Royal Mail respanse to Smart Meter Consumer Engagement Consultation

RESPONSE TO CONSULTATION QUESTIONNAIRE

Q8. Do you agres that 8 cenlralissd angagement programmes. ssiablishad by Supniers wilh apovopiala
checks and batances, (& e mos! prachical soluficn given offier constraints? If nof, what other gractical
allarriabives ars there?

Fram owr exparance with ChangedLife and Digital Switchover we believe hal a brand creates a “home”
for Sman Meters as far ag consemers are concarmed; hence is beneficial. It is important for the brand b
be perceivad as independent and on the side of the consumers if il is fo have the desired effect of raising
awignensss, boddeng confidenca, changing behaviours and ultimately delivering benalits o consumans,
Thus paricipation from wider elsments of seciety will be crilical for its acceptance by consumers,

With major engagement programmes and mulliple stakeholders there are cbwious adwantages in a
tollaborative approach to the communications plan This helps avoid consumer  confusion,
misunderstianding and fhe additional cost of multiple messaging form mulliple stakeholders, However,
there is undoubtedly a rigk that individual Brands may percaive this a5 a missed opporiunity 1o sirengthen
the loyalty within their customer base by delivering collaborative rather than own Bbrand messaging  In
teking & neulral view it i our opinicn that the COB model of collaborative centralaed messaging would
privide the most cost efective and consumer fooused solulion

08 Whar are pour views o the proposed objeciives for the Cenfral Delivery Sody? Are there any
adiitional chisciives which should be lnaludad 7

Cwerall the cbipctives are scund. However we would sdvise apliting ctective aumber 1 indo Swareness
and Behaviour Change as the wo elemens necessitain diferend approaches.

Q8. Whal are your views on the suggesiod aoiviies for the Central Dalfeery Qody?

The body may wish to consider additional activibes 1o monior degloyment progress and take actions a5
nacessary o support overall campaign objeclives.

Furthermaore creation of 2 knowlsdges bank and communicaiion planning suppor for the suppbers will be
heigdul in ensuring o cansistency of messaging &5 received by the consumers, 11 will algo enable the CDE
to share kearnings from the foundation phase for onwards regional campaigns in the rollout phase.

Laslly, there is no clear lifstime for the COB for e.g. wil o conlinue o unclien afles all meders have baen
rolled cut or undil the benshits have been realised. Continuity is essentizl in erder 1o ensure that suppos
masts for consumers throughout the pourmey

G713 Do pou think the objectives and sothviies of e Cenlral Delivery Qody described here will heip
dighvar thg aims of e conswmer engagement siralegy [see paragraphs 4,32 — 4, 3307 Flease axpiam
your wiews. Do pou have any attemative suogashions?

Yas, subject our comments 1o 06, &, and 9 being considered
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4. How can we ansure thef fhe Expard Panel alfracts & suffcient Jeve! of experiza?

Appaintees to the exper panal should be apened up 0 non energy indusiny to allow for cross industry
learming. Thers is potantial for cross learning bebween induslries thal are gong throughihave gone
through transformation and madernisation

Q20. What are yowr wiews on the ased for e Conlral Delvery Body fo estabish an culreach

progranwnge ?
We suppor the establishment of an outreach programme and would welcome a discussion aboul how
Royal Mail Group's unigue resch in the community mighl support the programme aims.



