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2 The Section1 Jemena People’s Panel Engagement Report 

Privacy
Capire Consulting Group and any person(s) 
acting on our behalf is committed to protecting 
privacy and personally identifiable information 
by meeting our responsibilities under the 
Victorian Privacy Act 1988 and the Australian 
Privacy Principles 2014 as well as relevant 
industry codes of ethics and conduct. 

For the purpose of program delivery, and 
on behalf of our clients, we collect personal 
information from individuals, such as e-mail 
addresses, contact details, demographic data 
and program feedback to enable us to facilitate 
participation in consultation activities. We 
follow a strict procedure for the collection, use, 
disclosure, storage and destruction of personal 
information. Any information we collect is 
stored securely on our server for the duration 
of the program and only disclosed to our 
client or the program team. Written notes from 
consultation activities are manually transferred 
to our server and disposed of securely.

Comments recorded during any consultation 
activities are faithfully transcribed however 
not attributed to individuals. Diligence is taken 
to ensure that any comments or sensitive 
information does not become personally 
identifiable in our reporting, or at any stage of 
the program. 

Capire operates an in-office server with security 
measures that include, but are not limited to, 
password protected access, restrictions to 
sensitive data and the encrypted transfer of 
data. 

For more information about the way we 
collect information, how we use, store and 
disclose information as well as our complaints 
procedure, please see www.capire.com.au or                 
telephone (03) 9285 9000. 

Consultation  
Unless otherwise stated, all feedback 
documented by Capire Consulting Group 
and any person(s) acting on our behalf is 
written and/or recorded during our program/
consultation activities. 

Capire staff and associates take great care 
while transcribing participant feedback but 
unfortunately cannot guarantee the accuracy 
of all notes. We are however confident that 
we capture the full range of ideas, concerns 
and views expressed during our consultation 
activities. 

Unless otherwise noted, the views expressed 
in our work represent those of the participants 
and not necessarily those of our consultants or 
our clients.  
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1  Introduction
Capire Consulting Group (Capire) worked 
with Jemena to engage small and 
medium enterprises (SMEs) about the 
future of energy. This engagement is part 
of their broader customer engagement 
program for their Electricity Pricing and 
Services Plan (2021-2025) submission. 
This report summarises their feedback 
and views.   

1.1	 Purpose of 
engagement 

The purpose of 
engagement was to hear 
from Jemena’s business 
community about their 
views on electricity 
prices and priorities.  

20 SMALL BUSINESSWITH AN 
AVERAGE OF 4.4 EMPLOYEES 
COMPLETED A SURVEY 
INCLUDING:
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1.2 Engagement approach
SMEs are a time poor customer group that are not 
easily reached by typical promotional methods 
such as advertising. Therefore, Capire took a 
targeted approach where they visited businesses 
in person to explain and deliver a survey, and then 
re-visited the same businesses to pick up the 
survey. Every business that completed the survey 
was given a $25 EFTPOS gift voucher that thanked 
them for their time. 

Over two days on the week commencing 5 
November, Capire distributed surveys to 146 
businesses. The following week each business was 
re-visited, and 20 surveys were returned. 

This return rate (14 per cent) is consistent with 
typical survey engagement. Despite personally 
delivering the survey to businesses, managers and 
owners were rarely present, and the survey was 
left with staff to be passed on. As with residential 
customers, few people had heard of Jemena and 
their role in providing electricity. 

1.3 Engagement limitations 
•	 The information in this report is based on 

participant’s feedback through surveys. 
Participants were not randomised. Whilst Capire 
is confident that this report accurately reflects 
the views of participants, the findings do not 
reflect the views of a statistically representative 
sample of Jemena’s customers.

•	 Some information or participant’s views included 
in this report may be factually incorrect or 
unfeasible. Information, views or proposals 
captured from participants has not been 
independently validated. 

•	 The report sumarises key points of feedback 
from participants. It provides an overview of 
participant’s sentiment but does not report on 
the sentiment of individuals.  

3X

1X

1X

1X 1X
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2.1 	The cost of doing business 
Participants ranked the cost of electricity as 
compared to their other business expenses. 
Businesses commonly said that electricity is their 
third highest cost, after mortgage/rent and wages 
and entitlements (see Figure 1)

Figure 1: Rank of costs of doing business  
(1 is the highest cost)

2, Summary of findings 

The following section 
summarises participant 
responses to a survey that 
Capire distributed and 
collected. The survey can be 
found in Appendix 1.  
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Rank of highest costs  
(1 being the highest)

2.2	Impacts of electricity  
price increases on businesses 

Most businesses said that their electricity prices 
had increased, and this has impacted them. For 
many, their profit margins have decreased, and 
several had to increase their prices. Several noted 
that electricity price increase was just one of many 
overall increases in prices for goods. 

Food services such as the café and butchers 
said they struggled because their industry is so 
competitive and therefore, they cannot increase 
prices to respond to the increased electricity costs. 

One business (the medial centre) installed solar 
panels to try and reduce electricity prices.

2.3 Importance of  
different services

As illustrated in Figure 2, price was the most 
important service to business customers, followed 
by reliability and safety. Customer service and 
aesthetics were the least important.

Rank of service importance to  
business customers  
(1 being the highest)

Figure 2: Rank of how important services  
are to business customers (1 being the highest)

5.9

5.8

5.2

4.6

3.1

2.3

1.6Price

Reliability

Safety

Environment

Literacy

Aesthetics

Customer 
services



6

2.4 Outages and impact  
on businesses

Businesses had had a varying number of outages 
in the last three years, with 1-2 outages chosen by 
the most respondents (eight respondents). Five 
businesses selected unsure or none, five chose 3-4 
outages and two had had 6 or more outages (see 
Figure 3). 

There was no relationship between a location and 
more outages. Most businesses had experienced 
outages of 40 minutes or less, however a quarter 
had had outages longer that 60 minutes (see 
Figure 4). 

Businesses described that electricity outages 
impact their ability to supply goods and services to 
customers. For many, an outage meant they were 
not able to operate at all until the power came back 
on. Butchers said they had to be careful that goods 
not contaminated during outages. 

When asked what is more important in terms of 
reducing outage impacts on their business, the 
top choice was reducing the number of outages 
and then reducing the number of outages within 
business hours. As illustrated in Figure 5, improving 
outage notifications was their last preference.  
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Figure 3: Number of outages businesses have 
experienced in the last three years.

Figure 5: Responses to what is more important for 
your business in terms of managing outages
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Figure 4: Length of outages businesses 
have experienced in the last three years.
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2.6  Managing peak demand
All but one business was open during peak times 
3.00 – 6.00pm weekdays. Only three businesses 
(the medical centre, furniture shop and education 
consultancy) said it was possible to reduce their 
electricity use during the peak demand period. 
The medical centre said they did it to reduce 
environmental impacts and costs to business. 

Most businesses said their main sources of 
electricity use (fridge’s, computers, lights etc), are 
essential to their supply of goods and services 
so they must be on if the business is open. A few 
businesses also noted that this period is their 
busiest period, so their electricity use can be 
highest in this period. A few businesses also felt 
they had already reduced their electricity use to its 
minimum for business operations. 

Eleven businesses were interested in having 
someone provide them with advice about reducing 
energy use during peak times. 

2.5 Considering future  
energy options

Businesses were presented with future energy 
options, and under half (seven) had considered 
them for their businesses. 

All seven businesses that had considered future 
energy options said they had considered going off 
grid and producing their own energy. The reasons 
they considered going off grid were to be more 
environmentally sustainable and reduce carbon, 
some also thought it could reduce costs. Five 
businesses said they had or would consider peer 
sharing energy. Businesses said peer sharing was 
attractive because they would like their business to 
contribute to their community. 

Three businesses said they would consider having 
solar and batteries installed. They all stated that 
before installing solar and batteries, they would 
need more information about it, including whether 
it could be used as a back-up for managing 
outages. One business noted that they cannot 
consider solar or batteries because they are in a 
rented property. 

The medical centre uses electric vehicles for their 
doctors. No other business had considered electric 
vehicles, though several noted that vehicles were 
not used enough in their business for it to be 
worthwhile. 

Figure 6: Percentage of participants that were 
interested in advice about reducing energy (n=19)

NO 
42%

YES 
58%
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2.8  Future engagement
Only eight businesses would be interested in future 
engagement, many of the others said they were 
too busy. The eight businesses were split about 
what time they would prefer a workshop. Four 
would prefer a whole day session during the week 
(10.00am – 3.00pm), and four would prefer three 
weekday evening sessions (6.00 – 9.00pm). Most 
said letter or email is the best way to get in contact 
with them to inform them of future engagement. 

They all said a financial incentive would encourage 
them to get involved in future engagement. For 
many, they said they would like this as a discount to 
their electricity bill or providing electrical products 
such as energy efficiency appliances or solar panels.

2.7  Price paths
Most businesses said they would prefer any 
electricity price increases to occur equally over five 
years (15 respondents) rather than gradually build 
so that year five would have the biggest increase 
(three respondents). They also said that they would 
prefer any price decreases to occur equally over 
five years (16 respondents), rather than gradually 
decrease so year five has the biggest decrease 
(three respondents).
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APPENDIX A 
SME Survey
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