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What people value most in their customer experience

809

Convenience

40% service

Worth paying more for

209

Brand image
@ Automation

® ® Atmosphere
1096
Global presence
09
50% 80% 705 B80%

Level of Importance for customer experience

Q. When it comes fo great overall customer expenence, how important do you think each of
the following will be in the future? Which of the following things are worth paying more for?
Source: PwC Future of Customer Expernience Survey 2017/18

Knowledgeable

Easy payment



Consumers part of a coordinated supply chain

Generation
Wind, Hydro, Solar,
Coal, Thermal, Gas
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Generation Companies

Transmission
The National Gnd
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Transpower

wSilFAf SNA
Future services driven from customers wanting to transport their energy through
the network¢managing network quality standards in a data rich environment (DSC

DIGITALISATION & Distribution System Operator

Mational Grid Exit Point

12K

Distribution

Zone Substation
Distrbution Transformers
Pales, Wires & Cables

Wellington Electricity

Installation Connection Point
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Billing & Metering

Retailer

End User
Residential
Commercial

Industrial

Consumer
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Solar not very helpful in reducing network peak demant
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Decentralisation virtual Home Power Station (Panasonic an®Redback
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Solar + controlled battery

4 1CPs, KWAO0111 GXP, Aug 2017
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Decarbonising opportunity electricity”
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Engagement Data access (WE* EV tariff trial) gg'cltﬂ%ltfy”

/ Retailer ICP Numbers
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TOU EV tariff

u 100 EV sites, 4000 ndflV sites (control)

u Trial determined effective cost reflective price to encourage home E
charging outside of the network peak demand period
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TOU (Time of Use) - Cost Reflective Price Signal ;gl'gg%ffy”

11c / kWh
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Customer Engagement
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Centralised control: How comfortable would you be with the described

arrangement?

50%

45%

40%

35%

30%

25% -

20% -+

15% -

10% -

5% -

0% -

Very comfortable

Comfortable

Neutral

Uncomfortable

Very uncomfortable
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Customer Engagement wellington
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Vehicle to grid: How comfortable would you be with the described
arrangement?

40%

35%

30%

25% ~

20% -

15% -

10% -

5% -

0% -
Very comfortable Comfortable Neutral Uncomfortable Very uncomfortable
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Summaryg Info Systems & Su

A Goal- Socially,

stainability (Electricity Sectdy!!Ington
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Environmentally & Commercially

responsible business

A New Drivers Di

gitalisation, Decentralisation &

Decarbonisation
A Collaboratec influence change acceptance with

Involvement of
Customers to C

A New Tech Ado

others (Trials with Retailers &
emonstrate benefits to Regulators)

oters aligned with more cost reflective

pricingc rewarding correct behaviour, agi
A People still want smart services 1?”@. n
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Forward Asset Investments Smart Grid (2018 AMP)

Forecast Expenditure, $ millions
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2027/28

Capital Expenditure Total

m Digitisation and Data Transformation

m Real-time Technology and Safety Innovation

m Energy Efficiency

m Smart Network

H Energy Storage

m Distribution Generation

H Electric Transportation

m Transformation to DSO
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Final Thoughts
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orchestra to be truly appreciated by the public
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A Role for Wind
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Role for Wind - Hydrogen Economy electricity
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