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* This document has been prepared by Energy Systems Catapult's Consumer Insight team, on
behalf of the ERIS programme

*  The purpose is to provide Concept Designs projects within the PFER programme with initial
insight on how Smart Local Energy Schemes and service offerings may be perceived by
some consumers

« There is potential, in future, for ERIS to extend this type of consumer engagement, or offer
support and guidance in this area to projects. The ERIS team welcomes any feedback from
project members relating to these findings or future research topics. Please send any
suggestions to eris@es.catapult.org.uk
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Consumer feedback was sought on four service concepts, commonly found across a number of the
ERIS Smart Local Energy Service projects.
The findings are detailed in this report to support the development of local energy innovations
that consumers like because they meet their needs and expectations.
4 service concepts were evaluated:

* Peer to Peer trading (P2P)

* Demand Side Response (DSR)

* Vehicle to Grid energy usage (V2G)

* Heat as a Service (HaaS)
Research topics included:

- Evaluating the appeal of the service concepts
+ Understanding the positives and negatives that consumers identify in these service concepts

* Exploring common themes across the Smart Local Energy System projects that were summarised in
the 4 service concepts listed above

This document is marked as confidential © 2019 Energy Systems Catapult 5
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* A 20 minute online survey through the Home Truths panel

* 418 consumers responded, with different backgrounds and levels of understanding regarding
energy and the environment

+ The service concepts were presented as high level ideas without any grounding regarding
cost or how implementation would impact consumers in their homes. Whilst this gives us

understanding of how appealing certain elements are, we must remember that views will be
impacted when costs and usage elements are added

This document is marked as confidential © 2019 Energy Systems Catapult 6
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+ Consumers who understood the concepts were more likely to like them (and vice versa)

* Many consumers liked the concept of saving money through local, community-owned
renewable energy. Some need reassurance that local energy schemes are reliable before they
are convinced

 Overall, consumers were either supportive or ambivalent towards the four service concepts,
with very little outright opposition

+ Consumers liked the idea of saving money and reducing emissions, but were concerned about
relinquishing control of their appliances, heating or EVs. They need to be confident that they
can still get what they want from their energy (e.g. mobility, comfort)

* Further work is needed to understand how these initial, top-of-mind reactions change when
people experience these concepts in real life

This document is marked as confidential © 2019 Energy Systems Catapult 8
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The overarching proposition of Local Energy was rated positively by significantly more respondents than the
individual service concepts. Vehicle to Grid received the lowest mean rating for positivity.

Positivity towards the concept — mean scores Positivity towards the concept — significance
’?D? v Peer to Heat as
5, Local Peer a Vehicle
‘; 6 Energy trading DSR Service to Grid
Tcm : 5.1 49 48 Local Energy
© g 4.5 Peer to Peer
w un . _
< g trading p=0.000
S Demand Side
qz) g 3 Response p=0.000 p=0.077
S
n 2
=35 Heat as a Service p=0.000 p=0.000 p=0.013
>
Eﬂ 1
O 0 Vehicle to Grid  p=0.000 p=0.000 p=0.000 p=0.002
7

Local Energy P2P DSR Haa$S V2G A comparison of mean positivity scores between concepts. P values below
0.05 indicate significant differences between two scores (highlighted in blue)
e.g. peer to peer and local energy scores are significantly different at p=0.000

(1

Q9; Q13; Q17; Q18; Q26 To what extent do you agree with the following statements: Overall | feel positive about this idea. Sample
This document is marked as confidential Home Truths panellists n=418. Statistically significant difference on a paired t-test: p<0.05 = significant; use as indicative of direction.
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Consumers who rated each concept positively (top 2 box on a 7 point scale) were more likely to rate the
concept easier to understand. They would also like to ask more questions, which demonstrates their

engagement

Top 2 box agreement with the statement "It is easy to Top 2 box agreement with the statement "l would need
understand” to ask more questions”
100% * 100%
86% * * * N
% % 79% *
80% T7% 76% 80% . 5
. ° 63%
60% 60% 53% 29% >7%
° 44% 20%
35% °
40% 40%
o 26%
21% 19% 18%
20% I 20%
Not positive Positive Not positive Positive Not positive Positive Not positive Positive Not positive Positive Not positive Positive Not positive Positive Not positive  Positive
(B5B) (T2B) (B5B) (T2B) (B5B) (T2B) (B5B) (T2B) (B5B) (T2B) (B5B) (T2B) (B5B) (T2B) (B5B) (T2B)
P2P DSR Haa$S V2G P2P DSR HaaS V2G
*indicates a significant difference vs those not positive to the same concept *indicates a significant difference vs those not positive to the same concept

Q13; Q17; Q18; Q26 To what extent do you agree with the following statements: It is an easy idea to understand; | would like to ask some more questions. Sample Home Truths panellists
(total: n=418; Those rating Top 2 Box (T2B) vs those rating Bottom 5 Boxes (B5B) on a 7-point scale filtered on response to ‘Overall | feel positive about this idea.’ Q9; Q13; Q17; Q18; Q26 )
bases shown in brackets under each column. Top 2 Box includes strongly agree and somewhat agree. Bottom 5 box includes slightly agree, neither agree or disagree, slightly disagree,
somewhat disagree and strongly disagree.

This document is marked as confidential © 2019 Energy Systems Catapult 10



Only the most positively received concept, Peer to Peer Trading, was linked with
local energy and energy saving

Key themes associated with each model

Key
P2P DSR V2G Haa$S
Positive
Renewable energy/ reducing CO2 Negative ‘
emissions

Control of energy supply / generation

Saving money / cost control

Only Peer to Peer is
associated with local
energy

Local energy generation and supply

Energy provider control / loss of
personal control over energy

M)

due to the negative
implications of external
energy control

J Less positively received

Q14; Q19; Q22; Q27 Below is a description of a new idea for an energy service. Please read the description and highlight the bits
you like in green and don't like in red. Q15; Q20; Q23; Q29 Please let us know your MAIN like about this idea. Q16; Q21; Q24; Q29 .
Please let us know your MAIN dislike, about this idea. Sample Home Truths panellists n=418. © 2019 Energy Systems Catapult 11
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Respondents reviewed the below description of Local energy before considering the different
service concepts.

This simple description introduces a novel model of supplying energy to the respondents.

Currently, we have a large, nationally centralised energy system and 6 well known
energy suppliers.

Local energy is where electricity would be generated and sold to you by people and
businesses within your local area instead of it coming from large central power
stations that are a long way away.

Local energy could be generated using lots of different technologies, including
renewable sources.

This document is marked as confidential © 2019 Energy Systems Catapult 13
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despite being unfamiliar to most
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Despite the term ‘Local energy’ being relatively unheard of amongst our sample, the
concept was well understood and positively received. However 40% were less engaged in

the idea.
Have you heard the term Local energy?

18%

61%

®m Maybe © No = Yes

Q8 Have you ever heard of the term "Local energy"?
Sample Home Truths panellists n=418

This document is marked as confidential

Local energy acceptance rating

Positive idea [NEE 40% |

Easy to understand _ 38% I

Need to ask more questions _ 44%
Welcome this in my local area _ 41% |

0% 20% 40% 60% 80% 100%
W Agree (T2B) Neither agree or disagree M Disagree (B2B)

Q9 to what extent do you agree with the following statements; It is an easy idea to understand; Overall |
feel positive about this idea; | would welcome this in my local area; | would like to ask some more questions.

Sample Home Truths panellists n=418.
© 2019 Energy Systems Catapult 14
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How much would you trust a local supplier?
25%
21%
20% 179, 18%
15% 13%
10% 8% 8%
6%
O, (0)
T 2% 2% ¥
0%
1 2 3 4 5 6 7 8 9 10 11
Rating scale 10 is the most positive
Q11 On the following scale how much "Trust " would you place in a local energy company? Sample Home Truths panellists n=418 © 2019 Energy Systems Catapult 15
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Positivity towards local energy is driven by community benefits, being small and
managed locally, regardless of their trust in local energy companies. But their
lack of experts and credibility, combined with being unfamiliar, puts some

consumers off

Community benefits
Green energy
Small company
Trustworthy
Managed by locals
Credible

Tailored to me
Reliable
Unfamiliar
National
Multi-national
Large company
Inexperienced

Unreliable

Word descriptions for Energy companies
54%

51%

49%

37%

34%

14%

0%

"j

Q10 If the term "local energy was written in the newspaper, which words would you associate with it? Sample Home Truths panellists n=225.

This document is marked as confidential
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Key
High Trust >7/10

Medium Trust 4/10 - 6/10
Low Trust < 4/10

These scores indicated
how much they would
trust a local energy
supplier on a 10 point
rating scale, where O is
lowest and 10 is the
highest.

Q11 On the following scale how
much "Trust " would you place
in a local energy company?
Sample Home Truths panellists
n=418

© 2018 Energy Systems Catapult
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Those who have high ‘trust’ in local energy

° . Energy Systems
Companies respond better to the service
€ 3! -
= W AL
concepts tested WK
ECUCURRUAR
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Positivity towards energy service concepts High Trust >7/10
100% Medium Trust <6/10
[0)
‘? =  80% 82% These scores indicated how much they
= ° would trust a local energy supplier on a
é E 60% 63% 10 point rating scale, where 0 is the
x .§_ 60% 50% 48% lowest and 10 is the highest.
~ 36%
S © 40% ° 32%
o o 25% 20% 25%
X 20%
0%
Local P2P DSR V2G HaaS
energy

Q11 On the following scale how much "Trust * would you place in a local energy company . Q13 To what extent do you agree with the
following statements: Overall | feel positive about this idea; Sample Home Truths panellists n=418.

This document is marked as confidential © 2019 Energy Systems Catapult 17
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Peer to Peer trading: consumers liked the idea of trading energy cATAPUl_T
to save money and use more renewable energy Energy Systems

Following an introduction to the service concept, participants were asked to highlight their likes and dislikes. The most
common likes and dislikes are highlighted here (those with >50 responses are noted).

Currently many households buy their electricity or gas from one supplier, with limited ability to reduce
costs besides shopping around for better deals.

Some households and businesses do generate their own energy from solar power, wind power etc. But
they will often make more than they use and cannot control what happens to the surplus energy e.g. on
a sunny day you may generate lots of solar energy but not be at home to use it.

In the future, any surplus energy made by those houses and businesses could be sold to others in the
local area. They could control what happens to their surplus energy and save on their bills.

The people buying the energy would save money too and have access to renewable, local energy. A
website or app would allow you to make these transactions simply and easily, giving you control of your
energy needs.

Q22 Below is a description of a new idea for an energy service. Please read the description and highlight the bits you like in
This document is marked as confidential 97€en and don't like in red. Sample Home Truths panellists n=418. © 2018 Energy Systems Catapult 19
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well as community aspects, as benefits of peer to ;- Sana Syt
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peer trading. Complexity puts some people off S K

| like..... | dislike.....

Many indicated their
dislikes as 'nothing’
JI1C or ‘none’, showing
‘local’, / othin 9 aislike their positivity to the
‘community’ and ' great Soundener proposition

'sharing’ all

Ndidea
resonate more g 0O Odm O n e n O(t)n

strongly than in g Ma ke n

other concepts app
SRR TCombli
le

‘complicated’, ‘unsure’
and ‘difficult’ highlight
that this is a difficult
concept for some to

grasp

Q23; Please let us know your MAIN like about this idea. Q24 Please let us know your MAIN dislike, about this idea. Sample Home
Truths panellists n=418.

The size of the text represents the size of the population that mentioned the word in their text.
This document is marked as confidential © 2019 Energy Systems Catapult 20



Demand Side Response: consumers liked the idea of using more CATAPULT
renewables but worried about losing control of their appliances Fneray Systems

Following an introduction to the service concept, participants were asked to highlight their likes and dislikes. The most
common likes and dislikes are highlighted here (those with >50 responses are noted).

Peaks in electricity demand occur when lots of people are using appliances in the home. This means
suppliers have to keep the power stations switched ON, which costs a lot of money and produces CO2. At
other times, energy use is low and there is lots available. For example if it's a sunny or windy day there is
lots of renewable energy available.

Ideally it would be better if electricity was evened out throughout the day and this would reduce CO2
emissions.

A household can sign up to a special contract with their energy supplier and save money by letting the
supplier know where they are going to use energy within their home.

The energy supplier could use automatic controls to switch your home appliances on and off for very
short periods of time. You don't need to worry this might affect the performance of your appliances, as
the controls are planning around how you use energy in your home. You can override the control at any
time.

Q14 Below is a description of a new idea for an energy service. Please read the description and highlight the bits you like in green
This document is marked as confidential and don't like in red. Sample Home Truths panellists n=418.
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, o ‘control, ‘appliance’ and
| ||ke ..... | dlSllke ’energy Company/
supplier’ show a big
concern about
A strong : relinquishing control of
association with environme nt

their energy
'saving energy’, OOd C02better
reducing CO, fn of

|de
missions’ and
beein;S Soida for % n 9 rg yCh €ap
the environment d e COﬂtI‘O|

Sa V I%Cgreeﬁg%&% b | e m p d ny ‘unsure’ and ‘concerned’

. : /reinforce consumer unease

emission with Demand Side
Response

Q15 Please let us know your MAIN like about this idea. Q16 Please let us know your MAIN dislike, about this idea
Sample Home Truths panellists n=418.

The size of the text represents the size of the population that mentioned the word in their text.
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Vehicle to Grid: consumers like the idea of saving money by CATAPULT
storing and selling energy. But guarantees are required and some Energy Systems
dislike specifying when their car is needed

Following an introduction to the service concept participants were asked to highlight their likes and dislikes. The most
common likes and dislikes are highlighted here (those with >50 responses are noted).

Vehicle to Grid (V2G) is a way you could save money by using the battery in an electric vehicle to store and
then use electricity. Often, an electric car can be parked at home for much longer than the time it takes to
charge it ready for the next time it's going to be used.

V2G will enable you to store energy in your car's battery at times when electricity is cheap because the
nationwide demand for electricity is low and easily met by the electricity system (the "grid"). Then you can
sell it back to the grid at a higher price when the nationwide demand is high and the grid needs extra
electricity supply.

You don't need to worry this might leave you with an empty battery when you need your car. You specify
when you're going to need you car and how much charge you need and the system guarantees you'll
always have the right amount of charge at that time. If you need your car sooner, you can override V2G at
any time.

Q22; Below is a description of a new idea for an energy service. Please read the description and highlight the bits you like in green ~
This document is marked as confidential and don't like in red. Sample Home Truths panellists n=418. © 2018 Energy Systems Catapult 23
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and energy, but less popular perhaps because
some participants dislike electric vehicles
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| like..... | dislike.....
A strong money .
and energy saving electr_l C
them“enltzl:;c) ittle $9 r-|:eerp-§:/)§ d on It C h d rg e ‘battery’ and ‘electric’

refer to electric vehicles
environmental Sa fn Oan?e

: in general.
benefits

A group of consumers

< dislike electric vehicles,
attery .

affecting their response
to the concept

ideaba.ckga,
electricitypr
charge sound

‘nothing’ on both likes and dislikes emphasises
the difference in opinion between consumers

Q20 Please let us know your MAIN like about this idea. Q21 Please let us know your MAIN dislike,
] _ ] ] about this idea. Sample Home Truths panellists n=418.
This document is marked as confidential  The size of the text represents the size of the population that mentioned the word in their text.
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Following an introduction to the service concept participants were asked to highlight their likes and dislikes. The most
common likes and dislikes are highlighted here (those with >50 responses are noted).

It is known that gas boilers emit large amounts of carbon, which damages the environment. People are
often put off switching their gas boiler for low carbon heating systems because they don't know if it will
be as warm and they don't know what it will cost to run.

A new idea, called Heat as a Service, makes sure you get the warmth you want for a fixed price, from
any type of heating system.

If you decided to replace your heating system, your Energy Service provider would be responsible for
deciding which is the best low carbon system to meet your needs, who would install it and how to
maintain, repair and operate. The costs of the system would be built into your regular heating bill.

Q27 Below is a description of a new idea for an energy service. Please read the description and highlight the bits you like in
This document is marked as confidential  green and don't like in red. Sample Home Truths panellists n=418. © 2019 Energy Systems Catapult 25




Those preferring warm hours over kWhs are more positive cA'I'APU'.T
to heat as a service, whilst those neutral to warm hours are Freray Systems
also neutral towards the service concept

Preference for buying warm hours over

4%kth

Preference for buying warm hours over kWhs

Strongly Somewhat Neither agree Somewhat Strongly
agree agree nor disagree  disagree disagree
Strongly

3% 0% 0%
agree

agree
agree

Nelthe;r agree 21% 259, 38% 50% 25%
nor disagree

Slightly

Somewhat
m Strongly agree Somewhat agree disagree 2k 2% &%
Neither agree nor disagree ® Somewhat disagree jgggge'z 0% 0% 6%

m Strongly disagree

5% 4

23%

33%

HaaS concept positivity

Q25 It is believed that people don't want to buy kW units of gas and electricity, which are hard to understand. They want to buy guaranteed
levels of heat, comfort etc. As a consequence, we need to move away from kWhs to new units of measurement and services that help people
understand what they are getting Q26 to what extent do you agree with the following statements: It is an easy idea to understand; Overall |
feel positive about this idea; | would welcome this in my local area; | would like to ask some more questions.

This document is marked as confidential Sample Home Truths panellists n=418.

© 2018 Energy Systems Catapult 26



Consumers liked the fixed price message in
HaaS. Some consumers already think they are

. . . . . . Energy Systems
paying a fixed price for their gas and electricity Je%ee’s K
which could explain the ambivalence to the o R
concept
Positives around a | like.. .. | dislike.....

"fixed price’ and

‘environment,’ but

the message is less \Q%ttersavmg , ; P
ironmient oA lonT—— “Toviameae”

of goo T)Otn INg SyStemCOS.t 1] highlighted by many
bol r% bil nothing
costrIXedlow companynone
system, %r rgy
er

(oS costseﬂe
amoney pp||

—————— ~ 'expensive, ‘supplier’
and ‘unsure’ show
the need for more

information

Q29 Please let us know your MAIN like about this idea. Q29 Please let us know your MAIN dislike, about this idea. Sample Home
Truths panellists n=418.

This document is marked as confidential  The gize of the text represents the size of the population that mentioned the word in their text.
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Consumers need to understand the service concepts before they will try them.
Very few consumers responded negatively to any of the service concepts tested, however many were
more neutral
Those who responded neutrally found the service concepts harder to understand, suggesting that
improved understanding, through clear and concise explanations, supports positivity to the concepts

Local energy can drive positivity towards service concepts.
Local Energy is positively received by consumers overall and has a halo effect on the acceptance of
the service concepts
Where possible, Local Energy and community benefits should be highlighted in the service concepts
to raise their appeal to the consumer

Guarantees and override options can reassure consumers wary of giving control to service
providers.
Giving control to a service provider is identified as a concern in DSR (control of appliances), V2G
(control of EV battery charging), and Haa$S (control of the heating system type)
Work is needed to ensure ‘designs’ give consumers the level of control that they need

This document is marked as confidential © 2018 Energy Systems Catapult



CATAEPM!.I

Appendix



cA‘l‘APU LT

Energy Systems

Methodology

{

= W7l
\NANNNWW
el Ldddd
ARNNRRRRARY

A 20 minute online survey of the Home Truths panel to evaluate the appeal of service
concepts common across a number of the ERIS Smart Local Energy Service projects

 The survey began with an explanation of the concept of Local Energy and explored
respondents’ reactions to this concept

* Four service concepts were then presented to respondents, who were asked a number of
rating questions to explore how much they liked and understood each one. The service
concepts were randomised

» To understand how different elements of each concept were received, respondents were
asked to highlight their most liked and disliked parts on a text description of each concept

* The respondents also had the opportunity to write their main like and dislike of each
concept in an open ended question

This document is marked as confidential © 2019 Energy Systems Catapult 31



Respondent demographics

Tenure Age group

7% 3% =

House type

= Own
Rent (private and social housing)
= Live with family/friends

W Upto 24 25-34 1 35-44
W 45-54 W 55-64 W 65-74

® Detached Semi-detached
© End of terrace ® Mid-terrace
® Bungalow m Flat

This document is marked as confidential
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Respondent demographics

15%

10% 10%

° 8%

5%
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0%
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Home Truths

Making Energy Work For

Join the ‘Home Truths’ community to shape the future of energy and win cash prizes. Browse example activities below.
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