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Executive Summary

Background

On 31 March 2022, the Better Bills Guideline (the “guideline”) was
published, which introduced new obligations for energy retailers with
respect to the content and design of energy bills issued to small
customers. The AER has been tasked with supporting retailers to
comply with the guideline by providing consumer-tested examples of
bills that meet the requirements set out in the guideline, and providing
examples of research that retailers can draw on to fulfil the
requirement that bills be designed to prioritise consumer
comprehension.

What we did

To understand the features of bills that were important for facilitating
consumer comprehension, we ran 45-minute semi-structured
interviews with 20 energy consumers from across Australia. We also
conducted an online experiment with a nationally representative
sample of 2,010 patrticipants in which we tested consumer
comprehension of key information in 4 different example bills, all of
which were compliant with the guidelines.

What we found

Qualitative testing revealed that consumers were accustomed to quickly
locating core information (i.e. amount due, due date, and payment
methods) on their energy bills using visual cues such as colour and
location. This was consistent with our quantitative data, which showed that
consumers generally had a high level of comprehension of core
information across all four example bills we tested. Similarly, we found
across all four example bills that consumers had fairly high levels of
comprehension of both very important (NMI number, current plan, better
offer, inquiries contact number) and important (interpreter contact number,
tariffs, usage, meter reading, discount) information.

While rates of objective comprehension were similar across all four
example bills, we found that consumers subjectively rated unexpected
complexities on their bill (such as a $0 balance) as more difficult to
understand. Consumers also tended to perceive bills with related
information grouped together in boxes to be more visually appealing
and easier to read.
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Recommendations

Bills that seek to prioritise objective and subjective customer comprehension should:

e Set the layout of the first page so that core information appears in the location that consumers are most accustomed to. The
amount due and due date should appear on the top right hand side, and the payment information should appear across the
bottom of the first page.

e Avoid presenting information that will require reference to other sections of the bill to interpret — instead, group related information
together, and use white space to separate unrelated information.

e Make the Better Offer and energymadeeasy.gov.au elements salient by highlighting them in a different colour.

e For special billing cases (e.g. when the account is in credit) ensure there is sufficient information on the front page about the
action that is required from the consumer, and why the special case has occurred.
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Project background E
|

On 31 March 2022, the Australian Energy Regulator (AER) published the Better Bills Guideline (“the guideline”), which
requires energy retailers to apply the following design principles when issuing bills to small customers:

e Simplify language (e.g. use a conversational tone, plain language, and basic grammar; avoid jargon, technical terms,
and abbreviations/acronyms except as prescribed)

e Make the bill easy to understand (e.g. visually group related information; use accessible fonts and white space)

e Make the most important information prominent (e.g. via placement/positioning, bolding, large fonts, colours/shading)

e Order the bill to make it easy to understand (e.g. put key information upfront; logically group information; visually
separate unrelated information)

e Design (e.g. apply existing consumer insights; conduct consumer testing)

The Behavioural Insights Team conducted research on how variations in bill design within the constraints of the guideline
could influence comprehension and effectiveness. This report provides a summary of findings from a series of interviews
and an online trial. Our recommendations from this research are reported alongside our results.
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Previous research

|
Prior studies conducted to inform the development of the Better Bills Guideline include:

e Improving Energy Bills (2021): Behavioural testing by the Behavioural Economics Team of the Australian
Government (BETA) to determine how consumers use their energy bills, the priority content for inclusion on bills, and
how to present billing information to maximise comprehension and effectiveness.

e Targeted focus groups (2021): Qualitative testing with consumer groups underrepresented in the BETA research,
including culturally and linguistically diverse consumers, older consumers who do not engage with their energy
retailer online, and small business customers.

e Testing the Better Offer Notice on Energy Bills (2022): Consumer testing by the Behavioural Insights Team
(Australia) to determine how to present better offer information to maximise comprehension and effectiveness.
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Methodology - Overview

We started the project by working with the AER to
co-design a set of bills that met the guidelines and
used behavioural insights and design best practices.

We then took this first set of bills to a series of
gualitative interviews, where we asked consumers to
interact with the bills and see if they could locate and
explain key elements.

After the interviews, we collated the feedback and
the AER created a second set of bills to address
issues that arose from the first set of interviews.

This second set of bills was then taken to an online
trial, and a second, smaller set of interviews. The
following slides outline the process in more detail.
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Methodology - Bill

Retailer Name
e 22

1 A

Jane Citizen
PO Box 123
Anytown STATE 0000

Account muember: 123456
e dter 1 April 2022

For supply 1 Street Road, Anytown STATE 0000
Nationat Mitsring Tderter (NMI): 0123456789

Could you save money on another plan?

Your amourk e s on s st s s SuperSover s
plan may cost you up to ez oty than

$120.35 your current plan.
e To switch plans, g0 to retailer.com.au o
27 Apeil 2022 ol us on 131 131. Condeions may apply.

T Ay B 3 e e .

Compare more plars  Energy Made Easy
www.energymadeeasy.gov.au

Balanced

setl

Retailer Name

10 Y

Jane Citizen
PO Box 123
Anytown STATE 0000

Account rusmber: 12456
Bl sous ater 1 Aprl 2022

Forsply & 1 Street Raad, Amytown STATE 0000
Natorsal Meterg Idertfes (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, o

i o st o 3 $O145 s pr e o

Your curen pan

rotailor.com.au or
call us on 131 131. Conditons may apply.
A ey s e 1 ke bt

Compsr more plare 3¢ vy Madko 3oy
www.energymadeeasy.gov.au

How to pay

amecrsearr
e St

Need heip?

Toquines
Butader: 131 131
Foults and emerpencies
Detibnsor: 112233
Complaimts
Ombutsmens 1000 111 222
Your bill

Your amount dus ls

$0.00

s s

Retailer Name
At 11222 393 44k
TR
Jane Citizen
PO Box 123

Anytown STATE 0000

Acount b 123456
Bl it 1 April 2022

Forapgy#: 1 Strest Road, Anytown STATE 0000
Notional Metring derthe (W) 0123456769

Could you save money on anather plan?
B on your past usage, our Super Saver Plus.
plan may cost you up to $B1.4S less per year than
your eurone

o switch piars, 9010 retaler. Com.au or
cafl us on 131 131. Conditons may spply.

T A g e e et e,

Payment
Focussed

Compare mors plans. 3t Enegy Made Easy
www.energymadeeasy.gov.at

Your amount due &
$199.43

Inclucding averte

chamges of $84.56

Duson
27 April 2022

Engagement
Focussed

Retailer Name
asn: 1122333004

10 4 O

Jane Citizen
PO Box 123
Anytown STATE 0000

Accouet b 123456
Bl i date: 1 Aprl 2022

Forsupgly & 1 Street Road, Anytown STATE 0000
Naticnal Metering Mertifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus

plan iy cost you up to $B1.45 less per year than
Your current pian. ey apply

To switch plars, 9o to retailer.com.au o

call us on 131 131. Conditions may apply.

Tow Ay B e 2 ek .

Compare more plans & Energy Made Easy
www.energymadeeasy.gov.au

Need help?

Tirses
Reader: 131 131

Fauits snd emergences.

w1122 33

Complaints

Omickrmen: 1800 111 222
Your bill

[E————
$76.68

Dve on
27 April 2022

Additional
Information
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Methodology - Bill set 1

Retailer Name
Al 112239 44

LR
PO Box 123

Anytown STATE 0000
Your bill

Could you save money on another plan?
Saver Plus

plan may cost you up 1o $81.45 hess pe year than
our Gt plan.

e plrs, 5o o retaler com.au o
e 5 on 131 131, Condibors may 3pph.

Compare ptan from other recaers ¢ Energy Made Easy.
www.energymadeeasy.gov.au

How to pay
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Retailer Name

Retailer Name Py Ltd, PO Box 123 Town, STATE 0000 Phone 131 131 ABN 11 2222 333 484
Your bill

Tox Ivoice

Jane Citizen Accourt numter: 12456
PO Box 123 Avytown STATE 0000
NEED HeLP?
Enquiries and complaints
Bill issue date: 1 April 2022 ATl
For sugpl ot 1 Streat Road, i
Natioral Metering [dersiter (NMI): 0123456789

Oistreuter: 112233
Disputes
Ombusan: 1800 111 222
Your amount due is $12
due on 27 April 2022
Could you save money on another plan?
Based on your past usage, our Super

year
Condtions may apely.

e sy s s o b e v

Paginated (Control)

Unpaginated

Tacmvoce
% Retailer Name Need help?

AN 1122233 4as Enquion and.
Recater 131 131

|
g Ry
e -
Anytown STATE 0000

Your bill
Aocourt number 123488

B issua s 1 Apra 2022

For supply 2t 1 Sirest Road, Anytown STATE 0000

Nationsl Metaring Kirisier (NWH). 123456789

Could you save money

on another plan?
Basad on your past usage. our Super Saver Plus
9 may cos you up 1 $81.48 less peryoar Tan
Your curtet lan
To swich lans, 9o o retalfer.com.aw o ca s on
131 131 Conditions may apply.

T Ao g s e 1 e o e

Compars pans om cinr s a1 gy Made £ ary

How to pay

Alternative Paginated

Tox tnvoice
MNeed help?
Retailer Name
Ao 11222393 004 Enauries and compisins
Reader: 131 131
L Poults snd emargencies
Duante: 11223
]ro. .u'c ;hn! ataman: 1400 111 222
Anytown STATE 0000
Your bill
Secourt rumber: 12456
e e 1 April 2022
Forsepyat 1 Strest Road,
Nationsl Metiing 1entfer (N1): 0123456789

Could you save money on another plan?
et on your st usage, our Super Saver Phus
pisn may cost you up to SBLAS ks per e then
your current plan. Conditions may apgy.

To switch plans, 9o (o retailer.com.au o
Gl us on 131 131. Conditions may 3pply.

e Gy s s = e o
Comare sars brom s recirs ot Energy Made Exsy
www.energymadeeasy.gov.au

How to pay

b S

Detailed Paginated
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Methodology - Interviews

We interviewed 20 non-digital energy consumers
from across Australia, including 11 aged over 65 and
5 CALD consumers. Interview participants were
recruited using a market research recruiting
company (Alta Research).

The interviews were semi-structured and were
approximately 45 minutes in duration. All interviews
were conducted via video conferencing.

We conducted two tranches of interviews:

e Tranche 1 consisted of 15 interviews. Following
these interviews, the bill designs were updated to
take account of the feedback.

e Tranche 2 considered of 5 interviews, which ran
in parallel with the online trial. The updated bill
designs were used in the online trial as well as

the Tranche 2 interviews.




Methodology - Interviews

We asked interviewees about their behaviour when it
came to reviewing energy bills, researching energy
plans, and switching energy plans and providers.

We also showed interviewees a series of mock
energy bills (see previous slides), and solicited their
thoughts about these bills with regard to
comprehension, trust, and how they would act on the
information.

We conducted a thematic analysis by organising key
findings, insights, and supporting quotes into themes
which addressed the primary research questions. We
stopped conducting interviews once we reached data
saturation, i.e. the point at which no new themes or
information were emerging from the interviews.




Methodology - Trial

Alongside the Tranche 2 interviews, we tested the
four mock bills with 2,010 participants, who were
recruited via an online panel provider (PureProfile).

We applied screening criteria to ensure participants:

were aged 18+;
live in NSW, ACT, QLD, SA, or TAS;
were responsible (sole or shared) for managing
household energy bills; and

e were broadly representative of the population of the
overall population by age or gender.

We also applied quotas to ensure n = 200 were Small-
to-Medium enterprise decision-makers.

The Paginated mock bill was the most similar to those
in bill set 1, and was therefore treated as the Control.




Methodology - Trial

After providing informed consent and responding to screening
guestions, participants were randomised to view one of the four mock
energy bills.

They were then asked a series of objective comprehension questions
regarding key information in the bill. This included questions about
core (amount due, due date, and payment methods) very important
(NMI number, current plan, better offer, inquiries contact number) and
important (interpreter contact number, tariffs, usage, meter reading,
discount) bill information. Participants could refer back to the bill as
needed while answering these comprehension questions. We then
asked a series of exploratory questions regarding consumers’
subjective impressions of the mock bill.

We ran statistical tests (correcting for multiple comparisons) on the
differences in objective comprehension between each condition
relative to the Control. To minimise the number of comparisons
made, we did not run statistical tests on our Exploratory outcomes.

Paginated

T

Section 1
Screeners + Demographics (Pt 1)

v

Section 2
randomisation

Detailed
Paginated

Alternative

Unpaginated Paginated

Section 3
Outcome measures

Y

Section 4
Demographics (Pt 2)

Where statistical tests have been run, charts have been annotated
using the following legend:
* = p<0.05, ** = p<0.01, *** = p<0.001.

15






Elements of comprehension

The research tested objective comprehension of the following bill elements:

Core elements

Very important elements

Important elements

Amount due NMI number Interpreter contact number
Due date Current plan Tariffs
Payment methods Better offer Usage

Inquiries contact number

Meter reading

Discount

17



Key Takeaway 1: Core Information IS
well understood, as consumers use
visual cues to find information



Consumers used both location and colour to identify core information

Across all four bills, consumers consistently paid the most
attention to the payment amount and due date

After viewing the first page of the bill for around 10 seconds, consumers
were able to identify the location of the payment amount and the due
date across all four example bills. Consumers also consistently stated
that the payment amount and the due date were the most important
pieces of information they would look for when reading an energy bill.

Consumers had strong prior expectations around the location of
payment amount information

Consumers were well-practiced in looking for the payment amount and
due date on the top right hand side on the first page of their energy bill.
Some consumers were so accustomed to seeing the payment amount on
the right hand side that moving the information to the left (in the
“Balanced” example bill) led to them recalling the wrong figure as the
payment amount.

Colour was a strong indicator of importance
In the example bills, consumers consistently pointed to the colour of
each information box as an important element in grabbing their attention.

“..when you get a bill, the first thing you want to do is

1

see the amount and the due date.
Consumer 3

@ ABN: 11222 333 444

Jane Citizen
PO Box 123
Anytown STATE 0000

@ ABN: 11222333 444

[T
Jane Citizen

PO Box 123
Anytown STATE 0000

Account number: 123456
1 April 2022

Aecount rumber: 123456
Bill issue date: 1 April 2022 Bill issue date:

For For supply at:

upply at: 1 Street Road, Anytown STATE 0000

National Metering Identfier (NM1): 0123456789 Mational Metering Identifier (NMI): 0123456789

1 Street Road, Anytown STATE 0000

Need help?

Inquiries
Retaller: 131 131

Faults and emergencies
Distributor: 11 22 33

Complaints
Ombudsman: 1800 111 222

Your bill

Your amount due is
$76.68

Due on
27 April 2022

\

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
Your current pian.

Your amount due is

$120.35

Due on To switch plans, go to retailer.com.au or

27 April 2022 call us on 131 131, Conditions may apply.

“Amount due always on the
right side, that’s how I look at
the bills” - Consumer 3

“The things in [brown] are saying ‘this is
important’ to me and the blue says ‘it’s
not important’. - Consumer 7

19
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Comprehension of core elements was good overall ==

On average, consumers understood between 2.28-2.46 of the three

core bill elements (amount due, due date, and payment methods). 233
Almost 60% understood all three elements and almost 85% understood 2
at least two.
Looking at the specific answers consumers gave, it is likely that their !
actual comprehension of the amount due was even higher than implied
by the above. Across all bills, around 80% of consumers correctly
0

identified the exact amount due. Since they were required to type in Atormat Dt

. . . .. - ernative etalle .
this value, it is possible that many of the remaining 20% of consumers Paginated Paginated Paginateq ~ UNPaginated
were incorrect due to data entry errors. Bill Type

Number of Core
Elements Comprehended

Note this method of data entry is different to previous research, which provided multiple choice entry - we would expect there to be
more errors when consumers can enter any amount as compared to when they are only need to choose one of a limited number of
options. For example, for all except the Detailed Paginated bill, the correct amount due is $120.35, and the most common incorrect
answer across these bills was $120.00 (a rounding error). There were also numerous responses that were one digit removed from the
correct answer (e.g., $129.35, $120.33). If we include these responses, roughly 90% of consumers would get either the amount due, or
sufficiently close that they likely understood the content, and total core comprehension scores would rise to around 2.45-2.55 out of 3
elements correct.

20



Some bills had higher comprehension x--

Compared to the Paginated bill, the number of core elements
correctly comprehended was slightly higher for the Detailed
Paginated and Unpaginated bills, and these differences were 30
statistically significant (2.46 out of 3 vs 2.28-2.33 out of 3).
Consumers also spent more time reading these two bills on
average, perhaps because these bills had more content
(Detailed Paginated) or were laid out differently (Unpaginated) to
traditional bills. It may also be that this higher time spent reading
translated to an increase in the overall level of comprehension.

Median Reading Time (sec)
o

w

However, some of the increase in comprehension for the

Detailed Paginated bill appears to be driven by the fact that this 0
bill (unlike the other bills) had a $0 due amount and therefore no pocibeq  Unpaginated  Paginated  AISMALE
due date. Correctly identifying that the bill has already been paid Bill Type

may be easier than identifying a specific due date.



$0 best understood with an explanation on the front page and in usage table

Tranche 2 consumers looking at the $0 benefited from having an
explanation in ‘Your bill’ box

Most consumers found it clear from the first page that they would not
have to pay any additional money because their account was in credit.
However, some consumers said they would also like to see more
contextual information on the first page, such as the exact credit amount,
and the date on which the payment was made.

Consumers could explain how their $0 bill was calculated with more
confidence when the credit sentence was included in the usage
table, however some wanted to see additional information
Consumers generally found it helpful to see the specific payment amount
that had led to the account being in credit, and were able to clearly
explain how the amount owing had been calculated. One consumer
suggested this could be improved further by adding the date when the
last payment was received.

Your bill Your bill

Your amount due is

$0.00

Your account is in credit, so
you have no payment due.

Your amount due is

$0.00

Additional information
(tranche 2)

Payment focussed
(tranche 1)

TOTAL BILL $139.07
Payment received - $150.00
FINAL BALANCE
Your account is $10.93 in credit, so you have $0.00 due.

“Oh what this is $0... [but quickly “I'd like to know how much
understood] oh I’'m not due to pay in credit up front, is it 50 or
anything because my accountis in 100 in credit?” - Consumer 3
credit” - Consumer 3 (tranche 2) (tranche 2)

L L~

“I liked that the bill included the additional line on how much additional
money | paid before and why the amount owing was 0. | found this very

helpful.” - Consumer 2 (tranche 2)

22



Key Takeaway 2: Very important
iInformation is generally well
understood, though some confusion
remains between the better offer and
EME



Comprehension of very important elements was fairly high ~#%

Alternative Detailed
Paginated Paginated

On average, consumers understood 3 out of 4 very important bill elements
(NMI number, current plan, better offer, inquiries contact number). Around 4
45% understood all four elements and over 70% understood at least three.
There were no significant differences between the different bills in terms of
the number of very important elements comprehended.

Comprehension of very important elements was highest for the NMI and
for the inquiries contact number. Roughly 80% of consumers got these
answers correct, regardless of what bill they saw.

\V]

Elements Comprehended

Number of Very Important

Comprehension of the current plan name was slightly lower for the
Paginated and Detailed Paginated bills (around 63%, vs around 72% for
Alternative Paginated and Unpaginated). The most common incorrect
response consumers gave for this question was ‘Super Saver Plus’ (the
name of the Better Offer plan), regardless of what bill they saw. Bill Type

Paginated Unpaginated

When asked how to switch to a better offer, at least 66% of consumers chose the correct response regardless of which bill they saw. A
further 12% selected ‘I need to visit www.energymadeeasy.gov.au’, which would also assist in switching to a cheaper plan.

_ Ol
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http://www.energymadeeasy.gov.au/

Difference between better offer vs EME was poorly understood

Many consumers conflated the EME website with the Better Offer
Many consumers interpreted the EME website as being related to the
retailer’s Better Offer. After being directed to specifically compare the two
boxes, some consumers were able to comprehend that the EME website
compared offers between retailers. Some suggested providing a clearer
prompt that the EME website compared offers from competing retailers,
as they were able only able to ascertain this by the .gov extension.

The EME box should be contrasted from the Better Offer
Consumers were more likely to pay attention to the EME box when it was
visually distinct from the Better Offer box. This could be achieved using a
different colour shading (Balanced and Engagement Focussed bills)
rather than the same shade for both boxes (Additional Information and
Payment Focussed bills).

However, there is a limit to how many colour contrasts can be used on a
page before the salience effect diminishes. We would recommend no
greater than one major colour contrast and one additional more subtle
colour contrast (such as using the same colour but varying the
saturation, illustrated on the left example) on the one page.

“l would have been confused because | would have clicked into
the EME website to get more info on the super saver plus plan. |
don’t want to change providers, so | would have been confused”

- Consumer 14

=

Could you save money on another plan? Could you save money on another plan?
Based on your past usage, our Super Saver Plus Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than plan may cost you up to $81.45 less per year than
your current plan. your current plan.
To switch plans, go to retailer.com.au or To switch plans, go to reta?ler.com.au or
call us on 131 131. Conditions may apply. call us on 131 131. Conditions may apply.

The Australian Energy Regulator requires us to include this information The Ausizalien Energy. Regujeton requltes. us 1o lacudethis ioretion:

v Compare more plans at Energy Made Easy ® Compare more plans at Energy Made Easy

.energymadeeasy.gov.au www.energymadeeasy.gov.au

“Rather than having too many things highlighted, if you
could bring it down to one, that would be most important to
people these days” - consumer 7

=
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Key Takeaway 3. Important
iInformation is reasonably well
understood, with consumers
preferring like information to be
grouped together



_ B

Comprehension of important elements was consistent ==

On average, consumers understood 3.5 out of 5 important elements
(Interpreter contact number, tariffs, usage, meter reading, discount).
Only around 20% understood all five elements, but over 60%
understood at least four. There were no significant differences
between the different bills in terms of the number of important
elements comprehended. 3.51

Regardless of which bill they saw, consumers had the most difficulty

correctly identifying that their usage was calculated by subtracting their

previous reading from their current reading, with only a third of

consumers getting this question correct. However, a further third

selected “Previous reading - current reading”, which may indicate that

they broadly understood the concept, but misinterpreted the

subtraction sign as a dash (i.e., they interpreted the answer as

“previous reading to current reading” rather than “previous reading Paginated Algt:é?:aﬁt:% g:;?;':g 4  Unpaginated
minus current reading”). Further testing should therefore use a Bill Type

different method to probe comprehension of this specific element.

w I

Number of Important
N

Elements Comprehended

-

o

For the other four elements, around 75-80% identified the correct
answer, with minimal differences between bills.

27



Consumers preferred having related information in the same place

Avoid presenting information that will require reference to other
sections of the bill to interpret

Consumers often found it confusing when they were required to
piece together information from different parts of the bill.
Consumers found it particularly unintuitive to refer to information
presented in the “About your plan” section in order to interpret
information on Peak and Off-peak usage in the “Understand your bill”
section.

Some consumers had trouble locating the information which told
them what plan they were currently on

The information about the consumer’s current plan is less salient than
the information about the Super Saver plan. As a result, some
consumers struggled to quickly identify which plan they are
currently on when asked to do so. While most could eventually locate
this information, the few who struggled may have benefited from this
information being located on the first page. A couple of consumers felt
the current plan name and better offer plan name should be near to each
other, instead of located separately on the bill. However, most
consumers could eventually find this information regardless.

Understand your bill
Electricity charges based on an estimation. If you need t peak to be next to the p|ace

you can find instructions at retailer.com.au/how-to-read-§

“I prefer the times for peak/off

where you show the peak usage

Previous

readin info. Easier to find.”
Supply charge Consumer 10
Peak usage 20189 20704 515 kWh $0.29 [ kWh $149.35
6 am - 10 pm
Off-peak usage 10093 10145 52 kiWh $0.13 / KWh $6.76
10 pm = 6 am
GST (10%) $18.77
Usage discount [E—
Govemment el Understand your bill 1 March 2022 to
Electricity charges based on an estimation. If you need to read your meter,
you Ty e au/hnw-tu-man-'vour\-met:rr " 31 March 2022
TOTAL BILL
Previous Current Quantity Rate Amount
Balance carried reading reading
TOTAL DUE Supply charge 31 days $1.02 / day $31.62
k usage 20189 20704 515 kWh $0.29 / kWh $149.35
ff-peak usage 10093 10145 57 kwh £0.13 / kWh %R.76
GST (10%
(0%) About your plan
Usage discount (15%)
Selar exports 8763 9226 46 |Simple Saver
feed-in tariff " "
Qun
Government energy rebate (expires 31 March 20.
L 20% GreenPower,
“Think it would be good [ =red orard

if they provided more
information about the
time and dates for
“peak” and “off-peak”. -

Consumer 2

Peak usage ¢ kWh
tove Gy

Off-pe; .13 / kWh

“They should not have separated the
information into two different areas. The
current plan, and better offer should be in the

same place.” - Consumer 11

28



Key Takeaway 4. On subjective
measures, Detailed Paginated and
Unpaginated performed slightly
worse



_c}

Trust and confidence were high across all bills x--

O very tnstuorthy
. é Slightly trustworthy
On average, consumers felt that the energy provider was 5 oo ) - R
trustworthy, and there were no differences between the bills g Mot svory
on this measure. £
E Slightly untrustworthy
Similarly, the average consumer felt confident to take action
on the bill, though ratings appeared slightly lower for the VY gnates Almatie L —
Detailed Paginated bill. Bill Type
Very confident
§  slightly confident
s Moo
é Slightly unconfident

Very unconfident Alternative Detailed

Paginated Paginated

Paginated Unpaginated

Bill Type 30



Subjective comprehension and visual appeal ratings
yielded small differences between bills

On average, consumers felt that the bill was easy to understand.
Compared to those who viewed the Paginated bill, subjective
comprehension (i.e., consumers’ own perception of how easy the bill was
to understand) was roughly the same for consumers who viewed one of the
other bills, though ratings appeared slightly lower for the Detailed
Paginated bill. This is notable given the objective comprehension (i.e.,
consumers actual ability to understand the bill) results, where the Detailed
Paginated bill actually performed the same or better than the Paginated bill.
This may be driven partly by the fact that Detailed Paginated bill had more
content and needed more effort to engage with — consumers may have
found this subjectively challenging, but in reality it could help to increase
their actual ability to understand the bill.

On average, consumers felt that the bill was visually appealing. Compared
to those who viewed the Paginated bill, visual appeal was roughly the
same for consumers who viewed one of the other bills, though ratings
appeared slightly lower for the Unpaginated bill. Again, this is despite
objective comprehension actually being higher for the Unpaginated bill.

Subjective Comprehension

Visual Appeal

Very easy

Slightly easy

Neither easy
nor difficult

Slightly difficult

Very difficult

Very appealing

Slightly appealing

Neither appealing
nor unappealing

Slightly unappealing

Very unappealing

3.78 I

Paginated

Paginated

Alternative
Paginated

_c}

T

Detailed
Paginated

Bill Type

II

Alternative
Paginated

Bill Type

Detailed
Paginated

Unpaginated

Unpaginated

®
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Unpaginated design makes reading the bill more effortful, recall worse

The unpaginated design made it more difficult for consumers to scan quickly
and find the information they need

Consumers struggled to recall details of the Unpaginated bill more than they did with
any other bill across both tranches. One consumer who saw the Unpaginated bill first
did not recall anything at all about the better offer, which was the only instance where
a consumer did not recall anything about the better offer in the first bill they saw
across all bills we tested. Note that this did not affect core information, and may
explain why the Unpaginated bill had a longer median reading time — as consumers
found it challenging to find information on this bill, they likely spent more time
searching and hence longer reading the bill.

Consumers prefer a layout which groups related information together in
boxes, and are most familiar with this design

Grouping key information into boxes allows information to be placed where people
expect it to be when scanning for it quickly — for example, contact numbers towards
the top of the bill. The unpaginated format used some boxes but did not use one for
phone numbers, which made it difficult for consumers to locate the information.

Furthermore, most consumers mentioned they were more used to seeing the box-
style layout on their own energy bills, and all five consumers who saw the
unpaginated bill said they preferred the “boxes” of information in the other bills.

“Same information is there [in UP bill] but it’s not in the format I'm
used to and it’s not as clear. Better to have relevant chunks... I'd
like to see your amount due on one side... it’s running too long, too
wide, it’s too much to read.”- Consumer 1 (tranche 2)

—

“The phone numbers should be together... have a box
with a heading like ‘if you want to know more about
your bill’...you’re sort of searching to find those [phone
numbers] a bit” - Consumer 3 (tranche 2)

—=

“[A] is better than the last one [UP]... | like the way it’s sectioned
out better, | like the way that’s it’s highlighted...the need help box
where you make your enquiries is at the top which is good. The
fact that you’ve highlighted areas so you can hone in on the area
you want to know more about is good.” - Consumer 3 (tranche 2)

V(:Omparing Unpaginated (UP) vs. Alternative (A)
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Those who had low subjective comprehension

highlighted a variety of issues

Among those (36% of the sample) who rated their subjective
comprehension as poor (21%) or neutral (15%), we asked a
follow up question to identify why they answered that way.

The most common issue raised was that the information in the
bill was too complex (flagged by around a third of low subjective
comprehension consumers), whilst the least common issue
raised was that language was difficult to understand (flagged by
around 5% of consumers). In the “other” group, a range of free
text answers were provided, usually focusing on the fact that the
bill was “tedious” or that there was too much information.

The look and feel was more commonly raised as an issue for the
Detailed Paginated and Unpaginated bills, relative to the other
two bills — this may partly explain why consumers gave the
Unpaginated bill a lower visual appeal rating. The need for more
clarifying information was more commonly raised as an issue for
the Paginated and Alternative Paginated bills, relative to the
other two bills.

1sion

for Poor Si

jective C:

Information too
complicated

Look and feel hard to
read

Not enough clarifying
information

= Language difficult to

understand

Information too
complicated

Look and feel hard to
read

Not enough clarifying
information

Language difficult to
understand

.

36.16

Paginated

Alternative paginated

25.42

22.03

Detailed paginated Unpaginated
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Key Takeaway 5: No
subgroups were adversely
affected by our treatments



No subgroups were adversely affected by our treatments ﬁ

We looked at whether any of our treatments differentially affected specific subgroups.
Specifically, we looked at whether the treatments had different effects depending on:

Differing levels of financial literacy (based on an index of five questions)

Differing levels of education (based on consumer self-reported education level)
Differing levels of digital experience (defined as having downloaded and used an
energy provider’s app, receiving bills electronically, and preferring to address issues

via online methods).
e Whether the consumer had a CALD background (defined as the main language used

at home being other than English; n = 143).

There were no significant differences between treatments for any subgroups. For example,
and perhaps unsurprisingly, comprehension was generally higher as financial literacy
increased (but this was consistent across all treatments).
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Who did we speak to? (Tranche 1)

0T S © o

8 female 5 CALD 7 over 65 3ACT

7 male 4 NSW
4 QLD
2 SA

2 TAS



Tranche 1 bills

Payment Focussed (PF)

Engagement Focussed (EF)

Retailer Name
ABN: 11222 333 444

(R

Jane Citizen
PO Box 123
Anytown STATE 0000

Account number: 123456

Bil issue date: 1 April 2022

For supply at: 1 Street Road, Anytown STATE 0000
National Metering Identifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
your current plan.

To switch plans, go to retailer.com.au or

call us on 131 131. Conditions may apply.

Compare more plans at Energy Made Easy
www.energymadeeasy.gov.au

PAYINPERSON

Need help?

Faults and emergencies
Distributor 11 22 33

Complaints.
‘Ombudsman: 1800 111 222

Your bill

Your amount due is

$0.00

ok 198 675 0 pwy by Vinn.
Vvt ot Baacars

Bt ot 188

ot 13181610 iy

1 oy P et

Important information About your plan

Payment Interpreter

Cal 131131 Call 131132 Simple Saver

Help S 10 help YOu. If YOU B1€  eririo Inserpret

having difficulty Paying YOUr  puen vy Theng Ngén Your plan includes 15%

account, please contact us ol discount (expires 31 March 2023)

discuss payment assitance. P50 Your pen Gk

National Relay Service Yenyru nepesoma GreenPower

Cail 1300 555 727

Understand your bill 1 March 2022 to

31 March 2022

Previous. Curent  Quantity Rate Amount
reading reading

Supply charge 3ldys  $102/day  $162

Peak usage 20189 20704 SISKWh  $029/KkWh  $149.35

6am - 10 pm

Off-peak usage 10093 10145 S2KkWh  $0.03/KWh  $676

10 pm - 6 am

GST (10%) $1877

Usage discount (15%) ~$25.76

Government energy rebate - 52420

TOTAL BILL $156.54

Direct debit payment - $156.54

TOTAL DUE $0.00

Understand your usage Average daily usage for this bil: 18.3 kWh

Average daily usage for March 2021 15.1 kWh

: |”||
1l 111
g

PP S P F

Kilowatt-hours
(daily average)

Retailer Name
ABN: 11222333444

T

Jane Citizen
PO Box 123
Anytown STATE 0000

Account number: 123456

Bl issue date: 1 April 2022

For supply at: 1 Street Road, Anytown STATE 0000
National Metering Identifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus.
plan may cost you up to $81.45 less per year than
your current plan.

To switch plans, go to retailer.com.au or
call us on 131 131. Conditions may apply.

Need help?

Inquiries.
Retailer: 131 131

Faults and emergencies.
Distributor: 1122 33

Complaints
Ombudeman: 1800 111222

Your bill

Your amount due is
$199.43

Including overdue
charges of $84.56

Due on
27 April 2022

o 131 18 oy

2
Toun STATE 000

Important information About your plan
Payment. Interpreter Simple Saver
Call 131131 Call 131132 15% g g s
Help us to help you. If you (expires 31 M
e GRS e
your account, please g Nodn
iiarss - Peak usage costs $0.29 / kWh
Us to disauss payment (6.am to 10 pm)
3 > Sadash
Off-peak usage costs $0.13 / KWh
(10 pm to 6 am)
Call 1300 555 727 $0.09 /kWh paid 0 You
solar exports
Understand your bill 1 March 2022 to
31 March 2022
Previous Cument  Quantity Rate Amount
reading reading
Supply charge Jddays  $102/dy  $3L62
Peak usage 20189 20704 SISKWh  $029/KWh  $149.35
Off-peak usage 10093 10145 S2KWh  S0U3/KWh  $676
GST (10%) $18.77
Usage discount (15%) -$2576
Solar exports 8763 9226 463KWh  -$0.09/kWh - $41.67
feedin tariff
Government energy rebate
TOTAL BILL
Balance carried forward

Understand your usage Average dally usage for this bil: 18.3 KWh

Average daily usage for March 2021: 15.1 kWh

mEnergy usage  « Solar exports
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Tranche 1 bills (cont.)

Additional Information (Al)

Balanced (B)

Retailer Name
ABN: 11222333 444

TR T

Jane Citizen
PO Box 123
Anytown STATE 0000

Account number: 123456

Bill issve date: 1 April 2022

Forsupply at: 1 Street Road, Anytown STATE 0000
National Metering Identifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
your current plan. Conditions may apply

To switch plans, go to retailer.com.au or

call us on 131 131. Conditions may apply.

Compare more plans at Energy Made Easy
www.energymadeeasy.gov.au

How to pay

Need help?

Inquiries
Retaller: 131 131

Faults and emergencies
Distributor: 11 22 33
Complaints

Ombudsman: 1800 111 222

Your bill

Your amount due s
$76.68

Due on
27 April 2022

S CnaETsIpm by Ve
Mavmrcart and Bamcars

e Biter Coe: 333 Bitar Code: 1456
wiom
Mok you chagon
ot 131 36 1y
5 out 170 B 123,
Toar STATE 0600
1 vy on he et

Important information
Payment assistance Interpreter
Call 131131 Gall 131132

Help us to help you. If YOU a1 Saevirio terpret
having Gificuty PaYIng YOUr  pycn vy Thang Ngdn

About your plan

Simple Saver

Your plan incudes 15% usage
discount (expires 31 March 2023)

‘account, please contact us to .
Gunits PHIMUX ssance. PSRy Your plan includes 20%
GreenPower
Call 1300 555 727
Understand your bill 1 March 2022 to
31 March 2022

Previous Current Quantity Rate Amount
reading reading

Supply charge Jddays  s102/dy  $3162

Peak usage 20189 20704 SISKWh  $0.29/kWh  $14935

6am-10pm

Off-peak usage 10093 10145 52 kWh $0.13/ kWh $6.76

10 pm - 6 am

GST (10%) $1877

Usage discount (15%) -$25.76

Solar exports 8763 9226 463KWh  -$0.09/kWh -$41.67

feed-n taniff

Government energy rebate ~$2420

TOTAL BILL $114.87

Balance carried forward - $36.19

TOTAL DUE $78.68

Your usage summary Compare Cost breakdown
your usage
¥ 2 people Retail "
i ; s 31%
{ &+ 1person
£ | o
e You
i _—
(o e s’ swork gl
costs cover the poles
verage for househaids T s o
W Encricty wagr RO Duvbo.
s erors may vory.To fod out. Genaraion o the ot o

ey, vt www. Retail covers the services we
energymadeeasy gova

provide 10 y0u as our Custome.

Retailer Name hele
ABN: 11222333 444 Dulctes
Retader: 131 131

g St
LT preerontriy
Jane Citizen —
PO Box 123 ‘Ombudsman: 1800 111 222
Anytown STATE 0000

Account number: 123456

8l issve date: 1 April 2022

For supply at: 1 Street Road, Anytown STATE 0000
National Metering Identifier (NM1): 0123456789

Could you save money on another plan?

Your amount due is Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
$120.35 your curent pian.

To switch plans, go to retailer.com.au or

27 April 2022 call us on 131 131. Conditions may apply.
Compare more plans at Energy Made Easy
www.energymadeeasy.gov.au

How to pay
omecoesir PAY N PERSON L sveoxe
T e i sy (E: o120 E75 10y by Vi
IREST  setup s dewc [
- Bter Code: 333 s Cote 3488

Gl 191 89610 poy

Mk e o
ot 10 P B 123

Town STATE 0000

ermaton o0 B2y — postiligey com
o e i

Important information About your plan
Payment assistance Interpreter
Call 131131 Call 131132 Simple Saver

Help s to help you. If you are  Servizio Intevpreti

having difficulty paying your Dich Wy Thing Ngda

account, please contact U 10 g
assistance.

Your plan indludes 15% usage
discount (expires 31 March 2023)

discuss payment i Your plan includes 20%

National Relay Yenyrn nepesaia GreenPower

Call 1300 555 727

Understand your bill 1 March 2022 to

31 March 2022

Previous Cument  Quantty Rate Amount
reading reading

Supply charge 3ldays  $L02/day 3162

Peak usage 20189 20704 SISKWh  $029/KWh  $149.35

6am - 10 pm

Off-peak usage 10093 10145 S2kWh 003 /KWh  $6.76

10 pm -6 am

GST (10%) 51877

Usage discount (15%) - 52576

Government energy rebate -52420

TOTAL BILL $156.54

Balance carried forward -$36.19

Understand your usage

Average daily usage for this bill: 18.3 kWh
Average daily usage for March 2021: 15.1 kWh

"
: .I
&2

X G

Kilowatt-hours
(daity average)
By
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Varying the bill layout draws attention to new information

Changing the layout of core elements in the bill may help draw
consumer attention to new information

Many consumers were accustomed to only paying attention to
sections of their energy bills that mattered to them. This made them
less likely to pay attention to new information in their energy bills
such as the better offer message. Changing the layout of the bill
(e.g. by moving the location of the payment amount) may increase
the likelihood of such consumers reading the better offer
message by nudging them to read sections of the bill they would
otherwise ignore. One consumer described changing the layout of
the bill in this way as analogous to moving items around at the
supermarket, which forces shoppers to explore more shopping aisles
in order to find the items they are accustomed to buying.

However, there are trade-offs to changing the layout

As mentioned on page 8, some consumers were so accustomed to
seeing the payment amount on the right hand side that moving the
information to the left (in the “Balanced” example bill) led to them
recalling the wrong figure as the payment amount. Thus, while
changing the layout may encourage consumers to read the better
offer message, this should be considered in light of the potential
trade-off with lower overall accessibility of other important
information in the energy bill.

Your bill

Account number: 123456
Your amount due is
Bilissue date: 1 April 2022

Forsupply at: 1 Street Road, Anytown STATE 0000 $0 .00

National Metering Identifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
your current plan.

o switch plans, go to retailer.com.au or
call us on 131 131. Conditions may apply.

The Australan Energy Reguator requires us o nchde this formatin.

@ ansatEoerculiade k.

“It is quite standard, but to be honest, most
of the bills are very similar and people.. |
think, | don’t look at any other information
anymore, | know exactly what | look for,
everything else on the bill is blank, | don’t
look at anything else.” - consumer 1

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than

Your amount due is

$120.35

your current plan.
To switch plans, go to retaller.com.au or

27 April 2022 call us on 131 3@1. Conditions may apply.

“If the bill looks the same for me for every 8
years, then why would | look for more
information? To get me to read through... need
to do exactly like what you do in a
supermarket, people know where their stuff is,
but if you move things around, then people
explore and buy more stuff... If you redesign
the bill and you really want people to
understand and look for something new, then

you need to make more significant changes” -
Consumer 1

“l see now the amount due section is on the
right and it shows me the overdue
amount..That’s what stands out compared
to the other [Balanced] one.”

“If [Your bill] was to the right or at the top it
would make more sense...Amount due
always on the right side, that’s how I look at
the bills, that’s why | thought 81 amount
was amount to pay initially.”

— X

Engagement focused

L/

Balanced

Consumer 3
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Consumers quickly located key information, but also tended to skip the details

Consumers found the payment methods were easy to locate, but
also tended to skip over the details.

Consumers were used to seeing information on payment methods in the
format presented in the example bills. While this meant that most were
able to recall where the payment methods could be found on the bill
after a 10-second viewing, it also appeared that consumers were
accustomed to skipping over the finer details (e.g. the specific
payment methods).

Make additional complexities more salient through colour and font-
size

Consumers liked that the overdue charges were highlighted in red in the

Engagement Focused bill, as it clearly signalled to them that something
was different with this bill and that additional action was required.

How to pay
PAY INPERSON
@ DIRECT DEBIT p Vu ’En!:;wos o
ay by cas =
PoRiicy - Seliean . S o cheque at any S
Debit il Australia Post Office

MAIL - Biller Code: 333

Refos

8 Mk Your chemes I‘! ndisinasi () POST
payable 10 Retaller Name ating
and post 1o PO Box 123, PAY
infor

billpay
Town STATE 0000

BY PHONE

Call 138 675 13 pay by Visa
Mastarcard and Bankcard
(up to $1500 per il

Billor Code: 3456
Reforence Number 351932

Cat 13
by cred: o goto
www.postbilipay.com au
1> pay on the inarnet

N —

“Didn’t take notice [of payment methods]
because they looked familiar.” - Consumer 9

“When it’s red it’s always
trouble or something you
haven’t done.” - Consumer 1

4

“l would go and check... | might log in
and check whether | paid or not, check

Your bill

Your amount due is
$199.43

Including overdue
charges of $84.56

Due on
27 April 2022

overdue charges, if it still says | haven’t
paid, I'd look at my bank statement to
check.” - Consumer 3
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There was no “one size fits all”’ version
|

There was no “one size fits all” solution in terms of the “right”
amount of information in the bill

Consumers varied substantially in terms of their preferred presentation of
usage information. Some consumers indicated a preference for a
detailed breakdown of their usage information. Other consumers thought
that having too much information made the bill feel confusing, and too
time consuming to read.

Solar information was extremely important to consumers with solar
panel installations

Consumers with solar panel installations consistently indicated that
inclusion of solar exports information in their bill was extremely
important. This held true for consumers who were otherwise not
interested in seeing a detailed breakdown of their usage information.

“I think any bill that you need to spend too much time
with to understand is just not a good experience for me.

It’s just too much time.” - Consumer 3

Usage discount (15%) - $25.76

Solar exports 8763 9226 463 kWh - $0.09/ kWh -$41.67

feed-in tariff

Government energy rebate | Understand your usage Average daily usage for this bill: 18.3 kWh
TOTAL BILL Average daily usage for March 2021: 15.1 kWh

Balance carried forward

TOTAL DUE

s s b B 0 0 B

Kilowatt-hours
(daily average)

III | = 1
by o ¥

P
T

g o & g

© -
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o, I
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)
hrd

A
9,

&
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4,
%,
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mEnergy usage Solar exports

-

“It’s got solar, what | owe, my due date, and what | can
save. That’s all | want.” - Consumer 14
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Most are intrigued to find out more about saving, some are skeptical

Most consumers noticed the better offer at first glance

Most consumers noticed and understood the better offer after a
preliminary 10 second read of the bill. While this was true for all all bill
types, it was especially the case in bills where the better offer was in a
contrasting box (Balanced and Engagement Focussed). The salience of
the better offer was also enhanced by placing it next to Your Bill
(balanced), as consumers instinctively seek out the amount due then
read from left to right.

Most consumers said they would contact their retailer

Almost all consumers indicated they would likely follow up on the better
offer, most often by calling their retailer. Several suggested making it
easier to access the better offer by providing a QR link to the retailer
website. Others suggested highlighting how quick and easy it is to swap
plans and any additional benefits would encourage more interest.

However some were skeptical about better offers

Some consumers expressed skepticism in the better offer, and believed
there must be strings attached. This was partly due to low trust in energy
retailers and a low level of engagement with the AER requirement
statement, potentially due to its small relative font size.

Your amount due is
$120.35

Due on To switch plans, go to retailer.com.au or

your current plan

27 April 2022 call us on 131 131, Conditions may apply.

The Australlan Energy Fegulstor requres is tainclede tis informaton.

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than

“I like this more. The part on the
right hand side - could you save
money on another plan..It’s been
moved around a little but | still
have all the information | need”

- Consumer 1

“l would call them, rather than website. It’s easier to speak
to a person (if the waiting times are reasonable). Switching
plans is usually a generic website... maybe if there was a
direct link it would be easier.” - consumer 10

— -

A

“If there was a QR code | would just scan it.. with
bills, I just get quite lazy... but if you make it really
easy it’s better.” - Consumer 1

“My cynical view would be that
the EME website might be just a
compare the market type
website. But would certainly

“Why would they offer me an $80 discount?...
What’s the cost for them? Maybe they want to
lock me in for 5 years? Maybe there are some
terms and conditions that are not favourable

look at it.” - Consumer 1

to me?” - consumer 1
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Charts were welcomed, but understanding can be improved
|

Understand your usage Average daily usage for this bil: 18.3 kWh

Consumers generally preferred the monthly summary chart over Average dally usage for March 2021: 15.1 ki
the yearly comparison

Most consumers said that it is more important to them to be able to 1E

compare their usage on a monthly basis so they can see how their usage it [ I I I I

fluctuates throughout the year, than it is is the have a a side-by-side & E G

yearly comparison. mEneray usage =Solr expors

IIII'-II
o S v

S
& P
G & W

“I like to look at how much I’'m using in
Comprehension of the usage charts could be aided by more the month because of seasonal
descriptive titles and salient axis labels changes in energy use” - Consumer 5
Most consumers liked the additional usage charts in the Al bill; however
some consumers (particularly older consumers) needed some
assistance to interpret the additional charts in the Additional Information
bill. In particular, the legend and axis titles did not always stand out
enough for people to interpret the graph quickly and accurately.

Your usage summary

L

“The two sets of bars are tell me that my
usage has gotten better...the quarterly

. L . o . . . sections represent different seasons.” -
Bolding axis titles and explicitly describing what the graph is showing in

101 - SUOISSIWR JO SUUOL

Kilowatt-hours (kWh) daily average

Consumer 2
the title may help these consumers get the most out of this additional
; : “ ” %d not use x-axis labels to
mformahon. For e'xample, Your usage summary” could be better ———— determine this chart is showing
explained by the title “Compare to last year” and “Compare your usage” Solar exports 21/22 comparison

=—@— Greenhouse gas emissions

could become “Compare to others like you.”
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Consumers care about household comparison information

Comparing usage to other household helps consumers to understand
their usage better

Most consumers called out the household comparison as a useful tool to better
understand their usage. They felt it was a good benchmark to see how their
energy use compares to people like them and that this would help them to
know if they should use more, less or about the same energy. Only two
consumers specifically mentioned that they did not care what other people
were doing.

One consumer suggested this information could be improved further if icons of
people were added which represent the number of people in the household
and reduced the total number of words to read. They said this is how they
usually see this information presented and preferred it displayed in this way.

The cost breakdown chart was the least important piece of information
on the whole bill

Consumers did not seem interested in understanding the cost breakdown
of the bill, and felt that this piece of additional information was not necessary to
be included in the bill. They felt that if this was of interest, then they would be
able to log into their account online to see more about the breakdown of costs.

Compare
your usage

2 people

1 person

You <| user”- Consumer 5

Compare your electricj
use with the estimate
average for households
in your postcode.
Individual circumstances
may vary. To find out
more about saving
energy, visit: www.
energymadeeasy.gov.au

<| know, oh this is normal.” - Consumer 3

“People like me, like I don’t know if for 1 person
$100 is good. So that would give me a benchmark to

“I like to see how | compare to the average person
[...] so for me | use less that the typical average

“Not all sections are [useful], | think compare your
usage is something | was looking at but it could be
more simplified, like the person cartoon, it just
looks simple to understand rather than the pie
charts/bar charts which are not for everyone...it’s
very statistics” - Consumer 3

“The cost breakdown doesn’t help me

Cost breakdown

much, doesn’t seem very relevant to

me...“After reading through it, I'm not 13%

Retail

Generation
31%

interested in it.” - Consumer 10 |

“Not sure if it really matters - if they were
trying to be transparent, they would have
corporate profits on there. If they want a cost
breakdown, they should show everything.” -

Consumer 11

Network
56%
Network costs cover the poles
and wires that deliver your
electricity.
Generation covers the costs of
converting fuel to electricity.
Retail covers the services we 47
provide to you as our customer.




Tranche 2



Who did we speak to? (Tranche 2)

O S 1 @ %

2 female 1 CALD 4 over 65 2 ACT
3 male 2 QLD
1 NSW
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Tranche 2 bills

Detailed Paginated (DP)

Paginated (P)

Tax Invoice
Retailer Name ez
ABN: 11222 333 444 Enquiries and
Retader 131 131
I Faults and emergencies

Oisributor: 1122 33

Disputes
Ombudsman: 1800 111 222

Your bill

Account number: 123456
Billissue date: 1 April 2022
Forsupply at: 1 Street Road, Anytown STATE 0000

w1y

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
your current plan. Conditions may apply.

To switch plans, go to retailer.com.au or
call us on 131 131. Conditions may apply.

The Ausratan Evergy Seguator s us 0 ke s ki

Important information About your current plan
Simple Saver
ol 131131 Cor131132
1 you are having difficulty Your plan indludes 15% usage
your account, please | Servio nlacpres discount (expires 31 March 2023)
contact us to discuss payment O Vb Thong Mot
assistance. wann Your plan includes 20%
National Relay Service el O
Call 1300 555 727 Yy nepesoans
Understand your bill 1 March 2022 to
31 March 2022
Previous Curent  Quantity Rate Amount
reading reading
Supply charge: 3ldays  SL02/dy  $3162
Peak usage 20189 20704 SISKWh  $029/KWh  $149.30
6am-10pm
Off-peak usage 10093 10145 S2KWM S0.03/KWh $676
10pm -6 am
GST (10%) $1877
Usage discount (15%) -$2576
Solar exports 876 9226 4GIKWh  -$0.09/KWh - $4L67
feedn tarif
TOTAL BILL $139.07
Payment received - $150.00

Your usage summary

Avernge ko

anergy wna sxports por day

Retailer Name
ABN: 11222 333 444

[ R

Jane Citizen
PO Box 123
Anytown STATE 0000

Account number: 123456

Bill ssue date: 1 April 2022

For supply at: 1 Street Road, Anytown STATE 0000
National Metering Identifier (NMI): 0123456789

Could you save money on another plan?

Based on your past usage, our Super Saver Plus
plan may cost you up to $81.45 less per year than
Your current plan.

To switch plans, go to retailer.com.au or
call us on 131 131. Condtions may apply.

The sraton Enegy Reguatr reres us 0 ke s s,

at Easy
Wwww.energymadeeasy.gov.au
How to pay

SN o s
P st
EEla

N lavelca Important information About your current plan
Need help? pr Simple Saver
Call 131131 Call 131132
Enquiries and complaints 1f you are having dificuty Your plan incudes 15% usage
Retaer: 131 131 paying your account, please  Sero wierpeet discount (expires 31 March 2023)
R contact us to discuss payment D W Théeg Noda
Otributor: 112233 assistance. wsn Your plan includes 20%
Disputes. National Relay Mdedal
(Ombudsman: 1800 111 222 Call 1300 555 727 Yemyr neposagusa
Your bill Understand your bill 1 March 2022 to
or ank 31 March 2022
$120.35 Previous Cument  Quantity Rate Amount
o reading reading
27 April 2022 Supply charge Jddys  $102/dy 162
Peak usage 20189 20704 515 kWh $0.29/kWh  $149.35
6am-10pm
Off-peak usage: 10093 10145 52 kwn $0.13/ kwh $6.76
10pm-6am
GST (10%) $18.77
Usage discount (15%) -$2576
Government energy rebate -$2420
TOTAL BILL $156.54
Balance caried forward -436.19
TOTAL DUE $120.35
Understand your usage
T eimadn  Average daly usage for th b 15.0 KWh
o T Average daiy usage for March 2021:
e oo e e T v daiy usage for March 2021: 15.1 kKWh
Same e st
>
£3
rone i
(E: ot 83
< Saracas e
2 530 e i
s o 130
08T
Dipay | So e ne
i
b




Tranche 2 bills (cont.)

Alternative Paginated (AP) Unpaginated (UP)

Retailer Name
TAX INVOICE " -
Important information About your current plan
P ? Retartor Nome Pty Ltd, PO Box 123 Town, STATE 0000 Phone 131 131 ABN 112222 333 444
Retailer Name Need help Payment assistance  National Relay Service
- ABN: 11222 333 444 Enquiries and complaints. Call 131 131 Call 1300 555 727 Simple Saver Your bill Tax Irwoice
Retaier. 131131 Ityou are having Interpreter service s i Aot s £55486
[ Fauits and emorgonclos diffcuty payingyour  Call 131 132 Your plan includes 15% usage PO Box 123 Anytewn STATE 0000
Distributor; 112233 W:W;t D‘eﬂ!em"ﬂ? Servizio Interpreti discount (expires 31 March 2023) NEED HELP?
us 1o discuss payment it
Jane Citizen Disputes 0111202 assistance. ‘:';“:;Wﬂ Naon Your plan inciudes 20% Bill issue date: 1 April 2022 B g o oy
PO Box 123 P GreenPower For supply at: 1 Street Road, Aaytown STATE 0000 Faults and emaergencies
- Netionsl Metering Idertfier (NMI): 0123456789 Distributor: 11 22 33
Anytown STATE 0000 p— g ¥ i
Ombudsmen: 1800 111 222 o
O it
" s
Account number: 123456 Your amount due is Understand your bi $12°.35 :‘:'_.._n
Billissue date: 1 April 2022 $120.35 Electricity charges based on an estimation. If you need to 1March 2022 — due on 27 April 2022
read your meter, you can find instructions at 31 March 2022 Understand your bill
For supply at: 1 Streat Road, Anytown STATE 0000 due on retailer.com.au'how-to-read-your-meter Could you save money on another plan? =
27 April 2022 by o e ron y ety
National Metering Idenier (NMI): 0123456789 Previo Gurrent
oading readng  Cuantty Rate Amount Based on your past usage, our Super Saver Plus plan may cost you up to $81.45 less per 1 March 2022 to 31 March 2022
e than your current plan. To switch plans, 0o to retailer.com.au or cal us o0 131 131
Supply charge 31 days $1.02/day $31.62 Conditions may agply. Previous Cumert  Quantity Rate  demoune
Could you save money Peak i RN e i s 150 e
on another plan? Sam- 16pm 20189 20704 SISk 0281 kA 314038 Suoply charge N S02jew s
‘Compare more plans from cther o o Y- Peak
. retallers g 20189 W4 SISKAR  $029/kWh  §14935
Based on your past usage, our Super Saver Plus Saipeakuseas 10093 10145 s2kWh $0.13/kWh 8676 Gam- 10gm
plan may cost you up to $81.45 less per year than How to pay OFf-pesk usage 10093 10145 2 kivh 043/ WWh 676
your eurrent plan. ST (10%) stz frf by
To switch plans, go to'retailer.com.auor call us on Usage discount (16%) —$2576 a7 (10%) 587
131 131, Conditions may i
rehm ’y pm_ . Government enargy rebats ~$2420 B Usage dcmnd (15%) -
ToTAL BILL 15654 Covermment ererry rebate Cqum
Balance carried forward 53619 8 Rt .
Compare plans from other retailers at Energy Made Easy TOTAL DUE $120.35 farmard - $36.19
www.eneraymadeeasy.gov.au [roraoue s3]
Understand your usage Average daily usage for
This chart shows your average daly energy usage over the s il 1500, About your current pian Understand your usage
rage daily usage for
How to pay R Ca = Warch 2021: 15.1 K™ Simple Saver Average iy sage fo th il: 150 K
Your plan includes. 15% ussge discount (expires 31 March 2023) Awerage caily usage for Masch 2021: 15.1 KA
DIREGT DEBIT PAYIN PERSON - Y PHONE 40 Your plan inchudes 20% GreanPower
E e oty T s oo 3 §5
oo pos Ot jrestipaiy ES » Important e
. ey e 88 » Payment sssistance £z o
[ Raerans mbar: 2458 £3 131 131 HE
DA i, [T o [olley] emees, AN | [ B | e e . o v oty oy e, e s o il | Ii.xl
Town STATE 0000 Inometon on 6Py Ty 0 paymee assistance. P e P >
March 2021 July 2021 November 2021 March 2022 National Retay P & o <
Ca% 1300 555 727
Interpreter -
G




®

Summary of similar findings between tranches

The second tranche of interviews revealed many similar findings to the first, including:
e Tranche 2 consumers were also most drawn to the total amount due and due date.

e Consumers often failed to differentiate between the better offer and the Energy Made Easy website.
e Most consumers preferred to see their average usage represented in monthly intervals

The following slides share insights related to the design elements which were unique to the
Tranche 2 bills.
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Unpaginated design makes reading the bill more effortful, recall worse

The unpaginated design made it more difficult for consumers to scan quickly
and find the information they need

Consumers struggled to recall details of the Unpaginated bill more than they did
with any other bill across both tranches. One consumer who saw the Unpaginated
bill first did not recall anything at all about the better offer, which was the only
instance where a consumer did not recall anything about the better offer in the first
bill they saw across all bills we tested. Note that this did not affect core information,
and may explain why the Unpaginated bill had a longer median reading time — as
consumers found it challenging to find information on this bill, they likely spent
more time searching and hence longer reading the bill.

Consumers prefer a layout which groups related information together in
boxes, and are most familiar with this design

Grouping key information into boxes allows information to be placed where people
expect it to be when scanning for it quickly — for example, contact numbers towards
the top of the bill. The unpaginated format used some boxes but did not use one for
phone numbers, which made it difficult for consumers to locate the information.

Furthermore, most consumers mentioned they were more used to seeing the box-
style layout on their own energy bills, and all five consumers who saw the
unpaginated bill said they preferred the “boxes” of information in the other bills.

“Same information is there [in UP bill] but it’s not in the format I'm
used to and it’s not as clear. Better to have relevant chunks... I'd
like to see your amount due on one side... it’s running too long, too
wide, it’s too much to read.”- Consumer 1 (tranche 2)

—

“The phone numbers should be together... have a box
with a heading like ‘if you want to know more about
your bill’...you’re sort of searching to find those [phone
numbers] a bit” - Consumer 3 (tranche 2)

—=

“[A] is better than the last one [UP]... | like the way it’s sectioned
out better, | like the way that’s it’s highlighted...the need help box
where you make your enquiries is at the top which is good. The
fact that you’ve highlighted areas so you can hone in on the area
you want to know more about is good.” - Consumer 3 (tranche 2)

V(:Omparing Unpaginated (UP) vs. Alternative (A)
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Consumers preferred simpler chart and table design

Some consumers were put off by charts that they saw as too
complicated

A number of consumers found the usage chart presented in the Detailed
Paginated bill to be complicated, with many saying that they preferred
the simpler version presented in the Paginated bill. Some consumers
were particularly sceptical about the value of including the greenhouse
gas emissions information. However, as with Tranche 1, this was not the
case across all consumers, and it is likely that there may be substantial
variation between consumers about how they prefer the usage
information to be presented.

Consumers generally found the use of bolding and clear column
headers in tables more visually appealing

Consumers indicated that they liked the use of visual elements such as
bolding and clear highlighting of headers in the Alternative Paginated
bill. This was particularly relevant for the understand your bill table,
where the use of bolding made the distinction between different
elements more clear.

“there is a lot more information -
that graph looks complicated, it
would do my head in.”- Consumer
2 (tranche 2)

“It was different, didn’t have the
two bars, so | looked in closely
[on Paginated bill], which |
didn’t do on the other one
[DP]”- Consumer 1 (tranche 2)

Understand your bill
Electricity charges based on an estimation. If you need to
read your meter, you can find instructions at
retailer.com.auhow-to-read-your-meter
Current
reading

Previous

b Quantity Rate

Supply charge 31days $1.02/ day
Peak usage

gam - 100m $0.28/ KWh

20189 20704 515 kih
Off-peak usage
10 pm— & am

GST (10%)
Usage discount (15%)

10093 L 3 t KWh §0.13/ KWh

Government energy rebate
TOTAL BILL
Balancae carried for &

TOTAL DUE Alternative

(tranche 2)

1 March 2022 -
31 March 2022

Your usage summary

0

Average kWh
energy and exports per day
o N
a3 ®
\.
e
\
Ul —
u _/
—
_//
—
q"
>
2 —

35
30

20

By abesoAy

Kep Jod suojssiwe

2
2

= Enorgy usage

Additional information
(tranche 2)

Amount

“Maybe the bolding in the previous
bill [AP] is what makes it clearer to
me. The sections seemed clearer.” -
Consumer 2 (tranche 2)

$31.62
$149.35

Understand your bill 1 March 2022 to

Electricity charges based on an estimation. If you need to read your meter,

Y04 an oo a e com o oy et 31 March 2022
Previous Current Quantity Rate Amount
reading reading

Supply charge 31 days $1.02 / day $31.62

Peak usage 20189 20704 515 kWh $0.29 /kWh  $149.35

6.am - 10 pm

Off-peak usage 10093 kWh $0.13 / kWh $6.76

10 pm - 6 am

GST (10%) $1877

Usage discount (15%) -$25.76

Government energy rebate -$24.20

TOTAL BILL P . t d $156.54

Balance carried| ag l n a e -$36.19

TOTAL DUE (tranche 2) $120.35 5 4
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Elements of comprehension

Core elements

Very important elements

Important elements

Amount due NMI number Interpreter contact number
Due date Current plan Tariffs
Payment methods Better offer Usage

Inquiries contact number

Meter reading

Discount
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Overall comprehension

75

Percentage (%)
(5]
o

¥

5

11.49
-
0 1 2 3

Core EI

N=2,010

24.33

of Correct A

=)

59.7

Percentage (%)

75

[51]
=]

Percentage (%)

25

75

o
o

25

. o
Q 1 2 3

N=2,010

46.17
26.47
16.07
741
3.88
e I
0 1 2 3 4
Very Important Elements (Number of Correct Answers)

N=2,010

16.92

4 5
Important Elements (Number of Correct Answers)
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Comprehension - Amount due

Percentage (%)

100

75

50

25

100

75

50

25

Paginated Alternative paginated
77.95 78.42
l ) )
Detailed paginated Unpaginated
79.5
l ) )
Correct Incorrect Correct Incorrect

According to the bill, what amount are you required to pay for this billing period?

B Correct W Incorrect
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Comprehension - Due date

Percentage (%)

100

75

50

25

100

75

50

25

Paginated Alternative paginated
73.95
68.91
31.09
: -
Detailed paginated Unpaginated
94.97
82.47
17.53
5.03
]
Correct Incorrect Correct Incorrect

According to the bill, what is the due date of your payment for this billing period?

B Correct W Incorrect
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Comprehension - Payment methods

Percentage (%)

100

75

50

25

100

75

50

25

Paginated Alternative paginated

80.61

19.39

17.03

Detailed paginated

Unpaginated

27.08

14.94

Correct Incorrect Correct

If you were to receive this bill, which of the options
listed on the bill would you use to pay the due amount?

Incorrect

B Correct W Incorrect
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Comprehension - NMI

Percentage (%)

100

75

50

25

100

75

50

25

8221

Correct

Paginated Alternative paginated

82.57

16.16

Detailed paginated Unpaginated

8247

Incorrect Correct
According to the bill, what is your National Metering Identifier (NMI)?

17.53

Incorrect

B Correct W Incorrect
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Comprehension - Current plan

Percentage (%)

100

75

50

25

100

75

50

25

63.12

. :ﬁ.“

63.64

Correct

Paginated Alternative paginated

Detailed paginated Unpaginated

7294
36.“ .

Incorrect Correct
According to the bill, what energy plan are you currently on?

72.28
. )

Incorrect

B Correct W Incorrect
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Comprehension - Better offer

Percentage (%)

100

75

50

25

100

75

50

25

74.33
68.71
25.67

Correct

Paginated Alternative paginated

Detailed paginated Unpaginated

Incorrect Correct
To switch to a cheaper plan with my energy provider, | need to...

31.29

72.08
33.66
- ]

Incorrect

B Correct W Incorrect
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Comprehension - Inquiries contact number

Paginated Alternative paginated
100
84.36
75
50
25
15.21 15.64
g o - -
@
g
s Detailed paginated Unpaginated
g
& 100
79.88 816
75
50
% 20.12 18.4
0 - -
Correct Incorrect Correct Incorrect

According to the bill, how could you contact your energy provider
if you had any questions about your bill?

B Correct W Incorrect
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Comprehension - Interpreter contact number

Percentage (%)

100

75

50

25

100

75

50

25

Paginated Alternative paginated

796
- l -2.“
Detailed paginated Unpaginated
80.95
77.37
2263
- l -
Correct Incorrect Correct Incorrect

According to the bill, which phone number could you call if you
needed assistance translating the bill into your preferred language?

B Correct W Incorrect
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Comprehension - Tariff

Paginated
100

76.62

75

50

25

Detailed paginated

Percentage (%)

100

75 74271

50
25.73
25 -
4]

Correct

75.05

) . -2‘.95

Incorrect Correct

Alternative paginated

Unpaginated

2511

Incorrect

According to the bill, if you were using energy at 8:30 pm,

what rate would you be charged?

B Correct W Incorrect
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Comprehension - Usage

Paginated Alternative paginated

100

76.62 77.03

75

50

25

Detailed paginated Unpaginated

Percentage (%)

100

mn

75

50

25

Correct Incorrect Correct

According to the bill, how many kilowatt hours did you use
during off-peak hours for this billing period?

) . )

22.29

Incorrect

B Correct W Incorrect
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Comprehension - Meter reading

Percentage (%)

100

75

50

25

100

75

50

25

Paginated Alternative paginated
o2 65.74
34.26
! . - .
Detailed paginated Unpaginated
6538 62.77
. . .

Correct Incorrect Correct

According to the bill, how did your energy provider calculate the
number of kilowatt hours that you used for this billing period?

Incorrect

B Correct W Incorrect
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Comprehension - Discount

Percentage (%)

100

75

50

25

100

75

50

25

86.12

Correct

Paginated Alternative paginated

81.19

13.88

Detailed paginated Unpaginated

8247

Incorrect Correct
According to the bill, what is your discount on energy usage?

18.81

-19.5‘ l -

Incorrect

B Correct W Incorrect
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