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Executive Summary 
This report is the final output of the “Building a customer-focussed plan for distribution network capacity 

management” project, which we undertook from July 2022 to May 2023. It shares our methods and findings. 

This project is motivated by challenges observed as the electricity system is undergoing large scale 

transformation in Australia while also trying to work out ways to genuinely engage with energy consumer 

needs and perspectives.  

We used Value Sensitive Design as a tool within a consumer-centric design process in this project. First, we 

explored values – both of consumers and of the energy industry - through document analysis of a rule change 

and through six focus groups. These focus groups included 42 participants in total. Then we used values 

identified to design five conceptual scenarios with creative assistance of 13 specialists from our own team. 

These scenarios, related through narrative approaches, described different ways values could be brought to 

the fore in decision making for energy change.  

In analysing the scenarios, we found four key dimensions could be used to explore similarities and differences 

between them. These dimensions describe consumer involvement, activity level, responsibility, and influence. 

The dimensions can also assist with effective planning for resourcing engagement including identifying roles 

and responsibilities and accounting for care related activities and effort. 

We took these scenario designs back to 32 consumers who attended earlier focus groups. There were many 

themes raised in these discussions. We have presented two key findings here extracted from these themes. 

These findings are: 

• What are appropriate consumer engagement models during energy system decision making processes, and 

• How consumers would like the energy system to respond to their needs. 

Using these two findings, we can define how consumers would prefer to engage. Consumers described their 

need for more help navigating the energy system, leading to a lower position on the activity levels and 

responsibility dimensions. But consumers desired the energy system made decisions that better reflected 

their values and included their voice more. This led to a higher position on the involvement and influence 

scales.  

Decision making model 

Consumers desire a voice in decision making, but still envisage experts as leading these processes. They 

indicate that experts need to be more responsive to their values and asked for this to occur earlier in decision 

making processes. This means that consumer engagement processes need to evolve. Consumers should be 

consulted earlier, using tools such as values as a “neutral space” to explore what is important to consumers. 

This creates a space which focusses on consumers’ expectations rather than proposed solutions to industry-

defined problems.  

We have retrofitted our proposed decision-making model to an existing energy system decision making 

process that we explored as part of our industry values stream. Our observation that solutions are significantly 

defined before consultation processes are started is important. These early discussions are a safe space where 

industry experts can discuss ideas, themes, and concepts outside of the formal and constrained regulatory 

processes. Our proposed decision-making model fits within these early discussions as shown in Figure 1. This 

model could also fit in other energy industry processes that require consumer input. For example, those run 

by DNSPs as part of their 5-yearly revenue determination processes. 
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Figure 1 Proposed decision-making model 

Responding to consumer needs 

A recurrent theme from our focus groups was that consumers felt it challenging to make value-reflective 

energy decisions. For example, what technology to purchase, which providers to use, and how to respond to 

significant changes (such as increasing cost). Participants were attracted to scenarios which proposed 

community based, independent, or technology-based solutions to these issues. They desired impartial, (what 

we label) value-responsive support available to them. 

The lack of support from the energy system can create inefficiency in the current energy system. Some basic 

quantification indicates the provision of support could create $2-10m of benefits in the ACT alone. Although 

these checks were basic, the possible expense indicates that an economic case based on efficiency could 

potentially be mounted to provide decision-making support to consumers.  

Learning from the process 

This project also trailed methods and processes as potential tools with which to understand values and 

support customer aware decision making. The main processes assessed in the report: explored values; built 

scenarios to illustrate values and elements of consultations to consider; and, developed overall findings with 

consumers. We made three main findings from our process described in Table 1. 

Table 1 Process findings 

Finding Description 

Industry values 
analysis 

Industry perspectives provided significant insights. The industry values analysis usefully 
helped frame findings within the current context of the energy system. In particular it 
appeared that formal document analyses of rule change processes (or other public 
documents of decision making processes) are not commonly undertaken in the energy 
industry. These could potentially add fidelity to the rulemaking process.  

Scenarios’ focus 
on power 

We found it was beneficial for our scenarios to focus on social compact and social 
power. It enabled participants and later us as the research team to think beyond 
technology to how people relate with each other and the industry, and how this might 
affect decisions.  
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Finding Description 

Vignettes Vignettes acted as a basis for discussions. They were designed as possible visions or “for 
arguments sake” views of how the future could develop, designed to incorporate 
certain factors of possible futures. Participants had mixed reactions to them, therefore 
future projects could benefit from further thought about how they are framed. 

What’s next? 

Our project has shown that VSD and examining decision processes have merit; consumers would like to be 

supported by expertise and involved in energy system decision making to some extent; and being deliberate 

about engagement processes is necessary. Based on our experiences in this project our recommendations for 

next steps are shown in Table 2. 

Table 2 Recommendations 

Recommendation Specific actions 

 

Develop mechanisms 
to include consumers 
earlier in decision 
making 

We found consumers supported the role of experts in energy system 
design, but wished reforms were more responsive to their context 
and needs. We propose that a more responsible energy system design 
process would include consumers (using tools like values) early in 
conceptual design and again as solutions were being selected and 
refined.  
Therefore, we propose design processes be reformed to include 
consumers early, using tools such as Value Sensitive Design 

 

Implement 
mechanisms to care 
for consumers 

Consumers felt unsupported in energy system reform. We feel this 
leads to significant inefficiency and that expenditure on brokers can 
be justified to mitigate these inefficiencies. Participants gave us many 
ideas of what an honest broker could look like and they could range 
from software processes to people supporting complex decisions as 
communicated in our report.  
As a first step, we recommend that the industry build a method to 
value and integrate this support in energy system planning and 
reform. In the short term this could take the form of a project or trial, 
that aims to build a methodology and economic case. 

 

Dimensions as 
communication and 
design tools 

The dimensions we have described in this report are useful tools for 
understanding and defining how consumers are involved in energy 
decision making. Designers should consider their use to illustrate and 
define solutions.  
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1 Introduction 
This report is the final output of the “Building a customer-focussed plan for distribution network capacity 

management” project. This project is motivated by recognition of the importance of consumer voices in 

energy system changes and concern about incorporation of these voices in energy decision making processes. 

It shares our methods and findings exploring this topic. It also shares findings from the project. We feel that 

that if these findings are taken up, could help build an inclusive energy system. 

Energy system changes occurring in Australia– often called ‘the energy transition’ – are causing challenges.  

Electricity generation, supply, and use are currently undergoing significant change in Australia, in response to 

climate change related shifts and new lower-cost renewable generation. While changes are also happening 

elsewhere in the world, Australia is unique because of a significant about of renewable generation is sited in 

consumer homes [1]. This means that many of the changes needed to accommodate them directly impact 

consumers. As potential new solutions are explored, energy industry actors (including non-commercial energy 

organisations) are realising consumers’ needs and voices are important and need to have much-expanded role 

in the design of energy system transition solutions. However, methods to engage with consumers effectively 

are still emerging. Consumers are not always consulted in a thorough way in technology projects. There has 

been growing awareness through numerous applied projects that householders were often underestimated or 

under considered in energy transition projects [2], [3].  

The energy transition has necessitated evolution and exploration of how to manage network energy provision 

capacity. These changes provided us with a specific situation that triggered further motivation to undertake a 

project exploring how to better engage in customer-focussed ways in research. Currently energy provision 

capacity of networks is under pressure from both high demand and low demand. Electrification could increase 

peak demand, while rooftop PV could reduce minimum demand. This can already be clearly seen in South 

Australia, where peak demands of 1,400MW and minimum demand of 104MW can coexist on the same day 

[4]. Observations of solutions being developed, tested and applied to manage these impacts, such as dynamic 

operating envelopes (DOEs) [5], drove the development of this project.  

This exploratory project aimed to understand how the industry could incorporate the point of view of 

customers as industry actors designed, solved for, and managed future energy needs. Starting from a base of 

seeing consumer voices as important, it explored customer expectations and values related to energy use, 

capacity and responding to capacity challenges, and what decision-making frameworks are appropriate for 

networks to apply as they manage the network. Its guiding research questions for exploration were: 

“What are fair, just, and equitable decision making models around network capacity and allocation from 

the customer perspective”?, and 

“How does the future energy system build a model that manages network capacity in a way that aligns 

with customer values”? 

Through discussion, we found it most useful to focus on decision making models as these were more generally 

applicable.  

This project assumes that better network capacity management models can be built when consumers are 

substantively involved in their development. Values are indicative of strong meaning and motives for people 

and underlie action taken [6], [7]. We therefore examine values to understand customer perspectives. Values 

give us an inclusive language to describe what is important to people [8]. Research (such as part of the 

community energy models [9] and VOICES [10] work undertaken by BSGIP) has shown that customers’ 

expectations of the energy system are driven by their values. In this project we use values as a tool to 

understand what is important for the energy system to deliver, then use a participatory design process to 
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frame these values into terms that have meaning for the energy sector. It is also an underlying assumption of 

this work that by including better considerations of consumer needs and perspectives, energy system designs 

also have the possibility of being high quality, responsible and inclusive solutions [34].  

The project approached this layered exploration using stages and key steps. First, current key values 

underpinning industry and energy consumer decision-making were identified. Values identified were then 

used to develop scenarios, which were then formed into “vignettes” or short stories. These vignettes were 

then presented to consumers in further focus groups. The results from these steps and insights from the final 

focus groups form the basis for our findings presented here.  

This report is in 6 further chapters: 

Chapter 2 summarises the methods we used in this project. Detailed descriptions of background theory 

behind these methods is included in Appendix A, while Appendix B describes our learnings from 

implementing the process. Appendix D includes the materials (such as agendas) we used in focus groups.  

Chapter 3 describes the values we revealed through our process and insights from industry and first round 

consumer focus groups. 

Chapter 4 describes the scenario development process and its findings. 

Chapter 5 describes the findings from refining the scenarios in focus groups with consumers. 

Chapter 6 relates implications of our findings for energy system design.  

Chapter 7 concludes the report, summarises key findings, and proposes next steps. 

When reading this report, we have used some words in certain ways. Below we have described them, to be 

used as a reference throughout the report. 

Definitions 

Consumer: Consumers are everyday people who consume or generate energy from the National 
Electricity Market. We do not focus on businesses in this report. 

Energy system: Energy system is a general term that includes all energy sector organisations and 
regulators. We don’t draw a distinction here as focus group participants often didn’t. 

Industry: We use industry here to refer to all energy sector organisations including government 
and non-government. 

Power is “the ability of an individual, group, or institution to influence or exercise control over 
other people and achieve their goals despite possible opposition or resistance.” [11]. In this project 
we have used the responses to the questions: “what decision-making power do individuals have? 
What power do others have to make decisions that impact individuals?” to define power. 

Scenario is the output of the design stage of our project. It is a view of a world that emphasises 
the values used in its design 

Social compact is “A usually implicit agreement among the members of an organized society or 
between the governed and the government defining and limiting the rights and duties of each” 
[12]. For this project we define it as “society’s expectations on people, communities, and the 
energy industry” 
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Values are “the principles that help you to decide what is right and wrong, and how to act in 
various situations” [13] 

Vignettes are the summaries of scenarios that we created for presentation to consumers in focus 
groups.  

 

Acronyms 

AEMC – Australian Energy Market Commission 

AEMO – Australian Energy Market Operator 

AER – Australian Energy Regulator 

ARENA - Australian Renewable Energy Agency 

DEIP – Distributed Energy Integration Program – a collaboration of multiple organisations that are 
in, or work with, the energy system to work towards maximising the benefits of distributed energy 
resources for the energy system in Australia. 

DNSP – Distribution Network Service Provider 

ECA – Energy Consumers Australia 

NEO – National Energy Objective, which is a law that promote efficient investment and operation 
of electricity systems and is focused on long term benefits for consumers in relation to key 
factors. 

RRI – responsible research and innovation. This report refers to key principles underlying RRI 
approached. 

VSD – Value Sensitive Design. 
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2 Methods 

 

Multiple methods were used in this project, with key guidance from an approach called Value Sensitive 

Design, and examination of how decisions are, could or should be made. A document review, industry focus 

group (02/2023), two rounds of consumer focus groups and an internal researcher workshop all assisted with 

this exploration.  Appendix A provides further background theory for our methods. Appendix B describes the 

application of the methods and Appendix D contains the materials we used in focus groups. Below methods 

are related in relation to the guiding theory – Value sensitive design. 

2.1 Value sensitive design approach 

This research was designed by a research team that had repeatedly seen projects with findings asking for 

consideration of consumer needs and drivers (for example [2], [3] and [10]). Indeed, including these needs and 

drivers was seen to both support smart solutions for energy industry challenges and ensure energy systems 

designs was ethical, responsible and inclusive (we elaborate on responsible innovation principles in chapter 6 

and Appendix A) [34]. This led to an early decision to use methods that could elevate key consumer needs and 

drivers. We proceeded by basing our methodology on Value Sensitive Design (VSD), a method that had already 

been explored in our team and found potentially helpful. VSD is a tool established to help understand how 

values can be used to influence technology design, development, and application. It was first defined by Batya 

Friedman in the software development domain [14]. We developed our methodology from one proposed by 

Ibo Van De Poel titled “values hierarchy” [15]. A values hierarchy is what is generated using the VSD 

methodology and the process translates general values to specific design requirements. A view of a values 

hierarchy is shown in Figure 2. 

 
Key Takeaways 

We delivered this project in three phases. First, we explored industry and consumer values. Then, we 

designed five scenarios based on sets of two values each. Then, we refined the scenarios with consumers. 

There were three main takeaways we find from applying this process: 

• Industry perspectives provided significant insights. The industry values analysis usefully helped frame 

findings within the current context of the energy system. 

• It was beneficial for our scenarios to focus on social compact and social power. It enabled participants and 

later us as the research team to think beyond technology to how people relate with each other and the 

industry, and how this might affect decisions. 

• Scenarios (framed as vignettes) acted as a basis for discussions in focus groups. They were designed as 

possible visions or “for arguments sake” views of how the future could develop, designed to incorporate 

certain factors of possible futures. Participants had mixed reactions to them, therefore future projects could 

benefit from further thought about how they are framed. 
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Figure 2 Values hierarchy 

As can be seen, a values hierarchy as described by Van De Poel consists of three levels: Values, norms, and 

requirements. 

In VSD, values are the factors which people hold important (such as “health” or “environment”) [8]. They are 

general, so do not specifically refer to the problem at hand [14], [15]. The first phase of our process sought out 

participant values. 

Norms in VSD have a specific purpose, to describe “prescriptions for or restrictions on action” [15]. These are 

more context specific than values in that they show how people might demonstrate (or wish to demonstrate) 

their values through behaviour. We considered norms in the second phase of our process.  

Requirements in VSD are specific design points that are needed to realise the ultimate solution. They are 

derived from norms through addition of further context that is likely in an applied setting. We considered 

norms in the second phase of our process. 

The third phase of our process aimed to refine our findings from the value sensitive design process we 

undertook in phase 1 and 2.  

Values hierarchies can be discovered and crystallized from values first through to norms and requirements 

(top-down in figure 1) or with a reversed process (bottom-up in figure 1). We have built the hierarchies used 

for this research top-down. We have communicated findings from all levels of the values hierarchy here, but 

our specific recommendations from the project come from the requirements level of the hierarchy. 

There is more detail on our process and its theoretical underpinnings in Appendix A, and our reflections on 

applying the process in Appendix B. The process we used in our project is in Figure 3. For our projects, the 

phases were 1) Values, 2) Design, 3) Refine. Phase 1 relates to the values level of the values hierarchy. The 

design phase completed the norms and requirements level of the hierarchy. The refine phase refined the 

requirements derived in the design phase.  

Value 
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Figure 3 Project process and steps 

The methods included nine steps over three phases, which are described below and are nested according to 

the three phases in Figure 3. 

2.2 Identify values in decisions 

As described above, values are in this instance seen as useful indicators of intention and are highly likely to 

also drive people’s behaviours [16]. Our process first explored consumer and industry values expansively then 

refined to a short list of values for the design process. This phase identified the “values” level of the values 

hierarchy described above. 

Designs were based on a small list of key values that emerged from this identification of value identification 

phase. Primarily these were consumer values, with industry values adding fidelity as required, after 

consultation with both consumers and industry.  

Collecting values is not an uncommon part of understanding energy use motivations. For example, Monash 

Emerging Technologies research Lab’s “digital energy futures” work understood consumer values and how 

they could influence digital energy futures [17]. We used focus groups to build our own picture of values. We 

did this because values are often context dependent [18]. Similarly, the insight we collected while discussing 

values was very important in the subsequent design phase of the project. 

2.2.1 Consumer values 

Consumer values provide perspective on what values could (and are likely to) be important in the future 

energy system. We developed understanding of these values through the first round of consumer focus 

groups. We conducted five focus groups with three cohorts of participants: 

• Two focus groups of people with DER such as PV, home energy storage, and EVs (referred to as “Early adopters 

group” in this report) 
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• Two focus groups with people who have barriers that prevent access to DER (referred to as “Access barriers 

group” in this report) 

• One focus group with a community energy group (referred to as “Community group” in this report) 

The dynamic in the groups ensured there were different points of views represented in collective 

conversations, and the groupings allowed conversation to still flow due to some alignment of experience.  

In these focus groups participants were asked questions about (current) energy use, limitations on energy use, 

values that drove energy use and desired energy sector change. While it was a question-and-answer format, 

participants were reassured they were welcome to bring up other points they thought were important or 

relevant. 

2.2.2 Industry values and decision making   

Industry values were explored for two purposes: 

• To understand what factors have guided energy system reform processes to date, and 

• To contrast these with energy consumer values to help understand any disparities.  

We identified industry values by: 

1. Interrogating official industry documents (a rule change) using document analysis to understand current values 

underpinning a decision-making process used by the energy industry, and 

2. Running a focus group with energy industry experts to check what we had found in the rule change and to refine 

and add fidelity to our findings. 

As the first element of industry values exploration, we reviewed a deliberative sample of documents from the 

“Access, pricing and incentive arrangements for distributed energy resources” rule change1. In selecting 

documents, we selected from publicly released documents that were part of the rule change, choosing: 

• Documents that were key to the rule change outcome: the original requests, consultation paper, final, and draft 

determinations, 

• A cross-section of submissions from different types of submitters, and 

• Key consultant reports. 

The documents were read for content and meaning, with key themes identified and refined by the research 

team. An initial set of values were identified through this process.  

These values and insights about decision processes were then presented to industry experts in a focus group. 

Industry focus group (02/2023) participants were asked to critique, add fidelity to, refine, and reframe these 

values based on their actual experiences as professionals in the industry. Some participants in the focus group 

had been involved in the studied rule change and were able to relate important background of decisions 

made. Insights from the industry focus group were used to further refine the set of industry values and to 

describe the framework they sit within.  

2.2.3 Derive design values 

The first round of consumer focus groups revealed many values. The number of values would have been too 

complex to design with at this stage. So, design was based on a subset of five consumer values. The diversity 

implicit in these values was captured by designing multiple scenarios, which were then presented to 

consumers in the “refine” phase. 

 

1 https://www.aemc.gov.au/rule-changes/access-pricing-and-incentive-arrangements-distributed-energy-resources  

https://www.aemc.gov.au/rule-changes/access-pricing-and-incentive-arrangements-distributed-energy-resources
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Values were selected based on how regularly they were mentioned by consumers, the emphasis they were 

given, uniqueness, and by reading other literature. Where relevant, industry insights were used to add fidelity 

to these values. While in qualitative discussions of this nature we cannot identify likely occurrence/prevalence 

(that would require a large survey), emphasis in conversation of the importance can be identified. In this 

instance highest numbers of mentions indicated the emphasis of the value we heard in focus groups 

conversation, and reasonably indicated likely importance to participants. 

The value descriptions we derived here were not designed to be complete descriptions of values: more they 

were designed to give designers enough of an idea of what they were designing to. Further details of the 

design stage are just below.  

2.3 Design scenarios 

In this important phase, values from the first phase were used to develop scenarios or stories that could be 

taken back to energy consumers to enable further discussion and scenario iteration. There were two steps in 

this phase, as described below. 

The purpose of the scenarios was not to present good or bad outcomes. They were intended to enable more 

directed discussion in the focus groups in the “refine” stage. The enabled people to understand what the 

impact of values on everyday life could be. 

2.3.1 1st iteration design 

In this first step, the energy consumer and industry values were used to derive scenarios. These scenarios are 

used as a tool to help people understand the meaning of values and how they could influence people, society, 

and the energy system. They also assist to describe and to contextualise the impact of values, which is useful 

for further discussion and examination by a range of stakeholders. The intent is that scenarios developed can 

be used for planning and strategy in energy systems. Scenarios focus on three factors: 

• Relationships of proponents of the scenario, which was about who related to who and in what way. E.g. was there a 

community actor? How did they relate to consumers and the energy system? 

• Social compact(s) which was about the expectations and agreements on individuals, communities, society, and the 

world 

• Societal power (dynamics) which relates to how decisions are made. E.g.: What personal influence and power do 

individuals have to make decisions that impact themselves and others? What influence and power do others have 

to make decisions that impact individuals? 

Scenarios focus on these two factors to help people understand the impact of values on individuals, society, 

relationships and the energy system. This approach and the selection of certain values was also aimed to 

decentre technology from participant visions of potential energy futures. Scenarios were developed in a 

workshop with staff and PhD candidates from the Battery Storage and Grid Integration Program, who have in-

depth experience in energy system transitions through their roles as social scientists, software developers, 

data scientists, communicators and innovators.  

During the workshop, groups of two or three people were provided with a unique combination of two values. 

Participants then stepped through a series of critical thinking exercises to design and added fidelity to a 

scenario based on their allocated values. The workshop generated useful future scenarios and assisted us to 

test a values-based scenario generation method we are developing as a decision-making tool.   

Scenarios were built using two values, a “main” and a “spice” value in which: 

• The main value acts as the “guiding light” of the scenario. It is the primary value on which the future is built. 

• The spice value adds dimension, fills blanks, and adds a secondary lens to the main value. 
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Having a main and a spice value was found to be useful. Using single values in test runs showed that 

commonly scenarios created questions which people had trouble answering. The spice value creates a set of 

principles that can be used to develop answers that reflected specific values. This creates a more diverse and 

higher fidelity set of scenarios. 

2.3.2 Reframe for iteration 

The next step in the project involved the project team further building scenarios to the point where they could 

be explored with consumers in the next step. This was a creative process, and involved prototyping, 

generating alternate frames, and experimenting with communication tools. Several fortunate meetings with 

external industry stakeholders helped refine frames.  

The final design was a three-part poster for each scenario. These posters first gave a very high-level 

description of the future, presented a story as a comic, then showed an “influence map” that described how 

decisions are made. The comics were all of a consistent story of an end-user’s experiences as a constraint in 

the local energy system is solved (via a variety of means). The influence map describes the relative influence of 

end-users, communities, and the industry in both high level planning and day-to-day timeframes. 

We called these “vignettes” because it has less connotations than words like scenarios, futures, visions, and 

stories. When we used other words we found people expected detail that was not there.   

2.4 Refine scenarios 

The aim of the refine phase is to allow consumers further input through a second round of focus groups to 

help refine the scenarios developed in the previous step and in doing so help is move toward final findings of 

the project. The first part of this step involved taking scenarios to consumers in focus groups. The second 

involved reframing the outputs of the focus groups to terms that have meaning for industry, using the industry 

values analysis as a guide. This phase aimed to refine the “requirements” level of the values hierarchy. 

2.4.1 Refine with consumers 

In this step consumers were able to critique and build upon the futures that were ideated in the previous 

phase. The same participants that were in the original energy consumer focus groups were invited to 

participate in this step. Most returned for this second round of focus groups.   

We used the vignettes we created in the design phase as the basis for discussion. These vignettes are 

described in chapter 4 below. We used a focus group schedule and planned words to structure information we 

provided. We also used a script to talk through the vignettes we presented.   

2.4.2 Reframe for output 

In focus groups we had a free-flowing conversation around what would be important and useful to 

participants. This step is where we reframed what they told us into a form that is useful for the industry. This 

involved modifying the industry values framework to integrate community values. 

2.5 Process reflections 

This project trialled an overall approach that built off value sensitive design with creative evolutions. It also 

examined how decisions should be made. This section describes what we learned about methods and process, 

and what we found useful. We have summarised salient points here in this section and offer more detailed 

and discussion in Appendix B. Process findings are described in Table 3. 
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Table 3 Process findings 

Finding Description 

Industry values 
analysis 

Industry perspectives provided significant insights. The industry values analysis usefully 
helped frame findings within the current context of the energy system. In particular it 
appeared that formal document analyses of rule change processes (or other public 
documents of decision-making processes) are not commonly undertaken in the energy 
industry. These could potentially add fidelity to the rulemaking process.  

Scenarios’ focus 
on power 

We found it was beneficial for our scenarios to focus on social compact and social 
power. It enabled participants and later us as the research team to think beyond 
technology to how people relate with each other and the industry, and how this might 
affect decisions.  

Vignettes Vignettes acted as a basis for discussions. They were designed as possible visions or “for 
arguments sake” views of how the future could develop, designed to incorporate 
certain factors of possible futures. Participants had mixed reactions to them, therefore 
future projects could benefit from further thought about how they are framed. 
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3 Findings: Values and decision processes  

 

This chapter discusses the outputs of the values identification phase of the project. In this phase we explored 

the energy related values of both energy industry experts and energy consumers using the methods described 

in chapter 2. As noted earlier, values are principles that guide us and provide potentially fundamental or broad 

drivers behind motives, decisions and actions [16]. We then describe in more detail the five values we used to 

design scenarios.  

3.1 Industry values in a decision process 

As discussed in the methods section 2.2.2, there were two steps to this process: 

• A document analysis of the “Access, pricing and incentive arrangements for distributed energy resources” rule 

change2 

• A focus group with energy industry decision makers to refine and add fidelity to our findings 

The rule change increased the scope of services distribution network delivered to include “export services”. 

Export services enable consumer owned generation to export that energy to the grid. While export services 

had been being delivered for a long time, this rule change meant that they would be explicitly planned for by 

distribution networks. Therefore, the aim was that with explicit planning, the level of services that DNSPs 

offered would be more efficient. It also enabled DNSPs to charge fees for export services. Fees served two 

purposes: to make the way DNSPs collect revenue fairer, and to encourage efficient use of the service. The 

rule change was contentious and generated over 200 submissions from a diverse cross-section of industry and 

consumers. We analysed this rule change because it was contentious and relevant to the energy system 

change occurring at the moment. 

We undertook document analysis of the rule change at a major step in the process. The documents we 

analysed were part of a formal public consultation. Additionally, in our industry focus group (02/2023), 

stakeholders involved in the rule change process provided a more detailed picture of the process and its 

drivers. We found that this public rule change step was a step somewhere in the middle of the entire rule 

change process. This was apparent both from the rule change itself, and the focus group we held with industry 

in February 2023. The process that we derived from this analysis is shown in Figure 4. The dotted line in this 

 

2 https://www.aemc.gov.au/rule-changes/access-pricing-and-incentive-arrangements-distributed-energy-resources  

 
Key Takeaways 

Values analysis consisted of three steps. First two involved exploring consumer and industry values. The 

third involved developing a more limited set of values for design in the next phase. This phase developed 

the “values” level of the values hierarchy. We made the following findings: 

• The rule change process we studied mostly considered the value of efficiency, but that equity and agency 

were the values that drove the proponents to start the process. 

• Consumers raised many values, but 5 were most common. We designed to these 5 values, with industry 

values adding fidelity. 

• We designed to the values self-care, environment, financial considerations, collective care, and self-

determination 

https://www.aemc.gov.au/rule-changes/access-pricing-and-incentive-arrangements-distributed-energy-resources
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figure encloses the stage we conducted document analysis of. The later stages of this particular rule change 

process are still underway. 

 

Figure 4 Rule change development and implementation process 

In the industry focus group, participants told us that the AEMC rule change process sets clear boundaries on 

what values can be discussed and how. Some values and related factors were not explicitly discussed in the 

rule change, despite being key in the preceding discussions and DEIP process. The initial discussions and DEIP 

process before the AEMC process offered a forum to discuss issues and values more widely than the 

regulatory process and was key to the rule change’s success. 

The steps of the overall rule change process are described just below. 

Initial discussions were held between key industry stakeholders for several years prior to the rule change 

process starting. The stakeholders involved were approached deliberately and these discussions set the scope 

and expectations for the rule change process as a whole and were therefore critical points in the decision 

making. 

The next step expanded the stakeholders involved in discussions through the Distributed Energy Integration 

Program (DEIP) forum. The DEIP forum included a wider, but still limited set of industry and government 

stakeholders. DEIP involvement we were informed widened discussion around scope and expectations 

through a series of workshops [19]. 

What we call the AEMC consultation in figure 2 was the first official and public step in the rule change. Formal 

document analysis was undertaken on purposively selected public documents from this stage. This public step 

is arguably open to receiving submissions from all people who are interested. When reviewing the 

submissions and assessing the responses from the AEMC, it is clear that this process is still largely a 

consultation with industry and peak representative organisations. There were some submissions from 

consumers but largely consumer involvement was restricted to a small number of highly engaged people, 

mostly solar owners or with interest in renewables. Similarly, some consumer representative bodies also 

submitted such as Solar Citizens, Energy Consumers Australia, and the Public Interest advocacy Centre. After 

the AEMC process, the AER and DNSPs consulted on implementation factors. The AEMC expected these 

processes would explicitly engage consumers. The AER have completed some of their processes3. And some 

DNSPs are consulting with their customers on export charges4. We have not analysed documents relating to 

these processes. 

 

3 https://www.aer.gov.au/networks-pipelines/guidelines-schemes-models-reviews/export-tariff-guidelines  

4 https://www.ausgrid.com.au/Industry/Regulation/Regulatory-Reset  

https://www.aer.gov.au/networks-pipelines/guidelines-schemes-models-reviews/export-tariff-guidelines
https://www.ausgrid.com.au/Industry/Regulation/Regulatory-Reset
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Despite the restriction to mentioning key values, there were many more values discussed in rule change 

documents in a variety of different ways. Values were described both explicitly and implicitly in the text. Out 

of the overall values four appeared to have the largest impact on the decisions that ended up being made in 

the AEMC process. Agency and equity were key drivers of the initial submissions. Efficiency was the lens 

through which values were discussed. And trust was proposed as being key to supporting a successful change 

process. The main values identified in the documents are shown in Figure 3 and are also described in Table 1. 

 

Figure 3 Decision maker industry values 
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Table 1 Decision maker industry values 

Value Description 

Equity Equity was one of the main drivers stated by the proponents of the rule change studied in this 

work. The proposers of the change were concerned that PV owners were receiving a greater 

share of the benefits of PV while paying a lesser portion of the costs of the distribution 

network. 

Submissions to the rule change stated sometimes clashing views on what would be equitable. 

Some noted existing inequities such as between those with air conditioning and those without. 

Others felt that PV owners were currently the ones subsidising those without PV because PV on 

the grid led to lower market prices for energy. 

Agency In our industry focus group, participants stated that agency was a key driver of the rule change. 

The rule change was proposed to increase agency because the rule change was expected to 

enhance choice for consumers. While previous reforms have similarly proposed to increase 

agency, this sometimes does not occur in practice [20], [21]. The rule change proposed that by 

increasing the available service offerings consumers could choose how to engage with DER. 

They could choose how export limits applied to them, what services they paid for, and how 

they used devices in their house to manage their costs. The rule change was seen to support 

agency for consumers therefore by providing: 

• Choice/a range of service offerings, and 

• Support for decisions around investment and operation of assets. 

Increasing the range of service offerings was seen as a way of enabling consumers to choose 

how they interacted with the distribution network (so that their engagement suited their 

needs). For example, PV owners could choose whether to have a lower export limit, lower cost 

service offering or a higher export limit with a higher cost offering. Energy retailers are 

envisaged as being key in repackaging these costs and helping consumers understand the 

impact of these costs on them, and therefore by association as key to realising agency for 

consumers. 

Price signals were also seen as an enabler of agency, as they would help consumers decide 

when and where they used energy to minimise their own costs. Price signals were proposed to 

create “cheap” and “expensive” times to encourage energy consumers to shift their energy use. 

For example, shifting appliance use to times of high PV generation which has a low price would 

reduce their energy costs. Agency related to costs and saving was also assumed to extend to 

new purchases such as home batteries, which could reduce costs as well. Although currently 

batteries do not yet have effective pay back periods. 
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Value Description 

Efficiency The AEMC felt that efficiency was the “fundamental objective of the energy market objectives” 

[4]. There were two main impacts of the focus on efficiency: 

• It limited the scope of discussion and exploration to areas that could be directly related to 

efficiency of the energy grid, and  

• It conceptualised that there is a point where the energy system will be most efficient and that 

reaching this point should be encouraged through new and reframed incentives.  

The rule proposal and submission text we read indicated that other values needed to be 

understood through an efficiency lens to be relevant. Equity, fairness, affordability, and 

environmental impacts were all limited in scope by the efficiency value lens. For example, 

discussion of equity through the efficiency lens meant that most discussion focussed on how 

the costs and benefits of providing export services could be calculated and allocated. This 

includes factors such as: 

• How export energy could be valued in economic analysis by distribution networks, 

• How levels of service could be measured and audited, and 

• How these costs and benefits would flow though to pricing. 

In their determination, the AEMC described a new system of incentives and pricing that aimed 

to encourage efficient development and use of export services. This new system aligns with 

established norms of the regulatory framework which already has a complex landscape of 

incentives and pricing. Much of the follow-on process to be undertaken by the AER and DNSPs 

after this rule change was to be in setting the appropriate levels of these incentives and pricing 

to encourage the right behaviour.  
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Value Description 

Trust The AEMC felt that “building trust is key to long-term success. This requires openness and 

transparency, and ongoing consultation to understand and address stakeholder concerns” [4]. 

The AEMC proposed that building trust requires openness and transparency also being 

prioritised as well, as they help achieve trust. Paradoxically, the tone of submissions highlighted 

that in many situations submitters to the rule change did not trust the AEMC or the energy 

system more broadly. For example, WATTEver stated “The AEMC’s apparent intention to hand 

another revenue stream to the networks with vague and weak controls looks a lot like offering 

Dracula another set of keys to the blood bank” [22].  

Openness and transparency, particularly via suggested tactics of public reporting and pricing, 

were seen to build trust, because people would be able to see the “inner workings” of the 

energy system and approach interactions accordingly. In this rule change, reporting would 

assist with assessing the performance of DNSPs against standards and each other and make 

investment opportunities apparent [23]. Instruments like annual planning reports and 

regulatory information notices (from DNSPs) would make public metrics around performance of 

energy export services, forming a “reputational incentive” [19]. Though there was much 

discussion around what information should be published in the rule change there seemed to be 

less discussion around how consumers were to engage and act on that information. 

Pricing reflecting energy systems needs was expected to create and /or support transparency 

and to communicate energy system needs to consumers. The logic appeared to be that by 

understanding the pricing structure, consumers could understand energy system’s needs and 

reform their own actions to meet these while also saving themselves money. This logic aligns 

strongly with efficiency logics where pricing energises energy consumers to respond to energy 

system needs. 

Consultation was also noted as key to building trust. The AEMC process itself was intended to 

be consultative and public for this reason, although no specific actions appeared to be 

undertaken to engage consumers in the process. Instead, DNSPs were expected to consult with 

consumers widely in their pricing processes as they decided whether to apply export pricing in 

their networks. As noted earlier, public consultation occurs late in the rule change process, 

potentially after key decisions have been made.   

Many submitters, particularly those who were not part of larger energy industry organisations, spoke less of 

the values described above, and more of other concerns, issues and opportunities. For example, submissions 

noted the impact on climate change action [24] and community energy [25]. Submitters also spoke of the 

impact on “care work” that was required for consumers to understand and respond to the reforms [26]. These 

concerns appeared to be speaking to different types of care (as an outcome of other actions). There were two 

common framings for this: 

• That the rule change would make enacting care harder (for example, responding to climate change and 

community energy), and 

• That the rule change creates additional care responsibilities. 

Overall, the proposed rules were seen as making care responsibilities harder. Some of this concern about the 

rule change not allowing for care can possibly be attributed to a difference in scope of what was being 

considered and perspective. The rule change focussed specifically on distribution networks and how exports 

could fit within their scope, and arguably the rule was developed with a care for our public network as the 

purpose, as mentioned in the industry focus group (02/2023). Climate change though is a societal goal, which 

the AEMC felt was in the purview of governments: 

“The Commission acknowledges governments and the community are concerned about affordability and 

environmental issues. Achievement of such policy objectives is typically associated with a subjective value 
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judgement that typically differs, depending on a particular view, and may potentially have broad societal 

impacts” [23] 

Similarly, communities and local benefits were outside the scope of the specific question the AEMC were 

looking to answer. However, this was likely not clear to submitters. The AEMC was limited to the questions 

that were in the original rule change request. This potential difference in scope, perspectives and expectations 

is likely problematic moving forward, where climate change and community care are expected to both impact 

network activities in a significant way.   

Other submissions spoke of the care responsibilities that the new rules could create. For example, for new 

proposed pricing and transparency requirements to lead to benefits, consumers needed to understand the 

information shared and the implications of pricing. There are some actors who commonly bear a lot of the 

care load for changes in the energy system, such as energy retailers, PV installers, communities, and advocacy 

bodies. While the issue of how much additional care would be required was raised by several in submissions, 

it appeared to have little consideration by the AEMC. We discuss this further in our findings, which relate 

closely to this theme. 

3.2 Energy consumer values 

Energy consumer values were identified through analysing the transcripts of the five consumer focus groups 

which consisted of three cohorts of participants as described in the methods section above (in section 2.2.1). 

Our initial analysis of focus group transcripts identified 33 values discussed by our energy user participants, 

which are listed below, in Table 3. 

Table 3 Energy consumer values 

Financial management Concern about climate 

change  

Respect Technology as 

solution  

Environment Time Equity Appreciating history 

Self-care Health Efficiency Reward 

Collective care Reliability Beauty Culture 

Self-determination Energy system Flexibility Conflict reduction 

Frugality Self-sufficiency Optionality Privacy 

Care Learning Status  

Risk aversion Virtuous cycle  Local scale  

Safety Trust Human rights  

As mentioned in section 2.2.3, we selected five of the most emphasised values to work with. These values are: 

1. Financial management; 

2. Environment;  

3. Self-care;  

4. Collective care; and  

5. Self-determination.  

Whilst there is some overlap between the high-level focus of prominent energy user values and key industry 

values, there was also substantial difference in the perspective taken of these values, and what was 

emphasised (including the scale of consideration). For example, energy consumers spoke of frugality in their 

lives, which is making the most of resources and consuming carefully. This is related but different to the 

energy industry value of efficiency which is around resource allocation and value maximisation at a 

distribution level. 
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We have provided a brief description of these five values in the table below, in no particular order (because 

arguably they can range across different scales and actions). As we chose to foreground energy consumer 

values (over industry values) in the scenario building workshop, more detailed explanations of energy 

consumer values and relevant quotes from focus group discussions are outlined in the below section (section 

3.3) on values used to design scenarios. 

Table 4 Five prominent energy consumer values 

Value Description 

Self-care The value of self-care incorporates a range of actions that contribute to 

people’s physical and mental health and wellbeing in the home. This includes 

the need for warmer living spaces as we age; maintaining harmonious 

relationships within households and between neighbours; and the importance 

of simplicity in household energy management. This discussion highlighted the 

context-dependent nature of self-care, and how people’s energy related needs 

differ greatly across lifespan and particular circumstances. Self-care was not 

mentioned in the rule change process or by industry, however, some 

submitters did imply this value in their submissions. 

Collective Care Focus group participants were strongly motivated by the value of collective 

care. A key element of this was supporting equity, based on the notion that all 

people (including those with limited resources) should be given the 

opportunity to benefit from clean energy technologies. Collective care was 

discussed both as something that influenced individual decisions as well as a 

factor that should underpin policy and decision making by governments and 

industry bodies. Care, as noted above in section 3.1 was also relatively strongly 

emphasised in rule change documents by submitters and AEMC. 

Environment Consumers’ actions to reduce energy use or to increase efficiency of use were 

reported to us as being significantly influenced by their motivation to reduce 

their impact on the environment. This was discussed in terms of minimising 

resource use, sourcing renewable energy, switching to cleaner appliances, 

using an ecological lens broadly in life decisions, and taking various community 

focused actions (philanthropy, education, innovations) to address climate 

change. As notes above in section 3.1, environment was deemed outside of the 

scope by the AEMC but was noted by submitters to the rule change. 

Financial 

Management 

 

The way that consumers talked and thought about financial considerations in 

the context of energy use was complex and multi-faceted. Cost or affordability 

of energy or energy technologies was frequently raised as a necessary 

consideration in decision making, but it was generally paired alongside other, 

often more “chosen” values, such as the environment, health, or time. 

Financial management was also a significant consideration for industry, but 

from a different perspective and in relation to different details (see section 

3.1).  

Self-

determination 

People valued choice and control of their energy source, relationships, 

products, and everyday energy use. They were willing to trade some of this 

self-determination in specific ways, in service of other values, for example, 

environmental care, simplicity or harmonious relationships. Industry included 

choice for consumers in their considerations (see section 3.1). While choice is a 

component of self-determination, the presentation of choice by industry was 

relatively limited compared to the discussions about self-determination.  
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3.3 Values designed for in scenarios 

The five values identified were those most emphasised by energy consumers and provided the critical building 

block for scenarios (see previous section 3.2). We designed scenarios based on different combinations of 

these five values. Industry perspectives were incorporated in the scenarios as well, particularly where these 

values overlapped with industry values. Our five values descriptions aimed to: 

• Adequately describe the depth and breadth of the perspectives from the energy user and industry research, and 

• Be specific enough to use to design scenarios. 

The values summaries we used in our scenario design workshop are described below. Value descriptions were 

seen as useful in the workshop where they were used to develop scenarios. Synthesis of the details required a 

little time and workshop participants suggested some quotes did not align perfectly. Nevertheless, their 

suspected value was realised as the scenarios workshop progressed. 

The scenario development process is described in 2.3 and the findings from this process are in chapter 4 

3.3.1 Self-care 

Life is hard and self-care is what makes it manageable. This looks different for different people, but can 

include actions like: 

• Managing temperature, noise, and amenity of surroundings 

• Allowing time for what is important  

• Managing conflict in relationships 

• Reducing complexity in life  

• Making space for hobbies or activities that bring joy 

Self-care is not always optional or a nice to have. For example, health problems can make managing 

temperature imperative. The line between what is necessary and what is nice to have is blurry. 

Quotes 

“And so sometimes I find myself saying, do you know what? I just want to be warm and careful too. I'm 

not excessive, but I find myself easing up a little bit to say it might just run that little heater in the hallway, 

'cause you know what, you know I can have a little bit more comfort, so sometimes there is that little bit 

of easing up and not and not an extravagance.” 

 – Early adopters group participant (round 1) 

“For example, with transport in Canberra. So before from out the city I would have do it in 22 minutes by 

bus, now I need 40, 45 minutes. So how to say nicely when the government does something he has to think 

that people that are using that. Yeah, their time is important. Their money is important. Their health is 

important and that you know. So practically now you might want to be nice and go to city by the public 

transport. That means half an hour at least [or] more”  

– Access barriers group participant (round 1) 

“They’re like just turn it on, it’s more important to feel comfortable and cosy and walk around in shorts 

whereas that really didn’t sit well with me. But obviously in a share house you have to keep things going 

with the flow so you can’t just make a stand “ 

 – Access barriers group participant (round 1) 
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3.3.2 Environment 

People are worried about the environment. They want to ensure that the world remains liveable for 

themselves and others. There are several ways that people reduce their environmental impact: 

• Reducing consumption, for example buying less things, using less energy 

• Consuming more carefully, for example turning off lights, eating locally gown food 

• Consuming “greener” things, for example EVs, PV, and batteries 

• Self-sourcing consumption, for example using locally sourced wood for heating. 

There was a lot of diversity around how much environmental drivers influenced everyday life. Some people 

were extremely focussed on reducing their environmental impact, others less so. Similarly, not everyone has 

the same capacity to respond.  

Quotes 

“I’m very much of the view that if we don’t tackle everything with a consumption lens, everything including 

energy, we’re doomed”  

– Community group participant (round 1) 

“I guess the first thing that springs to mind when I think how do I use energy day-to-day is that I’m a real 

tight-arse with it ‘cause I’m really, really eco and like do I need to put this light on? Do I need to do that? 

So I try to really, really conserve and use as little as possible and that is a values-based decision because 

I’m worried about the state of the planet and our sources of electricity. Also partly financial, I guess, ‘cause 

costs keep rising with electricity.”  

– Access barriers group participant (round 1) 

“Just one thing we haven’t mentioned and I don’t know how important it is to anybody else but I take 

more of an ecological lens to pretty much everything and I guess for me it’s not just about the energy 

network, it’s also about the embedded energy, especially in food and the transportation of our food and 

that whole area.”  

– Community group participant (round 1) 

3.3.3 Financial considerations 

Both industry and energy users value the careful management of finances and resources, although they differ 

on terminology and nuance. 

Energy users raised financial considerations in several ways:  

• (In)affordability was identified as a factor that limited some people’s ability to enact their values;  

• Ongoing and upfront costs were weighed alongside other values (sometimes in tension and 

sometimes in addition); and 

• A care about resource conservation (financial, material and environmental) and avoiding waste. 

Within the energy industry this value was discussed predominantly as efficiency and powerfully frames and 

restricts industry decision making through its position in the Energy Market Objectives. Incentives and pricing 

are seen to encourage the energy system – including energy users – to be more efficient. 
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Quotes 

“I’m thinking about the decisions I make about energy and there’s a three-way tug of war. There’s cost... 

there are the consequences for the environment of the decisions I make. That matters to me. Then the 

third tug of war is... my convenience” 

– Community group participant (round 1)  

“I try to really, really conserve and use as little [energy] as possible and that is a values-based decision 

because I’m worried about the state of the planet and our sources of electricity. Also partly financial, 

I guess, because costs keep rising.”  

– Access barriers group participant (round 1) 

“Now I’m like well I’m still going to be relying on gas pretty much until my $3,000 hot water system breaks 

because I’m just not going to replace it for the sake of replacing it like it’s a big outgoing”  

– Access barriers group participant (round 1) 

“Efficiency is the fundamental objective of the energy market objectives”  

– AEMC draft determination 

“the Commission is limited in its ability to consider notions of equity and fairness...otherwise than with 

reference to efficiency”  

– AEMC draft determination 

3.3.4 Collective care 

Care for the wellbeing of others was an important value held by energy users in our focus groups. This sense 

of care underpinned a range of individual actions as well as expectations of the broader energy system, 

including:  

• An attunement to the energy needs and vulnerabilities of disadvantaged community 

members (including higher energy use related to poor quality housing and/or health conditions) and a 

belief that these issues should be addressed;   

• Wanting to ensure everyone can access the benefits of renewable energy;  

• Enacting social care through individual actions– for example energy philanthropy, volunteering in 

community energy projects, staying connected to the grid to support resilience, and wanting to share 

solar energy with neighbours; and, 

• An expectation that the energy system should consider social consequences and prioritise the 

interests of local community and environment.  

Quotes 

“So I am more or less single income family and not well off, but we were lucky enough to buy a house a 

couple years ago and for some stupid reason it doubled in value. So we borrow against that, you know, 

refinanced everything, and I thought, OK, well we can get a car. And it was always meant to be about cash 

flow and it's really sad that people who would benefit the most, the poor folk, they don't have the equity 

or their renters or whatever. And yet that's where so much of the benefit would be, you know, like in air 

pollution as well, new schools or whatever, so that's socialism and it might be difficult to sell that, but yes 

that's where it should go, you know?”   

– Early adopters group participant (round 1) 
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“We’ve been going through a process of teaching each other and learning from each other. It’s very much 

learning community, I’d say, I’ve learned heaps, I think everybody has.”  

– Community group participant (round 1) 

“Agree that regulatory framework, which is based on economic regulation, makes it difficult for networks 

to justify investments that promote community values unless they can be linked to some quantifiable 

economic benefit - which is not always the case.” 

 – Industry group participant 

3.3.5 Self-determination 

People valued choice and control of their energy source, relationships, products and everyday use although 

they were willing to trade some of this, in specific ways, in service of other values: 

for example, environmental care, simplicity or harmonious relationships.   

People also highlighted the complexity of making thoughtful, values-based choices around energy and 

identified the need for simpler and clearer options for householders around renewable energy. 

It was recognised that self-determination (or freedom) elicits a powerful emotive response in public 

discourse and efforts to promote behaviour change should be sensitive to this dynamic. 

Within industry, there is a related discussion around consumer agency woven around discussions of changing 

relationships with prosumers and enabling choice and equity for all, including those unable or unwilling to 

obtain rooftop solar.  

Quotes 

“There should be flexibility to make different decisions and choices. I mean, if people want to be profligate, 

that's fine if they're covering the cost. Ideally with renewable energy yes. I don’t think that we want to 

become more policed.” 

 – Early adopters group participant (round 1) 

“If I get a domestic battery then that requires rare earths and where are we going to get all the rare 

earths? From the DRC where human rights abuses are taking place. There’s a whole matrix of decision-

making that can make these choices very complex sometimes when you’re trying to do the right thing.” 

 – Access barriers group participant (round 1) 

“I’m really happy with the idea of network operators being able to turn my air-conditioning up and down, 

being able to moderate my cooktop.... What I can’t have becoming unstable is things where I’ve actually 

got something that is power-sensitive like the computer which is going to crash and actually break”  

– Early adopters group participant (round 1) 

“I want to either be able to plug into a system that works efficiently and reliably for me and has minimum 

negative impact on the environment or I want to be able to be independent of that and have a system, my 

own which has minimal impact on the rest”  

– Community group participant (round 1) 

“What you want is a platform for the future where 1000 flowers might grow” 

 – Industry focus group participant  
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4 Findings: Design and dimensions of scenarios 

and vignettes 

 

This chapter outlines the findings and outputs of the “design” phase of the project. In this stage we developed 

scenarios that supported exploration of the norms and requirements steps in the VSD hierarchy. Using the 

structured problem-solving development steps based on “six thinking hats” [27] values definitions were 

developed into a set of five scenarios. As described in detail in 2.3, this phase began with a creative design 

workshop, in which energy system researchers were instructed to create speculative energy system scenarios 

based on two allocated values. These scenarios explored the impact of values on energy system design by 

narrating plausible “visions” of how the energy system could develop, which were written as scenarios. The 

five scenarios focused on the relationships, social compacts and power dynamics that would underpin diverse 

futures driven by two key values each. Three elements we sought (and were produced) were: 

• Relationships of proponents of the scenario, which was about who related to who and in what way. E.g. was 

there a community actor? How did they relate to consumers and the energy system? 

• Social compact(s) which was about the expectations and agreements on individuals, communities, society, and 

the world 

• Societal power (dynamics) which relates to how decisions are made. E.g.: What personal influence and power do 

individuals have to make decisions that impact themselves and others? What influence and power do others 

have to make decisions that impact individuals? 

The scenarios were then reframed and contextualised as vignettes by our research team for use in focus 

groups with consumers in the refine phase. 

In this chapter we describe our process, and also use three tools to describe the scenarios: 

• First, we describe vignettes, or frames, that we used to illustrate scenarios in focus groups in the “refine” phase. 

We developed these last but present first here because they help understand the rest of the chapter. 

• Second, we describe the values hierarchies, showing how values became apparent in our design 

• Third, we describe four metrics that illustrate differences in the scenarios 

 
Key Takeaways 

The design phase developed five scenarios that illustrated how values could become apparent in 

the energy system today. The scenarios focussed on social compact and power. Each scenario 

was based on two values. These scenarios completed the norms and requirements parts of the 

values hierarchy. We found that scenarios had four main dimensions of difference: 

• Involvement describes when, how and how often consumers are involved in planning or decision-

making processes  

• Activity describes the degree of work or load required of consumers to fulfil their involvement 

obligations 

• Responsibility describes the types and levels of responsibility that consumers are being asked to 

assume 

• Influence describes whether the engagement process enables consumers to meaningfully 

influence energy system decision-making and outcomes. 
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4.1 Contextualising scenarios for focus groups as vignettes 

As described in 2.3, the design phase of the project developed a series of five scenarios that described how 

values could become apparent in energy system design. The scenarios went through a series of refinements 

and iterations before we presented them in focus groups. Here we present the view of these refined scenarios 

we created for focus groups. We have called these views “vignettes”. Presenting vignettes first means that 

readers can understand the other findings in subsequent sections more easily.  

Vignettes are reframed and contextualised scenarios. They are intended to be in a form that could be used in 

focus groups. Vignettes contained three elements: 

• A high-level description of the key elements of the vignette 

• A comic 

• An “influence map” 

The comic described how the vignette might manifest from the perspective of a fictional energy consumer 

“Jane” when her local energy system faces a constraint. The comic describes Jane’s experiences with the 

constraint and how the solution is defined and implemented.  

The influence map is a diagram that aims to communicate each scenario’s approach to three factors of energy 

system decision-making: who is involved in decision-making (individual consumers, communities and/or 

industry); what their relative levels of influence are in these processes; how this differs depending on what 

type of decisions are being made (system goals or day-to-day management). They aim to present an 

alternative view of decision making. 

These posters are included in Figure 5 - Figure 9. 

We also had a short script that we read at the start of the focus group to further describe the scenarios. This 

script is included in the focus group materials in Appendix D. The vignettes presented in the focus groups 

follow. 
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Figure 5 Poster: Vignette 1 (A New Democracy) 
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Figure 6 Poster: Vignette 2 (Community solutions) 
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Figure 7 Poster: Vignette 2 (Caring for a clean grid) 
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Figure 8 Poster: Vignette 4 (Enhancing Efficiency) 
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Figure 9 Poster: Vignette 5 (Power of choice) 
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4.2 Values hierarchies 

One of the main objectives of this phase of the project was to explore the use of values hierarchies to develop 

values-based energy solutions. Values hierarchies are promising because they offer a way to visualise the way 

that values become apparent in design. This section describes the values hierarchies we developed and how 

they influenced the scenarios we designed to take into the refine stage. 

This phase considered the relationship of norms and requirements to values. Hierarchies were derived by 

workshop participants indirectly. We did not ask participants explicitly to build out the values hierarchy, 

instead we asked questions that enabled the hierarchy to be assembled from the outputs of the workshop. 

The workshop findings were used to build the scenarios for the next stage.  

Each scenario was ideated by a different group. This means that the same values can have different norms 

depending on which scenario it is a part of. Norms are context dependent, as described by De Poel in their 

paper which introduced values hierarchies [15]. Therefore, some diversity is to be expected. 

The hierarchies that were generated are below in Figure 10 - Figure 14. 

 

Figure 10 Scenario 1 hierarchy 
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Figure 11 Scenario 2 hierarchy 

 

 

Figure 12 Scenario 3 hierarchy 
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Figure 13 Scenario 4 hierarchy 

 

 

Figure 14 Scenario 5 hierarchy 

4.3 Dimensions of consumer involvement in decision making 

The values hierarchies above helped us explore how values could come through to requirements in the 

context of energy decision making. In this section we explore differences and similarities between them 

through the four dimensions outlined in Table 4: consumer involvement, consumer activity, consumer 

responsibility and consumer influence. The dimensions we describe here focus on how consumers are 

involved in energy – both their involvement in energy system decision making, and the energy system’s 

involvement in theirs. These dimensions highlight that defining the appropriate role for consumers in energy is 

not simple. The dimensions we present here can act as a tool to understand and strategically design consumer 

engagement in energy.  
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Table 4 Four salient dimensions in energy system relationships and decision making 

Dimension Indicative Considerations 

Involvement How many touch points with consumers are there and what does each entail?  What 
stage of the planning and/or decision-making process are consumers involved in? 
What sort of involvement types are envisaged? 

Activity level What level of time, energy and resourcing is being asked of consumers throughout 
the engagement process?  And/or of organisations involved? 

Responsibility What levels of responsibility are we asking consumers to assume? Who is ultimately 
responsible for making the decisions?  Who is ultimately responsible for the 
operation and management of the system? What sort or level of decision are we 
asking of the community or people? 

Influence Does the engagement process enable consumers to meaningfully contribute and 

influence energy system decision-making and outcomes?  What types of decisions 

are able to be influenced (operational vs strategic)? 

In the subsequent sections we compare and describe how these dimensions became apparent in our five 

scenarios of energy system futures. 

4.3.1 Consumer involvement 

The degree and type of consumer involvement was one of the salient dimensions in relation to energy system 

relationships and decision making that emerged in our scenarios. Figure 15 compares how the five scenarios 

include consumer involvement in energy system decision making by positioning them on a broad scale from 

limited to extensive involvement. Further descriptions of what consumer involvement looked like in each 

scenario are detailed in Table 5. 

 

Figure 15 Mapping levels of consumer involvement across scenarios 

 

Table 5 Consumer involvement in scenarios 

Consumer involvement Scenario Description 

Limited Scenario 5: 
There is no coordinated involvement. Industry aim to understand consumers’ 
(profitable) energy needs to design attractive products and services. 

Limited Scenario 4:  
There is no formal consumer involvement. Individuals are responsible for 
raising issues with the network.  "Consultants" are provided to create 
personalized solutions and may feed back consumer issues to industry. 

Some Scenario 3: 
Consumer consultation is limited but attempts to capture consumers’ high-level 
values and expectations of the energy system and feed these into service 
offerings. 
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Consumer involvement Scenario Description 

Extensive Scenario 2: 
Industry works with community bodies to define goals and 
manage issues.  Community bodies conduct regular and in-depth consultations 
with their constituents.  

Extensive Scenario 1: 
A community organisation manages the local energy system, and the broader 
community is deeply engaged in decision making. Industry is consulted when 
support and advice is needed. 

Just like the energy system of today, our scenarios depicted a range of types and degrees of consumer 

involvement. During our focus group sessions, a number of participants indicated they would like the 

opportunity to have energy system issues and proposed solutions explained to them and their responses and 

ideas be listened to by industry: 

“The idea that there’s a great deal more communication back and forth between industry and I think 

government and the individual power consumers sounds wonderful as well. 

-Early adopters group participant (round 2) 

It was clear that brief letters informing of an issue and the solution chosen with no means to engage more 

deeply on the matter was seen as frustrating and inadequate: 

“one thing in my mind is … being informed that in July the electricity bill could be up a bit over 30%. 

[The] clear and awful impact that could affect consumers like me and some of my friend make us want 

to know and to understand why and how and what?” 

– Access barriers group participant (round 2) 

4.3.2 Consumer activity level 

This dimension captures the activity levels required of consumers (as individuals or as community 

representatives) by the energy system.  The degree of consumer activity demanded in our five scenarios are 

depicted on a spectrum in Figure 16. In Table  we provide more detail regarding what these activity obligations 

entail. 

 

Figure 16 Mapping levels of activity across scenarios 

 

Table 6 Consumer activity in scenarios 

Activity level Scenario Description 

Few obligations Scenario 3: 
Individual consumers are provided information on actions they can do to help 
the grid.  Individuals are responsible for assessing and making choices. Industry 
tries to simplify this through an App 

Few obligations Scenario 4: 
Individuals have few activity obligations.  They can opt in to working with a 
consultant who will provide practical, tailored advice and hands on support. 
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Activity level Scenario Description 

Moderate load Scenario 5: 
The energy system is designed to promote individual choice and self-
determination, which means individuals are often assessing and managing 
transitions to new products and services 

Extremely high activity 
load 

Scenario 1: 
A community organisation manages the local energy system so is responsible 
for the operation and strategic activity related to the grid.  The broader 
community is deeply engaged in decision making, agenda setting 

Extremely high activity 
load 

Scenario 2: 
Some individuals have an extremely high activity load as local energy experts or 
on the community energy board.  Citizens are regularly engaged in collective 
decision making and other consultation processes 

Focusing explicitly on levels of activity required of consumers enables an accurate assessment of the feasibility 

of a particular approach to energy system roles and decision making.  It is a means to account for the often-

hidden effort needed and care work that underpins energy system activities within a system, and the 

appropriate levels of resourcing that would be needed to sustain these essential roles.  Our scenarios highlight 

both the extremely high activity demands of community scale organising, as well as the significant demands 

implicit in systems that require individual assessment and reassessment of choices without adequate external 

support.  This mental workload was reflected on by a focus group participant: 

“But seriously we didn’t have to think too much about this before, you had the power on or you did 

something else and somebody managed all those lines and all those transformers. So now I got inverters 

and solar panels and I’m thinking about a battery and I’m learning all about kilowatt hours. Why would I 

go and buy a battery when there are much smarter people than me about this who could manage that 

thing?” 

– Early adopters group participant (round 2) 

4.3.3 Consumer responsibility 

A third salient dimension of energy system engagement relationships is the degree and type of responsibility 

consumers hold for their local energy system. Figure 17 positions the five scenarios on a broad scale of 

increasing consumer responsibility. Table 7 provides further detail on what this consumer responsibility looks 

like in each of our five scenarios.  

 

 

Figure 17 Mapping levels of responsibility across scenarios 
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Table 7 Consumer responsibility in scenarios 

Responsibility for 
Energy System 

Scenario Description 

No responsibility Scenario 4: 
Individuals are responsible for their own energy use and raising issues with 
Industry. Industry takes greater responsibility in supporting consumers to 
reduce energy use 

No responsibility Scenario 5: 
Individuals are responsible for their own energy use and making decisions 
about moving to new products and services 

Some responsibility Scenario 3: 
Individuals are responsible for choices and actions about own energy use.  They 
are encouraged to take ethical responsibility for helping the grid, but this is 
optional. 

Moderate 
responsibility 

Scenario 2: 
Communities are responsible for creating viable, locally supported options for 
dealing with energy system issues.  
Industry is ultimately responsible for decision making and implementation 

Full responsibility Scenario 1: 
Communities are legally and practically responsible for operating their local 
energy system and for facilitating collective decision making. 

Exploring the multiple threads of responsibility adds another layer onto considerations of activity demands on 

individual consumers and community actors.  The scenario descriptions differentiate between ethical, 

practical and legal responsibility for a local energy system.  Participants were wary of overburdening poorly 

resourced community representatives: 

“[The] two community-orientated ideas are really lovely however I actually think they suffer from the same 

problem, that if you’re looking at a spread across the whole community the people who probably can 

benefit the most from having community organisation to do that are the ones who’ve got the least spare 

time and the least capacity to do it… So perhaps having a system which actually supports a network of 

people doing that.” 

-Early adopter group participant (round 2) 

Additional roles and resourcing needed for energy system transitions can be considered as responsibility is 

identified. 

“You really need that support from the energy providers, don’t you? Linking with the people, whether 

it’s community or not, even if it’s individual, that support is really important.” 

-Early adopters group participant (round 2) 

4.3.4 Consumer influence 

Consumers’ level of influence is the fourth and final dimension of decision-making approaches that has 

emerged from our scenario design and analysis.  Consumer influence within the five scenarios has been 

mapped out in Figure 18.  In Table  we describe types of influence and impact consumers may have in energy 

system decision making in our scenarios. 
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Figure 18 Mapping levels of influence across scenarios 

 

Table 8 Consumer influence in scenarios 

Influence over decision 
making 

Scenario Description 

Some influence Scenario 5: 
Individuals influence is limited to their purchase choices - as consumers in a 
commercially driven system. 

Some influence Scenario 3: 
Individual consumers have some influence over energy system strategy as the 
industry attempts to understand and design for consumer values.   

Some influence Scenario 4: 
Individuals have some influence through proactively giving feedback issues of 
waste in the energy system, which is taken seriously by industry 

Extensive influence Scenario 1: 
The community body has full influence over decision making. Individuals can 
meaningfully contribute and influence through collective processes.  

Extensive influence Scenario 2: 
The community board and individual consumers have extensive influence over 
energy system decision making, although industry has the final say. 

As outlined above, there are a range of ways consumers can and do influence energy system decision making 

as well as differing degrees of influence. One type of influence that this research project explored was the 

explicit embedding of consumer values into the foundations of energy system design and decision making. 

Our community focused scenarios also described more extensive forms of consumer influence, including 

where consumer bodies had full control over both strategic and operational decision making. Focus group 

participants had much to say about the desirability of seeing their values incorporated into energy system 

design and decision making and suggested the creation of new roles and expertise that would facilitate this.  

This was a key finding of our research and is outlined in detail in Sections 5 and 6 of this report.  

4.3.5 Dimensions as tools for planning and exploration 

Whilst the four dimensions examined above are not exhaustive, they provide a starting frame for making 

informed judgements about the types of relationships and decision-making approaches that may be most 

appropriate and desirable in a specific context. The dimensions can also assist with effective planning for 

resourcing engagement including: 

• Identifying roles and responsibilities, and 

• Accounting for care related activities and effort. 

Roles and responsibilities include considerations like how consumers are involved in decision making, the role 

of communities, and who is ultimately responsible for managing the energy system.  

For example, Scenario 1 illustrates a world where consumers and communities take on most responsibility for 

managing their local energy system. This can be contrasted to scenario 2 where communities still have a large 
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role in the energy system, but responsibility for it rests with the energy industry. Both scenarios have a 

significant role for communities, but responsibilities and activities undertaken are different. Scenario 1 vests 

responsibility in communities, scenario 2 in the energy industry. This can be seen in the consumer 

responsibility dimension.  

Scenarios 4 and 5 also offer a contrast in responsibilities. Scenario 5 shows a world where consumers are 

wholly responsible for their own decision making. Contrast to scenario 4 where the energy industry is more 

responsible for ensuring that consumers are supported and make better energy decisions. These two 

scenarios illustrate different views on the balance between industry and consumer responsibilities for 

decisions that influence consumer’s own energy lives. This can be seen in the activity level spectrum. 

In making decisions about engagement levels and associated responsibility and activity levels, we see the lens 

of care as useful. Care, as explained above is something that is noted as important but is often a neglected 

consideration in the energy system. Here we are referring to “care work”. Care work has been defined by 

Fisher and Tronto in three dimensions: 

• Caring about refers to an attentiveness to the continuity, maintenance, and repair required by our world, 

• Taking care of refers to taking the responsibility for and accountability of caring for something, and 

• Care giving and receiving refers to the giving and receiving of care between actors [28]. 

Scenarios 2, 3, and 4 offer opposing views on how the care dimensions described above are realised. Scenario 

2 presents a world where communities take most care roles, caring for energy solutions adopted in their local 

area, while also giving care to community members. Scenario 3 is a world where the energy industry takes 

care of consumers’ comfort and offers easy ways for consumers to improve their lives. Scenario 4 is a world 

where the energy industry takes care of consumers through provision of consultants, but consumers must 

care about their energy use in real time. This can be seen in the activity level and consumer responsibility 

dimensions. 

These five narrations are clearly not a comprehensive analysis of all nuances and options regarding a 

particular dimension. Indeed, focus group participants generously shared multiple other scenarios and 

vignettes they thought would increase the inclusiveness of the narratives in the refine stage of the project 

(discussed in the next chapter). Despite the potential to describe further dimensions, the ones related here 

are a means to open up exploration of what is possible and what is desirable.  

An important note is that these dimensions must be considered in the context of the scenario itself. Two 

scenarios can be in similar locations on the dimensions presented here but have different ways the location on 

the dimension becomes apparent. For example, scenarios 3, 4, and 5 have similar levels of consumer influence 

but describe very different views that this influence manifests.  

 

 



Values and scenarios: Customer focussed distribution network management project | 44   

5 Findings: Refining scenarios 

 

This chapter relates findings from the further refinement of scenarios with energy consumers. It first relates 

input focus group participants provided about the scenarios and their expression as vignettes during the 

second round of focus groups with consumers (section 5.1). The feedback provided in these focus groups 

underpinned the design of the new, consumer-guided scenario (expressed as two vignettes). This chapter 

therefore then presents a consumer guided scenario (as vignettes with comics) produced using consumer 

feedback about the earlier vignettes (section 5.2). Finally (section 5.3), the new consumer guided scenario 

(expressed as vignettes) are compared to the initial five using the four critical dimensions of consumer 

engagement to describe how the new participant guided vignettes are positioned on the consumer 

engagement dimensions. 

5.1 Energy consumer feedback on scenarios 

Much feedback was provided in the second round of focus groups via reactions to and discussions of 

scenarios. Our scenarios, communicated as vignettes in the focus groups (as was described in chapter 4), 

focussed on factors of decision making and change, in line with the research questions. As described in 

chapter 4, scenarios ranged from models where communities took over most energy system planning and 

management functions to those where consumers were largely uninvolved in decision making. They also 

related how consumers make (or could make) decisions, and how they are supported, or not, when making 

them. Focus group participants had wide ranging discussions that both directly critiqued and discussed the 

vignettes presented and explored related, broader topics. Even with such a diverse range of responses, there 

were some consistent themes that emerged across the focus groups as they responded to the vignettes.  

Two main themes arose as consistent through responses. These related to decision-making approaches and 

relationships in the energy system. In relation to these themes, participants reported: 

• Wanting support for consumers and communities to navigate energy decision making, and 

• Wanting energy system design and decision making to be responsive to consumer’s needs, broader issues, and 

community feedback  

Because of the importance and dominance of these themes, they were used to guide the development of the 

of customer guided vignettes below in section 5.2. The following two sections describe the perspectives of 

focus group participants on these two key themes to provide important background to the new vignettes. 

 
Key Takeaways 

The refine phase was the second time that we had focus groups with consumers. In these focus groups we 

refined vignettes defined in the previous phase. This step aimed to refine the “requirements” level of the 

value hierarchy. We found two key requirements: 

• Participants felt that they were being insufficiently supported in energy system decision making today. They 

proposed various physical, software, or community means of providing them an “honest broker” who could 

dispense impartial trusted advice that was reflective of their values. 

• Participants value the role of experts in energy system decision making. They just wish that they were 

consulted more, and experts were more responsive to their needs.  
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5.1.1 Supporting consumers through energy system change 

In our second round of energy consumer focus groups there was much discussion about the challenges of 

making household energy decisions, and community energy decisions in the context of a changing and often 

impenetrable energy system. This was a consistent response across the focus groups. This response is in the 

context of the current energy system defining and reinforcing specific ways that consumers can be supported. 

The energy system expectations of consumers are set against a broader backdrop of extensive and ongoing 

energy system change and assumptions about consumers wanting, and being capable of exerting, increasing 

choice in their household energy management. For example, the AEMC’s “Power of choice” review was 

“designed to increase the responsiveness of the demand side to evolving market, technological developments 

and changing consumer interests over the next 15 to 20 years” by “Provid[ing] consumers with information, 

price incentives and technology” [29]. In our previous work (for example [3]) we observed that these changes 

have made energy decisions harder for consumers. This finding was reinforced in focus group discussions in 

the current project: 

“I’m sitting there with my little table trying to work out the kilowatts and all that kind of stuff and it was 

so hard to pull apart what was these differences in these calculations and things like that. I’m not good at 

that [so] I just minimise usage ‘cause that’s the simplest way to control the fluctuations of energy prices, 

I feel, the way things are going at the moment”  

–Access barriers group participant (round 1) 

Considering personal values in the decision-making process makes it even more challenging for consumers. 

“It’s ActewAGL, Origin and then one other one, I think, are the only ones that provide electricity and gas 

in the ACT so that’s also hard to decipher from their marketing whether they’re actually committed to 

sustainable sources of energy” 

– Access barriers group participant (round 1) 

And when decisions are made about system set up in houses, only some members of the household may be 

competent in managing them. 

“My wife worries if I fall off my perch she won’t be able to cope with the system. I don’t think it’s that 

complicated but then...”  

– Early adopters group participant (round 1) 

The above factors combine to make energy decision making hard. There is a vast array of offers, products, and 

organisations that purport to help consumers with their electricity, but they are very difficult to understand 

and compare. This is in line with our previous work (for example [3]).  

Participants were attracted to scenarios where consumers were supported in energy decision making, such as 

scenarios 2, 3, and 4. The “Energy Wizard” app in vignette 3 was attractive, in particular to technology adopter 

and community participants.  

“But this bit over here about the energy wizard behind that where I’m turning down my demand… I mean 

something’s happening somewhere in the system that then sends a signal to my hot water to turn down. 

Man, that’s pretty impressive.”  

–Community group participant (round 2) 

But an attraction of the “Energy Wizard” app over the similar use of apps in scenario 5 was that it was seen to 

be impartial (that is, freer of commercial drivers). Many participants also mentioned consultants- or brokers- 

who could help them too, as described in the exchange below: 
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“It might be easier to make a choice if you’re confused by everything if there’s a consultant” 

“That consultant doesn’t have to be the community or the industry, it can be somebody in between” 

“Even desirable to be so.” 

“You want an honest broker” 

– Early adopter group participants (round 2) 

Brokers needed to be skilled in the art of understanding people and their values, rather than simply advising 

on cost: 

“The thing that excited me about some of these is just imagine if someone could come to your house and 

really help you to figure out what the next thing that you might do would be and they listened to what 

your values were. Okay so I really, really want to reduce pollution or I really want to have a lovely healthy 

house for my kids or I really value light or I don’t know, whatever those values are and I want to be able 

to turn down my energy bill now if the network needs, I don’t know but I like that bit. Whatever it is but 

that person comes to your house and talks to you and they’ve got resources and they can help you and 

should I put in the insulation here or should I automate my whatever?” 

–Community group participant (round 2) 

The quote above describes a need for support. The idea of having someone visit your house is one method of 

support. However, providing support wouldn’t necessarily mean that the energy system must appoint 

consultants for everyone, or to visit directly in homes. There are numerous support structures available today 

that could be leveraged, and new efficient support structures that could be developed. The Energy Wizard app 

in an example of a possible support device. But also, community members can (and do) provide support to 

people today, and could provide more with some additional assistance: 

“I’m the community energy expert in vignette 2 so that’s a role that we see at [community group] which 

we’re kind of edging into that kind of territory. So that’s people talking to people about gosh, I don’t know, 

should I upgrade my hot water service or put insulation under the floor? I just don’t know what to do. How 

do I even work that out? People are confused. It’s difficult and that’s some of the complexity for the 

individuals.” 

– Community group participant (round 2) 

This is a good system [to] bring like that, like train the trainer. They can do with you together. Produce 

more knowledge and dedication. Then they friendly and come together and sharing [knowledge].  

– Access barriers group participant (round 2) 

Clearly participants described a desire for more help during current and near future energy transitions. 

Support and help can be provided in several ways (with Scenarios 2, 3, and 4 providing good examples). This 

finding is a point raised in other research as well, and so has confirmation elsewhere. In section 6.1 we 

describe how this could be related to the energy system’s current structure.  

5.1.2 Making better decisions in the energy system, that consider the consumer 

The inverse of consumer decision making is how the energy system makes decisions. Participants reported 

they wanted energy system design and decision making to be responsive to consumer’s needs, broader issues, 

and community feedback. In most cases participants did not speak of any specific organisation, apart from 

splitting “industry” from “government”. Therefore, when we refer to “energy industry decision making” or 

“energy industry designer” we are not referring to any specific extant or new energy system organisation.  
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Overall participants wanted to be involved in energy industry decision making: 

“What we're doing today is now is exactly we are hoping. Two words on working together: Co-design, co 

planning” 

– Access barriers group participant (round 2) 

“Cause I really like the idea of the community being asked instead of the solutions being imposed on us 

like right now we’re being whispered that our solar energy may be clipped, stopped going into the grid at 

certain times. Well what’s the problem? Why is there a problem? I mean I’ve got some ideas why there’s 

a problem but no-one’s actually consulted us or said what do you think or how would we make that work? 

I reckon that’s a great idea because then people would have a better idea of what the problem is and 

maybe they can come up with some solutions” 

– Community group participant (round 2) 

The scenarios we presented to participants presented several views on how consumers could be included in 

energy system decision making. This is discussed in chapter 4. People appeared to react to the vignettes 

presented based on their experiences. For example, for the community group participants, who were already 

working with their community, reactions to Vignette 1 included: 

“The new democracy sounds like a kind of hell to me, it’s far too much responsibility on the community 

and it would just mean that some people would get into it and then carry a whole lot of responsibility and 

get really tired and exhausted, I just think.” 

“When it didn’t work they’d get blamed.” 

“Yeah and then they’d get blamed. That looks like a disaster waiting to happen.”   

– Community group participants (round 2) 

This vignette was particularly relevant to the community group, as they were members of a community group 

considering energy system decisions today and were making significant efforts to bring about change on 

behalf of their community. Focus group participants were in general wary of democratic processes because 

they could lead to slow decision making, but some participants felt these democratic processes were very 

important and were worth the effort: 

“So I feel like there would have to be quite a lot of groundwork in setting up expectations and community 

roles like I saw in one of them Jane’s the local energy expert or something like that. So setting up those 

roles, setting up those responsibilities, getting people out of that individualistic mindset. But I would 

imagine this would have positive flow-on repercussions throughout other aspects of community living, I 

would imagine ‘cause people get out of their blinkered mindset of their own life and look and think about 

their neighbour or the person across the street.” 

– Access barriers group participant (round 2) 

Overall, participants felt that expert design was important and was needed no matter what approach was 

used. However, they were sceptical that existing design processes were responsive enough to their needs as 

consumer and also important macro trends (such as climate change): 

“But also 2 and 3 which I also prefer have a lot of input from industry and less from individuals and 

community and I guess I don’t disagree with industry having the responsibility but I guess what I don’t see 

happening here is industry changing. I don’t see a transition in this”  

– Community group participant (round 2) 
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So, even though participants didn’t desire to lead energy system design they did want designers to more 

actively tackle the large problems they felt were important. Similarly, as consumers, they wanted more input 

into design than they had today: 

“By the way, I have been thinking we are seeing a solution come straight from the industry without the 

co-design with the consumer and the community. Plus, the government. And will we as consumers and 

communities we are living in got the choice over the response?” 

– Access barriers group participant (round 2) 

Participants felt existing consultations that have occurred had unaddressed decision-making related power 

imbalances. Imbalance and skew participants thought was apparent in how industry experts can (and could 

be) frame(ing) consultation approaches to get a desired outcome: 

“Yeah, you need extra because if they talk to me [and] I'm not an expert in that field, they can say anything 

that sounds nice. And if they send someone friendly and nice and that people forget about everything.” 

– Access barriers participant (round 2) 

Communities were a mechanism seen as offering pathways to participation on more equal terms. But only if 

the appropriate expertise exists in the community: 

“You need a lawyer. You need an architect. You need an energy expert. You need a gas expert. You need 

those people. So how do you build in one community that stuff? So we need… some money from 

government of course, to support this activity.” 

– Access barriers participant (round 2) 

Clearly participants felt strongly about what was “good” energy system design. A good design process involved 

them at key points and was undertaken by experts who were cognizant of and responsive to their needs. 

Because these two aspects are so important in our focus group contributions, we discuss their implications 

further in chapter 6.2. In the following pages, we now present a new scenario based on the above consumer 

feedback. 

5.2 New, participant-guided scenario 

The previous section reported the wide-ranging consumer perspectives on the themes of supporting energy 

consumers and undertaking responsive energy system design. Guided by these discussions in the second 

round of focus groups, we have built two new vignettes. which we present in this section. The first, in line with 

the original framing for scenarios, describes a householder - Jane’s - experience as a network overload is 

resolved. This vignette with a comic is shown in Figure 19. The second, adding a perspective focus groups 

attendees felt was important, describes the experiences of Sara and is shown in Figure 20. Sara is an energy 

system analyst who works for a regulatory body (in this instance). We do not specify which existing body (or 

bodies) Sara’s role maps to. Sara is responding to the uptake of electric vehicles, with its potential to cause 

grid impacts. We have included Sara’s story because focus group participants felt it was important for us to 

discuss the industry perspective alongside the consumer perspective.  
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Figure 19 Comic for participant designed vignette – consumer perspective 

 

Figure 20 Comic for participant designed vignette - industry perspective 
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In keeping with our exploration of using vignettes to engage diverse audiences in meaningful discussion about 

our future energy system (within our consumer focus groups), we have developed and included the above 

refined vignettes to make our findings more broadly accessible. In Appendix B we discuss in detail our process 

findings regarding the use of energy system vignettes as discussion and communication tools. In the following 

section, we continue our analysis of the refined scenario by mapping its narrative onto the consumer 

engagement dimensions highlighted in Section 4.3. 

5.3 Critical dimensions in participant-guided scenarios 

The new scenario above in 5.2 relates participant preferred aspects of the previous scenarios and 

demonstrates key dimensions of consumer engagement discussed in section 4.3: consumer involvement, 

consumer activity, consumer responsibility and consumer influence. In Figure 21- Figure 24 below, we 

compare the participant designed scenario to the initial five scenarios on each of these dimensions. 

Underpinning this scenario’s unique combination of positions on the four scales, are two main requirements, 

which we have framed here as roles. These are:  

• An assistance role that supports consumers as they responding to change, connects communities, and equips 

people with skills, and 

• A designer role that is responsive to consumer’s needs, broader issues, and community feedback. 

These roles are informed by the extensive participant discussions detailed in sections 5.1.1 and 5.1.2 above. 

The implications of these suggested roles in terms of the current energy industry are discussed further in 

chapter 6. 

In what follows the participant guided scenario (related in Figure 19 and Figure 20) is compared and 

contrasted to the initial five vignettes on the four key dimensions of consumer engagement outlined in 

Section 4.3. 

5.3.1 Consumer involvement  

In the new scenario, consumers are expected to have moderate levels of involvement in energy system 

planning and decision-making processes as indicated below in Figure 21. It indicates a comprehensive 

consultation program that is built on strong relationships with diverse consumers and community 

organisations and obtains feedback on both day-to-day energy concerns as well as broader community values 

and changing needs. This set up for consultation is more extensive than the values focused consultations 

envisaged in Scenario 3 but less involved than the collective decision-making and community grid 

management processes detailed in Scenarios 1 and 2. 

 

Figure 21 Participant designed scenario on the consumer involvement scale  
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5.3.2 Consumer activity  

The participant guided scenario aims for a relatively low level of activity required of consumers in terms of 

both their household energy management and their contributions to energy system planning and decision 

making, as seen in Figure 22. Like scenario 4, consumers can choose to access personalised support to make 

values-based decisions about their household’s energy use, energy services and technologies. This scenario 

also includes a range of optional consultation activities which imposes some activity demands on consumers. 

 

Figure 22 Participant designed scenario on the consumer activity scale  

5.3.3 Consumer responsibility  

As depicted in Figure 23 consumers hold little responsibility for the local energy system in the participant 

guided scenario. Similar to Scenario 3, consumers are not at all responsible for the energy system in legal or 

practical terms, however may be supported to enact their sense of ethical responsibility towards the energy 

system (as proxy for the environment and/or society) by reducing energy consumption. 

 

Figure 23 Participant designed vignette on the consumer responsibility scale 

5.3.4 Consumer influence in our participant designed vignette 

Our participant guided scenario describes consumers as having moderate levels of influence over energy 

system decision making (see Figure 24).   The mechanisms which enable this consumer influence are quite 

distinct from the ‘purchase power’ style influence of scenarios 3 and 5 and the ‘community organising’ type 

influence of scenarios 1 and 2.  Instead, consumer influence is based on strong connections between 

consumers and people fulfilling two new industry (or industry adjacent) roles: one based on supporting 

consumers and the second based on consumer centred design. We describe the implications and 

opportunities these roles might signify for our current energy system in the chapter below. 
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Figure 24  Participant designed vignette on the consumer influence scale 

6 Implications of our findings for energy 

system design 

 

Our findings in chapter 5 show that there are two key roles that focus group participants felt would be helpful: 

a “honest broker” and an increased role in decision making processes (see 5.2). This chapter relates the 

chapter 5 findings, and key findings from chapters 3 and 4, back to the energy system of today. It aims to 

make these findings more specific and actionable by making clearer the link to how these findings could be 

implemented. The analysis in this chapter is not the only way that these findings could be actioned but form a 

starting point for further discussion. In this chapter we develop two key findings: 

• That the lack of “honest brokering” could be causing inefficient network investment, and  

• That consumers should be included in energy system design processes. 

We discuss these findings in turn below. Our recommendations from these discussions are: 

• A more detailed analysis of funding models for care brokerage is undertaken, and 

• Industry design processes are reformed to involve consumers earlier. 

 
Key Takeaways 

This section translates our findings into terms that more closely relate to the energy system decision 

making process we observed. We make two recommendations from it: 

• There is a “care gap” in the industry now that is potentially causing inefficient network expenditure. We 

recommend that the industry build a methodology for valuing and integrating supported decision making for 

consumers in energy system planning and reform. 

• Participants value the role of experts in energy system decision making. They just wish that they were 

consulted more, and experts were more responsive to their needs. We recommend that design processes be 

reformed to include consumers early using tools such as Value Sensitive Design.  
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6.1 There is a need to help consumers navigate the energy 

transition 

In every focus group we ran as part of this project, participants explained that currently they feel unsupported 

in their energy decision making and expressed interest in having access to “honest brokers” they could trust to 

support them. This project is not the first time we have been told this. Our previous work has also shown this 

[10], [30]. Participants described several ways that this support could be provided (these are discussed in 

chapter 5). In this section we discuss these findings and the principles, pricing and economics that might 

demonstrate the strategic and economic cases for providing this support capacity. We have presented these 

findings in relation to financial factors to contextualise them in terms that relate more closely to how we 

observed energy system decision making occurring. The “honest broker” is arguably a role that could be 

described as undertaking necessary “care work” [31]. Care work here is the work that people must expend to 

understand, respond to, and maintain technology and practices that the energy transition has created, but in a 

way that is ethically/morally sound. Concepts that map back to a value of care were raised in submissions to 

the AEMC’s rule change we studied, as related in section 3.1. above. For example, Enova stated that “The 

messages re timing, flexibility, consultation, minimal impacts, ability to earn, and variable outcomes according 

to distributor, class of customer, and jurisdiction etc are already too complex to be explained clearly to the 

general public” [32]. It was unclear how these “care work” concerns were brought through to the final AEMC 

determination. We see the honest broker as a way to engage in care work during energy transitions. 

Pricing is a favoured mechanism in the energy industry for encouraging change and came through in the rule 

change studied as a way AEMC could exchange value, and perhaps even provide a form of care. Focus group 

participants were not only driven by price. In fact, they specifically suggested that any support that was 

provided to them should reflect their values and not only focus on price. Therefore, our focus on price and 

finances here is not meant to suggest financial concerns should be the only solution. But it is clear that if care 

work is to be provided, it must have its basis in economics. This chapter uses existing price signals as an initial 

indicator that there is an economic cost to the lack of care work, but is not intended to imply that price signals 

are the only signals to which consumers could respond. 

Price is a factor in the rule studied and stepping through this a little provides useful background. The rule 

change we studied is a step in a long reform journey the energy system is undertaking. The “power of choice” 

reforms were an earlier, and pivotal, step that significantly modified how the network is priced to make it 

more cost reflective [29]. These reforms have meant a move from volumetric pricing to more dynamic models 

(such as demand and time of use energy pricing). The rule change we studied extends these reforms to export 

pricing. The justification for these reforms was that consumers would respond to these price signals, shifting 

consumption and generation out of peaks and thus making the network overall more efficient. Obviously, 

achieving outcomes from these reflective pricing shifts depends on consumers responding. This requires them 

to seek out commercial offers, alter their consumption practices, and install technology. Whether this is 

occurring is arguable [20], [21]. These pricing shifts have created a complicated environment. Participants in 

our focus groups discussed the complexity of these price related decisions at length and a significant group of 

participants felt they were simply not able to make decisions related to pricing.  

An “honest broker” can assist with these complicated reflective price decisions but would require specific 

funding to be effective. Focus group participants felt it very important that this role was filled by an 

organization that was free from commercial drivers. They generally did not trust energy retailers, and to a 

lesser extent networks, to be impartial actors in broker style initiatives. This means that there needs to be a 

specific way to fund this role. Our suggestion is that if consumers have trouble altering practices, finding 

appropriate commercial offers, and selecting and maintaining technology, then they will consume in a way 

that creates inefficient network investment. 
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Appendix C details a simplified series of calculations that explore the potential financial benefits of having 

“honest brokering”. Although at this stage we have not explored costs, merely identified that there are 

potential benefits. The calculations describe the potential impact of consumers taking one year longer to 

change practices to enhance network efficiency. Some basic quantification indicates the provision of support 

could create $2-10m of benefits in the ACT alone. These simplified calculations provide an indication of the 

potential cost of not having brokers involved and leads to the first key recommendation: 

 

Implement 
mechanisms to care 
for consumers 

Consumers felt unsupported in energy system reform. We feel this 
leads to significant inefficiency and that expenditure on brokers 
can be justified to mitigate these inefficiencies. Participants gave 
us many ideas of what an honest broker could look like and they 
could range from software processes to people supporting 
complex decisions as communicated in our report.  
As a first step, we recommend that the industry build a method 
to value and integrate this support in energy system planning and 
reform. In the short term this could take the form of a project or 
trial, that aims to build a methodology and economic case. 

6.2 Energy system design for consumer inclusion in decision 

making  

One of this project’s main aims was to determine how consumers could be included in energy system design 

processes. In 5.1.2 we described focus group participants’ perspectives on what good design would look like. 

In this section we relate these findings to the AEMC rule change process we analysed in 3.1. Our findings are 

also generally applicable to other types of energy system decisions. We have used the rule change process as 

an example because our analysis of it enables us to be more specific in our findings.  

An overview of the AEMC process, and the preceding and subsequent steps is shown in Figure 25. 

 

Figure 25 Rule change process and ANU analysis 

The AEMC consultation that we analysed was only a small part of the overall process but it was important in 

that it was the first time that (some) energy consumers were able to see, analyse, and respond to the rule 

change. However only particularly engaged consumers were likely to realise that the consultation was 

happening. Prior to this, there were several years of initial discussion in which the concept and its proposed 

solutions were ideated and developed. From our analysis of the rule change and industry focus group it 

became apparent to us that the bulk of the design was done during the initial discussion and a restricted 

consultation process by DEIP. This happened before the (limited) AEMC consultation process occurred.  

In our consumer focus groups participants validated the role of “expert designers” to do the bulk of design 

work, but desired to be involved earlier in design and that designers were more responsive to their needs. This 
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means that to align with their expectations, consumers should be given a voice in early discussions like the 

DEIP consultation process.  

The Responsible Research and Innovation (RRI) framework provides a tool that can help describe what good 

consultation and solution design looks like. We have a more detailed discussion on RRI in Appendix A, but key 

in this discussion is what RRI advises about how innovation should occur for it to be responsible. Stilgoe et. al. 

described RRI through four dimensions [33]:  

• Anticipation which asks us to anticipate the outcomes of innovation. It encourages us to ask “what if” questions 

and consider contingency, what is known, what is likely, what is plausible, and what is possible. 

• Reflexivity which encourages us to “hold a mirror” up to ourselves. It asks us to analyse our own commitments, 

assumptions, and activities. It asks us to understand our own roles, assumptions, and activities and the limits of 

our own knowledge. 

• Inclusion which tells us that we need to include space for participation in innovation process. It especially asks us 

to understand how power is distributed and shared within processes such as undertaken by this project.  

• Responsiveness requires us to we need to change direction when things indicate our direction is wrong. 

Fundamentally this underpins the other dimensions: what is the point of anticipation, reflexivity, or inclusion if 

you don’t act on what they tell you. 

These tenets provide a useful way of framing our findings on process. However, in our analysis we found that 

the AEMC appeared to engage more deeply with industry submissions. This may be related to industry 

submissions often more directly answering the questions posed in the AEMC’s consultation. Whether or not 

this is the case, having industry submissions more attended to is a barrier to the AEMC effectively engaging with 

the concepts shared in non-industry submissions. For example, several submitters spoke of care ethics 

(indirectly) but this did not seem to be discussed in detail by the AEMC. In the context of RRI, this could be 

considered as a lack of reflexivity and responsiveness. Although not a direct answer to the AEMC’s questions, 

care ethics was a new frame that could have added dimensions to the rule change analysis, and (as described 

in 3.1) neglecting care ethics could be a challenge to achieving an efficient outcome. Reflexivity could have led 

the AEMC to understand that there were alternate frames in which to understand the change, and 

responsiveness would have helped the AEMC evolve their process.  

We acknowledged earlier, and note here again, that the process that was adopted by AEMC was done with 

good reason. For example, an industry focus group participant stated: 

“Through the DEIP process, we were actually able to consider a lot of the things that couldn’t be in the 

draft determination or final determinations in the way that I think everyone wanted.” 

- Industry focus group participant 

It is critical to create a safe space for the industry to discuss large scale changes like this. But this process could 

coexist with processes that ensure consumers are considered and included. For example, the bulk of the 

discussion in our first-round focus groups did not specifically talk about energy system issues or proposed 

solutions (see our focus group materials in Appendix D). The values and insight it revealed however helped 

create designs that were more reflective of consumer needs. This reduces the risk of damaging discourse 

becoming public too early. This means that a process such as this could be used early before specific solutions 

are designed. 

Being deliberate and specific about consultation steps, as social researchers have had to learn to do over time, 

may assist to ensure high quality consultation in the energy sector. As a final finding of this research we 

describe the energy system design processes we tested and developed into frames as shown in Figure 26.  
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Figure 26 Energy system design process 

These steps can be mapped back to the RRI framework described earlier: 

• Discover helps build inclusion and helps designers be more reflexive 

• Develop is where designers anticipate outcomes of reforms to increase the fidelity of planning 

• Listen helps designers include more voices in their design, and enables designers to consider conceptual designs 

reflexively 

• Refine is where designers respond to the findings from listening to consumers 

When considering how to translate our findings here into practical possibilities, it is useful to consider these 

steps in the context of the rulemaking process of today. Our observations in chapter 3.1 were that many key 

design decisions were made in the initial “safe space” forum of the initial discussions and DEIP process. That 

three simultaneous rule change requests were made to the AEMC with broadly similar objectives indicates 

how useful and important these initial discussions and the DEIP process were. We therefore propose that a 

consumer engagement process is undertaken and fits within these early activities as is show in Figure 27. The 

DEIP process in this instance was an event that formalised initial discussions and could have included 

consumers (as we have proposed here). 

 

Figure 27 Revised rule change process 

Our suggestions in Figure 27 does not mean that early design processes need to be significantly longer. The 

project we describe in this report took 11 months, including the steps required to define the process. This 

appears to be similar timespan to the DEIP process. These similar timings create opportunities for these 

processes to run in parallel.  

The changes we propose are relatively small: 
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• Engage with consumers early in the design process. This early consultation aims to understand what is important 

to consumers relevant to the topic being considered. For example, the rule change we studied could have asked 

what the role of energy export from consumer’s perspectives was. 

• Relevant system and process designers could be trained on responsible design practices. 

• The AEMC’s efficiency remit is still valuable but could potentially be augmented with additional objectives as 

emerge through consumer consultation. 

• Alteration of existing consultation processes so that they are more accessible for consumers, and so consumer 

input is more obviously registered. It would be beneficial for regulators to create separate, parallel consultations 

for consumers. These processes should specifically consider (social related) power imbalances between industry 

and consumers.  

This project was spurred by considerations around distribution network capacity management. As an example, 

we can map the values that were raised by consumers back to capacity management. These can act as 

principles that can help energy system designers create models that align with values: 

• Environmental values: Consumers value environmental action  

• Support for others in need: Participants had a strong desire to support those less fortunate 

• Measured efficiency: People support frugal solutions that make the most of what we have 

• Community: Where communities exist and there is desire, they should be given a voice in defining and 

implementing the solution 

• Agency: Agency is important but needs to be considered within the context of decision making. Particularly 

thought should be given to how consumers can navigate the web of service providers and stakeholders who 

might be critical to the successful implementation of the solution 

These suggestions lead to a second recommendation: 

 

Develop mechanisms 
to include consumers 
earlier in decision 
making 

We found consumers supported the role of experts in energy 
system design, but wished reforms were more responsive to their 
context and needs. We propose that a more responsible energy 
system design process would include consumers (using tools like 
values) early in conceptual design and again as solutions were 
being selected and refined.  
Therefore we propose design processes be reformed to include 
consumers early, using tools such as Value Sensitive Design 
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7 Conclusion 
This exploratory project aimed to understand how the industry could incorporate the point of view of 

customers as industry actors designed, solved for, and managed future energy needs. Our explorations in this 

project were guided by two questions: 

“What are fair, just, and equitable decision making models around network capacity and 

allocation from the customer perspective?”, and 

“How does the future energy system build a model that manages network capacity in a way 

that aligns with customer values?” 

These questions were broad and allowed us to discover pathways to identify customer expectations and 

values related to energy use, capacity and responding to capacity challenges, and what decision-making 

frameworks are appropriate for networks to apply as they manage the network. We responded to our 

exploratory research questions in multiple ways. In particular we: 

• Identified processes that considered bringing lesser-heard or unheard voices forward in an effort to be more 

just, fair and equitable.  

• Used values as a critical signal of what needed to be included in energy system designs and solutions. 

• Explored ways to engage with industry, researchers and consumers to identify consumer centric style processes. 

We responded to our overall aim by describing and recommending actions and processes for a future energy 

system to assist them to manage network capacity in a way that aligns with customer values. 

Through these actions we have provided further insight into how the industry can incorporate the point of 

view of customers as industry actors design and solved for managed future energy needs. 

We step through the key conclusions below.  

Bringing consumer voices forward with an underlying intent to support responsible and inclusive solutions for 

the energy industry, we used Value Sensitive Design as a guiding tool, within a consumer-centric design 

process. We have described the related consumer engagement methods we used in this report so they can be 

used by others. First, we investigated values and decision contexts – both of consumers and of the energy 

industry. Then we designed five conceptual scenarios that described different ways these values could be 

brought to the fore. We took these designs back to consumers and they helped us generate two key 

requirements for a customer-centric future. These requirements relate to: 

• What are appropriate consumer engagement models during energy system decision making processes, and 

• How consumers would like the energy system to respond to their needs. 

The response to these two points are further related below. 

Decision making processes 

Consumers desire a voice in decision making, but still envisage experts as leading this process. They wish these 

experts were more responsive to their values and asked them earlier in decision making processes.  

Our industry values stream helped us build a picture of how decisions are made. Our focus was on a large rule 

change, which redefined the role of distribution networks to encompass export services. This was a major 

change as it also introduced the possibility that export services would attract a network charge. Industry 

experts anticipated the divisiveness of this change and “front loaded” in-depth discussions with a cohort of 

major industry and government organisations before the official rule-change process started. These enabled 
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the industry to present a more considered case for the rule chance. But also had the impact of excluding 

consumers from this process, where many critical decisions appear to have been made.  

We understand that it can be challenging discussing early ideas with consumers because there is a risk that 

early ideas influence public narratives. Value sensitive design offers the opportunity for early engagement to 

focus on values instead of proposed solutions. This means that discussions can occur without needing to have 

designed a solution.  

This attention to the whole solution process is a shift from our initial research question focus on capacity 

management. We engaged with a broader lens because when we talked to consumers, they suggested that 

they would prefer to influence decision making at a values-based level, and more broadly.  

Our proposed decision-making model is shown in Figure 28 

 

Figure 28 Proposed decision-making model 

Relating the values that were raised by consumers back to capacity management we can derive principles that 

can help energy system designers create models that align with values: 

• Environmental values: Consumers value environmental action  

• Support for others in need: Participants had a strong desire to support those less fortunate   

• Measured efficiency: People support frugal solutions that make the most of what we have 

• Community: Where communities exist and there is desire, they should be given a voice in defining and 

implementing the solution 

• Agency: Agency is important but needs to be considered within the context of decision making. Particularly 

thought should be given to how consumers can navigate the web of service providers and stakeholders who 

might be critical to the successful implementation of the solution 

Responding to consumer needs 

Participants in our focus groups spoke at length about the complexity of their decision making in the energy 

system of today. They felt that there was not enough impartial, value responsive support available to them. 

They liked that people were supported in scenarios 2, 3, and 4.  

This lack of support could be framed as an inefficiency in the current energy system. Some basic quantification 

indicates the provision of support could create $2-10m of benefits in the ACT alone. Although this calculation 

was simplified, it indicates that further investigation may be warranted. Either way it is an indication that 

current support mechanisms are ineffective.  

Dimensions as a way to engage with decision making models 

We defined four dimensions (described in 4.3) that offer a way to explore how decisions are made. These 

dimensions describe consumer involvement, activity level, responsibility, and influence. The findings above 

come from a scenario with high consumer involvement, lower consumer activity levels, lower consumer 

responsibility, and higher consumer influence. These factors can be seen in the recommendations in chapter 

5. Consumers described their need for more help navigating the energy system, leading to a lower position on 

the activity levels and responsibility dimensions. But consumers desired the energy system made decisions 

that better reflected their values and included their voice more. This led to a higher position on the 
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involvement and influence scales. These factors align with understanding of the types of consumer 

engagement and involvement needed from other projects.   

Where consumers sit on these dimensions is context dependent. With a different context, the position may be 

different. Dimensions offer an opportunity to explore factors more explicitly and build a better understanding 

of the appropriate ways of including consumers in different types of decision making. 

What’s next? 

Our project has shown that value sensitive design has merit. We have also described how consumers would 

like to be supported and involved in energy system decision making. Based on our experiences in this project 

our recommendations for next steps are shown in Table 9. 

Table 9 Recommendations 

Recommendation Specific actions 

 

Develop mechanisms 
to include consumers 
earlier in decision 
making 

We found consumers supported the role of experts in energy 
system design, but wished reforms were more responsive to their 
context and needs. We propose that a more responsible energy 
system design process would include consumers (using tools like 
values) early in conceptual design and again as solutions were 
being selected and refined.  
Therefore we propose design processes be reformed to include 
consumers early, using tools such as Value Sensitive Design 

 

Implement 
mechanisms to care 
for consumers 

Consumers felt unsupported in energy system reform. We feel this 
leads to significant inefficiency and that expenditure on brokers 
can be justified to mitigate these inefficiencies. Participants gave 
us many ideas of what an honest broker could look like and they 
could range from software processes to people supporting 
complex decisions as communicated in our report.  
As a first step, we recommend that the industry build a method 
to value and integrate this support in energy system planning and 
reform. In the short term this could take the form of a project or 
trial, that aims to build a methodology and economic case. 

 

Dimensions as 
communication and 
design tools 

The dimensions we have described in this report are useful tools 
for understanding and defining how consumers are involved in 
energy decision making. Designers should consider their use to 
illustrate and define solutions.  
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Appendix A Background literature 
This appendix describes the frameworks that were applied in this project to integrate values and to guide 

research method choices.  

The energy system is built on values, encoded into the National energy Objectives (NEO) of the AEMC and 

otherwise constructed in energy system discourse. Our conjecture is that these values have lost touch with 

those held by customers. This is particularly important given the changes that are proposed in the energy 

system in the coming years. 

Values are relatively well researched with projects and explorations having occurred on values across an array 

of fields. There is therefore broad guidance available that can assist us to examine values in this instance. The 

approach used in this project is inspired by the framework presented by Jenkins et. al. in their paper 

“Synthesizing value sensitive design, responsible research and innovation, and energy justice A conceptual 

review” [8]. This paper describes and interrelates three approaches to understanding and managing social and 

ethical issues in energy: Responsible Research and Innovation (RRI), Value Sensitive Design (VSD), and Energy 

Justice (EJ). 

Responsible Research and Innovation (RRI) tells us that it is important to take care of the future through 

collective stewardship in the present. Stilgoe et. al. described RRI through four dimensions [33]:  

• Anticipation which asks us to anticipate the outcomes of innovation. It encourages us to ask “what if” questions 

and consider contingency, what is known, what is likely, what is plausible, and what is possible. 

• Reflexivity which encourages us to “hold a mirror” up to ourselves. It asks us to analyse our own commitments, 

assumptions, and activities. It asks us to understand our own roles, assumptions, and activities and the limits of 

our own knowledge. 

• Inclusion which tells us that we need to include space for participation in innovation process. It especially asks us 

to understand how power is distributed and shared within processes such as undertaken by this project.  

• Responsiveness requires us to we need to change direction when things indicate our direction is wrong. 

Fundamentally this underpins the other dimensions: what is the point of anticipation, reflexivity, or inclusion if 

you don’t act on what they tell you. 

In this project, RRI serves two purposes: 

• Impetus: This project is an anticipatory look at how distribution network capacity can be managed.  

• Process: To advance the energy system discourse, the project must be responsible which includes taking into 

account all the dimensions of RRI. 

Value sensitive design (VSD) is a tool established to help us understand how values can be used to influence 

technology design, development, and application. It was first defined by Batya Friedman in the software 

development domain [14].  

This project uses a framework proposed by Ibo van de Poel in their paper “Translating Values into Design 

Requirements” [15]. Ibo proposed a methodology that translates the general values to specific requirements 

using a values hierarchy, as shown in Figure 29. 
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Figure 29 Values Hierarchy 

There are three levels to a values hierarchy: 

• Values are the top level. These are what people consider important in life. 

• Norms are prescriptions for, and restrictions on actions 

• Requirements are specific requirements  

Each level in the hierarchy is more specific than the one above. Values are difficult to apply to a specific design 

by themselves. For example, efficiency was important within the regulatory process we considered in this 

project, however of itself it is not specific enough: what sort of efficiency? The addition of norms such as 

“economically efficient network investment” and “efficient price signals and rewards” enables analysis of who 

and what. Networks apply economically efficient investment. Consumers are rewarded using efficient price 

signals and rewards. These can be further broken into specific requirements: How are the rewards built? How 

do we know if an investment is efficient? 

Energy fairness, justice and energy equity are active discussions in the Australian energy landscape because 

there is recognition that a significant proportion of people living in Australia are disadvantaged in relation to 

energy provision and use. While we cannot hope to talk to everyone who may be impacted by the energy 

system change that we are studying in this project, there are ways to consider energy equality and fairness as 

we proceed. The Energy Justice (EJ) framework provides us guidance in relation to this as is seeks to address 

“equitable access to energy, the fair distribution of costs and benefits, and the right to participate in choosing 

whether and how energy systems will change” [34]. The EJ framework uses three tenets to describe a just 

energy system [35]: 

• Distributional Justice represents a call for to distribute the benefits and ills on all members of society 

• Procedural justice is a call for equitable procedures that engage all stakeholders in a non-discriminatory way 

• Recognition Justice states people must be fairly represented and must have complete and equal political rights. 
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These principles are core values that will be used as metaphorical guard rails during this research to ensure 

our suggested solutions consider energy users basic needs and how decisions and systems can be fairer and 

more equitable. 

Responsible Research and Innovation, Value Sensitive Design, and Energy Justice frameworks all have a role to 

play in this project. RRI gives us impetus and sets direction. VSD gives us process and transparency. EJ gives us 

guard rails and principles which our findings must respect. Chapter 0 of the report describes how the project 

will be delivered. 
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Appendix B Process learnings 
The process that we developed during this project was a mix of established processes and new ones. This 

chapter describes what happened and what we learned doing the project. This chapter serves two purposes: 

• It opens up our process to enable others to replicate it, and 

• It helps create a reflexive and inclusive dialogue around how processes such as ours should be done. 

This appendix can be considered as our project team’s account of process and is included in this appendix with 

the intent of opening up our process to improvement and refinement.  

This project applied a “value sensitive design” approach. We used a specific framing of a value sensitive design 

called a “values hierarchy”. We used this method because it was methodical and visual, which we felt would 

resonate better with the primarily technical audience in the energy sector. In creating our values hierarchy we 

used several methods including document analysis, focus groups, and creative thinking.  

We can’t understate how important psychological safety and trust is in undertaking creative processes such as 

these for all parties involved. The link between these factors and creativity is well-documented [36], [37]. 

From a process perspective this enabled the project to take an iterative, creative approach, which led to 

better outcomes overall. 

We will describe these findings in line with our overall process, repeated in Figure 30. 

 

Figure 30 Project process and steps 
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B.1 Values 

The first phase of our project was to understand values. Values are obviously important in value sensitive 

design, and the link between values and desire/expectations is well established outside of VSD literature [16]. 

So this phase was critical to the rest of the project. 

We undertook three steps as part of this phase. The first two explored consumer and industry values 

respectively. The last summarised these values to five for the purposes of design in the next step.  

B.1.1 Consumer values 

A picture of consumer values was built using focus groups. We did five focus groups. Two with early adopters 

of technology. Two with people who had barriers that made access to technology difficult. And one with a 

community group. We chose focus groups because they enable participants to create meaning collaboratively 

[38]. In these focus groups we started asking generally about values, then more specifically asked participants 

for advice on how to manage demand capacity issues being experienced in the energy system in the near 

future. 

Participants engaged well in these focus groups agreeing and disagreeing providing us with useful critique of 

the groups’ discussion and our ideas and processes. They spoke of many factors around energy from cost-

reflective tariffs to cooking fires. In the second stage of the focus group where we presented the current 

questions facing the energy system, participants often spoke of factors the energy system should use to make 

decisions rather than specific solutions that should be adopted. They expressed a desire to be consulted. But 

not to do the design themselves. So they had a value to be consulted and have influence via inclusion of their 

values, but they valued capable and knowledgeable designers and/or ‘experts‘ in the system. This correlates 

with the overall project findings where the solution generation process participants felt was better left to 

experts. 

B.1.2 Industry values 

This project was unique in that we had a specific step to understand industry values. We used two tools to do 

this: document analysis and a focus group.  

The application of document analysis to an Australian energy rule change process was unique, we had not 

observed this sort of process being undertaken publicly previously. Although submissions to the rule process 

were made with a specific purpose (to influence the outcome of the rule change) there was still significant 

depth of issues and considerations discussed within them. The considerations aligned relatively well to those 

that were raised in focus groups. The findings from the document analysis were important in helping frame 

our outcomes. It enabled us to identify and compare the current processes with what we recommend. We 

analysed 33 documents from a cross-section of stakeholders, as shown in Table 10. 

Table 10 Submissions analysed 

Submitter type Number analysed 

Charity 1 

Consultant 2 

Education 1 

Government 1 

Individual 5 

Industry 2 

Media 1 

Network 4 

Regulator 5 
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Submitter type Number analysed 

Representative group 7 

Retailer 3 

Think Tank 1 

Grand Total 33 

One of the more important insights that emerged in our industry values process was how the rule change had 

emerged and continues to be discussed. The AEMC rule change process that we reviewed documents for was 

not the beginning of the process, it was toward the end of the overall process. In the industry focus group 

(02/2023) participants added fidelity to these initial steps. They also described why this was so. They felt it as 

important for the industry to understand the problem and proposed solutions before they started public 

processes. As one of our key findings relate to process, it was important for us to understand how rules are 

made today. Also, beyond the mechanistic process, why they are made that way.  

Industry focus group (02/2023) participants spoke about the mental impact that the divisive rule change 

process had on them. These themes we recognised were important. We hope that what we have proposed 

from this project are mechanisms that enable consumers to be consulted earlier while reducing the 

divisiveness of rule changes such as these.  

Document analysis we feel could be a useful tool for rule makers to engage more deeply with submissions. It 

could enable more nuanced thematic analysis, particularly submissions that area not directly related to the 

questions that are being asked.  

B.1.3 Design values 

There were many consumer and industry values derived in the two values discovery steps. It was impossible 

for us to design to all of them, so we had to select a subset. We decided to foreground consumer values in our 

design and ones they most emphasised in discussions. We did this because the purpose of the project was to 

understand consumer values, plus the energy system was already built to energy system values. We selected 

the top 5 consumer values using the frequency and emphasis with which and emphasis with which they were 

mentioned.  

Consumer and industry values were related. For example, the industry’s conception of efficiency in some ways 

related to consumer’s desires to be frugal. We added these dimensions where they were apparent as they 

added dimension and synergy to values.  

B.2 Design 

The initial design of scenarios was undertaken with our larger research team, because of their deep exposure 

to energy system transitions. The purpose of value sensitive design was to explicitly show how values could 

influence design. This phase was about implementing the mechanics of this design. This project aimed to 

design potential energy futures, so this step was important. This step was very iterative for the project team. 

We prototyped workshops and findings several times during their design before we settled on the outcome.  

B.2.1 1st iteration design 

This step generated the designs we took into second round focus groups. This design was done in a workshop 

with staff and students from the ANU Battery Storage and Grid Integration Program.  

There were three critical decisions in this step: 

• What were we designing? 

• What values were we designing against? 

• What were the mechanics of the design process? 



Values and scenarios: Customer focussed distribution network management project | 70   

The first decision relates to the outcomes of the design process. This was discursive and focussed on how and 

why people in the scenario might be making decisions. We felt it important to step back from technology in 

the outcomes because we observed that many industry design processes were focussed on technology. We 

based our designs on our feeling that an issue with many industry design processes was consumer’s lack of 

power in them. This relates to procedural justice, which “concerns access to decision-making processes that 

govern the distributions outlined [in distributional justice]” [39]. We also considered social compact. A social 

compact is “The interconnected relationship between individuals, groups, and institutions with shared 

behaviours, norms, and values that combine to form society” [40]. We included this because it directly related 

to action (norms) and why these norms were occurring.  

There were multiple values that could be applied and considered. But it was too challenging to expect 

designers to design with all of them in a workshop. We selected 5 values: Self-care, Environment, financial 

considerations, collective care, and self-determination. Two values were used to design each scenario: a 

“main” value and a “spice” value. This was a pragmatic solution. In our tests, we found designers struggled to 

design with one value, so we added a second value to enable designers more flexibility. The role of the two 

values is below: 

• The main value acts as the “guiding light” of the scenario. It is the primary value on which the future is built 

• The spice value adds dimension, fills blanks, and adds a secondary lens to the main value. 

In practice, the main value defines what is important, the spice defines how this value becomes apparent. For 

example, consider Scenarios 1 and 5. Both have self-determination as a value (spice and main respectively). 

But they were completely different when designed because of the other design value. We selected the two 

values in each scenario randomly, ensuring each value was main once and spice once. The values underlying 

each scenario are shown in Table 11. 

Table 11 Scenarios and values 

Scenario Main value Spice value 

Scenario 1 (A new democracy) Collective Care Self determination 

Scenario 2 (Community solutions) Environment Collective care 

Scenario 3 (Caring for a clean grid) Self-care Environment 

Scenario 4 (Enhancing efficiency) Financial management Self-care 

Scenario 5 (Power of choice) Self determination Financial management 

The design process we used was based on “six thinking hats” [27]. Six thinking hats is a common creating 

thinking process we have been exposed to in our work. It guides participants through a series of rapid creative 

thinking exercises. We used a ‘Miro’ board online that is like a virtual and expansive white board. 

Some workshop participants found the sessions challenging as they were designing for values that they did 

not hold. For those participants, steps 4 and 7 were useful ways to express the elements that were 

uncomfortable and propose ways they could be remedied. Overall though we and participants found the 

discomfort a valuable part of the creative process. It allowed participants to explore what really was 

important.  

Outputs from the workshop were a series of elements related to each scenario. They required further analysis 

and framing for use in focus groups. In the short time we had in the workshop we couldn’t expect to generate 

a refined scenario. We instead created a series of moments and themes, which we subsequently constructed 

into a scenario. An example of the output from one of the activities in one of the scenarios is shown in Figure 

31 for illustration of the outputs. 
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Figure 31 Outputs from a scenario building activity (Scenario 1) 

B.2.2 Reframe for iteration 

This step was where we analysed the findings of the workshops so that we could use them to design whole 

scenarios. The workshops produced several “elements” or factors that required further analysis and reframing 

for presentation in the “refine” stage.  

This was an exploratory, iterative process. We experimented with several ways of understanding and 

presenting our findings. Our aim was to communicate the scenarios with enough fidelity for them to be 

constructively discussed in consumer focus groups in the next step of our process.  

In the end we used “vignettes” as a narrative tool to describe the scenarios. Vignettes had three elements: 

• A very short description of the scenario 

• A comic that describes an example of decision making 

• An “Influence map” that describes how decisions are made 

Comics were drawn for the vignettes and related a consistent story: the experiences of Jane with the 

resolution of a network constraint in her area. It aimed to show how she came to understand there was a 

constraint, and her experience in its resolution. 

The influence map described how much consumers, the community, and the energy industry could influence 

the outcomes of discussions at both a “planning” and “day-to-day” domains. This aims to illustrate how 

people are (or aren’t) involved in these processes simply and visually. 

The vignette posters are shown in 4.1. There were a few key decisions that we made in framing these: 

• We foregrounded the contextualised narrative, rather than alternative frameworks for understanding an energy 

system (for example models or statistics) 

• We presented positive stories that focussed on one consumer in the operational timeframes. 

• We mentioned the influence maps but did not emphasise them as much as the comics. 
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Our choice to utilise narrative for instigating feedback and discussion on energy system design was driven by 

our commitment to engaging diverse individuals in meaningful discussion about an often opaque energy 

system. Whilst participants did not engage with each vignette in the way we had planned, the thoughtful and 

nuanced discussions on multiple components of the vignettes demonstrated vignettes coupled with visuals do 

have value as an inclusive engagement tool. 

These decisions also foregrounded one story, which we felt was pragmatic due to the limited time we had for 

participants to engage with them. But it also meant that some themes (such as how strategic decisions are 

made, and other consumer experiences in other locations) were less discussed than they could have been. 

Reflecting on our process, there were ways that these visualisations could have been presented that may have 

elicited different discussion in focus groups. For example: 

• Relating vignettes to each other may have enabled more discussion on differences and similarities between 

vignettes, 

• Reframing Jane’s story to focus on an industry expert’s decision making instead may have extracted different 

themes and considerations, 

• Relating Jane in other environments, such as rural and regional spaces, and 

• Describing vignettes as elements rather than stories may have enabled participants to discuss the parts of the 

vignettes in more detail. 

Not all of these could have been done at once as it would have been overwhelming for participants. Selecting 

the appropriate tool for the job depends on the questions being asked and the people being included in the 

discussion. Focus group participants were able to engage with the vignettes as they are, but some expressed 

that they found it challenging. Our main finding from this was that the appropriate presentation tool needs to 

be selected deliberately to achieve the desired outcomes with a particular audience in mind.  

B.3 Refining scenarios 

Key in our process was letting consumers help us refine and distil scenarios to learnings. In this step we 

presented the scenarios as vignettes to consumers, collected feedback, then analysed and presented them (in 

this report). There were two steps: first was a series of five focus groups, second we analysed the transcripts 

to extract the findings from the project overall. 

B.3.1 Refine 

We refined through a series of focus groups with consumers. Most participants were the same as those we 

spoke to in the values phase of the project, although there were two new participants. Similarly, some first 

round participants did not come to the second-round session. There were two aims to this focus group: 

• Understand perspectives on the vignettes 

• Gather perspectives on the process we had followed 

Our agenda and methodology evolved throughout these focus groups because we found each group engaged 

with the content differently. Some participants struggled to understand the content of the vignettes in the 

short timeframe of the focus group. Others felt they were easy to engage with. We responded to this by 

shifting discussion to process when we found that participants had insights to share, and reframing discussion 

where appropriate. 

There were several themes that relate to process and presentation relevant to future similar projects: 

• Participants were often hungry for more diverse stories than the one we presented, 

• Participants sometimes felt they did not have enough time to engage with the vignettes to provide useful 

feedback, 



Values and scenarios: Customer focussed distribution network management project | 73   

• Participants sometimes felt they were a “special case” and others would have different decision-making 

perspectives, and 

• Participants sometimes felt the lack of technology focus made vignettes harder to deal with. 

We deliberately presented a single, consistent story. Our hope was to help ground the vignettes and help 

participants draw out differences. Sometimes though this meant participants were hungry for more 

perspectives. For example: 

• Stories set in different areas (e.g. rural), 

• Stories without a happy outcome, and 

• Stories from the perspective of a grid designer. 

Obviously, there wasn’t space in vignettes for all these things, particularly given that participants already 

sometimes felt the vignettes were overwhelming to synthesis in such a short space of time. Potentially future 

uses of this process could consider developing some of these stories and keeping them in reserve in case 

participants find them useful. 

We found that every focus group engaged with vignettes differently. This tells us that we had not fully 

explored participant reactions to the style of presentation we used. Some participants found vignettes 

overwhelming, particularly within a short focus group: 

“I’m a bit lost, I’m afraid. I’m not coping with your presentation technology but if I had this to look at for 

a few days I’d be up with you and able to talk about it but it’s been presented to me, I’ve been looking at 

it while you were talking at me and I’m afraid I really haven’t got a grip of what should be next. I apologise 

but obviously other people are coping better than I am” 

- Community group participant 

But others found them easy to engage with: 

“Yeah, really good ways of making a discussion clear like getting scenarios is quite good. It’s a good idea” 

- Early Adopters group participant 

In response to early findings, in later focus groups we allowed more time for participants to read and 

understand the vignettes, which helped significantly. Overall, there may be benefit in considering how 

scenarios could be presented to consumers more deeply. We have discussed some of these themes in B.2.2. 

Several participants, particularly those in our early adopter and community groups, felt that their decision-

making processes were different to most: 

“I think there’s a lot more credit given to individuals here that might not generally be valid across the 

community as a whole, for example, in the very first sketch in the very first vignette, I can put my heater 

on without any guilt. I think the second part of that is often not even there. We overestimate a lot of 

people that they might have a guilt or the second one so helping my neighbour ‘cause his energy bill is 

high. It’s probably not thought through to that depth in many cases. I’m hot, I put the air-conditioner on. 

But that’s the end of that rather than I don’t feel guilt now or because I’ve put in insulation or because 

this or something. No, I’m hot, I put the air-conditioner on.” 

- Early Adopters group participant 

This response aligns with previous explorations for us as researchers – there certainly are a myriad of ways 

that people engage in energy use. This diversity is now well examined in Australian energy research and the 

point that there are early adopters, engaged communities and disengaged energy users in the spectrum is well 

supported. In future engagement, this diversity of relationship could also be considered. 
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As described in B.2.1, our vignettes did not focus on technology, although it did feature in some of them 

(notably Vignette 3). Some participants had an affinity for technocentric visions such as those proposed by 

Saul Griffith (and his well-known ‘’electrify everything approach) and expected vignettes would align more 

closely with those presented in his work. Similarly, some people were attracted to simple, technology driven 

solutions such as the “Energy Wizard” app in Vignette 3. But similarly, they weren’t attracted to the 

technology-based solutions in Vignette 5.  

Overall, the refine stage focus groups were valuable and constructive. They helped us determine what aspects 

of the vignettes were broadly supported and which ones weren’t. Future uses of the process we describe in 

this project may benefit from more consideration of  

B.3.2 Reframe for output 

The focus groups produced a lot of themes and insights. For the project to have impact we needed to distil the 

findings into terms that make sense to the energy system. Our process to do this had two main elements: 

• Coding and analysis of the interview transcripts, and 

• Relating themes back to the energy industry values analysis. 

There were many themes people discussed. Many more than we have had space to discuss in this report, or 

time to analyse in detail. The industry analysis had an important role to help ground our findings and direct 

our analysis. We wanted to be able to propose practical, real changes to this process to enable the industry to 

better understand and (hopefully) implement our findings. 

Much like B.2.2, this was an iterative process. As a project team we prototyped several outcomes and 

framings before we derived the framing presented here.  

We chose to use a new vignette as part of our outcomes frame. We found that it was a useful communication 

tool and enabled us to make findings easier to engage with. 
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Appendix C Indicative justification for 

“honest broker”: Methodology 
The aim of the calculations related to inefficiencies in Chapter 6 of this project was to provide some initial 

quantitative dimension to the consumer support findings. As described in 5.1.1 and 6.1, participants desire 

more support than they are receiving today. We have called this having an honest broker. We propose that 

not providing support creates inefficiency in the energy system.  

Our calculations are based on the premise that consumers are more likely to respond to the incentives the 

industry is offering them if they had help (in the form of an “honest broker” or similar). Similarly, such honest 

brokerage may make it easier for energy retailers to begin offering more dynamic pricing products, and for 

energy users to make more confident decisions related to this pricing. 

The calculations undertaken here proposes that the lack of an honest broker leads to people delaying action. 

In this case, we have modelled action as either a shift in consumption or a reduction. Studies indicate that 

direct feedback (from an in-home display for example) could result in saving 5-15% of energy, while general 

feedback could result in 0-10% energy savings [41]. 

From the point of view of efficiency, we have proposed that the lack of honest brokerage is an inefficiency – or 

could lead to more network investment due to lack of consumer action. Here we have used energy price as an 

indicator. According to the pricing principles in the National electricity rules, cost-reflective network prices 

should be set to reflect the long run marginal cost of the network [42]. Although there are other drivers for 

network pricing and its structure which means this is inexact, it is likely adequate for this simplified analysis. 

We have used the evoenergy “Residential TOU” tariff for our analysis [43]. Note that this benefit exists 

whether the consumer is on the cost-reflective price or not as it relates to network cost drivers.  

We have use the ACT Government “NextGen” trial as source data [44]. This consists of 473 residential 

properties. We have considered where consumers shift a portion of their consumption and where consumers 

make overall reductions in consumption, as shown in Figure 32 and Figure 33 respectively. ACT-wide impact is 

calculated by multiplying the individual consumer impact by the number of residential consumers in the ACT 

(190,094 [45]). We have used the NextGen trial as an example because we have access to consumption data 

from it, but not other states. This data exclusively comes from consumers who have installed solar and/or 

batteries therefore likely skews to a technology early adopter cohort. This will bias findings, however this 

analysis is very simplified therefore this bias is acceptable. We realise that some consumers will already have 

maximally adopted techniques that an honest broker could provide. But similarly, some will likely take many 

years. We feel that in the absence of more credible numbers an average of 1 year acceleration of action 

spurred by honest brokers is reasonable.  

The results from this analysis is shown in Table and Figure 34. Based on this simplified analysis, the total 

impact could be in the order of $2-10m in the ACT. This is a significant value, even though on a per consumer 

basis the impact is low. It indicates that at a society wide level there could be justification for taking action to 

provide services such as an “honest broker”. 
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Figure 32 Energy shift case 

 

Figure 33 Energy reduction case 

Table 12 Economic analysis results 

Case Per-consumer saving ACT wide saving 

5% Shift $12.26 $2,330,459 

5% Shift, 5% 
Conserve $38.18 $7,258,375 

10% Shift $24.52 $4,660,917 

10% Shift, 5% 
Conserve $50.44 $9,588,834 

15% Shift $36.78 $6,991,376 
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Figure 34 Economic analysis results 
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Appendix D Links to supporting documents 
Focus group materials 

https://bsgip.com/wp-content/uploads/2023/05/Focus-group-materials.zip 

Participant information sheets 

Energy users: https://bsgip.com/wp-content/uploads/2022/11/Information-Sheet-energy-users-focus-

groups.pdf  

Industry: https://bsgip.com/wp-content/uploads/2022/11/Information-Sheet-industry-focus-groups.pdf  

Project website: 

https://bsgip.com/research/customer-focused-network-management/ 
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