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Figure 1. The first community battery in eastern 
Australia was launched in March.  

It was the first of the innovation initiatives 
endorsed to shape the future of the energy. 

 

IAP2 Core Values Awards 2021 Entry

Watts our energy future: the power 
of engagement  

Highlights at a glance 
• Ausgrid, Energy sector, NSW

• The Ausgrid Network Innovation engagement program (engagement program) brought stakeholders and

customers into the heart of decision making to transform the energy network - giving them a seat at the table

when it came to investment decisions.

• The engagement program aimed to build customers' trust and improve decision making to guide the $42 million

Network Innovation Program. It is the first of its kind in Australia.

• The engagement program was designed to shift engagement from inform to collaborate on the IAP2 spectrum.

• Engagement methods included the creation of an advisory committee, co-design activities, project-specific

customer research, location specific community engagement activities and a communications campaign to build

awareness of, and provide a way to sign up for, community batteries.

• Three key outcomes showing the impact of engagement:

o Customer input changed the prioritisation of and funding allocation to individual innovation programs,
along with the design and execution of leading innovation projects.

o Ausgrid's Community Battery trial program, one of their customers’ top three prioritised innovation
programs, was launched March 2021.

o The success of Ausgrid's network innovation engagement approach has encouraged other Network
Service Providers to implement similar engagement approaches.

• Three key engagement takeaways:

o Starting early, before fixed decisions have been made, allowed stakeholders to influence outcomes of the
Network Innovation Program.

o Commitment to genuine engagement with customers created an environment of openness and
transparency that built trust. This was demonstrated through meaningful and productive dialogue which
informed decisions.

o Decisions and design of new products and services are more successful with early and robust stakeholder
and customer involvement.

Key search words: Energy, community engagement, stakeholder engagement, customer research, collaborate, 
shaping the future. 
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1.0 Introduction 

The energy sector is undergoing a significant transformation. Advancements in technology, changes in customer 
needs, and pressures to reduce household costs are changing the way Distribution Network Service Providers 
(DNSPs) like Ausgrid deliver services. DNSPs also face the twin challenges of maintaining ageing assets and needing 
to do more with less funding. Customer engagement is essential to addressing the trade-offs which are often involved 
in these funding decisions. 

In response to this disruption and driven by a commitment to shaping the future of 
energy, Ausgrid committed to exploring a range of new initiatives to improve 
services and to do things differently. As part of the regulatory approach that 
guides business planning and investment decisions, Ausgrid decided to 
transform its engagement practices with stakeholders, customers and the 
community. This decision took Ausgrid on a journey over almost three 
years to harness customer and community feedback that would inform 
decisions which are tangibly shaping the future of the network. 

A key part of this consultation was a dedicated engagement program to 
support business and investment decisions to guide innovation 
programs across Ausgrid. The success of the engagement program 
demonstrated to the energy sector that it is possible to challenge the 
status quo and shape the future with stakeholder and customer support. 

What makes this approach unique and innovative is not the techniques or the 
methods used, but the way in which diverse stakeholders were brought together 
through purposefully designed initiatives and forums. 

To create the level of collaboration required, Ausgrid designed and implemented an engagement program that placed 
stakeholder and customer views central to decision making. The program was innovative because: 

• In a strictly regulated environment where investment decisions are primarily made on engineering needs, 
Ausgrid’s program made a break from the traditional approach by building a model that incorporated 
customer input. The outcomes of this approach have provided evidence of success that gone on to 
influence the engagement approach taken by other providers.  

• It commenced with the co-design of innovation principles. These principles continue to guide the 
innovation program allowing decisions to be made as technology choices and network needs change. 

• Customer advocates’ views have influenced the entire end-to-end program - from choice and prioritisation 
of innovation projects, to design and execution of individual projects - and they will continue to guide 
program implementation. 

The benefits of engagement and improved decision making allowed Ausgrid to: 

• Achieve social licence to trial novel approaches that are currently not permitted under existing rules. This 
was achieved through the demonstration of tangible customer benefits.  

• Install the first community battery in Beacon Hill with 50% of potential participants signing up to the trial.  

• Receive customer support demonstrated by a joint application for regulatory reform, required for the 
success of the community battery program beyond the trial. 

 

 

 

 

  

“The energy transition 
happened faster than 

anticipated and is pushing 
the need to innovate quickly 
and efficiently. Stakeholders 

would like to see ENA 
promoting innovation/ 

innovative thinking and 
assist members in becoming 

more innovative” 

 



   IAP2 Award – Watts our energy future: the power of engagement   3 
 

2.0 Background  

Ausgrid is the largest distributor of electricity on Australia's east coast, 
providing power to 1.8 million customers - over 4 million Australians 
every day. The Ausgrid network is made up of substations, powerlines, 
underground cables and power poles, spanning 22,275 square 
kilometres throughout Sydney, the Central Coast and the Hunter Valley. 

Ausgrid operates within a heavily regulated framework which is 
monitored and enforced by the Australian Energy Regulator (AER). 

The AER determines the revenue required by Ausgrid to recover the 
costs of network investments and operations. Every five years, Ausgrid 
must make a submission to the AER that outlines its proposed capital 
and operating plans and the revenue requirements to fund these. 

In 2013 the AER introduced new customer engagement expectations 
on Network Service Providers to address rising customer concerns. As 
part of the Better Regulation Reform program, the AER introduced 
Consumer Engagement Guidelines to improve practices for 
engagement with customers and to improve the integration of customer 
views in business and spending decisions.  

Informed by the new guidelines and to support the development of the 
Regulatory Proposal 2019-2024, Ausgrid developed a robust engagement approach and a series of engagement 
principles that represented how the organisation would engage to improve customer outcomes. The engagement 
principles marked a shift in Ausgrid’s leadership on engagement, and a commitment to innovation created the scope 
for Ausgrid's Network Innovation Program.  

The Ausgrid Network Innovation Program 

As part of Ausgrid's Revised Regulatory Proposal 2019-2024, $42 million in dedicated funding was secured in an 
Australian first. The Network Innovation Program proposed a mechanism to fund a series of initiatives and trial 
projects that would test new technologies and service delivery models. The aim was to reduce costs, increase 
reliability and lay the foundations for the future grid. The timing was right to respond to the energy sector 
transformation and Ausgrid had demonstrated strong stakeholder and customer support for this initiative through a 
robust engagement program.  

Ausgrid’s Network Innovation Program objectives are: 

• Collaboratively drive our innovation program to help the grid evolve. 

• Demonstrate the value of the model of that allows ongoing customer involvement in investment decisions, 
outside of regulatory reset proposal. 

• To design and deliver an engagement program that allows ongoing customer advocate and customer 
input on the direction and shape of the Network Innovation Program. 

• Ensure that the delivery of the Network Innovation Program incorporates customer expectations and 
provides tangible network-wide customer benefits for cost and service delivery. 

 

 

  

Figure 2. Ausgrid’s network spans Sydney, the Central 
Coast and Hunter Valley 

Ausgrid’s vision is to become a leading energy solutions 
provider, recognised both locally and globally. 

Ausgrid’s purpose is to connect communities and empower 
lives with a focus on affordability, reliability and sustainability. 

https://www.aer.gov.au/networks-pipelines/better-regulation
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Engagement purpose, principles and objectives  

The engagement program to support the innovation program was a focused part of the broader regulatory proposal 
engagement, which was designed to capture the views of stakeholders, customers and the community. It aimed to 
build customers' trust and improve decision making. It would also support a broader business cultural change and 
transformation to be more open, transparent and customer centric. 

The engagement principles were developed in the second phase of the regulatory program and provide evidence of 
how customer views were incorporated into the engagement approach. These principles outlined how Ausgrid would 
show up to the engagement and take on board customer input to shape program outcomes as they evolved. 

To achieve the program outcomes, an engagement strategy was designed to achieve the following objectives: 

• Place customer needs at the centre of all decisions. 

• Design a transparent engagement program, involving the right people, and the right time. 

• Deliver accessible and meaningful opportunities for stakeholders, customer, and the community to 
participate.  

• Create a legacy for customers, community and the industry. 

Stakeholder analysis and influence  

It was acknowledged that new products and services would require active participation by customers to be successful. 
Having customers involved in making decisions on the innovation program was a key driver of the structure of the 
network innovation customer and stakeholder engagement program. Therefore, it was important to consider how, and 
with whom, to build understanding and advocacy. 

The Program could be divided into four stakeholder groups, each with their own level of engagement based on the 
IAP2 spectrum.  

Stakeholder group  Level of engagement  

Key stakeholders Customer advocacy and representatives, industry 
representatives, technology, academia, government and 
regulators     

Collaborate  

Customers Large energy users through to household customers Consult and involve  

Community Local councils, local residents, community groups Inform and consult 

Industry Distribution Network Service Providers and those influencing 
the operational framework 

Collaborate 

 

  

Ausgrid’s engagement principles:  

• Be collaborative: Don’t be defensive, remain open to possibilities  

• Be quantitative: Provide data from the customer’s perspective  

• Be accountable: Agree a timeframe and deliver  

• Be transparent: Encourage and support our stakeholders in holding us to account on progress 

• Be adaptable: Be prepared to change based on feedback from stakeholders 
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3.0 Implementation 

For the Network Innovation Program to be successful, Ausgrid recognised it would need to engage with stakeholders, 
customers and the community in a transparent and meaningful way. Bringing customers along on the journey was 
critical in shaping the key decisions that would support the right innovation and new technology that would provide the 
maximum positive impact. This meant implementing the right engagement approach and methods with the right 
stakeholder segment to gather insights that would shape program outcomes. 

This was achieved through the creation of a series of key engagement initiatives. These key initiatives provided 
insights that would shape program outcomes and decisions, as outlined in the table below.  

 
Figure 2. Steps in the Ausgrid journey to transform engagement and support the future of the network 

Planning and managing the engagement 

What makes this engagement program unique and innovative is not just the techniques and methods used, but how 
different stakeholders were brought together over a series of initiatives, forums and formats to influence outcomes. 
Given the complexity and highly regulated environment in which Ausgrid operates, it was necessary to design the 
engagement incrementally and create change in the way decisions were made.  

Building an evidence base and supporting the program design from the beginning meant the engagement had a 
tangible impact on major decisions and micro details. Each of the key engagement activities is detailed below, 
outlining the methods implemented and the engagement outcomes.  

 

 Network of the 
Future Forum 

Network Innovation 
Advisory Committee 
(NIAC) 

Customer Research Community 
Engagement 

Objectives 

 
Bring together key 
stakeholders from the 
energy sector to 
discuss the future of 
the network. 
 
Envisage what 
customer 
expectations of the 
grid will be in the 
future and how the 
grid will need to adapt 
to meet those 
expectations. 
 
 
 
 

 
Collaborate with 
Ausgrid to guide 
decisions regarding 
the Network 
Innovation Program 
and future direction of 
the network. 

 

 
Shape development 
of the customer 
engagement 
proposition and 
service development 
for any endorsed 
innovation initiative. 

 
Seek community 
feedback regarding 
infrastructure to be 
installed or built in 
support of any 
endorsed innovation 
initiative. 

Network of 
the Future 

Forum
November 

2018 

Network 
Innovation 
Advisory 

Committee 
(NIAC)

July 2019

Guiding 
principles for 

innovation
August 2019

Customer 
and 

community 
research
November 

2019

Community 
battery pilot 

program
March 2021
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 Network of the 
Future Forum 

Network Innovation 
Advisory Committee 
(NIAC) 

Customer Research Community 
Engagement 

Engagement 
activities 

• Stakeholder forum 
in 2018 

• Workshop ground 
rules for NIAC 

• Initial co-design of 
innovation 
principles 

 

• Establish a 
representative 
stakeholder 
committee 

• Co-designed 
decision-making 
framework 
(Guiding 
Principles of 
Innovation) 

• Surveys  

• Briefing packs  

• Innovation Fund 
Dashboard 

• Access to subject 
matter experts  

• Online surveys 

• Focus groups 

  

• Local council and 
MP engagement  

• Letterbox drops 

• Door knocks 

• Stakeholder 
briefings  

• Community 
updates   

• Online registration 
and direct 
engagement 

Outcomes 
influenced 

by 
engagement 

• Guiding Principles 
of Innovation 

• Guidance for 
NIAC governance   

 

 

• Determination of 
weightings applied 
to innovation 
principles 

• Prioritisation of 
innovation 
proposals and 
investments  

• Review and 
challenge of 
feasibility studies  

• Shaped 
questionnaires 
and testing of 
customer 
materials 

• Endorsement and 
ongoing review of 
innovation 
initiatives  

• Refined customer 
messaging  

• Confirmed 
materials and 
channels for 
engagement  

• Customer 
engagement 
strategy  

• Site selection for 
community battery  

• Mitigation of 
community 
concerns  

• Participation in 
trial 
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Network of the Future Forum – Designing the engagement response  

The Network of the Future Forum was one of the first initiatives in the network innovation engagement program. It 
brought together key stakeholders from the energy sector to discuss customer expectations of the grid in the future 
and look at how the grid will need to adapt to meet those 
expectations. Participants included Ausgrid, Essential 
Energy, Endeavour Energy, Energy Consumers 
Australia, Energy Users Association Australia and the 
Australian National University. 

One of the forum's key findings was the recommendation 
that Ausgrid, and the wider energy sector, should create 
opportunities for all customers to participate and have 
access to distributed energy resources. 

As part of the forum, participants co-designed the initial 
advisory committee to support customer involvement to 
inform Ausgrid's future innovation focus. These ideas 
later shaped the foundation of Ausgrid's Network 
Innovation Advisory Committee (NIAC). The forum also 
co-designed the Guiding Principles for Innovation, which 
were later validated in the first NIAC meeting. 

Network Innovation Advisory Committee (NIAC) – Stakeholder collaboration in program planning 

Following the Forum, Ausgrid sought nominations from key stakeholders to join the NIAC. The design of the 
committee included customer advocates, energy sector champions and technology experts.  

The committee members include: 

• Louise Benjamin, Customer Advocate  
• Mike Swanston, Customer Advocate 
• Public Interest Advocacy Centre 
• Total Environment Centre 

• Energy Consumers Australia 
• Solar Citizens 
• University of NSW Energy Institute 
• Energy Users Association of Australia 

The NIAC aims to: 

• Act on customer feedback that they expect to play a greater role in technology and innovation decisions. 
• Build a deeper understanding of customer needs. 
• Use this understanding of customer needs to create products and services that customers value most. 
• Hold Ausgrid accountable for incorporating customer perspectives into investment decisions.  
• Help trigger cultural change internally and role model the NIAC engagement model across Ausgrid. 

OUTCOMES FROM ENGAGEMENT  

The Network of the Future Forum set the foundations for what would later be called the Network Innovation 
Advisory Committee, based on these principles: 

• Committee should be influential 

• Proposals must go through the guiding principles first 

• Need confidentiality arrangements with customer representatives 

• New early stage projects come to committee (not just post detailed business case or submission) 

• Need to think through how customer representatives can sustain resource investment across course of 
committee (funding) 

• Draft terms of reference to be included in revised proposal 

• If the committee works well could be a template for other things (customer engagement related) 

Figure 3. Network of the Future co-design workshop 
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A key founding outcome for NIAC was the finalisation of the Guiding Principles for Innovation. These Principles 
would be the basis of the NIAC’s influence and governance in decision making.  

While drafted during the Network of the Future Forum, the Guiding Principles were further refined as part of the first 
meeting. They confirm that all innovation projects must be in the long-term interests of consumers with respect to 
price, quality, safety, reliability and security of supply, and must demonstrate the following: 

• Maintains safety for employees and the 
community 

• Improves fairness 
• Accelerates decarbonisation 
• Lowers costs for customers 
• Improves resilience 

• Solves a specific problem 
• Improves economic utility of new and existing 

assets 
• Uniqueness of problem and collaborative 

opportunities 

 

Based on the Guiding Principles for Innovation, the primary role of NIAC was to guide decisions relating to 
prioritisation, design and implementation of innovation initiatives within the $42 million fund. These initiatives focused 
on the progressive expansion of new grid technologies that aimed to improve customer outcomes and improve 
network infrastructure. These initiatives included community batteries, Stand Alone Power Systems (SAPS), High 
Voltage (HV) microgrids, Electric Vehicle (EV) charging platforms and dynamic load control.  

 

 

 

 

 

 

 

 

Figure 4. NIAC principles with prioritisation of innovation programs co-developed with NIAC members 

Through a co-design process and application of customer determined weightings for each principle, the Guiding 
Principles for Innovation were then applied to determine the prioritisation of funding for projects. This iterative and 
collaborative process was undertaken over several meetings and culminated in the development of a project 
dashboard to track each initiative and provide relevant updates to the committee, as well as ask for input on certain 
areas. The dashboard provides an easily understood tool for the committee to understand the status of each project. 

OUTCOMES FROM ENGAGEMENT  

Based on the engagement with NIAC, Ausgrid developed a Community Battery trial program. The engagement 
with NIAC informed the design of this trial, as well as the criteria for its success.  

The engagement did not stop here. To further inform the trial, customer and community research was 
undertaken to shape the customer proposition and refine site selection of the site for the proposed 
infrastructure.   

The first of three batteries has been installed, with the second to be announced in April 2021. Planning for the 
third is well underway.  

Given the success of the project to date, the NIAC agreed to reallocate further funding to the community battery 
project, resulting in a project more than double the size originally envisaged. 
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Customer research – Understanding customer needs and values  

The purpose of the customer research was to determine customers’ level of understanding of the concept of a 
community battery, and what it may mean to them. The research also tested community understanding of the service 
and informed how to frame the program through the trial.  

The research conducted into customer attitudes to Ausgrid’s community battery concept was both quantitative and 
qualitative. It was done over two stages: 

• 20 minute customer survey (online and paper) of n=956 customers across Ausgrid’s distribution area. 
Respondent selection focused on solar PV and storage battery owners, plus a sample of customers 
considering getting a solar PV system in the next year or two. 

Fieldwork occurred in July 2020 using a large mailout and email invitations to a qualified Ausgrid database 
of customers plus online panel sample, with participants incentivised via a prize pool of $2,000. 

• Qualitative online community forum reflecting trial’s target audiences with the sample drawn from stage 
1 survey participants. 50 customers were recruited to take part via an initial screening survey and phone 
call from a research team member.  

Participation took place from 1-3 December 2020 and included 2.5 hours of engagement over this time via 
a self-guided text based online platform, with an incentive of $120 provided for each respondent. 

 

Customer and community feedback was collected through the various engagements and captured in 
summary outcomes reports such as those below: 

 

 
      Figure 5. Network of the Future Forum Outcomes Report 

 

 

 
        Figure 6. Customer Research Online Forum Report 

 

OUTCOMES FROM ENGAGEMENT  

The insights generated from the customer research informed the development of the Community Battery 
Customer and Community Engagement Strategy. This included key messaging, engagement channels and 
material, and most importantly, the commercial value proposition offered to customers as part of the trial. 

Understanding the motivations and requirements for different customers allowed Ausgrid to shape a targeted 
and meaningful campaign to maximise customer registration for the community battery trial.  
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Community engagement – informing and consulting the local community   

As part of the Community Battery trial program, Ausgrid will 
be installing three community storage batteries across the 
network. To support site selection, community engagement 
was undertaken with directly impacted residents and 
stakeholders. This involved the development of site-specific 
Community Engagement Action Plans. These plans 
outlined the approach to be delivered during planning and 
construction of the proposed Community Battery in each 
Local Government Area (LGA). 

The overarching objective of this engagement was to build 
community awareness and test acceptance of the proposed 
sites. Ausgrid implemented a proactive and transparent 
approach to seeking input from the community and councils 
about the shortlisted locations within each LGA, project 
design and operational negotiables. 

Each Community Engagement Action Plan aimed to: 

• Raise awareness of the project and promote 
benefits. 

• Test community acceptance of the proposed 
battery. 

• Collaborate with stakeholders and residents to 
understand potential concerns and 
negotiables/offsets. 

Ausgrid worked closely with each council to find a suitable 
site and then consulted and collaborated with residents on 
design solutions and suggested operational measures. This 
included informing residents and stakeholders, 
understanding possible concerns, and working with 
residents and stakeholders to mitigate impacts. 

The site-specific Community Engagement Action Plans involved: 

• Consulting with local council and key stakeholders through briefings, presentations and site visits.  

• Informing local residents through door knocks and letterbox drops. 

• Involving local residents and stakeholders regarding proposed sites. 

• Website updates and social media.  

• Emails and 1800 number. 

 

  

OUTCOMES FROM ENGAGEMENT  

Based on the community feedback collected, Ausgrid has refined site selection and design mitigations to 
respond to each community.  

The impact of community feedback has included changes to specific site locations, orientation of battery unit 
and designs for the exterior of the batteries. 

Figure 7. Community invitation to seek feedback on a 
community battery location 
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4.0 Outcomes, impact and insights 

 

To achieve genuine engagement, Ausgrid designed an engagement program that was responsive to the needs of 
diverse stakeholders and gathered feedback through transparent mechanisms. This was done to ensure that people 
felt heard and were able to contribute freely to robust discussions that would result in concrete and beneficial 
outcomes for customers. The engagement principles and objectives provided the foundation of the approach and 
evidence to support how these were realised is outlined below.  

Customer centric and transparent decision making 

The engagement's primary purpose was to guide investment and program decisions to ensure that the $42 million 
Network Innovation Program funding was invested into initiatives that create value for customers today and into the 
future. The NIAC was established to guide this process, co-design the investment principles and, in collaboration with 
Ausgrid, assess and prioritise initiatives. Throughout a twelve-month period, Ausgrid collaborated with NIAC to design, 
refine and prioritise innovation projects to ensure they were robust and delivered demonstrable customer benefit. This 
involved endorsing proposals such as the Community Battery trial while discounting others deemed to have less 
positive impacts on customer needs.  

The Network Innovation Program Dashboard presents the iterative progress of the NIAC in evaluating proposed 
initiatives monitoring progress.  

 

 
Figure 8. NIAC Innovation Program Dashboard 

Following endorsement from the NIAC, Ausgrid launched the first innovation trial program in March 2021. The 
customer research and community engagement undertaken to support the Community Battery trial program prior to 
launch is further evidence of how customer and community feedback has shaped program outcomes. 

Customer research focused on supporting the design of a compelling and meaningful value proposition for customers. 
This included testing key messaging, commercial offers and channels of communication. Through the series of 
quantitative and qualitative research activities, the insights generated shaped the customer engagement strategy 
which was subsequently developed to support the Community Battery trial program. 
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Figure 9. Customer research informed the development of the customer journey as part of the trial 

Accessible engagement to target customer and community 

The effectiveness of the engagement was measured by the level of engagement by customers and level of awareness 
generated throughout the engagement campaign. Based on the customer engagement, a compelling offer was 
developed and the community battery proved to be the right product for acceptance by the community. Based on the 
launch of the first site at Beacon Hill, 50% of the eligible customers registered their interest and are currently going 
through the assessment process. 

Media coverage from the launch event and post communication campaign also demonstrates the effectiveness of the 
campaign and level of interest across the community. Coverage following the launch was broad and entirely positive. 

 

In the week following the first community battery launch (15 – 24 February 2021) 

• 11.6 million people saw the community battery story on social media 

• Over two million people were reached via traditional media – TV and radio 

Indicators of positive sentiment and interest include: 

• “Ausgrid Community Batteries” received 425 mentions in two months (an average of 7 per day) 

• 217 customers registered to hear more about community batteries within 24 hours of the launch  

• The two Northern Beaches Councillors who attended the Beacon Hill site briefing were both very 
supportive of the program 

• An Ausgrid Community Battery email blast was sent to 2,179 people. 54% of recipients opened and 
interacted with the email - compared with the 18% industry average. This demonstrates that the 
content provided in the email generated true customer interest.  



   IAP2 Award – Watts our energy future: the power of engagement   13 
 

Shaping the future of engagement for the energy sector 

The engagement approach that supported the Network Innovation Program has also influenced how the energy sector 
approaches engagement. Through various forums, Ausgrid has shared insights and lessons learned with other 
Distribution Network Service Providers (DNSPs) and energy sector stakeholders. Additionally, participants in the NIAC 
promoted the success of the approach. 

DNSPs including AusNet in Victoria and South Australia Power Networks, have been encouraged to establish similar 
advisory committees and engagement approaches. 

While the success of Ausgrid's approach in influencing other DNSPs was not expected, it has been a significant 
outcome from the engagement. It has contributed to transforming customer engagement in the energy sector. This is 
demonstrated below by a reference from the AER Customer Challenge Panel and stakeholder perception survey 
outcomes from the Energy Networks Australia (ENA). 

 

 

 

 

 

 

 

 

 

 

In late 2020, the RepTrak Company was commissioned by Energy Networks Australia (ENA) to conduct a Perception 
Audit with ENA’s key stakeholders. The audit measured the reputation of ENA and its members (including Ausgrid) as 
well as the energy networks industry as it is perceived by key government, regulator, consumer group and research 
stakeholder groups.  

The audit results showed that, while the general energy section rates poorly for innovation, Ausgrid is a leader in this 
area. Key stakeholders commended Ausgrid for being innovative and for its rapid response to the inevitable changes 
brought about by the energy transition, which has happened faster than anyone anticipated. 

 
Figure 10. Extract from the ENA RepTrak report 2020 

  

Customer Challenge Panel 17 (CCP17) was responsible for reporting to the AER on 
the Victorian regulatory proposals. They commended Ausgrid's approach: 
 
"While the cost adjustment for the innovation fund proposed by AusNet Services is 
modest, the concept is really important and supported in concept by CCP17. We also 
understand that it was supported by the Customer Forum, which we regard as 
significant. The question is more the best way to treat the innovation fund from the 
point of view of efficient management and so that customers get the best outcomes. 
We note that Ausgrid has an innovation program that is overseen by a stakeholder 
reference group. There is merit in this approach." 
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Alignment with IAP2 Core Values for the practice of public participation 

 

IAP2 Core Values  Example or evidence from this project 

1. Public participation is based on the belief 
that those who are affected by a decision 
have a right to be involved in the decision-
making process  

The Ausgrid Innovation Program Engagement sought to involve 
a range of stakeholder groups in ways that were meaningful and 
influenced the project outcomes. 

• Network Innovation Advisory Committee (NIAC) – was 
made up of representative stakeholders from industry, 
customer advocacy, technology and academia to guide 
investment decisions, shape program design and 
implementation. Refer to supporting evidence.  

• Customer research – was undertaken with representative 
samples of customers to help design customer services 
and campaigns. Feedback from the community battery 
research shaped the customer engagement program 
including messaging and channels.  

• Community engagement – was localised to areas that may 
be impacted by new infrastructure. Engagement was 
undertaken to support site selection and address possible 
community concerns related to the installation of 
community batteries in local areas. Refer to supporting 
evidence. 

2. Public participation includes the promise 
that the public's contribution will influence 
the decision  

The NIAC Terms of Reference includes a promise to the public 
that guided the design and implementation of, not just the NIAC, 
but all engagement activities that have supported the Ausgrid 
Innovation Program. 

This promise is: 

We will look to you for advice and innovation in formulating 
solutions and incorporate your advice and recommendations 
into the decisions to the maximum extent possible. 

3. Public participation promotes sustainable 
decisions by recognising and 
communicating the needs and interests of 
all participants, including decision makers  

Genuine collaboration is leading Ausgrid to make sustainable 
business decisions that will place the organisation in the best 
possible position to thrive as the electricity industry transforms.  

The NIAC forums included various representatives from Ausgrid 
project teams who were required to present and workshop 
feasibilities with NIAC representatives. 

This was an iterative process often involving several sessions to 
refine proposed initiatives.  

4. Public participation seeks out and facilitates 
the involvement of those potentially affected 
by or interested in a decision  

One of the critical success factors identified early in the 
development of this Program was the need to engage with 
stakeholders, customers and the community to support the 
transformation of the energy sector.  

This is demonstrated through the following design features of 
the Program: 

• The NIAC was specific designed to include representatives 
from industry, customer advocacy, technology and 
academia.  
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IAP2 Core Values  Example or evidence from this project 

4. Public participation seeks out and facilitates 
the involvement of those potentially affected 
by or interested in a decision 

• Customer research was specific to the endorsed trial 
(technology or service) and included a representative 
sample of customers to ensure data was robust and could 
guide the development of the service to align with customer 
preferences. 

Community engagement was conducted within local 
neighbourhoods and suburbs to target residents most likely to 
be impacted by infrastructure changes, such as installation of 
the community batteries. 

5. Public participation seeks input from 
participants in designing how they 
participate  

The customer research conducted in late 2020 was specifically 
designed to shape the customer engagement program. The 
insights generated from this research were used to inform 
messaging, channels and approaches.  

For example, customers provided feedback that information 
needed to be clear and include visual details to support the 
technical information. Videos were also a preferred means of 
communication and will play a key role in onboarding 
customers.  

6. Public participation provides participants 
with the information they need to participate 
in a meaningful way  

While many of the Network Innovation Advisory Committee 
(NIAC) representatives are informed participants, it has been 
crucial to ensure an equitable level of awareness of the various 
proposed innovation initiatives. Each NIAC member is provided 
with detailed briefing papers ahead of any meeting, and 
meetings are designed as interactive sessions to allow for 
discussion and robust challenge. Allowing this transfer of 
information has supported the enhancement of trust and open 
dialogue. 

For community engagement activities, residents and 
stakeholders have been provided with detailed information, 
including diagrams and maps, as part of the community 
engagement activities. This has allowed for feedback to be 
easily collected and address any concerns raised to support the 
site selection.   

7. Public participation communicates to 
participants how their input affected the 
decision  

For the NIAC, the Terms of Reference, ongoing forums and a 
program dashboard provided the framework for communicating 
how decisions will be made and how participants have 
influenced outcomes.  

The community engagement that was undertaken for the 
Community Battery trial program, including site selection, has 
required an iterative process working with directly impacted 
residents and the local council to refine sites and address 
concerns. Refer to supporting evidence. 
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Attendees 
NIAC members: Shelley Ashe (Energy Consumers Australia), Louise Benjamin, Mark Byrne (Total 
Environment Centre), Mark Grenning, Anna Livsey (Public Interest Advocacy Centre), Mike 
Swanston, Peter Youll (Solar Citizens) 

From Ausgrid: Junayd Hollis (Chair), Julie Delvecchio, Felix Keck, Alex Moran, Selina O’Connor, 
John Skinner  

Apologies: Darren Gladman (Clean Energy Council) 

Discussion 
1. Welcome and NIAC member expectations 

The meeting commenced with the chair and attendees outlining their expectations for the 
NIAC. Key expectations raised by members fell into the following groups: 
Transparency 

• Ausgrid should share the outcomes of NIAC discussions and innovative projects with 
DNSPs and wider industry, including AER. 

• By sharing outcomes, customer benefits and the process of decision making the NIAC 
forum can address AER and other stakeholder concerns around risks associated with 
innovation spend. 

• Ensure that all committee guiding documents are easily accessible on Ausgrid’s website  
Customer 

• The NIAC should draw on existing research to articulate customer expectations and 
apply customer learnings to NIAC outcomes 

• We need to ensure that the customer benefits of innovation expenditure are well 
articulated  

Collaborative decision making 
• The NIAC provides the opportunity to incorporate customer views in our innovation 

program 
• The NIAC should be open to receive input from non-member parties, customer and 

industry representatives 
Broader rule changes 

• The NIAC provides a forum to collaboratively develop solutions to the challenges of 
DER integration, with the potential for the committee to support future rule changes 

• The collaborative approach can be used as a model for other parts of the energy 
sector/DNSPs 

Network Innovation Advisory 
Committee (NIAC) Meeting #1 
24 July 2019 Meeting Minutes 
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Alignment  
• The NIAC should aim to avoid the ‘rail gauge’ problem by working with other networks 

and ensuring alignment of solutions across jurisdictions 
 

2. NIAC Terms of Reference 
• We are seeking feedback on a draft Terms of Reference covering all our customer 

committees. 
• The draft ToR will be circulated to members for comment after the meeting. 
• Benefits and value for customers must be measurable and it must not compromise 

safety, this should be a gateway criterion, in the innovation guiding principles  
• There was also a discussion about whether there should be greater emphasis in the 

innovation principles of environmental objectives.  Specifically, on taking the ‘cost 
effective’ caveat away from ‘accelerates cost effective decarbonisation’. 

• Greater priority to be given to safety. 
• Sharing should be added as a 6th step in the governance model 
• Ensure we provide visibility to NIAC on how input is incorporated in our business as 

usual operations. 
 

3. Discussion of innovation projects 
Following a straw poll of the attendees, the committee identified the following projects as 
priorities for the NIAC, and had a brief discussion about the first two projects: 

• Community Batteries 
• Network Insights 
• SAPs 
• VPP Management 
• Voltage Regulation 
• DSO model – AEMO/ENA open networks – interested in deep dive on DSO 
• Alternatives to DSO investment 
• With innovation trials aim to achieve more balance between ‘Technical’ and 

‘commercial’ innovation trials. 

Community batteries 

• The NIAC considered a KPMG presentation looking at the potential benefits of 
community batteries and the regulatory barriers that currently prohibit their use by 
distributors 

• NIAC members provided views on the proposal. The proposal needs to be clearer on 
what a community battery is and what the benefits to customers are. Also answer the 
question why should Ausgrid be doing this and what is the network need. 

• We took an action to do sensitivity analysis on the NIAC score for this and other 
projects using a range of different weightings.  

• Members want to ensure that there are no cross subsidies between those participating 
in any potential trial and those that are not. 

• The issue of DUOS charging was discussed and with options for solving issue covered, 
matter still needs further investigation. 

• Members discussed the value of NIAC and Ausgrid collaborating to support identified 
rule changes. 

• Members also want to ensure that we have a well-defined ‘exit gate’ for our innovation 
projects and programs if they do not prove viable.  

• Members expressed support for Ausgrid conducting further investigations into a 
community battery trial and reporting back to the NIAC at the next meeting.   
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Network insights program  

• The NIAC had a brief conversation about the network insights program 
• Feedback from the committee demonstrated that this project could be better defined.  
• The committee suggested that we clearly ‘tell the story’ and outline the problem we are 

trying to solve. If this project is about solving an equity/fairness issue, then we should 
explain how.  

• We need to have strong evidence on what customers want and show how the program 
addresses this. 

• Ausgrid should also explain why Ausgrid is conducting the trial, and not another party.  

   
Actions: 

1. Ausgrid to circulate draft ToR for comment and link to the existing ‘Energy Customer 
Charter’ 

2. Ausgrid to review feedback and incorporate comments from this meeting and present an 
update guiding principles at the next NIAC meeting 

3. Ausgrid to prepare a deep dive on DSO at the next NIAC meeting. 
4. Ausgrid to determine a process for engaging with other DNSPs to test that NIAC projects 

are unique. 
5. Ausgrid to conduct a sensitivity analysis on guideline weightings. 
6. Ausgrid to confirm when the KPMG community batteries report can be shared with third 

parties. 
7. Ausgrid to make approved minutes and slides from meeting available on accessible 

webpage (excluding KPMG materials). 
8. Ausgrid to set date of next meeting to discuss design. 

 

 

 



Network of the future forum – outcomes 
10 December 2018 



Topics 

1. Objectives 

2. Sector developments 

3. Customer Experience 2030 

4. Grid Evolution 

5. Guiding Principles for Innovation 

6. Priority Focus Areas 

7. Network Innovation Governance Committee 

 

Attendees 

• Bill Tarlinton, Zepben 

• David Naismith & Steve Lewis, Solgen  

• Jacquelyn Johnson, NSW Council of Social Services (NCOSS) 

• Kate McCue, Endeavour Energy 

• Lachlan Blackhall, Australian National University 

• Louise Benjamin, AER Consumer Challenge Panel (CCP) 

• Mark Byrne, Total Environment Centre (TEC) 

• Mark Grenning, Energy Users Association Australia (EUAA) 

• Miyuru Ediriweera, Public Interest Advocacy Centre (PIAC) 

• Pete Newman, Council of the Ageing (COTA) 

• Sam Stone, Urban Development Institute of Australia 

• Shelley Ashe, Energy Consumers Australia (ECA)  

• Therese Grace, Essential Energy 

• Alex Watters, Jessica Higgs, John Skinner, Julie Delvecchio, Junayd Hollis, Matt Webb, Rob Amphlett Lewis, Robert  Simpson, Selina 
O’Connor, & Trevor Armstrong, Ausgrid 

 

 

 

Forum overview 
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Note: takeaways are in the order that they arose during the forum, not in order of importance. 

Overarching Themes 
A. The challenges and questions identified in the Network of the Future Forum are likely 

challenges for the sector as a whole – Customers expect Ausgrid to tackle these challenges 
collaboratively with the industry taking steps to share the knowledge gained. 

B. Insights and principles from the forum apply more broadly  than innovation – Ausgrid should 
be seeking to find practical ways to apply them to business as usual grid planning. 

C. Proposed and implemented government subsidies pose a risk to delivery of the lowest cost 
energy system, and the cost effective decarbonisation of our economy (including game 
changing opportunities like community batteries) – Ausgrid has an obligation to educate 
policy makers as to the cost impact on the grid of potential policies. 

D. Of the nine 2030 customer experience themes identified, three (i. competition, choice & 
control, ii. value, and iii. ease) cover the top priority for all customer segments – Customers 
expect Ausgrid to provide an easy, transparent and value for money platform for service 
providers to enable effective competition to flourish. 
 
 

N. Ausgrid, and the wider energy sector, need to create opportunities for all customers to 
participate and have access to distributed energy resource (DER). 

O. Ausgrid should consider taking a policy position that any electricity subsidies should be 
provided from outside the energy system rather than as cross-subsidies between electricity 
customers. 
 

 

Key takeaways for Ausgrid 
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Customer Vision - by 2030 our customers have: 
E. The ability to “plug and play” – both to connect their DER 

and other technology and to access additional value 
streams via markets and aggregators. 

F. Stable and predictable tariffs (that have evolved from where 
they are today). 

G. Easy to access, transparent and comprehensive data, 
including transparency of where to connect to the grid at 
lowest cost.  

H. The ability to “set and forget” – with ready access to service 
providers which make getting and staying on competitive 
deals easy. 

I. Easy and cost effective access (i.e. a level playing field) to 
community energy resources (solar, storage). 

J. Network charges that are not inflated due to stranded 
assets or unwarranted innovation investments made during 
the transition. 

K. Access to sustainable energy supply choices which are 
easy to understand. 

L. The opportunity and flexibility to choose and use and 
benefit from new renewable technologies regardless of 
whether on not individuals can own DER. 

M. A plethora of new market entrants to engage with (reduced 
barriers to entry). 



Ausgrid high level objectives going into the session 

• Share an overview of some of the more interesting and innovative customer technologies 
and business models emerging in recent years 

• Capture the range of views on what customer expectations of the grid will be in the future, 
and understand how the grid will need to adapt to meet those expectations  

• Co-create a set of guiding principles that Ausgrid can use to inform future innovation focus  

• Establish ground rules for the practical application of a Network Innovation Advisory to give 
consumers a role in driving the future direction of the Ausgrid network and prioritising 
innovation investment  

  

Additional objectives from attendees 

• If we can’t answer something, let’s identify the unknowns to be addressed - the problems 
that we can’t solve - have the industry look at these things collaboratively  

• Equity – be equitable but understand what we all mean by this 

• Opportunity – for all to have access 

• Outcomes from today are integrated into broader grid planning and reporting not just 
innovation 

 

Objectives 

Key takeaways 
A. The challenges/ questions identified which could not be worked through in the forum are likely challenges for the sector as a whole. We should seek to tackle these collaboratively with industry. 
B. Insights and principles from the forum apply more broadly  than innovation, including in broader grid planning. The challenge for Ausgrid is to find practical ways to apply what we have learnt into 

BAU. 
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Industry support evidence 
 

Public Interest Advocacy Centre 

“PIAC considers that the establishment of the Network Innovation Advisory Committee provides a useful 
mechanism to help ensure consumer benefits are, indeed, realised by the fund. As such, we support 
Ausgrid’s proposed Network Innovation Fund.”  

PIAC submission to the AER’s draft determinations and the NSW DNSPs’ 2019-24 revised proposals, 7 
February 2019, p.7. 

 

Energy Users Association of Australia 

EUAA welcomed Ausgrid’s commitments around consumer engagement, including the establishment of 
the NIAC and exclusion of the proposed $42m of innovation projects from CESS.  

EUAA AER submission NSW DNSP’s 20190-24 Revenue Reset January 2019, January 2019 p.5.   

Note: Where it is agreed that capital expenditure is to be overseen by the NIAC, the Capital Expenditure 
Sharing Scheme (CESS) will not apply to that expenditure. This means that Ausgrid will not retain the 
benefit of any innovation funding not spent over the period. 

 

Consumer Challenge Panel 10  

“We commend Ausgrid for initiating its Network Innovation Advisory Committee (NIAC), which embeds 
consumer input into Ausgrid’s technological transition to the smart grid. We would encourage the other 
distributors to also think of opportunities, which embed ongoing consumer input as part of their planning 
and innovation for critical areas”  

CCP10 Response to the Ausgrid Revised Regulatory Proposal 2019-24 and AER Draft Determination, 
January 2109, p.13. 

 

https://www.aer.gov.au/system/files/PIAC%20-%20Submission%20on%20NSW%202019-24%20draft%20decisions%20and%20revised%20proposals%20-%20February%202019.pdf
https://www.aer.gov.au/system/files/EUAA%20-%20Submission%20on%20NSW%202019-24%20draft%20decisions%20and%20revised%20proposals%20-%20February%202019.pdf
https://www.aer.gov.au/system/files/CCP10%20-%20Submission%20of%20Ausgrid%202019-24%20draft%20decision%20and%20revised%20proposal%20-%20January%202019.pdf


 
 
 

 

 

 

 

 

 

 

Project introduction – Community Battery trial 

Ausgrid has launched its first community battery program. We are 
planning a two-year trial of this new energy storage concept at three 
locations within our network. 
 
A community battery is a shared battery solution located in a local neighbourhood. 
Community batteries allow solar customers receive more benefits from the clean energy they 
generate without having to install and maintain their own battery.  
 
The community battery trial will allow participating solar customers living near community 
batteries to earn more for their excess solar power and increase access to clean solar energy. 
 
Dunbar Road potential community battery 
 
Ausgrid is investigating several sites within the Lake Macquarie Local Government Area as potential 
locations for a community battery trial.  

An important part of selecting a location is understanding the local community’s interest, feedback 
and questions related to community batteries. 

We are exploring the option of installing a community battery near the existing Ausgrid kiosk 
substation at the corner of Kinross Avenue and Dunbar Road. The map overleaf shows possible 
locations and alignments for the battery. 

The community battery equipment would be installed on a concrete slab measuring around 5.8 
metres long and 1.9 metres wide. The battery is around 2.8 metres high.  

 

A community battery installed Perth 
(Photo courtesy Western Power) 

Community Battery trial  
17 March 2021 



     Ausgrid Community Battery trial 

Key 

 

 

 

 
 
 
 

 
 

Map showing existing Ausgrid kiosk substation and potential locations for community battery 

Ausgrid is interested in your feedback on the three potential locations shown in the map above.  

Should the battery proceed at this location, we want to work with the local community to understand 
your feedback on the use of a wall to provide some visual screening of the battery. A timber wall could 
be erected on one side of the battery and painted with a mural showing local flora and fauna or 
celebrating unique aspects of the local area. Some examples are shown below. 

 

Example of timber fence                 Example of possible mural design    
 

Next steps 
 
We are in the early planning stage of this project and so want to understand your ideas and feedback 
about: 

• the community battery  
• proposed locations 
• feedback on potential visual treatments  
• any other ideas or questions you may have. 

We are committed to keeping you updated as the project progresses. Please contact the Project 
Team on innovation@ausgrid.com.au with any questions, feedback or to arrange a time to discuss 
the project over the phone or in person. Please provide your feedback before 31 March if possible. 

Existing kiosk 
substation 

Community battery 
option A 

Community battery 
option B 

Community battery 
option C 

mailto:innovation@ausgrid.com.au
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This report presents the findings from an online survey to understand the views of Ausgrid’s customers regarding its Community Battery 

concept. The 20-minute survey was with a robust sample of n=956 customers across Ausgrid’s distribution area in NSW, with a focus on 
solar PV and storage battery owners, plus a sample of customers considering getting a solar PV system in the next year or two. Fieldwork 
occurred in July 2020 using a large mailout, email invitations to an Ausgrid database of customers who had completed a 2016 survey 
and/or registered their interest in community batteries, plus online panel sample, with participants incentivised via a prize pool of $2,000. 
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EXECUTIVE SUMMARY

EXISTING AWARENESS OF COMMUNITY BATTERIES
 Unprompted awareness of any home battery alternatives is 

low, with only 16% of those surveyed saying they were aware of 
options for customers with solar power systems to store the energy 
they generate, apart from having a battery system in their own 
home. 

 These results were consistent between those with and without 
solar or batteries. Notably, only 30% of those who had previously 
registered their interest in a community battery (‘registrants’) 

indicated being aware of any options in this regard, with most not 
connecting the dots with the community battery concept here. 

 By comparison, just 8% of those in the random mailout sample 
felt aware of any options.

 When prompted, the term ‘Community Battery’ was more 

familiar; almost half (43%) had heard of it and most of these 
could describe it to some extent as a battery that a community 
shares to store excess solar power generated by households. There 
was limited understanding of how it would be funded or maintained. 

 Even a quarter of prior Community Battery registrants weren’t 

aware, highlighting the term’s relative newness (74% were aware 

vs 35% from the 2016 survey). 

 These results suggest that any general customer 
communications of the concept should assume limited 
baseline awareness, lead with the term ‘Community Battery’ given 

that it conveys the core concept quite well, and include a description 
of the specific offering.

INTEREST IN COMMUNITY BATTERIES AND POTENTIAL UPTAKE
 Following a basic description of Ausgrid’s Community Battery 

concept, there was a very high level of interest, with just over half 
(53%) rating their interest level at 9 or 10 out of 10. Indeed 40% rated 
their interest at 10 out of 10.

 Further, nearly half said they were highly likely to sign up to a 
Community Battery if the opportunity arose in their area and it was 
affordable; 47% rated their likelihood as 9 or 10 on a scale where 10 
meant ‘definitely would’ and 0 meant ‘definitely would not’. Just 17% 

indicated a low likelihood of 0-6 out of 10. Clearly this depends on the 
specifics of the offering, but these results suggest very strong support 
for Ausgrid to pursue the concept further.

 Those with the highest likelihood in signing up (rating of 9-10) were:

 Battery non-owners (50%); especially large and small exporters (56%);

 Those who had previously registered their interest (71%); and

 Solar considerers (54%; who tend to be younger families with kids).

 In terms of in-principle impact, a range of high-level desired 
behaviours can be expected if a suitable community battery is offered:

 The large majority (71%) of solar considerers said they would be 
more likely to install solar PV;

 Two-thirds (66%) of those without a battery said they would be less 
likely to install a home battery and instead connect to a Community 
Battery (as this would overcome the main barrier of cost); and

 Almost half (48%) of those considering upgrading their battery 
system would be less likely to worry about doing so.
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EXECUTIVE SUMMARY CONT’D

FACTORS MOST LIKELY TO DRIVE UPTAKE
 The key, unprompted benefits participants thought the Community 

Battery offer fell into three main themes, which are well aligned with 
customers’ reasons for investing in solar power:

 Saving money on energy bills through the battery storage 
capabilities and sharing of solar energy (‘access for all’), and 

avoiding the set-up costs of a home battery through shared costs –
noting that this also taps into the strongest driver for investing in 
solar and links to the standout question from participants about how 
much it would actually cost and save (many asked for a calculator);

 Environmental benefits for the community (lowering of the 
community’s carbon footprint) – also the second-most important 
reason for investing in solar; and

 Network benefits such as grid stability and supply in an outage –
those these were mentioned at much lower levels.

 Participants were shown two sets of statements to understand drivers 
and barriers to take-up and guide concept messaging. Of note is that: 

 The provision of positive messages had no significant impact on 
intentions once some initial information about the Community 
Battery was seen; 47% still rated their likelihood to sign-up at 9 or 10 
out of 10 (very high). 

 However, negative messaging had a significant negative impact, 
reducing high likelihood to sign up to 38% among those who had not 
yet seen the positive messages). After seeing both positive and 
negative messages, 41% rated their likelihood to sign up as 9 or 10. 

 Communications will need to deliver proactive positive messaging 
about the initiative while also addressing concerns people have 
head-on to retain interest.

 Advanced analysis of the messages (incorporating Newgate’s 

proprietary MessageLab machine-learning based approach) revealed 
the following most persuasive and credible overarching messages…

Strongest messages to promote and drive uptake:
1. Connecting to a Community Battery would be more affordable than 

buying your own storage battery, let alone upgrading (important to 

note what the respective costs will be, given cost knowledge gaps);

2. Community Batteries are better for the environment; and

3. Community Batteries can contribute to the overall reliability of the 

electricity network (also helping to minimise costs for all customers).

Strongest potential concerns to mitigate against: 
1. There is a risk of supply being cut off if something goes wrong;

2. There could be hidden costs e.g. maintenance;

3. Back-up supply might not be sufficient in an outage; and

4. You might not export enough solar to make it worthwhile.

 Important messaging hierarchies and secondary messages by segment 
are detailed in the report to help guide tailored approaches.

DELIVERY AND LOCATIONS
 When asked about comfort with various organisations providing a 

Community Battery, ratings were highest for Ausgrid; with 69% giving 
a comfort rating of 8-10.

 The locations with the strongest intentions to connect to a Community 
Battery (if it were available and affordable) were in the Sydney area, 
particularly in the inner city and west, as well as the Northern Beaches.

NB: The darker the shading, the higher the stated likelihood to sign up. 



RECOMMENDATIONS FOR CONSIDERATION
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PROMOTE NETWORK STABILITY AND 
MITIGATION OF UPGRADES

FOCUS PRIMARILY ON SOLAR 
CONSIDERERS AND EXPORTERS 

WITH NO BATTERY

DEVELOP COMMUNICATIONS THAT REFLECT 
DEMOGRAPHIC DIFFERENCES AND PREFERENCES 

BY SEGMENT

• After cost savings and environmental 
benefits, many find the benefits of a 
Community Battery in helping to create 
a more reliable network without 
expensive upgrades motivating – and 
this is an important message to link to 
the primary driver of cost savings.

• These segments are most 
interested in a Community Battery.

• That said, almost half of battery 
owners say they would be more 
likely to sign up for a Community 
Battery than expand their home 
battery.

• For example: solar customers are generally older 
empty-nesters who own their home outright, whereas 
non-solar customers have a significantly different 
profile – being younger families in smaller homes, with 
a mortgage. 

• Developmental value propositions have been provided 
for consideration by segment within this report.

At a high level, the research provides a strong evidence base to support Ausgrid pursuing one or more 
Community Battery trials. Key considerations follow for progressing the concept design and marketing:

COMMUNICATE COSTS, ROI & LOWER BILL BENEFITS: “ALL THE BENEFITS OF A HOME BATTERY FOR FAR LESS COST”

• Achieving bill savings is the primary driver for installing solar and batteries, with upfront cost and unclear ROI the biggest barriers.

• The fact that the Community Battery will provide a more affordable way to store and use solar energy is the key benefit to communicate. A 
secondary cost benefit to promote is that those who cannot install (or afford) a battery could connect and reap the benefits of having a battery. 

• Hidden costs are the biggest concern for most key groups and must be addressed, by outlining the specific costs and Ausgrid’s commitments.

A MORE RELIABLE SUPPLY OF ELECTRICITY IS A KEY BENEFIT TO COMMUNICATE

• Solar considerers are seeking reliability and low maintenance in any solar PV system they might install.

• One third of exporters installed their solar system to reduce their reliance on utilities and two in five battery owners installed their battery to 
become more self-sufficient, reducing reliance on energy companies and seeking reliable power in an outage.

• Most of the customer segments raised concerns about sufficiency of supply in an outage and the risk of the Community Battery being cut off if 
something goes wrong – key concerns to mitigate against.

ENVIRONMENTAL BENEFITS ARE AN UNDERLYING MOTIVATOR TO PROMOTE

• Half of solar PV exporters installed their system to reduce their carbon footprint, and lowering the community footprint was revealed as an 
important benefit of the Community Battery (after cost savings).

• Community environmental benefits should be promoted to solar considerers, large exporters and battery owners, where interest is piqued.



How to participate in the 
Community Battery trial

Customer 
registers interest
Customers in the trial 
area will receive an 
invitation to register 
their interest Eligibility 

check 
An assessment
of your solar system 
will be completed 
to ensure suitability

Formal o�er 
to participate
Eligible customers 
will be sent an o�er 
with terms and 
conditions to 
participate in the trial

Customer 
onboarding
After formal o�er is accepted, 
a smart measuring device
is installed. Customers are 
onboarded with a mobile 
app and online portal

Viewing your 
energy use
Trial customers 
can view energy 
imports, exports 
and credits for 
excess solar energy Credits for 

excess energy 
Customers are 
paid quarterly 
for their credits

6

5

4

1

2

3

  

   

 

Community Battery trial
A community battery is a shared battery solution 
located in a local neighbourhood

www.ausgrid.com.au/sharedbattery

How to sign up and who can participate 

Customers with solar panels in identified trial areas can join the Community Battery trial.

Go to www.ausgrid.com.au/sharedbattery and check if you are in a trial area and register your interest.

We are currently running a trial in Beacon Hill. We will soon be running trials in Canterbury Bankstown and the 
Lake Macquarie Council areas. If you are intending to install solar panels in the next 12 months you are also 
invited to register for the trial.
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Ausgrid has launched its 
first community battery 
with a two-year trial
Ausgrid is installing three community 
batteries on its network in areas with 
high solar use

Phase 1 of the trial will allow solar customers near the 
community batteries to participate in a trial of a new 
virtual energy storage concept.

The trial aims to show how:

 � the benefits of community batteries can be shared 
between local customers, the wider community and 
electricity networks, and

 � community batteries can help deliver cost 
savings, increase access to renewable energy and 
support the take up of solar power by households 
and businesses.

How the Community Battery trial works

 � There is no cost to sign up or take part in the trial

 � You can stay with your current retail provider and 
pay bills as usual

 � Retailers continue to pay you a feed in tariff for all 
exported energy, including energy that is being 
virtually stored 

 � Ausgrid will simulate the benefits you could receive 
from a community battery storage service 

 � Payments from Ausgrid will be calculated based on your 
solar exports and energy usage.

A new virtual energy experience

The community battery trial will test a new way 
of managing household energy use.

Ausgrid will install a measurement device near your solar 
inverter or electrical switchboard, which measures electricity 
flows to and from the house.

Customers can monitor virtual energy flows on a mobile 
App and online portal, where they will also see the 
community battery storage benefit.

Benefits of community batteries

 � Solar customers can receive greater benefits from the 
clean energy they generate

 � Solar customers don’t have to install and maintain 
their own battery 

 � Community batteries help to support the increasing 
amount of renewable energy in the system

 � Community batteries can help reduce energy prices 
by offering a flexible alternative to traditional poles 
and wires investment.
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