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Ausgrid Facebook Analysis 
Blackouts & Outages Activity 



This report was commissioned to report on customer sentiment as found in social media 

conversations and posts on the topic of blackouts & outages, specifically on Ausgrid’s 

Facebook page from 1 July 2014 – 9 Dec 2014. 

 

  

 Objective 
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Blackouts & Outages Topic Analysis 
ALL Sentiment - Facebook 
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• Total Facebook mentions for the period 1st July – 9th December 2014 was 1,894.  

• 1,656 Facebook mentions for the period related to blackouts & outages. This equates to 

87% of all Facebook mentions for the period. 

• Mentions of blackouts & outages mainly occur when there is disruption to power (see 

Slide 7 – Volume of Mentions Slide) 

• 10% of the Facebook mentions related to blackouts & outages were negative, 13% 

positive and 77% neutral (see Slide 8 -  Sentiment Analysis Slide). 

• Negative sentiment includes negative comments about Ausgrid, mentions about the 

negative impact of the outage and negative comments expressed about the length of 

time of the outage and/or the frequency (see Slide 9 - Negative sample). 

• Positive sentiment includes excitement about the return of power, messages thanking 

Ausgrid & messages defending Ausgrid (see Slide 10 - see Positive sample). 

• Neutral sentiment includes comments tagging friends, questions asking for information 

and updates as well as mentions by Ausgrid (see Slide 11 - see Neutral sample). 

• Two of the most prominent keywords over the period was “power” and “back” as people 

asked things such as when will the power be back on (see Slide 7 – Word Cloud). 

 

 

  

 Overview 
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 All Facebook Mentions  

Total Facebook mentions for the period were 1,894 with 87% (1,656) of all Facebook mentions relating 

to blackouts and outages for the period. This suggests people use Facebook as a place of 

communication when blackouts and power outages occur. 

87%, 1656 
mentions 

 13%, 238 
mentions 

Blackouts & Outages Topic Other Topics

  

1st July 2014 – 9th December 2014 
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 Volume of Mentions – Blackouts & Outages 
1st July 2014 – 9th December 2014 

Power outage 
Kariong & 

Somersby– 
3,400 affected. 

Multiple power 
outages – North 

Turramurra, 
Forestville, Killarney 

Heights as well as 
Hornsby & surrounds, 

& Wahroonga & 
surrounds. Over 
30,000 homes 

affected. 

Power outage 
caused by 

storm front 
moving through 

the Hunter. 
10,000 homes 

affected. 

Power outage 
Sydney & Central 

Coast– over 14,000 
affected. 

Multiple power outages 
– Duns Creek, Seaham, 
Wallalong, Woodville, 

Niagra Park, Campsie as 
well as Gillieston Hts, 

Heddon Greta & 
surrounds. Over 5,000 

homes affected. 

The events that generated the most number of Facebook mentions related to blackouts & outages are 

highlighted above. 

Multiple power 
outages across 
Sydney caused 

by storm & high 
winds. Over 
4,000 homes 

affected. 
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 Word Cloud – Blackouts & Outages 

1st July 2014 – 9th December 2014 

The word cloud highlights key words used in Facebook mentions relating to blackouts & outages over the 

period. “power” and “back” were two of the most prominent keywords over the period due to people asking or 

reporting when power is back on . 
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Sentiment analysis 
 

Positive mentions 

Excitement about the return of 

power 

Messages thanking Ausgrid 

Messages defending Ausgrid 

  

Neutral mentions 

Comments tagging friends  

Questions asking for information 

and updates 

Mentions by Ausgrid 

  

  

Negative mentions 

Negative comments about Ausgrid 

Mentions about the negative 

impact of the outage 

Negative comments expressed 

about the length of time of the 

outage and/or frequency 

  
 Sentiment Analysis – Blackouts & Outages 

1st July 2014 – 9th December 2014 

77% 

10% 

13% 

Neutral Negative Positive
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 Negative Sample 
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 Positive Sample 
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 Neutral Sample 
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Blackouts & Outages Topic Analysis 
Negative Sentiment - Facebook 
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• There were 164 negative Facebook mentions related to blackouts & outages over the 

period 1st July – 9th December 2014. 

 

• Negative mentions increased in correlation with power outages (see Slide 15 – Volume 

Negative mentions) 

 

• “power” was the most prominent keyword used in negative mentions over the period 

with the word “still” also being fairly prominent as people expressed their frustration that 

they are still without power. 

 

 

 

 

 

 

 

  

 Overview 
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Negative mentions relating to blackouts & outages have been further broken down into the 

following themes: 

1/ People expressing their frustration that the power is still out and the length of time it is 

taking for power to be restored  

2/ Negative comments due to a lack of updates and/or the fact that they are not able to 

receive or report updates either via the call centre or social media. 

3/ Frustration about a planned outage and the lack of notification they believe to have 

received. 

4/ People mentioning the negative impact the blackout or outage is having or has had on 

them including damage to computer equipment, perished food, unable to watch favourite 

TV show / movie, etc (this is the number one cause of negative mentions) 

5/ People expressing that outages are a reoccurring issue within their area or have 

occurred multiple times. 

6/ Other negative feedback including complaints, disappointment that the power is out, etc. 

 

N.B. Conversations may fit into more than one category. For example, some posts can be 

about length of time AND inconvenience. 

 

 

  

 Overview 
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 Volume Negative Mentions – Blackouts & Outages 
1st July 2014 – 9th December 2014 

Power outage 
Kariong & 

Somersby– 
3,400 affected. 

Power outage 
caused by 

storm front 
moving through 

the Hunter. 
10,000 homes 

affected. 

Multiple power outages 
– Duns Creek, Seaham, 
Wallalong, Woodville, 

Niagra Park, Campsie as 
well as Gillieston Hts, 

Heddon Greta & 
surrounds. Over 5,000 

homes affected. 

There were 164 negative mentions generated over the period. The events that generated the most number of 

Negative mentions relating to blackouts & outages are highlighted above. 
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 Word Cloud Negative Mentions – Blackouts & Outages 

1st July 2014 – 9th December 2014 

The word cloud highlights key words used in Negative Facebook mentions relating to blackouts & outages over 

the period. Again “power” was the most prominent keyword over the period with the word “still” also being quite 

prominent as people express their frustration that they are still without power. 
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 Negative Mentions Analysis – Blackouts & Outages 

1st July 2014 – 9th December 2014 

Negative mentions relating to blackouts and outages can be classified according to the main themes listed 

above. The theme with the highest volume of negative mentions was “negative impact” as people took to social 

media to express the negative impact the blackout / outage was having or had had on them e.g. broken TV, no 

hot water, perished refrigerator items, etc 

17% 

10% 

5% 

41% 

18% 

9% 

Negative Mentions 
Power still out/long time to restore

Lack of updates/unable to report
outage

Planned outage complaints

Negative impact caused by outage

Multiple outages/reoccurring issue

Other complaints related to outage
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• There were 27 negative Facebook mentions relating to power still out/long time to 

restore over the period 1st July – 9th December 2014. 

 

• This was the third biggest driver of negative mentions and equates to 16% of total 

negative mentions for the period. 

 

• Negative mentions relating to power still out/time time to restore power included people 

reporting that the power is still out as well as people voicing their frustration with the 

length of time it was taking for power to be restored.  

 

 

 

 

 

 

 

  

 Overview “power still out/long time to restore”  
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 Snapshot “power still out/long time to restore” 
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• There were 17 Facebook mentions relating to a lack of updates on the blackout / people 

citing they were unable to report the outage over the period 1st July – 9th December 

2014. 

 

• This equates to 10% of all negative mentions. 

 

• The majority of the discussion about the lack of updates and information provided 

during the blackout or outage was generated when the customer had a poor experience 

calling the hot line and resorted to Facebook to get the info. People cited the following 

complaints with the hot line including being hung up on, provided the wrong info, their 

postcode not being able to be found, incorrect information provided and waiting on hold. 

 

• There were only a few mentions from people complaining about the lack of response to 

social media requests for updates. 

 

 

 

 

 

 

  
Overview “complaints about lack of updates/unable to report outage” 
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 Snapshot “complaints about lack of updates/unable to report outage” 
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• There were 8 negative Facebook mentions about planned outages over the period 1st 

July – 9th December 2014. 

 

• This equated to 5% of all negative mentions recorded for the period. 

 

• Negative discussion surrounding planned outages included people expressing their 

frustration with Ausgrid as they had not received notification of the outage as well as 

people questioning the timings for the scheduled outage including the length of the 

scheduled outage and the time power would be restored. 

 

• To help minimise negative sentiment surrounding planned outages, social media could 

be used as a further vehicle to notify affected customers prior to the planned outage as 

well as to consult customers regarding proposed outage times. 

 

 

 

 

 

  

Overview “planned outage complaints” 
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 Snapshot “planned outage complaints” 
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• People citing that they were being affected negatively as a result of the power being out 

was the biggest driver of negative mentions on Facebook for the period 1st July – 9th 

December 2014. 

 

• Total negative mentions citing a negative impact was 67 for the period. This equates to 

41% of all negative mentions recorded. 

 

• The top things people cited as negatively impacting them as a result of the blackout 

included broken electrical equipment such as computers and clocks and perished 

refrigerator items.  

 

• Other negative impacts included missed showers, television/movies and coffee as well 

as cancellation of children’s sport, cost to local businesses who were unable to operate, 

the heat, frightened children and babies as well as no access to cars in electrically 

operated garages. 

 

 

 

 

 

 

 

  

 

 

 

Overview “negative impact caused by outage” 
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 Snapshot “negative impact caused by outage” 
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• The second biggest driver of negative mentions on Facebook was people citing that 

there had been multiple outages within their area or that outages were a reoccurring 

issue. 

 

• Total negative mentions relating to multiple outages/reoccurring issue  was 29 for the 

period. This equates to 18% of all negative mentions recorded. 

 

• In addition to reporting that the outage was occurring again or happens a lot, people 

also took to Facebook to ask why the outages were continuing to occur as well as to 

report the number of times the outage had occurred within their area. People who had 

become particularly frustrated due to multiple outages also voiced their negative opinion 

of Ausgrid when doing this.  

 

 

 

 

 

 

 

 

 

  

Overview “multiple outages/reoccurring issue” 
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 Snapshot “multiple outages/reoccurring issue” 
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• There were 16 Facebook mentions related to other complaints over the period 1st July – 

9th December 2014. 

 

• This equates to 9% of all negative mentions. 

 

• Other complaints included people generally expressing disappointment with the power 

being out, people using the outage as a vehicle to express their frustration with the 

privatisation of electricity networks, the rising cost of electricity prices as well as the fact 

that they believed the outage to be caused due to the lack of funding spent on 

maintenance programs as a result of the privatisation. There were also some general 

complaints from people who believed no crews had come to check the outage.  

 

 

 

 

 

  

Overview “other complaints related to outage” 
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 Snapshot “other complaints related to outage” 
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Mentions Appendix 
List of all mentions attached 
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Link to List of Mentions – Page 1 

 

Link to List of Mentions – Page 2 

 

 
 

 

 

  

 List of All Mentions 
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http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=bfe685e2-be3b-466b-811c-93bb9fd8775a
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=bfe685e2-be3b-466b-811c-93bb9fd8775a
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=bfe685e2-be3b-466b-811c-93bb9fd8775a
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=bfe685e2-be3b-466b-811c-93bb9fd8775a
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=eef0224d-9188-47a2-b5bf-c05de7dec255
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=eef0224d-9188-47a2-b5bf-c05de7dec255
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=eef0224d-9188-47a2-b5bf-c05de7dec255
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=eef0224d-9188-47a2-b5bf-c05de7dec255
http://sentia.buzznumbershq.com/Campaign/Publish_Mentions.aspx?CampaignID=1360&Guid_=eef0224d-9188-47a2-b5bf-c05de7dec255


Sentiment Grading Technique 
Outline of methodology 
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Positive 

• Any mention where there is positive sentiment expressed towards Ausgrid 
including compliments received once power is restored and people expressing 
excitement about the restoration of power. 

• Any mention where a customer has defended a previous post that was negative.  

 

Neutral 

• A mention where someone has tagged a friend. 

• Any questions that are looking for information without any sarcasm or any positive 
or negative insinuation e.g. the power is out, any update? 

• A mention where someone expresses both positive and negative sentiment. 

• Any mention or response by the Ausgrid Facebook Page 

 

Negative 

• Any comments expressing frustration or disappointment with the power being out, 
the regularity of outages, negative impacts of the outage or the fact that it has 
occurred. 

• A mention that agrees with the above negative mention (i.e. “Ditto” or “Me too!” as 
reply to a negative mention. 

 

 

 

  

 Sentiment Grading Technique 
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