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Who is the Customer for the Smarter 
Utility 

• Knowledge about meters and grids 

• How does it really work 

• Where does it come from 

• The therm and kilowatt story 

• Simplicity  

• Can electricity, gas and water ever be smart 

• What can we learn from others 

• Popularity 

 

 



Truth or Lie quotes 
• Spy in the home 
• This is a private company not a charity  
• Prices never seem to fall just rise 
• Don’t trust them just like I don’t trust the banks 
• They are all the same 
• I hate them all but you need the stuff to live the life 

you want 
• It’s cold without your heating and you can’t eat salad 

all the time 
• What is smart about electricity and gas, it comes 

through the walls 
• Can I have my boxes of electricity 
• Why don’t we complain about the supermarkets 

profiteering 
 



Learning from others about Smart 
things 

• Other countries energy and utilities 

• Telecomms, fixed and mobile 

• Petrol 

• Dress codes 

• Cars 

• Protein 

• Digital TV and customer engagement 

 



13.05.10 

TV Switchover has been completed in nearly 25% of the UK. While there is some 

distance to go before we reach the finishing line in 2012, there are lessons that we 

have learned along the way that might be useful pointers to other large-scale change 

programmes like the Smart Meter project.  

Ten Lessons from the TV Switchover 

Alex Pumfrey : Programme Director : alex.pumfrey@digitaluk.co.uk : 020 7462 5421 

Five lessons on governance:  

1. A single-purpose, centralised delivery model 

2. Legal and regulatory underpinning 

3. Commercially-minded management delivering a public purpose 

4. Sufficient, safeguarded funding 

5. Alignment of infrastructure and communications 

  

Five lessons on implementation: 

6. Working with the market 

7. A clear, attainable and secure timetable  

8. A layered communications model  

9. Support for the most vulnerable 

10. Mobilising existing support networks 



13.05.10 

Digital UK’s Layered Communications Model 

Alex Pumfrey : Programme Director : alex.pumfrey@digitaluk.co.uk : 020 7462 5421 

National TV advert 

National TV advert 

Local press ad Local lamppost banners 

On-screen messages 

Community roadshows 

The Switchover Help Scheme  The Schools Programme 

3 Month Leaflet to every home 

Regional 

Managers 

The logo scheme 08456 50 50 50 Digital Outreach  

Advice Points 



What keeps the customer awake at 
night 

• The real prizes 

• Front and back office 

• Switching behaviour 

• Efficiency improvements 

• Meter reading and billing 

• The experience at meter installation (need for 
standardisation and codes) 

• Proliferation of tariffs 

• Sell less or we fine you 

 



Does the customer really care 

• Most probably do not 

• Eco warriors 

• Many care about price, about service, about 
the environment, about their community, 
about the future 

• Choice v confusion 

• How do we in the utility sector connect with 
those desires and deliver what we want and 
need 



Smarter Utilities  

• The Smart meter will happen 

• Is it just the utilities 

• Role of other players (e.g. Tesco, B&Q, Sky) 

• Demand side management v security of 
supply 

• Buying a lifestyle not just energy? 

 

 


