Peak tme ccours bebwisn 7-10am and S-8pm swery day, Of-pank

thme occurs arytime axceor T-L0am and S-Bpm every day.

To answer these question consider whether you would aocept less reliable electricty
cm'::‘;‘: ILﬂ;gm:ﬂ:? {everybhree | o ob if vou received lower electricity bills, This may mean you experience more
) Y i sovere unexpethod povwer outagos,
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Imagine you exparience two power outages a year, |t turns out that each of the unexpected
outages occurs on a different random weekday in winter {Jun, Jul, Aug) and lasts for one
hour in off peak times (outside of 7-10am, 5-8pm). Each one only affects yaur local area.

Qutages could mostly be avoided if the electricity network was improved. However,
improvements would be funded by higher electricity bills.

To answer the following question there is no 'right answer'. When considering your
response please take into account how much you value a reliable electricity natwork for
your business. You could also consider any damage costs

How much of an increase would your business be willing to pay in your quarterly (every
three months) electricity bill to avoid both the power outages described in the above
scanario?

Plegsn anter & whola numbar

Yo

Continue > ©

oy AUSTRALIAN
4%’ — ENERGY

Anstralinn Governmeni REGULATOR

Momentary outages last no more than 3 minutes. The number of momentary outages can
be reduced by investing in the network. Investment would be funded by higher electricity
bills. How much would you be willing to pay in & to avoid ona momeantary outagey

Plagas enler a numbe

3

Continue > @

69

Document Classification: KPMG Public



a
|| é 70 % Executive Summary Introduction Survey Methodology Survey Design Survey Results Recommendations Appendices

BEY 86%
Li ALSTRALIAN " L AUSTRALIAN
““:@‘ e ENERGY e — ENERGY
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Hae yaur business investad in any equipment ar backup solutisne ta avald mameantary The following section aske general questiong relating ta yvour Business which will help us
outages? better understand your respanses in this survey. Please answer the following questions as
Srbeal Fnn they apply to yaur business
You
o Continue > ©
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N I ALUSTRALIAN L - i AUSTRALIAN
f%" — ENERGY H'_‘] * _— ENERGY
Australian Government REGULATOR Australian Government REGULATOR
Does your business use monitoring devices to indicate energy performance and usage? During a power autage, doss your buginese have any back-up optiong (i.e. on-eite
Sebeal wll Ihat apply generation, battery cells, back-up fuel, etc.) that can be used to supply power to your
business?
Bman meters Halset ang
Anplianes consumphion gatigs
AL
Criheer eniigy manitarng devices
TN

Don't know/Prafer not to anewar
Dron't know'Prafer not to answer

Continue > © Continue = @
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e AUSTRALIAN A L AUSTRALIAN
%L ENERGY By — ENERGY
Australian CGovernment REGLILATOR Australinn Govornment REGULATOR
Please sstimate how long these back-up options can supply your businesses' energy To help the AER determine how much customers value reliable electricity supply, we ask
needs for: you to provide the National Meter Identifier (NMI) coda(s) for the business. The NMI{s) will
Plasae enter & whole number be used by the AER to identify how much electricity Australian businesses genearally
cansume In a year, This data is important for [dentifying customer preferences for reliable
TRithe sk energy supply,

Please provide the NMI code(s) in relation to the business Iocation which you are
Continue = © answering in relation to. NMIs can be found on the electricity bill {typically located on the
back of the bill}.

The AER may disclose the NMI(s) to the business’ electricity distributor so the distributor
can provide the business’ energy consumption data to the AER. By providing the business’
NMI(s) you consent to the AER disclosing the business' NMI(s) to the electricity distributor

The AER will publish the results of this project on its website. It will not publish
individualisad energy data and you will net be able te ke identified in any way frem the
published data.

Do you consent to your electricity distributor providing your Energy Data to the Australian
Energy Regulator, understanding that you will not be identifiable from any published data?

Balwet ard

Yas, | have access i (he business NWI now and am happy o provide this in the next question of this sundey
‘ag, though | will have fo provide the business MM &t @ laber stage aa | do nol have & copy the business alectrioty bdl handy

M. | do not cansent to the above

Continue > @
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9% 94%
yom ALISTRALIAN it AUSTRALIAN
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Thig ie the last saction of the survey. Thank you far taking part in aur firet wave of fieldwark Are there any items you felt were ambiguaus in this survey?
for this project, To assist us in improving the survey for the next wave of fieldwork, please Plaiins be a8 specific ds posslbls

consider the questions you have answered and provide any feedback bafare submitting
your response,

Continue > ©

Prafer nol to answeanNo
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Do you have any suggestions for how we ean improve this survey?

Plapse be as apacd|c pe podsibe

Prefar nol lo enswer o

Survey Methodology Survey Design Survey Results Recommendations Appendices

L]

i AUSTRALIAN
:@?” e ENERGY

Australian Government REGULATOR

Please click the 'Continue’ butten when you are happy to submit your responses. Thank
you

Continue > @
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